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Mobile CapTel -
Customer stated they are unable lo Customer Care requesied additional information from the customer to Tech - Unable to
1487331 161472014 1216 Tyna Tyna M 16/17/2014 |assist further. There has been no further contact from the customer, Call
Customer Care determined the customer is using the Verizon network and |Mobile CapTel -
Customer stated the caplions were |advised the customer that they need 45, LTE or and active Wi-Fi Captions - lag
|995663 ‘mmaum Carey Carey slow or during their call 6/17/2014 connection in . Customer behind voice |
Customer stated that when placing a
call through the Hamifton CapTel App,
they do not get any captions when the Customer Care forwarded this information to the technical department.
fine is ringing and the customer stated mmdmmmmmwum
they do not know when the called party when the CAs voiced that informati tion was forwarded to Mabile CapTel -
869687 6/23/2014 11:43 Carey Carey red, 6/23/2014. management for refresher training for CAs. Customer was satisfied. Tech - General |
Customer Care provided information on connecling through their wireiess
Customer stated several connection |network and using the Hamilton CapTel App for Smariphones. Customer  |Mobde CapTel -
|393618 772014 12:08 Tyna Tyna issues the call. 772014 jwas safisfied. Connection Issues
Customer Care forwarded information to the technical depariment. The
techrnical department attempted test call to CallMe# which was
unsuccessful. When retuming a call to the to customer Customer Care
discovered their line had disconnected; which would explain why test calls
Customer stated they are unable to to the CaliMe # were unsuccessful. There has been no further contact Mobile CapTel -
J&sna 7H71201415:18 Tyna Tyna a call to their CaliMe#t. |7/17/2014 from the customer. Tech - General
Customer Care apologized and explained what could cause a delay in
Customer stated they do nol like how captioning when using the Mabile App. Customer Care staled information |Mobile CapTel -
long it takes for captions to appear at would be forwarded to management. Customer was satisfled, Information |Captions - lag
152095 7/28/2014 15:46 Dawn Dawn | the beginning, and during, of a call. 712812014 was forwarded to management. behind voice
C1 Care d d an issue with the cusiomer's 4G signal from
|heir provider. Customer Care expiained how to check network signal and |Mobile CapTel -
Cuslomer stated they did not receive also how lo place a call using Wi-Fi. Cusiomer placed a fest call; which  |Exdemal -
248267 87672014 11:41 Carey |Carey %dmmm |8/8/2014 was successful. Customer was safisfied. Miscellaneous
Mobile CapTel-
Customer stated they are unable to Cust Care attempled to assist the customer but the customer Tech - Unable to
Isezt6a 18/6/2014 17:55 Tyna Jyna Jm-& B/e/Z014 Ifexmnscied, (Call
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Customer Care apologized and forwarded information to the technical
depariment. The technical department found everything working properly
Customer siated several issues when with customer’s account. Cuslomer Care nolified the customer and
g to usa the Hamilton CapTel requested that they do another test call, There has been no further contact | Mobile CapTel -
602211 |8/8/2014 19:42 Tyna Tyna App for Smariphones. B/6/2014 from the customer. Tech - General
Customer is unable 10 sign in on the Customer Care altempled to explain that the password is case sensitive
Hamilon CapTel App. Customer stated and to request the customer try logging in on again from their Smartphone.
that their password is being rejected; Customer stated they had to hang up, but would call back. Customer
however, the password works when calied back and was able lo successiuily log in as the problem was Mobile CapTel -
BOG5056 42305 Jon Caray inona PC. 872014 identified with their wireless service. Tech - General
Customer stated they are unable to
place a captioned call. Customer dialed Customer Care apologized and stated jon would be fi rded 1o
-1-1 and received message waiting for management. Management discovered the CA followed the proper Mobile CapTel -
Captel operator, Customer waited for 5 pracedure on the call and that 8-1-1 personnel arrived at the customer's | Tech - Unable to
8092006 |8/7/2014 12:59 Dawn mins and d ngou location. Customer was satisfied. Call
Customer stated they are unable to
place a captioned call. Customer stated
that they are receiving an error
message stating that they are logged in Customer Care apologized and forwarded the information to the technical
at another location, Customer stated depariment. The technical depariment reset the account; which resolved  |Mobile CapTel -
this happens often and is not resclved the issue. Customer was notified of what could cause this issue and that | Tech - Unable 1o
437631 Fannazmusm Arm Carey ‘gmwm. B8/25/2014 le_-mmuhmmgmmm Call
Customer Care provided instructions on relrieving voicemail using the
Hamilton CapTel App but was not working property. information was
|forwarded to technical team; which discovered evesything was working
| properly to retrieve voicemail through the Hamilton CapTel App. Customer
Customer inquired about retrieving Care made several attempts to contact the customer and explain how to
voicemail using the Hamilton CapTel retrieve voicemail, but there has been no answer. No further response has | Mobile CapTel -
716351 |8/13/2014 14:39 Tyna Tyna App for Smartphones. 11/8/2014 |been received from the customer. TM-M
Mobile CapTel -
Customer stated they are unable to Cust Care has requested further information from the customer. No | Tech - Unabie to
590829 |8/14/2014 18.04 |Dawn Dawn |plece a captioned call. |orzer2014 |further contact with customer Ccall
|Customer stated they were provided
information regarding how the
Hamilton CapTel App works. Customer Customer Care expiained how to receive calls when using the Hamillon
stated they were told that callers would CapTel App either with or without a Cail Me £ Customer was not satisfied
be abie to dial their cell phone number Customer Care atiempted to gather more information regarding the Mobile CapTei-
366755 819/2014 12.27 Carey Carey directly and receive captions. 81972014 customer's complaints. Customer disconnected. Compiaints
c rer Care disi d @n issue with the customer's cannection to
Customer stated several connection their wireless provider. Customer stated they keep loosing 403 connection.
issues during the call. Customer stated Custorner Care explained how to process a call using 4G or Wi-Fi, Mobile CapTel -
that the [ssue only started occurting Customer directed the customer their provider for further assistance. External -
258058 iﬁ_ﬂm]g 12:35 Dawn Carey within the past week. 1872072014 |Customer was satisfied. Misceilaneous
Hamilton Relay, Inc.
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Customer staled when placing a call Customer Care apologized and forwarded information 1o the technical
using Hamilton CapTel it says waiting department. The technical department discovered an issue with the Mobile CapTel -
7051072 rwzuznunzs Tyna Tyna for Tel ; |8/21/2014 CapTel Server, which was resolved immedialely. Customer was notified. | Service — General
Customer Care apologized and forwarded information (o the lechnical
department; which discovered the Hamillon App was working property and
believes it to be a syncing issue with the customer’s device. Customer
Customer stated when clicking on a Care has atiempted o contact the cusiomer several times with information
contact the incomect contact on how to resolve the issue, but there has been no further contact with the |Mobile CapTel -
295108 {8/21/2014 15:50 Dawn Dawn information is on the screen.  |1/8/2015 jcustomer. Tech - General
Customer stated connection issue
when placing a call using the Hamilton Customer Care explained what the error message indicates. Customer
CapTel App. Customer is receiving a Care discovered the customer was using \WI-Fi and explained how to Mobile CapTel -
717425 §/1/2014 11:28 Tyna Tyna jmessage that states lost connection.  |8/1/2014 check \Wi-Fi signal and connection. Customer was satisfied. Connection lssues
Customer staled they are unable to
place a Spanish captioned call.
Customer Care attempted to expiain
how to set Spanish Captions, but the Mobile CapTel -
customer was unable 1o hear Customer Customer Care emailed customer with instructions for Spanish Captions. |Tech - Unable fo
408425 larro14 15:08 )awn |Dawn Care. 14 There has been no further contact from the customer. Call (Span)
[Mobite CapTel -
Cusiomer stated they are unabie 1o Customer Care made several attempts to contact the customer. Theme has | Tech - Unable 1o
153074 190472014 1517 Carey Carey IM. 10/8/2014 |been no further contact from the cuslomer. Call_
Customer Care discoverad that the customer does not have a phone
r entered in as the Call Back Number. Cusiomer Care refumed a | Mobile CapTei -
Customer stated they are unable to call to the customer and left a message. Customer called back and Tech - Unabie to
|592095 |8/6/2014 0:00 Jon |Carey {pisce a captioned call. |9/8/2014 |everything was working properfy now. Cusfomer was satisfied. Call
Customer Care forwarded information to the technical department; which
Customer stated several connection discovered there was no disruption of CapTel Service dunng the times the
issues during the call Receives customer provided. Customer Care attemnpted to gather further details in
message "wailing for operator”, regards fo “no service”. Customer Care provided troubleshooting tips to
Customer stated they have not had assist with resolving the issue. There has been no further reply from the | Mobile CapTel -
|824230 |8/8/2014 20:45 Dawn Dawn service for a week. 10/20/2014 Customer. Connection Issues|
Customer stated the Hamilton CapTel
App for iPad will not release the last
contact opened so no ofher number can| Customer Care recommended uninstalling and reinstalling the Hamilton | Mobile CapTel -
|585739 1911072014 18:47 Dawn Dawn be dialed. 1/7/2015 CapTel App. There has been no further contact with customer. Tech - General
Hamilton Relay, Inc.
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connection o their wireless network and this was causing the connection |Mobie CapTel -
Customer stated several connection |lissues. Customer Care explained how to connect to the wireless network. |External -
F31:!6532‘!31 19/11/2014 18:21 |Jennifer Carey iissuu during the call, 01 2/2014 Customer understood. Miscallaneous
Customer Care forwarded information to the technical department and
Customer stated nol recaiving |found everything to be werking propery. Customer Care advised customer
notifications when using the Hamitton to uninstail restart and reinstail Hamitton CapTel App. There has been no |Mobile CapTei -
496182 mzm 0:00 {Tyna Tyna Tel on their iPhone. |9/30/2014 further contact with the customer. Tech - General
Customer Care apologized and explained that Bluetooth devices and Wi-
Customer stated that they would loose Fi signals will compete for the same signal and this is more than likely what|
audio in their Bluetooth headset is tumning the audio off in their headsel. Customer Care explained how to Mnthade-
whenever placing a call with Hamilton test to see if this was the issue and provided information on how to rescive | External -
V73228 19/16/2014 11:29 Tina Tina CapTel. |9116/2014 |this situation. Customer was satisfied. Miscellaneous |
Customer Care discovered the customer was using their iPhone as the
hotspot to connect Wi-Fi and attempling lo answer an incoming call,
Customer Care explained that due lo the facl that Verizon and iPhone do  |Mobile CapTel -
Customer staled they did not receive nol run simultaneously this type of connection would not display captions. |Captions - stop
134682 rmgm 1231 |Dawn Dawn |captions during their call. 107202014 Customer understood. %m call
Mobile CapTel -
Customer Care emailed the customer for more information. Customer External -
581918 9/20/2014 13:44 Carey Carey B/25/2014 stated that ing is workin now. Customer was safisfied. | Miscellaneous
Customer Care discovered the customer has service with Verizon.
Customer stated they are not receiving mmmmwwwmmmmm
caplions on thelr IPhoneS and they have an active Wi-Fi connection in order to fve capti Mobile CapTel -
|receive a message that their mmmmmmsmmmwmm External -
280417 |8/24/2014 11:11 Tina Tina_ Jconnection has been intemupted. |8/25/2014 qmmmmcmmm. Miscellanesous |
Customer Care discoverad the customer was using the Verizon 3G |Mobile CapTei -
Customer staled several connection |network. Cusiomer Care explained how o process a call using the Wi-Fi  |Extemal -
701977 9r28/2014 16:42 Tyna Tyna |issues during the call with their iPhone. {9/29/2014 connection o receive captions. Customer was satisfied. |Miscellaneous |
Cust Care di d an [ssue with the customer's connection to Mobile CapTel -
Customer stated when attempting to internet. Customer Care explained how 1o resolve the iesue. Customer External -
346408 10/14/2014 10:11 Tyna (Tyna retrieve a voicemail it will not connect. | 10/14/2014 was satisfied. Miscellaneous |
Hamilton Relay, Inc.
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Customer Care ded the infs tion to the technical department |Mokbile CapTe! -
|Customer stated they are unable to which discover an issue with Hamilton CapTei Service; which has been [Tech - Unable 1o
541247 10/21/2014 10:11 Tyna T |place = captioned call. 10/2172014 . Customer was notified. Call
Customer Care forwarded the information to the lechnical departmant |Mobile CapTel -
Customer stated they are unable 1o which discovered an emmor wilh the CapTel Service and the problem was | Tech - Unabie to
677348 1072112014 1249 Tyna Tyna |place a captioned call 107221/2014 resoived. Customer was nofified. Call
Customer Care explained why someone calling them may see a charge on
Customer inquired about s charge 1o their phone bill calling their Call Me # Customer Care referred the |Mobile CapTel -
their friend’s phone for a call made to mmmwmwhwhmhn External -
417216 10/23/2014 17:31 Dawn Dawn |the customer's Call Me #. 10/23/2014 bill. © Miscellaneous
Customer was unabie to communicate with Customer Care over the
Customer stated several connection phone, Customer Care sent the customer an email. There has been no Mabile CapTel -
1903950 11/3/2014 11:41 Carey Carey |issues during the call. 11/3/2014 reply from the customer. Connection lssues
Mobile CapTel -
Customer stated the captions were Customer Care explained why the customer may see a siight defay in Gaptions - lag
|o82881 11/3/2014 12:49 Tyna T |siow or delayed during their call. 11/3/2014 captions, Customer wag satisfied. W&h‘d\mﬁw
Custorner Care discovered that the issue was with the signal strength of  |Maebila CapTel -
Cu staled I ¢ i the customer's Wi-Fi. Customer Care refemed the cuslomer to their External -
105558 11/3/2014 1524 |Carey Carey lissues during the call 11/3/2014 wirsless ider. Miscelianeous
Customer Care provided the customer with basic troubleshooting and how
to retneve their usemame/password, Customer retrieved
Custormer stated thal they are unable to usermame/pasaword and was still unable to log in. Customer successfully
sign into their Hamilton CapTel App. logged in on PC, Customer Care advised the customer to uninstall the App
Customer is receiving a message and reinstall. Customer stated they will attempt this and call back if they
stating that their usemame/password is have any further issues. There has been no further contact with the iﬂnﬂamp‘rd.
418541 11/8/2014 16:07 Carey Carey incomect 1162014 Customer. Tech - General
Customer states when attempting to
place a call from the contact list in the Customer Care advised would forward information to the technical
Hamitton CapTel App it does nol department; which has tested and found everything 1o be working propery.
prompt to the caption screen afler the wmwbummmmm Mobile CapTel -
580426 1110/2014 13:51 Tyna Tm! call is answered. 1TR01S
Hamilton Relay, Inc.
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Customer Care discoverad an issue with the cusiomer’s connection 1o Mobile CapTel -
intemet. Customer Care explained how to resolve the issue. Cusiomer Extemnal -
4524969 11/10/2014 14:49 |Dawn {Dawn Customer stated connection issues. | 11/10/2014 [vm safisfied. Miscelianeous
Customer Care discovered the customer was using the Verizon 3G Maobile CapTel -
Customer stated several connection network. Custormer Care explained how to process a call using the Wi-Fi  |External -
|833553 11/12/2014 9:20 Carey Carey lissues during the call with their Phone. |11/12/2014 connection to receive captions. Cuslomer was safisfied. Miscellaneous
Custorner Care explained how the connection to Hamilton CapTel is
dependent upon their 3G 4G, LTE, or Wi-Fi service, Customer Care
provided trouble shooting tips; which did not resolve the issue. Customer
Customer stated issues with Care recommended uninstalling and reinstalling the Hamilton CapTel App. |Mobile CapTel -
356029 1111212014 18:28 Dawn Drawn connections. 1/7/2015 There has been no further contact from the customer. Tech - General
Customer stated they are unable to
place a caplioned call. Customer stales Customer Care attempted several troubleshooting tips; which did not
whenever a call is attempted they press resolve the issue. Information was forwarded lo the technical department; |Mobile CapTel -
dial and it goes right to the "Thank you which reset the customers account. Cuslomer was notified and placed a  |Tech - Unabie to
723243 11/14/2014 1303 Tina Tina |bye” message. test call; which was successful. Call
{Customer staled receiving message Customner Care delermined customer was not connacted to Wi-Fi. Maobile CapTel -
alert connection to CapTel was lost or Customer was able to connect to Wi-Fi and placed a successful call. External -
1595678 11/16/2014 11:26 rDlvn Dawmi |disrupted. 11116872014 Customer was salisfied. Miscellaneous
Cusiomer Care discovered the cuslomer was using the Verizon 3G Mabile CapTel -
Customer stated several connection network. Customer Care explained how to process a call using the Wi-Fi  |External -
350725 12/1/2014 12:08 Carey Carey lissues during the call with their iPhone. |12/1/2014 memgﬂm Customer was salisfied. Miscellaneous
| Customer Care explained whal types of connections could cause captions
to stop during a call. Customer Care provided several troubleshooting tips,
but the Customer was not home with the Smartphone and stated they Mobile CapTel -
[Customer stated captions stop in the jwould calf back when they are able to attempt to do troubleshooting. There | Captions - stop
873762 12/3/2014 8:30 Erik Carey middle of their call. 1/5/2015 has been no further contact from the customer. during call
Customer Care explained what types of connections could cause captions
1o stop during a call. Customer Care provided several troubleshooting tips,
but the Customer was not home with the Smartphone and stated they Mobile CapTel -
Customer stated captions stop in the would call back when they are abie o attempt to do troubleshooting. There | Captions - stop
8062564 12/3/2014 10:07 Carey Carey |middle of their call, 12/13/2014 has been no further contact from the customer, during call
Hamilton Relay, Inc.
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Customer stated captioning stops Customer Care discovered an issue with the customer’s connection to Mobile CapTel -
frequently during the process of their intermet. Customner Care explainged how to resolve the issue. Customer External -
985839 1 014 16:42 Dawn Dawrl |un 12/7/2014 was safisfied. Miscellaneous
Customer staled unable to place a call. Customer Care stated how 1o ensure they had a sirong intemet Mobile CapTei -
Message reads waiting for CapTel connection. Customer Care provided several troubleshooting fips through | Extemal -
|648530 12/12/2014 1318 10” qu A 172015 email. There has been no further contact from the customer. Miscellaneous
Mobile CapTel -
Customer stated they are unabie to Customer Care followed up with the customer for more information. There |Tech - Unable to
257099 12/13/2014 9:42 Carey Carey receive a aned call. 11902015 has been no further contact from the customer. Call
Customer slaled several connection Customer Care followed up with the customer requesting more details. Maobile CapTel -
|s84320 12/14/2014 18.00 Carey Carey |tssues during the cail. 11812015 | There has been no further contact from the C I
| Customer Care determined customer had downloaded CapTel from Mobile CapTel -
Customer stated issues with connecting another provider. Customar Care referred customer to their CapTel Extemnal -
|6o8258 12/15/2014 13:02 {Dawn |Dawn |to Hamilton CapTel for Android. 12M18/2014 |provider. Cusiomer was satisfied. Miscellaneous
Represaentative from ATET states when
& customer is using the Hamilton Customer Care explained that the Hamillon App syncs with the Contacts
CapTel App an their Android device it on the phone. Customer Care advised customer uninstall and reinstall the |Mobile CapTel -
|s03387 12/21/2014 14:38 Tyna Tyna the on their 12014 Hamilion App. Customer was satisfied. Tech - Genaral
Customer Care emailed the customer for more information. There has Mobile CapTel -
|s88732 12/25/2014 10:28 Tyna Tyna Customer states cannot log in. 12/25/2014 been no further contact from the customer. Tech- General |
Customer stated that theyare
experiencing issues when attempting to Customer Care sent follow up email requesting more information. There  |Mobile CapTel -
218018 17312015 186:34 Carey Carey log in. 172772015 has been no further contact from the customer. |Service - General|
Hamilton Relay, Inc.
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log into their Hamilton CapTel account. Custorner Care provided basic troubleshooting steps; which did not
Customer is receiving an emor resolve the issue. Cuslomer Care was able 1o reset the customer's
message siating that the number is account and walk the customer through placing a call. Customer was 1HnﬁeCwTd-
350086 182015 1513 Carey Carey dy in use. 1/82015 salisfied and staled they would call back if they have any further issues _ |Tech - General
Customer Care provided basic froubleshooling tips lo assist with resolving
Cuslomer stated several connection the issue. Customer stated they would call back if needed. There has been |Mobile CapTel -
1488111 1/8/2015 18:03 Dawn Dawn {issues during the call. 102015 no further contact from the customer. Connection Issues
Customer stated Call Me # is not
appearing properly on Caller ID. The
Call Me# is appearing with another Customer Care requested permission lo test from the customer's account. |Mobile CapTel -
186583 1120/2015 13:32 Dawn Dawn n's name. There has been no further contact from the customer. Tech - General
Customer stated several connection Cu Care disc the: was using a wireless network
issues during the call. Captions appear that required 4G to piace a call using the Hamilton CapTel App. Customer [Mobile CapTel -
after the call has ended and Care explained how to ensure they were in the proper 4G network, or how |External -
1520668 2312015 16:25 Tyna Tyna disconnects. 2/68/2015 to process a call using WI-Fi. Customer was satisfied. Miscellaneous
C stated I c ot Customer Care discovered the customer was using a wireless nebwork
issues during the call. Captions appear that required 4G to place a call using the Hamilton CapTel App. Customer |Mabile CapTel -
after the call has ended and Care axplained how to ensure they were in the proper 4G natwork, or how |External -
862367 2/9/2015 16:48 Tyna Tyna {disconnecis. 12!9;2015 to a call Wi-Fi. Customer was satisfied. |Miscellanecus
ive the issue. Cust Care di d that the issue is occurring
because the customer has made adjustments lo the sefting on their
Smartphone and the customer is nol familiar with the Smartphone.
Cl needs assk with their Smartphone equipment. Customer |Mobile CapTel
Care advised the customer fo go into the Verizon store for assistance with |External -
|572956 211872015 22:22 |Erik Carey the Customer Cara also the toll free access number Miscellaneous
Customer Care requested additional information to assis! the cusiomer | Maobile CapTel -
757856 2/18/2015 13.23 Tyna Tyna further. There no contact from the customer. Tech - General
|Mabile CapTel -
Customner Cane was attempling to assist the customer and the fine Extemal -
855760 |2119/2015 15:13 T Tyna di ted Miscells

Hamilton Relay, Inc.
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Customer stated that they are unable to Customer Care attempted to follow up to provide troubleshooting,
place calls using the Hamilton CapTel however, there was no answer from the customer and no way o leave a  |Mobile CapTe! -
645270 2/19/2015 23:46 Johri John App. 3/8/2016 woicemail. There has been no further contact from the customer. Tach - General
Customer Care was abie to determine the customer was using two
accounts with the same location number. Customer was able to verify both
|accounts and assist the customer with logging in obtaining a Call Me#.
Customer stated several connection | placed a test call; which was successful. Customer was Mobdle CapTel-
rﬁm |2/26/2015 8:19 Jon jJon issues the call. 2026/2015 satisfied. Conneclion issues|
Customer Care was able lo determine the customer is not able to place
calls since the number they are using is also being used by another
caplion service. Customer Care explained how to reset their location Maobiie CapTet -
Customer stated they are unable to number in order lo use thelr Hamilton CapTel account. Customer Tech - Unable to
7787 3/2/2015 817 Tyna Tyna ace a ca call. 3/2/2015 understood. Call
Customer Care was unable to locate an account for this customer with the
information provided. Customer placed a call to the provided number;
which was unst sful. C Care lefta ge 1o have the
Customer states they are unable to log customer retumn a call for assistance, Customer Care also provided Mobide CapTel -
{in to the Hamilton CapTel App on their information lo the email address provided by the customer. There has External -
iaoooum Wmsm;u Tyna Tyna Smartphone. {332015 |beenmmﬁ.maﬂrumwm. Miscelaneous
Customer staled they are unable to
place a caplioned call. They are unable Customer Care requested additional information to further assist the Maobile CapTel -
to receive a message to identify a customer. Customer Care also provided information on placing an Tech - Unable to
600036652 31372015 16:28 Tyna Tyna telephone number. 3/4/2015 outbound call the Hamilton CapTel App for Call
Customer Inquired for technical support Customer Care forwarded information to technical; which reset the
on usemame and password customer's account. Customer was notified and placed a successful lest  |Mobile CapTei -
136621 3/3/2015 18:58 |Jenn Jenn {information. 31222016 call. Service — General
Customer Care forwarded information to technical; which reset the
t r's tLC was notified and p ia ful lest  [Mobile CapTel -
4016971 31872015 17:25 Tyna Tyna Customer was not able io log in. 3/10/2015 call; which was successful. Customer was salisfied. Tech - General
Customer stated calls are dropping Customer Gare sent an email with troubleshooting fips to help resolve the |Mabile CapTel -
when using the Hamilton CapTel App issue. Customer stated problem was with their wireless service provider  |External -
3024258 |3r24/2015 14:38 Tyna Tyna Jon their Smartphones. 1372612015 ‘“mm@“mﬂd@mmm Miscellaneous

Hamilton Relay,
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Customer stated having technical issue Cc Care for d information to technical. The technical
ith the Hamilton CapTel App for depariment requesied further information from the cusiomer. There has | Mobile CapTel -
163679 372472015 17:14 |Jenn Jenn 4/112015 EM Tech . General
Customer Care attemnpted o provide troubleshooting tips; which did not
resolve the issue. Customer Care forwarded the information to the
technical depariment; which resel the customar's account, Customer Care |Mobile CapTel -
Customer stated they are unable to has attempted to follow up with the customer, however, there has been no |Tech - Unabie to
583889 126/2015 21:23 Catey Carey _iplace a captioned call. 5/14/2015 |mmmmmm Call
Customer Care provided information on property connecting using their  |Mobile CapTel -
Customer staled they are unable to ‘Wireless provider or Wi-Fi signal. There has been no further contact from |[Tech - Unable to
775140 3/27/2015 8:40 Tyna Tyna {place a captioned call. 41212015 the customer. call
Cuslomer staled several connection Customer Care followed up via emai for more information. There has Mobie CapTel -
723062 37282015 16:58 Carey Carey |issues during the call. 42015 {been no further contact from the customer. Connection |
Customer Care attemptad to provide troubleshooting tips and make sure
Customer states the Hamilton CapTel the customer was connecting property with their wireless service,
App is not working on their HTC Customer states will go to ATAT siore and have them look at the phone.  |Mobile CapTel -
398979 3/30/2015 15:30 Tyna {Tyna {Smartphone. 33072015 There has been no further contact from the customer. Tech - General
|Customer Care explained why the caplions could appear slow or delayed
Customer stated they are using their Smartphone and the audio
|connection was nol clear. C fell the Caplioning Assistant was not |Mobile CapTal -
Customer stated the captions were |listening to the call. Customer Care explained the voice recognition Captions - lag
| 724689 4/1/2015 9:38 Tyna Tyna {slow or delayed during their call. 4/1/2015 system. Customer disconnected before call details could be obtained. |behind voica
| Customer Care emailed customer instructions on placing an oulgoing call
Customer states having difficulty when when using the Hamilton CapTel APP for Smartphones and the proper
placing an oulgoing caf using Hamilton |connection when using their wireless service. There has been no further  |Mobile CapTel -
247812 4732015 14:28 Tyna Tyna CapTel AN10/2015 contact from the customer, Tech - General |
Customer Care requested additional information to the problem customer
Customer stated the Hamilton CapTel was experiencing. Customer stated issues were resolved, but did not
APP is not working on their Android provide any information on esactly what the issue had been or how it was |Mobile CapTed -
234631 [4/8/2015 12:04 Tyna Tyna Jdevice. 4/8/2015 resolved. Customer was satisfied. Tech - General
Hamilton Relay, Inc.
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Customer stated that the captions are Customer Care provided several troubleshooting tips through email to Mabile CapTel -
790482 4/13/2015 19:52 Carey Carey not appearing during their calls. 5/21/2015 customer. There has been no further contact from the customer. Tach - General
Customer Care provided troubleshooting tips; which were unsuccessful.
Customer stated they are having Customer Care forwarded information to the technical depariment: which
trouble receiving calls on the Hamillon reset the customer's account. Test calls were placed; which were Mobiie CapTei -
550374 4152015 18:19 {Jenn |Jenn CapTel App. 1611112015 successful Customer was nofified. jon lssues
Customer stated that they are recaiving Customer Care provided troubleshooting steps; which did not resolve the
an ermor message stating that they issue. Customer Care verified the customer and reset the account; which | Mobile CapTel -
7043592 4/16/2015 1345 Carey Carey |signed in from another location. 4/16/2015 resolved the issue, Customer was satisfied. Tech - General
Customer Care attempled trouble shooting, which was was unsuccessful.
Customer Care forwarded information to lechnical; which reguested
Customer staled they cannot place further information from customer. There has been no further contact from |Mobile CapTel -
jgioens ________4NGR015 1828 —L!n Jdenn outbound calls but can receive them. IE";E“&W lm’”‘_‘”l
Customer is having issues with the Customer Care replied to the message left by customer. Customer stated
Hamilton CapTel App on their |they were able to resolve the issue with their Smartphone. Customer was |Mobile CapTe! -
253014 4/18/2015 10:42 |Jenn Jenn Smartphone. |smi2015 safisfied. Tech - ral
Customer Care provided troubleshooting tips; which were unsuccessful
C Care forwarded information to the technical department; which |Mobile CapTel -
Customer stated they are unable to reset the customer's account, Customer was able to successfully place an |Tech - Unable to
957167 4/21/2015 17:53 Tyna Tyna a call. 4/21/2015 call the Hamilton CapTel App. Customer was satisfied.
Customer stated the Hamilton
Smartphone app shows as
disconnecied on their device at times. Customer Care advised thal if the app is still running and is just showing
Cusiomer explained that ther Wi-Fi at as disconnected, then that Is an issue with the internet connection being  [Mobile CapTel -
JZQ&'H-B 5/3/2015 12:20 Dan |Dan home between 3G and 4G. 530S |used. Customer understood Tech - General |
Customer Care apologized and tried several troubleshooting tips; which
Customer atated the Caller ID is not did not resolve the issue. Customer Care sent out the account manager in
working when they place calls using the the state of Mortana fo assisi with this issue. The techrical department
Hamilton CapTel App, Also, when they discovered a setting of the phone that would cause this issue. Account Mobile CapTel -
reach an IVR and they are unable to Manager assisted the customer with resatting their device and this External -
51 Tina Tina 15/28/2015 resolved the issue. Customer was satisfied. Miscelaneous
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‘Customer Care explained a loss of Wi-Fi service could be issue.

Customer stated that during the call Customer restarted Smartphone and problem was solved. Customer was |Mobile CapTel -
1oz8285 5/8/2015 20.52 Jenn Jenn __|they lost captioning. |5/8/2015 rﬂsﬁeﬂ Connection
Custamer stated experiencing Mobile CapTei -
problems with the Hamilton CapTel App Customer Care provided troubleshooting tips 10 help resolve the jssue with | System/Browser
445801 S/7/2015 13.37 Tyna for : lusing the Hamilton CapTel App. Issues
Customer is having trouble piacing calls
through the Hamilton Captel for smart |Mobile CapTel -
|a72157 5/12/2015 15:07 Jenn AIM stomer Care provid leshooting tips. ed. _|Tech- General |
Customer stated several connection Customer Care attempied to obtain information from the customer but was
issues during the call when using Wi-Fi not able to identify the problem. Customer Care did advise the customer
in & restaurant. Call keeps that if using a public Wi-Fi signal and call disconnecting it may be the Mobie CapTel -
|829535 S/14r2015 13:24 Tyna _Immm connection with their Smartphone or the wireless signal, Cennection Issues|
Customer Care explained why the captions could appear slow or delayed
during the call. Customer Care provided several troubleshooting tips.
Customer stated that they will try swilching the device to Wi-Fi as the issue|Mobile CapTe| -
Customer staied the captions were may be with the wireless network. Customer will call back if they continue | Captions - lag
|st6773 5/15/2015 14:56 Carey |siow or delayed during their call |51512015 to have issues. behind voice
Customer stated that when they place
or recaive a call the person on the other Customer Care recommended the customer contact their wireless [Mobile CapTel -
323531 5M17/2015 13:56 Jenn |Jenn |line is not hearing them. |provider as it seams to be a connection issue. Customer was satisfied. Connection |ssuss
Cusiomer Care explained that the « may be receiving a g
stating the connection has failed due to their intamet connection.
Customer stated that they will attempt to place test calls using Wi-Fi and
Customer's grandson stated several the 4G network. Customer stated that they will call back into Customer Imc.pw-
630910 5/24/2015 18:27 Carey |connection issues during the cait Care i they experience any further issues. Cusiomer was salisfied. Mr
Customer stated they are having
technical issues when using the Customer Care left a message instructing the customer to call back. There |Mobile CapTei -
946022 5/26/2015 1:00 Dan Tel apo. |has been no further contact from the customer. Tech - General
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Customer Care confirmed the customer's telephone service provider
Customer stated they were unable to allows voice and data to be used simultaneously. Customer Care advised
iconnect to the captioning service after this may be an issue with the mobile network the cuslomer is connecting to
an area with a Wi-Fi and refemed them to their telephone service provider. Customer was {mc-p'rs-
4563458 !mﬂms 16:17 Dan IE'I Jsmma satisfied. Connaction m*
Customer Care explained that if they do not have data service, they will
Customer stated they were not getting need to connect to Wi-Fi in order to receive capfions. Customer connected
J captions and did not have data service to a Wi-Fi network and successfully received captions. Customer was Mabile CapTel -
147841 5/28/2015 21:40 Garelt Garrett J_gmmxlouuon_ 513012015 |satisfied. CMEHEJ
Customer Care canfirmed the customer has service through AT&T.
not seeing contacts on Caller ID when |through the LTE network which is causing the issues Customer Care
using the Hamilton CapTel app on their ised the 1er on how 1o tum this feature off and referred them to ruwihc.p‘ru-
389778 |5/31/2015 12:30 Dan Dan |iPhone 6. 5/31/2015 ATST if the problem persists. Customerwassatisfied  |Tech- General |
Customer Care provided steps to comed! the issue and instrucied the
Customer inquired about not receiving customer to contact their cellular service provider if those steps did not IlluhIlCQTd-
435588 513172015 17:54 Dan |Dan Caller ID informtion on their iPhone 6, [5/31/2015 [correct the issue. Customer was satisfied.

Inc.




