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Relay Nevada 2015 - 2016 FCC TRS Complaint Report

June 2015 - May 2016
Call Type |C0H  [Cal Dateof .
Inguiry 1D Inquiry Date ICA/Opr # Taken |[Responded [Description of incident ] Description of Resolution Category
fo GC By By Resolution : i
*Customer stated the Supervisor came Customer Care apologized and stated information would
on the line and had a convarsation be forwarded to management. Information was forwarded
with their called party. Customer to the technical department; but without call details no ;
Seott wanted convarsation relayed by the information could be located in regards to the csll the Service Complaints -
086632 6/4/2015 (Supervisor) |HCO Jenn Jenn OPR not the Supervisor. 6/4/2015 customer was referring too. Customer was notified. {Miscellanecus
Customer Care apologized and stated that the OPRs
would enly ba able to place a secondary call if the
customer provided the number to dial, as information
could not be retained from one call to the next when
using HCO. Customer Care stated information would be
*Customer states the OPRs are forwarded to management and the technical depariment.
hanging up their caller after the information was forwarded to the technical depariment;
customer gives a GA SK and also the but without call details no information could be located in
QOPRs will not call a felephone number regards to the cafl the customer was referring too. Service Complaints -
984302 6/17/2015 HCO Tyna Tyna given by a calied parly, 8117/2015 Customer was notified. Miscellaneous
Customer Care apologized and acquired cafl detail
information. Information was forwarded {0 the technicsal
depariment in attempts to locate the OPR D number,
The technical department discovered the OPR ID and
information was forwarded to management. OPR Service Complaints -
*Customer stated the OPR did not received refresher training in regards fo this issus. Didn't Follow
966371 6/21/2015 9285 HCO Carey {Carey follow policy/procedure. 71812015 Customer was satisfiad. Policy/Procedura
Customer Care apologized and stated information would
be forwarded to management. Information was forwarded
to the technical depariment; but without call details no Service Complaints -
*Customer stated the OPR did not information could be lacated in ragards to the call the Didn't Follow
5035167 71212015 HCO Dan Dan follow palicy/procedurs, B/23/2015 customer was refarring too. Customer was notified. Policy/Procedure
Customer Care apologized and stated information would
*Customer stated OPR typed "HCO be forwarded to management. Informaticn was forwarded
ON" but did not speak and supervisor to the technical department; but without call defails no Technical Complaints -
told the customer there was a information could be located In regards to the cali the Tech Issues
6003451 71512015 HCO Tyna Tyna tachnical problem. 8/24/2015 customer was referring too. Customer was notified. HCO2LHCO Problem

Hamilton Relay, inc.
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Relay Nevada 2015 - 2016 FCC TRS Complaint Report

June 2015 - May 2016
Call Type |[S2  jCal Date of
Inquiry ID fnquiry Date [CA/Opr# Taken [Responded [Description of Incident . Description of Resolution Catagory
to CC oy By Resolution .
Customer Care apologized and acguired call detai
information. information was forwarded to the technical
department; which verified the CA had processed the

*Customer stated the OPR did not call. Information was forwarded to management and CA

explain Relay to the party they ware recelved refresher training in regards to this issue. Service Complaints -
110232 71612015 HCO Dan Dan calling. 8/11/2015 Customer was satisfied. Migcellaneous

*Customer stated when dialing 7-1-1 Customer Care placed a test call; which was succassful.

they are not getting through to Relay. Customer Care suggested the customer try dialing the foll

- Customer requested Customsr Care free number and providad that number. Customer Service Complaints -

124613 7662015 HCO Dan Dan place a test call to Relay for them. 71612015 disconnected. Miscellaneous

Customer stated their client is having

technical issues with their Relay Customer Care referred the customer to Deaf and Hard

equipmant and reguested information of Hearing Advocacy Resource Center and provided their | Technical Complaints -
507951 71512015 Email Pan Dan on getting the equipment repaired. 711512015 telephone number. Customer was satisfied. |Miscellangous

Customer stated they are a VCO user Custorner Care apologized and provided troubfeshooting

and they are calling someone who is a tips to help resolve the issue which were successful,

TTY User and their called party is not Customer stated they would calt back if they had any Technical Complaints -
710030 8M14/2015 VCO Jenn Jenn racaiving their type. 8/18/2015 further issues. Customer was satiafied. Miscsllaneous

Customer sfated had recently moved

and they have the same telephone Customer Care referred the customer fo their telephone

number but they are expariencing service provider {o check the lines regarding no dial fone

problems with their tefephone service and also advised the customer of the crackling naise on  [External Complaints -
664312 81712015 VCO Tyna Tyna as they have no dial tone. 91712015 the line, Customar was satisfied. Miscellansous

Customer Care suggested that the customer contact their
1!00&1 telephone company or report the incident to law
anforcement. Customer Care explained that If the
customer contacts law enforcemant then faw

Customner stated they have been enforcament may issue a court order, At that time call Service Complaints -

receiving suspicious telephona calls information may ba released to the Court. Customer SuspiciousfHarassmen
238119 10/26/2015 Vaice Tyna Tyha through Relay. 10/26/2015  |understood. t Gall

Hamilton Relay, Inc.
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Relay Nevada 2015 - 2016 FCC TRS Complaint Report

June 2015 - May 2016
Call T Cal Call Date of
Inquiry ID Inquiry Date |{CA/Opr # all 1¥Pe lraken Responded  [Description of Incident ate o Description of Resolution Category
to CC By By Resolution .
*Customer stated when reaching the
Relay Service the OPRs are accusing
the customer of typing before they Customer Care apologized and stated information would
send a "GA". Customer stated the be forwarded to managemant. information was forwarded
Supervisors are on the OPRs side and to the technical department; but without ca!l details no
the customer is looking into using information could be located in regards to the call the Service Complaints -
691822 111612015 HCO Jann Jenn another Ralay Service, 11/6/2015 customer was referring to. Customer was nofified. Miscellansous
Custorner Care apologized and acquired call detail
information. Information was forwarded to the technical
*Customer stated the OPR iaciured deparimeny; which could not locate the call the custemer [Service Complaints -
146495 111272015 9170 TTY Dan Dan them on waiting for the "GA". 11/20/2015  |was referring too. Customer was notified. Miscellaneous
*Customer stated that the OPR Customer Care apologized and acquired call detait
interfered with their call by instructing 1information. Information was forwarded to the technical
the HCO user to wait for the GA department; which discovered the OPR processing the
before baginning ta type thair call folfowed propar procedurs when instructing a
response. Customer stated that they customer to walt for the GA to be typed. information was
were rot typing before the GA was forwarded to management, but the CA did not recaive Service Complaints -
70034420 12/10/2016  |9357 HCO Carey  |Carey sent. 1132016 |refresher training. Customer did not request notification. IMiscallaneous
Customer Care apologized and acquired call detail
Customer stated when using Relay Information. Information was forwarded to the tachnical
thay are unable to connect properly to department. Technical determined the opsrator was able
a phone number that can be reached {to connect, but that they received a busy signal, Technical Complaints -
2054774 2i22/2016 TTY Jann Jenn by other people not using Relay. 2123120186 Customer was notified. Miscelianeous
Customer Care apologized and stated information would
be forwarded to management. Infermation was forwarded
to the technical depariment; but without call details no Servica Complaints -
*Customer stated the OPR did not information could be located in regards to the call the Didn't Follow
331957 2/26/2016 HCO Janelle |[Janelle follow palicy/procadure. 2/26/2016 customer was referring to. Customer was notified. Policy/Procedure
Customer Care apologized and stated information would
be forwarded to management. Information was forwarded
to the technical department; but without call details no
Cusiomer stated the CA was information could be located in regards to the call the Service Complaints -
160427-000101 412712016 Volce Dan Dan Jinterfering with their call. 4/27/2018 customer was referring to. Miscellaneous

Hamilton Relay, Inc.
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Relay Nevada 2015 - 2016 FCC TRS Complaint Report

June 2015 - May 2016
' Call Type Call Cail Date of '
Inquiry 1D Inquiry Gate {CA/Opr # t Taken |Responded [Description of Incident . Degcription of Resolution Category
o CC 1By By Resolution
Customer Care apologized and acquired call detail
Customer stated OPRs and information. information was forwarded to the technical
Supervisor are typing and confusing department; technical determined the OPR followed Service Complaints -
160527-000093 512712016 HGCO Tyna Tyna inbound and outbound conversation.  [5/31/2016 proper procedure. Miscellaneous
Customer Care apologized and stated information would
be forwarded to management. Information was forwarded
ta the technical department; but without call details no
1inrormalion could be located in regards to the call the
customer was referring to. Customer Care forwarded the
Customer stated they are being told information to the Nevada Outreach Coordinator to assist |Sarvice Complaints -
160531-000105 5/31/2016 HCO Dan Dan they are typing whan they are not. 5/3112016 the customer in resolving the issue, {Miscelianeous

Hamiiton Relay, Inc,
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