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

	6/3/2003
	The customer complained that CA stated she could not hear voice person and disconnected the call.  Customer requested follow-up. 
	11/10/2003
	No CA number provided – ODHH attempted to contact customer on 9/22/03, customer indicated she would call back at noon that day. 11/10/03 – tried to leave message on answering machine, CA indicated that answering machine will not allow messages to be left.  

	6/13/2003
	Customer was not happy that CA 9080M always interrupting while customer typed.  Customer requested follow-up
	7/15/2003
	CA stated that he didn’t remember call, but stated he would not intentionally interrupt customer.  CA was coached on proper procedures to follow, when voice customer is talking while the TTY user is typing.  Sprint contacted customer on 7/15/03 who indicated he was satisfied with solution.  ODHH sent a follow up email to ensure that he was satisfied with the solution.

	6/19/2003
	Customer complained that his was unable to reach toll free number available only inside of WA state.  Customer was informed that he could not make the call from the number he was calling from.  Customer explained that his hearing friend standing next to him could reach the number without relay.  Tried calling through SRO & got same message.  CA handling call: CA4290. Customer requested follow-up.
	9/22/2003
	Sprint technicians investigated trouble ticket and found that the toll free number was regional restricted to LATA 674 & 678.  This covers most of Washington State.  Customer lives in LATA 672 which covers Oregon and a small part of Southern Washington.  Sprint contacted customer on 8/28/03 with information regarding LATA issue.  ODHH contacted customer on 9/22/03 who indicated that she understood the tech issues related to the LATA and was satisfied with the explanation. 

	6/26/2003
	No CA number provided – Customer complained that trainers are not adequately training CA’s regarding the frequently dialed numbers and how to access customer notes.  
	6/26/2003
	Assured customer that the training dept will be informed. The customer database is part of the New Hire curriculum and CA’s are given hands-on practice to ensure comfort level.  No contact information provided.


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

	6/27/2003
	Customer complained that CA 9507F hung up on caller
	7/8/2003
	Met with CA who stated that she did not remember call, but would not hang up on a customer.  Coached CA on proper procedures to follow when a call needs to be disconnected, also consequences of hanging up on a customer.   No contact information provided.

	6/27/2003
	Customer waited a long time without a response from CA 9537F.


	7/10/2003
	Reviewed Rockwell reporting and discovered that the CA’s ID number was not logged into the system at this particular time of the day.  However, met with CA & did not remember the call.  Coached CA on the importance of responding to customers in a timely manner.  No contact information provided.

	6/27/2003
	Customer complained that CA 9353F did not adjust her mic, which caused her customer to hang up.  
	7/2/2003
	Met with & coached CA on the importance of adjusting microphone volume to ensure that she can be heard.  No contact information provided.

	7/1/3003
	Customer complained that CA 6308F was very rude and uncooperative during her call. 
	7/22/2003
	Supervisor met with CA to review complaint and discuss proper procedures.  No contact information provided.

	7/14/2003
	Customer complained that she was not told who was trying to call them.  She asked CA 9458F to tell her who was calling and customer stated that the CA was rude & unprofessional and would not let her know any information about the caller. 
	7/14/2003
	QAR met with CA.  CA remembered and documented the call.  Based on the information provided, the CA followed proper call procedures.  No contact information provided.

	7/23/2003
	Customer complained that there were too many typing errors.  Customer received many zeros & question marks.  Supervisor observed CA 6501’s screen and there was no garbled text with minor errors.  
	7/23/2003
	TL told customer that supervisor observed that there were only minor errors.  TL asked customer if they were receiving garbled text.  CA followed proper procedures.  No contact information provided


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

	7/23/2003
	Voice customer offers legal services with several regional 800 numbers and is unable to receive any calls via relay.  Customer reports that she and her customers dialing from different inbound numbers and are unable to connect to these lines.  Customer also tried SRO and it will not connect either. 
	07/29/2003
	Sprint technicians investigated trouble ticket and found that the toll free number was regional restricted to LATA 674 & 678.  This covers most of Washington State.  Customer lives in LATA 672 which covers Oregon and a small part of Southern Washington. Sprint CS tech contacted customer on 7/29/03 regarding LATA technical issues.

	7/24/2003
	Customer complained that CA 7601F did not follow instructions – had to call back, did not speak loud enough and would not repeat. 
	7/28/2003
	TL met with CA who remembered call.  TL checked CA knowledge of procedure and CA knows to repeat last GA.   CA indicates that they called a TL over to observe call.  OB voice wanted CA to turn up volume and CA did so.  2nd TL observed CA and says that CA typed what outbound said about repeating and inbound TTY thought CA was not repeating.  TL advised CA to follow inbound instructions.  No contact information provided.

	7/27/2003
	TTY customer received a message on their TTY answering machine from this CA 9754M that was garbled.  Customer was very upset and demanded to receive his msg.  
	7/24/2003
	CA did not remember the call.  There seemed to be a technical issue which caused the message to appear garbled on the customers tty when message was left.  No contact information provided.

	8/1/2003
	Customer Complained that CA 9517 did not follow instructions.  The customer asked CA not to announce relay but the CA gave her ID #.  
	8/5/2003
	Coached CA on procedures to follow when customer does not want to announce call.  Advised CA that since CA # is part of the announcement to always ask the customer how they wish to have the call announced and follow the customer’s request.  No contact information provided.


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

	8/3/2003
	Customer complained that CA 6051M gave them two different messages from voice mail with 2 different names that were incorrect and typed the wrong phone number.  
	9/22/2003
	Coached CA on using record feature – if recording is muffled use (recording unclear) or (recording muffled).  ODHH contacted customer on 9/22/03 – customer satisfied with solution.

	8/3/2003
	Customer complained that CA 9597 gave them two different messages from voice mail with 2 different names that were incorrect and typed the wrong phone number.  
	8/4/2003
	Coached CA on phone image when leaving a message on an answering machine.  Also coached CA on typing everything heard and not omitting content of the call and the consequences of doing so.  CA advised to speak clearly, making sure that each word is pronounced with clarity.  ODHH contacted customer on 9/22/03 – customer satisfied with solution.

	8/18/2003
	Customer complained that CA 9957F did not follow the correct procedures when dialing an 800 number.


	8/26/2003
	Although CA did not remember this particular call, she was coached on the proper procedures to follow when processing a call that uses an 800 number and the cal does not go through.  CA also went through one on one refresher procedure.  Sprint contacted customer on 8/28/04 who indicated she was satisfied with the resolution.


	8/21/2003
	Customer complained that the CA 4137F did not follow instructions.  CA was asked to hang up on any answering machine and instead typed out the entire recording. 
	11/10/2003
	CA indicated that her instructions to redial over and over left her surprised when the phone was answered by a machine instead of a busy signal.  CA forgot and typed answering machine.  ODHH contacted customer on 9/22/03 – not home, 11/10/03 – mother answered phone & left message for customer.  1/20/04 – no answer.


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

	8/23/2003
	Customer complained that the CA 9588F was talking while processing the call.  Customer had requested a different CA and would like to have this CA retrained on how to give better service.


	8/24/2003
	Met with CA and coached CA on always being professional at all times.  CA advised that talking on a call is not acceptable and of the consequences of talking while processing calls.  Sprint CS contacted customer on 8/26/04 who stated that she was satisfied that the situation was handled in a timely manner.

	8/25/2003
	Customer complained while placing a call to his mom, he informed CA 6313F to hold while he looked for another number to dial.  The CA was interrupted and the caller stated again to please hold and don’t interrupt.  Customer alleges that the CA then typed “fuck you” and hung up. 
	9/30/2003
	 ODHH contacted Customer on 9/30/03 and attempted to explain TRS relay process during conversation.  Customer would talk about issues not related to complaint.  ODHH unable to identify whether customer was satisfied with resolution.

	8/28/2003
	Customer complained that he was upset because the CA 6502 did not tell him how the voice person sounded during the conversation.
	9/4/2003
	Coached CA on using descriptive words to inform customer of voice person’s tone of voice.  Sprint made 3 attempts to contact customer: 8/29/03, 9/3/03, & 9/4/03 - no answer.

	8/29/2003
	Customer complained that CA 8503M hung up on him without redialing.
	9/3/2003
	CA made an honest mistake disconnecting the call.  CA coached to be more careful when disconnecting the call.  Sprint made 3 Attempts to contact customer: 9/2/03-5pm, 9/3/03-10:55am, 9/3/03-2:30pm  - No answer.

	9/5/2003
	TTY customer frustrated at CA 4382F.  When customer placed a call to relay, CA repeatedly asked nbr calling to please after customer gave it several times. 


	9/8/2003
	Spoke with CA, call came in as unbranded.  CA sent macro asking for nbr to be called after no typed response.  CA opened headset connection and heard VCO user’s voice and processed call.  CA followed correct procedure.  Sprint contacted customer on 9/8/03 who stated she was satisfied.

	9/23/2003
	Customer complained that CA 6570 did not type everything voice person said.


	9/23/2003
	Coached CA on the importance of typing everything heard to the customer. No contact information provided.

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

	10/13/2003
	Customer complained that after requesting a live person on the phone CA 7853F informed Customer that they were on hold waiting for next available agent.  Customer asked CA to hang up & call back again.  CA did as customer requested and hung up.  Customer said CA said that a Customer rep had come on the line.  Customer was upset that CA hung up on customer rep before telling customer that customer rep was online.
	10/15/2003
	Customer requested supervisor and supervisor upheld CA’s action as he felt CA was following customer’s instructions.  CA was coached on correct procedures for following customer instructions exactly as told.  Discussed proper feedback procedures with supervisor.  Sprint emailed customer on 10/15/03 with solution who replied on 11/17/03 that she was satisfied with solution.

	10/25/2003
	Customer asked for a frequently dialed number and the CA did not understand what he was talking about.  Customer felt that this CA was not aware of the frequently dialed list and needs to be coached on this procedure.
	10/25/2003
	Complaint did not have CA #.  Without additional information QA is unable to resolve this complaint.  No customer contact information provided.

	10/28/2003
	Voice customer was upset because he called his wife who is a VCO user and said that CA 1534 was rude.  CA asked female if she could hear, and she said yes, CA said this person can call you direct and disconnected.   Customer said his wife can hear some but not well so uses VCO phone and was upset that CA said to call direct.
	10/28/2003
	Got another CA to complete the call for the voice customer.  Spoke with CA and she stated that outbound person said “can I use VCO” but the female was responding to the CA and CA was confused about whether the person speaking was the voice user or if the VCO wasn’t there.  CA was coached on procedure if person asks for VCO and demonstrated knowledge of VCO call handling. No customer contact information provided.

	10/30/2003
	Customer asked CA 3869F to dial number, CA would not dial number.  This situation occurred with three (3) different CA’s (6137F & 4104) at the same time.
	10/30/2003
	CA does not remember call.  Coached CA on dialing out procedures.  No customer contact information provided.


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

	10/30/2003
	Customer said CA 7666M did not type clearly at the point that she hung up and called back with another CA.
	11/7/2003
	CA indicated that voice person had 4-5 syllable words and voice person would not spell them.  CA was coached on asking for clarification while typing clearly and following verbatim of conversation.  ODHH contacted customer on 11/7/03 who stated that she was satisfied with the solution.

	10/30/2003
	Customer asked to dial nbr, CA 3869F would not.
	11/3/2003
	There is not a CA in this center with that ID number.  Unable to follow up with CA. No further action possible.  No contact information.

	10/30/2003
	Customer asked to dial nbr, CA 4104 would not dial number.
	11/3/2003
	Unable to follow up with the CA as there is no CA assigned to that ID number. No further action possible.  No contact information provided.

	11/6/2003
	Customer complained that CA 9390F did not relay message to voice person.  
	12/9/2003
	CA was coached on the importance of following customer request at all times.  CA was also advised to make sure that she remains focused and professional.  Contacted customer and advised regarding solution.  Customer was satisfied with solution. ODHH contacted customer on 12/9/03 – customer satisfied with solution.

	11/11/2003
	Customer said that CA 3814 made fun of him and did not explain what happened after the person he called hung up on him.  Expressed that CA was lazy and mistreated him.
	11/11/2003
	CA called relay center manager (mgr) over when the caller began to directly abuse her after the caller’s party had hung up. Due to the way in which caller began to type obscenities towards CA. Mgr took over the call and one moment in which the caller stated that I (mgr) was foolish due to silence on continued to use vulgar words.  The call went on in great lengths before I (mgr) was able to defuse the situation.


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

	12/11/2003
	VCO Customer called to complaint that people could not hear him through the relay.  No CA # given.
	4/2/2003
	Trouble ticket was issued by Sprint relay.  Customers garbling issue is related to a known problem with VCO calls through the TRS platform.  Sprint sent email to customer on 4/2/04 with information on new TRS platform that will improve VCO calls. ODHH contacted customer on 4/24/04 and left message regarding solution and contact information to call back.

	12/11/2003
	Customer upset that CA 6533M did not respond. Customer asked to speak with a Supervisor, when supervisor got on the phone customer asked after explaining situation if supervisor understood.  Before supervisor responded customer interrupted and upset about the delay.  Tried to apologize but customer interrupted and then hung up.
	12/11/2003
	Discussed situation with CA and reviewed CA’s screen print.  CA had done everything according to customer request.  No customer contact information provided.

	12/26/2003
	Customer indicates that he gave CA 9806F phone number to dial twice but CA never responded.  Customer had to wait for a long time.
	4/23/2004
	Discussed complaint with CA, CA stated that they were having technical difficulties at the time.  Supervisor advised CA to alert Supervisor when experiencing technical difficulties.  ODHH made 3 attempts to contact customer 2/23/04, 3/2/04, 4/23/04 – no answer.

	1/4/2004
	This customer has had various complaints.  Customer complained CA 4241F abused and called him names.  Complained about service and moments of silence, CA being slow. Customer was not understanding the term used by CA. 
	3/16/2004
	TL assisted with call and observed that there was no evidence of abuse by CA.  Ca stated that outbound caller hung up on TTY caller, he then asked what the outbound caller’s voice tone sounded.  CA sent the macro (CA no longer has info) he was angry & verbally abused CA and Assistant supervisor.  CA did the correct procedure.  ODHH made 3 attempts to contact customer on 3/4/04, 3/9/04, & 3/16/04 – no answer.


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

	1/8/2004
	Customer has been calling relay mornings between 8-9am her time. For the past week she has not been able to get through to a CA.  
	1/20/2004
	For the month of January Sprint relay missed nine (9) daily weighted service levels for the state of Washington.  This was due to increased call traffic volume as well as severe inclement weather.

	1/17/2004
	Customer called to say that CA 4199M was rude, called him names and hung up on him.  
	3/16/2004
	CA stated that the caller wanted to leave message on answering machine & left message.  Then caller asked if number was blocked, CA responded “no”.  CA disconnected caller after 3 minutes with no number or respond.  ODHH made 3 attempts to contact customer on 3/4/04, 3/09/04, & 3/16/04 – no answer.

	1/17/2004
	Customer called to indicate that CA 4070M was rude and called them names.  Caller said CA disconnected them and talked to their party. 
	1/22/2004
	Met with CA who had no recollection of any unusual calls that might have generated this complaint.  CA is regularly monitored for compliance with policy and procedures. No contact information provided.

	2/6/2004
	Customer was very upset and stated that he called the center two different times and the CA hung up on him.
No contact information provided.
	2/10/2004
	Met with CA concerning complaint. CA stated that as the TTY user typed the number to him the line disconnected.  He aid that he got the call a second time and the same thing happened again.  Coached CA on the importance of keeping the customer informed and reporting technical problems.  CA advised of the consequences of disconnecting a call.

	2/19/2004
	Customer complained that CA 6629M hung up while speaking with mother.  Customer said “CA was rude and when I typed to my mom the red dot on TTY was blinking, looked like CA hung up on him.” Customer typed to relay to redial and CA didn’t redial and hung up without informing customer. 
	4/12/2004
	Coached CA on correct disconnection procedures.  Called customer and advised them the CA had been coached.  CS contacted customer on 2/26/04 – ODHH made 3 attempts to contact customer on 4/6/04 & 4/12/04 – no answer.


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

	2/20/2004
	SRO Customer reports continual problems with calls being disconnected, most recently with CA 8184.  Customer was calling a computer company to resolve a issue and after 20 minutes call was disconnected.  Customer reported CA typed “you have been disconnected”.
	2/20/2004
	CA was pulled for discussion.  Outbound party hung up on inbound, not the CA which was reason why the CA typed “you have been disconnected”.  No contact information provided.

	2/27/2004
	Customer called relay to process an 888 number in Washington state.  CA 9167M reached a recording that said “you have placed your call from a telephone which has calling restrictions or you have dialed a number that cannot be reached.”  Customer wants to know why she cannot dial an 888 number through relay.
	4/26/2004
	Met with CA to discuss call, he indicated that when he attempted to call the regional 800 number he reached the same recording than he had received when dialing the number without the regional 800.  CA was sent through a refresher course on regional 800 and practiced processing regional 800 calls. ODHH contacted customer on 4/26/04 – who was satisfied with the solution

	3/1/2004
	Customer complained that CA 2485F had a difficult time typing what voice recording said and did not type anything from the voice recording.  Customer felt that CA should not be working as a relay CA if she has problems listening to a voice recording. 
	4/26/2004
	TL Spoke with CA regarding the importance of relaying the entire message.  The record feature was not working properly at the time, so CA typed to caller (missed part of recording).   ODHH contacted customer on 4/26/04 – who was satisfied with the solution.

	3/1/2004
	Voice customer complained that CA 2149 repeatedly asked her to “(wait) just a minute”, her typing speed was terribly slow and customer indicates that she spoke very slow because she has the same experience every time she receives a call through WA relay.  
	4/26/2004
	CA was coached on typing speed and focus on the call process.  ODHH contacted customer on 4/26/04 who indicated that she was satisfied with the solution.

	3/1/2004
	Customer called to complaint that CA 3809 called him a dumb crazy deaf blind before hanging up on customer.  
	5/10/2004
	CA stated that caller was cursing at her, CA called supervisor and Supervisor handled call. ODHH made 3 attempts to contact customer on 5/8/04, 5/9/04 & 5/10/04 – no answer.


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

	3/12/2004
	Customer felt that this CA 1390F was rude and was attempting to transfer to supervisor and disconnected the call.
	3/12/2004
	CA was instructed to ask if it’s OK to be transferred to customer service.  CA did not attempt to disconnect caller.  No contact information provided.

	3/15/2004
	TTY caller got cut off in the middle of a call to the hospital with CA 9480F.  Wondered why this happened?
	3/15/2004
	CA stated that the monitor went blank in the middle of the call.  CA also documented the incident.  CA advised to notify Team manager when experience technical difficulties. No contact information provided.

	3/23/2004
	Customer said CA 9058F was rude and would not repeat operator number when asked.  Customer was talking to Mom who is a VCO user.  
	3/25/2004
	Met with CA and after reviewing call, CA followed proper procedures by not repeating the message, because GA had already been said.  Coached the CA that when either party request her CA number, it should be provided as long as she keeps the other party informed, and it does not interrupt the flow of the conversation.  No contact information provided.

	3/23/2004
	Customer complained that supervisor Eunice was rude and hung up on customer.  
	3/29/2004
	Customer was cursing at supervisor; supervisor tried a couple of times to calm him down.  Customer continued cursing and being rude at supervisor, supervisor then disconnected customer.  Prior to this customer did the same thing to CA then asked for supervisor.  No Contact information provided.

	3/24/2004
	TTY customer expressed concern that relay CA 1372F did not follow correct procedures in keeping the customer informed during the call.
	6/1/2004
	Met with CA and went over steps that were missed.  CA remembered call and understands all steps that need to be relayed.  ODHH contacted customer on 6/1/04 and customer indicated that she understood the situation and was satisfied with the solution.


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

	4/11/2004
	Customer upset because relay CA 9163M used no vocal inflection at all.  There was no emotion relayed and the call was very “blah”.  Customer asked to speak with a supervisor and call was disconnected.  Customer did say she was the Outbound on call and Inbound had hung up.
	5/26/2004
	Met with CA, who stated that the line disconnected automatically since the TTY user had already hung up.  CA was coached on relaying in a conversational tone and natural voice inflections when relaying.  ODHH contacted customer on 5/26/04 who indicated she was satisfied with solution.

	4/11/2004
	Customer indicated that CA 9476F was rude and hung up on customer.  
	5/24/2004
	Unable to meet with CA due to CA ID number unassigned at the time.  No contact information provided.

	4/23/2004
	Customer stated that CA 6609F was rude, lazy and disrespectful of deaf.  CA ignored customer when customer tried to get a reply 5 times from CA.  
	5/3/2004
	Team Leader spoke with both CA & supervisor assisting on the call.  Customer had stated to CA with no Outbound online that customer was going to commit suicide.  Per procedures supervisor dialed 911.  CA not at fault.  Sprint sent letter to customer 5/3/2004.

	4/26/2004
	 Customer was unhappy with the CA 3648F’s many typo’s and the use of XXX’s.  Also CA did not respond to the customer have a nice day comment, just gave sk sk.
	6/6/2004
	Unable to follow up with the CA in this center as there are no agents in this center with the ID number the customer provided.  Tried to contact customer several times and the answering machine disconnected.  No further action possible.

	4/27/2004
	Customer said CA 6618F made him hold for 90 minutes before dialing out and called him names.  
	4/27/2004
	Supervisor had observed call, call time had only lapsed 45 minutes.  CA followed all proper procedures.  No contact information provided.


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

	5/1/2004
	TTY customer complained of silence and the long delay when the “GA” was given before voice text was typed.
	6/10/2004
	CA stated that the outbound customer disconnected because TTY customer was typing very long messages.  When CA started typing the voice message the TTY customer would interrupt throughout the call.  Coached CA on keeping the customer informed at all times and to make sure that her response time was not slow in relaying the messages. ODHH made 3 attempts to contact customer, 6/8/04, 6/9/04, 6/10/04 no answer.

	5/3/2004
	Voice customer indicated that CA 6488M did not answer question and kept typing to TTY answering machine.  Customer wanted CA to let him know that no one responded.  Wants to make sure all CA’s let him know when tty user responds or picks up. Another general complaint wants CA’s that cover states to be familiar with slang and directions.
	5/11/2004
	TL followed up with CA and reviewed TTY answering machine process.  Sprint sent letter to customer on 5/11/04 explaining that CA had been coached on proper procedures for TDD answering machines and stop keying.  

	5/4/2004
	Voice customer receives message to call Allied and connects to Indiana Relay.  Customer calling from number did not match the number he provided.   CS referred customer to his local phone company – Qwest and agreed to enter a request for relay techs to look into it.  CS explained that the number was not a current number for Indiana relay, but that it may have been at one time or a line may be crossed.
	6/9/2004
	Sprint technicians could not duplicate problem as reported.  The 800 number in question is not a Sprint owned number.  CS attempted to contact customer on 5/28/04, 6/2/04, 6/7/04 & 6/9/04.  CS Left message on answering machine with contact information.


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

	5/5/2004
	Customer complained that CA 3809 was slow in responding and then hung up on caller
	6/10/2004
	TL discussed with CA who stated that customer did not type “GA” then hung up.  CA did not respond because customer did not type “GA”.  Informed CA not to hang up on anyone and to call TL when it happens again.  ODHH made 3 attempts to contact customer on 6/8/04, 6/9/04 & 6/10/04 – no answer

	5/6/2004
	Customer asked CA 9043 to dial a toll free number which connected to an automated voice recording.  Customer complained that CA could not relay proceedings of voice recording to customer.  Customer also indicated that there were misspellings and CA had a difficult time handling the voice recording.
	6/9/2004
	QA rep met with CA, coached CA on staying focused when typing.  Also reviewed recording and answering machine procedures.  ODHH contacted customer on 6/9/2004 and customer was satisfied with solution.

	5/11/2004
	Customer gets a recording saying her LD calls cannot be processed.  It only happens when her calls route through specific centers and she wants it fixed. Technical trouble ticket # issued
	5/28/2004
	Spoke with customer that tech was working in this.  Tech gave information to her LD company so that they could troubleshoot problem.  The recording is coming from her LD company, so it is determined to be a problem at their end. ODHH contacted customer on 5/28/04 regarding solution; customer indicated she was satisfied with the solution. 

	5/12/2004
	Customer described CA6165F as very rude and did not follow customer notes to explain how mom sounded.  Customer said CA called him dumb, stupid, crazy and laughed at him.  Customer said CA repeated many times that they could not get involved to say how person sounded. Customer also said that there were long periods of silence with no typing so he didn’t know what was going on. 
	6/10/2004
	Spoke with CA, CA did not call customer names. Customer was abusive towards CA.  CA followed all directions and procedures and called supervisor for help on the call.  Reviewed proper procedures with CA.  

ODHH made 3 attempts to contact Customer on 6/8/04, 6/9/04 and 6/10/04 - no answer.


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

	5/11/2004
	Customer called and said she gets a recording saying that her long distance calls cannot be processed.  This only happens when her call are routed through specific centers and wants it fixed.
	5/28/2004
	Trouble ticket was issued for this technical problem.  Sprint tech contacted customer and provided information for her LD Co. so that they could troubleshoot the problem.  Recording was coming from her LD Co and it’s determined to be a problem at their end.

	5/15/2004
	Customer complained that supervisor Debbie is a lazy bad supervisor for not disciplining CA’s.  CA’s do not keep customer informed.  Debbie has a bad attitude & bad judgment & does not respect me.  
	6/10/2004
	CA number provided by customer is currently unassigned.  CA numbers given by customer are not currently assigned to any CA, therefore coaching of CA cannot be followed up. ODHH made 3 attempts to contact Customer on 6/8/04, 6/9/04 and 6/10/04 - no answer.

	5/17/2004
	Customer called to say that CA 4205F disconnected him in the middle of the call and that supervisor Aiesha was rude and broke Sprint rules. - 
	6/10/2004
	QA Rep met with CA who stated that after the call was processed the TTY customer asked how the voice person sounded, which she answered.  TTY customer then attempted to engage in conversation with CA about religion, the CA called supervisor over for assistance, which upset customer.  When Supervisor Aiesha attempted to assist, the customer became upset and started to use profanity.  After several attempts the supervisor disconnected due to customer using profanity.  

ODHH made 3 attempts to contact customer on 6/8/04, 6/9/04 and 6/10/04 – no answer.


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

	5/18/2004
	Voice customer is a switchboard Operator who indicated that she received 3 calls from the same CA 6055F whom she asked to hold but got no response and when she came back they had disconnected.  The same CA called back and when she asked them to hold the CA said “you don’t need to deal with those callers, you need to take this call.”  Customer also said CA corrected her spelling and felt this CA was needlessly rude.
	5/20/2004
	TL explained that it may have been the caller speaking to her as the CA’s are not part of the conversation.  Reviewed proper procedures with CA.  No contact information provided.

	5/20/2004
	Customer complained that CA 4512M did not immediately respond to customers requests.
	5/26/2004
	TL met with CA who stated that the customer interrupted the ringing macro with a complaint about the CA doing his job.  CA obtained team leader who stated there was no CA error.

No contact information provided.

	5/20/2004
	Customer complained that CA 4212 did not immediately respond to customers requests.
	5/24/2004
	This CA # is currently un assigned.  No contact information provided.

	5/24/2004
	Customer called to complain that CA 4699F was lazy and was silent.  Customer also complained that CA was repetitive, foolish and was abusive. 
	6/10/2004
	Ca vaguely remembers call.  Per CA inbound caller kept directing conversation to CA saying things like “this is a terrible relay service”.  CA did not want to break transparency so relayed words and did not directly respond to caller.  TL advised CA to next time call over a supervisor for assistance.  

ODHH made 3 attempts to contact customer were not answered.  5/26, 5/28 & 6/10/04


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

	5/25/2004
	Customer reported that he was placing a call and after the call was completed he requested CA 1288 how the voice person sounded.  According to the customer the CA started swear at the customer. Customer felt that he was verbally abused by CA.  
	6/10/2004
	TL checked screen and there were no indication that CA swore at customer.  TL shared that information with the customer and then customer accused TL of being a lair.  ODHH made 3 attempts to contact customer on 5/26/04, 5/28/04, 6/8/04, 6/9/04 & 6/10/04 with no answer. Sprint sent letter to customer on 6/10/04.
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