Mark,

I am reporting Robert Perterson, he came on to the line demanding we call MCO for something that is in the note. Repeated the notes in netway for the agent and he refused to take that as an answer and tried push the call on to the Mentors because he no longer wanted to handle the call. The agent also put me on hold and turned the call in to a sup call. Then he brigded the customer in with out even allow me to pull up anything again. So the customer heard me repeatedly tell the agent to hold on instead of just push the call off on to the mentors.

The agent caused an escalation that he could of handled and was very rude in return with demanding things that where already in netway. He couldn’t of handle his call better and not caused a supervisor call and demanded that the mentors did as he wanted.

