
Louisiana Relay Service

Complaint Log Summary
6/1/01 to 5/31/02


Service Complaints--CA 
Customer stated that CA disconnected his call after making several calls.

Hung Up on Caller

Inquire Date
12/30/01

Record ID
6087

Call Taken By
Supervisor
Customer Service Representative apologized for the inconvenience and informed the customer that someone 
will investigate the situation and return his call.  It was determined that the CA was having technical difficulties and the call was disconnected.

CA Number
1100


Responded By
Donte
The CA was counseled on proper procedures for documenting technical problems and disconnecting relay calls.  The caller was later informed and was satisfied with the resolution.

Response Date
12/30/01


Resolution 
12/31/01


Service Complaints--CA 
Customer complained that the CA disconnected during her conversation.

Hung Up on Caller

Inquire Date
8/21/01

Record ID
5528

Call Taken By
Lead CA
Customer Service Representative apologized for the inconvenience and informed customer that a supervisor 

will discuss this with the CA involved. The supervisor discussed the incident with the CA and the CA 

CA Number        1268F
explained that she did not disconnect the customer.  The CA said that after she explained relay to the voice 

Responded By
Shannon
user, the voice person hung up.  The CA then sent CTRL P (the hot key that says hung up) and waited for 

Response Date
8/21/01
instructions from the TTY user.  The CA then completed an observation sheet immediately after the call.  It 

Resolution          8/21/01
was determined that the CA followed the correct procedure.  The TTY user thought the CA had disconnected 




the call when actually the called party simply hung up.  


Service Complaints--CA 
The customer complained that the CA disconnected his long distance conversation.  The two parties had 

Hung Up on Caller
been talking for approximately 20 minutes when the call was disconnected.  The customer said he does not 

want to use relay again until he understands what happened.

Inquire Date
11/1/01

Record ID
5865

Call Taken By
Customer Service 
Customer Service Representative apologized and assured customer that we will investigate the matter and 

return his call.  It was determined that the CA had disconnected the call.  The CA was retrained on the proper 

CA Number
1172M
procedure for disconnecting calls and received disciplinary action.  Customer was informed of problem and 


Responded By
Deborah
resolution.


Response Date
11/1/01


Resolution 
11/4/01

Service Complaints--CA 
Customer called to complain that she had called the relay three times.  The CA disconnected her so she 

Hung Up on Caller
called back in and got another CA who also disconnected her call.

Inquire Date
12/4/01

Record ID
6018

Call Taken By
Supervisor
The supervisor apologized and assured the caller that the CAs involved would be counseled.  The supervisor 

determined via call detail records that the first CA had never received this call.  The second CA did follow 

CA Number
1163M
proper call procedures as the originator disconnected the call before the CA responded.

Responded By
Sheryl

Response Date
12/4/01

Resolution 
12/6/01


Service Complaints--CA 
Customer stated that the CA disconnected his call.

Hung Up on Caller

Inquire Date
4/6/02

Record ID
6463

The supervisor apologized and informed the customer that the CA would be counseled and that a customer


Call Taken By
Supervisor
service representative will return his call.  It was determined that the CA’s keyboard locked up during the call 


CA Number
1198F
and the call had to be disconnected by a supervisor.  An Observation Sheet had been completed to document



this call as required.  The customer was notified and was satisfied with the resolution.

Responded By
Donte


Response Date
4/6/02

Resolution 
4/7/02


Service Complaints--CA 
Customer was upset because the CA disconnected her call.

Hung Up on Caller

Inquire Date
4/16/02

Record ID
6491

The supervisor apologized and informed the customer that the CA would be counseled. The customer said 


that a return call was not necessary.

Call Taken By
Supervisor




CA Number
1206FT
It was determined that the CA had followed proper procedures for closing the call and that the CA did wait for 


further instructions from the TTY user.  There was no response from the customer so the CA raised her flag for a supervisor to disconnect the call.

Responded By
Sheryl/Derek


Response Date
4/16/02


Resolution 
4/16/02


Service Complaints--CA 
Customer stated she called the relay several times around 3:00 p.m. and the CAs were disconnecting

Hung Up on Caller
her calls.

Inquire Date
5/10/02

Record ID
6557
The supervisor apologized and requested additional information in order to determine what happened.  The supervisor also inquired if the customer wanted a return call, which was declined.  Supervisor thanked the caller and the CA continued with her relay call. 

Call Taken By
Supervisor


CA Number
It was determined that the customer disconnected the call before the CA sent the greeting on the first relay

Responded By
Sheryl
call.  On the second call, the CA sent the greeting, but the customer disconnected the call.  The customer did




not wait long enough for either of the greetings to be transmitted to her TTY.

Response Date
5/10/02


Resolution 
5/13/02


Service Complaints--CA 
Customer complained that the CA's typing was very poor and requested that the CA be counseled on the 

Typing
importance of typing accuracy to ensure that TTY users understand all typed messages.

Inquire Date
3/26/02

Record ID
6426

The customer service representative apologized and thanked the customer for the information.  The CA was 

Call Taken By
Customer Service 
counseled and sent to typing training.  The Quality Assurance Supervisor is closely monitoring this CA's




typing skills.

CA Number
1187M

Responded By
Henry/Dee
The CA's current typing speed on record is 64 WPM with 90% accuracy. 

Response Date
3/26/02

Resolution 
3/28/02


Service Complaints--CA 
Customer complained that the CA did not type the answering machine announcement clearly on a long 

Typing
distance call.

Inquire Date
11/15/01

Record ID
5945

The customer service representative apologized and assured the customer that the situation would be 


discussed with a supervisor.  The CSR offered a return call, which the customer declined. 


Call Taken By
Lead CA


CA Number
1268F
The CA explained to the Supervisor that she used the recording feature and replayed the recording several 


times because the message was unclear.  There was a lot of static and the voice was very low and monotonic.

Responded By
Sara
The CA had informed the user that the message was difficult to understand.  It was determined that the CA 




did follow the correct procedures.

Response Date
11/15/01


Resolution 
11/16/01
The CA’s current typing speed on record is 81 WPM with 92% accuracy. 

Service Complaints--CA 
The customer stated she was unable to understand the CA's typing because there were no spaces

Typing
between the words.

Inquire Date
5/5/02

Record ID
6532

The supervisor apologized and asked the customer for the CA number.  The customer did not have it.  

Call Taken By
Supervisor
The customer service representative explained the need for a CA number in order to address this complaint.

CA Number
The customer understood and said she would get back to CS with the information.  The customer has not

Responded By
Fredie/ Amy
yet provided this information.

Response Date
5/5/02

Resolution 
5/10/02


Service Complaints--CA 
The customer was having trouble reading because the CA was typing too fast for her to read the telebraille.

Typing Speed

Inquire Date
2/4/02

Record ID
6218

The customer service representative provided information regarding slow typing to the customer. 

Call Taken By
Lead CA
The CSR suggested if a CA was typing too fast that the customer can ask a CA to slow down at any time.  

CA Number
1250
The customer did not want a return call.  

Responded By
Derek
The CA involved explained that, at the beginning of the call, the customer stated that she was typing too 





slowly.  The CA stated that she typed a bit faster but the customer complained that she was now typing too 


Response Date
2/4/02
fast.  The CA then called for a supervisor.  The CA was coached on adapting typing speeds to the needs of 




the relay user.

Resolution 
2/6/02
CA's current typing speed on record is 73 WPM with 92% accuracy


Service 
The customer inquired why it took so long for the relay to answer.

Complaints--Ringing/No 

Answer

Inquire Date
2/10/02

Record ID
6256

The customer service representative requested additional information because LRS was not experiencing 


high traffic volumes at the time of the complaint.

Call Taken By
Lead CA
The customer did not want to share any additional information and said that she would call back if the problem 




continued.

CA Number


Responded By
Derek Williamson
2/10/02 – LRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered 

Response Date
2/10/02
within ten seconds.  (92% of calls were answered within 10 seconds on this day.)

Resolution 
2/10/02

Service 
The customer stated that they tried to call relay several times using both 7-1-1 and the 800 number between 

Complaints--Ringing/No 
5:00 p.m. and 5:30 p.m. and did not receive an answer.

Answer

Inquire Date
5/16/02

Record ID
6575

The customer service representative apologized and explained that LRS was experiencing high call volume.


The CSR suggested that the customer stay on the line for the next available CA.

Call Taken By
Lead CA
Upon further investigation, the supervisor determined that only two calls had reached the relay

CA Number
within the time frame given.


Responded By
Derek
The first call was disconnected by the originator after the CA sent the greeting.  The second call was 




processed as to be expected.


Response Date
5/16/02




Resolution 
5/21/02
5/16/02 – LRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered 




within ten seconds.  (95% of all relay calls were answered within 10 seconds on this day.)

Service 
The customer inquired why there was no answer from relay after holding for 9 minutes.

Complaints--Ringing/No 

Answer

Inquire Date
9/12/01
The customer service representative apologized and explained that LRS was experiencing high call volume.


The CSR suggested that the customer stay on the line for the next available CA.  The customer declined a 


return call.

Call Taken By
Customer Service 


CA Number

Responded By
Deborah
9/12/01 – LRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered 

Response Date
9/12/01
within ten seconds.  (92% of all relay calls were answered within 10 seconds on this day.)

Resolution 
9/12/01


Technical Complaints--HCO
An HCO customer was experiencing technical difficulty with his TTY equipment.  The HCO user could 

Break-Down
hear the CA talking but the CA was unable to read what the HCO user had typed.

Inquire Date
7/25/01

Record ID
5410

The supervisor asked a series of questions and discovered that the caller had never used relay before and

Call Taken By
Supervisor
had accessed relay via 7-1-1.  The supervisor explained that when using 7-1-1, the CA would try to connect in 

CA Number
voice first.  The supervisor suggested that when the CA answers, to hit the space bar on the TTY which will 

Responded By
Mila
send tones to the CA. The CA will connect in TTY, and the caller can then request HCO.  The customer 




completed a Customer Profile and now his connection mode will be automatic. The caller was satisfied.

Response Date
7/25/01


Resolution 
7/27/01

