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

6/10/2002
Customer stated that he asked CA #9173F for her ID number 3 times and her response was “What number.” 
6/10/2002
Supervisor met with CA. Based on information gathered from both the CA and customer, there was no wrong doing on the CA’s part.  Customer follow-up: Contacted customer on June 11th @ 8:38pm however reached a recording stating number was disconnected. 

6/11/2002
S2S customer wanted to know why he was put on hold for so long when calling S2S Relay. He stated he would like feedback on this. 
6/15/2002
Account Manager contacted the customer and stated the ASA was at 57.5 and will alert operations of this long delay. Customer was satisfied with the solution.

6/11/2002
Customer Comments: “ I just received feedback from a voice person who stated that CA# 7031 was extremely rude when processing my call.”
6/16/2002
The agent identified in this complaint is unassigned. Training administrator contacted the customer, apologized for the delay in responding and informed the customer that without the proper ID number there is no way to give agent feedback. Attempted to contact customer on 7/11/02, 7/17/02, & 7/22/02 – left detailed message to contact ODHH.

6/19/2002
The voice user received a call from TTY user via WA Relay service.  Voice user informed TTY user that they had a TTY in the office and asked that the CA 9784M switch the call to TTY instead. The CA stated he did not know how to do that. Customer feels CA should be retrained.  Although customer knows that TTY-to-TTY is not possible she felt that the CA should have been able to inform them of that. 
7/17/2002
QAR met with CA #9784M and coached him on the importance of keeping the customer informed of our inability to process TTY to TTY calls. Contacted Customer 7/17/02 to explain solution and she was satisfied.

6/24/2002
Customer stated that CA #9976F had very poor spelling and she could not type at least 60 wpm. 
6/26/2002
CA’s typing speed meets FCC requirements. QAR met with CA and coached her on the importance of typing accurately to ensure messages are received and understood.  No Contact information provided.

7/2/2002
Business phone not able to make LD calls via WA Relay even though customer database info entered 4-3-02 regarding carrier of choice. 
10/4/2002
Technicians made several test calls using calling information.  More info is needed to complete troubleshooting this issue.  Attempts (3) to contact customer were unsuccessful.  NO CA # provided to specifically investigate the original relay site. Attempted contact dates: 8/12/02, 8/16/02, and 10/04/02.

7/3/2002
Customer called CS stating that when she calls a TTY nbr that she get a loud bong tone in her ear every time she calls this TTY nbr
8/1/2002
Technical issue – Technicians tested TTY number and could not hear any bong tones.  Could not duplicate the problem customer had been hearing when making calls to this TTY number. 8/12/02 – Spoke with customer regarding the technical issues & she stated that the sounds happen only when the phone is ringing.  

7/6/2002
Customer called to complain that CA #6889F hung up without finding out if the TTY user was done.  Also the customer stated that he felt victimized and made fun of because he is deaf and blind.
08/20/2002
Customer contacted by FCC compliance officer explained that he felt the CA did not intend to offend him, but that the customer needs to be a little more patient with the CA’s. 

7/13/2002
Customer complained that when he called the relay that CA #1634M did not type clearly and he could not understand.  Team leader checked the screen and the typing was fine and clear. Customer also complained that the Supervisor was not typing clear either. Screen was checked and it was clear. 
10/4/2002
TL apologized to the customer for the frustration and informed the customer that everything was being typed clearly.  It was suggested that there may be a problem with the customer’s equipment itself. Customer would like a follow up. TT issued #286609. CSS made 3 attempts to contact customer. Customer may be Deaf-Blind.

7/15/2002
Customer was using profanity towards CA #9227 and said that he wanted to punish her for not redialing his number faster.  QA rep informed customer that he did not allow CA enough time to enter the calling card info after she redialed the number.  
7/16/2002
QAR met with CA #9227 and coached her on the importance of adhering to the three-second dial out policy.  No customer info was given for follow up. 

7/16/2002
Voice customer states that CA #9357M did not give the normal announcement upon calling to a company that she knew always gives their company name and greeting.  The CA just said “hello” instead of giving the company’s announcement. 
7/18/2002
QAR met with CA and coached him on the importance of properly announcing the relay service. Also coached CA on the importance of keeping customers informed at all times. No customer contact was provided for follow up.  

7/19/2002
Caller said that CA # 9608F reached an answering machine, caller left message.  CA stated “is that a GA?” caller asked “Why?” CA said because I think there is a person on line now. Also the caller said the CA was typing slow and was constantly saying “is that a go ahead?” Caller said that was very distracting and hopes that CA will be trained again. 
7/25/2002
QAR met with CA and coached her on procedures to follow in this situation. Also reminded her that prompting is only allowed once.  The CA’s typing speed meets FCC requirements.  No customer contact was provided for follow up. 

7/19/2002
Customer is a speech therapist; she reports that she received a message on her voice answering machine from a client thru the relay. The message was left so quietly and with such poor articulation that she was unable to understand the message. 
7/19/2002
TL apologized for the occurrence and told her that The message would get passed on to customer service, but that the number she provided would be hard to track since it is a 5 digit number. Attempt 1: compliance office called and left message on 8/13/02.  Customer called on 8/18/02 and said she was satisfied with the resolution. 

7/20/2002
Customer complained that CA #9474F took a long time to dial the number to call. 
7/23/2002 
QAR met with CA and coached on the importance of dialing out in a timely manner.  No contact info was provided for follow up. 

7/22/2002
Customer complained that CA9345F was smacking in her party’s ear. When another CA relieved the call, the caller’s party informed me of the problem. 
7/22/2002
Supervisor met with CA and coached her on the importance of utilizing the mute feature when clearing throat.   No contact information was provided for follow up.

7/29/2002
Customer complained that CA #9926F did not follow her requests to provide her telephone number several times, instead the CA had the customer repeat the information several times. 
7/30/2002 
Attempted contacts: QAR contacted customer on July 30 @11:15p.m.  Spoke with irate male person and was instructed not to call this number again for Margaret Pitts. 2nd attempt: 8/13/02 Called on TTY and no answer. 3rd attempt: 8/14/02 Called through Relay and heard fax tones. 4th attempt: 8/14/02 Unknown user email address. 

8/5/2002
Customer states that CA #9229 was wasting her time trying to use her calling card 4 times and then hung up on customer. 
9/25/2002
QAR coached CA on the importance of not disconnecting calls. Also advised the CA of the consequences of doing so. There is no contact information provided for this customer. 

8/9/2002
BRDU customer reached CA # 9214F and typed a message in case she reached an answering machine.  After typing the instructions CA # 9214F did not respond. 
9/25/2002
QAR met with CA and coached her on the importance of following customer’s instructions and promptly responding to all calls received. There is no contact information provided for this customer.

8/9/2002
TTY user called in and stated that she made a call around 8:05 p.m. and three minutes into the call, the call disconnected.  He wanted to make sure it was not purposely. 
11/12/2002
QAR met with CA #9609F and coached the agent on the importance of not disconnecting calls. QAR also advised the CA of the consequences of doing so.  CA was told to report any technical problems. CSS made 3 attempts to contact this customer. 

8/17/2002
Customer stated that her father uses relay and when he calls her through the relay, his number does not show up on her caller ID.  If he calls direct or to her cell phone his number does show up. 
10/04/2002
CSS made 3 attempts to contact this customer. Tech indicated to customer that it may be due to the LD call as the reason the caller ID did not show up on her cell phone. 

8/19/2002
Washington STS customer wants to make us aware that STS staffing needs checking into. This evening this customer had to wait for the STS Relay phone line to ring 85 times before a CA answered it. 
10/18/2002
Staffing will be checked and improved and answering machine will be checked as well when CA’s are busy with other customers. Customer called stating all problems have been resolved.

8/20/2002
Washington STS customer frustrated for 2nd night in a row. He stated that he had to wait for 5 minutes after dialing into the STS Relay for a CA to answer. 
10/18/2002
CSS made 2 attempts on 9/25, 10/4 & left message to contact ODHH.  Customer called stating that problem has been resolved. 

8/29/2002
Washington STS customer is frustrated that at 4:10 p.m. it took 5 minutes for a STS agent to answer the call. He states that he hopes it is because they are busy with other calls. 
10/18/2002
CSS made 2 attempts on 9/25, 10/4 & left message to contact ODHH.  Customer called stating that problem has been resolved.

9/02/2002
Customer became upset when he asked the operator to repeat his message. He stated that he does not want everything heard, typed. 
9/2/2002
CA #9114F followed proper procedure. QA Supervisor coached agent on how to handle an irate customer. There was no contact info provided for further follow up. 

9/12/2002
Customer states that CA #9212M demonstrated numerous spelling errors.  Customer wants to know why spelling errors occurred Customer provided copy of conversation to show proof that there was indeed spelling errors. 
10/30/2002
Met with & coached CA on the importance of backspacing to correct typographical errors to ensure that messages are received clearly.  CSS attempted to contact customer on 10/30 and found that the number has been disconnected. 

9/14/2002
Customer stated approximately 9:50pm She was on a call with a friend who was real upset. CA #9792F interfered and stated (Tell her to keep her head up) The customer did not feel that was appropriate for the CA to do. She is concerned the CA will call the voice individual and give her more advice. 
9/14/2002
Team Manager met with CA #9792F and coached her on the importance of remaining transparent. Appropriate action will be taken. CSS made 3 attempts to contact customer 10/29/02: left message, 11/04/02: no answer left message, and 11/4/02 again no answer and left message. 

9/18/2002
Customer was trying to make an important call, when she provided CA #9310F with the number customer was transferred to OSD. She then asked OSD to transfer her back to the relay and they were not able to do so. 
9/25/2002
QAR spoke with CA about this complaint and coached her on the proper procedures to follow. CA was also advised that inappropriate behavior would not be tolerated. Due to the CA transferring the customer without authorization, appropriate action will be taken.  No contact info provided.

9/30/2002
VCO user was upset because she was not able to access the FD on her home #. She was transferred to customer service twice and was put on hole for a very long time. She said it was an emergency and she needed to be able to call a # in her FD. 
9/30/2002
Team Leader apologized but told her that they were unable to access her home FD list from her work #. Called DA but the # was not listed. Again apologized to customer. She hung up. No contact information was provided for further follow up.

10/7/2002
VCO Customer frequently receives incoming calls to her business and answers with “Hello this is Michelle with DVR, GA” but CA 7878F did not start typing until a hearing person within the office assisted her by telling the CA that the VCO person had given the GA.   Customer wanted to know if there was anything else she could do to indicate to the CA that she is a VCO user & for the CA to begin relaying the call.
10/7/2002
CS apologized to Customer and explained that her line is branded VCO and that there is a note in place that the agent should see both and begin typing immediately.  There wasn’t much else the customer could do clarify it with the CA.  CS told customer complaint would be documented & forward it to supervisor for coaching CA.   No contact information given.

10/10/2002
Customer stated that CA # 9691M had poor spelling and typing accuracy during a relay call at 7:45pm on 10/5/02 while attempting to communicate with her mother who was in the hospital. 
10/18/2002
CS reviewed the tracking system and discovered no one was logged in using this particular ID #.  CA 9691F was not scheduled to work on the day in question.  10/18 – emailed customer & shared the explanation to her, which she accepted.

10/10/2002
Customer stated that CA 9404F messed up the call when CA dialed a toll free number and instructed CA to press “0” for live operator. When CA dialed, a recording came on and disconnected.  Customer then instructed CA to dial 411 to get the local number to the WA state Bank from DA.  CA dialed new number and a male operator came on and could not hear CA.  Customer asked for supervisor to switch to a new CA, when new CA took over customer found she had reached Washington Mutual.  
10/17/2002
CS apologized to customer for the inconvenience and informed customer this matter would be investigated.  Supervisor investigated further and found that the voice person at Washington Mutual was experiencing technical difficulties hearing the CA and switched to another phone.  CA was coached on the importance of adhering to customer’s instructions, relaying verbatim and keeping the customer informed, which could have prevented the problem.  No contact info given. 

10/17/2002
Customer stated that CA 9608M typed sloppy, slow and funny.
10/18/2002
CA was addressed and coached on the importance of correcting typographical errors made to ensure the message is received clearly.  CA was also advised that if not sure of the spelling of a word to get clarification from the customer.

No contact information provided.

10/24/2002
Customer stated the supervisor Maggie disconnected the call while Customer was changing TTY paper.
10/24/2002
CS apologized to customer for the inconvenience and informed customer a report would be filed.  Program Mgr met with supervisor concerning this incident, supervisor stated that she identified herself and after 3 minutes of no response from the TTY user the call was disconnected.  Supervisor also documented that she had disconnected the call due to no response.  No contact Info provided.

10/28/2002
Customer stated that CA had bad spelling and missing part of the conversation what was said to them.
10/29/2002
CS apologized to customer and informed customer that a complaint would be sent to CA’s relay center.  No CA # or contact info was provided.

10/29/2002
Customer called ODHH and stated that his deaf stepdaughter made calls through 711 and was being billed for outrageous amounts.  Customer indicated that he had called AT&T and placed a LD block on her phone. Complaint referred to WA Account manager.
10/30/2002
AM contacted customer and explained that LD block placed by LEC does not necessary block all LD calls via relay.  This is primarily because the LEC does not recognize 711 as a toll free number.  AM requested that customer call Sprint Relay Customer service and establish a customer data base profile to put a block on all LD calls via relay.  Customer satisfied with solution.

11/6/2002
Voice person had a difficult time understanding CA#9263 and had to ask her several times to repeat what she has said. The CA was rude and patronizing and kept telling the voice person that the CA could not get involved in the call. 
11/07/2002
QAR met with CA. CA stated that the voice customer wanted her to repeat information that had previously been relayed. QAR coached CA on how to remain professional, while following proper call procedures. CA was also advised to work on voice tone.  No contact information provided for further follow up. 

11/6/2002
Customer stated that CA#9024F was rude and impatient. The customer told the CA that she had never received a relay call before and the CA never gave an explanation about what the call was regarding.  The CA was typing everything I was saying to the other person that called me. CA needs to be more patient and not so rude. 
11/7/2002
QAR met with CA and coached the CA on the importance of exhibiting patience, politeness, and professionalism while relaying.  CA was also coached on the importance of using the standard explanation phrase verbatim. No contact information was provided for further follow up. 

11/14/2002
Customer states that yesterday they kept disconnecting on me and today they disconnected again which pissed me off.  

CS apologized for the inconvenience and informed him that his complaint would be documented and forwarded to supervisor.
1/01/2003
Met with CA and advised CA of the consequences of disconnecting calls.  No contact information provided for follow up.

11/15/2002
Customer complained that CA#9872M did not follow his request. The CA was instructed to press pound seven, seven to retrieve his voicemail messages. The CA pressed seven and all the messages were lost. 
11/18/2002
QAR reviewed the tracking system and this ID number was not logged in the system on the day of the complaint.  Also reviewed three days prior to the complaint date and ID number was not used. Will need additional information for this complaint. No contact information provided.

11/19/2002
Customer placed a call earlier and the operator was typing an answering machine.  After she typed GA, Customer told CA#9920 to call back and let the customer know when to leave the message. The CA did not respond. Customer said “hello, hello” and there was no response so the customer hung up and called back 2 mins later. 
11/21/2002
QAR met with CA on the importance of responding in a timely manner remaining attentive while processing calls. Attempt 1: contacted customer on 11/25 9:37pm spoke with Mrs. Shaffer whom relayed the messages to Allan as I spoke. Informed the customer that the CA was coached on the importance of responding in a timely manner and thanked him for reporting this incident to us. The customer was thankful for the call back and was satisfied with the resolution. CSS made 3 attempts to contact customer.

11/21/2002
Customer stated that CA#4883M did not leave his message to his mom as fast as he asked him to. Customer said CA called him dumb and stupid. 
12/16/2002
CS apologize for what happened & assured customer that CA’s supervisor would be notified.  CSS attempts to contact the customer and there was no answer or a machine to leave a message.  

   11/21/2002
Customer wants an apology form Supervisor Randy for being abusive, aggressive, and disconnecting the call. 
12/16/2002
CS apologized to customer & informed him the complaint would be documented.  CSS made 3 attempts to contact the customer, but there was no answer and no machine to leave a message. 

11/21/2002
Customer wants an apology from Supervisor Carol for being abusive and hanging up on him. 
12/16/2002
CSS 3 attempts to reach the customer by phone and there was no answer and no machine to leave a message. 

11/22/2002
Customer states that CA hung up on her twice this morning.  CA hung up while customer was typing instructions after GA.  Customer did not receive anything then the line hung up.  Customer dialed again and got the same CA.  Customer called back to report the incident.  Thanked customer for letting us know of this incident & apologized for the inconvenience & informed customer that the incident would be documented & forwarded to the appropriate center.  Customer does not request follow up.
12/03/2002
Coached CA on improper disconnection & call processing procedure of improper disconnection.

11/26/2002
The user complained that the CA did not use proper tone when leaving TTY message. 
12/10/2002
TL spoke with CA #4538F and she does not recall speaking to this customer. She stated that she would never assume the voice tone that was relayed. Customer contact info not provided.

12/04/2002
Customer complained that the CA did not use proper tone when leaving TTY msg.  CS informed customer that this complaint will be forwarded to center for proper follow up.
12/10/2002
Spoke with CA and she doesn’t recall the call.  She said she would never assume the voice tone that is relayed.

12/15/2002
Customer stated that letters on his VCO machine were coming in as numbers.  He wanted someone to call him back regarding this issue.  CS Thanked customer for letting CS know.
12/16/2002
AM spoke with the onsite tech that said garbling tends to happen with this type of equipment.  Contacted customer svc to him them return the customers phone call.  CS rep said she would do a line test with the customer upon returning his call & informed customer that the garbling was due to the equipment.

12/20/2002
Customer Stated that CA 9551F refused to leave his message.

QA rep apologized to customer for the inconvenience and informed him that his complaint would be documented and forwarded to the proper dept.  
12/23/2002
QA rep met & Coached CA on the importance of adhering to customer’s requests.  Advised CA of the consequences of refusing to honor customer’s requests. No contact information provided.

12/29/2002
Customer’s phone is no longer branded for VCO and CA was not able to brand it. His number is coming up restricted, or public phone. Customer stated that this is the same number he has had for several years now. 
 12/30/2002
Tech determined that the phone is no longer branded and the number came in restricted or public number. The customer was told that the LEC may have put a restriction on the phone number. Attempted to contact customer, but person answering the phone indicated that customer had moved.

01/03/2003
Customer was upset because she had received an obscene and threatening call from a TTY user. She felt the relay and CA should have some type of control as to what is said over the phone. She did not appreciate that call at all. 

CS apologized to customer for the inconvenience & informed her that she could have relay calls blocked.  Customer declined to be transferred to customer service but requested contact from AM
4/10/2003
FCC compliance officer contacted Customer, explained the TRS minimum requirements to her, she accepted solution but wanted a copy emailed to her.  Customer also stated that she instructed CA to stop the conversation several times & CA did not response to her requests.  No CA # given by customer, cannot follow through with CA.

1/6/2003
Customer was very upset that she could not get through to a CA at the WA Relay svc VCO designed line at 1-800-833-6386 or to the regular line of 1-800 833-6388.  Customer states that she had a very important call that needed to be made at 11:30pm & attempted to reach relay 4 times and each time she got a answering machine message to hold for the next available CA and then no CA ever came on the line.  She states that she waited 15 minutes and finally was able to place the call only to find that the party she was trying to reach had left for the day.  Customer did not have CA # who finally was able to place her call.
1/8/2003
CS apologized for the problem and assured that the complaint would be sent to the WA AM on the issue.  Am states that according to ASA records, only 3 centers experienced higher than normal ASA.  Without customer calling from #, AM is not able to determine where the call was routed.  The 3 centers with high ASA were Missouri, Minn, & Fla.  Its highly possible that the call went to Fla center since they had received a higher than normal call volume at that time.  No contact info for customer follow up.

1/8/2003
Customer stated that she uses 711 to make her calls from her office; she receives a recording stating, “you must dial 1 or 0 to complete your call”.  When she dials the same number directly she get through with no problem.  Customer has a 2nd phone line that rolls over, but she cannot recall that number.  CS apologized for the problem and informed her that a trouble ticket to see what the problem is.  Customer requested contact with solution.  
1/9/2003
Technical support contacted customer and ran a couple test calls to the relay services dialing 711.  All test calls were successfully completed through the relay and technician was unable to duplicate the problem.  FCC compliance officer contacted customer to ensure that the solution was acceptable.  Customer states that she was very satisfied.

1/8/2003
Customer stated that after the call was connected to relay, she did not receive any response from the CA.  No macros were ever sent.

QA Rep apologized to customer for the inconvenience and informed her that her complaint would be documented & forwarded to the QA dept.
1/10/2003
Met with CA & was informed that CA had experienced technical difficulties at her terminal.  Coached CA on the importance of reporting technical issues to her supervisors so that a trouble ticket can be entered.  No customer contact info provided.

1/13/2003
Customer states that she called in through CA 9345F & requested a number be dialed but the CA did not response or place the call for her.  Customer said she waited typing “hello, hello, GA, GA” and still received no response from CA and was disconnected.  QA Rep apologized to customer for the inconvenience and informed her that her that the CA would be addressed regarding this matter.  
1/15/2003
Reviewed Rockwell reporting, CA’s numbers were comparable to others logged into the system at the same time.  Met with CA & coached on the importance of responding in a timely manner.  Advised agent of the consequences of disconnecting calls. No customer contact info provided.

1/16/2003
Customer stated that he was frustrated that CA continued typing and did not directly respond to customers request to please repeat that I could not hear you.  Customer also asked for CA # during call and CA did not give it to until after the call.  At that time customer also asked for supervisor & CA said this line will disconnect.  Call was then disconnected.  
1/17/2003
I apologized & asked if customer wanted to follow up, he said no as long as this CA is more responsive in the future.  Unable to follow up with CA as there is no CA #.

1/23/2003
Customer complained that CA 4619FF had typing errors and mistyped the wrong greeting so she had to hang up on CA.   CS apologized to customer for the inconvenience.  Caller requested call back for follow up.
1/29/2003
TL indicates that CA typed what she heard, “fine” & later learned that the person said “sign”.  CA apologized to the customer at the time.  CA made an error but followed correct procedures by typing what she heard.   Made 3 attempts to call customer back & left messages on TTY answering machine.  1/28/03 – 2pm, left message, 1/28/03 – 4:30pm – busy, 1/29/03 – 3:30pm left msg.

1/23/2003
Customer complained that CA had typing errors and mistyped the wrong greeting so she had to hang up on CA.  Apologized for her inconvenience.
2/20/2003
CA could not have typed the wrong greeting since it is an automatic greeting with macros.  Not enough detailed info to determine what happened.  Discussed with CA about being careful with typos & typing verbatim.  CSS made 3 attempts to contact customer for a follow up & left messages.

1/27/2003
Customer stated that CA 7779M did not handle his call or leave message as he requested and made fun of him using bad language & calling him names.   Apologized to the customer and explained that a complaint would be written up.
1/28/2003
CS indicated that supervisor monitored the call & CA had done nothing wrong.  Customer was abusive with CA and supervisor and was transferred to CS.  Met with CA & discussed situation. No contact information given.

2/1/2003
Customer felt CA took 3 minutes to replay to a statement typed and CA was abusive.  CS apologized for any misunderstandings that may have occurred.
2/21/2003
No further action possible, CA followed proper procedures.

ODHH CSS is still reviewing documentation in order to resolve with customer.

2/1/2003
CA sent alt 2 when customer asked for a supervisor.  CA was immediately coached on what to do in this situation.  CS apologized for the inconvenience
2/14/2003
CA coached immediately to beep for supervisor when requested by customer. ODHH CSS is still reviewing documentation in order to resolve with customer.

2/2/2003
Customer complained that supervisor Mary is evil and disrespectful and bullies him.  He also stated that all CA’s & supervisors discriminate against him.  CS apologized to the customer for the inconvenience.  
2/14/2003
Customer has a history of complaints towards good CA’s.  Frequently the OB person (his mom) hangs up on him then he gets angry.  ODHH CSS is still reviewing documentation in order to resolve with customer.

2/7/2003
Customer states the Relay supervisor was rude and insulted him. Supervisor would not give his/her name to customer. Customer advises the supervisor is insensitive to the deaf & should be disciplined.  Customer says the supervisor owes him an apology.


2/11/2003
CS rep apologized for the frustration and advised that a complaint would be issued.  ODHH CSS is still reviewing documentation in order to resolve with customer.

2/7/2003
Customer states the relay supervisor was rude & insulted him.  Supervisor would not give his/her name to customer.  Supervisor used hostile words and customer further states that the supervisor hung up on him.  Customer advises that the supervisor is insensitive to the deaf and should be disciplined.  Customer says supervisor owes him an apology.  
2/11/2003
CS rep apologized for the frustration this caused and advised that a complaint would be issued.  Unable to verify which supervisor assisted with the call.  

2/7/2003
Customer states CA did not follow his instructions. When he tried to correct the CA, supervisor came on and insulted him.  Rep apologized for the frustration this caused and advised a complaint would be issued.  No follow up requested.
2/11/2003
Unable to verify which supervisor assisted with the call.  No further follow up possible.  According to state, the customer is known to be filing invalid complaints.  Not possible to pursue the resolution with this customer.

2/14/2003
Customer stated that the CA had used bad language toward the customer.  Supervisor apologized & attempted to learn the nature of the customer’s complaint.  Customer did not provide issue specifics used profanity toward the supervisor and demanded an apology for everything that would happen with the relay services through the yr 2004.  Supervisor attempted another apology & offered to provide the customer the WA AM ph number if the customer had problems that the supervisor could not correct at this time.  Customer continued to use profanity and then disconnected.
2/14/2003
A review of the conversation typed by CA revealed that the CA had made no inappropriate remarks to the customer.  Customer had interrupted macro transmission saying person hung up.  Supervisor determined that the CA had followed protocol when processing the call.  No coaching required. 

 ODHH CSS is still reviewing documentation in order to resolve with customer.

2/17/2003
Customer complained that CA took a long time to respond after they sent GA.  Apologized to the customer for the inconvenience & advised customer that the complaint would be forwarded to the proper dept.  No follow up requested.
2/24/2003
Met with CA & CA stated that the delay was related to the voice customer not responding.  Coached CA on the importance of responding in a timely manner and to keep customer informed.  Advised CA that if voice person is not responding, CA should inform TTY customer and wait for further instructions, also to prompt the voice person once for a GA.

2/21/2003
Customer stated that earlier today they had made a several calls.  They started at 3:20p with one CA at 3:35p there was another CA that came on screen without the usual “agent continuing call”. CA typed slow with many pauses and there were two hang-ups.  Apologized to the customer & assured that the CA would be coached
2/25/2003
Met with CA who was currently in training at the time the complaint was made.  Coached CA on the proper call procedures.  The importance of processing calls to customer’s satisfaction was emphasized.

ODHH CSS is still reviewing documentation in order to resolve with customer.

2/28/2003
Customer stated that he asked the CA to leave a message on an answering machine.  Customer provided 2nd number (cell ph) and asked the CA to leave the same message on both answering machines.  CA informed customer that he is not allowed to leave the same message on two different numbers.  Apologized to customer & told him that there was no procedure that prohibits leaving the same message on two different numbers.  Informed him that this complaint would be fwd to the appropriate center for follow up.
4/30/2003
CA was following proper procedure.  Unable to reach customer, no contact info provided.

3/1/2003
WA STS customer stated that there has been a long wait time to get a STS CA.  Customer reached a recording first, then heard TTY tones & finally had a long ring time.  Customer wanted to make Relay aware of the hold time in order to check STS staffing & gate accordingly.  Customer wanted a call back about the issue & would like to be called on Monday 3/3/03 between 10a – 6p (pst).  During this time, 9:40a Supervisor observed 3 STS CA’s busy with calls.  After customer contact 3 STS CA’s were available.
4/18/2003
AM emailed customer & informed him that the actual call volume at that time was greater than the forecasted call volume.  Staff levels are being adjusted.  Customer appreciated the follow-up.

3/1/2003
Customer upset that CA 4075F hung up on them.  CA impolite ignored request asked CA question about caller opinion 5 times and then disconnected the caller.  Customer asked what Sprint will do about CA. Told supervisor to tell CA to go home, mistreat customer deaf is not funny.  Customer feels confused and abused.  Customer says CA breaks job rules.  TL apologized to customer for any inconvenience and would forward complaint.  Customer requested follow up
3/6/2003
TL spoke with CA who said she didn’t hang up on anyone; she was not rude to anyone.  She remembers a tty customer who was angry with her for not communicating with him after call had ended by typing “CA not allowed to engage in conversation” after the customer asked personal questions.  CA followed relay procedures.  TL then called customer & said he would keep an eye on the CA.  The customer seemed satisfied.  

3/1/2003
Customer upset that CA 2191F hung up on them.  CA impolite ignored request asked CA question about caller opinion 5 times and then disconnected the caller.  Customer asked what Sprint will do about CA. Told supervisor to tell CA to go home, mistreat deaf customer is not funny.  Customer feels confused and abused.  Customer says CA breaks job rules.  TL apologized to customer for any inconvenience and would forward complaint.  Customer requested follow up
3/6/2003
Center Manger pulled report that determined the CA did not hang up on the caller.  TL tried 9 times to call customer for follow up and could not contact customer.



3/14/2003
Customer stated that she had a difficult call through relay CA 9067 when she received a call the previous day.  CA was very nice, polite, trying very hard, but because of her strong foreign accent and lack of good spoken English skills the communication was much more difficult that it normally should be.  Customer also states that she had to spell simple English words to this CA and had to go extra, extra slow.  Customer felt CA was not qualified for this job.  QA rep informed customer that is complaint would be forwarded to CA’s supervisor.
3/27/2003
Met with CA regarding the complaint & CA did not recall the situation in question.  CA speaks only English and does not have an accent.  While speaking with CA, it was apparent that CA spoke English clearly.  CA does not have a “strong foreign accent”, nor is there a problem with her communications skills.  However, CA was coached on the importance of speaking clearly pronouncing each word properly while relaying, which aids in providing quality customer service.  Emailed customer on 4/11/03 to inform customer that supervisor met with CA & discussed issues.

3/19/2003
STS Customer called and wanted to know why, when the STS CA’s are all busy and his call goes to a recording, why does the recording start with TTY tones.  He would like them removed.  He would like a return call regarding this problem with STS.
3/19/2003
AM emailed customer & informed him that the actual call volume at that time was greater than the forecasted call volume.  Staff levels are being adjusted.  Customer appreciated the follow-up.

3/28/2003
Customer told CA 6302 to dial number and if answering machine answers he wanted to leave a message.  CA dialed out & got recording then hung up on customer.  Supervisor apologized for poor service and processed call for customer.
3/31/2003
Supervisor reviewed proper procedures with CA.  No contact information to follow up with customer.

4/2/2003
Customer asked CA4585F to call her voice mail and retrieve new messages.  CA relayed first message, customer then asked CA to redial & delete first message and type second message to her.  CA redialed voice mail & typed to customer that she accidentally deleted both messages.  Customer states she is upset with the CA error.  Customer advises that she runs a business & depends on voice mail. CS apologizes to customer & advised that the supervisor would be notified.  
4/7/2003
Supervisor spoke with CA & said that after CA deleted the 1st message she heard TTY tones on the 2nd message so she accidentently deleted that message.  Supervisor spoke with customer & informed her that the CA was coached for the mistake.  Customer indicated that she was satisfied.

4/17/2003
Customer thinks frequently dialed numbers list should hold more numbers.  Customer wants CS to please mail him a copy of his customer profile.  He also wants to be called back regarding the Frequently dialed numbers capacity problem.  
5/28/2003
CS informed customer that info would be forwarded to Customer Service & AM.  WA FCC compliance officer attempted to contact customer on 3 separate dates and left detailed message to call back.

5/1/2003


Customer wanted supervisor to express an opinion on content of a previous call.  Supervisor explained that he had no opinion to share. 

Supervisor asked if there was anything else that we could assist customer with.  Customer said no, thanks & hung up.  
5/01/2003
No CA # & No contact information

5/5/2003
Customer gave CA 9462F number to dial out; he waited & waited with no response.  Typed Hello, Hello, still no response.  Told Ca he wanted supervisor & still no response.  The he hung up & called back indicating he “wants a letter”.  QA rep apologized to customer & assured him this would be documented.  Also assured customer that the appropriate supervisor would be notified & send him a confirmation letter that he requested.
5/8/2003
Met with CA, who indicated she has no recollection of the call.  Coached CA on the importance of responding to calls in a timely manner.  Advised CA that a supervisor must be summoned when a customer is requesting to speak with one.  Also advised CA that appropriate action would be taken when not following customer request or not requesting a supervisor for the customer.  WA FCC compliance officer attempted to contact customer, recording indicated that the phone number had been disconnected.  Sent a letter of resolution to customer.

5/12/2003
CA 9563F entered wrong extension number.  Customer corrected CA & redialed and told CA to ask for a specific person.  Customer waited 2 minutes without response from CA.  Customer then requested a different CA to process the call.  QA mgr apologized for the inconvenience and advised that the complaint was documented
5/16/2003
Met with CA who indicated that she did not remember the call.  Advised CA to always keep the customer informed.  Coached CA on making sure when the information is given, it is entered correctly.  Had Ca review procedures, which she was able to do without any problems.  No contact information for follow-up.

5/12/2003
A Domestic Violence Agency called CS to report that they had received a call from a TTY caller through the relay service.  They stated that a TTY caller had called through the relay and CA 5995 or 5955 had processed the call kept muting his headset and even forgot to do so several times and she could hear him laughing.  They also wanted Relay to know that domestic violence is a serious problem and is no laughing matter.  She also stated that the CA was very unprofessional & offensive.  
6/16/2003
QAR contacted customer and advised that the center indicated in the complaint did not have a particular CA with that ID number but QAR would coach all CA’s on proper procedures for sensitive topics.  FCC compliance Officer contacted customer on 6/17/03 to follow up with solution & to explain the need for the correct CA # to follow up with CA involved.

5/14/2003
Customer stated that she received a call from her daughter at school and could not understand a word CA said, CA did not communicate clearly the requested CA to repeat because she could not understand CA and CA refused.  Customer stated to CA that is very difficult for her young daughter to use TDD & CA typed that info to the customer’s daughter.  Customer was very upset that her young daughter read that info and felt it would affect her negatively by that statement.  
5/29/2003
WA FCC compliance officer attempted to contact customer on 3 separate dates leaving message with contact information.  Customer has not called back to this date.  No CA # given.

5/20/2003
Customer called not to complain about CA, but a technical complaint.  When tell CA to dial FD list the first # on the list is entered & automatically dialed list does not show up.  This is upsetting to customer as well as bothering people he hadn’t intended to call.  
6/16/2003
Technician reviewing the issue & was unable to duplicate the problem.  Suspected that the CA may have typed “FD” + enter.  This would automatically select the first FD number on the list.  AM sent email to customer with the result on 6/16/03 who replied on 6/17/03 indicating that he was satisfied with the solution.

5/21/2003
Customer stated CA 9616F took down personal information and threatened them.  
5/22/2003
CA 9616F was not scheduled to work on date of complaint.  CS reviewed tracking system and there was no CA logged in under this ID #.  Without additional Info or ID number the complaint cannot be resolved.  No contact information provided.

5/22/2003
Customer stated she asked CA 9138F to repeat because she could not understand her.  CA refused & kept on asking called to repeat.  Customer stated that she was not able to understand CA due to her strong accent.  Customer would like call back with results.
5/22/2003
Met with CA who stated that she did remember the pacing the customer once, but the customer never asked her to repeat.  CA does not have an accent, but was congested due to being sick.  Coached CA on proper way to pace the customer & advise that she follow customers request.  Called the above number and was informed that no one lived there under that name.

5/27/2003
Customer stated that her husband made a call to her that evening indicating that CA 4650M answered call.  Customer states that husband said “Hi Honey, I got your mail, and she wanted me to get other than milk”.  Customer interjected to the CA, “what mail”.  CA spelled again & said “mail” for “milk” incorrectly.  CA misspelled this twice and finally my husband yelled at CA.  Customer told CA that “I didn’t blame husband for yelling and for the CA to do his damn job & interpret correctly.  Customer says she has had enough of the crap.  This is sickening that you can’t even have a reliable CA who will spell correctly.  Almost 98% does not spell right & expect us to assume that we know what they are talking about.”
6/1/2003
TL spoke with CA who remembered the call.  CA stated that the male voice was difficult to understand.  When customer questioned whether he meant milk or mail, the voice person yelled because it was questioned.  CA did not register he was being yelled at, though the person had raised his voice for the CA to understand.  TL discussed with CA how it is ok to say, please repeat or even to ask for something to be spelled.  CA did correct procedure.  FCC compliance officer emailed customer on 6/25/03 for follow up and satisfaction of solution.  
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