Frances Koncilja, Commissioner
Department of _ Glenn A. Vaad, Commissioner
Regulatory Agencies Doug Dean, Director

Public Utilities Cormmussion

‘ c o L o R A D O Joshua B. Epel, Chairman

Joe Neguse, Executive Director
John W. Hickenlooper, Governor

Colorado Public Utilities Commission
1560 Broadway, Suite 250
Denver, CO 80202

June 24'", 2016

Marlene H. Dortch

Federal Communications Commission
445 12th Street, SW

Room TW-A325

Washington, DC 20554

RE: CG Docket # 03-123
Colorado TRS and CapTel Services for individuals with hearing or speech loss: Consumer Complaint Log
Summaries from July 1, 2015 to May 31, 2016 pursuant to 47 C.F.R. 64.604(c)(1)(ii).

Dear Ms. Dortch,

Please find the Telecommunication Relay Service Annual Consumer Complaint Log Summaries from the State of
Colorado. The attached memorandum also details the supplemental information not provided by Colorado’s TRS
provider that the State wishes to include in the annual log summaries.

If | can be of further assistance, you can reach me via the contact information below. Thank you.

Sincerely,

Pyl ety

Holly Bise

State Relay Administrator

Colorado Public Utilities Commission
holly.bise@state.co.us
303-894-2024

1560 Broadway, Suite 250, Denver, CO 80202 P 303.894.2000 F 303.894.2065 www.dora.colorado.gov/puc
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June 21, 2016

Holly Bise

State Relay Administrator

Colorado Public Utilities Commission
1560 Broadway, Suite 250

Denver, CO 80202

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Bise,

Sprint has provided you the following information to support your filing with the FCC for the
State of Colorado:

e An annual Complaint Log which includes complaints received between June 1, 2015 and
May 31, 2016 with the date of complaint, the nature of the complaint, the date of its
resolution, and an explanation of the resolution.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a log
of all consumer complaints that allege a violation of the federal minimum standards for
Telecommunications Relay Services and is providing you with a summary to file with the FCC.
You must reference to the CG Docket 03-123 in the subject line, as done above.

In its Public Notice, the FCC requests information concerning the total number of interstate relay
calls by type. This information is not currently required by the Rules, and the FCC cannot
impose additional reporting requirements absent a rulemaking and absent approval from the
Office of Management and Budget. In fact, the staff has informed Sprint that the provision of
call volume data will be voluntary. Thus, you are not required to provide the number of relay
calls with your reports and your submission will be considered to be in compliance with the
Rules without such information.

Sprint has decided to provide information to the FCC concerning the number of interstate calls.
However, Sprint will do so under seal since call volume information is proprietary and
confidential. Sprint believes that the more relevant number for comparison with the total
number of complaints is the total number of outbound calls.

State Complaint Log Summary filings must reference CG Docket No. 03-123. Submissions
may be filed in one of two ways: (1) by using the Commission’s Electronic Comment Filing
System (ECFS), or (2) by filing paper copies.

= Electronic Filers: Submissions may be filed electronically using the Internet by
accessing the ECFS: http://apps.fcc.gov/ecfs//. Filers should follow the instructions
provided on the website for submitting comments.




Sprint

Relay

= Paper Filers: Parties who choose to file by paper must file an original and one copy of
each filing.

Filings can be sent by hand or messenger delivery, by commercial overnight courier, or
by first-class or overnight U.S. Postal Service mail. All filings must be addressed to the
Commission’s Secretary, Office of the Secretary, Federal Communications Commission.

All hand-delivered or messenger-delivered paper filings for the Commission’s Secretary must be
delivered to FCC Headquarters at 445 12t St., SW, Room TW-A325, Washington, DC 20554.
The filing hours are 8:00 a.m. to 7:00 p.m. All hand deliveries must be held together with rubber
bands or fasteners. Any envelopes must be disposed of before entering the building.

= Commercial overnight mail (other than U.S. Postal Service Express Mail and
Priority Mail) must be sent to 9300 East Hampton Drive, Capitol Heights, MD
20743.

= U.S. Postal Service first-class, Express, and Priority mail must be addressed to
445 12" Street, SW, Washington DC 20554.

This is due to the FCC on or before Friday, July 1, 2016.

Obligation to Submit Contact Information and Notice of Substantive Changes in TRS Programs.

The FCC reminds certified state TRS programs, interstate TRS providers, and TRS providers
that have state contracts that they must submit to the Commission the name of a contact person
or office, or both, for the receipt of inquiries and complaints from consumers about the certified
state TRS program’s intrastate service or, as appropriate, about the TRS provider's service. The
submission must include, at a minimum, the name and address of the state or TRS office that
receives complaints, grievances, inquiries and suggestions; the voice, TTY, fax number, e-mail
address, and web address for that office; and the physical address to which correspondence
should be sent.

Should you have any questions concerning this report, please contact me.

Sincerely,

Kris Shipley
Customer Relations Manager
Colorado Relay

Attachments:
1) Log Sheets
2) FCC Public Notice
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COLORADO RELAY SERVICE
2015 - 2016 TRS FCC Annual Consumer Summary Log

June 2015 -

June 23, 2015
TTY

Received and handled at the New Castle Relay Center. Customer complained about difficulty in
reaching Relay Customer Service. Provided apology and offered to connect to Customer Service.

July 2015 - Transition to new relay provider effective July 1, 2015.
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C o L O R A D O Joshua B. Epel, Chairman

Frances Koncilja, Commissioner
Department of Glenn A. Vaad, Commissioner
Regulatory Agencies Doug Dean, Director

Public Utilities Commission ; .
Joe Neguse, Executive Director

John W. Hickenlooper, Governor

MEMORANDUM
TO: Marlene Dortch. Commission Secretary
FROM: Holly Bise, State Relay Administrator
DATE: June 24, 2016
RE: Supplemental Complaint Logs re: CG Docket No. 03-123

The Colorado State Relay Administrator understands as a telecommunication relay service program Colorado is
required to collect, maintain, and submit, to the Federal Communications Commission, annual consumer complaint
logs that allege violations of the federal TRS mandatory minimum standards.

Via the State’s past and current TRS provider we have complied logs deemed as minimum standard
complaints. In an effort to remain transparent with Colorado consumers, we are including supplemental
information that includes a log of complaints, received by the Colorado Public Utilities Commission that
are not categorized as a violation of TRS mandatory minimum standards.

The following information includes complaints not deemed as a TRS mandatory minimum standards
pursuant to 47 C.F.R. 64.104(c)(1)(i).

1560 Broadway, Suite 250, Denver, CO 80202 P 303.894.2000 F 303.894.2065 www.dora.colorado.gov/puc
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Complaints Received at the Colorado Public Utilities Commission

November 2015

A customer filed an online complaint against IP Relay Services.

Category: Other

Escalation: Received by the Colorado Public Utilities Commission Consumer Affairs
Resolution: The customer was advised that the COPUC did not regulate IP Relay and referred to
e FCC:

Contact Closed: 2015, November 5

December 2015-February 2016

These were ongoing informal complaints made by the same customer over a period of several
months alleging that the Colorado TRS provider (current and former) and the COPUC were
discriminating against VCO customers by not providing services equivalent to that of a hearing
person.

Category: Other

Escalation: Received by the Colorado Public Utilities Commission Consumer Affairs
Resolution: Through certified mail the customer was informed that they may re-file a formal
complaint with the COPUC to address their complaint and open a proceeding for a formal
hearing before an Administrative Law Judge.

Contact Closed: 2016, February 4

1560 Broadway, Suite 250, Denver, CO 80202 P 303.894.2000 F 303.894.2065 www.dora.colorado.gov/puc




