
Record ID 

147555 

835603 

863802 

891823 

5029855 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CA nbr Call taken Responded by 
bv 

6191201415:19 NIA Dawn Dawn 

7/4/2014 12:05 N/A Ca rev Ca rev 

7/4/2014 13:02 NIA Dawn Dawn 

7/4/2014 14:58 NIA Ca rev Carev 

7/4/2014 17:41 NIA Dawn Dawn 

Inquiry 

Customer stiled lhey are unable to 
place a captiooed call. Customer 
stated that they are rec:eMng a OHCP 
messaoe on their screen. 

Customer stated they are unable to 
place a captioned call. Customer 
stated that they are receiving a OHCP 
messaoe on their screen. 

Customer stated they are unable to 
place a captioned call. Customer 
stated that they are rocoMng a OHCP 
messaae on their sawn. 

Customer stated they did not receive 
caotlons durlno their call. 

Customer stated they did not receive 
I rAntions dunno their caU. 

Hamilton Relay, Inc. 
1 

Resolution 
Date 

61912014 

7/412014 

717/2014 

7/4/20t4 

717/2014 

Resolution 

Custome< Se.vice re<X1mmended a <X1mplete Powe< Cyde; which 
restored service to the ohone. Customer was satisfied. 

Customer Selvice attempted to lrOutlleshoot; howevef the customer 
rafused to provide atT'f irlormation. Customer requested a ~-
Customer SeMee otren>d to take their contact information and have a 
manager retum their call. Customer diSconnected. Management was 
unable to return a can to the customer as they refused to provide any 
information. 

Customer Service recommended a complete Power Cycle; which 
restored service to the ohone. Customer was satisfiod. 

Customer disconnected before Customer Service COUid oblain any further 
information. There has been no further contact from the customer. 

Customer Service recommended a complete Power Cyde, but customer 
could not understand the Instructions. Customer had stated they would 
return a can to Customer Service when they had assistance. The<e has 
been no further contact from the OJstomer. 

Category 

Internet Caption 
Phone • T edl • 
General 

Internet Caption 
Phone • Tecll • 
General 

Internet Caption 
Phone· Tech· 
General 

Internet Caption 
Phone • Captions • 
NoCaotlons 

Internet Caption 
Phone • Captions • 
No Caotions 



Record ID 

298990 

5046605 

8078368 

900370 

727404 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

7/512014 14:15 NIA Brandon 

7/19/2014 14:05 N/A Carev 

8/2212014 15:58 NIA Tvna 

91112014 20:10 N/A Carev 

10/7/2014 8:55 N/A Ca rev 

Responded by 

Carev 

Ca rev 

Tvna 

Carev 

Ca rev 

Inquiry 

Customer reported that they -. 
unable to receive incoming calls and 
their Cap T et phone wil not ring; 
hOwever they could su<XGssfuly place 
outbound cans. 

Customer stated the captions were 
Slow or <lelaved our1n0 their call. 

A Representative was calling on behalf 
of the rustomer and stated the 
rustomer was not receiving captions 
durl~ their call. 

Customer left a voicema~ stating they 
did not receive captions during their 
cal. 

Customer stated they did no1 receive 
I r""lions durina their can. 

Hamilton Relay, Inc. 
2 

Resolution Resolution 
Date 

Customer Senlice contacted the a.istomer badt to provide basic 
lro<.bleshooting steps. The customer infonned Customer Senne. that 
they were able to resolVe the issue and me Caple! prone Is working 
property now. Customer stated they wil cal back rt they experience arry 

7/512014 further Issues. Customer was sabsfoed. 

Customer Senlice prolltded basic troubleshoot11g ~s to check the 
ir>temet connectfon. Customer staled that they would try rosottmg the 
phone and would dledl for a strong internet conneGtion. Customer stated 
that they will caft back ff further assistance was needed. Customer was 

7119/2014 satisfied. There has been no further contact from the customer. 

Customer Service provided troubleshooting tips to aSSISt with resolving 
the issue. Customer stated would provide this information to their 

8/2212014 customer. Customer was satisfl<Jd. 

Customer Service returned a call to the euslomer and the customer 
stated that the captions were working. Customer stated they will can badt 

911/2014 W lhev continue to e"""""nce an issue. Customer was satisfied. 

Customer Service attempted to troubleshoot; however, the rustomer 
stated they were unable to hear Customer Service. Customer stated they 
would call bacl< when someone is there to help them. There has been no 

10fl/2014 further contact from the rustomer. 

Category 

Internet Caption 
PhOne • T edl • 
General 

Internet Capllon 
PhOne • Captions • 
Slow or DeL-wM 

Internet Caption 
Phone • Captions -
No Caotions 

Internet Capion 
Phone - Captions • 
NoCaotions 

Internet Caption 
Phone • Captions -
Nof".•ntions 



Record ID 

459526 

488743 

488823 

528202 

326622 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

t 1/27/20t4 14: t7 NIA Tina Tina 

11127/2014 15:30 NIA Ca rev Ca rev 

11/27/2014 15:38 NIA r.- ca-

, 1127/2014 17:02 NIA T1na T01a 

1212/2014 1<4'.26 NIA Tvna Tvna 

Inquiry 

Customer stated they are nol receiving 
a dial tone to their C=Tel 840i. 

Customer stated captions stopped in 
the mlddle of their call. 

~tomer stated they are eJCperiencing 
sta1lc on the CaoTel 840i. 

Customer stated they are receiving an 
error lhal stales DNS Service Failed. 

Customer stated their mothefs Cap Tel 
lohone comnl<>lelv stor>nAd workina. 

Hamilton Relay, Inc. 
3 

Resolution 
Date 

11/27/2014 

11/2712014 

11127/2014 

2/20/2015 

1212/2014 

Resolution 

Customer Care discovered that the customer does not have standard 
telephone connection and recolvcs telephone signal through a modem. 
Customer did OOI have tile CapTel device plugged into tile modem. 
Customer Care <itected customer to their service provider. Customer 
was satisfied. 

Customer Care detE>1'11iled there was a loss in the customet's internet 
ccMection. Customer Care explained how to ched<. for an internet 
ccMedicn and reconnect the devlee. Customer recomected the device 
to n temet and the captions are now wort<ing proper1y. Customer was 
satisfied. 

Customer care explained that lhere are several things that could cause 
static a:id advised the customer to check the other phones irl the hOme as 
l may be an issue willl the telephone line& In the home. Custom• c-
also SQggested prugglng the CapTet device Into another lelephOne ]ad<. 
Customer cfosconnected befcn customer care coUd obt3in any tt.ther 
information. 

Customer Care explained the pllOne has lost ntemet comection: this is 
why caplions are not being recetVed. Customer Care provided 
troubteshooliOQ tips: which resolvod the issue Customer was satisfiod. 

Customer Care provided the toU-free phooe ,....mber for We~brec!ll 
Communications Inc. Customer Care also provided the HHC form to 
obtain a new phone. Customer was satisfied. 

Category 

Internet Caption 
Phone - External -
Miscdaneous 

Internet Caption 
Phone - External -
Miscellaneous 

Internet Caption 

Phone - External -
Miscellaneous 

Internet Caption 
Phone - External -
Miscellaneous 

Internet Caption 
Ph<>ne - Tech -
General 



Record ID 

365132 

665422 

300024 

607660 

607500 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

12/9/201412:15 NIA Carev 

121121201413:28 NIA Tvna 

12/2412014 9:00 NIA Jimmv 

121251201412:15 NIA Dawn 

1212512014 12:53 N/A Dawn 

Responded by 

Carev 

Tvna 

Jimmv 

Dawn 

Dawn 

Inquiry 

Customer stated captions stopped n 
Ille middle of their call. 

Customer stated they did not receive 
caotions durioo their call. 

Customer stated they are unable to 
lolace a caoUoned can. 

Customer stated there was a delay 
When conr>ec:tioo to the CA. 

Customer stated there was a delay 
when connectinQ to the CA. 

Hamilton Relay, Inc. 
4 

Resolution Resolution 
Date 

Cus10fllE!f" Care provided troull4eshooQlg tips. Customer was unable to 
attempt the troubleshOoting bps 11$ they were not near tlie Cap Tel device. 
Customer stated thal they wtH attempt to follow tile trouble StlOOting steps 
and wil call back if the iswes pel'Slsts. There has been no further contact 

1219/2014 from the customer. 

Customer Care prowled tr~ tips; to help resol'Je the ossue 
but the caller was not with the Cap Tel user and t..nSure of their set up. 
Customer Care also pro"1dad CTI toll-free access number. Customer 
stated they would can back if fl.tther asS1stance was needed. There has 

12/12/2014 been no further contact from the customer. 

Customer Care called back and left a voicemail for the customer to can 
116/2015 back. There has been no lur1her contact from the customor. 

Customer Care apologized and recommended a Power Cycle to reset of 
the phone. Custom&< stated they would reset the phone and caa back if 
further assistance was needed. There has been no further conlact from 
the customer. Calls were answered as 98% within 10 seconds for the 

12125/2014 ru.v. 

Customer Care apologiz.ed and stated informabon would be forwarded to 
management; Which <isoovered Cap Tel was In queue. Customer was 

1/612()15 satisfted. Cals were answered as 98% within 10 seconds for the dav. 

Category 

lnlemet C8pUOn 
Phone • Captions • 
stoo d.Jrino call 

Internet Caption 
Phone • CapUons • 
No Caollons 

Internet CapUon 
Phone · Tech 
Unable to Call 

Internet Captlon 
Phone-Mme< 
Time 

Internet Caption 
Phone • Answer 
Time 



Record ID 

621633 

399371 

399441 

589851 

145505 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

12/2512014 14:44 NIA Dawn Dawn 

1 /1/2015 20:00 NIA Dawn Dawn 

1/1/2015 20:08 NIA Dawn Dawn 

1"5/2015 14:59 NIA Carev C"""' 

2117/2015 14.41 NIA Tvna Tv= 

Inquiry 

Customer stated the<e was a delay 
Wllel1 c:onneclina to lhe CA. 

Customer stated they did nol receive 
captions dur1oo their can. 

Customer &tated they cid not receive 
capllons dunng thel' cal. Customer 
could not hur the Care 
R"""""""ative 

Customer stBted they did not receive 
I~ dur'nQ thei- cal . 

Customer stated the 800 Cap Tel 
phone Is not wor1<ing. They are able to 
make a cal and see the captions but 
they cannot hear nor can the caller 
hear them. 

Hamilton Relay, Inc. 
5 

Resolution 
Date 

12/25(2()14 

1/1/2015 

111/2015 

2/9/2015 

211712015 

Resolution 

Customer care apologized and recommended a Power Cycle to reset of 
the pllOne. Customer stated lhey would reset the phone and call back ff 
further assistance was needed. There has been no futtller contact from 
the customer. Cals were answered as 98% within 1 O seconds for the 

""" 

Customer care placed a test caU; which was unsuccessful. Customer 
Care referred customer to their telephone service provided. Customer 
was satisf.00. 

CUstomer Care attempted to prov1ded trouble shooting tips but the 
customer was~ to heat the Customer Care RepreseriaWe 
Customet disconnected. 

Customer Care sent ai e-mal with troubleshooting tips, howeva: thefe 
has been no further oontact from the customer ~~"""""this issue. 

Customer Care offered troubleshooting tips and was able to identify the 
customer received the Cap Tel 800i through a state program. Customer 
Care provided the toll-free access number to the TelecOmmunlcatloo 
Device Distribution PrOQram and transferred the customer. 

Category 

Internet Caption 
Phone - Answer 
rrme 

Internet Captlon 
Phone - Captions -
No Caotions 

Internet Caption 
Phone - Captions 
No r.-.tions 

Internet Caption 
Phone - Captions -
NoCaotions 

Internet Caption 
Phone - T e<:h -
General 



Record ID 

317662 

352218 

645380 

645785 

670614 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

316/2015 11 ·03 NJA Tvna Tvna 

3/t 8/2015 9:45 N/A Carev Ca rev 

415/20 t 5 13:04 NIA Dan Dan 

4/5/201514:39 NIA Dan Dan 

41512015 16:33 NIA Dan Dan 

Inquiry 

Customer stated technical prot:dems 
with CQP Tel phone as unable to hear a 

1 """"'n on a headset. 

Customer stated they did not receive 
caotlons durtno their can 

Customer stated they were not 
recelWlg captJons when lryV1g to place 
calls 

Customer stated the caption button on 
their device was not turning on and 
they were not receiving captions on 
their phone. Customer stated they had 
attempted basic troubleShooting steps 
and ther9 was not an issue with their 
Internet COMedio<l. 

Customer left a llCMcemaN sta1ing they 
are not receiving captions on the 
Cao Tel nhN>o. 

Hamilton Relay, Inc. 
6 

Resolution Resolution 
Date 

Customer Care attempted to gather Information and provide the too.tree 
31612()15 access romber for CTI but customer drsconneded. 

Customer Care provided trotJ>leSlloobng tips and discovered that me 
customer had lost their internet connection. Customer Care referred the 

311812015 customer to their internet service provider. Customer understood. 

A Supenlisor attempted to troubleshoot W(h the customer. l>ti the 
custorner was unable to heat them and ciscomected. Customer Care 
returned Ille cal, bu1 Cid not reaell lhe customer. Customer Care left a 
vocemail for the c:ustorner request#lg a cal back to Customer Care 

41612015 There has been no furthe< contad from the customer. 

Customer Care referred the customer to CTI and provided their telepllone 
4/5/2015 number. Customer was satisfied. 

Customer Care retume<1 a can to lhe customer. but had to leave a 
message for a call back. There has been no further contact from the 

•1512015 customer. 

Category 

Internet Caption 
Phone - Tech -
General 

Internet Caption 
Phone - External -
Miscellaneous 

Internet Caption 
Phone - Captions -
No Captions 

Internet Caption 

Phone - Captions -
NoCanNnns 

Internet Caption 
Phone - Captions -
No Caotlons 



Record ID 

700457 

481850 

482601 

135642 

192684 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CA nbr Call taken 
bv 

415/2015 19:06 NIA Dan 

4/1312015 19:20 NIA James 

4/28/201516:10 NIA Ca rev 

5/25/201513:13 N/A Can!V 

5125/2015 16:12 N/A Carev 

Responded by 

Dan 

James 

c,,,_ 

Carey 

Carey 

Inquiry 

Customer stated their device was stuck 
on -wartino to< ,..,.._,.. ••. 

Customer stated captions stopped In 
the middle of lhelr caM. 

Customer stated they did not receive 
captions during thei- cal. Customer 
discovered that their internet set11oce 
had been disconnected. 

Custome< stated they did not receive 
captions durino their cal. 

Customer stated the captions were 
slow or delav<>d durinn their call. 

Hamilton Relay, Inc. 
7 

Resolution Resolution 
Date 

Customer Care provided troul>leshoOOng ~ and advised the customer tc 
tty and place a call again. Custom« had to disconned in Older lo tty the 
cal again and stated they wOIAd cal back if they had any f..ther i$sues 
CUS1omer Care discovered that the customer lost ritemet c:onnec:tion and 
provided infonnart.on on hOw to restore c:omection. lhere has been no 

~15 fu11her contact from the customer. 

Customer Care attempted to provide troubleshooting Ups; however, the 
customer disconnected be!ore Customer Care could proVlde any 
assistance. The customer did not provide any contact information pnor lo 

4/14/2015 disconnectlno. Customer Care disconnected. 

Custom« Care advised the customer to contact thetr lfllemet se<VJCe 
412812015 """'°"to reconnect their internet sl!Mce. Customer understood. 

Customer Care attempted to provide ~ 14>5: however, there 
was static on the customer's line and the customer was unable to hear 
Customer Care. Customer stated that they would cal badt. Customer 

512512015 disconnected. There has been further conted from the OJStome<. 

Customer Care explained hOw caplions appear. Customer Care provided 
512512015 tios to assist with this is issue. Customer was satisfied. 

Category 

Internet Caption 
Phone - Captions -
NoCaDlions 

Internet Caption 
Phone • Captions -
stoo dunno call 

Internet Caption 
Phone - Extemal -
Miscellaneous 

Internet Caption 
Phone - Captions -
No Caotions 

Internet Caption 
Phone • Captioos -
Slow or Oetav<od 



Record ID 

239010 

512235 

512243 

512447 

520503 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

512512015 19' 10 NIA Jenn 

06/02/2014 02:Hlom NIA RLC 

06l02/2014 10:08am NIA PL 

06l03/2014 10:40am NIA JAA 

06/03/2014 10:4-0am 10037 JAA 

Responded by 

Jenn 

RLC 

PL 

JAA 

JAA 

Inquiry 

Customer stated they are ooallle to 
place a captioned cal. Customer 
stated !hat they are receM19 a DHCP 
mes,.,.,.,e on their screen 

Customor roported Chat the misspelled 
!"""'ions are no tnnner beino COfTected. 

Customer asked if lllere was any way 
to lmD<ove the aualitv of her """lions. 

Customer reported captions lag too far 
behind !he soo«en words. 

Customer reported captions are 
'~ behind the sooken words. 

Hamilton Relay, Inc. 
8 

Resolution Resolution 
Date 

512512015 Customer disconnected before trouble shootona could """in. 

Further discussion revealed that I is mosay prope< names that are not 
berig corrected. CSR e)CJllained to customer that the CA has to take tn« 
best guess when captionng proper ROll:lS fike people's names, street 
names, and city names, because they do not have the benefit of asking 
the other party for clarification. CSR recommended that the customer ask 
the other party to spea the name for danflcation then the CA will have 

06/24/2014 03:04om confirmation for the remainder of Ute cal . Customer acreed. 

CSR apologized for incidence and thanked customer for bmging their 
experience to our attention. CSR suggested customer dOOJment the date, 
bme anCI CAfl Of any future cals to allOw us to take specific action With the 
CA captiolW1g the call Customer shared no examples or call delai to 
follow up on. CSR advised that ceptJons can be made more accurate by 
asmg the other pany to speak a bll siower and Clearer a- by nmrig the 
captions bdton off and then on agan to reqwst a new CA at any lime 

05/02/20 t410.21am <Uioo the cal. 

CSR apologized for incidonce and thanked customer for the feedback. 
CSR Investigate<! the custome(s expe~erice and discovered call details 
that were within the FCC's guidelines for text transmission, but outside of 
CapTers intemal guidelines. CSR lnfonned the customer that the call 
delais for the call repolled would be Shared With appropriate captioning 
S81'\nCe sta!f tor follow up. CaU detal was shal'ed with Cal Center 

07I02/20t4 10.06am m tforfolklw LDW'th the s.,.,..... CA bv the CA's ~.-Msor. 

CSR apologized for oncidence and thanked customer for the feedbaclc 

CSR Investigate<! the customef's expenerice and discovered call details 
that were within !he FCC's guidelines fa- text traismission, but outside of 
CapTers intemal glldolinos. CSR Informed the customer that the caH 
details for the call reponed would be shared with appropriate captioning 
seovlce staff for fol ow up. Call deta.I was shared with Call Center 

06/04/201~ 10·20am manaqement for follow up with the specific CA bv the CA's supervisor. 

Category 

Internet Caption 
Ptione - Tech -
General 

Service 

Service 

SeMce 

Service 



Record ID 

513758 

513756 

514520 

515344 

516812 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

06/0712014 04:07om NIA KK 

06/07/2014 04:07om 3725 KK 

06/10/2014 09:29om NIA ES 

06/1312014 07:55om N/A MW 

06/1912014 05:27om NIA HL 

Responded by 

KK 

KK 

ES 

MW 

HL 

Inquiry 

Customer reported ina<:curate captions 
aooeanna on the '"'""Tel 840i. 

Customer reported stow cap(ions 
a"""'ar1na on the CaoTel 8401 screen. 

Customer reported that a IOI of times 
the captions doo1 display proper 
names NVn>r.tlv, 

Customer reported seeing a message 
about technical issues on the cap Tel 
840i before she was disconnected from 
r-.aotions. 

Customer shared feedback regarding 
delav of c.aotlons durinQ their call. 

Hamilton Relay, Inc. 
9 

Resolution Resolution 
Date 

CSR invesUgated customer's concerns and identified four calls with 
trouble tickets noting audio distortion and voice recognition diffteulty. CSR 
attempted to follow-up with the customer. but with no success. CSR sent 

07/10/201403:15om the customer a letter -ar"""' their feedback of inaccurate c:aotions. 

CSR attempted to follow-up with the customer regarding their experience 
of stow captions, but customer was unavailable. CSR then sent the 
customer a letter apologizing for the incidence and tllanked customer tor 
the feedback and informed them that informaUon would be shared with 
call center management for follow up. Fuf1hermore, call center 
management will folow up with the captionist to provide further training 
and coaching. CSR also suggested customer document the date. time. 

07/10/2014 03:15om CA# for more snPrific follow uo. 

CSR explained to customer that the CAs have to take their best guess 
When captlOmlg proper nouns i ke people's names. street names. and City 
names. CSR advised customer to ask the other party to repeat the name 
for darfficatlon since the CA Is unable to get involved in the conversation. 
CSR also suggested that the customer document the date, time and CA# 
of any future calls with inaccurate captions to allow us to take specific 
action with the CA captioning the caO. CSR sent a follow up email at the 
customer's request at what to IOok ror and what to document to all-Ow us 
to take specific action with further mentoring and coaching of the CA on 

06/10/2014 10:3Spm the call. 

CSR apologized for ircidence and thanked customer for the feedback and 
informed them that information would be shared with appropriate can 
center stan for follow up. CSR investigated and provided call center 
persoonel catl data for fol ow up with the supervisor who disconnected the 
call. CaU center staff reported that the call was disconnected due to no 
captiOnable audio tor three minutes. CSR relayed this information to the 
customer and explained that captions may be disconnected at the end of 

06/20/2014 05:32pm a cal When there is no further caotionable content. 

CSR apologized for incidence and thanked customer for Uie feedback and 
informed them that information would be shared with appropriate 
captioning service staff for follow up. CSR investigation did Identify trouble 
tieke1s on some cans dOCumented by the CA with ·extremely muffled and 
drowning In static' audio which Is notably a contributing factor. CSR 

07/1 t/2014 11 :20am I orovided tios to address the audio concerns. 

Category 

SE!IVlce 

Service 

SeNiee 

Service 

Service 



Record ID 

516851 

517340 

517440 

s1n s2 

518372 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

06/1912014 07:56om NIA BC 

06/2212014 01:1Som NIA AB 

06/23/2014 09'29am NIA PL 

06/2412014 11:34am 6814 CP 

06/2612014 03:04om 11055 JAL 

Responded by 

BC 

AB 

PL 

CP 

JAL 

Inquiry 

Customer reported stow captions 
d00nQ a can 

Customef's son reported a severe lag 
in captions dunng a call with his 
brother. 

Custom..- shared feedback regardr>g 
the ,.,.,.., """' of ~ntions. 

Customer reported seeing a word 
mis~ in a nmvin<L• conversation. 

Customer reported the captions 
lagging loo far behind the voice on a 
caa. 

Hamilton Relay, Inc. 
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Resolution Resolution 
Date 

CSR apologized for incidence ond thanked customer for the feedback. 
Cati detaa was sharecl with Can Center management f0< follow up witt1 tile 
CA by the CA's supervisor. CA supe<Visor increased monitoring frequency 

07/01/2014 08.01om for the CA to ensure consistent oualitv """ocmanc:e. 

CSR apologized for incidence ancl thanked customer for !he feedback 
Call deta~ was Shared with Gal Center managemEOI for folow up with the 
CA by the CA's supe1V1sor. CSR followed up with the customer and 
shared action taken. CSR adlllsed the customer to write down the call 
detai of any Mure cans with delay of captions for our foDow up. 

06/26/20t4 10:57am Customer e>mressed aooredaUon for the folow uP shared. 

CSR apologized for ilcidenoe and coached the caller on how to ldenliy 
the CA in her conVEt'Sation and report a caa to us with the time and date. 
CSR noted this wil alow us to take speafic action with the CA captioning 
tile cal. CSR also shared how the rustomer may choose to change CAs 
at any bme duR1g the cal by pressing the captJons button off and on 

00/23/2014 09·45am aaain. 

CSR apologized for incidence and thanked customer for bringing theU' 
experience to our attention. CSR asked ff she would like a formal repor1 
on this conven;ation with the 1 word wrong and she said this was not 
necessary. The customer continued eJQ)ression of concern regarding the 
speling. so the CSR documented this concern. 

06/24/2014 12:13Dm 

CSR apologized for incidence and thanked cus1o,,,... for the feedback. 
Call detail was Sllared with Call Center management for fOllow up wlttl the 
CA by the CA's supervisor. Custome(s experience does not impact 
compliance with FCC rues for 60 wpm tex1 transmission, but falls below 
the guidelines Cap Tel expects. The Call Center to provide this CA with 

07/10/20U 01 :00nm adc:itionat mentorino and coaclllno for ootimal oerformance. 

Category 

SeM:c 

Seivicc 

SaMc:e 

$«Vice 

Service 



Record ID 

519219 

519695 

520481 

520508 

520821 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

06/30/2014 0517om NIA JAA JAA 

07/02/2014 12:42om 11104 JAL JAL 

07/07/2014 10·29am 11089 GG GG 

07/07/2014 11 :25am 6729 AGG AGG 

07/0812014 11 :48am NIA KK KK 

Inquiry 

Customer reponed getti'lg an 
emergency wea~ warning on the 
C'.;anTet """"""'1ile on a caL 

Customer reponed inaccl.rate 

l'°""'tionS. 

Customer reported a delay between 
the spoken WQ<d and the captions 
I..........,, on her Cao Tel 800i. 

Customer reported a long delay in 
captions behind the spoken words and 
shared """elk: cal detal. 

Custome(s assistant reported 
inaccurate captions appearing on the 
CaoTel 840I sa-een. 

Hamilton Relay, Inc. 
11 

Resolution Resolution 
Date 

CSR explained that due to a tornado warning, lhe CA on lhe call had to 
disconnect the call so that they cooJd take shottor. CSR thanked the 
customer for ctlecking In and apologized for this experience. CSR 
advised the customer to oontriue l9ig the Cap Tel phone hlce usual as 

C>e/3CV2014 05.2ilrlrn oCher Centers were not under simiar wealhet condiions. 

CSR apologized for IOCldence and lhanked customer for t>mging uiw 
experience to our attention. CSR passed the specif1C call detail and 

08/051201412:24pm custome(s concem on to Call Center ManaQemcnt for review. 

CSR apologized for incidence and thanked customer for tile feedllaek. 
CSR provjdecl the customer with tips to ,_..,. more timely captions on 
caiiS Will'I fast talkers and multiple speakers. CSR also researched and 
sent the cal detai to the CaR Center and confirmed that the CAs rwolved 
received further coaching and monitoring in order to ensure optimal 
quality pertormance. Custome(s experience does not impact compliance 
with FCC rules lor 60 wpm text transmissioll. but falls below the 

0712212014 09·14am lauidefnes Cao Tel e ......... s. 

CSR apo4ogized far Incidence and thanked customer for the feedback. 
Cail detai was shared with Call Center management for follow up with the 
CA by the CA'S supervisor. CSR confirmed the CA'S supervisor increased 
lhe monitoring frequency for the CA to OllSU'O consistent quaity 
performax:e. CSR foGowed up willl the customer to Share folow up 
specifics Customer noted he had no fl.rther di1liculties beyond that one 

07124/2014 01 :42om cal. 

CSR apologized of their experience and Investigated on the custornefs 
behalf. CSR's investigation revealed the CA documented a trouble ticket 
noting audio issues sUCl1 as static whidl required them to make a best 
guess as to the content of the audio. CSR advised cuslorner's assistant 
lo QlOfinn the quatily of their phone line """'**"' With Iller phone 
provider. On 7/14114. CSR contacted t11e customer's assistant, and tile 
assistant confilmed the customer has no further incidents to report The 
assistant further confirmed the capTel is functioning property and 
requested no further assls1ance. CSR offered ongoing assistance at the 

07/14/2014 03:26om assistanrs -uest. 

Category 

SefVice 

Service 

SeNioe 

Service 

Service 



Record ID 

521121 

525218 

522596 

522688 

523020 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

07J09l2014 01 :26om ~3 SAB SAB 

07/1112014 05:37nm NIA RS RS 

07115/2014 03 3&nm 7104 JAA JAA 

07116/2014 07 40am N/A TJ TJ 

0711612014 09:49om 10001 BC BC 

Inquiry 

Custom« reported onacc.nt11 
l"""tlOOS. 

Customer provided general lee<l>ack 
on the inaccuracy of captions on the 
CaoTel8001. 

Customer shared fee<lbadc regarding 
accuracy of captions and provicled 

lc.,..,.;f;,. call data. 

Customer shared positive feedback b<.t 
notatJon that spellng of specific words 
that her medcal doctors say are not 

,.....,,.,. .,....,,_., com!Cllv. 

Customer reported the captions lagged 
too far behind the voice on a cal. 

Hamilton Relay, Inc. 
12 

Resolution Resolution 
Date 

CSR apologized for the incident and requested information regarclng the 
date and time a the cal. CSR sent INs informallon to the appropriate 
paties. As a result, the monitonog for quality of the captioning assistan 

07131/2014 01.Mnrn il ~.,,......,was Increased. 

CSR apologized for incidence. Customer was unable 10 prov1de specific 
caa detail for the captions in question at this tome CSR suggested 
customer document the date. time and CAI# or any future calls to allow us 
to take specific action With the CA captioning the can. Upon later lotlow up 
with the customer. no specific details were available and customer stated 

07/30/2014 10:23am she renuired no further follow ''° at this time. 

CSR apologized for incidence and thanked a.istomer for the feedback. 
Call detail was Shared With Call Center management for folow up Wiiii the 
CA by the CA's supervisor CA supel'llisor increased monitoring frequency 

07122n014 03.45om for the CA to ensure consistent oua6tv nArlorm..-.ce. 

CSR tflanked the customer for shaing their feedback and elCplaSlecl hOw 
the captionng process wens. CSR noted that the CA cannol ast the 
other party for clarification ol spefting such as for proper nouns ot 
prescription names. CSR adVised the customer they may wlSl1 to ask for 
darification as needed In thosa inslanc:es Customer expressed 

07/16/201-4 10:12am a--ciation for the CSR's folow •"' 

CSR's investigation revealed tedloical difflOAUes were present on the call 
customer reported. CSR notified customer there was a temporary 
technical difficutty with the call customer reported and apologized for the 
inconvenience. CSR also encouraged the customer to tum the captions 
of! and on again to acquire a new CA any time during a call H desired. 

07/17/2014 02:59om This call was less than 2 minutes tonn. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

I 

523153 

523952 

525032 

525600 

527391 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 611/2014 to 5/31/2015 

Inquire Date CA nbr Call taken 
bv 

07/1 7/2014 01 :45c>m NIA KK 

0712112014t1:59am N/A EJ 

07125/2014 07:20am NIA GG 

07/28/2014 10:56am NIA JAA 

06l04/2014 03:18nm 1082 JA 

Responded by 

KK 

EJ 

GG 

JAA 

JA 

Inquiry 

Cuslomer shared feedback regarding 
ina<x:o.nte captions appeamg on the 
CanTel 840! screen. 

Customer inquired about the delay In 
captions bellind the spoken words. 
Customer noted a second perty was on 
an extension Phone. 

Customer reported inaccurate captions 
on a call. Customer speaficaly noted 
seelna a arse word cantinnM, 

Customer reported a word was missing 
in the caDtlOns. 

Customer reported expenenong a 
delav in caotions, 

Hamilton Relay, Inc. 
13 

Resolution Resolution 
Date 

CSR ~lzed for incidence and il'IVestigated lec:llnk:al <lelad CSR 
identified 3 trottJje tickets documenting dJfficUIJes on cals related to 
audio. CSR suggested custom« documert the date, bme and CM at 
any full.we calls to allow us to take specific acllon with the CA captiOnl1g 
the cal. CSR later followed -up to alow the customer to share specdlcs 
for folow up. but the customer was l.llable to provide spedfoc cals wth 
e)(3mples at inacar.l!e captions. CSR shared rnfing of au<iO diffia.fty 
noted and shared tips regarding review at the CapTel &et up. Customer 

08/05/2014 12.48am shared IMv would have the fadlitv person net asSlst 

CSR apologized for the lag in caption& and thanked the customer for the 
feedbacil, CSR's Investigation revealed that the CA documen1ed a trouble 
ticket on the can. whieh involved ~llple speakers on the Rne. This 
caused the delay in captions beyond the normal guidelines that Captel 

07/2312014 09:58am adheres to, 

CSR apologized 10 the customer tor the incidence and researched the 
specific cal. CSR's research found that on that specific caU lhe CA 
entered a trouble ticket noting audio difficulties but that captions were not 
Impacted, CSR also explained how the CA captions everything that is 
being said by the other party even if they say etne words. CSR Mnt a 
follow up letter and advised the customer to document spedllc caU detall 
such as the date and line or number caled. W the captions are inaccurate 
so that - can take specific follow up providing mentomg and coachng 

08/07/2014 01·36om to the CA on lhat can. 

CSR ~ited for incidence and tllanked arstomer for llmgng tt1e9' 
experience to OU" attention. CA investigated g_...i technical delai 
avaiable and could not find a teehnical 1SSU11 that woold point to a di1licutty 
at the Call Cener end. CSR ena:iuraged the customer ID documen1 the 
date, time of anyf\ture calls to allow us to take specoflc action by 

07/28/2014 11:01am nmvidinn monltnrinn and ,.,,....,,.,,, for the CA caolJonino I.he cal 

CSR'& investigation revealed a particular cal In ...tllch a dol:Jy boyond 
normal expectations was experienced. CSR sent the delals of tNs caD to 
the appropriate capti<ring service staff. Supe<viSO<y staff subsequently 
confnne<l lflat they had coaehed the captoost on seveml mothods of 
increasing overall captioning speed and that they woUd increase quality 
monttoring of the captionist In order 10 ensure CapTel's standards are 

09/0412014 03:'.\llnm beina consistentlv met 

Category 

Senllce 

Service 

SefVIC:e 

Service 

Service 



Record ID 

531353 

527550 

528655 

528767 

528958 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

08/04J2014 08:35am NIA BMC 

08/05/2014 11:09am 14036 JAA 

0810812014 01 28om 9307 BG 

06l06/2014 06. 16om NIA BK 

08/09/2014 10:-.n NIA SM 

Responded by 

BMc 

JAA 

BG 

BK 

SM 

Inquiry 

Cuslome< roported ina=r.lte 
"""tionS 

Customer reported capUons lag too far 
behind the sooken words. 

Customer reported being disconnected 
from captions on a call using her 
CaoT el 84-01. 

Customer reported a long delay 111 

captions on a previous call on the 
CapTel840i 

Customets daughter called to repor1 
erroc In captions on the CaoTel 8-401. 

Hamilton Relay, Inc. 
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Resolution Resolution 
Date 

CSR apologized for incidence and thanked custom• for bringing their 
experience to OLr attention. CSR eicplained how captions are produced 
and lhat names may often be spelled In otlerent ways. CSR adlnsed Ille 
customer to confirm the speling with the other party when a name is 

given. since the Cap Tel CA caino1 speak to the olher party to ask for 
datification Customer acblowledged detail shared CSR suggeSled 
customer document the date, time and CM d rty Min c:allS to allow U$ 

08J04/2014 09.04am lo talce ~ action with the CA r-""finninn the call 

CSR apologized for incidence and thanked wstomer foc the leedbaci< 
The CA's Supervls<r was Informed of the concem and he worked with the 
CA, focusing on techniques that enable CAs to remain accurate whJe 
reducing delay. For quality pixposes. the Supervisor Ina-eased monltonng 
and coaching foc this CA. The custome~s eiq>erience does not impaci 

08/05120 t 4 11 : 15am comoliance with FCC rules for 60 wnm text transmission. 

CSR investigation ~ed the captionist on the coll documented a 
ll'Ouble tieket and a Supervisor disconnect with a message sent to the 
wstomer due to au010 interference CSR shared Meling and apologized 

0810812014 01 ·58om lo the wstocner for this emerience. 

CSR"s investigatiOn revealed tile CA noted poor audo from the calla< that 
caused a delay in capions for the Cap Tel user. CSR apologized to 
customer for the eicperience and shared what was found The customer 
confimed that the callef was having trouble wlUI Iller telephone an<l lllal 
there have been no other dillicUties with the Cap T et phone. The customllf 

08/06/2014 06:~..,,.,m confirmed that the Cao Tel nhnne is wori<kio successfulv. 

CSR apologized foc the Inconvenience and thanked custom81'& daughter 
for sharing an example of the error in a phrase that the custocne< 
e)(pe<ienced. Customers daughter and customer were unable to share 
specific call detai, such as date and time of call or CA number. CSR sent 
the customer a fOllOw up letter detaHlng lnformatlon that would be helpful 
to investigate future calls 

08120/2014 05:02om 

Category 

Servioe 

SeNice 

Service 

Service 

Service 



Record ID 

529004 

529470 

530346 

530342 

530907 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

08110/2014 01 :43om 6721 KK KK 

08/12/2014 10:33am 3272 SAB SAB 

08/15/2014 10:18am NIA BMc BMc 

08/1512014 10:18am NIA BMc BMc 

08/18/2014 12:161lm NIA PL Pl 

Inquiry 

Customer reported delayed captions 
behind the spoken words on the 
CaoTel 640i. 

Customer reported frequent instances 
of "Speaker undear" m the captions of 
a call. 

Customer shared feedback regarding 
accuracv of captions. 

Customer reported a delay In captions 
on the 840i. 

Customer shared feedback regarding 
the captions with one particular friend 
notinQ •soeaker unclear" 1s used a lot. 

Hamilton Relay, Inc. 
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Resolution 
Date 

0812412014 04 .59om 

0812612014 11.33am 

08/27/2014 03:400m 

08/22/2014 04:Mnm 

08/18/2014 12:30om 

Resolution 

CSR apologized for lho CU$\omei's experience. Custom« was unable to 
Sl\are specific cal detail. CSR investigated and ideotlf1ed calls with tag 
time seconds beyond Ille Caplet guideines. Cal detaj was sent to the 
Cal Cente< for loOow up wk11 the CA by the CA's supeniiso<. Captioning 
setVice management reviewed the customers concerns and Wll be 
inaeasing the frequency ol monttonng for the CAs involved. CSR 
followed uo with the costomer to share our findinas with customer. 

CSR apologized for the fncidenl and colected relevant infonnation about 
the date and time of caa from the customer. Investigation revealed that 
the captiormg assistant was expenencing dJtrict.tties l'lea1ng the speaker 
because of line interference. Additionally, monitoring ot the captioning 
assistant in auestion was increased. 

CSR apologized for this experleooe. CSR reported call detal to the Cal 
Center for follow up. Tl'le CA's Supervisor met with the CA to provide 
coachina and then inaeased monitorina fr~•~~ for tho CA. 
CSR apologiZed for customefs experience. CSR reseal'Cll revealed that 
customer may have unRtered DSL service but customer is unable to 
verify line type or setup, so CSR explained that DSL seMo9 requires that 
al equipment connected to 1he telephone line except for modem shoUld 

be properly lilered. CSR also Informed the customer that Iha cal delails 
tor the caa reported would be shared With appropriate captJoning ~ 
staff for follow up. Call detal was shared with Call CeRer management 
for foltow up with the speafic CA by the CA's supervisor. CSR 
slbsequently sent customer a letter further exptalning proper setup and 
fittering for DSL telephone service with diagrams. 

CSR apologized for inadence and thanked customer for llftnging their 
expeneoce to our attention. CSR suggested customer dowment the date, 
time and CPJI of any Mure callS to allow us to take speaftc acilon wrtl1 uie 
CA captioning the call. CSR also provided the customer with bps to 
Improve the quality of the capbons in the future. such as asking tl'le ottier 
party to speak a little slower and clearer noting "speaker uncleal" 
indicates the CA was not able to discern what the •naaker said. 

Category 

Service 

Service 

Service 

Serviee 

Service 



Record ID 

531286 

531916 

s322n 

532224 

532964 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 611/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

08/19/2014 04.58om 1328 KK 

06121/2014 10:40om NIA SM 

08/23/2014 01 ·~ 11151 ES 

06/23/2014 10:4'1am NIA BK 

08/26l2014 01 :"""'m NIA TF 

Responded by 

KK 

SM 

ES 

BK 

TF 

Inquiry 

Customer reported captions appearing 
~on the CacTet 8-40i. 

Customer reporled seeing an incon'ed 
llut similar sounding word appear In 
caotions. 

Customer reported that the capbons 
were "super slow" during a 
conversalion that she had with her 
daughter and that the captions were 
also repeatilg what was said in the 
......, ... ......,. d the conversation. 

Customer's daughter nqi.Wed about the 
""'""in caotions. 

Customer shared feedback regarding 
l~•""""ofr""'lons. 

Hamilton Relay, Inc. 
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Resolution Resolution 
Date 

CSR apologized 10 the customer for the lllddeoce and lhanked wstomer 
for their lee<t>adc CSR identified two cals in wtuct1 the captions were 
delayed beyond the guidelines set by Captel This ilfonnation was 
shared with call center management for fol\OW up, and the can center 
management confirmed they wil follow up with the CA to provide further 
training and coaching. Upon follow-up, the customer noted no furthet 
incidents of delayed captions. CSR suggested the customer doaJment 
the date, time, CA t for more spedlic folow up regarding 3"'f ru11.1re 

09i0212014 05".l.."lnm lflCldents of - """'ions that """' occur 

CSR SE<rt the customer an emai wittl an apology ror this incidence. CSR 
later attempted to folow up with the customer to oner support and see if 
the cus1omet' had any additional specifics we could fOlow up on. No 

09/0912014 04:09om additional resoonse from the customer tias been received. 

CSR apologized for inclClence and thanked customer for the feedback. 
Call detail was shared with Call CerJer management for follow up with the 
CA by the CA's 5<4JCrvlsor. The call was researched and not within 
Caple! guidell'lOs. SupeMSor will coach and monaor the CA involved for 

09/03/201410:49am I Qualltv oertormance 

CSR explained to the customer's daughter how captions are produced 
and that tt is normal to experience a 3-5 second delay between when the 
other party spooks and when captions appear on the CapTet display 
screen. CSR further eiqllained Illa! this delay could increase If their caller 
is speaking very quickly, or the CA needs to make typed insertions 
CSR's investigation revealed that the captioned cal described by the 
customer was abnormaly delayed. CSR apologized tor the R:idence and 
thanked the custome< for the feedback. Call detail was shared wrth Cal 

09/02/2014 06:19Dm Center manaoement for folow-uo with the CA bv the CA's suoervisor. 

CSR apologized for the customel's experience and listened to her 
describe her experlences. CSR shared how capbons are generated 
speaking vut>afim what the other party says CSR noted the computw 
does not generaie punctuation CSR had no spearo; example$, thus the 
CSR noted that If the customer documents the date. time and CNI of any 
future cals this will allow us to take specif\c action With the CA c:aptloning 
the call and provide extra mon1t0<1ng and coaching. CSR researd1 noted 
the CAs had documented trouble tickets regarding audio break up. unable 

08/26/2014 01 :55om to hear the ~~·ker and other audio issues oftectlna r~nlionina . 

Category 

Senrice 

Service 

SeMce 

Service 

Service 



Record ID 

533457 

534165 

534107 

534617 

535652 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

06/2812014 10:55am NIA BG 

0813112014 06:06om NIA M'N 

06/31/2014 12:321'.lm NIA AGG 

09/03/2014 01 :42om NIA JAA 

09/0712014 03.05om 11042 PL 

Responded by 

BG 

MW 

AGG 

JAA 

PL 

Inquiry 

Customer reported seeing "waiting for 
an operalof' on lhe Cap Tel 840i 
d!AAl:ov saeen. 

Custome< provided general feedbaci< 
on the captions received, but did not 
have can detail. 

Customer shared feedback reganfng 

3""'""""'of """'"""'· 

Cuslomer reported captions lag too fa-
befmd the <.mkeo words. 

Customefs assistant reported that the 
captions on a recent answering 
me•"""O wera difficult to understand. 

Hamilton Relay, Inc. 
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Resolution Resolution 
Date 

CSR investigated and idontlfted a posslble cause at one call center Iha! 
had some calls go into queue due lo a brief technical issue. CSR 
recommended tile customer press the caption button on and off to make 
a new connection to a different center. CSR confirmed once customer 
pressed captlOlls off and on again a new connection was established 
immediately. Customer also had captions on the cal to aistomer service 

06128/2014 11 43am The tedlnical issue was funv resolved 08/28114. 

CSR's discussion wl!ll the customer ldenll!iecl Iha! the customer was 
seeing corrections. and that errors that clianged the meaning of wllat was 
said we<e corrected. Minor word error corrections were not noted. CSR 
noted that if the customer provides the date, time and CA# of a call, we 
can take specific follow up with a CA to provide additional coaching, and 

08/31/2014 07:08om mentolina for auaktv oerformance. 

CSR apolOgized and inquired aboUt any Specifie detail to rur111er 
investigate. Custome< W8$ ooabte to provide any speafic infomiation or 
example regarding the ineccuracies reported. CSR a<Msed notilg the 
date, time, and an example cl nacante captlOnS on Mure calS so 
speafic follow up wi1h Can Cente< pe<sonnef can be taken on the 

OS/'3t/2014 Ot.12pm customer's behalf. 

CSR apologized for Incidence, thanked customer for the feedbacl(, and 
shared feedback with appropriate captioning service staff for follow up. 
SuperviSOI)' staff at the can center subsequently conformed that they 
discussed captioring pacing wtth the CapUonist and provided tips to 
increase their overal captioning spood. Supo<VisO<)' staff also ac!vised 
that adCUtional coaching and quality monitoring ..,;1 be performed with tile 
Captionist to ensure that they are consistently meeting CapTel's 

09/16/2014 04 16om standards. 

CSR apologized for incidence and thanked customer for the feedbad<. 
can Cletail was shared wttll Call Center management for follow up with the 
CA by the CA's supervisor. Later. the Call Center personnel reported 

09/29/2014 02:39om increase of monitorina and coachlna for this CA. 

Category 

Service 

Service 

Service 

Service 

Servtee 



Record ID 

535821 

536281 

536210 

536549 

536537 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1 /2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

09/08/2014 01 :05nm 6615 SAB 

09/08/2014 12:44nm NIA BMc 

09/09/2014 04:~'\nm NIA LV 

09.'1°"2014 05.33om NIA JR 

09/10/2014 05:40Pm NIA AGG 

Responded by 

SAB 

BMc 

LV 

JR 

AGG 

Inquiry 

Customer reported the captions froze 
on the saeen in tho middle of a call, 
but audio remained. 

Customer reported delayed captions 
behind the spoken WOtds on tho 
CaoTel 840i. 

Customer reported feed>ack reg3'dilg 
the accuracy of captions on a cal with 
atnend. 

Customer reported seerig (Waitl:lQ for 
c:aptel 0pet3tor} during an attempted 
can on the eaor et 840i 

Customefs assistant reported no 
caotions on the Cao Tel 840i. 

Hamilton Relay, Inc. 
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Resolution Resolution 
Date 

CSR apologized for the incident and fOtwarded the information the 
customer gave about the date and Ume of the call to the appropriate 
parties for follow up. Investigation revealed the cal had possi>ly an 
lotemel coonedivity issue that resulted in lose of captions. and some 
delay of captions by tho CA as well. Monitoring of the CA in question was 

09/10/2014 oe·19am loaeased to ensure Quafrtv of caotions. 

CSR apologized for the experience and gathered Information from the 
custom<l' regaralllQ the date and tJme a the call in question. Cat detail 
was shared with the ~te capllooing S8tVice staff lo< follow up with 
the specific CA on the call It was detennoned that this call was likely 
moving at an elevated pace or there could have potentially been mlAti~e 
speakers on the line. SupeNl&or al caU cente<' will provide furthe<' 

09/1712014 01 :48om coachUlQ and monito<ino of the CA. 

CSR apologized for this experienoe and asked customer ii they coiJd 
provide specific infonnation aboi.t the errors or lhe date and time of the 
cal to fi.wtherinvestlgate Customer stated she would gattwthe 
information and get bad< to us Customer followed up while setbng up a 
phone at a second residence, RM <id nol have detail to share. CSR noled 
we can take specific follow up wl#l Call Center personnel in the fti\l"9 

09/16/2014 09'49am should the customer wtsh us to do so. 

CSR apologized and advised the customer we experienced a brief 
technical <flfficulty that has been resolved. CSR confirmed that customer 
had captions on the call With customer service and was able to make 

09110/2014 05;31!am Slb"""uent caotioned cans wcoesslullv. 

CSR advised customer we exper1enced a brief tecmlcal difficulty that Is 
now resolved. CSR confirmed that customer Is now able to make a 

()9{10/2014 00:17om caotioned cal successfulv. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

536597 

536300 

537209 

537214 

536981 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr can taken 
bv 

09/10/2014 os·o2om NIA Ml/I/ 

09/10/2014 09:09am 6299 TJ 

09/1212014 Q3·43om NIA SF 

09/12/2014 03:48pm NIA RL 

0911212014 07:25am 11159 TJ 

Responded by 

Ml/I/ 

TJ 

SF 

RL 

TJ 

Inquiry 

Customer reported seeing "Waiting for 
Captions• appear repeatedly on the 
Cao Tel 8001. 

Customer reported that the capt;Jns 
lag more than 3-5 seconds behind the 
sooken words. 

Customer reported seeing a message 
on the CapTel 840i screen on a 
previous call that read, "Waaing for 
Cao Tel Ooerator." 

Cus1omer reported slow captions 
dur1nQ a can. 

Customer reported that the captions 
are behind the sooken word. 

Hamilton Relay, Inc. 
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Resolution Resolution 
Date 

CSR advised customer we experienced a bnef technocal dl1f1CUl1y th.at is 
now resolved. CSR advised the caler to try their call again and confirmed 

09110/2014 06:38om tnev were able to make a caolloned call soccessfullv. 

CSR sent specific cal data to the Cal Center for review wllll the CA's 
supervisor. The CA's supervisor met wrth ttie CA and added additional 
monitoring and coaching to aid the CA in providing optimal captioning 

09/24/2014 01 :23om '""rtormance. 

CSR explained that there was a brief 2 minute techn!Qll inciderJCe that 
has since been resolved. Cus1orner confirmed receiving cap110ns 
successfully on call with customer service and that everything was 

09/1212014 OO:!lllnm worl<lno as it should. 

CSR sent ilfonnatlon to the awroptlate cal c:efller for f\.rther 
investigation. CSR ronowec:t up witll the customer and advised them of 
the fin<fongs. Cal detail was shared with Cal Center manager for follow up 
with the CA by !he Supe1'11sor. lnvestlgalion was lnconel.lsJve as to the 
cause to the sufficient delay in captions, Supervisor Increased monitoring 

10/01/2014 11 :08am freouently for the CA to ensure consistent oualltv oettormanco. 

CSR apologized to customer for thelo- experienced and sent $peafic call 
data to be reviewed. Tt10 CA supe<Vlsor reported meeting with the CA 
and coaching on the importance of staying as close to real time as 

09/30/2014 11 :14Bm oossible and scheduled the CA for additional monitorlno and coachin<J. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

537011 

537097 

537100 

537095 

537667 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CA nbr Call taken Responded by 
bv 

09/12/2014 08:35am 4086 OF OF 

0911212014 12:2tom NIA HL Hl 

09/1212014 12:24nm NIA RS RS 

09/12/2014 12:2"""' NIA JAL JAL 

09/1512014 07:08am NIA LV LV 

Inquiry 

Customer and custome(s daughter 
reported that the captJons are very 
de""""' on several calls. 

Customel"s son reported the Caplet 
shows "waiting for a Cap Tel operntol" 
on the disolav screen. 

Customer reported seeing a message 
on the Cap Tel 840i screen that read. 
"Waiting for a Cap T et operator.• but 
then noted comected to caotlons. 

Customer reported seeing "Waltlng for 
a CapTet Ooerator". 

Customer reported inserted (laughing) 
whon connecting with an answering 
machine but there was no 1 .. ~h1na . 

Hamilton Relay, Inc. 
20 

Resolution Resolution 
Date 

CSR investigated and ldentlflOd three calls with lag time additional 
seoonds behind the Caplet guideines. Call detail was sent lo the Call 
Center for follow up with the CAs by the CAs' supervisors. CSR informed 
customer of our findings. apologized for incidenc:e arid thanked custoll>Ef" 
for the feedbac:IL CAS supeMSOf'S mc:reased momomg lrequency for 
the CAs to ens.re consistent quaity pelformance. CSR also explaned to 
custome.- how captions we produc::«I and that the delay ooukl inaease l 
the other party is speaking very quickly or the CA needs to make typed 
insertions. CSR sent a second follow up emai to the customer reporting 

09/18/2014 11:07am action taken and olfered further follow up on anv future calls. 

CSR apoklgized for the e>eperience and explaned that the matter is being 
investigated. CSR latef confirmed thefe was a bnef tectnlcal Incident that 
prevented calls from connecting to waiting CAs that was then promptly 

09/12/2014 12:30om reso!ved. 

CSR explained that the Caj)lioning SeMce e)(Jlefiena!d a brief tecl1nical 
difficulty where calls did not connect to waiting CAs, but that this matter 
had since been resolved. CSR confirmed the customer had captions on 
the call with customer service and that the matter noted was no longer 

0911212014 12:26om oresent. 

CSR advised customer we experienced a brief technical dlfficulty that is 
now resolved. CSR ad111sed the caUer to tty their call again and confirmed 

09/12/2014 12:47Pm ti-were able to make a caotloned call successfullv. 
CSR apologized tor Incidence and thanl<ed customer for tne feedbaek. 
C<ill detail was shared with Call Center managemert for follow up with the 
CA by the CA's supervisor. Additional monitor observabons on the CA 
were conructed to see t there are quality concerns related to their overa.I 
captioning practices CRS apologized for irddents and thanked the 
customer for the feed>aek. call de!ai was shared w!lh Call Center 
manager for folow up with the CA. by the Supervisor. Although 
investigatJon was inconduslve as to why (laughing) was inserted during 
the ~ioned answenng maehine message, W the CA heard laughing in 
the background, they are required to caption everything they hear. 
Additional monitor observations on the CA were cooducted to see If there 

09/17/2014 03'4"""" are Qualitv concerns related to th~ overall captionln<i on><:1i<:es. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

538275 

539723 

540307 

539451 

539425 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

09/16/2014 OS·07om 1112 SAB 

09/19/2014 04:18om NIA CP 

09/19/2014 04:18om 6411 CP 

09/21/2014 01:1Anm 14-072 CP 

09/21no14 10:53am 11151 KK 

Responded by 

SAS 

CP 

CP 

CP 

KK 

Inquiry 

Customer's daughter reported 
inaccurate caotions. 

Customer shared feedbacll regarding a 
few Individual word errors in caotions. 

Customer reported a delay in captions 
behind the sooken wools. 

Customer reported inacaJrate captions 
on a preW)us call answered on the 
84-0i. 

Customer's daughter reported delayed 
captions behind the spoken words 
'~~B(lna on the CaoTel 8001. 

Hamilton Relay, Inc. 
21 

Resolution Resolution 
Date 

CSR apologized for the inciaeot and gathered lnfonnation about the date 
and time of the call. CSR passed this infonnatio<l along to the apprclp(iate 
parties for review. The CA In question was advised on strategies to 
improve the quai ty ot captions and mon~oring was increased to tho CA 

09/2212014 1220Dm as a reSUt. 

CSR apologized for incidence and thanked customer for bMging their 
expenence to 0tr attention Customer was unable to provide spealic cal 
data, so CSR S<Jggested customer document the date, time aild CJ>JI of 
any Mure calls to allow us to take speclflc adion with the CA captiormg 
the call. CSR followed ~ with emal exchanges discuss customel's 
experience, but no caH detail could be gathered for specific folow up with 

10/0112014 04:54om the CA. 

CSR investigated and Identified cena with lag tme beyond the norm of 3-5 
seconds Cap Tel gi.Odeines. Cal detail was sent to the Call Center for 
follow up with the CA !JV lhe CA's supervisor CSR also explaned to 
custome< how cap1Jon$ are produced and that the delay coUd increne if 
the olllef party is speamg very quicldy or the CA neEds to make typed 
insertions. CSR sent a fellow up amail to the customer reporting action 

09l30l2014 11 :55am taken and olfered furthef" follow up on anv future calls. 

CSR apologized for incidence and thanked rustomer for the feedback. 
Call detai was Shared with Call Center m.-.agement for follow up with the 
CA by the CA's super.iisor. CA supetVisor increased monitoring frequency 
for the CA to ensure consistent quafrty pertormance. 

1002/2014 11.46am 

CSR apolOgized for the c:ustome(s expe<1ence and thanked the daughter 
for shamg the rustomet's feedback. With further imlestigalion, CSR 
foood a call in which the captions lagged behind Caplel guidelines of 3-5 
seconds. Tllis lntormauon was snared with the call center management. 
The can center management followed up with the CA to provide ftxther 
training and coaching. CSR attemptod to follow-up with the customer by 
phone with no success. CSR then sent the rustomer a letter informing 
her that the call center management followed up with the CA to prollide 

100212014 05:30om further monitorinQ. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

539768 

540008 

540379 

541264 

541533 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

09/22/2014 (16·49~ NIA TF 

09123/2014 02 Mnm N/A BMc 

09/25/?014 07:55am NIA LV 

09/29r'2014 11:12am 3391 SAS 

09/30/2014 10:1oam N/A CP 

Responded by 

TF 

BMc 

LV 

SAS 

CP 

Inquiry 

Customer reported "INalOOg for a 
Cap Tel operator'" message on the 
CaoTel 800!. 

Customer asked if captJons are 
supposed to show up al the same time 
a caner Is =vinn sornelhina. 

Customer sha<ed feedback regarding 
accur8C)I of captions and provided 
s"""'1iccall data 

Customer reoorted a 1aa in caabOns. 

Customer reported that the captions 
wero slow sometimes and wished they 
came uo faster. 

Hamilton Relay, Inc. 
22 

Resolution Resolution 
Date 

Caler reported caa to Cap Tel Customer Service connected after a short 
wait. CSR explairieQ that this prompt means to stay on the line 
momentarily to connect With the next avattable CA. Investigation snows 
the Cal Center Answer Time was met for the day and the individual just 
waited a few seronds longer than normal swift answer time. CSR 
apologized to the caller for the delay in connecting to a CA experienced 
on the cal before calling OJstomer &eMoe. CSR confirmed OJstomer is 

09!2212014 06:51om successfulv maki'lo callS. 

Discussion revealed that OJstomer was cxpo<;ting that captions would 
Show up urunedatefy at same t:me caller was spealcing. CSR explained 
that a delay of 3-5 seconds is normal • nvestJgatJOl'I coofinned calls went 

al wittin the noon when transmitting from the Captioning SeMce. CSR 
identified static and hissing heard on the call and dlscussecl the set up 
with DSL filters, as needed. CSR further adlllsed tha1 lf callers are 
speaking very quiddy or If there are mllltiple speakers l'1is can delay 
C<'!Pbons. CSR advised that OJstomer ask callers to slow down a brt so 
he can read the captions and customer confirmed that captions were 

09/2312014 02:44om comino in with the nonnal delav. 

CSR apo!Og<Zed for Incidence and lllallked OJSlomel- for the fee<l>ack. 
Call detail was shared with cal Center maoagemenl for folow up with the 
CA by the CA's supeNfsor. CA S<JJ>CMSor inaeased monitoring fraq_,.;y 

09/29/2014 04: 14om tor the CA to ensure COllSIStent aualctv .-tormance. 

CSR apologized for the incident and advised customer on factors that can 
increase the standanl amoi.nt of delay ror captions. Investigation 
revealed that the calls in qUHtlon had mult~ speakers. The CAs in 
question were advised on techniques to improve lhe timing of captions in 

10/05/2014 10.30am such inslances. 

CSR explained that the ave<agc delay of captions is 3-5 seconds, but 
CSR found that the OJstomer Is eicpenenctng delay of over 3-5 seconds 
on some captioned calls. CSR apologized for incidence and thanked 
customer for the feedback. Call detaol was shared with Call Center 
management for fallow up with the CA by the CA's supe<Visor. CA 
supervisor reported that the CA has been scheduled for further coaching 

10/02/2014 03.07om to ensure consistent oualitv ,_.,ormance. 

Category 

Serva 

SeMce 

Service 

Service 

$e(v'coe 



Record 10 

542445 

543209 

543553 

545190 

545228 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

10/03/2014 03:??nm NIA TF 

1010712014 12:49om NIA OL 

10/08/2014 02: 1 s~ 6276 CF 

10/1512014 01 :41om 54519 JAA 

1011 512014 03:26om 3057 CP 

Responded by 

TF 

OL 

CF 

JAA 

CP 

Inquiry 

Customefs ffiend reported "waiting for 
a Cao Tel operator" on Ille caoTet 840i. 

Customefs wife reported inaccurate 
caolions on the CaoTel 800i. 

Custome(s assis1all reported get:ing 
inaccurate C8!)lions on a recent 
caDtloned car ancs shared call detal. 

Custome<' inqijred about the delay in 
caotlons on the Cao Tel nhrllP. 

Customer reported seeing "Speaker 
breaking up" In captions freque11tly on a 
nnwlous cal . 

Hamilton Relay, Inc. 
23 

Resolution Resolution 
Date 

Caller reported call to CapTet customer seivlce connected after a Sh<i<t 
wait of a few extra seconds. CSR explained that this prompt means to 
stay on the line momentariy to connect with the next available caplionlst. 
Investigation Shows the Csll ~er answer time was met for the day. 
CSR apologized to the caller for tho delay In connecting to an operator 

10/06/2014 09·411om e>merienced on a cal . 

CSR's investigation revealed the caption Inaccuracy was in the greeting ot 
the conversations. Customer did not wish to file a complaint. CSR 
explained the captioning process to lhe customer and ad\/ised her to write 
down specific can details and report them to Cap Tel Customer Service if 
she continues to see this problem. CSR offered further assistance upon 

10/0712014 01 :02nm IMnuest. 

CSR apologized for incidence and thanked the customer's assistant for 
bringing their experience to 04I attention. CSR explained how captions 
are created using llOioe reoognrtion. Customefs assistant said the 
customer reports he has never had I/Vs experience befote and has been 
very happy with Ille GapTel ovwall. Customer dedined to have feedbad< 
passed on to cal cenlef management. The cal reported was identr!led 
and thete was a 1rouble ticket created by the CA mentioning an audo 

10!08/2014 02:-vnm dmn difticlJltv on the call. 

CSR apologized for the incident and thanked cus1omer for the feedback. 
Call detail was shared with Call Center management for follow up with the 
CA by the CA's supervisor. It was discovered that the conversation 
consisted of a fast spealcrlg caller; appropriate action was taken by the 
CA. CA scpervisor increased monitoling frequency for the CA to ensin 

10l17/2014 0507nm consistent nuailv rv>rlomianc:e. 

CSR apologized for the inadent and thanked customer for the ree<llack 
Call detail was shared with Call Center management for follow up by the 
CA's supervisor. The Supervisor assessed that the CA would benefit from 
additional monrtoring and coaching and arranged ror this to take place. 
The Supervisor coached the CA to caption verbatim to the best of her 
ability and reviewed trout:>le tld<et procedure with the CA to ensure that 
technical issues signCficantly affecting the CA's abmty to provide quality 

10/16/2014 06:.41lnm .-... ntlons are documented. 

Category 

Service 

Service 

Setva 

Serva 

Scivico 



Record ID 

547361 

546091 

547396 

547415 

547642 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CA nbr Call taken Responded by 
bv 

10116/2014 05:15pm NIA BC BC 

10/2012014 03:02am NIA KR KR 

1012412014 07:11""' 6621 OL OL 

10/2412014 11:20Pm NIA NK NK 

10/26/2014 07:Allnm 1425 MTh MTh 

Inquiry 

Customer shared fee<l>adt regard111g 
accuracy of captions. Custom or 
shared no .,,..,.;rics. 

Customer reported captions stopped 
on a recent call and shared call deta11. 

Customer reported poo< caption quarity 
durina a ohane call on the CaoTel 840i. 

Customer reported that there was 
Inaccurate detail on a captioned call 
wllh an automated svstem. 

Customer shared feedback regarding 
accuracy of cap6ons and pr011ided 
soecific cal data. 

Hamilton Relay, Inc. 
24 

Resolution 
Date 

10/2412014 04:47om 

10/30/2014 11:45am 

11/0512014 01 :02om 

10/24/2014 11:26om 

10/30/2014 09:01am 

Resolution 

CSR apologized for the lnodent and thanked customer for bringing their 
experletice to ou- attention CSR suggested tile customer documeit the 
date, time and C/VI of any future caas to allow us to take specific action 
with the CA ,.,.ntionina the call. 

CSR's investigaliOn round a trouble ticket was entered by the CA 
indicating the call center handling the cal was closing, and the CA S1ayed 
on the cal 2 hours past dosing time. The supervisor sent the wrong 
message ta tile Cap T et user which llldlca".ed there was no IUrther 
information to caption on the cal rather lhM how to re-conned to a new 
CA CSR sent a letter to tile customer apologizing for the 1nadent, and 
oflered tips to reconnect to captions should they desre a new CA for any 
reason by pressing captions off and on while remaining connected to the 
other oartv on the call. 

CSR apologized for the incident and thanked customer for the fe«lback. 
Call detai was shared with Call Center management for folow up with the 
CA by the CA's supervisor CA supel\lisor inereased monitoring frequency 
for the CA to ensure consistent auahtv oelformance. 

CSR apologized tor the lllCklellt and thanked customer for bmgng their 
experience to our attention. Customer cid say she did not want further 
follow up, and that she juS1 wanted to report the experience. CSR sent 
the customer a letter suggesting customer document the date. Ume and 
CA# of any future calls to allow us to take specific action with the CA 
~~nlionina the call. 

CSR apologized for the incident and thanked customer for the feedba<;I(. 
Call detail was Shared with Cal Center management for lolow up with the 
CA by the CA's supel\lisor. CA supervisor iocteased monitoring frequency 
for the CA to ensure oonsistont oualllv oertormance. 

Category 

Sel\lice 

Sel\lice 

Sennce 

Service 

Sel\lice 



Record ID 

547962 

548207 

548432 

548484 

548494 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

10/28/201<108:46am 6762 LV 

10/2912014 01·44am NIA KR 

10/29/201<1 Q4;mnm NIA EJ 

10l29/201<106:21Dm NIA AB 

10/2912014 06:45pm 3611 SB 

Responded by 

LV 

KR 

EJ 

AB 

SB 

Inquiry 

Customer reported slow captions on a 
, • ..,.,,.m,. call. 

Customer reportod seeing a message 
'Waitino for ooerator on a call. 

Customer reported a delay between 
the spoken word and captions on the 
CaoTeJ8001. 

CIJStomer reported seeing "Waili'lg for 
C"J1r>Tel Ooerato!'" on the Cao Tel 800i. 

Customer reported that captioos were 
delaved duriOQ a -.c call. 

Hamilton Relay, Inc. 
25 

Resolution Resolution 
Date 

lnveo;tigation and discussion revealed U1e customer had been speaking to 
nutiple olhel" parnes during the cal. CSR explaloed to customer hOw 
captions are produced and that 4 is nOITllal to expelience a 3-5 second 
delay be-when Ille other party speaks and ~ captions appear on 
the CapTel display screen. CSR further explained thal this delay can 
increase If their calle< Is speaking very quickly, and especially whon there 
are mutllple speakers on !he same cal. CSR provided rustomer wlh tips 
for ha'ding moments of silence wllJe the cap(lons are lransmJltSlQ. CSR 

10/28/201<1 06:57am oomnned that the customer is normal d<!lav on other calls 

CSR apok>gaed for lhe rustorner's exper;enc. CSR's ilvestigallon fouid 
there was a tedlnical Issue at one of the caQ centers. CSR later followed 
up and explained that the experience had been resolved. CSR confirmed 

10/2912014 11:03am customer is able to confled successfullY to tho caption<IQ service. 

CSR apologized for Incidence and thanked customer for the feMbadt, 
and informed them thal information would be shared with appropnate 
captioning service staff for f~ow up. Call detaft was shared with Call 
Center managemonl for follow up with the CA by the CA's supervisor. CA 
superviSOf provided addltional coaching for the CA to ensure consistent 
quaWty performance Customer's experience does not impact compliance 

11/0112014 03:!i.'\nm wrth FCC rues for 60"""" text transmission. 

CSR explained there was a ted1nical dllrlCl.lhy at a caU center during the 
<lay that resulted in this experience. CSR advised t.mng the captions oll 
and back on again. CSR confirmed tflis resolved the customer's 

10/29/2014 06:27pm e"""rience. 

CSR apologized for the Inc.dent and thanked cuslomer for the feedback. 
Can detad was shared With Cal Center management for follow up with the 
CA by the CA's supervisor. CA supervisor Increased mon~orirlg frequency 

11/06/2014 06:23pm for the CA to ensure consistent aualitv performance. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

548227 

548242 

548273 

548356 

548740 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

10/2912014 08 33am NIA 8"1C BMc 

10/2912014 09:39am NIA RL RL 

10/29l2014 10·15am NIA BG BG 

10/29l2014 11 :1oam NIA PL PL 

10/30/2014 06:15om 10571 Af3 AB 

Inquiry 

Customer said he sees error message 
'W>rilinn for CaoTel """"'tor" 

Customer reported being unable to 
connect to captions on tho CapTel 
600. 

Customer reported they saw 'Waiting 
'°' <:aptions" on the dsplay screen al 
the CaoT el 840I 

Customer reported seeing lhe 
mei;sago "waiting for a CapTel 
I """""OI" on two earter cal!s 

Customer reported that whle 
troubleshooting her concern. ll1e 
Captioning Assistant was not 
correcting any of the captions that 
came uo incorrectlv. 

Hamilton Relay, Inc. 
26 

Resolution Resolution 
Date 

Disalssion revealed that customer saw this enw message at the 
beginning of a ca!I but only appeared brie1ly and then captions lhen 
worked prope<ly as usual. CSR than~ed customer f°' con1adJ119 us and 
letli1g us know about his expetlence and assured lllm that ths infonnallcn 
would be forwarded to technical sl4>POll for fl.rther review CSR fu1her 
adllised that ii customer expenences this ag- they can press tho 

1009/2014 11'.35am · caotians button otf and Ulen on aaain to reconnect with """tlons. 

Mer ful1her discussion, CSR advised the customer that the incident was 
likely related to a di1'1'1CU1ty in the call center aroood the Ume reported. The 
incident has been resolved. CSR apologized for the Incident and 
confirmed the customer was receiving captions suooe&sfully at tho timo of 

10/29/2014 09:45am their call to customer service. 

CSR confirmed the customer was connected to capbons after a short 
wait. CSR explained that this prompt means to stay on the line 
momentarily to connect witl1 the next ava~able captionsl Investigation 
shows the Call Center was expenenoog technical dlfficUty. CSR 
apologized to the caler '°'the delay in connecting to an operator 

10/29l2014 10:52am on the call before calinQ customer seMc:e. 

CSR advised the caller that there had been a tedlnical dil!icUty at one of 
the Cap Tel caa centers that was resollled that momng. CSR confirmed 

10/29/20t4 11:2oam that the customer was successtullv connealno to the ..,.ntionina service. 

CSR apologized for tne incident and tllanked customer for ll1e feedback. 
CSR ottered to share this infOf"matlon with Ca• Center management for 
follow up with the CA by the CA's supervisor. The Call Center 
management confirmed they have received the information, and are 
actively working with the CA and their supervisor to ensure consistent 

11/10/2014 12:.4Anm oualitv oerformance. 

Category 

Service 

Service 

ServiCe 

Service 

Service 



Record ID 

549562 

549580 

549591 

549586 

549587 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

11/04/2014 08'31am NIA LV 

11/0412014 09:13am NIA AB 

11/04/2014 09:18am NIA JAA 

11/04/2014 09 21am NIA KK 

11104/2014 09:25am NIA AGG 

Responded by . 

LV 

AB 

JAA 

KK 

AGG 

Inquiry 

Customer reported 'Waiting for Captel 
ooeratO(' oo their Caotel chone. 

Customer reported seeing "Waiting for 
Caollons" on the Caotel 840i. 

Customer reported seeing "waiting for 
caotel OOAr.1tO(' on her Caotel 800. 

Customer reported seeing 'Waifing for 
11"'.....,Tel ~on the <"~Tel 8401. 

Customer reported seeing 'Wa~1ng for 
Cao11oos· on the CaoTel 800i. 

Hamilton Relay, Inc. 
27 

Resolution Resolution 
Date 

GapTel Identified an intermittent lntenuption to a group of the IP model 
Caplet phones. At approximately 07:00 CT a platfonn change was applied 
to address the new registration rules. This update caused an inlenniltenl 
interruption to a smaft group of users when attempting to place an IP 
Captel cal. Engineering klenllfled and addressed the issue. CSR 
confirmed the customer was able to place a captioned call lmmeclatety 
after speaking with customer service and had captions on !heir cal wi1h 

11i04/2014 08:33am customer service. 

Cap Tel identified an riennrttent ntenupbOn to one at the IP model C<iptel 
phones. Al approxima:ety 07 00 CT a platform change was a;iplied to 
address the new regis!rabon rues. This update caused an intemlittent 
inlenuption to a small group of users when attempting to place an IP 
Captel call. These USe1'$ expe11enced a "Waiting for Capdoos" message. 
CSR apologized for the incident and advised pressing the captions button 
off and back on again. Customer confirmed this resolved her experience 

11/0412014 09:31am and =ntions were restored. 

Cap Tel identified an intermittent inlenuptlon to one d the IP model Captel 
phones. Al approximately 07.00 CT a platform change was applied to 
address the new regisUation rules. This update caused an inlenn!lent 
interruption to a small group of usen when attempting to place an IP 
Caple! call. Englnee1ng Identified tile issue and addressed the issue. 

CSR advised the customer to cfisa!>le capbons and enable them to 
attempt a new conneclion. Custornor confirmed captions comecled 

11/04/2014 09:24am succes"""". 

Cap Tel identified an intermittent Interruption to one of the IP model Captel 
phones. Af approximately 07:00 CT a platform change was applied to 
address lhe new registration rules. This update caused an intermittent 
inlemlption to a small group of users when attempting to place an IP 
Captel call. Engineering identJfied and addressed the issue. The customer 
later conformed via &-mail the CapTel is connecling to captions 

11/04/2014 01:3"""' suc:cess!u.lv. 

Cap Tel identified an intermittent 1ntem.iption to one of the IP model Captel 
phones. Af approximately 07:00 CT a pcattorm change was apptleO to 
address the new registration rules. This update caused an intermittent 
mterruption to a small group of users when attempting to place an IP 
Capt el call. These users expenenced a ·waiting for Captions" message. 
CSR apologized for the incident and later venfied that the customer Is 

1110412014 04:2"""" ~aln connectinQ wflh captions sucoessfullv. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

549606 

549592 

550329 

550375 

551462 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

11,Q4/2014 Q9·28am NIA BMc BMc 

11!04/2014 09:33am NIA PL PL 

11~1404·"""m 10511 RS RS 

11/06/2014 06;32om 6278 OL OL 

11/12/2014 10 27am N/A SAB SAB 

Inquiry 

Customer repor1ed seeing "Wailir1g for 
Cao Tel O!>erator" on the C'.=Tel 800I 

Customer reported seeJng a "waiting 
for CaoTel OOArator" error messaqe. 

Customer reported naccurate ~lions 
on the CaoT el 840!. 

Customer reported a marginal delay 111 

captions along w4!h poor accuracy d 
l=ntions on the r--""Tel 840i. 

Customer reported "waili09 for a 
Cap Tel operate<" message and no 
caotions on the Cao T cl 840i. 

Hamilton Relay, Inc. 
28 

Resolution 
Date 

11110/2014 03.13Dm 

11/11/2014 04:18pm 

11/17/2014 01:57nm 

11/14/2014 04:29om 

11/12/2014 10:2ilnm 

Resolution 

Cap Tel identified an rnemuttent 11lerrupb0n to one of the IP model Gaplel 
phon<ls. Al approximately 07:00 CT a pla1form change was appied to 
address the new reglStraUon rules. This update caused an intermittent 
interruption to a small group of users wllel1 attempting to place an IP 
Captel cal. These users experienced a "Waiting for Captions" message. 
CSR apologized for Ille experience. Engineering klentified the issue at 
9 45 a.m. CT and addressed the issue CSR c:onfnned al is wor1cng fne 
for the customer and he ""'uires no further assisrance. 

Cap Tel identified an intermittent interruption to one of the IP model Captel 
phones. Al approxunately 07:00 CT a platform change was applied to 
address the new registrallOn rules. Ths update caused an intennittent 
lntet'l\lfl(ion to a smell group of users when attempting to place an tP 
Captel cal. Engineering ldentrfied and addressed the issue The customer 
confirmed on a follow-up call that he had exPerienced no further dlffi<ll!Jes 
since he contacted customer service. 

CSR apologized for !tie Incident and thanked customer for the feedback 
Cat oetail was shared wlll1 Call Center management for follow up with the 
CA by the CA's supervisor CA supervisor increased monitoring frequency 
for the CA ID ensure consistent au""-' .,.,.formance 

CSR apologized for lncidenoe and !hanked customer for the 1-lback. 
Call delal was shared w'th Cal Center management f« folow up WIU'I the 
CA by the CA'S supefVisor. CA s~or increased monitomg fi'equetlC'j 
for the CA to ensure consistent aua!itv oe<fom1ance. 

Investigation revealed Iha! the call CE!<ller was in queue under 30 seconds 
around the time d the customer's cal. CSR apologized for the l'lCtdcnt 
and was able to confirm the customer has been successtuly connectng 
to caotions ever slnce. Call Center ~r Time for the ru.v was met. 

Category 

Service 

Service 

SeM<:e 

Service 

Seivice 



Record ID 

551503 

552417 

553100 

553104 

553384 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
by 

11112/2014 11 53am NIA EJ EJ 

1111512014 08:55om NIA SB SB 

11118/2014 02.5&>m ~75 FB FB 

11/1812014 05:fl'lrvn 1203 FB FB 

11/19/2014 03:55om 6733 PH PH 

Inquiry 

Customer's assistant reported that the 
delayed captions betWld the spoi<en 
words on the Cao T et 840I 

Customer reported expenencing 
inaccurate captions during captioned 
cans. 

Customer reported pan of the 
conversation not being capbOned wnen 
attempting to make a phone call on the 
CaoTel &40i. 

Customer reported inac:carate ~ 
durina 8 call 

Customer report alter each pause In 

the conversation a gender Identification 
would an..,..,ar. 

Hamilton Relay, Inc. 
29 

Resolution Resolution 
Date 

lnvestigatiOo by the CSR ielent1ied a speatic: cal wlle<9 the delay was 
beyond the normal average of 3-5 seconds. The CA documented a 
trouble bcket on the cal noting audio cfrffiaJlies. This fncing was sh8rocl 
with the wstomefs assistan. CSR apOloglzed tor ttiS expetlenca The 
CSR dsrussed the general set up of the unit to ensure op!jmal audio and 

11112/201412:08om internet 
.. 

CSR apologized for incidence and thanked customer for bl1nglng theil' 
experience to our attention. CSR desc::r'lbed the captioning procesa. CSR 
noted lrootlle tickets documented by the CA and previous cases noting 
very distorted audio and static on some calls. CSR was unsoocessful in 
getting exact examples of inaccuracies or a particular ctlll to research. 
CSR suggested customer document the dale. time and CAfl of any tuture 
calls to anow us to take specific action with the CA captioning the call 

t 1/1512014 09:02pm CSR aooloaized aciain for the customefs exoerlence. 

CSR apologized for the incident and thanked customer for the feedb3ck. 
Call detail was shared with Call Center management for tollOW up Wltll the 
captiomst by the captJorisfs supefVisor Captionist's supervf$or lncteased 

11/24/2014 01:"-~m monilorina fN>no-.rv lo ensure consistent nualilv oerformance. 

CSR apOlogiZ.ed for the incident and thanked customer for bringsig tliei' 
experience to the attenllon of Cap Tot Customer SeMce. CSR thanked 
customef" for the feedJack and the call detal was shared wtth Call Center 
administration for lolow up by the captilnist's supelVisor to ensure 

12J02/2014 08·48am coosistent Quaitv oerformance. 

CSR coleci.ed detail on the call and invesbgated with call center 
persomel. Call Center personnel noted no trouble ticket was created. CA 
did send the (speaker too soft) macm multiple times indicating audio 
difficulties. CA may have thought there we<e muttlple speakeR thus sen1 
the gender identification (F) or (M). The CA's supervisor w.11 follow up to 

11/19/2014 05:55nm exolore the use of these markinQs to ensure aualltv N>tformance. 

Category 

SeMce 

Seivice 

S«voce 

Seniice 

Service 



Record ID 

555623 

555641 

555707 

555738 

556055 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

12/01/2014 02:451>m 6196 TF 

12/01/2014 03:211>m 14121 SB 

12/01/2014 06:""""' 10575 AB 

12/02/2014 07:57am 6328 GG 

12/03/2014 09:10am NIA BMc 

Responded by 

TF 

SB 

AB 

GG 

6Mc 

Inquiry 

Customer ropo<ted a delay in captions 
betmd the sooken words. 

Cus1omer reported that captions were 
delayed behind tho spoken words 
durino the orevious call. 

Customer reported a delay in captions 
behind the cnnken wordS on the 840i. 

Customer reported delayed captions 
behind the spoken words on the 
Ca1>Tel 840!. 

Customer reported a delay ii captions 
behind the spoken WO<ds on the 
Ca1>Tel 84o;. 

Hamilton Relay, Inc. 
30 

Resolution Resolution 
Date 

CSR apologized for the Incident and thanked customer for the feedbaek. 
Call detail was shared with Call Center management for follow up with the 
CA by the CA's supervisor. CA supervisor 1ncreasoo monitonng frequency 
for the CA to ensure consistent qua~ty performance. CSR called the 

12/01/2014 05:19om customer baek to n>nn11 this Ol.tcome. 

CSR apologized for the incidence and thanked customers husband for 
reporting thelr expelience. CSR reported cal detail identified to the Call 
Center for follow up with the CA by the CA's supervisor for additional 

12/1512014 01:2eom monttor1no and coaehlno. 

CSR apologized for incidence and ltlanked customer for the feedback and 
Informed them that information wo~d be shared with appropriate 
captioo:ng service staff for follow up. Information was forwarded onto the 
Cal Center and CA ~sor lnaeased lllOllilofing frequency for the CA 
to ens...-e consistent quality pefformance CSR also exptailed that there 
is a we captionist that revoices what the other party says. word for word, 
into voice recogntJOn techoology software. Because llley aeate the 
captions ive. tt is normal for IM captions to appea-~ seconds behind 

12115/2014 01 ;?Qnm the <nnken word. 

CSR explained to customer how captions are produced and that the delay 
could inc<ease W tho othor party Is speaking very quici<ly or the CA needs 
to make typed insertions. CSR Investigated and Identified three calls with 
lag time addillonal seconds behind the Captel guidelines. CSR apo!Ogized 
for incidence and ltlanked customer for the feedback. Call detai was sent 
to the Call Center for folow up With 1118 CAs by the CAs' supe!VISOl'S. CAs' 
supervisors roeased monitoflng frequency for the CAs to ensure 

12/09/2014 04 02nm consislent Qu•li!v oertormance. 

CSR apologized tor the customer's expenence and advised that the call 
delai would be shared with the appropriate supervisory stal'I at the 
captioning service. CSR was subsequently rnormed by captioning service 
personnel that the CA who assisted with this cae IS no longer employed 
with Cap Tel. CSR relayed this to the customer and offered further 

1211212014 09:07am assistance as needed. 

Category 

Service 

Service 

Service 

Service 

Service 



Record ID 

556908 

557539 

558205 

558209 

559196 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

. Inquire Date CAnbr Call taken 
bv 

12l06/2014 CJ6·2Clnm NIA NM 

12/09/2014 01:'>.<;nm NIA TJ 

12112/2014 07:54am 10537 TJ 

12/12/2014 07:54am 6168 TJ 

12/16/2014 03:37pm NIA SAB 

Responded by 

NM 

TJ 

TJ 

TJ 

SAS 

Inquiry 

Customer reported receiving iroorrec:t 
captions on cals but was unable to 
I omvid8 anv soecl!lcs. 

Customor roported that the captions 
are behind the spoken word. 

Customer reported a call where the CA 
did not put the teleptione number 
shared by the other party when 
1,.,.ntionina an answerina machine. 

Cuslomtl< inqured ii there is a way to 
hlNe the captions """"""faster. 

Customer reported inaccurate captions 
on a call 

Hamilton Relay, Inc. 
31 

Resolution Resolution 
Date 

CSR apologized and thanked customer for bringing their experience to 
our attention. CSR sent a delaied emaH sharing deta~ on hOw captions 
are created. CSR noted that the CA revoices eveiything that the calle< 
says, word tor word, Into voice recognition technology software that is 
then sent to the Cap Tel phone's screen. Due to the nature of voice 
recognttion software, similar but Incorrect words can sometimes be 
produced by the software In these cases, the CA should be correcting 
them by inserting the correct word(s) In brackets within one or two rnes of 
captions. CSR noted that ii the customer documents the date, time and 
CAii of any tuue calls, we Wiit to take specdlc actorl with the CA 
capliooi>g the cal, and ptollide extra monitomg and coaching for optimal 

12/08/2014 03 1"""' -'orrnance. Customer e~sse<t a for this follow uo. 

Investigation by CSR found two specifte calls where the captions delay 
was beyond the nonnal average. CSR thanked the customer for bringing 
this to our attention and IO!Warded the spedllc caU deta~ to the can center 
for review. Call center supeNlsor wi• provide coaching and monttonng of 

12/15/2014 01."-""m lheCA's. 

CSR apologized to the CU$1omer for the onadence and informed the 
customer that we will sond thelr call detail to the captioning center for 
furtller review. CSR sent the call detail to the captioning center staff wllO 
reported that lhey wil furthe< monitor the CA and provide further coaching 

12112/2014 08:04am to ensure ootimat oerformance. 

CSR sen1 cal detal to the appropriate captJoning service stall for r..ther 
inves1lgatian. The CA'S SupeMs« inaeased mOllllonng of tlis CA and 

12/17/2014 03:19om '~vided fl#1her coachinc for ""'llNI n ........ """"'"'ance. 

CSR apologized for the incident and thanked customer for bringing their 
experierice to our attention. CSR suggested customer document the date, 
time and CAii or any futuni cals 10 allow us to take specifrc action with the 

01/06/201512:29om CA caotiorina the cal 

Category 

Sanliee 

Service 

ScMco 

Senne. 

SeNice 



Record ID 

559479 

559679 

559612 

559830 

561664 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CA nbr Call taken 
bv 

12117/2014 02.51nm NIA RS 

12118/2014 01:23pm 14102 RS 

12118/2014 11:00am 1589 CY 

12118/2014 12:52om NIA TJ 

12/:l0/20t 4 1 t :23am NIA SS 

Responded by 

RS 

RS 

CY 

TJ 

SS 

Inquiry 

Customer reported seetllQ occasional 
inaccuate ~on the Cap Tel 
MOI. 

Customer shared feedback regarding 
the delay of captions behind Iha 
snni.en words on the Cao Tel 8401. 

Customer reported a delay in captions 
behind the """ken word. 

Customer shared feedbedt stating 
sometimes the captions doni make 
se<1se, espoaaay If a person ha$ an 
accent. 

Customer reported Inaccurate captions 
during calls, but had no speciflCS to 
share. 

Hamilton Relay, Inc. 
32 

Resolution Resolution 
Date 

Customer shared feed)a(:lc regarding accuracy ol captions CSR 
apologized for incidenoe and thanked c:ustomer lor bringng thW 
experience to our attention. CSR suggested aistomer document the da1e. 
time and CAii of arry Mure calls 1o allow us to take speatic action with the 

12117/2014 03•211nm CA caotionino the cal. 

CSR apologized f0< incidence and thanked customer for the feedback and 
infonned them lhat infonnation woukl be 5hafed with appropnate 
captioning service staff for follow up. The CA's supervisor followed up wilti 
the CA and provided additional monitoring and coaching lor optimal 

1212312014 10:11om oerformance. 

CSR apologized for the incident and !hanked customer for the feedback. 
Call dela~ was shared with Cal Center management for folow up with the 
CA by the CA'S supeNisor. CA supervisor increased monitoring frequency 

12123/2014 10:06am for the CA to ensure consistent nu:.titv oerformance. 

CSR cliscu$SOO how caption$ are created and lhat the CAs tJy lhW best 
to cfiscem what the other party is sayi')g, as lhey panldpate In Ole cal nor 
ask the olher party for ctarifocation CSR followed up and sent a letter to 
the customer at thei'" request and advised the customer f lhey document 
the date and time of sped!ic calls where the captions are not satJsfadOry, 
we wil take specific action with the CA to provide coactW1g and mento<ing 

12119/2014 10:24am to help ensure ootimal peifonmance. 

CSR apologized for the incident and !hanked customer for bringing their 
e>eperieoce to our attention. Customer was unable to provide a specific 
call or specific errors that occurred In the captions to the CSR. so CSR 
suggested customer dOQlment lhe date. l imo and CAii of any future calls 
to allow us to take specific action wltll the CA captioning the caD. CSR 
followed up to see ff the aistomer had any examples to share. but had to 

01/09/2015 01:47pm leave a messaQe. 

Category 

SelVice 

Service 

Smvice 

Se<Vice 

Service 



Record ID 

561850 

562903 

563294 

563237 

563662 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

12131/2014 07:02am 3281 GG GG 

01/06/201511:13am NIA LV LV 

01/07/2015 02'.34om 3725 SAS SAS 

01/07/201512'.13om NIA OL OL 

01/0812015 04:39Pm NIA RS RS 

Inquiry 

Customer reported delayed captions 
betind tho spokon words on the 
CaoTel 800 at home. 

Customer provided general feedbad< 
on the accuracy of captions. Customer 
had no s-tCS. 

Customet's husband reported a delay 
In caotJons on a can. 

Customer reported poor accuracy of 
captions on the Cap T ~ 840i, but had 
no cau detail to share. 

Customer noted minor errors in 
captions but <lid not have examples 
and did not want to report a complaint 
lo the r.s.ntionlna center. 

Hamilton Relay Inc. 
33 

Resolution Resolution 
Date 

CSR apologized for incidence and thanked customer for the feedb3Cll. 
Customer mentioned that the other party was speaking very fast dlriig 
the call. CSR advised the customer that when other party speaks very 
fast. Ille captions may be a little more delayed compared to someone 
speaking at a nonnal pace CSR Informed customer that the information 
would be Shared with appropriate captioning service staff for follow up. To 
ensure consistent quality. CA's supeMSOr will Increase the monitoring 
fTequency for this CA. CU$lomefs oxperience does not impact 

01/0712015 09 35am comolance wi1h FCC rules for EO WDm text transmission. 

CSR apologized for the ilcident and thanked customer for bringiog their 
experience to oc.r attention. CSR suggested C<JStomer document Ille date, 
time and CM of any future calls to allow us to take specific actlon with the 
CA captioning the call. CSR did explain the captioning process using 

01/06/2015 11:25am voice ...,,..,,,,nilion and correctton Inserts. 

CSR apologized for the i1cident and reported the OJSlomef"s feedback to 
the appropriate parties. Monrtomg of the captiMng Assistant Involved In 

01/16/2015 12 15om the cal was lnaeased in order 10 ensure walitv caotiOfino. 

CSR apologized for the Incident and lllanked customer for bringing their 
experience to our anentiOn. Customer expressed belief we shoUld have 
log detail to see the captions CSR explained due to confidentiality we do 
not retain records of any call oontert. CSR suggested customer 
document the date, bme and CNI of any futire calls to allow us to take 
specific action with the CA captioning the cal for fw1her coaching and 

02/05/2015 04 31 nm mentomo. 

CSR apologized and thanked c:ustom.r for sharing feedback. CSR noted 
we would like to take spectflc folOW up with cal center personnel so they 
can provide mentoring and coacljng to the CA involved to provide optimal 
captioning petformance. CSR suggostod customer document the <:Sato, 
tune and CM of any future cans to allow us to take specific action with the 
CA captioning the caU. Customer said she woold do so and appreciated 

01/06/2015 Q.4:'48om the offer to follow uo. 

Category 

ServlCe 

Service 

Service 

Servioe 

Service 



Record ID 

563529 

564198 

564206 

564416 

564301 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
by 

01l08/201512•?n.vn 6251 MMo 

01/11/2015 02:28nm 11142 LV 

01/11/2015 03·18om CP 

01/12/2015 02•""""' 6344 GG 

01/12/2015 10:05am 10616 CP 

Responded by 
I 

MMo 

LV 

CP 

GG 

CP 

Inquiry 

Customer complained or a specific 
captioned message that she was 
unable to get captions or a telephone 
number 

Custome< reported inaccurate 
1r~tions 

Customer reported an above average 
clelav on caotioned calls. 

CUSomer's a5$1$1ant reported captiorl$ 
do!lawd bet*ld the soo1<en worn. 

Customer Inquired how quickly the 
words shOuld aooear on the screen. 

Hamilton Relay, Inc. 
34 

Resolution Resolution 
Date 

CSR apologized to customer 10< their experience and assisted the 
customer in getting tile number nee<le<f. Upon invesligation and fol1ow-14> 
with Call Cente< personnel, CSR later reached the customer and shared 
that her concern was shared with the CA•s supelllisor and that the CA in 
question woutd receive increased monitoring and coaching for overall 
captioning quality perl0<mance. CSR apologized lo the Customer for their 
expetlence. Customer gave CSR the phone number they were dialing so 
that CSR could assist Customer with obtaining the phone number 
mentioned il the automated message. Upon investigation and folow up 
with Cal Center personnel, CSR fOllowed up wi1h the Customer and 
reported that her concern was shared wi1h the Supecvisor and that the CA 
in question wou1d recieve inaeesed monitomg and coaching for ove<al 

01127/201512·">"""' n. ...... ~"onnanoe. 

CSR apologized for tile Incident and thanked customer f0< the feedback. 
Call deta~ was shared with Cal Center managemenl for follow up with tile 
CA by the cA·s supelllisor. CA supervisor increased monitoring frequency 

01/14/2015 03. """"' for the CA to ensure conslstent "'••l1tv oorfonnance. 

CSR explaned the average delay to the cusl0<ne< and found that the 
custome< is experiencing abow average delay on many calls. CSR 
passed inf0<mauon on f<lt' review by c:al center management. CA 
~sors met with CAs and slbsequenUy increased monitoring 
frequency and ot'lered extra coaching to ensure consistent quaity 

01122/201502:11;nm oertormance. 

CSR explained to customer how captions are produced and that the delay 
could lnctease if the other party is speaking Ver/ quickly or the CA needs 
to make typed insertlons. CSR Investigated and Identified a call with lag 
time addtional seconds belWid the Caple! guideines. CSR apologized for 
Incidence and thanked customer f()( the f~. Cal detaO was sent lo 
the Cal Center f()( follOw up with the CAs by the CAs' ~sors. CAs' 
supetVisofs inaeased monrtonng frequency f0< the CAs to ensure 

01119/2015 Q5·515om consistent m 
CSR explaled to customer how captions are produced and that d is 
normal to e>eperience a 3-5 secood delay between Wlefl the other party 
speaks and When captions appear on the C3pTel display screen. 
Explained tllat this detay could Increase if the.- caler is speaking very 
quickly, or lhe CA needs to make typed Insertions. CSR confirmed that 
the customer is experiencing normal delays In captions. Furthe< 
invesllgation by CSR revealed that the customer had received some cans 
with above average delay beyond tho Cap T ol guide fines of 3-5 seconds. 
CSR sent cal information to call center management. The CA tias been 
given extra coadling to help maintain consistentty good perl0<mance on 

01/1212015 10'38am calls. 

Category 

Service 

Service 

SeMce 

SeMce 

Service 



Record ID 

564836 

564972 

564891 

565880 

566152 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

01/13/201511:39am 10617 KR KR 

01114/2015 01 :iw.m 14060 EJ EJ 

01/14/2015 10.04am 11094 ES ES 

01/18/2015 02:flRnm 6432 SAB SAB 

01119/2015 02:44om 6049 RN RN 

Inquiry 

Customer reported a longer than 
avorago dolay behind the spoken word 
in cant.nm: on tier 8401 

Customer reported seeing "Speaker 
Unclear" In their caoUons. 

Customer reported a specific cal 
whoro numbcl"' were captioned 

1~--- on the r-""Tel 840i . 

Customer reported captions lagged too 

tar behind the s"""en words. 

Customer reported experiencing a 
delay In the appearance of captions 
behind the spoken word wl1iJe using the 
CapTel 640i. 

Hamilton Relay, Inc. 
35 

Resolution Resolution 
Date 

CSR apologized for the incident and thanked OJstomer for the feedbaci(. 
can deta~ was Shared with Call Center management for follow '4> with the 
CA by the CA's supervisor. CA sup«visor 1ncreas«1 moritoring frequency 

0112112015 ~:'Vlnm for the CA to ensure consistent oual tv ........ omiance. 

CSR apologized for the incident and thalkod OJstorner for the feedback. 
Gall detai was shared with Cal Center management for fol ow up with the 
CA by the CA's supervisor. CA supervisor increased monitoring frequency 

0112212015 04:1Anm for the CA to ensure consistent oualitv oerformance. 

CSR apologized for the hcideB and thanked customer for the feec!ba<*. 
Gal de!ai was shared W'th Cal Center management for folow '4> wllll lhe 
CA by the CA's supe<Visor. CA supeNisor increased monitoring~-~- - , 

02/03/2015 12 . .C1nm for the CA to ensure consistent n u ..iitv """1ormance. 

CSR apologized for the Incident and thanked customer for b<inging their 
experience to DUf attention. CSR's investigation revealed a cal within the 
custorne(s stated time frame with a significant lag in captions beyond the 
Captel guideliles ot an average ot 3-5 secondS delay. Cal detaol was 
reported to the supeNisor of the CA in question and moritoring and 

01/21/20t510.o46am 1...,,,......~ ot the CA wu iia'eased as a result. 

CSR apologized for incidonce. CSR investigated and identified the cal. 
CSR submitted can details to can Center personnel for fol ow up. The 
CA's supervisor increased monitoring and ooacNng to assist the CA in 

01/19/2015 03:10om lootimal captlonlnq perforrnanco. 

Category 

Service 

Service 

Selvice 

SeMoo 

Service 



Record ID 

567341 

567538 

567773 

568146 

569423 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
by 

01/23/2015 10:27.vn 6171 SM 

0112512015 02:31om 6040 CP 

01/26/2015 02:44om 1209 CP 

0112812015 01:1oam NIA BMc 

02/0212015 04·4Som 1135 SB 

Responded by 

SM 

CP 

CP 

BMc 

SB 

Inquiry 

Customer roportod captions stopped in 
lhe middle Of a cal. 

Customer reported that the captions 
wcro very far behind the voice on some 
calls. 

Customer reported inaccurate C<lptions 
on a """""'1s call. 

Customer repol1ed slow captions on 
CaoTet 840i. 

Customer reported experiencing 
in8CCIJrato caotions durina a call. 

Hamilton Relay, Inc. 
36 

Resolution Resolution 
Date 

CSR apologized for incidence and thanked aistomer for the feedback 
Cal detai was shared with Call Cerner management for follow up with tile 
CA by the CA's supeMsor. Research of the call was inconclusive. There 
was no trouble ticket documented by tho CA and no indication of 
capUonlng <lfflculty. 11 Is uncertain v.1'1ether this could have been an 
internet drop at the customer's end, as indication of a drop at the can 
center is not present in the technical detaU avaiable. As a precautionary 
measure, the CA's superviSO< set up a "Cheek up• session with the CA to 
ensure consistent quality perlomianc. and to provide any coaching as 

02/04/2015 07.36om needed. 

CSR foond that the customer Is experiencing an above normal delay on 
some captioned calls. CSR sent cal Information to call center 
m~gement for review. CA supervisor subsequently increased 
monitoring frequency for the CA and offered extra peer coacl1ing to 

02/03/2015oe:13om ensure consistent aualltv oertormance. 

CSR apologized for the ~ and thanked the aistomer for the 
feedbadc. Cal detail was sha'cd wth Cal Center management tor folow 
up with the CA. The CA's SupenllSOI' sU>sequenuy increased the 
monitoring frequency and prowled extra coaching oppor1t.mities for the 

01/28120t510.19am CA to ensure consistent auailv ,_.,ormance. 

CSR explained to customer how captions are produced and that ~ is 
normal to experience a ~5 second delay between when the other party 
speaks and when captions appear on the Cap Tel display screen. 
Explained that this detay COUd increase If their caller is speaking very 
quickly, or the CA needs to make typed insertions. CSR's researdl 

01/30/2015 0956am contnned that the OJStomerls e normal delavs in ~t.ions. 

CSR apologized for the incident and thanked customer for the feedbacl<. 
Call detail was shared wtth Can Center management for folow up with the 
CA by the CA's supetVlsor. CA superviSOf increased monotonng frequency 
for the CA to ensure consistent quaNty performance. Supe.visor's 
inveS1igation atso revealed that there may have been a technical issue al 
the CA's workStaUon during the call. CA supervisor reviewed the proper 

0211 t/2015 12:37~ 'Drocedure that the CA should follow When a technical issue occurs. 

Category 

Service 

Service 

Setvk:e 

SelVice 

Se<Vice 



Record ID 

569334 

569987 

569900 

570921 

571474 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

02l02/201512:11om 10001 8Mc 

02/0o4/2015 03:19om NIA cs 

0210412015 12:21Nn 1118 MMo 

02/08/2015 07:51cm 3391 MTh 

02/0912015 03:37Pm N/A AGG 

Responded by 

BMC 

cs 

MMD 

MTh 

AGG 

Inquiry 

Customer reported a delay in captions 
on the 840i. 

Custome< report an inaCCtJrata word 
caotioned on the CaoTel 840!. 

Customer complained about a specific 
caoUoned call with de""-1 cactlons. 

Customer reported that captions 
stoooed aooearinQ on a DMvious call. 

Customer emailed to stlare feedbaci< 
on the accuracy of captions on a recent 
cal. 

Hamilton Relay, Inc. 
37 

Resolution Resolution 
Date 

Further research revealed that some captions were outside the expected 
nonnal c:le!ay. The cal center was c:ontacted and confirmed they wil 
monitor the CA's capionng and the customer was sent a letter eJCPlainlng 

02110/2015 09.40am this. 

CSR apologized for the lnodent and thanked aistomer for bringing their 
expenence to our attention Customer had no cal specl"ics for us to follow 
up on. CSR 5'Jggested n the aistomer documents the date, time and Cl'# 
of any future calls this win aaow us to take specific adJon with the CA 

02/0412015 03:30nm caotionina the can. Customer thanked the CSR and ended the call. 

CSR apologized for incidenoe and thanked customer for tho feedback. 
Cal delai was shared Wl1!l Call Certer management for ro1ow up Wl1!l tne 
CA by the CA's ~ CA $t1pe<ViSOf increased monitoring ;, ·~ ·- ·~, 
for the CA to eflSl.l'e c:onsbtent qu&ily pefformanc::e. Upon lolow up 
oontad with the customer. CS shared the centef's adJon and also shared 
the bp that custorne< has Iha option of pressing Iha captions button OFF 
then ON again SllOUld she wish to comect with a Qfferent CA. Customer 
agreed to follow-up with Customer Service should she require further 

02109/2015 04:20cm essistance. 

CSR apolOgized for the inddent and thanked the customer for the 
feedback. Cal det.ail was shared With Cal Cetter management for follow 
up with the CA by the CA's supervisor. Upon reviewing call detail. caD 
center was unable to determine cause of captions stopping during the 
call. CA supervisor stin increased monitoring frequency for the CA to 

02111/2015 09:63am ensure consistent oualitv oorformance. 

CSR apolOgized for the c:ustomel"s eicpetlence. CSR tned by phone and 
ernal to acqo.ire spedfic cal delai, but was unable to oomect agm ,,,;tti 
the customer. CSR sent a letter to the customer's address suggesfug the 
customer document the date, bme and CM of any fllltn calls to alow us 
to take specific adJon with the CA captioning the call CSR further 
followed up to share detatt on how the customer may choose to press the 
captions button off and on again to Change to a different CA at any time 

03/04/2015 12:08om durinq the call. CSR offered further asS1stance unnn reQuest. 

Category 

Service 

Service 

Service 

Service 

Seivice 



Record ID 

571039 

571902 

572889 

572658 

572758 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

02/09/201512:20om t0565 JR 

0211212015 11 :33am 11047 KK 

0211612015 06:05om NIA MMo 

0211612015 09:07am 1300 TJ 

02116/201512:3"""" NIA LV 

Responded by 

JR 

KK 

"""'° 

TJ 

LV 

Inquiry 

Customer shared feedback regarding 
8""'""""" of ""ntions. 

Customer reported delayed of captions 
behind the spoken words on the 
CaoTel840t 

Customer shared fee<l>aclc regarding 
the accuracy of the captions but had no 
soecific call data to share. 

Customer reported inaccurate captJons 
for the name in the rocorded answering 
machine messaQe caned. 

Customer's husband reported on 
previous call captions significantly 
; laaned behind the sooken word. 

Hamilton Relay, Inc. 
38 

Resolution Resolution 
Date 

CSR apologized for the incident and thanked customer for the feedback. 
call detail was shared with Cal Center management for follOw up wrth the 
CA by the CA's supervisor. Ca.II Center personnel reported this CA no 

0211612015 10:54am l""""r works as a CA so no follow uo could be conducted. 

CSR sent the customer a letter apologang for the inddert and thalking 
the customer tor the feedbadt. CSR idenllfied Ille cau and Informed the 

customer that information would be shared with cal center management 
for follow up. Cal center management reported that there was a minor 
tec:llnical issue documented by the CA on the call. In addrt1on, the CA was 
provided further training and coadling for optimal petformance to 

03/0412015 01 :30om minimize delav. 

CSR apologized for incidence and thanked customer for bringing the 
expenence to the attention of Customer SeMce. Customer 9Cknowtedged 
that she did not have speafic details to share. CSR suggested c:ustcmer 
document the date, time and CA I of arrf future problematic captioned 
cals wncti WOIAd allow us to lake specific action wlh Ille CA in queslion. 
CSR pro\'kled customer with the option of toggle-pressiig the Captions 
button OFF then ON again at any time ct.Jring a call CSR also &><planed 
how captions are generated by a ive CA at the Captioning Service using 
voice recognition tec:hnology. CSR sent the customer a follow up email 

0211612015 00:15Dm with comcrehensive information on lhe caoUonlna n.-tv'-"SS. 

CSR apologized to the customer and sent the specific cal detai to the 
call center. The call cen1er reported that the CA supoM&Or scheduled 
addttional monitoring and coacn~ for thlS specific CA to address the 
insertion of names and overall captioning quality. CSR shared lhls 

0212<41201512:52om feedback with the customer. 

CSR apologized for incidence and thanked customer for the feedback. 
Call detai was shared with appropriate Call Center personnel. Cal center 
confirmed the caption assJstanl involved is no longer 111 employment 
Folow up wfth this CA was not possible for this reason Customer's 
expetlence does not Impact compliance wt.th FCC <Ues for 60 wpm text 
transmission. CSR apologized for incidents and thanked Customer for 
the feedback. Cal dolall was shared with appropriate Call Center 
personnel who subsequently reported the CA was no longer employed at 
the call center. Customefs experience. on this reported call, did not 

03Kl212015 10:47am imoact comolianoe with FCC rules for 60 IN'l'lm text transmission. 

Category 

Service 

Seivice 

Service 

Service 

Service 



Record ID 

573120 

573206 

573823 

57:,007 

575508 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 611/2014 to 5/31/2015 

Inquire Dale CA nbr Call taken 
bv 

02/17 /2015 03 """m NIA MW 

02/1812015 02:00am NIA DF 

02/20/2015 11 :22am NIA BB 

02125/2015 12:11om NIA JR 

0212712015 09.09am 3536 BMc 

Responded by 

MW 

OF 

BB 

JR 

BMc 

Inquiry 

Customer reported captlOnS stopped 
on a recent can and Shared car detail. 

Customer inquirod why captions ore 
1""'"ino behind the sooken word. 

Customer shared feedback regardrig 
accuracy of captions stating captions 
were "aarbled". 

Cust0!1lef's daughter shared feedback 
regardWlg the accuracy of ti.r mothel's 
"""llons on their call. 

Customer asked about the delay In 
captions behind the spoken words on 
the 8001. 

Hamilton Relay, Inc. 
39 

Resolution Resolution 
Date 

CSR's investigation found a trouble t.iclcet was entered by Ille CA 
inQca1ing a message for the customer was sent out stating, "T ectlnoc:al 
difficullleS, pleaSe 11y your call again·. CSR loOowed up With the ClJStomer 
and explained a message IS sent by the catter advising re-connecting to 
!he cent.,.. again. CSR noted the customer Should press captions otf and 
on again to connect to a new CA at a ddfen!ll! center while stJI on the call. 
Customer thanked the CSR for invesligatng and taQ!g the time to 

03/03l2015 07:Mnm contact her and e'"""in lhinqs. 

CSR apologized for the incident and thanked customer for bringing lhejr 
expelience to our attention. CSR inves1Jgated and Identified call with lag 
time beNnd the norm. Caa detail was sent to the Call Center for follow up 
with the CA by the CA's supef'lisor. CA supervisor Increased monitoring 
frequency and coaehing for the CA to ensure consistent quality 
petfo1Tnance. Custome(s experience does not Impact compllanc. with 

03/0212015 11:06am FCC rues for 60 ~m text transmission. 

CSR apologized for the incident and thanked customer for bmgil'lg their 
experience to our attention. Customer ended the call before further 
specif'ICS could be collected. CSR sent a lolow up letter suggesting the 
customer doaJment the date, llme and CM of at:'l'f fl/lure calls lo allow us 
to take specific action with the CA captioring the cal by providing 

03/04/2015 OZ:35om mentorina and ooac:hina for nn1nna1 oerfonnanoe. 

CSR apolog!Zed for tl1s expel1ence and Shared details on hOw capoons 
are aeated and inqWed if any C001!d:ions wet'& inserted The daughter 
noted some correctlons _,,, prnv;ded. CSR noled that W the customer or 
ciaughter coUd document the date, and time of any Mure calls of 
conoem, we will take specific action to increase mentoring and coaching 

02/25/20t512:16pm for the CA """''°""' the can. 
After cortirming the customer IS expenenang a normal delay in captJons 
behind the spoken word on most al their calls, the CSR explained how 
captions are produced and that ~ is normal to expenence a ~ secood 
delay between when the other party speaks and when captions appear on 
lhe Cap Tel <fisplay saeen. CSR e><plainec:t that lhis delay co_.d increase if 
l/leir caler is speal<lng very quickly, or the CA needs to make typed 
insertions. CSR also provided custome< with ~s for handling moments of 
sJlence while the captions are transmitting. In further follow up, CSR 
Identified one can that was siglltly beyOnd the norm of CapTel guldeUnes. 
Detail was senl lo lhe Call Center and lhe CA was placed on increased 

03/0412015 05:48om mon~orina and coachina to helP that CA achieve ool1mal ocrformance. 

Category 

SeMce 

Service 

Service 

SeMce 

Sllt'Vice 



Record ID 

576121 

576011 

578493 

577423 

577887 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Ir.quire Date CAnbr Call taken 
bv 

00/fJ'2/2015 02: 1 Com 11041 TJ 

03/02/2015 09;50am 10045 MMo 

03/04/2015 11.55am NIA ES 

03/06/2015 09 410ffi NIA SM 

03109/2015 06:05~ NIA MMo 

Responded by 

TJ 

MMo 

ES 

SM 

MMo 

Inquiry 

Customer reported a spedfk: cal with 
il\aa:wate can11nn_~ 

Customer oomplained about missing 
captioning Information YA'len the party 
had hoog up and he did not rocolvo 
corresoondlna r-""tionlna. 

Customer reported inaca.rate captions 
on the CaoT el 6401. 

Customer reported lnaa:trate captions 
on the Cao Tel 840i 

Customer's husband caNod on 
customer's beha~ referencing a 
problematic call with delayed captions 
but could .,,,..,;de no cal detail. 

Hamilton Relay, Inc. 
40 

Resolution Resolution 
Date 

CSR apologized to the OJSlomer for !her e>perience and lhankad the 
customer for bri'lging lhis to OU" attention CSR sent the specific cal 
delail to 1he captioning center stall for follow 141. Captioning center statr 
reported that they,... continue monitomg and coaching of that specific: 

03/1 1/2015 02.3Qnm CA 

CSR apologized for the lllCidetlt and thanked customer for the feedbaek. 
can detail was shared wfth Can Center management for follow up with the 
CA by the CA's supervisor. CA supervisor win lnaease monltor1ng 
frequency for the CA to ensure consistent quality performance. CSR 

0311612015 11.04am adllised customer or this Illa an email communlcabOn. 

CSR apologized for the incident and discussed the customef's e>epertenoe 
further. Customer had examples of word errors but not call specifics such 
as tlme, date or CA#. CSR dlSCUssed how captJOns are generated using 
voice recognition, and ottered specific follow up With call center personnel 
J the customer wishes to document the date, lime and CA# of 11f1Y future 
cals to allow us to take specific action with the CA caption!ng the cal 
CSR thanked customer for sharing her experience and offered further 

03/1t/201505;29pm assistance. it desired. 

CSR attempted to follow 141 3 times with no suo::ess CSR sent customer 
an email offering assistan<;e upon request end another emal thanking the 
customer for bri'lging tneir expe11ence to OU' attention. CSR suggested 
customer document the date, time and CM of any future calls to allow us 

03119/2015 04 .1""" to take s,_..m,. action with the CA ~''""'"'""' the call 

CSR apologized for the incident and thanked party for bringing their 
expeneroce to our attention. Since party could not provide the CA t nor 
any call details, CSR suggostod customer documont tile date, time and 
CA# of any future problematic cans to alloW us to take specific action with 
the CA captioning the call. Customer's husband agreed to do so In the 

03/10/2015 01 :00om future. 

Category 

Sefvlce 

Sl!IVice 

Service 

SeMc:E 

Service 



Record ID 

578070 

578112 

579929 

580633 

581960 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

1 

Inquire Date CAnbr Call taken 
bv 

03/10/2015 01.58nm 10047 BB 

03/10/2015 03:01am NIA SM 

0311812015 09.14am NIA Hl 

03/20/2015 12 440m NIA EN 

03126/2015 01·1 Spm NIA MMo 

Responded by 

BB 

SM 

Hl 

EN 

MMo 

Inquiry 

Cus1omer teported a 30 second dalay 

'" """'IJOl\S du""" a call 

Customer's assistant reported 
Inaccurate captions on tho CapTel 
8401. 

Customer reported stow captions on 
the CaoTel 2400i. 

Customer reported 1naccur.ite c:apOOns 
on the C".-Tel 2400. 

Customer noted ongoing Issues v.ith 
captioning acairacy on the Cap Tel 
ohone 84CJI. 

Hamilton Relay, Inc. 
41 

Resolution Resolution 
Date 

CSR apologized for the incident and thanked CU$1omer for the feecl>aclt. 
Call dela:1 was shared with Cal Center management for folow up with the 
CA by the CA's supervisor. CA supeM$O< increased monitoring frequency 

03/17/2Q15 04: 4Anm for the CA to ensure consistent aualilv aertonnance. 

CSR apologized for the incident and thanked customer for bringing their 
experience to our attention. CSR suggested wstomer document the date, 
lime and CAA of any fulurc calls lo allow us to take specific action with the 

03110/2015 03:10om CA caotionina the call. 

CSR researched and identified a call that had delay of captions betind the 
established Cap Tel Guidelines. Call detail was sent lo the Call Center ror 
follow up with the CA and CA'S SupeMsor. The CA'S SupeMsor met with 
the CA who remembered Ille call and noted a technical dfficulty. The 
Supervisor coached the CA on how to handle such a arc:umsunoe in the 

03/30/2015 10.35am Mlxe for ootimal oerformance. 

CSR apotogtzed tor the inOdenl and ltlanked customer for l>Mgmg thelr 
experience to our attenbon CSR llstened to OJStomer discuss his 
experience, and wstomer noted sometimes businHs 1ergon or legalue 
dscussion can be an iSsue. CSR sent a follow 1Jf> letter recommending 
that the customer document the date. time ard/ or CAii of arry fulure calls 

Q.4/02/2015 09:04om to alow us to take srl<rili<: aci1on with the CA cantinnina the aill. 

CSR apologized for the incident and thanked customer for bnnglf'lg their 
experience to O<Jr attention. CSR suggested customer document tho date, 
Ume and CA# of arrt futuie calls ta ailOw us to take speottc actJon wUh the 
CA captioning the call. CSR subsequently sent customer a letter via US 

03/3112015 08:00am Mail with infonnation eXPlainina the caotoona oroccss. 

Category 

ServiCe 

Serviee 

ServiCe 

Sennce 

Ser.ice 



Record ID 

582195 

582679 

582964 

583846 

584004 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

· Inquire Date CAnbr Call taken 
by 

03/27/2015 11 :36am NIA ST 

03/30/2015 09:59am NIA TJ 

03131/201511•35am 10047 JR 

04/03/2015 02:21~ 1549 RL 

04/04/2015 12.46ilm NIA BB 

Responded by 

ST 

TJ 

JR 

RL 

BB 

Inquiry 

Customer reported that she often has 
Inaccurate """tiOns duma her cal s. 

Customer inquired if there is supposed 
to be a delay in captions behind the 
sooken word. 

Customer reported a long delay 111 

captions bel1ind the spoken words on 
her MO! 

Customers daughter reported slow 
captions dur1ng a cau on the Cap Tel 
840!. 

Customer reported there were 
occasional inaccuracies in her 
cantions. 

Hamilton Relay, Inc. 
42 

Resolution Resolution 
Date 

Customer explained that she did not have a specific call to report at tl1is 
time. CSR recommended that customer recoro the date and time of the 
call should this occur again along with any examples ol the inaccurate 
captions received for tu:tller fOllO¥M.op. Customer stated she wik contact 
Cap Tel Customer Service in the future to report any inaa:urate captions 

03127/2015 11 ·57am should she receive anv on future calls 

CSR Investigated and klentl1led two callS wilh lag time behi'ld the norm. 
Call de4ai was sent to the Call Centftl' for folow up with the CAs by the 
CAs' supervisors. CAs' supervisors inaeased monitoring and <XlllChing to 
optimize the CAs' captioning pe!fOITTlance. CSR sent a follow up email to 
the customer reporting action taken and offered further follow up on any 

04/08/201512:14om future calls. 

CSR investigated and ldentJlled a cal with lag lime behind the noon. Call 
detail was sent to the Cal Center ror faiow up with the CA by the CA's 
supervisor. CA'S supervisor increasod monatonng and coaching to 
O\)llmiZe the CA's c:apdor*1g pedonnance. CSR serit a folow up email to 
the customer reporting action taken and offered further follow up on any 

04/0712015 03.37= future calls. 

CSR apologiZed for the Incident and thanked customer for the feedback. 
Call detail was shafed wi1h Call Center management for foilow up with the 
CA by the CA's supervisor. The CA's supervisor met with the CA to 
provide tips to minimize delay and also Increased monitoring frequency 
for the CA to ensure consislent quality performance and use of tips 

04/03/2015 05,-;....,.,, lntmtlttM. 

CSR apologized for the incident and discussed her e>eperience fu'ther 
CSR sent a folow up email to the customer on 419115 to tJy and acqllre 
call specifics. CSR suggested customer document the da1e, time and 
CAil of any future calls lo alOw us to take speclllc follow up action with the 
CA captioning the call. CSR received no further follow up from the 

04/09/2015 1 O:SOam customer. 

Category 

Service 

SeNice 

ScM:e 

SIWVIOI 

Service 



Record ID 

585057 

585060 

587360 

588285 

589901 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

04/08/2015 06:21om 14106 KG KG 

04/09/2015 10·14am NIA JC JC 

04/18/2015 04:03om 11155 EN EN 

04/22/2015 02:50om 6479 BMc BMc 

0412912015 01 40om 3013 BMC BMc 

Inquiry 

Customer reported signiflcant delay in 
captions behir>d the spoken words on 
the Cao Tel~. 

Customer reported captions were 
deliwM behind the «>nken word. 

Cuslomet's l'llsbar>d reported slow 
captions during a specific call on the 
CaoTet&401. 

Customer shared feedback regarding 
aca.ncy of captions and provided 
s-call data. 

Customer reported that the captions 
sometimes lag behind the audio by as 
much as 20 seconds during captioo>ed 
cans. 

Hamilton Relay, Inc. 
43 

Resolution Resolution 
Date 

CSR apologized for lhe experience ar>d relayed specific cal lnfonnation to 
the appropriate captioning service persomel. captioning service 
persomel met with the CA and discussed strategies to optimize timely 

04/20/201510:27am .c::K>llOmll<I and minimize d<!talls In .,,...,.,.,..,s behind lhe SDOl<en v.oros. 

CSR apotogized for inci<lence and thanked customer for the feedback and 
lnfonned them that information~ be shanK! with appropriate 
captioning service stair for follow up. can ceflte<> management adVised 
that the CA's supervisor met with the CA on the call and was scheduled 
for Increased monitoring and coachng to minimize delay of captions for 

04110/2015 03:06om oottmal oelformance. 

CSR apologized for the nodent and thanked the rustomer's husband for 
his feedback. Cal details -.. shared wilh Cal Center management for 
folow up wlh the CA by the CA's supeMSOr. Upon fOllow up, CSR 
learned that the CA s.ipervisor increased moMonng frequency for the CA 

05l04/201510:58am 1o ensllfe consistent"'•"""' """ormanoe. 

Catt detail was shared with Call Center management for follow up with the 
CA by the CA's superv150f. The CA'a supervisor increased monitoring 
frequency for the CA to enstl"e consistent quality pelformance. The CSR 
sent a folow up email and apologized for the experience and Shared the 

05l0G/2015 04.0!lnm adion taken on the cuslomlll's behalf 

CSR apologized to customer for their experience ar>d thanked the 
customer for bfinglng this to Dir attention CSR investigated and Identified 
a cal with lag time behind the norm. Ca• detaJ was sent to the Call 
Center for follow up With the CA by the CA's supervisor. CA's supervisor 
increased mon~oring and coaching to op~mlze the CA"s captioning 
performance. CSR sent a follow up email to the customer reporting action 

05/08/2015 10:06am taken and offered further follow uo on anv future caDs. 

Category 

Service 

Servlce 

SeMce 

Service 

SGNice 



Record ID 

589935 

589874 

591301 

591862 

593458 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CA nbr Call taken 
bv 

04/29/2015 03 14om 6679 SAS 

04/2912015 12:35om 1118 EJ 

05l05/2015 06:"3pm 11144 RN 

05/0712015 06;25nm NIA RN 

05114/2015 02.03om NIA KK 

Responded by 

SAS 

EJ 

RN 

RN 

KK 

Inquiry 

Customers wife reported a deOay 111 

I <:a<>tians belli'ld the moken words 

Customer repor1ed an inaccurate 
caption during a spocific caU on the 
CaoTet 840i. 

Customer mported delayed capllorls on 
bOth Of nis CaoTet 2'400! """""s 

Custom« reported inaccuracies in lhW 
canrinns on the l"'=Tel 2400I 

Customer reported slow captions 
durina a can. 

Hamilton Relay, Inc. 
44 

Resolution Resolution 
Date 

CSR apolOgized for incidence and thanked o.istomer for the feedbaclc and 
ilformed them Iha! information wooJd be Shared with eppropr1ate 
captioning seMCe stall for follow up CSR idenUfted the date, tune, CA t 
of lhe cal ii question and passed on the ilfonnation for ful'ther 
investiga'.ion by the CA's supeivisor. The CA's supennsor Increased the 
C/l!s monitoling to help inprove qual(y Of perfoonance and provided trpS 

on how to optimize~ on fast paced calls to mnmcz• lag llln• 
05l06/2015 02:35om between captions and the soo1<en woros. 

CSR apologized for the ilcident and thanked rustorne< for the feedback. 
Cal detail was shared with Cal Center management for follow up v.oth the 
CA by the CA's supervisor CA supen1iSOf discussed the prq>e< technique 
for captionilg names as well as tips for revoiclng and Inserting words 
when appropriate. Additional coaching will be providod to tho CAW 

05/0512015 02:44pm deemed necessarv bV their supervisor. 

CSR explained how captions are produced and that It Is nonmal to 
experience a 3-5 second delay between when the other perty speaks and 
wflen captions appear on the Cap Tel display screen. CSR explained that 
this delay could increase ~the.- cater is speaking very quickly and 
provided tips for reducing caption delay. CSR investigated and idef11.ified 
call delal, Whieh was snared with Cal Center management for folOw up 
with the CA by the CA's supervisor. CA sup8Msor 1ncreu.d mon1tomg 

05126/20l 5 05:28om 1-.ue.,..., for the CA to ensure conslstent "''''"'" .-formance 

CSR apologized for the ll'ldclent and ttlanked rustomer tor- bllngong their 
experience to oor attention. CSR suggested rustomer document the dale. 
time and CN of any future calls to allow U$ to take apeofoc ectJOn with the 
CA captioring the can. CSR also eicplaned Iha! the rustomer may swotcll 
caplionists during a cal by pressing the captions button to tum captions 

05/07/2015 06.'.l..'lnm off and then back on. 

CSR apologized to rustomer for the i'lcidefll and thanked the customer 
for the feedback. CSR proceeded to relay the provided call details to the 
appropriate Captioning Service personnel for rurther follow-up. Upon 
ronow-up, CSR exptained to the customer that the call lnfor-rnatlon was 
shared with Call Center management for further review and that the Can 
Center management followed up with the CA to provide further trninilg 
and coaching. CSR furthef adviSed the rustomer to record the date, Ume, 
and CAI# of any future calls ii wnich the captions appear severely 

0512712015 03:'.\.'inm del~. 

Category 

SefVice 

Service 

Service 

Service 

Service 



Record ID 

593486 

594649 

594712 

597826 

595208 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken 
bv 

05/14/2015 02 40om 11152 JAA 

05/1912015 05:55om 10568 JR 

05l20/2015 08:05am 1328 BB 

05.'21/2015 09.AAnm NIA JAA 

0512212015 07:30em N/A TJ 

Responded by 

JAA 

JR 

BB 

JAA 

TJ 

Inquiry 

Customer l9pOrt8d captions are 
inaa:U"ate. 

Customer reported poor captions 
a="""". 

Customer complained of inaccurate 
caollons. 

Customer Shared feeelback regarding 
inaccurate Spanish captions on the 
"-""Tel""""". 

Customer shared general feedback on 
the accu~ of cantions. 

Hamilton Relay, Inc. 
45 

Resolution Resolution 
Date 

CSR apologized tor the inadent and !hanked the customer for the 
feedback. Cal detai was shared wtth Cal Center management forfolow 
up .wth the CA by the CA's supentisor Call Center ma>ageme<rt 
scheduled additional lllOMoring af lhe CA to see if they can ~ with wry 
~ the CA may be having on a cal. CSR folowed up to let the 
customer know at action taken. Cuctomw contirmed no adcll\lonal 

05119/2015 09.51am Incidence and lllanked the CSR for the fOllow uo. 

CSR apologized for the Incident and thanked customer for the feedback. 
can detail was stiared with Call Center management. Can Center 
management met with the CA and informed customer service that the CA 

05120/2015 05:07om received adcitional monitorina and coach!na. 

CSR apologized for the incident and thanked customer for bringing their 
experieoce to our attention. cat! detail was sont to the Call Center for 
folow up. Call center arranged tor the CA on the call to have further 
monitoring and coaching for optimal pertormance. CSR educated the new 
customer on how captions are created by ive captionists who use voice 
recognition tedlnolog1es and typing Same words In braekets represent a 
corredion was made. Customer thanked the CSR for e>q)lair.ng the 

06l06/201511:1Qam PrOCeSS as she noted she did see wan:ls ii brackets sometimes. 

CSR apologlzed for the inc:ident and thanked customer for the feedback. 
CSR cilSCUSSed how captions are created by a speoaly lrained opetatar 
who transaibes evetylting Ille other pany says Into written text us.ng the 
very latest in computerized voice recogntion technology CSR e>q)lained 
that corrections to lhe errors ., the capbon$ sholAd -wear ., perenlheses 
but suggested Cl<lCumenting the date, tme and CM or any tutl.1'8 cans to 
allow us to take speci!ic action with the CA captioning the cal. Customer 

05/29/2015 09:3?nm understands and has nnted out of further assistance at this time 
CSR diseussed Ille customers experienc:e and Shared tips Wilen 
customer needs darffication on spelling af proper nouns CSR eJCplalned 
lo the customer that the CA cannot ask for dariflcabon Later, tho CSR 
folowed up with the customer to see if customer had any cal detad to 
share for specific follow up. Customer did not have any caJ detal to share 
from recent cals, however, customer did mention that It happens most 
frequently at the beginning of captioned answering machine messages 
from businesses. CSR discussed the option of having the answering 
machile re-captioned by a different CA to see If they can hear the 
introduction missed. or if the audio on the answering madline recording 

06/04/2015 03:09om was unclear. 

Category 

Sennce 

Sen1ice 

Service 

Service 

Se<Vice 



Record ID 

595809 

Hamilton Internet Captioned Telephone 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

Inquire Date CAnbr Call taken Responded by 
bv 

05126/2015 12·57om 11114 JC JC 

Inquiry 

Custom« repOrted a delay in captions 
on a specif.c phone call on the Cap Tel 
~i. 

Hamilton Relay, Inc. 
46 

Resolution 
Date 

06/0212015 10;003m 

Resolution 

CSR apologized for tile incident and thanked customer lo< the feedback. 
Call detai was shared with Cal Center management fo< follow up with the 
CA by the CA's supervisor. CA &upeMsor inc-eased monitoring frequency 
to< the CA to ensure consistent auaJltv oertormance. 

Category 

Service 


