
Iowa Relay 2015 FCC TRS Complaint Report 6/1/2014 to 5/31/2015
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Date

Resolution Category

160019 8/12/2014 19:19 Dawn Dawn
Customer stated unable to receive any typing from incoming 
calls. Outgoing calls are fine. 8/20/2014

Customer Service placed a test call; unsuccessful. Customer 
Service did receive an answering machine and left a message 
directing the customer to their telephone provider for assistance 
with incoming calls to their line. There has been no further contact 
with the customer.

Technical Complaints - Tech Issues 
VCO/2LVCO Problem

586292 8/14/2014 17:48 Tina Tina
Customer inquired if the last call they made through Relay was 
billed long distance. 8/14/2014

Customer Service referred the customer to their telephone service 
provider for further questions in regards to their bill. Customer 
understood.

Technical Complaints - Long 
Distance/Billing Issues

522475 9/2/2014 15:18 Tyna Tyna

Customer requested to set up a profile; however, the customer's 
long distance provider is not a participating carrier with the 
Relay.

Customer Service apologized to the customer and explained that 
their provider was not a participating provider with Relay.  
Customer Service set  up a temporary workaround profile so the 
customer would be able to make long distance calls.  Customer 
Service contacted the provider and sent the LOA form in order to 
become a participating provider.  Awaiting carrier.  As of 
9/30/2014 carrier is still not participating with Relay.

Technical Complaints - Carrier Choice 
not Available

614880 10/21/2014 11:34 Carey Carey

Representative from a Prison/Inmate facility stated they have 
been unable to place a long distance call through Relay.  
Representative requested to speak to Customer Care 
Supervisor. 11/13/2014

Customer Care apologized and stated the Supervisor was not 
available but would return a call.  Customer Care Supervisor 
returned a call; left a message.  Customer returned a call to 
Customer Care stating there was an issue with their local provider 
and this issue has been resolved.  Customer was satisfied.

Technical Complaints - Long 
Distance/Billing Issues

848517 12/5/2014 12:04 Tina Tina
Customer is calling from a Prison Facility and states they are 
not connecting to a CA. 12/19/2014

Customer Care discovered the customer is using 7-1-1 and 
explained that if this number is not properly translated in their 
facility they may have an error. Customer Care requested the 
customer attempt a call using the toll free number. Customer was 
going to attempt the call and call back to Relay. There has been 
no further contact from the customer. External Complaints - Miscellaneous

991584 12/31/2014 12:15 3033 Tyna Tyna Customer stated the CA did not follow policy/procedure. 12/31/2014

Customer Care apologized and forwarded information to 
management. Management discovered the CA followed proper 
reconnect procedures. Customer was notified.

Service Complaints - Didn't Follow 
Policy/Procedure

161870 2/8/2015 13:32 Dawn Dawn
Customer stated they have been receiving suspicious telephone 
calls through the Relay. 2/8/2015

Customer Care suggested that the customer contact their local 
telephone company or report the incident to law enforcement. 
Customer Care explained that if the customer contacts law 
enforcement then law enforcement may issue a court order. At 
that time call information may be released to the Court. Customer 
Care also advised there are no records retained of 
conversation(s). Customer understood.

Service Complaints - 
Suspicious/Harassment Call

967168 3/30/2015 21:17 Scott Scott

Customer stated that people calling them through Relay are 
experiencing a loud screeching on the phone. The VCO user 
stated they are experiencing garbling when placing calls through 
Relay, but the customer believes that maybe their equipment is 
causing the garbling. 4/1/2015

Customer Care apologized and advised information would be 
forwarded to the technical department. The technical department 
was unable to determine any connection issues through Relay. 
Customer Care attempted to contact this customer back at the 
number provided but has been not successful. There has been no 
further contact from the customer regarding this issue.

Technical Complaints - Tech Issues 
VCO/2LVCO Problem

848086 4/10/2015 17:04 Tyna Tyna
Customer stated they are not able to dial specific numbers 
through Relay. 4/10/2015

Customer Care attempted to do troubleshooting with the customer; 
but they could not read Customer Care due to garble. Customer 
disconnected. Service Complaints - Miscellaneous

Hamilton Relay, Inc.
1


