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Massachusetts Relay Servite




June of 2001

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	0
	

	· Procedures
	0
	

	· Answering Machine Protocol
	0
	

	· Profiles
	
	

	· General Procedures
	2
	OPR did not follow procedure.  OPR instructed on proper procedure.

OPR did not answer ASCII.  All OPRS given written procedure on how to answer ASCII.

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	1
	Caller waited 20 minutes and got the recording “All OPRS are busy, please hold.”  Continued recruitment and training of OPRS.

	
	
	

	Carrier of Choice/Caller Profile
	1
	Request sent to SNET to be added to the MA TRS IXC Listing.  Still pending for approval.

	
	
	

	General
	
	

	· Technical
	0
	

	· Others
	2
	VCO user complained her voice gets cut off.  Two part software upgrades.

VCO user complained her voice gets cut off.  Two part software upgrades.    Short-term resolution implemented two months later.  Long-term resolution implemented in April of 2002.

	· Non Relay Issues
	0
	

	TOTAL
	6
	


July of 2001
	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	2
	No OPR number provided.  Unable to correct OPR.

OPR required to attended remedial typing and spelling class.

	· Attitude
	1
	OPR was rude.  OPR coached on professionalism.  OPR was followed up with more monitoring and training,  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol 
	0
	

	· Profiles
	1
	OPRS not honoring profile.  All OPRS reminded to follow customer profiles.

	· General Procedures
	2
	OPR did not follow customer instructions.  OPR coached on proper procedure.

OPR did not follow customer instructions.  OPR coached on proper procedure.

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	0
	

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	6
	


August of 2001
	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	0
	

	· Procedures
	
	

	· Answering Machine Protocol
	1
	OPR didn’t follow voicemail retrieval.  OPR coached on proper procedure.

	· Profiles
	3
	Profile not working.  Corrected Customers profile.

Profile showed VCO for a TTY user.  Corrected profile.

OPRS not following profiles.  Reminders sent to all OPRS on following profiles.  In house profile test calls were performed.

	· General Procedures
	5
	OPR did not follow customer’s instructions.  OPR coached on proper procedure.

OPR did not follow customer’s instructions.  OPR coached on proper procedure.

OPR unable to switch from VCO to TTY.  Test calls were performed to determine if any problems.  None found.

OPR Trainee misunderstood caller’s instructions.  OPR Trainee coached on proper procedure.

OPR unsure how to handle fast talking voice user which caused confusion between both parties.  OPR instructed on how to handle this situation.

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	2
	VCO users complained of cut off.  Refer to June 2001 VCO cut off resolution.

Caller concerned about not being able to use *69 feature.  Informed caller that *69 does not work with Relay.

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	11
	


September of 2001

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	1
	OPR required to attend remedial typing 

	· Attitude
	0
	

	· Procedures
	
	

	· Answering Machine Protocol
	1
	OPR erased voicemail messages.  OPR coached on proper voicemail retrieval procedures

	· Profiles
	2
	No profile shown.  Customer called back and CSR verified profile is showing up.

OPR not following profile.  Reminder sent to all OPRS to follow profile procedures and to call a technician if the profile does not show up when customers states they have a profile.

	· General Procedures
	5
	OPR unable to switch VCO to TTY.  Same customer from last month.  Successful tests were conducted with customer switching VCO to TTY.

OPR did not follow instructions.  OPR coached on professionalism and reminded to keep customers informed.

OPR did not comply with caller’s request.  OPR coached on proper procedures.

OPR dialed the wrong number.  Unable to resolve due to lack of OPR number.

OPR did not follow instructions.  OPR coached on professionalism.

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	1
	OPR kept sending the same macro greeting.  Keyboard was stuck.  Replaced keyboard.



	· Others
	0
	

	· Non Relay Issues
	5
	Callers complained not being able to get through Relay.  All network circuits disrupted due to September 11.

	TOTAL
	15
	


October of 2001

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	1
	OPR given remedial spelling and typing training

	· Attitude
	1
	OPR rude to STS user.  OPR coached in professionalism and received remedial STS training.  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol
	1
	OPR coached on proper voicemail procedures.

	· Profiles
	0
	

	· General Procedures
	1
	OPR not following instructions.  OPR coached on proper procedure.

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	2
	VCO user complaining of voice cut off.  Temporary resolution given to VCO user to ease voice cut off.

Unable to access 7-1-1.  Customer has RCN as a local carrier and RCN does not offer 7-1-1 access in MA.

	· Others
	0
	

	· Non Relay Issues
	8
	Callers complained that Relay couldn’t get through to several exchanges.  This difficulty is due to the September 11 with Verizon working on correcting the lines.

Caller complained of fast busy on every 800 number.  There was a fiber cut (non Relay related) which caused fast busy signal on all 800 numbers nationally.

	TOTAL
	14
	


November of 2001

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	2
	OPRS rude.  Unable to follow up with OPRS due to no OPR numbers given.  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol
	0
	

	· Profiles
	0
	

	· General Procedures
	0
	

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	1
	OPR not following profile.  OPR coached on proper procedure.

	
	
	

	General
	
	

	· Technical
	2
	VCO users complained voices fade in and out and being cut off.  Temporary resolution given to VCO users.  Permanent VCO fix was installed April 2002.

	· Others
	0
	

	· Non Relay Issues
	1
	Caller concerned not being able to place relay calls to a certain exchange.  This is a result of Verizon working on network lines disrupted by September 11 event.

	TOTAL
	6
	


December of 2001

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	1
	OPR rude.  Appropriate action taken with OPR.  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol
	0
	

	· Profiles
	0
	

	· General Procedures
	0
	

	· Other
	2
	OPRS chose the wrong long distance carrier.  Unable to follow up with OPR due to no OPR number provided.

	
	
	

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	1
	OPR did not follow profile.  Unable to follow up with OPR due to no OPR umber provided.

	
	
	

	General
	
	

	· Technical
	0
	

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	4
	


January of 2002

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	1
	OPR interrupted caller before GA prompt given.  OPR reminded to wait for the GA.

Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol
	0
	

	· Profiles
	0
	

	· General Procedures
	1
	OPRS not following procedures for turning VCO on and off.  OPRS reminded of correct procedure.

	· Other
	
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	1
	Caller complained of not being able to place call.  SUP advised caller that the technicians need to upgrade consoles at 3:10 a.m. and advised to hang up and call back.  Caller refused so SUP disconnected.

	· Others
	0
	

	· Non Relay Issues
	1
	Caller receiving dead air.  Circuit issue beyond Relay network.

	TOTAL
	4
	


February of 2002
	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	2
	OPR not pleasant and rude.  OPR reminded of professionalism.

OPR Trainee rude.  Unable to follow up due to no OPR number provided.  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol 
	0
	

	· Profiles
	0
	

	· General Procedures
	0
	

	· Other
	1
	OPR wrong long distance carrier.  Unable to follow up with OPR due to no OPR number provided.

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	0
	

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	3
	


March of 2002

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	0
	

	· Attitude
	1
	OPR rude and talking to other OPR between calls.  OPR coached on professionalism. A reminder of policy of no talking between calls was distributed to all OPRS.  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol
	0
	

	· Profiles
	0
	

	· General Procedures
	1
	OPR unable to turn on and off VCO calls.  All OPRS received a reminder of proper procedure for turning on and off VCO.

	· Other
	1
	OPR chose wrong long distance carrier.  Unable to follow up with OPR due to no OPR number provided.

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	2
	Callers unable to reach Relay.  Relay experienced technical difficulties that affected incoming calls.  Fixed the technical problem.

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	5
	


April of 2002

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	1
	OPR reminded to type verbatim.

	· Attitude
	0
	

	· Procedures
	
	

	· Answering Machine Protocol
	1
	OPR unable to retrieve voicemail.  All OPRS were reminded of correct voicemail retrieval procedures.

	· Profiles
	0
	

	· General Procedures
	0
	

	· Other
	1
	OPR chose wrong long distance carrier.  Unable to follow up with OPR due to no OPR number provided.

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	0
	

	
	
	

	General
	
	

	· Technical
	2
	Caller tried calling Relay and got dead air.  Advised caller that it may be coming from her area.

Caller tried 7-1-1, but was unable to reach Relay.  Advised caller that it may be a local issue.

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	5
	


May of 2002

	Category
	Total
	Resolution



	Operator Error
	
	All OPR issues resolved within 48 hours unless otherwise noted.

	· Typing
	2
	OPRS required to take remedial typing.

	· Attitude
	1
	OPR rude.  OPR was coached on professionalism.  Note: All OPRS required to review confidentially and ethics standards each year of employment.  Repeat offenders subject to disciplinary action.

	· Procedures
	
	

	· Answering Machine Protocol
	0
	

	· Profiles
	0
	

	· General Procedures
	1
	OPR did not follow instructions.  OPR reminded to follow customer’s instructions.

	· Other
	0
	

	
	
	All non-OPR complaints addressed within 24 hours unless otherwise noted.

	Speed of Answer
	0
	

	
	
	

	Carrier of Choice/Caller Profile
	2
	Incorrect profile shown.  Reestablished correct profile.

Requested Voicestream as a carrier.  Still pending for approval.

	
	
	

	General
	
	

	· Technical
	2
	VCO technical problems.  Software upgrades were developed and installed in April 2002.  Note: Complaints were about VCO users in the past month.

	· Others
	0
	

	· Non Relay Issues
	0
	

	TOTAL
	8
	


Yearly Totals

	Category
	Total
	Percentage

	Operator Error
	
	

	· Typing
	7
	.08%

	· Attitude
	10
	.12%

	· Procedures
	
	

	· Answering Machine Protocol
	4
	.05%

	· Profiles
	6
	.07%

	· General Procedures
	18
	.20%

	· Other
	5
	.06%

	
	
	

	Speed of Answer
	1
	.01%

	
	
	

	Carrier of Choice/Caller Profile
	5
	.06%

	
	
	

	General
	
	

	· Technical
	14
	.16%

	· Others
	2
	.02%

	· Non Relay Issues
	15
	.17%

	NOTE:  14 out of 15 of the NonRelay Issue complaints were September 11 related when the telephone networks were disrupted and being corrected.
	
	

	TOTAL
	87
	100%


SUMMARY NOTES

The Massachusetts Relay, under VISTA's direction, welcomes comments from users and responds promptly.  This log reflects complaints alleging FCC standards violations filed with VISTA Customer Service, Outreach or Supervisory staff. VISTA receives many more contacts from our constituents requesting information, providing positive feedback and suggesting new ideas.  During the year covered by this report, June 2001-May 2002, MassRelay handled 906,532 outbound calls.  The above complaint log indicates that only one per 10,420 outbound calls (.011%) resulted in a complaint filed with MassRelay. While this number is extremely low, VISTA treats each complaint seriously. All complaints were resolved promptly (within 24-48 hours) whenever possible and for those requiring longer range solutions the process for solution development was begun promptly and proceeded efficiently.  VISTA's track record of satisfactory resolution is reflected in the fact that none of these complaints resulted in an escalation to the level of the Massachusetts DTE or the FCC.  VISTA prides itself in MassRelay having achieved standards beyond those required by the FCC and will continue to invite interaction with MassRelay Users in order to provide on-going service excellence.  
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