Louisiana Relay Complaint Report

6/1/03
to
5/31/04
	External Complaints--Miscellaneous
Inquire Date  9/19/03
Record ID  7891
Call Taken By  Customer Service Rep
CA Number  
Responded By  Troxie
Response Date  9/19/03
Resolution  9/29/03
	Customer stated that he is receiving obscene phone calls through traditional relay.
The Representative informed the Customer that this situation would be reported and that Customer Service would call him back in two to three days.

Customer Service attempted to call the Customer back to suggest that the Customer call her local telephone company or report the incident to local police; however, the number the Customer had given was an incorrect number.  Customer Service had no other contact information for the Customer.


	External Complaints--Miscellaneous
Inquire Date  9/23/03
Record ID  7906
Call Taken By  Lead CA
CA Number  
Responded By  Chris
Response Date  9/23/03
Resolution  9/23/03
	Customer reported his business has received numerous harassing calls through traditional relay.  The caller uses a different nickname each time, and uses profanity and obscenities.
The Lead CA explained relay and the rules that require the service to relay all calls verbatim regardless of content.  The Lead CA suggested that the Customer call his local telephone company or report the incident to local police.  Customer Service further explained that if the Customer gets a Court order, then we could release the call information to the Court.  The Customer was satisfied.


	External Complaints--Miscellaneous
Inquire Date  10/20/03
Record ID  7959
Call Taken By  Supervisor
CA Number  
Responded By  Derek
Response Date  10/20/03
Resolution  10/20/03
	Customer complained she has received harassing calls through traditional relay and wants to know if we can give him the identity of the person who keeps calling her through the relay.  

The Supervisor explained that we are unable to identify or release information regarding callers because of confidentiality rules.  Customer Service suggested reporting this type of activity to the local authorities.  Customer Service further explained that if the Customer gets a Court order, then we could release the call information to the Court.  The Customer was satisfied.


	Service Complaints--CA Hung Up on Caller
Inquire Date  6/13/2003
Record ID  7696
Call Taken By  Lead CA
CA Number  1160
Responded By  Chris
Response Date  6/13/2003
Resolution  6/16/2003
	Customer complained that the CA stopped responding in the middle of her call and hung up.  She did not get a CA number and would like a return call with an explanation ASAP.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  Customer Service offered to place her call again, which was processed by a different CA.

Upon counseling, the CA in question explained that her keyboard was not working properly and that the Supervisor had to restart the workstation.  The CA was counseled to ensure that all procedures were followed.  The Technical Department confirmed that there were difficulties with the keyboard and that the CA followed correct procedures.  

The Assistant Operations Manager returned the Customer’s call and explained why the call was disconnected.  The Customer was satisfied with the information given.


	Service Complaints--CA Hung Up on Caller
Inquire Date  6/20/03
Record ID  7710
Call Taken By  Lead CA
CA Number  1104F
Responded By  Lateacha
Response Date  6/20/03
Resolution  6/23/03
	Customer wanted to know why the CA disconnected her call.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  

Upon counseling, the CA explained that she was not getting a response from the user and called for a Supervisor for assistance.  The CA said that she sent "CA HERE R U THERE GA Q"  three times but there was still no response.  The Supervisor then sent "SUPERVISOR HERE R U THERE Q GA" and waited another 30 seconds.  The Supervisor reviewed the CA’s monitor to ensure that the Customer had been given enough time to respond and then completed a disconnect slip and disconnected the call.  The CA was counseled to ensure that all procedures were followed.  

Customer Service returned the Customer’s call and explained why the call was disconnected.  The Customer was satisfied with the information given.


	Service Complaints--CA Hung Up on Caller
Inquire Date  7/23/2003
Record ID  7787
Call Taken By  Customer Service Rep
CA Number  1292M
Responded By  Matrika
Response Date  7/23/2003
Resolution  7/24/2003
	Customer complained that the CA hung up on her.  She was not finished talking to her doctor's secretary.  She stated that she is deaf /blind and wanted the CA to be patient with her. 

Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  

Upon counseling, the CA said that there was no response from the TTY user.  The CA completed a disconnect slip and disconnected the call.  The Technical Department confirmed that the CA followed correct procedures.

Customer Service returned the Customer’s call and explained why the call was disconnected.  The Customer was satisfied with the information given.  

(Records 7787, 7788 and 7789 are all the same Customer.)


	Service Complaints--CA Hung Up on Caller
Inquire Date  7/23/2003
Record ID  7788
Call Taken By  Supervisor
CA Number  1107
Responded By  Matrika
Response Date  7/23/2003
Resolution  7/24/2003
	Customer complained that the CA did not give her enough time to enter her number to call before disconnecting.  The Customer uses a Telebraille TTY.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  

Upon counseling, the CA said that there was no response from the TTY user.  He stated that he sent the greeting a number of times but there was still no response.  The CA completed a disconnect slip and disconnected the call.  The Technical Department confirmed that the CA followed correct procedures.

Customer Service returned the Customer’s call and explained why the call was disconnected.  The Customer was satisfied with the information given.

(Records 7787, 7788 and 7789 are all the same Customer.)


	Service Complaints--CA Hung Up on Caller
Inquire Date  7/24/2003
Record ID  7789
Call Taken By  Supervisor
CA Number  1157
Responded By  Paul Bushland
Response Date  7/24/2003
Resolution  7/25/2003
	Customer stated that the CA hung up on her and said she experienced the same problem earlier.  The Customer wants the CA to pay attention and be patient because she uses a Braille TTY.  She also requested that we check her profile to see if it indicated that she was deaf/blind.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  

Upon counseling, the CA explained that the call came in but there was no response from the TTY user.  The CA said that he sent the greeting a number of times but there was still no response.  The CA completed a disconnect slip and disconnected the call.  The Technical Department confirmed that the CA followed correct procedures.

This Customer’s Profile has also been changed to indicate that she is deaf/blind and uses slow typing to indicate to the CAs that the Customer may take longer than usual to type any information to them.  A reminder was posted in all work stations instructing CAs to make sure that they pay careful attention to information in a Customer’s profile. 

Customer Service returned the Customer’s call and explained why the call was disconnected.  The Customer was satisfied with the information given.

(Records 7787, 7788 and 7789 are all the same Customer.)


	Service Complaints--CA Hung Up on Caller
Inquire Date  8/13/2003
Record ID  7824
Call Taken By  Lead CA
CA Number  
Responded By  Deborah
Response Date  8/13/2003
Resolution  8/13/2003
	Customer wanted to know why the CA hung up on him while he was trying to retrieve his voice mail messages.
Customer Service apologized for the Customer’s inconvenience and explained that the CA typed the Customer’s messages and then sent “RECORDING FINISHED” but received no response.  The CA called for a Supervisor and eventually tried to disconnect the call.  While trying to disconnect the call, the CA workstation experienced technical difficulties.  The Supervisor verified that the call was processed correctly by the CA.


	Service Complaints--CA Hung Up on Caller
Inquire Date  8/14/03
Record ID  7826
Call Taken By  Customer Service Rep
CA Number  1107M
Responded By  Troxie
Response Date  8/14/03
Resolution  8/14/03
	Customer reported the CA disconnected her call while she was typing.  The Customer declined a follow up call.
Upon counseling, the CA explained that he did not disconnect the Customer's call while the Customer was still typing.  The CA dialed the requested number and got a busy signal.  The CA sent the proper hot key indicating “BUSY’ and then redialed twice for the Customer but the line was still busy.  The TTY user then hung up before the CA could send additional information.  This information was confirmed by the Technical Department.


	Service Complaints--CA Hung Up on Caller
Inquire Date  8/22/2003
Record ID  7840
Call Taken By  Lead CA
CA Number  1242F
Responded By  Sara
Response Date  8/22/2003
Resolution  8/28/2003
	Customer complained that the CA had hung up on her in the middle of a long distance phone call.  The caller also indicated that she was receiving "sluggish" typing from the CA.
The Lead CA apologized for the Customer’s inconvenience and explained that it was determined that the originating number had disconnected from the relay, which was determined by the Technical Department.  Upon counseling, the CA stated that she was experiencing problems with her keyboard and called for assistance.  The Supervisor reset the keyboard but the user had already disconnected the call.


	Service Complaints--CA Hung Up on Caller
Inquire Date  8/21/2003
Record ID  7841
Call Taken By  Lead CA
CA Number  1198F
Responded By  Tauna
Response Date  8/21/2003
Resolution  8/21/2003
	The Customer called to report that the CA had hung up on him. 
The Lead CA apologized for the Customer’s inconvenience and explained that the CA will be counseled to ensure procedures are being followed.  The Customer was satisfied.  

Upon counseling, the CA explained that she dialed the number at least 3 times for the Customer and sent the proper hot keys keeping the user informed and then asked if he wanted to redial.  The CA said that after the fourth try the Customer became angry and assumed that she did not want to place the call for him.  

The Technical Department determined that the originating party disconnected after the last hot key was sent.  


	Service Complaints--CA Hung Up on Caller
Inquire Date  9/27/03
Record ID  7908
Call Taken By  Supervisor
CA Number  1143
Responded By  Derek
Response Date  9/27/03
Resolution  9/27/03
	Customer complained that his party hung up on him without saying anything to him.  The Customer said that the CA was lying about that.
The Supervisor apologized for the Customer’s inconvenience and explained that the CA did not disconnect his call.  Customer Service stated that his party might have accidentally disconnected.  The Supervisor asked the Customer if he would like to have his call redialed.  The caller then hung up.  

The Technical Department determined that the voice user disconnected the call and not the CA.


	Service Complaints--CA Hung Up on Caller
Inquire Date  10/27/2003
Record ID  7970
Call Taken By  Lead CA
CA Number  1198F
Responded By  Tauna
Response Date  10/27/2003
Resolution  10/29/2003
	The Customer complained that the CA had hung up on him.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  

Customer Service returned the Customer’s call and explained that the Technical Department determined that the terminating party hung up first and that the CA had informed the originating party properly of the disconnect.  The Customer was satisfied.


	Service Complaints--CA Hung Up on Caller
Inquire Date  11/28/03
Record ID  7998
Call Taken By  Lead CA
CA Number  1250F
Responded By  Beth
Response Date  11/28/03
Resolution  12/4/03
	The Customer wanted to know why his call had been disconnected in mid conversation.
The Lead apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated. 

Upon counseling, the CA explained that she could tell that the caller was using a cell phone because of the bad reception.  She said that in the middle of the conversation the originating party disconnected.  She informed the terminating party that the caller had hung up, sent the proper hot keys and then disconnected the terminator.  The Technical Department confirmed that the CA had followed correct procedures.

Customer Service returned the Customer’s call and explained the situation.  The Customer understood and was satisfied.


	Service Complaints--CA Hung Up on Caller
Inquire Date  3/6/04
Record ID  8148
Call Taken By  Supervisor
CA Number  1214F
Responded By  Chris
Response Date  3/6/04
Resolution  3/7/04
	The Customer reported that the CA had disconnected her call.
The Supervisor apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated. 

Upon counseling, the CA explained that the call came in but there was no response from the TTY user.  The CA had sent the greeting a number of times but there was still no response.  The CA completed a disconnect slip and disconnected the call.  The Technical Department confirmed that the CA followed correct procedures.  The Customer understood.


	Service Complaints--CA Hung Up on Caller
Inquire Date  3/8/2004
Record ID  8152
Call Taken By  Customer Service Rep
CA Number  
Responded By  Dee
Response Date  3/8/2004
Resolution  3/8/2004
	The Customer complained that the CA had hung up on her.

Customer Service apologized for the Customer’s inconvenience and asked for either a CA number or telephone number in order to determine which CA had handled her call.  The Customer was satisfied, but did not have a CA number and declined to give personal information.  

Without the requested information, it was not possible to research this call further.


	Service Complaints--CA Hung Up on Caller
Inquire Date  3/31/2004
Record ID  8173
Call Taken By  Customer Service Mgr
CA Number  6882(M)
Responded By  Barbara
Response Date  3/31/2004
Resolution  4/1/2004
	The Customer said that the CA had disconnected her call.
The Lead CA apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated. 

The Technical Department determined that the terminating party disconnected the line.  Customer Service returned the call to the Customer and explained that the person she had called had hung up.  The Customer understood and was satisfied.


	Service Complaints--CA Hung Up on Caller
Inquire Date  4/23/2004
Record ID  8214
Call Taken By  Customer Service Rep
CA Number  6967F
Responded By  Barbara
Response Date  4/23/2004
Resolution  4/23/2004
	The Customer reported that the CA had hung up on her.
The Lead CA apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated. 

Customer Service returned the call to the Customer and explained that the Technical Department determined that the CA had followed correct procedures.  Customer Service also suggested that the Customer have his equipment serviced because he has had the same problem  previously with not receiving text from the relay.  The Customer understood and said he would have his TTY checked.


	Service Complaints--CA Typing
Inquire Date  8/6/03
Record ID  7807
Call Taken By  Lead CA
CA Number  1107
Responded By  Chris
Response Date  8/6/03
Resolution  8/6/03
	Customer complained that the CA was typing at the same time she was typing.  Customer stated this has happened previously with the same CA.  The Customer declined a follow up.
Customer Service apologized to the Customer for the inconvenience and explained that the CA would be counseled and monitored frequently to ensure procedures are being followed.

Upon counseling, the CA explained that while he was typing the conversation to the user, she started typing at the same time.  He explained that he used the proper language to regain control of the call and that there were no additional problems on the call.

The CA has been monitored more frequently.


	Service Complaints--CA Typing
Inquire Date  8/11/2003
Record ID  7836
Call Taken By  Customer Service Rep
CA Number  1230F
Responded By  Amy
Response Date  8/11/2003
Resolution  8/11/2003
	Customer stated that the CA typed garbled text to him on purpose, and that the CA needed to be put under surveillance.
Customer Service apologized to the Customer for the inconvenience and explained that the CA would be counseled and monitored frequently to ensure procedures are being followed.

Upon counseling, the CA explained that she called for assistance regarding the garbling on this call.  The Lead CA gave the Customer instructions on how to correct the problem.  The CA then stated that the Customer became angry and indicated that he was going to call Customer Service.  It was determined that the CA followed correct procedures.


	Service Complaints--Confidentiality Breech
Inquire Date  6/24/2003
Record ID  7720
Call Taken By  Customer Service Rep
CA Number  
Responded By  Matrika
Response Date  6/24/2003
Resolution  7/10/2003
	Customer complained that a CA used her credit card for a Wireless Company.  She requested to be contacted through e-mail due to being visually impaired.
Customer Service apologized to the Customer and assured her that Management would be notified.  Customer Service also informed her that someone would follow up with her.  

Customer Service sent the Customer emails on 6/25/03 and 6/27/03 with additional questions but there had been no response as of July 1st.  Customer Service continued to follow up with this Customer.  As of 7/10/03, the Customer had been contacted one more time.  Customer Service is still waiting for a response from the user.

Without the requested information, it was not possible to research this call further.


	Service Complaints--Improper Use of Customer Data
Inquire Date  6/18/2003
Record ID  7705
Call Taken By  Customer Service Rep
CA Number  1107MT
Responded By  Matrika
Response Date  6/18/2003
Resolution  6/18/2003
	Customer wanted to know why the CA told the person she called what her name was.  She did not tell the CA to give her name.
Customer Service apologized and asked if the Customer wanted a follow up call.  The Customer never gave an answer and restated, "the CAs should not tell the caller's name."  Customer Service was unable to get any contact information because the Customer hung up.  

Upon counseling, the CA stated that he used the information that was in the customized greeting section of the Customer profile.  He also said the Customer did not give any special instructions regarding voicing her name.  It was not possible to verify the Customer’s profile, as no contact information was given by the Customer.


	Service Complaints--Improper Handled ASL or Culture Issues
Inquire Date  7/3/2003
Record ID  7739
Call Taken By  Lead CA
CA Number  1266F
Responded By  Sara
Response Date  7/3/2003
Resolution  7/3/2003
	Customer stated that she sent "SK" and the CA never responded to her.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  The Customer declined to give her contact information for follow up. 

Upon counseling, the CA stated that the only information that came across was "K".  The CA was waiting on the user to type something else and the user hung up. 


	Service Complaints--Miscellaneous
Inquire Date  6/26/2003
Record ID  7726
Call Taken By  Supervisor
CA Number  1122M
Responded By  Derek
Response Date  6/26/2003
Resolution  7/1/2003
	Customer received a call through the relay that he did not understand.  He received another call and hung up.  On the third call, he answered and someone used profanity.  He dialed *69 and got the relay Customer Service number.
Customer Service explained NE/NI to the Customer but the Customer believed the CA used profanity because he would not take the call.  He could not remember the CA’s number so he was informed the situation would be looked into and someone would return his call.  

The CA explained that he voiced what the TTY user instructed him to and that he followed all procedures.  The CA was counseled by a Supervisor to insure that NE/NI procedures were followed.  

The Assistant Operations Manager returned the Customer’s call on 7/1/03.  The Customer said he had never had any problems with the relay before and that he would call back if he has additional problems.  The Customer was satisfied with the information given.


	Service Complaints--Miscellaneous
Inquire Date  7/28/2003
Record ID  7797
Call Taken By  Supervisor
CA Number  
Responded By  Derek
Response Date  7/28/2003
Resolution  7/28/2003
	The Customer stated that he typed, “Hello” three times and the CA did not respond. 

The Superivsor explained that the Customer’s call came in with typing that said, “I am wait(ing) for you to ans(wer) me."  The CA sent the correct hot key asking for the number to dial and the Customer asked for a Supervisor.  The Supervisor got on the line and the Customer asked for the Supervisor’s name.  The Supervisor gave her name and explained that relay was experiencing high traffic volume and the call did not connect until that moment so any typing done ahead of connecting was not received.  The Customer stated the Supervisor was lying and the Customer would call and report this incident.  The Customer hung up without giving any contact information.  No further contact has been made.


	Service Complaints--Miscellaneous
Inquire Date  12/29/2003
Record ID  8038
Call Taken By  Customer Service Rep
CA Number  1193FT
Responded By  Babs
Response Date  12/29/2003
Resolution  12/31/2003
	The Customer reported that the CA did not do a very good job.
Customer Service was attempting to respond when the Customer hung up without giving further information.  The inquiry was sent to the Technical Department to try to establish  information about the Customer's call.  Without the needed information, it was not possible to research this call further.


	Service Complaints--Miscellaneous
Inquire Date  2/16/2004
Record ID  8085
Call Taken By  Lead CA
CA Number  
Responded By  Tauna
Response Date  2/16/2004
Resolution  2/16/2004
	The Customer wanted to file a complaint because the CA continued to call her “sir” during her call.
The Lead CA apologized to the Customer and informed her that the CA would be counseled.  The Customer was satisfied and did not require a followup call. 

The CA was counseled by her Supervisor in proper call procedures.  The CA said that once she had realized that the caller was a young girl, the CA apologized to the caller and then said “yes ma’am” throughout the remainder of the call.


	Technical Complaints--711 Problems
Inquire Date  10/12/2003
Record ID  7937
Call Taken By  Supervisor
CA Number  
Responded By  Derek
Response Date  10/12/2003
Resolution  10/21/2003
	Customer with a Kentucky cell phone tried to make a call using 711 from New Orleans, Louisiana to Kentucky.  She said "service not provided" was indicated when the CA dialed.
The Supervisor asked the caller to use the KY 800 number to place her call.  The caller refused and disconnected.  The caller called in again using 711 with the same results.  Once again the Supervisor suggested she use the KY 800 number, the Customer refused.  Customer hung up and called the Operations Manager.  The Operations Manager explained that the call came in with a Kentucky ANI.  Since the caller wanted to make a call to a Kentucky number, the call looked like an intrastate Kentucky call.  The call could not be placed on the Louisiana 711 number due to billing and jurisdiction issues.  The Operations Manager called the Customer again on 10/28/03 to ensure that the Customer understood cell phone calling through the relay.  The Customer understood and was satisfied.

On July 22, 2002, NECA, on behalf of the Interstate Telecommunications Relay Service Fund Advisory Council, filed a petition for interim waiver requesting that the Commission waive section 64.604 of its rules to the extent necessary to permit compensation from the Interstate TRS Fund to relay service providers for all TRS calls placed from wireless telecommunications devices.  The petition also requests that the Commission initiate a rulemaking to decide how relay calls should be reimbursed where the jurisdiction of the call cannot be determined from the automatic number identification system.  The FCC has not granted this waiver to this date.


	Technical Complaints--711 Problems
Inquire Date  12/21/2003
Record ID  8025
Call Taken By  Lead CA
CA Number  
Responded By  Barbara
Response Date  12/21/2003
Resolution  12/23/2003
	The Customer was having problems accessing relay when dialing 711.  When he finally connected, he waited five minutes before a CA responded to him and he did not know if his call went through or not.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  

The Technical Department resolved the matter with the Customer’s telephone company by explaining that they must program 711 into their PBX or phone system in order for 711 to be accessible.  The CA was counseled by her Supervisor regarding proper call procedures.  The Customer was notified that the 711 problem had been corrected by his local phone company and that the CA had been counseled.  The Customer was satisfied.


	Technical Complaints--711 Problems
Inquire Date  12/19/2003
Record ID  8031
Call Taken By  Customer Service Rep
CA Number  
Responded By  Barbara
Response Date  12/19/2003
Resolution  12/21/2003
	The Customer reported having problems dialing 711 to reach the Relay.

Customer Service apologized for the Customer’s inconvenience and asked the Customer for the phone number and name of her local phone company.  Customer Service informed the Customer that we would look into the matter for her.

The Technical Department resolved the matter with the Customer’s telephone company by explaining that they must program 711 into their PBX or phone system in order for 711 to be accessible.  The Customer was notified that the 711 problem had been corrected by his local phone company.  The Customer was satisfied.


	Technical Complaints--VCO Break-Down
Inquire Date  2/6/2004
Record ID  8107
Call Taken By  Supervisor
CA Number  
Responded By  Donte
Response Date  2/6/2004
Resolution  2/10/2004
	VCO Customer reported that she stopped receiving text from the CA and was calling to find out what happened.  She said the light on the TTY was still blinking but she was not receiving typing from the relay.
The Supervisor apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  The Customer was satisfied.  

Customer Service attempted to contact the Customer and left a message for her to call relay Customer Service.  Customer Service contacted the Customer again and informed her that the Technical Department did not find a technical problem that would prevent her from receiving text from the CA.  The Customer stated that her equipment was aging and that perhaps the problem lie with her VCO phone.  Customer Service suggested that the Customer have her equipment distribution center inspect her equipment.  The Customer understood and said she would contact her equipment distributor.  


