Complaint Tracking for California

November 2001
 Tracking | Date of | Cal # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution
This customer called me today at this
Customer is an ASCII user. He states that he is date and time. Expressed that agents
a computer tech and that he knows how this is not following his request to
11/01/01 S5 procedure shouls be done. When making his 11/02/01 ‘disable’ charge before dialing out.
e o LD calls thru CRS he is adamant that he was - We talked for about 30 minutes. He
told by a Relay CS rep that he needs to always was referring to the Free LD effective
ask for the LD to be disabled b 10/1/01 and he says he has asked
3268E agen
Agent accidently misdialed customer was upset.
Gave agent xxx area code and agent dialed xxx
11/02/01 3 instead, Honest mistake ageant realized. 11/02/01 Informed agent mistakes do happen
Apologized Customer for error. Apologized to but to please try and be more careful.
customer informed him agent accidently
6642 switched the area code around.
| have had contact with this customer
on 11/2/01 the resolution to this is the
"This is xxxx, finally we have TT for ur system . WE,UQ not provide proprietary
oroblem why don't youdo it few months ago? i s abm:t ey sdrokes to cu_stomers.
Bad sve, | will give Cherly all record my This cle.mrn_ar e 'e,‘,“fes"“% agents
complain about CRS system problem and she © .do." specific thing "disable ‘a key.
1103/01| 21 |will find that you never take cars of it few 11/02/01 | T8 s not what agents are trained to
= do. he was afraid he wouid get
months ago bad sve go ahead tell Cheryl what | . -
told you sksksk. CRS response. Thank you for charged with galls from the promptlon
: free LD calls. i assured him he will
your comments sir. | will be sure to let her know ; .
be ki not get charged. | asked if he got bill
: yet for Oct 1 and forward. he said no.
| asked to call back if he did indeed
get charges. | would help out.
3278E
| thanked her to bring this up to my
attention. | apologized that it was
bothering her. | explained to her that
she could add the space on her own
after she sees GA to resolve this.
this customer's complaint was that the agerits She SEYS.ShE won:t do f‘wor&. for
don't add a space after GA because when it is ager?!s. U.ke llmenlt!oned, Until now. |
her turn to respond, it would add with the GA. | dgm tGreahze ko th.e fipace
really bothers her and wants me to tell sup to :agirt o?r:i:: tlelfj Zea:;hla:: Iaaninoel:
convey msg to agents to stop doing that. Please that 1 am sorry it )l;othe.rs her: so
11/05/01| 21 [startadding the space after GA. During our 11/05/01 |much, but it won't be an isssue for
conversation the customer was complaining to . .
ME that | was doing it too, not adding the space Sgnngx ‘.’a'” a(:;ents to.44d apece
after Ga. | asked if anv specific agent, time and tah.er ft it wcm_t b? an ovemigit
date it happened. She didn't give me sufficient Ing, after she insisted me to tal .
info. | suggested | would forward this to the sgents to da ml‘_‘; l gxplamed yEont
training mgr. have the a.uthonzatmn and agent_s
are not trained to do this. Last thing |
explained that I'm sorry that | was not
able to satisfy this resolution and she
could do it on her own. Asked her lo
contact me if any cancemns or CS
dept.
11051
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Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution
Spoke with the agent regarding the
This customer lgft a message on my machine above complaint. Agent stated that
on Tuesday, Nov, 2001 and stated "l was upset she requested the LD carrier
{07101 RE with your Sprint agent 9886F today at 11.05a 11/09/01 because the computer screen
o "~ |who demanded to say the systam Is asking for : prompted her to do so, and was
your LD bill charge. | told her to know that CA unable to complete the call without
Sprint offer free LD at no additonal cost. antering a LD carrier. The Onsite
techs have discovered a pr
11052
After receiving this complaint the
Poor spelling TTY user complained of bad agent was blind monitored, thera
spelling, which caused confusion. The vaica were no spelling concerns found.
person had to repeat over and over again. | however spoke with agent and
a7/01 6 attempted to apologize to the customer 11/13/01 |coached her on typing accurately,
Customer did not want to hear apalogy, repeatly The QA dept will continue to monitor
stated that she felt "threatened” then this agent to make sure she |s
disconnactad providing the highest level of service
9878 1c our customers.
9878 | 11/07/01 E
?
| An email was sent to AM 1o express frustration
about a procedure in place. This is about when
piacing reiay calls via reiay, When the macrg
"explaining relay" is sent, and leaves customer
te sit there and wait and wait and wait and wait
;f;;![{th?‘jﬂi‘hcrg afrty ﬁtnhally lederstands é’: d | have responded via email to explain
CRIRY.RIOCESS e.ore © relay opr syas an that | appreciate the feedback. | will
lets me type my introductory message. By then - -
- . . . ) have this escalated to the training
108/01 21 the heating outbound has to sit there and wait, | 11/08/01 . The
wait, wait for me to type my first msg, all the mar f or rewew.of the process.
| - \ training mgr will take into
time probably wondering why | haven't already . . .
consideration for training.
typed the message. Often they have hung up by
the time | have finished my 1st msg. He wants
to question about the process thata prevents
the deaf caller from typing their first message
until the other party finally understands. He
offerad suggestions.
11056
Agent rang for assistance customer provided
phone # to dial. Agent dialed reaching ans
mach used record feature but recording
skipped. Agent was unable to type complete
message. Informed customer of this. Customer
11/08/01| 1g |[YPS® "Must gatuse emergency phone # now". | o000 | agent error.
Agent typed that they didn't understand.
Customer typed that she was upset that we
responded we didn't understand. Ask if we
needed to radial to type complete msg.
Custerner hung up. Customer called back to file
6645 compiaint.
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Complaint Tracking for California

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Addressed agents 9181M he staed
that he did not work on this particular
day. After reviewing the agent profile
report it was discovered no one
Customer complained that these agents clid not logged in using id nbr 8181M.  Agent
give all instructions and | am not going to repeat a9151F stated that she did remember
11/05/01 my Instructions again. Customer disconnected | 11/19/01 this call. The agent being ralieved
when she finished her complaint, | was unable stated that she did not remember all
to respond. of the instructions that were given
and she did inform the other opr of
those that she could remember.
Agent was advised to get sup
assistance.
9971
| was I the middle of 2 convarsation with &
psychiatrist regarding my client. It was a long
conversation. | typed GA there was no
response. | was really upset. It was very urgent.
| noticed a solid red light. So | picked up the After researching this complaint, the
11/13/01 5 phone and | heard it was a tone. This is not the | 11/30/01 |appropriate action was taken with this|
first time. More than 10 times in Gmonths. agent.
Thanked the custorner and explained this would
be forwarded to his sup Customer would like a
formal letter faxed from sup explaining what
6654 happened.
Customer stated that when they gave their fuii
request 1o this agent he typed back " | only have
a couple of time. | must going home now, you
hz:’: iob!isaizdan;gw':::egl: tc;g!a;r;e then::el m after res_earching this incident, the
11/14/01 5 going fo'.p ‘ y o g 11/14/01 |appropriate action was taken with this
another agent and forward my request to the
new agent, he then typed " Good night SKSKS eIt
and disconnected my call. Please do something
about it. Apologizzed for the inconvenience and
stated | will forward this info te the proper dept.
9988
Customer is tird of CRS hanglng up on the Usiale to cotitact customeron 3
" _ |outhound before they actually disconnect.
11/15/01 5 - 11/29/01 |attempts ( rings no answer). No
Customer just wants CA to stop hanging up further action possible
5177 before outbound hangs up.
Customer called to report that she had called to Addressed agent regarding this
; complaint. Agent was coached on the
leave @ msg on someones ans mach through : i ;
agent 9474F and the agent did not use good nmpolnance chapaaiing z_:[early while
111501 '8 |voles tone. | apologized for the experience and || 147{g/o1 |SI8YIng. The QA dept Will concuct
coaching sessions with the agent
tald the customer | would document and forward colaiod (5 voica-Lane Briet RURTIANGH
it to the call ctr where the agent Is located for . -
follow up with a sup and menitor the agent to ensure this
3329E Is corrected.
Agent was addressed regarding this
Customer requested opr to place a LD call for call. Agent states that she does not
him. The call was answerad by the answaring remember processing this call.
1115001 9 machine. The agent did not type the message, 11/16/01 Explained to the agent the
only typed "ans mach" GA. Customer stated importance of typing verbatim and
that the agent was unprofessional and hung up keeping customer informed. Wl
on ans mach follow up with a performance
9991 evaualion.
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Complaint Tracking for California

Tracking
#

Cat. #
Compl.

Date of
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

9770

11/15/01 5

Customer statad: Agent 9682F threatenec 10
cut off communication with government agency
at 9:13a and disconnected my caill. Agent
9001F threatened to cut off my full message.

11/16/01

Addressed agent 9001F, she did not
remember this call. Agent was
coached on the importance of
relaying the customer's message
completely. Spoke with agent 8682,
she did remember processing the
call. The agent stated that the tty
user was upset because the voice
customer kept hanging up on them
for no apparent reason. Informed the
agent of the severe consequences of
disconnecting customers. QA dept
will monitor both agents.

9992

11/16/02 5

Customer said that | tell you | did call relay
service nbr 9090M hung up 2 times. | don't like
it and it wastes my time. 1 tried to call my
daughter she did not hang up. Apologized to the
customer and assured them the agent will be
addressed about this issue.

11/19/01

Addressed agent regarding this
complaint. The agent did not
remermber this call. The agent was
made aware of the consequences of
disconnecting calls and advised 1o
request the assist of 2 sup if he Is not
sure of what to do. This agent will be
monitored to ensure proper
procedures are being followed.

6659

11/19/01

Customer placed a call in the middle of the call
and agent change took place. (9035) took over
the call and sent the macro shortly after taking
over, Agent actually sent two macros. Customer
asked agent to redial. Do not explain ask for
manager and say "customer is calling”. Agent
disconnected cail. Customer did ask after the
first disconnect for a explanation. None was
given.

11/27/G1

Addressed agent regarding this
complaint and she stated tht when
she sent the macro because the
outbound customer didn't say
anything when she announced relay
and just disconnected. She was then
informed to radial. The outbound pary|
disconnacted again. The agent says
she again sent macro to inform the
customer that the party had
disconnected. Agnet admitted to not
responding when the customer asked
why person had hung up. It was later
discovered that the agent was having
tech difficulties with her headset
which could possibly be the reason
for the voice customer repeatedly
hanging up. The agent was issued a
new headset. Informed the agent to
fill out a CA feedbak farm or get sup
assistance if there is a problem on a
call. Also advised the agent that if the
customer asks a question it is
acceptable to respond by saying
sorry agent does not have that info
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TFracking.
#

_ Date of
Compl.

Cat. #

Compl

Nature of Complaint

Date of

Rasolution

Explanation of Resolution

3343E

11/18/01

Customer called in requesting a phaone number

told him that he nesded to call relay and have
them call Directory Assistance for that recusst
He told me that he had done that and the CA
transferred him to CS. She had asked him it it
would be alright to transfer him to me, but did
not tell him why. she also had not tried to call
DA for him before transferring him to me. |
thanked the customer for calling in, let him
know that | would forward this to the proper ctr
and apologized for his inconvenience at having
to call 0 relay to try again to get the

11/19/01

addressed agent regarding this call.
Agent Is [ust out of training and
states that she forgot how to process
DA calls, and assumed it was okay to
transfer the customer to CS for
assistance. This agent was referred
back to the training department to be
re-trained on how to process DA
calls. Agent will be closely monitored
by QA dept to make sure she is
following procedures.

3345E

11/19/01

customer called to say " | want to file a
complaint it happened on11/14 at 5:15p and it
was agent 9622M. It is not complaint against
agent (I think) because the agent asked me
(what is your carrier of choice?) and u know CA
provides special promotion free LD effective
10/1/01 and wanted to know if itwas an agent or
system error. It surprised me. RCS: | do
apologize for this we have some new agents
that might not be aware of promotions i will let
this agent's sup know so that the agent can
receive some coaching/training in this area. |
will let trainer know so they can make an issue
of this problem.(RCS did check the database
and this customer has Sprint as their COC)

11/27/01

Spoke to agent regarding this call.
This is a new agent and he stated
that he forgot how to process this
call. Agent was coached on the
proper procedure to follow and
encouraged to request a sup
assistance if he is unsure of how to
process any call type. Also agent is
being sent back to trainig fo calt
processing follow up.

3345E

Customer did not have any agent numbers to
report, but wanted to report that many agents
are disregarding her notes that instruct the
agents to type 50 wpm only. She also said
many agents have poor typing accuracy. |
|apologized for inconvenience. | told the

tomer | wouldtype the complaint right away
‘orward it to the Am for review since ther
ren't any agent id nors. | advised the
customer to keep track of the agent id nbrs so
|that these issues can be dealt with more

11/29/01

Left three messages in attempting to
reach customer. Has not heard back
from them.

anEae

11/23/01

Complaint was that agent was typing faster than
50 wpm. Customer has notes saying set typing
speed at 50wpm. Caller said she asked agent to,
slow down it helped for a few words then it was
fast again. Caller says she has headaches from
trying to read too fast typing. she says many
agents dothis and da not read the notas
Apologized to caller and let her know that i
would send the complaint to management and
email training mgr to address this issue

11/24/01

Addressed agent regarding this
complaint. Agent did remember
handling this call and states that she
did adjust the speed to 50 wpm by
pressing keys to get the desired
speed. The agent demonstrated that
she knows how to change the
transmission speed. The agent was
coached on the importance of
following the customer's instructions.
The QA dept will continue to monitor
the agent,
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Complaint Tracking for California

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution
this customer called back on my tty
and left msg today. 11/28/01 at
9:10a. Customer discovered that her
Customer got a bill and got charged for using tty is programed to the mci nbr after
Sprint CRS? | asked if she could send the bill to all so from now on | will type the
1326/01 0 me via fax. She said she would today for me to A0 sprint nbr in when | make LD calls.
review. It will help me to determine what it is. Thank you for your help. | returned
her call and thanked her for calling
and | offered to send materials such
11057 as sticker, pen etc
Addressed agent regarding this
complaint, however she states that
she didn't remember this particular
call. She stated that at the time she
Placed a call on 10/14/01 at 12:41p and was unsure of what to do. Informed
11126101 30 contacted Sprint CRS. Agent 9538F handied myj 11/29/01 the agent that she needs to call a sup,
call and asked me how would you fike your call to assist her if she is in doubt of how
billedQ . Left massage with AM to process a call. agent also attented
a ctr wide refresher on how to
process free LD calls for CA. Agent
will be monitored to make sure she if
following procedures.
12002
CA relay ascii user complained that CA 4847 | apologizad for the frustration and
did not automatically choose the option for acknowledged the rationale. |
english language in an automatically. Choose explained that policy is to avoid
11127401 21 the aption for englis in a automated system for 11/27/01 making decisions for our customers. |
this user. User's reasoning Isthat this shouldbe gave the toll free # for customer
sprint policy as (1) user is typing to relay in service for a more detailed
english. (2) user dialed the english ph # for explanation.customer was satisfied,
relay, not the spanish relay ph # CA 4847 did proper procedure.
4469
The customer was making a call thru relay and
the nbr | called the opr told me the phone is
having errors, so | asked her to call again and
she said the same thing, the phone is having
errors. Then | asked what kind of errors? She agent was addressed regarding this
sald annoying. Ithen called MCI CRS and they complaint. She states that when she
said it sounds like a fax maching. I'm not sure if typed"annoying” it was an attempt to
the opr listened closely anough or what, but | describe the tones being heard on
don't like the fact they say the call sounds the outbound line. Informed the agent
annoying, | think its rude. the nbr that lam that "annoying” is not an acceptable
L - calling is »ux ot xxxx. | tried to dial the nbr from 205106 as a descriptive word when relaying.
CS and it rang correctly the first ring then it went] Agent was advised that she could
to an unusual ninging pattern, but | don't believe have used loud tone or loud noise to
there was anything wrong with the nbr. i let her inform customer of what was heard.
know that | would get this complaint written u p Agent will be monitore to make suer
and forwarded on to the proper cfr. | also shea is folowing procedures.
apologized for her inconvenience at having to
call so many places to get her call thru and
instructed her to let the agents know what |
suspected about the ringing pattern.
3370E
3370E | 11427101 17
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Tracking| Date of | Cat. # Nature of Complaint Date of Explanation .of Resolution
# " Compl. { Compl. 'Resolution . .
This customer called back on my tty
and left msg today 11/28/01 saying |
am embarassed to tell you that |
Customer stated | got a bill and got charged discovered that my tty is
using Sprint CRS. | asked if she couid send the programmed mci nbr after all so from
11/27/01 30 |bill to me via mail. She said she would be happy| 11/28/01 |now on | will type the Sprint nbr in
to do so, for me to review. It will help me to when | make Id calls. Thank you for
determine what it is. all your heip. | returned her call and
thanked her for calling and | offered
to send materinals such as sticker,
11058 pen etc.
Customer placed a LD call through Sprint CRS.
At the end of the call the customer asked the
agent (customer couldn't remember id nbr) if
they would get the free LD promo for CA
customers. The agent said, oops, | forgot to
override it. You'll have to call CS to get credit.
Customer was uspset that the agent didn't
process it right and that they would have to do
follow up to get credit. Customer also wanted to
know if their son who lives out of state could get
free LD too. i apologized that the agent gave Not suffient info to research or no
11/29/01 21 Imisinformation. | expiained that the agents don't] 11/29/01 {customer info to call back. No agent
do anything differently and that our system 1D number to follow up.
automatically recognizes the promotion and the
customers will not be billed. The customer had
not yet received any bill, so I told them that they
shouldn't get any bill, but if there were any LD
charges for calls placed after 10/1/01 through
Sprint CRS to cail me back and | will be glad ¢t
assist. | advised that we have nat yst rar*
customers get charged in error | also explaine
that lt does not matter if tl:*: call nates or
3382ZE
6643
ol f:/:etdh?h:ntf::: o, AT TT 04559914 problem was not
11/29/01 < 2 | uce 12/21/01 |duplicated - techs tried testing it and
| would pass it to the tech to it went through fine.
n during the date and time on why it
was snowmg busy thanked for bringing it to my
11059 attention.
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Complaint Tracking for California

December 2001
Tracking| Date of | Cat. # Nature of Complaint Explanation of Resolution
# Compl. | Compl.
This complaint about the agents for CA relay
service and also sup Manuel. This first problem Upan receiving this complaint agent
that | incurred was that the agents that took my was blind monitored and given a
call had very poor English skills and it was very typing test. The agent had no
distuptive and detrimental to the nature of iy problems with spelling or accuracy,
call | didn't get the agent nbr but the call was so however agent was coached on the
bad that | had to ask my caller to spell several importance of typing verbatim and
words to me and the agent still didn't get them asking the voice person to repeat any,
right. | than asked for a different agent and that misunderstood words so the correct
is when sup Manuel came on line with us. info will be relayed to the customer.
Instead of simply getting me a different agenthe Met with sup Manuel and shift mgr.
12/01/01 6 stated that he could not change me overto a Reviewed the proper procedures that
different agent. Somehow he checked back on should be followed when the
my call and stated that there were only two customer raquests a different agent.
words that the caller had to type to me Shift mar aiso reiterated the
otherwise there was no probiem on my call. | importance of caller control and
don't know how he checked back on my call but customer care. Also reviewed the
| would certainly like to get an audio or typed responsiblities of the floor sup is to
msg of my call if that is possible as | found this ensure that every effort is made to
agent to have very poar Enalish skills and it assist the customer with their
| certainly reflected on my call in fact this has requests. Sup will receive customer
| been happening a lot recently with CA relay service training.
agents and | do not appreciated the poor servicel
12/01/01 7
12/01401 9
12/01/01 21
Caller called in threating that she if fed up with Upon speaking with the agent
agent 8404F. She sald that this agent was told regarding this complaint she admitted
to dial nbr with area code 415 but agent used to dlaling incorrectly. Agent was
area code 310. They were extremely upset coached en the importance of paying
about this. They said it caused confusion on the attention while entering call to nbr
12/01/01 3 call. | apologized to the cusotmer. | assured her and following customer's requests.
that | would put in the complaint concerning the Agent has been placed with a training
agents actions. The customer was not satisfied coach for a day to ensure they are
and because very irate and used abusive properly following procedures. Agent
language. Customer repeated several times that will be monitored to make sure she Is
they are fed up and then disconnected providing quality service.
12004
Addressed the agent regarding this
Agent was rude by not saying UR WELCOME complaint. She did not remember this
sksk at the end of call process. Ended with just call. The agent stated that she
sksks. | apologized for any inconvenience. It usually send the ur welcome sksk
was explained that agent must not conversate after the caller says thank you. The
2102/01 17 |with cuslomers due to policy. Also explained agent was coached on the
that ur welcome was common courtesy but not importance of extending courtesy at
policy. Customer and | agreed upon all times to the customer. The QA
encouraging common courtesy. Follow up dept will follow up with evalutaions to
requested make sure the agent is providing
quality service.
4472 t
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‘Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# - Compl. { Compt. Resolution
| immediatiey spoke with the agent
Customer said | have agent 9096F the msg to :g:;tws r;g't’:s‘;satrtehzocmugtlz:'::::i:
leave in advance and she still typed the ans give the msg in advance but when
mach. So | had to call back to leave the msg. | she dialed the nbr the phone kept
didn't want to do that she wasted my time. | ringing with no answer. The customer
12/02/01 3 apolpgnzed becguse | insulted her by calling her 12/02/01 [then gave the agent another nbr but
stupid. | apologized to the customer and did not give instructions to leave the
advised her to request a sup in the future if she revious typed msg if an ans mach
feels the agent did not properly handle her call. p. K .ﬁ; gtf lowed
she was also advised to try not to talk to the s:_z;:&es i:\f/:::erc;::,\:as stilled
agent directly. coached on paying close attention tot
he customer's instructions.
9994
| received a call recently and the complaint |
have to make is in regard to spelling by the opr
who handied the incoming call to me.
Misspellings can be quite confusing and thus be
misunderstood. | do think it's very important that
all agents have good spelling skills. The word i Agent nbr is not assigned to any
got was illigeble and | couldn't figure it out and Austin TX employee. CA relay
again the word came in another part of the service is multivendér state and MCI
12/03/01 6 conversation as elligiable so | had to figure this | 12/04/01 uses 7:00¢ nbr range as does austin
out as to be eligible. | verfied with the cusotmer Possible MCI CRS complaint Letten"
that what she had though was indeed eligible '
. . to customer.
and apologized to her for the confusion that was
experienced on her end trying to undersatnd
what was being said. | thanked her for calling in
and let her know that | would write up a
complaint on this and forward it to the
appropriate ctr.
3400€
sup reviewed situation with agent.
Customer was typing in strong ASL.
Agent did not feel comfortable
franslating ASL so agent was reading
Customer called in from fed office and said that g.i;d,ﬁ;;?;;:;::,::,:gtfﬂr word.
agent provided faise info to the caller who was |;r‘.de:'3:andtr‘g what agent was
familiar with relay and also said that opr was reading and indicated this to caller.
making fun of deaf peop!e and agent did not Caller got upset and claimed that
12/05/01 3 ;gg?::;‘: t}'::ta::shg:'?:eot:'pg?f"no:e?;;ed at 12/05/01 |agent was making false statements
Customer requested AM for this area and . and asked for ageqt cha_rge. Agent
provided the 800 tty nbr etc. Apologized to the started to explain situtation to tty user
. . L and customer got frustrated and
customer and said we would review this with hung up. Agent was processing call
agent. correctly. agent should not have
delayed getting agent charge. Sup
coached agent on this procedure.
Otherwise agent did process call
correctly.
6676
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Compilaint Tracking for California

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution
After recelving this complaint the
agent was blind monitored and one of
the calls observed had various
instructions to be followed. The agent
did a remarkable job following the
cusiomer's request. Addressed agent
Caller said she placed a call using agent 5038M regarding this complaint however he
and when it was over she typed another nbr and had no recollection of this call. the
a very lengthly confidential msg. Instead of agent stated that he would never
calling the second nbr, the opr dialed the first discannect a call as he is well aware
12/05/01 3 nbr again. When the opr sent the gender and 12/24101 of the consequences of doing so.
hello the customer got upset and typed what the The QA dept will continue to closely
hell are you doing. Then the opr disconnected monitor the agent to ensure
the call. the customer was very upset saying the customer's request is adhered to.
opr needs to be fired because the msg was very Due o the nature of this complaint
important and confidential. disciplinary action will follow.
8/5/02 - AM called this customer and
customer shared her views with AM.
Cusotmer appreciated this call and
insisted that we continue to imporve
our CRS services in the future. -
Closed
DNQO0O1
DN0001 | 12/05/01 5
Customer called and asked why he was being
charged for calls placed through Sprint CRS. |
asked if the could fax me the phone bill to
investigate on this and then asked to double i o
check if he was using Sprint CRS and he , WWill lssue-a T7..Credit & gue. Faxed
12/05/01 30 ‘ 01/23/02 |several times and on final attempt
responded yes. | asked if he filled out a DB form taxed info that calls will be credited
with LD profile whether he has marked other
COC other than Sprint? He didn't remember. He
will fax me statement. | apologlzed for the
Inconvenience
11060
| followed up with 4591F. She
2 Line VCO user has had these CA hung up on recalled this call and asked for asst
him. 1877 and 6208 were during a call and sup to make sure that she was doing
agent 4591 was at the end of the call. VCO ine right thing. The voice person OB
voiced to agents we must have been attempted 1o chat with the CA and
12/06/01 3 disconnectad call me back on the tty line and {21190 put the Inbound caller on hold, then
the agent hung up on the call All calls took the inbound caller hung up on CA
place the morning of the 8th. Thanked cusctmer and CA informed him of this and then
for the info. hung up on outbound. CA did the
right procadure.
6679

Page 3 of 10




L/Qlinr'aﬂ_nﬂu. n»ds;;\|115 Tol’ waiitwiiié

i Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
| # Compl. | Compl Resolution '
[ | After reviewing this complaint the
| agent was monitored and did not
. appear (o have any speiling issues.
S i 390 w5 g ot o S0 cobosin| [T 890t s v rclen spee
or type well. Numerous misspellings in a and accuracy. UPon s;_)eakmg with
important business transaction. | apologized for the agent regarding this call the
12/06/01 6 i, N ; 12/12/01 |agent states that he did not
the inconvenierce and thanked the caller for . .
L . remember processing this call, agent
oringing this to my attention. Told customer | ;
| X " . , was coached on the importance of
would bring this up to this CA's sup and caller ) ly. The QA dept will
\thanked me and disconnected. typu'!g accurate y. The piwi
continue to monitor the agent to
make sure he is following
procedures.
1677
1677 | 12/08/01 7
I Customer stated they had taken a call and relay
opr was very rude with one of my call takers.
When asked for her name and sup numbrs she
said | don't have to give you that, the caller Spoke with CA. She didn't recall that
. - hung up and so am |. Said opr disconnected 12/14/01 call. She said if the caller requested
- |and ity had to call them back to make sure they for her name she would give out her
get the info. | apologized to custoemr and CA id immediately
ed though agent cannot give you their
:s that was no excuse to be rude and
‘ould send this infot to that agents sup
7828 12/07/01 | 8
7826 | 12/07/01| 17
r had a slight accant and when voicing tty
users msg was talking fast and blurring
together words. When asked to repeat apr Upon raceiving this complaint agent
|'gnored the comment and continued to relay. was blind monitored. Agent followed
Also wanted to commend the change of agents correct procedures, spoke clearly
that occurred btwn agents 9580M and 9533F it and did not have an accent, however
was flawlass. Apologized to custoemr for being agent was coached on the
|frustrated by the agent. Explained the procedure| importance of professional voice
12/08/01 4 that Is followed when an agent is able to repeat 12/16/01 tone, speaking clearly and
and when we should not especially if the tty enunciation. Agent was also coached
user has typed GA. Customer understood policy on defining agent role. QA dept will
But was still frustrated that the agent ignored continue to monitor this agen to
her request and did not explain to her what was make sure he is providing quality
going on until she insisted for an explaniation. service to our valued cusotmers.
Also axplained chang of agent policy to
12005 ,
12005 | 12/1G/Gif 6
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Complaint Tracking for Caiifornia

Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Sup reviewed issue with agent. Agent
had dialed corract nbr but go a
Customer gave agent nbr. Agent dailed wroing disconnect recording. Agnet typed
nbr and customer asked agent to hang up on recording and hung up recording.
12/10/01 5 wrong nbr. agent hung up on her. Sup 12/10/01 |Then customer typed hang up. Agnet
apologized for problem and said it would be thought the custoemr wanted relay to
foliowed up with agent hang up so she did. Possible
misunderstanding. Sup told agnet to
be more attentive about end fo calls.
6684
Customer called in to complain about agent Sup reviewed situation with agent.
6225, Customer gave agent nbr to dial. Long There was a slow dial out because of
ial o 1 . id t .
12/10/01 = wait for agent to dial out. Then customer typed 12/10/04 system. Customer did type hang up
hang up. Then agent hung up on her. Sup But customer hung up on agent as
apologized for problem and said he would agent was sending ringing macro.
investigate. Agnet was not at fault.
6685
C.ustomer Fomp!amed that agent threateqed Sup reviewed call with agent. Agent
him and misdialed nbr. Customer complained : ;
3 X had dialed nbrs as given by
12/11/01 21 |agent was playing games. Sup apologized to 121110
ustomer and said situation would be reviewed customer. Agent acled properly.
v = e Agent was not at fault.
BBBE with agent
Spoke with agent r2garding this call.
Agent states that she had been on
the call for approximately 2 hrs, when
the agent came to relieve her she did
not inform the relieving agents of all
the Instructions because there were
Customer stated that she had spokedn with a so many diffeent requests she did
A not remember all of them. Upon
sup earlier in the day about the agents not ;
7 asking the customer to please repeat
passing her requests on to the next agant the Instructions the customer replied
12/11/01 3 relieving them. She then stated thal agent 12/11/01 : o
= : no. this particular customer give 10 to
9327M did not pass her requests on to agent . .
e 20 minutes of instructions for the
9109F . Informed customer that | would speak 1o
. e g agents to follow. It is unreasonable to
the agent regarding this issue.
expect agents to remember and
honor all of these instructions.
Customer must repeat instructions to
the relieving agent. The agent
followed proper procdures by
requesting a sup and filling out a CA
feedback form in this situation
8846
Customear complained that agent had dialed Sup explained to customer thgt agent
X was not at fault. Customer said he
wrong nbr{agent had not). Customner . .
. had video tpes of agents threating
12011701 3 complained that agent had threatened him 12/11/01 {him and said he would call th i
- (agent did not) Customer said agent lied to him Sup said no o ° a: th?’a N e poice.
macro sald call was local Custorner thought hi P Caller th ner\:v ea enlnﬁ d
it should be LD im. Caller then hung up. { sup ha
seen entire call)
6689
12112101 = Customer was very frustrated with agents typing 01/28/02 There is no agent assigned to this
6691 ) ' skilis and typing speed. Not quick. number.
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Tracking'| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolutian
Agent was given instructions to leave a msq at After receiving this complaint the
the nbr. Agent ignared the instructions and agent was monitored and was found
2112 within 5 minutes disconnected the call 12/24/01 |to be disconnecting calls. Due to the
Apologized to the customer and assured that observation, appropriate action was
the QA dept would follow up with the agent. taken.
12/12/0 5
After receiving this complaint the
agent was monitored. The agent was
not placing callers on hold for any
reason, however the agent was
discovered taking a very long time to
Agent 3020 placed me on hold several times dial the customers:eques.ted npr.
and | don't think it's her right to do so. Explained Addressed agent reagarding this
to the custoemr that the complaint was being complaint however she did not
12/12/01 21 . + | 12/12/01 remember procdessing this particular
documented and will be passed on to the quality]
assurance dept. Also explained to the caller that f:all. coached agent on.the .
we would speak with the agent, importance of respongmg to calle.rs in
a timely manner. Disciplinary action
will be taken againts this agent and
the QA dept will continue to monitor
the agent to ensure the agent
respands to customers in a timely
manner
12062
Customer reported that he works for LA council
on deafness as an advocate. Was
disconnectedin the middle of a call. A few
minutes prior to that one of our agents called | sent 2 fax as requested to explain
me over and said they lost everything in the without sufficent info such as agent's
12/13/01 25 middle of a call and she thought it was CA. 12120101 id # date and time of call will not heip
Explained what happened to customer. He said us research and enter TT. | offered to
there was another time he got disconnected keep significant info next time it
recently. He would like the AM to fax something happens so tech can investigate.
to him explaining the disconnect so he can
forward that to his sup. Told custoemr i would
log that in the complaint.
6893
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Complaint Tracking for California

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
= Compl. | Compl Rasolution
After receiving this complaint the
agent was blind monitored to
investigate this complaint. The agent
did a relatively good job processing
The caller stated that he called a nbr which was he:calls tat wers moml.me‘j'.
Addressed agent regarding this
answerad by an ans mach. The agent informed complaint and he did remember
the caller that the msg on the machine was rocessing that particular call. The
unclear. The caller asked the agent to redial to pio g P 3
. - agent stated that the ans mach
get the msg. The agent redialed like a million message was unclear and he
times but never relayed any msg back to the .
informed the callerof that. The caller
caller. The caller in frustration asked the agent requested that the agent redial and
to dial a different nbr and instructed the agent to try to decipher what the ans mach
keep holding unil someone comes on line. The msq was saying. AT that point the
caller was on hoid for about 20 min while agent agent regiiaste d' sup asit however the
kept sending the holding macro. All of a <up was uable to decipher the msg
12/13/01 5  |sudden dialing LD oo xxx woc came up on the | 12/28/01 2s well. the agent stated thatthe
caller's screen and after a while the agent hung calla? ﬁrovided a second nbr to be
up on the caller. The caller called back into the dialed and while on hold the caller
relay ctr and asked a different agent to dial the disconnacted. He also stated that
nbr and it was answered by ans mach. The theh only nbr-lhat he dialed were the
caller stated that the had in the past received ones requested by the customer. He
bills to LD nbr that he never called and that stated that he Is unaware of who-that
now they are abie to figure out how it happened, telephone nbr belongs to and would
The caller was complaining because he never not make personal calls on a
askad for this nbr to be dialed and that the customer's telephone fine. The agent
agent was just using the caller's nbr to make s aisad of the severit.y of this
personal calls complaint and the consequences of
improper phone handling.
Immediately after this call
disconnected the agent filled out a
CA feedback to document this situatig
0.00001
0.00001 | 12113/01 g
The caller said that she had not even given any g‘:::::is;d;:z :gznstt:g:?::gtgst:':
nbrs and the agent was asking her to please only heard the first & nbrs. Therefore
complete the nbr. The agent ahd typed | only she asked the caller if the‘y could
got oo xxx - but customer says she didn't give a provide the remaining nbrs. The
nbr at all and that agent lied to her fiace. | customer did not provide tﬁal info 80
12/14101 .4 |2pologized for what happened and told the 12/21/01 |the a ;

2114 21 gent alerted a sup for assist
customer that they agent said she only heard Based on the info provided the agent
the area cod and the first 3 nbrs. The cusotmer followed proper procedures when
became upset and stated that the agent was handiing this call. The QA dept will
lying. | spoke with the agent and she maintained ) 7
that she heard the first 6 nbrs and wanted the raniorthe agerlwt bbbl groper
caller to confirm the rest of the nbrs. F{:OC&UU{BS continue tobe adnered

G.oooc2
11062
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ac uq.;l ‘ate ( Cat. # Nature of Complaint Date of . Explanation of Resolition
# | Compl. |Compl Resolution
|
| | Addressed agent regarding this
complaint and the agent did
remember handling this call. The
agent stated that he thought that he
Fax was sent to me and the statement was was following proper procedures by
written below. | have instructed him to rediat informing the caller that the person
and ask for xoooox. He refused saying the caller does not speak English. Informed the
doesn't speak English. | never heard of CA agent thathe should have redialed
12/17/01 3 telling the relay user what to do. All relay callers | 12/17/01 lthe nbr and typed something to the
are in charge of the call not the CA. Please see effect of person speaking spanish
transcript below and action is to be taken and allowed the caller to decide what
against 880SM | have been a sprint relay user they wanted to do at that point.
for aimost 3 yrs without incident. Encouragaged the agent to alert a
sup if in doubt. The QA dept will
centinue to manitor the agent to
ensure proper procedurs are
followed.
11064
This customer was contacted by me regarding
another complaint. She expressed a concern
about Sprint's relay agetns not speaking clearly
or having forgeign accents. She went on to say
that she does not understand why sprint hires
agents who do not speak English well or with
foreign accents. The shouid not be hired. How
she know about this is her hearing friends
constantly tell her that these oprs are hard to
understand. | apologized for the inconvenience
and explained that a specific agents id wouid be
12/18/01] 21 |helpful and enable me to track down those 01/17/02 |MS9 left 12/18 msg left 12/20 msg
o left 1//16 no return call.
agents and address this issue. she responded
that hearing callers do not take time to complain
or memorize agent's id nbrs. | offered that they
have the right to ask for the agents id nbr and
that they are to provide it. | offered | would
escalate this to my magr and have him call this
customer. | provided both my office and John's
tty nbr. This customer is very frustrated with
sprint relay in regards to this issue. Since she
has expressed this concerns many times ! told
her i appreciated her taking the time to share thig
11063
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Complaint Tracking for California

Tracking
#

Date of
Compl

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

9880

12/23/01

Opr 9104M hung up on a customer when they
were going to.make another call. Customer
waited for the opr to ask her for the other nbr
and he hung up. | anologized far the agent
hanging up and helped the customer piace
another call.

12/28/01

After receiving this complaint agnet
was blind monitored, The agent did a
great job processing the calls that he
received. Addressed the agent
regarding this complaint however he
had no recollection of this call. The
agent stated that he would never
disconnect a call on a customer. He
understands and is aware that sup
are the only personnel authorized to
disconnect calls. Reviewed the
consequences of disconnecteding
calls and the severity of this
complaint with the agent. After
reviewing the report for this agent the
nbrs appeared to be normal. There
was no evidence of calls being
disconnected by the agent, In
addition the agent wil continued to be
monitored to ensure proper handling
policies are adhered to.

3470E

12/24/01

Customer called in stating that the CA
misspelled her sister's name twice. Her sister's
name is Leann. The CA also misspelled some
other words. Thanked her for calling in and let
her know that | would write this up and forward it
to the proper ctr

12/24/01

After recelving this complaint the
agent was blind monitored for
spelling issues, Based on the info
gathered from the scan, the agent
does not appear to have major
spelling concerns. These were minor
typos mad however the agent
corrected them. Addressed the agent
regarding this complaint however she
did not remember handling this
particular call. the agent was
coached on the importance of typing
accurately, Also informed the agent
that if she is unsure of the spelling of
words or names to simply ask the
voice person to provide the spelling.
Agent will be placed in a
devalopement program with a
training coach. the QA dept will
continue to monitar the agent to
ensure that she continues to type
accurately.
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Tracking

Dats of

Compl.

Cat.
Campl

#

Nature of Complaint

Resolution

Date of

Explanation of Resolution

3474E

12/25/01

Agent stated | need to let you know that opr nbr
9869 did not relay the msg of ans mach at all,
she just types ans mach ga. Thanked the
customer for calling in and let him know that |
would get this written up and forward to the
proper ctr.

12/27/01

After recelving this complaint the
agent was blind monitored. Based on
the info gathered from the scan,
proper procadure were followed. The
agent typed the compiete msg
verbatim and accurately.
Addressedthe agent regarding this
complaint however she did not recall
this particular call. the agent stated
that she always types the recorded
msg unless instructed to do
otherwise. The agent was coached
on the importance of relaying
recorded msg verbatim. The QA dept
will continue to monitior the agent to
ensure proper procedures are
followed.

0.00003

12/26/01

The caller stated that when her call was
connected to the tty user, the agent informed
her thers was no responsa from his party as he
had hung up. She called through another agent
and found out that the agent 9649F had also
informed the tty user that there was no
response from her. | apologized and promised
to talk with the agent and find out what
transpired on the call.

12/26/01

Addrassed the agent regarding this
complaint and she did remember
handling this particular call. The
agent stated that when the tty user
answered the line she announced
relay service, there was no response
frm the voice parson. She informed
the tty user that there was no
response from the caller and
uitimately the tty user disconnected.
Teh agent later realized that the
voice customer had clicked over to
answer another call while she was
connecting to with the tty user. The
agent kent hath callers informed of
what transpired on the line, Based on
the info gathered, proper procedures
were followed.

12/30/01

12061

The customer stated that the agent did nat
follow her requests. | told the opr not to
annouce tha relay service. Why did she have to
ask the pharamacist if she had received z ralay
call before? While taking the complaint ! first
checked customer's notes. | then scrolled back
to the beginning of the call and discovered that
the agent was never provided with those
instructions until after the voice person hung up.
The tty user had typed after the conversation
didn't | tell you not to announce relay. | informed
the customer that they must give Instructions to
the agents before they place the call and inform
the opr of the way thay would like their call
announced

12/30/01

Agent followed procedures.
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Complaint Tracking for California

January 2002
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
i# Compl. | Compl. Resolution
Addressed agent regarding this
VCO customer calls in asking if | can hear him, complaint. She did remember this
he was branded as vco and | heard him fine. He call. The agent stated that the vco
says that his wire came out and he put it back in user called in on the voice line and
then asked if the agent could hear him and she did not respond when she switched
kept repeating who she was. He tried typing and over to the tty line. The line switched
still the same thing. He tried with another agant back and forth approximately three
and that agent heard him fine and he thinks this times before agent received a
agent just has an attitude or had a bad day but response from the caller. The
01/02/02| 21 |still they should not take it out an him or any 01/04/02 |customer inquired if the agent coulod
customer. | apologized to the customer thanking hear him, she typed yes | can. Teh
him for calling and explained that possibly when caller repeated the question and the
the wire came out that may have caused 2 agent again responded yes | can.
problem with the connection but | was not sure. Agent states that the call then
| did let him know | would be sure to let this disconnected. Based on the info
agent's sup know about this so they can speak provided agent followed procedures,
to or coach the agent. Customer thanked me for and was encouraged to fill out a ca
this and the call ended. feedback form if such an incident
occurs.
3002E
Customer dialed for Sprint relay users. This is After receiving this complaint we
an older nbr that is still valid. Agent 9849F dialed the nbr provided above, which
received this call and informed the customer was the voice line. Addressed the
that she is dialing the wrang nbr for tty users agent regarding this complaint, she
that she should be using and it is the nbr she did remember this call. The agent
01/02/02| 21 |programmed Into her machine. | apologized for | 01/16/02 |stated that the customer called in on
the agent misinforming the customer and for the the voice line, and she provided the
confusion and frustration it caused. | told her | correct nbr for customer to dial.
would document her complaint and forward it to Agent was informed to just process
the call ctr where the agent is located and also the call tty to voice if this situation
forward a copy to the AM arises again.
3000F
Customer was unhappy when CA sald msg
garbled. said it took 5 times to get nbr and dial. Oorhadinsverin ki of
Then CA didn't type recording of aption line to Pr.AR IRApUEYaNS .
01/02/02 4 keep customer informed. Explained that the 01/21/02 sarvlce_had & problem “'1"" recarding,;
garbling could have been a tech problem and urias instohed q:herwrse. Coached
that we apologized for any inconvenience and oprto ensure continued services.
would document their info for referral to mar.
BBO6
This agent was very rude and disrespectful.
When she was giving the agent some info for
her call the agents answer to her was whatever, I
: S Sup reviewed complaint with agent.
, The customer did not appreciate this kind of . ;
01/04/02| 17 response. RCS : Thankez i GBS 1oF 02/04/02 |Agent had no recollection of having
letting us know and assured her that we would acied in.tho describad mannar.
turn in a complaint so that the issue could be
invastigted further.
3007F
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Tracking | Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution|
Customer said agent threatened to hang up on
call. Agent typed haha at the end of
conversation and when tty user called back
person denied saying ha ha. Qutbound person After reviewing the complaint and the
01/04/02 said | thought you hung up. Agent threatened to| 01/04/02 conversation transcript appropriate
hang up on the cail. | apologized for the action was taken.
inconvenience and assured the customer that
this would be followed up. Requested customer
to fax a copy of conversation.
9963
The caller gave a nbr to call and instructed the
agent asked for a spe_cnﬁc person. Thg call was I discussed the issue with the agent
answered by a recording and agent did not type .
. ; . . and explained that the msg should
the msg on the recording. She just waited until
. . : always be typed unless the caller
the recording and ans mach finished playing S .
. indicates that they do not wish the
and just typed and mach ga. Caller stated that recording to be typed. Agent was
01/04/02 the agent should have typed the recording and | 01/04/02 |(€6°ding to be typed. Agent was
: blind monitored after receiving this
ans mach and the leave it up to the caller to .
. compiaint and handled each call
decide if they wanted to leave a msg or net. | : .
. properly, however agent will continue
apologized and assured caller that the msg . )
i to be monitored to make sure she is
shouid have been typed and the complaint is following proper procedures
being documented and that | will discussed this 9 proper p ’
with the agent.
9996
There is not CA 4151 at the AZ
ctr.we do have a 4151F but she does
not do s2s and was not working on
1/6/02. CA does not exist. Faxed for
Am foliow up. in California, Sprint
does not provide Speech to Speech
service. 1. Left Kevin Siemens on
his voice mail (obviously a S2S
customer) on 2/26/02. He wanted
. - you to call hime back thru S2S agt.
Caller said agent 4151 needs more training. This agt 4151M does not exist at AZ
When the caller asked to speak to a sup the
s2s agent said that ther t ilable center. They do have a 4151F but
01/06/02 ™ gﬁ s[ ” the ° wast no °”T a‘t’a' tat "1 03/14/02 |she does not do S2S and was not
roe i‘;ae ;: airs° salt D ecag"en was “’i “: a'f‘ "° working on 1/6/02. So you need to
E Z I fr e :iezn - LJaler requested a foilow follow up on this one with Kevin
p callfrom a Az sup asap. Siemens. 510-233-1300 by using
§2S (Rex Moers). 2. | left another
message on his voice mail on
3/11/02 and left a nbr fo him to return
my call. C. Bella. 3. 3/13/02
11:00am left msg on his machine. C.
Bella. 4. left email (forwarded from
Customer service) email wiinfo -
3/14/02 . Four attempts to reach
customer C. Bella.
3682
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Complaint Tracking for California

Tracking
#

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

11065

01/10/02

30

This customer called me and complained about
why she is getting charged for using Sprint CRS
since they have special free Id promotion. |
apologized and asked her to fax me phone
statements for me to lock at and possibily if
needed, to open a TT and have tech look into
this issue. She requested that | contacted her
via fax of the status.

01/10/01

Received the phone statements, |
asked questions such as if they were
not made directly by any family
members or used different relay
provider, or filled out Customer DB
on the LD profile box. | checked
customer DB and this customer has
never filled one out.!

1717

01/11/02

21

Customer asked what city and state and when |
told him he hung up directly. Earlier the
customer had complained that the CA misdialed
and that was true. He requested no
announcement or greeting but did not say what
he wanted to say even though customer notes
were specific to speak verbatim what he asked
to say.

01/11/02

CA did misdial. She transposed 2
nbrs. After dialing out she realized
she also needed to know how to
announce the call. Once she saw her
error she hung up and told the
customer she dialed wrong and
would redial. Also asked customer at
this time how he wanted to call
announced. Customer got upset and
hung up when sup came on line. CA
knows to read cust notes 1st and use
correct procedures. CA also reviewed
getting credit for misdial.

5221

2-Jun

11066

01/15/02

Customer calied and left a msg on my machine
"most of the relayers don't respect my notes. |
am tired of it, ok pis call me asap. No phone nbr
was left. Customer called and left msg several
times without giving nbr.

01/22/02

After several msg left, the customer
finally left a nbr for me to call back. |
called back on 1/15/02 left msg with
tty nbr. | asked her to leave a nbr
whenever she calls to ieave a msg.
1/15 she left a msg with nbr to call
before 10:35. 1/16 returned her call
and left a msg with my tty nbr. 1/21
called and left msg. it has been a
phone tag. 1/22 she called back and
missed each other. 1/22{ called and
we caught each other. She was
saying her customer notes has a
request Tor agenis to type 50 wpm.
she does nto have a tty paper. Even
asked me to type slower and | turned
off Turbocode from my tty. |
suggested 2 ideas, if she has turbo
code on without realizing it she can
turn if off and a tty paper on her tty
may benefit her won't have to miss a
thing and enable for her to catch up
it's her choice. she says she is
having someone come out and check
the tty for the last time. This tty of
hers is very very good and loves this
tty. She is tired of people blaming it
on this wonderful tty and don't need
the paper. | thanked her for sharing
her feedback and encouraged her to g
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‘ Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution

! # Compl. | Compl Resolution

|

| Customer states that he cannot call to nbr 80O

' 006 00 when using CA relay service. His G . .
hearing wife can call that nbr direct fim the ;.p :;t‘azmtzg:m:g:;d;g ’t:)xts cal,

| sarrie line using the regular phone but he r:member to use reg 800 key. Agent
cannot call it using relay service. RCS rep: )

| d

' 01/16/02| 29 |Apologized for the inconvenience and tried 01/21/02 | W3S coached on proper procedure

calling from his nbr thru relay service with agent
9085F and the call would not go through. Let
the customer know that we would be turning in
a TT on the problem so that it could be further
investigated. TT # 04733206

and when to use the reg 800 key.
Agent will be blind monitored by QA
dept to make sure she is following
procedures.

3077F
Customer states that she called a company but
when the agent announced that the caller had
answered she said that they ahd reached
another company and the caller hung up and
took all the trouble to place the call again after
looking it up again only‘ to find that the agent talked to agent about importance of
has transmitted wrong info when the caller -
01/17/02 7 . 01/24/02 |getting how the phone was
answered the phone as it was the correct nbr to
answered.
the company. Customer states that the agents
need to be more careful in transmitting info
correctly. RCS response: Thanked the caller for
letting usknow and assured that we would send
in a complaint on the issue so that it could be
investigated further.
3082F
Upon receiving this complaint the
agent was blind monitored, no
evidence was found that the agent
Customer is very angry against this agent. Who does not follow customers notes.
rY gry ag 9 . Spoke with the agent regarding this
had a breach of info to tell the Fed Gov't agency . .
. I . ] complaint. Agent remembered this
that she is calling from CA info without her -
. ; call and stated that she did follow the
consent and knowledge. This agent informed to . .
. . . . customers instructions and annocue
follow my file instructions saying no one Sprint . .
. . the call Sprint Reiay Service, agent
agent is allowed to divuidge about CA word but
01/18/02 2 . - 01/18/02 [also says that the call was
agant threatened to tell them that she is zalling .
disconnected when the outbound
from CA and threatened to hang up on Fed
. party attempted to transfer the cail to
Gov't person employee who was upset to
. . someone else. Informed the agent
disconnect the line. Does not want agent to
. that she must ask the party how
inform CA. The customer left a tty msg on my I
. would you like your cail announced,
machine. . .
proceed with following the customer's
instructions. QA dept will continue to
monitor this agent to make sure she
is following the proper procedures.
11067
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Compilaint Tracking for California

Tracking| Date of | Cal # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer exprassed concern on why she was
getting LD charges even regardless of the frae She expressed that she is lost where
ld promotion. Her statement with calls made to contact regarding replacement of
from nov 28 thru dec 25 and last charge was on her tty. | gave her CTAP ity nbr and
dec 18. She had called CS to remove aldt as explained the other companies no
01/22/02| 30 jher coc from db form. | learned thal the date 01/22/02 |longer taking care of special needs. |
she called in to request the removal was on dec offered to send brochure, newsletter
26 and it will be into effect immediately. | other promotional items. She thanked
sxplained if she gat charges after dec 2€ that me for all the help | have give her.
were made through sprint crs please to contact We were on the call for an hour.
11088 me
After reviewing the text on the
screen, | addressed this agent
The tty user requested a sup after the agerit rﬂir::g:uii!::; tahnzc;g;:g:nn::f ane
completed the call. Explained to me that his -
: . . screen. | then informed the agent
spelling and typing was |"ea||y horrible. The tty how important it is to type accurately
ot/zai02| s |usercouldntread anything and had long 01/23/02 |and use correct spelling, the agent
pauses while typing the recording. Apclogized stated , 5o what | messed up an
to the customer for any inconveince and i r;'r words, big deall
assured the csutomer that the agent would be Disciplinga acli;:n Was ta.l;en against
addressed regarding this incident the agentrYA!so they will be placed
back into a training seminar for
spelling/typing
9857
9857 | 01/23/02 7
Agent was unable to get all of the instructions.
The agent asked for another agent to come and
take the call prior to outdial. The new agent
asked to repest instructions. Customer asked
for sup. | advised the caller to type out her
instructions baing as there were so many. position was not equibpe d with
Everything from a certain amount of x's when t tools to all t to not
caller interrupts. Type out the phone nbr before suppo °°.s 2.2 qw hgent 'o nowe
01/28/02 3 dialing and just type gender ga. That was just a | 01/29/02 f:ustomarg insteuctions. CET',‘“" mge
few of the instructions. ail were not recieved. |s'conduct|ng ey .Of pasiionsanc
The customer was unhappy with my suggestion will order supplies sfficent-to: support
since she tells them to ask if they have any customess.
guestions. She has alsc been told by CS that it
is okay to give all of these instructions. If agent
has anything to write on with this most difficult.
Customer plans on making a complaint with
print out of myself.
7326
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Tracking| Date of | Cat. # Nature of Caomplaint Date of Explanation of Resolution
= Compl. | Compl Resolution
Customer gave this agent the calling to nbr
Whan the agent dialed the calling to nbr, it was
busy. The customer did not believe the nbr was
|busy and asked her to redial. When the agent
|redialed and sent the rining macro, the
customer typed something and the msg was
= = |garbled. The customer again accused the agent| .. . _ Based on the info given the agent
01/28/02 |of lying about being garbled. The agent aﬁ'r.gd 01/28/02 )¢ llowed procedures.
| for a new nbr he wishes to call. The caller was
still upset and asked for a new agent. |
apologized to the customer and informed the
custoemr that | would stay to assist he
customer on the call, custoer began to use
prafanity and then disconnected
9863
After receiving and reviewing this
complaint on February 26th, was
unclear of exactly what the compiaint
was regarding. Therefore | contacted
Cheryi Bella and discussed the
contents of the complaint and
eventually we were able to figure out
Customer left a msg without a nbr provided. I :’:::;::;:‘:Leer :;sr::r;::g ::;sl
would appreciate the fla ctr oprs will use the "::mpiain{ and she viei dly 9
macro ga to sk with consideration even the opr ;emembere d handling this call. The
9220 did not type the last few words from the aqent statad that at the end of.the
third party. Naturaly she was not used to getting c:;H- the voice person inquired if it was
the relay service so it would be sensibie if the ok for her to hang up and the agt
opr sensing the party not being familiar with the typed that info back to the customer
relay would use judegements not to use the She also added GA to SK to inform ’
01/29/02| 21 |macro twice as if she was irriated. | asked if she| 03/08/02 ¥
A the TTy user that the person was
was no she was not, but | think it is necessary ready to hang up. While the TTY
for the opr to be more considerable if should u;er was typing r;er response to the
some deaf callers are still being intimidated with . .
= ) RV . . voice person, she disconnected
using the relay with their limited abilities. It is wefore the agent cld relay the
important for the callers to feel at ease to use message. After the TTy user
the sorint relay hank i -
AL, 8 o racetsr
sutgastion; THank:you ALT O macro, (PERSON HUNG UP)
r . ’ CA/AGENT/OPR9220F GA OR SK.
i The caller inquired why the agent had
| typed GA to SK and requested a
supervisor before the agent cid
respond. She immediately notified a
supervisor and explained to her why
the agt had sent GA to SK. |
informed the agt that she cld have sef
10873 ]
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Complaint Tracking for California

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
B Compl. | Compl Resolution
Custorner called to leave a tty msg. To report a
problem again that 888 877 5378 that was
supposad te be a tty line connecting to sprint
crs. This happened on jan 24 a CA opr 6081F
based in SD answerad my call when my auto
programed nbr of 888 877 5378 was dialed to
call 2 local nbr. Again she kept asking if | was
= ; :
m;.:re and .ma!l{i smtcld'leld o.\:jeir and sia;ltd what Per Customer request agent
ittt g i varsiors o Cusier Soicn
01/29/02 21 . yout g 02/28/02 |Spoke to agetn and per customers
the voice line. So it appears for sure when ever
) . request agent transferred to
| do dial a LD nbr to Wash State | am not going Ciistormer Sarvice
to be able to use that nbr for sure you said | cld '
use it as well as the 877 735 2929 this must be
brought to your attention because if people think
they can use that nbr to dial LD there is some
opr that are not seeing that nbr dialed as a
voice or tty nbr. If you need more info call me at
562-695-3771. (let it ring for a long time) bye.
sk,
10874
Addressed agent regarding this
Customer tried to verify agent id nbr agent complaint. Agent states that she did
typed one moment pls. Customer tried to verify not understand what the customer
again, agent typed can't understand what you was saying and typed one moment
01/29/02 3 are saying, talking too fast, The vco user said 02/01/02 |pls. Agent was informed that she is
are you nbr 3205F , agent responded yes. The to always give her id nbr upon
vco user then requested a sup. | apologized to request. QA dep will continue to
the customer for the inconvenience. monitor this agent to make sure she
Is following procedures.
12089
Customer stated that they wished to make a
complaint about opr 8261F, She must not have
b i i . - ;
: ean pgylng gny atle‘ntmn 1o her screen. | typed Spoke with agent regarding this
in the dialing instructions to announce my call .
. . complaint. Agent states that she was
as a veo call and ask for xx at the transit at this . N .
ill and had problems processing this
nbr and then press 3, She enlered some olher .
; call. She did remember the customer
nbr 2 different times and reached the wrong nbr ing her instructi 1o follo
then some male voice answered hello sir. | was gColancghe: agent :;on: i lt:r.tl —
o, = never put through to the carrect nbr for s, | g PRYIN BEB DO
01/30/02 3 . 02/01/02 |calls at all times, and keeping the
definitely want a response from the sup or AM Gisiomarintoiiied. Aleo sthvised
regarding this matter. Customer gave email us;‘: it rhn_ " !,' i I
address. CS response: | apologized to the :g: 3 e'; :m.ee mgl:“; o
customer that he was not able to reach the f@;a sdup. dgd wastr nd fat sh
person he was trying to call and thanked him for .mor;rlcrle ?n ﬂemc:ns wo ”t a" =
taking time to let us know. | told him this report :5 a : 0 pIOpETY Rrecoss-al A
would be sent to the call ¢tr right away and that ypes.
the instructions would be given for follow up at
his email addrass
3141F
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‘Tracking | ‘Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# | Compl |Compl. } Resolution
Customer called in to complain about agent but
did not have an agent nbr. Sup explained we , .
could not do a follow up without an agent nbr hs:: azp;l?:;zidlsf%:np;orszzr\snaci: rg "
01/31/02 21 [Customer understood. Customer did as sup to | 01/31/02 Geoutdintacm :r‘:e'traine'r of the
check FD nbrs and to check to see that 2 "r‘z.'.mlﬂm '
names was there. It was. Agent had said no i
names were on the FD list.
6751
Spoke with the agent regardint his
complaint. The agent staed that he
and the vco user exchanged several
good byes and sk thent he customer
said agent you can go ahead and
This agent asked me do you know how to hang nang up the phone now. The agent
up a phone? All you have to do is to hang up told the custoemr we can't
your phone and we both can go about our day. | disconnect calls and for the call to be
can't hang up until you do. Thanked customer disconnected you will have to hang it
01/31/02| 17 for the info and this would get sent to agent sup 01/31/02 up. Also requested if they wanted a
for follow up. Also told the customer we could sup to disconnect the call, the
disconnect ance they give us the sk and we customer said no.Advised the agent
have given the sk back. of the proper procedures for
disconnecting calls, remaining
courteous and professional
throughout the call and informing the
agent of the consequencess of
disconnecting customers.
6749
Agent 9329F did not announce the call
Corractly. The TTY user hung up prior to
-::m;:letyrna her cormplaint shi t:e‘r: called back .l s_poke to the agent anf! she
and :ate-:I that agent 8320F disconnected her nfomed me that .she did not hang
call and did nat annicunice her call corractly. | up, the call was disconnected when
informed the customer that | wid speak to the :?:n:;'et??;::;fnx a;::rz:tzdst:e
01/14/02| 03 |agent and write up her complaint. The TTY | 01/14/02 explained what hap%ene ot the
user kept asking why did the agt not follow TTY user kept repeating "you
customer notes. | again informed the customer threaten to h " Th t
that | wid sneak to the agent about this incident, reaten to hang up”. The agent was
[the customer kept repeating the same coached on proper announcement
[ complaint and | eventually had to disconnect and following customer notes.
]' the customer
9774
9774 jot/1402f 05
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Complaint Tracking for California

Tracking| Date of | Cal. # Nature of Complaint Date of Expianation of Resolution
# Compl. | Compl Resolution
After reviewing this complaint the
agent was monitored. The agent did
not have any problems relaying the
voice person's message to the TTY
Customer contacted us at approximately user; she typed all messages
7:30pm. Custorner stated "threatenad her verbatim and completely. | then
behavior to cuase the problem with voice addressed the agt regarding this
otiosioz2|  os people, lied about 4 to 7 weeks with receiving 01/10/02 complaipt and she did remember
the letter. Threatened to type her own false processing the call. The agent stated
info, people complaint about confusion over and that the caller accused her of not
over. Customer alsao stated that they had TDD typing verbatim when she was In fact
tape of the whole sitatution typing everthing that she heard. The
agent did fill out a CA feedback for to
document the incident. Based on the
information provided the agent does
relay verbatim.
9R42 |
Addressed the agent regarding this
complaint, she did remember
processing this particular call. The
agen! stated that during the course of]
the call the voice customer said,
“transferring your call pls hid." She
| gave agent 8513F nbr to dial 323-734-1395 then sent the macro "(transfering) to
01/12/02| 21 |and then she said, "now transferring your call | 01/14/02 |keep the caller informed. The

12065

pis hid". |just wanted to know why?

outbound party then disconnected
the call. The agent was coached on
keeping the cusomer informed os
there will be no confusion during the
call. Agent wil Ibe closely monitored
by the QA department to make sure
quality service is being provided.
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