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June of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Answer Wait Time
	6/30/03
	Caller went through seven cycles of “All OPRS busy” before reaching an OPR
	6/30/03
	Explained to caller that we were going through provider changeover

	Problem Answer Machine
	6/15/03

6/16/03

6/18/03

6/23/03

6/24/03
	OPR did not follow voicemail retrieval instruction

OPR did not follow voicemail retrieval instruction

OPR did not follow voicemail retrieval instruction

OPR did not follow voicemail retrieval instruction

Caller did not want the OPRS to tell him/her to voice his message after the beep ga
	6/15/03

6/16/03

6/18/03

6/23/03

6/24/03
	OPR coached on proper voicemail retrieval

OPR coached on proper voicemail retrieval

OPR coached on proper voicemail retrieval

OPR coached on proper voicemail retrieval

Informed caller that it was part of procedures and just letting him/her know when to start speaking.

	Other Tech
	6/26/03

6/30/03
	VCO cut off.  

Customer could not get through to Relay
	7/1/03

6/30/03
	New system was installed.  Voice cut off issue resolved.

Explained to caller that we were going through provider changeover.



	Carrier of Choice
	6/29/03
	OPR used a long distance carrier instead of using caller’s calling card.  
	7/28/03
	Customer reimbursed for charges because of OPR error


July of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Answer Wait Time
	7/07/03

7/24/03
	Caller upset that he/she had to wait for an OPR.

Caller upset that he/she had to wait for an OPR.
	7/07/03

7/24/03
	Experiencing high call volume.  More OPRs were brought in to handle calls.

Experiencing high call volume. More OPRs were brought in to handle calls.

	Dial Out Time
	7/01/03

7/01/03

7/12/03
	Caller upset that it takes a long time to dial out.

Caller upset that it takes a long time to dial out.

Caller upset that it takes a long time to dial out.
	7/01/03

7/01/03

7/12/03
	OPR was unsure on proper protocol of new relay platform.  Further training provided.

OPR was unsure on proper protocol of new relay platform.  Further training provided.

OPR was unsure on proper protocol of new relay platform.  Further training provided.

	Didn’t Follow Database Inst.
	7/24/03
	OPR not following profile.
	7/24/03
	OPR reminded to follow profiles.

	Didn’t Follow Cust. Inst
	7/29/03
	OPRS asking for long distance carrier when its in profile.
	7/29/03
	Verified caller profile.  Verizon shows as carrier.

	Agent was Rude
	7/01/03

7/01/03
	Called did not like the way he/she was treated by OPR.

OPR rude and unprofessional.
	7/01/03

7/01/03
	Unable to type back to customer due to technical difficulties.

OPR coached on professionalism.

	Problem Answer Machine
	7/09/03

7/28/03
	OPR not following instructions on how to retrieve voicemail messages.

OPR erased caller’s voicemail messages.
	7/09/03

7/28/03
	OPR coached on proper voicemail procedures.

OPR coached on proper voicemail procedures.

	Other
	7/21/03

7/28/03
	STS user could not hear the called party.

HCO user not able to hear the OPR.
	7/21/03

7/30/03
	OPR error.  OPR forgot to bridge the call.  OPR coached on proper procedures.

OPR error.  OPR needs to toggle the f10 key so the user can hear them.

	Garble Msg
	7/01/03

7/01/03

7/07/03

7/09/03

7/09/03

7/12/03

7/13/03

7/24/03
	Customer complained about receiving garble.

Customer complained about receiving garble.

Customer complained about receiving garble

Customer complained about receiving garble

Customer complained about receiving garble

Customer complained about receiving garble

Customer complained about receiving garble

Customer complained about receiving garble
	7/01/03

7/01/03

7/07/03

7/09/03

7/09/03

7/12/03

7/13/03

7/24/03
	Garble cleared while typing some more.

Several VCO software upgrades to reduce garble.

Several VCO software upgrades to reduce garble.

Suggested informing the OPR that he/she is getting garble and the OPR may be able to clear it.

Several VCO software upgrades to reduce garble

Several VCO software upgrades to reduce garble.

Informed caller that he/she was receiving environmental background garble.  Noise in the background is interfering with the transmission of the text.

Suggested turning off turbo code to reduce garble.

	Database Not Avail
	7/01/03

7/01/03

7/01/03

7/31/03
	Caller complained that his/her profile was not working.

Caller complained that his/her profile was not working.

Caller complained that his/her profile was not working.

Caller complained that his/her profile was not working.
	7/01/03

7/01/03

7/01/03

7/31/03
	Profile re-entered in database

Profile re-entered in database.

Profile re-entered in database.

Profile re-entered in database. 

	Other Tech.
	7/01/03

7/01/03

7/01/03

7/02/03

7/02/03

7/02/03

7/03/03

7/08/03

7/08/03

7/09/03

7/09/03

7/09/03

7/09/03

7/09/03

7/15/03

7/16/03

7/17/03

7/18/03

7/23/03
	OPRS unable to place VCO calls successfully.

OPRS unable to place VCO calls successfully.

Called parties could not hear VCO user.

Called parties could not hear VCO user.

Called parties could not hear VCO user.

VCO user not getting a typed response.

OPRS unable to place VCO calls successfully.

VCO user not getting a typed response.

OPRS unable to place VCO calls successfully.

Called parties could not hear VCO user.

OPRS unable to place VCO calls successfully.

Called parties could not hear VCO user.

OPRS unable to place VCO calls successfully.

Called parties could not hear VCO user.

Called parties could not hear VCO user.

Receives a recording that states the line he/she is calling from has been disconnected when placing a long distance call.

Caller unable to place international calls.

VCO user not getting a typed response.

Receives a recording that states the line he/she is calling from has been disconnected when placing a long distance call.


	7/103

7/01/03

7/01/03

7/02/03

7/02/03

7/02/03

7/03/03

7/08/03

7/08/03

7/09/03

7/09/03

7/09/03

7/09/03

7/09/03

7/15/03

7/16/03

7/17/03

7/18/03

8/22/03
	All VCO issues were resolved by several software upgrades.

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

All VCO issues were resolved by several software upgrades

Trouble ticket opened and resolved.

Trouble ticket opened and resolved.

All VCO issues were resolved by several software upgrades

Trouble ticket opened and resolved.



	Carrier Of Choice
	7/14/03

7/15/03

7/25/03

7/28/03

7/29/03

7/31/03
	Caller charged by the wrong long distance company.

Caller charged by the wrong long distance company.

Caller charged by the wrong long distance company.

Caller charged by the wrong long distance company.

Caller charged by the wrong long distance company.  Profile shows wrong carrier.

Caller charged by the wrong long distance company.
	7/15/03

7/15/03

8/11/03

7/28/03

8/6/03

8/13/03
	Received credit from phone company.

Received credit from phone company.

Refunded for charges.

Received credit from phone company.  Profile updated.

Profile updated to include correct carrier.

Refunded for charges.  Profile Entered.


August of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Didn’t Follow Database Inst.
	8/15/03
	OPRS not following caller profiles.
	8/15/03
	Reminder in weekly memo for all OPRS to follow customer profiles.

	Typing Speed Accuracy
	8/01/03
	OPR was typing to slow.
	8/01/03
	OPR required to attend remedial typing.

	Agent was Rude
	8/12/03

8/19/03

8/31/03
	Caller complained about the overall attitudes of all MassRelay OPRS.  They are rude and disrespectful.

OPR rude and unprofessional.

OPR rude.
	8/12/03

8/19/03

8/31/03
	Reminder in weekly memo on professionalism.

OPR coached on professionalism and relay policies.

OPR coached on professionalism.

	Problem Answer Machine
	8/04/03

8/13/03

8/16/03

8/22/03

8/26/03

8/31/03
	OPR not following instructions on how to retrieve voicemail messages.

OPR not following instructions on how to retrieve voicemail messages.

OPRS not following instructions on how to retrieve voicemail messages

OPR erased caller’s voicemail messages.

OPR not following instructions on how to retrieve voicemail messages

OPR not following instructions on how to retrieve voicemail messages
	8/4/03

8/13/03

8/16/03

8/22/03

8/26/03

8/31/03
	SUP placed call to retrieve messages.

OPR coached on proper voicemail procedures.

OPRS coached on proper voicemail procedures.

OPR coached on proper voicemail procedures.

OPRS coached on proper voicemail procedures.

OPR coached on proper voicemail procedures.



	Other
	8/01/03

8/04/03

8/06/03

8/06/03

8/08/03

8/13/03
	OPR unable to handle STS calls.

Caller overheard an OPR make a comment about him/her.

OPR unable to place a collect call.

OPR did not know how to place a VCO call.

Caller overheard OPR make a comment about him/her.

OPR did not inform caller that he/she was explaining Relay.
	8/01/03

8/04/03

8/06/03

8/06/03

8/08/03

8/13/03
	OPR spoken and required to request a buddy for STS calls.

OPR spoken to and reminded of the code of ethics.

Reminder in weekly memo to all OPRS on collect call procedures.

OPR coached on proper VCO procedures.

No OPR number provided.  Reminder in weekly memo to all OPRS about telephone etiquette.

OPR reminded to keep customer informed.



	Garble Msg
	8/11/03

8/25/03

8/25/03

8/26/03
	Customer complained about receiving garble from OPR 2503F only.  Felt like OPR as doing it on purpose and was horrible at typing.

Customer complained about receiving garble.

Customer complained about receiving garble.

Customer complained about receiving garble.
	8/11/03

8/25/03

8/25/03

8/25/03
	OPR required to attend remedial typing.

Informed caller that he/she was receiving environmental garble and background noise was interfering with the transmission of the text.

Suggested turning off turbo code to reduce garble.

Informed caller that someone would get back to him about the garble.  Number provided was not good.



	Other Tech.
	8/01/03

8/07/03

8/25/03
	Receives a recording that states that line he/she is calling from has been disconnect when placing a long distance call.

Receives a recording that states that line he/she is calling from has been disconnect when placing a long distance call.

VCO user complained that the called parties could not hear her.
	8/05/03

8/13/03

8/25/03
	Trouble ticket opened and resolved.

Trouble ticket opened and resolved.

Heavy static on the line.  Suggested trying to place the call again.

	Carrier Of Choice
	8/05/03

8/05/03

8/05/03
	Caller charged by the wrong long distance company.

Caller charged by the wrong long distance company.

Caller charged by the wrong long distance company.
	8/21/03

8/21/03

8/14/03
	Caller refunded for the charges.

Caller received credit from phone company for charges.

Caller profile set up and refunded for charges.


September of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Answer Wait Time
	9/04/03
	Caller complained about waiting ten minutes for an OPR
	9/04/03
	Informed caller Relay was experiencing a high call volume.

	Agent Disconnected Caller
	9/26/03
	OPR disconnect on caller before call finished.
	9/26/03
	No OPR number given.  Unable to follow up with OPR.

	Agent was Rude
	9/05/03
	OPR rude.
	9/05/03
	OPR coached on professionalism.

	Problem Answer Machine
	9/09/03

9/22/03
	OPRS did not follow instructions of voicemail retrieval.  

OPR erased voicemail messages
	9/09/03

9/22/03
	No OPR numbers provided.  Unable to follow up with OPRS.

OPR coached on proper voicemail procedures.

	Garble Msg
	9/04/03
	Customer complained about receiving garble.
	9/04/03
	Suggest turning off turbo code to reduce garble.

	Carrier Of Choice
	9/04/03

9/10/03

9/19/03

9/21/03

9/22/03
	Caller billed by wrong long distance carrier.  .

OPR did not ask for a carrier.  

Caller billed by wrong long distance carrier.  

Caller billed by wrong long distance carrier.  

Caller billed by wrong long distance carrier.  
	9/4/03

9/30/03

9/30/03

9/22/03

9/23/03
	Caller Profile set up for caller

Caller refunded for charges and profile updated

Correct carrier is on profile.  Caller refunded for the charges

Caller Profile set up for caller

Caller Profile set up for caller




October of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Didn’t Follow Cust. Inst
	10/02/03
	OPR not following instructions.
	10/02/03
	OPR reminded to follow customer instructions.

	Agent Disconnected Caller
	10/15/03
	OPR disconnected.
	10/15/03
	No OPR number provided.  Unable to follow up with OPR.

	Problem Answer Machine
	10/27/03

10/29/03
	OPR unable to retrieve voicemail messages.

OPR and SUP unable to retrieve voicemail messages.
	10/27/03

10/29/03
	OPR coached on proper voicemail retrieval procedures.

Reminder in weekly memo to all OPRS on proper voicemail procedures.

	Other Tech.
	10/08/03

10/23/03
	Unable to place an international call.

Receives recoding that states the line he/she is calling from has been disconnected when placing a long distance call.
	10/10/03

10/24/03
	Trouble Ticket opened and resolved.

Trouble Ticket opened and resolved




November of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Didn’t Follow Database Inst.
	11/01/03

11/02/03

11/17/03
	OPR not following callers speed dial list.

OPR not following callers speed dial list.

OPR not following profile to type slow.
	11/01/03

11/02/03

11/02/03
	No OPR number given.  Unable to follow up with OPR.  Reminder in weekly memo to all OPRS to check Speed Dial Lists.

OPR coached on speed dial procedures.

No OPR number given.  Unable to follow up with OPR.  Reminder in weekly memo to all ORPS to follow profiles.



	Recording Feature Not Used
	11/14/03

11/20/03
	OPR did not follow correct recording procedures.

OPR did not follow correct recording procedures.
	11/14/03

11/20/03
	OPR coached on proper procedure for recordings.

OPR coached on proper procedure for recordings

	Problem Answer Machine
	11/18/03
	OPR erased voicemail messages.
	11/18/03
	OPR coached on proper voicemail retrieval procedures.

	Garble Msg
	11/14/03
	Caller complained about receiving garble.
	11/14/03
	Unable to read what was type due to garble.

	Other Tech.
	11/21/03
	Caller trying to call Repairs, but reaches a recording that states you must dial the area code first.  OPRS did dial the area code.
	1/15/04
	Trouble ticket opened and resolved.  OPRS required to dial a 800 number for Repairs.


December of 2003

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Didn’t Follow Database Inst.
	12/09/03
	OPR not following Caller Profile.
	12/9/03
	Verified profile for long distance carrier.  No OPR number given.  Unable to follow up with OPR.  Reminder in weekly  memo to follow profiles.

	Didn’t Follow Cust. Inst
	12/03/03
	OPR did not follow instructions.
	12/03/03
	OPR followed correct relay procedures.

	Poor Voice Tone
	12/07/03
	OPR not clear in relaying email address.
	12/07/03
	OPR coached on proper method of voicing email addresses.


January of 2004

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Agent was Rude
	1/30/04
	OPR rude.
	1/30/04
	OPR coached on professionalism.

	Other
	1/14/04
	Customer received the same OPR three times and did not receive a response from OPR.
	1/14/04
	OPR forgot to log out of console.  OPR spoken to on proper procedures.

	Line Disconnected
	1/08/04
	Customer spoke on hold by OPR and then got disconnected.
	1/08/04
	May have been a technical error.

	Garble Msg
	1/16/04

1/21/04

1/26/04
	Caller complained about receiving garble

Caller complained about receiving garble

Caller complained about receiving garble


	1/16/04

1/21/04

1/26/04
	Suggested typing ABC123 to reduce garble.

Informed caller that she is receiving environmental garble due to background noise.

Informed caller that she is receiving environmental garble due to background noise.

	Other Tech.
	1/06/04

1/10/04
	Caller was trying to place Relay calls, but kept getting a fast busy.

Caller was unable to make long distance calls.
	1/06/04

1/14/04
	All OPRS reminded in weekly memo to press the regional button when receiving a fast busy.

Trouble ticket opened and resolved.




February of 2004

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Other Tech.
	2/12/04

2/12/04

2/26/04
	Caller profile not working.

Caller was using a Wisconsin cellphone in MA.  He/she was unable to place calls through MassRelay.

Caller profile not working.
	2/16/04

2/12/04

3/4/04
	Customer had a block on her line with the phone company that prevented it from being profiled.  Block removed by phone company and profile updated.

Informed caller that the call must originate or terminate in MA to use MassRelay.  Suggested dialing the 800 number for Wisconsin Relay.

Customer has RCN as local carrier and calls alls to 7-1-1 are routed to one number.  Suggested dialing 800 for Relay so profile will work.


March of 2004

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Typing Speed Accuracy
	3/29/04
	OPR slow typing.
	3/29/04
	OPR required to attend remedial typing.

	Agent was Rude
	3/05/04

3/19/04
	OPR rude.

OPR rude.
	3/05/04

3/19/04
	OPR coached on professionalism.

OPR coached on professionalism

	Garble Msg
	3/22/04
	Caller complained about receiving garble from OPR and then being disconnected on because OPR could not read him/her.
	3/22/04
	OPR coached on correct polices and procedures.


April of 2004

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Agent was Rude
	4/02/04

4/15/04
	OPR rude.

OPR rude and unprofessional.
	4/02/04

4/15/04
	OPR coached on professionalism.

OPR coached on professionalism

	Database Not Avail
	4/17/04
	Customer profile not working.
	4/20/04
	Updated caller profile.

	Other Tech.
	4/20/04
	VCO user complained that people could not hear her.
	4/20/04
	Test calls were made to check VCO.  VCO was working.

	Carrier Choice
	4/19/04
	Customer billed by wrong long distance carrier.
	5/3/04
	Customer reimbursed for charges.


May of 2004

	Category
	Date of Complaint
	Nature of Complaint
	Date of Resolution
	Resolution



	Didn’t Follow Database Inst.
	05/03/04
	OPR did not follow caller profile.
	5/03/04
	No OPR number given.  Unable to follow up with OPR.  Reminder in weekly memo to all OPRS to follow caller profiles.

	Line Disconnected
	5/10/04

5/28/04
	OPR disconnected on caller.

Caller lost connection with OPR and called party on long distance call.  Caller does not want to pay for charges.
	5/10/04

5/28/04
	Technical error on console.

Console froze and OPR was unable to type to either party.  Console Rebooted.  Suggested mailing complete copy of bill to Customer Service for a credit.

	Garble Msg
	5/01/04
	Caller complained about receiving garble.
	5/01/04
	Suggested typing ABC123 to reduce garble.
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