Kentucky Complaint Report
6/1/02
to
5/31/03
	Service Complaints--CA Typing Speed
Inquire Date  6/25/02
Record ID  6700
Call Taken By  Lead CA
CA Number  
Responded By  Rose
Response Date  6/25/02
Resolution  6/25/02
	Customer complained the CA's typing is so fast that her husband is unable to read the conversation.
Customer Service suggested the customer ask the CA to type slower before the conversation begins.  Customer Service also discussed setting up a customer profile with slow typing designated in the notes section.  The customer requested that a profile be mailed.

A copy of the customer profile was mailed to customer and given to the Technical Department for implementation.   

(Inquiry 6701 is from the same caller regarding the slow typing issue.)


	Service Complaints--CA Typing Speed
Inquire Date  6/26/02
Record ID  6701
Call Taken By  Supervisor
CA Number  
Responded By  Sheryl
Response Date  6/26/02
Resolution  6/29/02
	The caller stated her husband is upset because the CAs are typing too fast.
Customer Service apologized and explained that it would take a few days before the customer profile (see above) is processed.  Customer Serivce inquired about the type of equipment being used, but the caller was unfamiliar with it.  It was suggested that her husband turn on the print feature, if his TTY has one, so that he could read the printout rather than the screen.  The caller said she would do that and hung up.   

(This is the same person in inquiry 6700.)
A Supervisor assisted this relay user and several different CAs with relay calls in the last few evenings.  All the CAs were typing very slowly, however, the customer still considers it too fast.  


	Service Complaints--CA Typing Speed
Inquire Date  7/16/02
Record ID  6776
Call Taken By  Supervisor
CA Number  1216
Responded By  Sheryl
Response Date  7/16/02
Resolution  7/17/02
	This customer stated when she dialed 711 she got a CA that was typing too fast and that she was unable to reach her caller. 

Customer Service explained the relay was not experiencing any problems with 711.  Customer Service suggested the customer check her TTY for a Turbo Code Setting.  If Turbo Code was turned on, the customer should turn it off.   The customer understood and said she would see if she could turn off the TC setting.  

The CA involved on the call was assisted by a Supervisor.  The CA was counseled and it was explained that she was typing as slowly as she could but it was still too fast for the caller. 

The Kentucky Outreach Coordinator has made several visits to this customer.  It was determined that her equipment needs to be replaced.
.


	Service Complaints--CA Typing Speed
Inquire Date  10/7/02
Record ID  7059
Call Taken By  Customer Service Rep
CA Number  1196F
Responded By  Troxie
Response Date  10/7/02
Resolution  10/8/02
	Customer called to inquire why the CA's typing was so slow.  She said Turbo Code was off.
The Customer Service Representative informed the caller that her concerns would be investigated and someone would contact her with the results.  The customer was pleased and hung up.

The CA stated he was experiencing technical difficulties with his computer and had to call for assistance.  The Technical Department investigated and determined that on this date the relay was conducting testing with a new software load.  There were problems with transmitting type to the TTY user in this load.  As soon as the problem was discovered, the testing was stopped and the original software load was returned to production. 

Customer Service returned the customer’s call on October 8th.  The customer was extremely pleased that her call was returned so promptly and said that she would call back if she had additional questions.

 


	Service Complaints—711 Problems

Inquire Date  3/5/03
Record ID  7435
Call Taken By  Customer Service Rep
CA Number  
Responded By  Kim
Response Date  3/5/03
Resolution  3/7/03
	The customer stated every time she dials 711 she receives TTY tones.  The customer said that this was not very convenient for hearing people and she does not want to hear the tones.
Customer Service apologized for the inconvenience and asked the customer if she was calling from her home phone or a cell phone. The customer stated that she was calling from her cell phone and asked for a follow up call.
The Assistant Manager returned the customer's call and asked her to place a test call through the relay.  The customer placed two test calls to ensure that she would come in as a voice connection.  The customer was extremely happy with our willingness to correct the problem and was satisfied with the information given.  The customer stated that she would call back if she had any more problems.



	
	


	Service Complaints—VCO Breakdown
Inquire Date  5/27/03
Record ID  7644
Call Taken By  Supervisor
CA Number  
Responded By  Fredie
Response Date  5/27/03
Resolution  5/27/03
	This customer complained that when someone calls her through the relay the CAs talk to her and do not type to her at all.  She wants it to stop.  Her doctor called her house and she had to hang up on him because the CA did not type to her.  She was upset.
Customer Service offered suggestions such as Auto VCO, Profile, and test calls. The customer declined to give any personal information so that outreach could follow up.  While trying to solve the problem, the customer hung up.




	Service Complaints--Ringing/No Answer
Inquire Date  10/14/02
Record ID  7093
Call Taken By  Customer Service Mgr
CA Number  
Responded By  Bob
Response Date  10/14/02
Resolution  10/21/02
	A customer called to ask why the lines into the relay were busy.  She stated that she had been trying to call all morning and afternoon.
A follow up call was made and the customer stated that she was unable to reach the relay between 9 a.m. and 2 p.m. on Monday, October 14th.  Customer service apologized for the inconvenience and explained the relay center was very busy at that time.  It was explained that if the customer waited in queue for the next available CA, someone would answer her call.  The customer understood.  

KRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (93 percent of all calls were answered within ten seconds on this day.).


	Service Complaints--Ringing/No Answer
Inquire Date  4/17/03
Record ID  7555
Call Taken By  Supervisor
CA Number  
Responded By  Donte
Response Date  4/17/03
Resolution  4/17/03
	The caller stated she attempted to reach the relay on 4/16/03 for 2 hours and could not get an answer.  The customer stated she called 711 and the 800 numbers between 12:00 p.m. and 2:00 p.m. and there was no answer.
Customer Service apologized for any inconvenience and explained that the relay may have been experiencing peak traffic volumes during that time.  The customer understood. 

KRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (95 percent of all calls were answered within ten seconds on this day.)


	Service Complaints--Ringing/No Answer
Inquire Date  4/17/03
Record ID  7556
Call Taken By  Customer Service Mgr
CA Number  
Responded By  Bob
Response Date  4/17/03
Resolution  4/18/03
	The caller explained that her husband had attempted to call the relay at least four times but was unable to get through.  She stated it occurred around 1:40 p.m.
The Outreach Coordinator advised the customer to call back into the relay.  The Outreach Coordinator contacted the Customer Service Department to check on call volumes.  The Program Manager informed him that there had been access problems with the relay user’s local telephone company.  The customer was informed and was encouraged to contact their local telephone company to report the problem.  

The customer understood and was satisfied with the answer given. 

KRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (95 percent of all calls were answered within ten seconds.)


