Attachment #1

Sprint Complaint Log Summary

June 1, 2002 – May 31, 2003
June 2002 – No Complaints

1)

6/4/02

Category #35—Other

Nature of Complaint— The customer is a TTY telebraille user who was attempting to call Utah Relay’s toll free 800 number or 711.  The customer could not reach relay this morning for 30 minutes from his residential number.  He has not experienced this problem in the past.  The customer was also upset because he was not aware of the dedicated telebraille number for Utah Relay.  He felt he should have been contacted with the dedicated telebraille number.  Customer Service apologized to the customer for the problems he encountered.  He did not indicate any problems with relay.  Customer Service suggested there might have been local phone service problems when he called earlier.  Customer requested contact later that day after 4:30 pm or on 6-5-02 at 9:00 am.  Customer also requested a follow up call from Kelli Toohill.  She is an employee of UT PSC.  The customer reported the problem to the PSC earlier that day.

7/1/02

Resolution—A representative has communicated with the customer on several occasions discussing several issues.  The representative also visited the customer’s residence on 6-25-03 to discuss and evaluate the situation further.  Prior to the home visit, the majority of the issues had been resolved by TRS customer service.  The customer was given the CDB profile and the customer updated the information.  The representative faxed CDB to customer service a few days later.  The problem started when he began using a different number.  The new number did not have the CDB profile and received incorrect branding.  He wishes to be branded as a Deaf and blind user and wants to receive messages at 60 wpm.  It was determined that it is best to brand his CDB as a TTY user and add a note stating that the customer is Deaf and blind.  The customer was concerned about outreach to the Deaf and blind.  The representative reassured the customer that a meeting for deaf and blind users would be set up in the next couple of months.  At this time all issues have been resolved.

2)

6/13/02

Category #21—Other Problem Type Complaint

Nature of Complaint—CA interrupted the customer while the customer was trying to type.  The customer typed a message for the CA to leave on the answering machine and then typed “SKSK” at the end.  CA sent macro stating that she was re-dialing the number in order to leave the customer’s message, but the customer had not stopped typing.  CA did not hit the space bar to stop macro.  Customer Service apologized to the customer and thanked the customer for the feedback.  

6/13/02 

Resolution—The CA was coached on hitting the space bar immediately when the TTY starts to type.  She said she understood.  The customer was informed that the CA had received coaching and the customer was satisfied with the intervention.  

3)

6/24/02

Category #17—Agent Was Rude

Nature of Complaint—The voice caller was upset about dialing 711 and hearing TTY tones.  The customer was also upset that when dialing 711 in California the operators “have an attitude”.  The customer did not want to receive a follow-up call.

6/24/02

Resolution—Offered to have Customer Service brand his phone number to avoid the TTY tones and suggested that he call the 888 voice relay number. Apologized for the rude operators with attitudes and asked him to get the CA number or talk to the supervisor if it happens in the future.   

July 2002

4)

7/15/02

Category #6—Poor Spelling

Nature of Complaint—The customer called to say she was on an important call and she had a hard time understanding the CA’s typing.  She would have to ask the other person to repeat what was said.   Eventually, the customer had to ask the other party, “Is this correct?” or “Is this right?”  The customer was unsure if the other party was speaking too fast.  However, if this was the problem, the customer felt that the CA should have requested the other party to speak more slowly.  An apology was given to the customer and reassurance that her concern would be forwarded to the appropriate center.  The customer requested no further contact.  

7/19/02

Resolution – Spoke with the CA.  She did not remember the call.  She thought there could have been a “garbling” problem.  CA can usually keep up with her typing and is able to “pace” when needed.  Coached her to continue with those procedures in the future.  

5)

7/18/02

Category #26—Garbled Message

Nature of Complaint—TTY customer was experiencing garbling when dialing to Relay Utah.  Customer could not read the relay agent’s typing.  Apologized to the customer for the problem and let her know that a ticket would be opened to help resolve the issue.  Trouble ticket #298936 was opened for resolution.  

9/16/02

Resolution— The account manager was unable to reach the customer after several attempts to contact her.  Account manager attempted unsuccessfully to call her on 9/3/03, 9/12/02, and 9/18/02.  Customer did not submit a CA number so it was difficult to track the source of the problem.  Customer Service did not have Turbo Code enabled when the customer called.

7/15/02

6) Category #17—Agent Was Rude 

7) Category#21—Other Service Type:

Nature of Complaint—On the previous call, the outbound voice customer indicated that CA1800F was speaking too fast and slurring her speech.  The customer could not understand the CA so asked her to repeat the message.  The CA did not repeat the message.  The customer reported, “Previous CA’s have been willing to repeat the message for me.  I am very familiar with relay and how it works.”  The customer was very frustrated with this CA.  The customer reported that the CA just typed her request to repeat the message to the other party.  An apology was given for the inconvenience. Customer service worker asked if the GA (go ahead) had been given.  Customer thought it had.  Customer service agent explained that once a GA had been given, the CA cannot repeat the message.  The customer understood, but still felt that the CA was rude, abrupt, and speaking too fast.  She went on to say that the CA told her that their conversation was being recorded.  CA was listening to the conversation and shook her head indicating that she had not said the call was being recorded.  The customer service worker thanked the caller for bringing her concern to the attention of Relay Utah and told her that a complaint would be filed.  

7-31-02

Resolution—Followed up with the CA.  Commended the CA for staying within relay protocol and for her attempts to redirect the voice caller in speaking directly to the TTY caller.  CA felt that she had spoken clearly and in a “normal” style, but she was coached on speaking clearly and being conscience of her speech patterns.

August 2002—No Complaints

September 2002 – No Complaints

October 2002 – No Complaints

November 2002

8)

11/1/02

Category #5—Agent Disconnected Caller

Nature of Complaint—Customer called and said CA 1811 hung up on the TTY user.  The operator expressed concern for the hang up and indicated the current CA would be happy to process customers call.  

11/11/02

Resolution—CA did not remember the call due to the amount of time that had lapsed between the call and the follow up.  CA understands the importance of not disconnecting customers. 

9)

11/9/02

Category #17—Agent Was Rude

Nature of Complaint—The voice customer was concerned about the CA’s attitude.  The customer said, “Operator told me I waited too long.  I didn’t mind her telling me but it was the attitude.  It was ‘smitty’.  The TTY person must have typed because she kept repeating in a harsh voice ‘Can you read me now?’ I advised her that her supervisor would be notified and she would be coached.”  The customer service worker apologized for the situation.  Customer did not want follow up.

11/16/02

Resolution— The CA remembered the call.  The voice customer was not responding quickly and the TTY user kept typing “Why so long? Can you read me now?”  The CA stated that the TTY user kept repeating the phrase and began to use exclamation marks, therefore the CA was adding emotion to the message.  CA was coached on using softer tones and still adding emotion to the message.  

December 2002—No Complaints

January 2003

10)

1/14/03

Category #4—Didn’t Keep Customer Informed

Nature of Complaint—The customer said the CA was “incompetent” and seemed new or confused.  When the customer wanted to leave a message on an answering machine, the CA did not keep the customer informed about what was happening.  The macros (leaving message) and (answering mach. playing) were not sent.  Customer Service apologized to the customer and assured them that the CA would be trained on proper procedure for answering machines.  The customer did not want to be contacted.

1/05/03

Resolution—The supervisor talked to the CA and the CA said she left the message for the customer 5 times and she was sending the macros.  However, the customer said she was not sending them.   The supervisor tested the CA on the macros and she answered correctly. 

11)

1/11/03

Category #17—Agent Was Rude

Nature of Complaint—The voice user complained that the CA was laughing about the conversation and made comments about the content of the conversation.  CA refused to give her CA number, but then gave the number reluctantly.  Customer Service apologized to the customer for the inconvenience and informed her that the agent would be addressed regarding her behavior.

1/5/03

Resolution—Supervisor met with the CA.  The CA was coached on the importance of remaining transparent and demonstrating professionalism when processing relay calls.  Disciplinary action will be taken in this case.   

February 2003—No Complaints

March 2003—No Complaints

April 2003—No Complaints

May 2003

12)

5/1/03

Category #VCO Procedures Not Followed

Nature of Complaint—A VCO customer received a call from his friend, and on the first attempt the operator didn’t make the connection to his VCO phone.  The inbound caller asked the operator to redial, and the second time the VCO customer answered with typing and the call was able to connect.  His CDB note states that he uses VCO.  Customer says this agent needs coaching and Customer Service assured the agent would be coached.  Customer does not want follow-up contact.  

5/10/03

Resolution— The supervisor coached the CA on following instructions in the customer notes.  

13)

5/9/03

Category #2—Didn’t Follow Database Instructions

Nature of Complaint—Customer said he had just made a call through UT relay and when he said, “Please call (friend’s name)”, the operator kept waiting and waiting and asked the customer to repeat his request.  The agent didn’t seem to have any clue what to do to get the customer’s Frequently-Dialed Number from the system.  Customer’s notes do instruct “Uses Frequently-Dialed Numbers”.  Customer Service told the customer that this concern would be sent to the call center supervisor.  Customer did not want follow-up contact.

5/15/03

Resolution—Coached agent on proper procedures for Frequently-Dialed Numbers.

