
	
	
	
	
	
	October 2003

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	3184J
	10/07/03
	24
	Unable to get through to customer svc dept for 15 minutes. 
	10/09/03
	This call was made during a busy time in customer service. The toll free # was working.

	3183J
	10/07/03
	24
	VCO relay number not working. 
	10/09/03
	Duplicate to 3184J, resolved.

	3189J
	10/11/03
	29
	Customer called to complain that her caller id was not showing her daughter's number when she was calling through relay.  
	10/16/03
	TT results: Current Relay Platform does not offer True Caller ID.  

	3199J
	10/13/03
	21
	EMS personnel reported that opr did not assist as needed on emergency call from VCO caller. 
	10/15/03
	Advised agent to request supervisor assistance when unsure if a call is an emergency call. 

	3211J
	10/17/03
	3
	VCO user makes calls via FL relay Spanish number. Operators do not process her calls. 
	10/21/03
	Unable to follow up with this agent as this agent is no longer with the company. TT#1001296103 opened. The tech will follow up with the customer regarding this complaint.

	6706X
	10/17/03
	3
	VCO customer reports agent failed to understand and complete customer instructions.
	10/23/03
	Agent coached on following the customer's request and keeping the customer informed. Agent was also coached on the proper procedures to follow. 

	9041FL
	10/21/03
	5
	TTY user states agent did not respond nor did they type GA to SK. TTY user feels agent disconnected call.
	10/22/03
	Advised operator to always call a supervisor when there are problems with a call. 

	3248J
	10/30/03
	3
	TTY customer reports that opr hung up on him after customer requested to redial a number. 
	10/30/03
	Reviewed complaint with agent and reviewed proper procedures with the agent.

	9052fl
	10/31/03
	4
	Agent did not keep the customer informed. 
	10/31/03
	Coached agent on keeping the customer informed and staying focused on the call at all times. 


	
	
	
	
	
	November 2003

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	3259J
	11/03/03
	3
	Customer states the agent did not receive complete instructions before processing call.
	11/03/03
	Agent claims they did receive the GA, but that the caller erased it after the number was dialed.

	6745x
	11/08/03
	17
	Voice person called to report agent would not acknowledge her complaint of hearing loud clicks throughout the call. 
	11/10/03
	 Advised agent if customer is unable to hear due to technical difficulties, to keep TTY user informed so that they are aware of what is occurring.

	7393za
	11/13/03
	21
	Concerned about fraudulent calls she receives at her computer sales company. 
	11/13/03
	Apologized for incident and assured that agents who process the calls have no control over call content. 

	9061fl
	11/14/03
	3
	Caller reports agent did not follow customer instructions properly. 
	11/26/03
	Coached agent on the importance of remaining focused on all calls, responding to customers in a timely manner, and following all customer instructions when provided.

	8560D
	11/15/03
	17
	CA conducted the call in a rude unprofessional manner. 
	11/18/03
	Agent was advised on the importance of always following the customer's request. Coached agent on the proper procedures to follow when the TTY user does not want the relay services to be announced. 

	9066fl
	11/24/03
	5
	Customer reports agent disconnected the call before customer had opportunity to make a second call.
	12/03/03
	Agent knows the consequences of disconnecting a call. 


	
	
	
	
	
	December 2003

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of  Compl.
	 
	Resolution
	 

	9085fl
	12/03/03
	5
	TTY user stated that the relay operator disconnected her call. 
	12/03/03
	Unable to follow up with agent as they are no longer with the company. No further action possible.

	9087fl
	12/09/03
	4
	TTY user called to complain agent did not respond when a question was asked. Also complained it was agent's fault for the voice caller becoming confused during the call. 
	12/12/03
	Agent coached on proper call handling procedures.

	2767
	12/10/03
	5
	Customer asked operator to dial number and operator dialed wrong number. Customer corrected operator and operator hung up on them. 
	12/15/03
	Unable to coach agent as the agent is no longer with center.

	9078fl
	12/10/03
	4
	The agent did not finish typing the answering machine. 
	12/12/03
	Coached agent on the importance if keeping the customer informed and appropriate usage of macros. Also coached agent on the importance of remaining focused while relaying.

	6793X
	12/11/03
	18
	Agent said customer's message was left on husband's cell phone and he never received the message. 
	12/22/03
	Coached agent on proper procedures.

	3392J
	12/18/03
	29
	Caller reached busy signal when calling to a specific phone number. The number has been verified not busy on several occasions. TT I001433091. 
	01/06/04
	TT results - TT not entered as several calls verified the number as not busy. Customer notified.


	
	
	
	
	
	January 2004

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	3474J
	01/13/04
	35
	FL vco customer using tty to call via Spanish relay concerned he cannot speak by vco to have his calls translated unless he types. 
	02/05/04
	Three attempts to call customer, no answer.

	4392Z
	01/15/04
	21
	The caller has been frustrated with relay CA's for 2 weeks. They could not process his call. 
	01/16/04
	We listened to the recording It ranf once and then silence so we decided to try reg 800 and it went through The caller was satisfied. 

	3014
	01/25/04
	3
	FL TTY user complains agent would not repeat to her hearing caller after the hearing caller asked the agent to repeat. 
	01/27/04
	Agent followed correct procedures.


	
	
	
	
	
	February 2004

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	3051K
	02/01/04
	21
	Voice called asked the agent to stop SRO harassment calls and asked who was calling thru SRO. The agent stated SRO is pranking services and they cannot tell them who is calling. 
	02/03/04
	TM stated he advised the customer the agent was only following call procedures and was not involved in the call. He also stated he advised the customer that he could not give out any info concerning this call. 

	3067K
	02/07/04
	2
	Customer states agent did not follow customer instructions and disrespected customer.
	02/10/04
	Coached agent on the importance of following the customer's instructions and request. Agent also advised not to transfer a customer without their request. 

	2863
	02/20/04
	5
	Agent disconnected customer call.
	02/24/04
	Coached agent on the importance of processing each and every call according to procedures and always being professional.  Agent also advised of the consequences of hanging up on a customer.

	2863
	02/20/04
	17
	 
	 
	 

	3136K
	02/26/04
	3
	Customer said she could not hear the agent they had a soft voice. 
	02/28/04
	Policy states the agent may repeat the phrase or conversation currently being relayed.  If the agent has already spoken the "GA" the agent can repeat the last sentence.  


	
	
	
	
	
	March 2004

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	9182fl
	03/06/04
	3
	Customer stated the agent's typing was unclear and unreadable. 
	03/09/04
	Coached agent call processing procedures for answering machine and how important it is to follow customer's requests. 

	9129fl
	03/19/04
	31
	Customer was concerned Sprint no longer handles the relay and wanted to know why ATT/Verizon was billing her and not Sprint. 
	04/22/04
	Account Manager sent follow up letter to the customer explaining the update of the customer database.

	9130fl
	03/23/04
	3
	When customer requested a different CA to process the call agent explained call procedures to customer and redialed the nbr without getting a different CA. 
	03/27/04
	Coached agent on the importance of always following the customer instructions. Due to the seriousness of this complaint disciplinary action taken.

	3243K
	03/31/04
	0
	FL VCO caller upset that his call answer is delayed when dialing 711. Customer's phone number noted as VCO but was not branded for VCO answer. 
	03/31/04
	Apologized for the problem explaining that 711 was mandated to be provided by the local phone company and that it may delay in responding to him for vco answer as it can be used by anyone. 

	3219K
	03/23/04
	2
	Customer called with general complaint that many relay agents continually type background noises, even though her instructions say not to.  
	03/23/04
	Cuts. Svc explained the FCC mandates that everything that is heard, including background noises be typed.  Since the agents are in this habit, they may forget to follow DB notes.  


	
	
	
	
	
	April 2004

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	3284K
	04/13/04
	29
	Customer upset that Sprint is showing on his bill from Bell South. He clearly has MCI showing on the database. Customer also upset he could not get through to RCS and it took 3 hours to finally get through. 
	06/08/04
	TT results - Credit was given on the April invoice and the May invoice. 

	3288K
	04/14/04
	35
	Customer reports her ATT prepaid phone card has been used by one of the relay operators.
	05/06/04
	Letter sent to customer explaining the need to keep the agent ID number and the confidentiality of all relay calls. 


	
	
	
	
	
	May 2004

	Tracking
	Date of
	Cat. #
	Nature of Complaint
	Date of
	Explanation of Resolution

	#
	Compl.
	of Compl.
	 
	Resolution
	 

	3418K
	05/22/04
	3
	The agents are not following instructions and are not giving necessary information to the customers in order to know what is going on during the call. 
	06/08/04
	The agent number identified by the customer within the complaint is not assigned to any employee. 

	3419K
	05/22/04
	21
	Customer states that when asked the agent did not seem to know what the number was to Relay customer service. 
	05/22/04
	Advised agent to if the customer ask for a number to provide the number as quickly as possible.

	3420K
	05/23/04
	29
	A FL TTY customer calling from number showing on agent and customer service wrong.  TT # I001816074. 
	05/25/04
	TT Results - Customer no longer a subscriber as of 5/25. 

	3422K
	05/24/04
	29
	Customer saying Caller ID does not work as well as it did 7 weeks ago. TT #I001818213. 
	06/02/04
	TT results - Tried unsuccessfully to contact customer to explain that caller ID only works sometimes locally and that the 3 number she provided are long distance which may or may not transmit caller ID.

	9157fl
	05/08/04
	3
	Caller asked operator to block number, operator did not block the number. 
	05/12/04
	Coached CA on blocking a number and make sure it works.

	9158FL
	05/07/04
	5
	Person stated they gave operator the phone number and the account number but suddenly she hangs up on me. 
	05/11/04
	Coached agent on the importance of dialing all numbers when given and the consequences of hanging up on a customer. 

	9166FL
	05/20/04
	21
	TTY customer explained that the agent refused to repeat a message when the voice person asked him to. 
	05/24/04
	Based of the information agent did follow procedures.
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