
Record ID Inquire Date 

487331 6'14/2014 12:16 

995663 6/17/2014 9:38 

869687 612312014 11:43 

393619 7n/2.()1412:08 

905413 7117/201415:16 

152095 7/281201415:46 

248267 8/6/2014 11:41 

542164 81612014 17:55 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5131/2015 

CA nbr Call taken Responded 
bv bv 

Tvn" Tvruo 

Carev Carev 

Carev Ca""' 

TunA Tvna 

Tvna Tvna 

Dawn Dawn 

ea- c-

r~ r~~ 

Inquiry Resolution Date 

Customet staled they are unable lo 
I.,,_ e eeotioned eal. 6/17/2014 

Customer stated the captiol\S were 
slow or delaved durino their call 6117/2014 

c.mon- staled that when placing a 
cal through the Harnrtoo CapTel AfJ9, 

they do not get any captions when the 
Ina la nnging and the custome< stated 
they do not know wtlef1 tile called party 

has answered. 6123/2014 

Cus1omer stated several comedJon 
issues durino the cal. 1nrzo14 

Customer stated they are unable to 
Place a car>IH>nAd call to U-Cal Mel. 7117/2014 

CuS10mer staled they do not lil<e how 
long tt takes for captions to appear at 
the """im•~ and durina of a call. 712812014 

Customer stated they cfld not receive 
1......,,.,s du..nv. their c:all. 81612()14 

Customer stated they are unable to 
IDlace a captioned can. 8/6/2014 

Hamilton Relay, Inc. 
1 

Resolution 

Custome< Care requested additional irtormallon from Ille customer to 
assist lurthet. Thant has been no fur1her oontac:t from the customer 

Customer Care determined tho customer is using the Verizon network and 
advised the customer thac they need 4G. L TE or and active WI-Fl 
connection in order to receive r~ons. Customer understood. 

Customer Care focwarded G'lls information to Ille te<:hnlcal depar1ment 
The technical deparlment discovered the ringing would odf be received 
wheo the CAs voiced that information. Information was fO<Waided to 
man""""""'! for refresher trainina for CAs. Customer was satisfied. 

Customer Care provided infonnation oo connecling thrcll4i lheir Wl'e.ess 
networ1< and using the Hamiton CapTet "'19 for Smar1phones. Cusiomer 
was satis!ied. 

Customer Care rOIWllrded information to the tectlnical deparlme11t. The 
technical department attempted test call to CallMe# which was 
unsuccessful. VI/hen retuming a can to the to customer Customer Care 
discovered llleir line had disconnected; Which would explain why test calls 
to the CaDMe II were unsuccessful. There has been no furlher contad 
from the customer. 

Customer Care ll!lOk>gized and explained what could cause a de!ay in 
ceptioring when using the Mobile App. Customer Caro stated information 
would be fawarded to management. CuSlomer was sabsfied. Information 
was forwarded to man~nt. 

Customer Ca•e discovered an issue with the customers 4G signal from 
l>eir prov;,!er Customer Ciw explained how to checl< netwOllc signal and 
also how to place a c:a!I using Wi-Fi. Customer placed a tut call: which 
was successful. Customer was satisfied. 

Custo<re Care attempted to assist the customer but the customer 
disconnected. 

Category 

l.1oOie CapT el • 
Tedi · Unable to 
Call 

Mobae CapT•I • 
Captlol\S • lag 
behind voice 

Mobtle CapT et • 
Tech • General 

Mollie CapTet. 
Connection Issues 

Mollcle Cap Tel • 
Tech· General 

Mobile Cap Tel 
Capdons • lag 
behind voice 

Mobile Cap Tel • 
Ex1en-el . 
Miscelaneous 

Mobile Cap Tel. 
Tech • Unable to 
can 



Record ID Inquire Date 

602211 8161201419:42 

8065056 8ISl2014 23.-05 

8092096 Sfl/2014 12:59 

437631 8110/201413:31 

716351 8/13/201414:39 

590829 8114/201418.04 

366755 8/19/201412:27 

258059 8/2012014 12:35 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv bv 

Tvna T""a 

Jon ea-

Dawn Dawn 

C'.ArPV Carev 

Tvna T~ 

Dawn Dawn 

Ir_......, ea-

Dawn ca-

Inquiry Resolution Date 

Customer stated several Issues when 
attempllng lo use the Hami too Cap Tel 
A~ for Smarinhonos. 81612014 

Customer is unable lo Sign in oo the 
Hanitoo Cap Tel Af>9 Customer stated 
that their password is being rejected; 
however. the password WOlks when 
1nnn.~ 1n on a PC. 817/2014 

Custome< stated they are unable to 
place e captioned cal. Customer dialed 
9-1 -1 and reoe<ved message waiting for 
Ceptel operator. Custome< watted for 5 
mins and did not connect. 8f1/2014 

Customer stated they are unable to 
place a captioned call. Customer stated 
that they are roceMng an error 
message stating !hat they are logged in 
at another location Customer stated 
this happens often and ls not resolved 

~cache. 812512()14 

Cuslomer inqo.ired about relneving 
voieema~ using the Hamiton CapTel 
ADO lot Smartohones. 111912014 

Customer stated they are unable to 
place a captioned caR. 9129/2014 

Customer stated they -. proW!ed 
incorrect intonnal>On regatding how tt>e 
Hamilton Cap Tel App works. Customer 
stated they were told 1'91 callers would 
be able to dial their cejl phOne number 
direMtv and receive ,.,.,.,tioos. 8/19/2014 

Customer stated several connection 
issues during the call. Customer stated 
that the Issue only suwted occurring 
within the oast week. 8120/2014 

Hamilton Relay, Inc. 
2 

Resolution 

Cus1omer Care apologized and forwarded 111formatioo to the techrncal 
department. The technical department found everything wot1<ing property 
with customer's 8f;COUnl. Customer Care notified the customer and 
requested that they do another test call. There has been no further contact 
from the customer. 

Customer Care attemp\ed to explain that the password is case sensitive 
and to request the customer try logging in on again from their Smattphone. 
Customer stated they had to haog up. but would cal bad<. Customor 
caled back and was able to sua:essf\Aly log in as the problem was 
identified with thel(-"""'s servicie 

Customer Care apologized end stated 1nfomiabon would be forwarded to 
management. Management discovered the CA followed the proper 
procedure on the call and that 9-1-1 personnel arrived at the customer's 
location. Customer was sabsfied. 

Costomer Care apologized and forwarded the information to the technical 
department The lechnical department reset the account which resolved 
the issue. Customer was noltf~ of what could cause ttis i$$ue and that 
the accoun1 had been reset. Customer was salJSfied. 
Customer Care provided ins1Ncbona on reCrieving YOicemail using the 

Hanil1on CapTet App bu1 was not WOfU1g properly. lrtorma!ion was 
fOIWarded to 1eChnicat team. which discovered eveiything was wof1cing 
property to retrM?ve \'Oi<:email through the Hamilton Cap Tel App. Cusu.n-
Care made several attempts to contact the customer and explain how to 
retrieve voicemail. but there has been no answer. No further response has 
been received from the customer. 

Customer Care has requested further information from the customer. No 
further contact with custome< 

Customer Care explained how to receive cats wllen using the Hamdletn 
Cap Tel App either ~ or Wltho<Jt a Call Me fl. Customer was not satisfied 
Customer care attempted to gather more 1nfonnation regatdtng Ille 
customer's comolaints. Custome< dlSCOnnected 

Customer Care discovered an i.ssue with the customer's connection to 
their wi'eless provider. Cuotomer a lated they keep loosing 4G connection. 
Customer Care explained how to process a cal using 4G or W~Fi. 

Customer directed the custom« their provide< for further assistance 
Customer was saUs~ed 

Category 

Mob<le CapTel . 
Tech • General 

Mobile CapT el -
Tech • General 

Mobtle Cap Tel · 
Tech • Unable to 
Call 

Mobile Cap Tel • 
T 9Ch • Unable to 
eau 

Mobile CapT el -

Tech · General 

Mobile CepT el • 
Tech • Unable to 
Cal 

Mobile CapT el -
Comoiaints 

Mobile CapTal. 
External-
MISCellaneoos 



Record ID Inquire Date 

7051 072 8121/2014 11 :23 

295108 8/21/201415.50 

717425 9/112014 11 :29 

498425 912/2014 15·09 

153074 914/2014 15:17 

592095 9/6/2014 0:00 

824230 919/2014 20:45 

585739 9110/201418•47 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CA nbr Call taken Responded 
bv bv 

l vna lvna 

Dawn Dawn 

l~• Tvna 

Dawn Dawn 

Cafl!Y r~-

Jon Carev 

Dawn Dawn 

Dawn Dawn 

Inquiry Resolution Date 

Customer sta1ed when placing a cal 
u$i>Q Hamillon Capl et it says waJbng 
tor Caplet o-ator 8121/2014 

Customer staled wnen clddng on a 
contad the Incorrect contad 
infonnalion is showina on the :sctecn. 11812015 

Custome< stated connection issue 
V>i1en placing a can uslng lhe Ham~ton 
Caplel App. Custome< Is reoeiV1ng a 
messaae that states lost connection. 911/2014 

Customer staled they are unable lo 
place a Spanish captioned call. 
Customer Care attempted to explain 
how to set Spanish Captions; but the 
customer was unable to hear Customer 
Care. 91212014 

Cuslomer staled they are unable to 
1 olaoe a '"""""""' can. 10/9J201~ 

Customer stated they ant t.n8ble to 
I .,i,.,... a ,.,,nlioned eall. 91912014 

Customer stated several c:onnecllOn 
issues during the call. Receives 
message '"Waiting for operate<" 
Customer stated they have not hed 
seMce for a week. 10120/2014 

Customer stated tile Hamilton CepTel 
App for iPad will not relea.se the last 
contact opened so no other number can 
be dialed. ln/2015 

Hamilton Relay, Inc. 
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Resolution 

Customer Care apol0g1zed and foiwatded ll'lformatioo to 111e tectncal 
department. The tedri::al depar1ment discovered an is- With Iha 
Cap lei Server. whidl was resolved imneda!ftN. Customer was notrred. 

Customer Care apologized and fOIWl!Wded infomlalion to lhe techniclll 
department; Yd'oich discollefed the Hamiton App was wa1ong prope<!y aid 
believes it to be a syncing issue with 1l1e custome(s device. Cus-
care has attempted 10 contact Ille customer sev- limes with irlormaton 
on how to reso411e the issue. but there has been no l\Jrthe< contad with lhe 
cus!omer 

Customer Care e><plained what tile error messogc indoeatcs. Customer 
Care discovered the customer was using WI-Fl and exptainod how to 
ctied< w~FI slanal and connection. Customer was satisfied. 

Customer Care emailed customer with instructions for Spanish Captions. 
There has been no fur1her contact from the customer. 

Custome< Care made several atterr.,ll to contact the customer. There has 
been no fur1her contact from lhe customer. 

Customer Care diS<;OWred that the custome< does not hav. • phone 

ni.mbef etitered in as Ille caa Back Number Customer Care returned a 
cal to the customer ard left a message. Customer called back and 
eveMhino was workina orooertv now. Cus1omer was slllJ9fied . 

Customer Care forwarded infonnation to the technical department; YJhich 
discovered tllere was no disruption of CapTel Serv1ce dumg lhe bmes the 
rustorner provided. Customer Care attemPled to gather further detais in 
regards to "no service". Customer Cere provided trolbleshooting bps to 
assist with resotving the issue. There has been no fl.tither reply from the 
Customer. 

Custorne< Care recommended uninstalling end reinstalling tile Hamelton 
Cao Tel Ann, There has been no further contact wl1h customer. 

Category 

Mable Cap l eC -
S«vlce - Genetal 

Mobile Caple! -
Tedi - General 

Mobile Cap l el -
Conr>ection Issues 

Mobde Cap Tel -
Tech - Unable to 
ca111~nl 

Mobile Cap Tel -
Tedi - Unable lo 
Cal 

Mobile CapTel -
Tech - Unable lo 
Can 

Molllle CapT el -
Connection Issues 

Mobile Cap Tel -
Tech • General 



Record ID Inquire Date 

3069281 911112014 18:21 

496192 9113/2014 0-00 

172224 9116/2014 11 :29 

134682 9119/201412:31 

581916 912012014 13:44 

280417 9124/201411:11 

101gn 9/29/201416:42 

3464-09 10/1412014 10:11 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv bv 

Jennifer Ca rev 

T""" T~~ 

Tina Tina 

Dawn Dawn 

Camv Ca rev 

Tina 1ina 

T\11'1a Tvna 

Tvna Tvna 

Inquiry Resolution Date 

Customer stated several COMection 
Issues durlna tho coP. 911212014 

Customer stated not receiving 
nobfocalioos ..tlen using the Hamilton 
c .. Te1,...., on thetriPhone. 9/30/2014 

Customer stated that they would loose 
audio in their Bluetooth headset 
Whenever placing a call with Hamilton 
CaoTet 911612014 

Customer stated they did not receive 
.........,,,. dl.WlM ~ call 10l2<Y2014 

Customer staled lhat when they place a 
call through the Hamilton Cap Tet App 
the party they are calring experiences a 
bad audio connection. 9125/2014 

Cust""*' stated they are not receiving 
captions on their 1Phone5 and they 
recewe a message that thelr 
connection has been intenupted. 9125/2014 

Custom« stated several connection 
issues dunno the call wtth their iPhone. 912912014 

C~torner stated when attempting to 
retrieve a voicemad It wll not connect 10/14/2014 

Hamilton Relay, Inc. 
4 

Resolution 

Customer Care determined that the customer did not have a compatible 
connection to their wireless nelworl< and lllis was causing the conne<;tion 
Issues. Customer Care explained how to connect to the wireless networ1<. 
Customer understood. 

Customer Care forwarded informabon to the technical department and 
fOU'ld everyfhilg to be woridng pnl!>ef1y. CllStomet Care advised cuslomor 
to lrilstal restart and reilstall Hamirton C&pTel App There has been no 
fu1her c:ontacl wi4t1 the cus-

Customer Care apo4ogized and explained lhat Blue1ooth devices and WI-
Fi sigials wil compete for the same signal and this is more than lkely what 
is turning the audio off In their headset Customer Care explained how to 
test to see if this was the Issue and provided infonnalion on how to resolve 
this situation. Customer was satisfied. 

Customer Care discovered the customer was using their iPhone as the 

holspot to comec:t WI-Fl and attempting to answer an incoming call. 
Customer Care e>CP!ained th8l due to the fact that Verizon and iPhone do 
not run simij!aneously lhJS type of connection would not cfoiplay captions 
CUstomer lnderstood. 

Customer Care emailed the customer for more information. Cus1omer 
stated that ev"""hina is worl<ina ~11v now. Customer was satisfied. 

Customer Care discovered the customer has serviee With Verizon. 
Customer Care followed up by email and explained that the customer must 
have an active W~Fi comeclion in order to receive captions. Customer 
understood and stated that the App is now worting propef1y and they are 
able to receive caotion!I. Customer was satisfied 

Customer Care discovered the custom« was using the Verizon 3G 
network. Customer Care explained how lo process a call us.ng the W>-Fi 
connection to receive """tions. Customer was satisfied. 

Customer Care discovered an issue with the customer's connection to 
internet. Customer Cano e.p4ained how to resolve the issue. Customer 
was satisfied. 

Category 

Mobile CapTel • 
External· 
Miscellaneous 

Mobile C111>Tet • 
T ec:h • General 

Mobile CapT el • 

External· 
Miscellaneous 

Mobde CapT el • 
~stop 
d1trlnn cal 

MOblle C8pTel • 
External-
Miscellaneous 

Mobile Cnp Tel • 
External· 
Mscelaneous 

Mobile CapT el -
External· 
Miscellaneous 

Mobile Cap Tel 
Ex1emal· 
Miscellaneous 



Record ID Inquire Date 

541247 10/21/201410:11 

677349 10/21/2{)14 12:49 

417216 10/23/2014 17:31 

903950 11/3/2014 11:41 

982891 111312014 12:49 

105558 11/3/2014 1524 

418541 t 1l6/2014 16:07 

589426 11NQ.l201413:51 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv by 

T""8 Tvna 

Tvna r~ 

Dawn Dawn 

Ca""' Carev 

r~2 Tvna 

c- c-

c~ ca-

Tvna r~ 

Inquiry Resolution Date 

Customer stated they are unable to 
I Dlace a cacitioned can 10/21/2014 

Cuslomer stated they are unallle to 
loloee a caotioned cal. 10/21/2014 

Cll$l0met' '1quired a~ a charge lo 
their friend's phone ror a call made to 
the custome(s Call Me #. 10/23/2014 

Cuslocner stated several connection 
Issues dunno the ca.II. 111312014 

Customer statsd the captions were 
slow or de'-' du""" lhelr call. 11/3/2014 

Custome< stated several connection 
issues du.UV. the call. 11/312014 

Customer stated that they are unable to 
sign into their Hamitton CapTel App. 
Customer is receiving a messege 
stat.<ig tl1at lletr usemarnetpassword is 
inco<Ted. 1116.12()14 

Customer stoles when attempting to 
place a cau from 1he contact list In tile 
Hamilton CapT el App ~ does not 
pron'f>t to the caption screen after the 
cal is answered. 1n12015 

Hamilton Relay, Inc. 
5 

Resolution 

Customer Cace fOfW8rded 1he infonnation to the tecllnical department 
whc:h <fJSCOVer an Issue with Hamiton CapTel SeMce: which has been 
resolved. Customer was notified. 

Customer Care forwarded the infonnebon to the lechnic:al clepaRnent 
whc:h discovered an error with the Cap Tel Setviee and the problem was 
resolved. Customer was notified. 

Cuslomer Care explained why someone calling them may see a charge on 
their phone bll calling their Cal1 Me I# Cusromer Care referred !he 
custome< to the telephone service provider fa< questions In regards to the 
b~I. Customer understood. 

Customer was unable to communicate W11l'I Custocner Care over the 
phone. Customer Care sent the custom... an email. There has been no 
r""'"' from the customer. 

Customer Care explained why the customer may see a slight delay in 
r-tions. Customer was satisfied. 

Customer Caro discovered lhat the issue was~ the signal strength of 
the custornel's WI-Fl. customer Care referred the customer to their 
Wireless netwo<ic """lllder. Custornef was satisfied. 

Customer Care provided Ile rustomer with basic troobleshootmg and how 
to retneve their usemame/password. Customer remved 
usemame/pa»werd and was still unable to log in. Customer wccessflllly 
logged in on PC. Customer Care adllised the customer to uninstaU 1he App 
and reinstall. CustOIOO( stated they wiD attempt this and can back ~ they 

ha"" any further issues. There has been no fi.rther contact with the 
CUS:e<ner. 

Customer Care advised would forward irlormation to Ille technical 
departrnent; whlCh has tested and found everything to be wol1Ung propelly 
Customer Care attemp(ed to get additional infoonation trom lhe customer 
There has been no further contact from the euslOmer. 

Category 

Moble Cap Tel • 
Tedi· l.klable to 
Call 

Mobile Cap Tel • 
Tech • Unable to 
Call 

Mobile Cap Tel. 
External· 
Miscellaneous 

Mob~e Cap Tel· 
Connection Issues 

Mobtle Cap Tel . 
Captions • lag 
behind voice 

Mobile CapTel . 
External· 
Miscellaneous 

Mobile Cap Tel • 
T edl • General 

Mabie Cap Tel • 
Tech - General 



Record ID Inquire Date 

624959 11110/2014 14.49 

933553 11/1212014 9:20 

356029 , 1/12/2014 16:29 

723243 11/1412014 13:03 

595676 11/18/2014 11 26 

350725 1211/201412"08 

973762 1213/2014 6 :30 

6062569 12/3/2014 10:07 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CA nbr Call taken Responded 
by by 

Dawn Dawn 

Carey Catev 

Dawn Dawn 

Tina Tina 

Dawn Dawn 

Carev ea-

Erik Carev 

ca~ Carev 

Inquiry I Resolution Date 
I 

Customer stated <XXviedlon issues 1 t /10/2014 

Customer stated several connection 
issues duriOQ the cal with lhW •Phone 11112/2014 

Customer stated Issues wflh 
connections. 1/712015 

Customer stated they are unable to 

place a captioned call. Customer states 
whenever a ca• is attempfed they press 
die! and ~ goes right to the "Than« you 
t>ve• messaae. 

Customer stated receiving message 
alert connecilon to Cap Tel was lost or 

disruoted. 11/16/2014 

Customer stated seV«al connedlon 
b$.Jes du""" the call wtU'l lheir iPhone 12/1/2014 

Customer stated captions stop In tile 
middle of their can. 11512015 

Customer stated captions stop In the 
middle of th01r call. 1211312014 

Hamilton Relay, Inc. 
6 

Resolution 

Customer Care discovered an issue With the cus1ome(s comectiOn to 

internet. Custorner Care explained how to resollle the issue. Customer 
was sa1isfied. 

Customer Care discovered the customer Wiii using the Verizon 3G 
network. Customer Care explained how k> process a cal using the I/Vi.Fi 
connection to receive captions Custome< was satls'ied 

Customer Care explained how the conneci>on to Ham~ton Cap Tel is 
dependent~ their 3G,4G, L TE, or W~Fi service. Customer Care 
provided trout>le shooting tips; which did not resolve the Issue. Customer 

Care recommended uninstatllng and reinstalling the Hamnton CapTel App. 
There has been no further contact from the customer. 

Customer Care attempted several lroUbleshooting Vps; Whicll did not 

resolve the iS$U8. lnfonnation was forwarded to the technical department: 
which reset the customeni account Customer w11s notified and pllleed a 
test call; which was successful. 

Customer Care determined customer was not connected to w o-F1. 
Customer was - to connect to IM-Fl and placed a suooessful cal. 
Cuslomef was satisfoed 

Customer Care discovered lhe customer was using the Verizon 3G 
ne1Wort. Cuslomer Care explained how to process a cal using the IM-Fl 
connection to rec$ve ea..w.n... Customer was utislied. 

Customer Care e>plained what types of connections could cause Qllltions 
to stop during a call. Cuslomer Care provided several troubleshooting tips, 

but the Customer was not home with the Smartphone and ataled they 
would cal back when they are able to atte<np( to do lroUbleshooti'lg. There 
has been no further contact from the customer. 

Customer Care elq)lalned wtiat types of connections could cause captions 

IO stop during a can. Customer Care provided several lroUbleshoating tips, 
but the Customer was not home with the Smattphone and stated they 
would call bad< when they arc able to attempt to do troublellhooting, There 
has been no funher contact from the custome<. 

Category 

MO!llle CllpTel -
External-
MISOellaneous 

Mobile CapTel -

External-
Miscellaneous 

Mobile CapTel -
Tech - General 

Mobile CapT el • 
T eeh - Unable to 
Call 

MObcle CapTel -

External-
M13Cellaneous 

Mobile Gap Tel -

External-
Miscellaneous 

Mobile CapTel-

Capllans - stop 
durina call 

Mobile Cap Tel -
Captions - stop 
durlnacal 



Record ID Inquire Date 

985839 12n1201416.42 

649530 12112/20141318 

257099 1211312014 9'.42 

594320 12/14/20141800 

698258 12/15/2014 1302 

603397 12/211201414:313 

588732 12/25/2014 10:26 

218016 1131201519·34 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv lbv 

Dawn Dawn 

Dawn Dawn 

c~ Carev 

c- ea-

Dawn Dawn 

Tvna T""" 

T-• Tvna 

Carev Carev 

Inquiry Resolution Date 

Customer stated capboning stops 
frequently during the process of their 
call. 1217/2014 

Customer stated unable to place a cal. 
Message reads walling for Cap Tel 
l"""""or. 1n1201S 

Customer stated they are unable to 
receive 8 raNlonf!d call. 11912015 

Customer stated sevetal comection 
issues dnriNo the cal. 1/9/2015 

Customer statod issues with connecting 
to HamHton CaoTeJ for Android. 1211512014 

Reprosontative from AT&T states when 
a customer lS using the Hamiton 
Cap Tel App on the~ Android device ~ 
c:Mnaes Ille settina on their ohone. 12121/2014 

Customer states cannot Ian in. 12125/2014 

Customer stated that theyare 
experiencing issues when attempting to 
llnn in. 112712015 

Hamilton Relay, Inc. 
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Resolution 

Customer Care discovered an Issue wfth the custome<'s comection to 
intemet Customer Care explained how to resolve the issue. Customer 
was satisfied. 

Customer Care stated how to ensure they l'lad a strong internet 
connection. Customer Care provided several troUllesllootl1 ~ through 
email. The<e has been no further contact from the rustomer. 

Customer Care folowed up with tile customer for more information. There 
has been no further contact from the customer. 

Cus1omer Care followed up with the customer requesting more details. 
There has been no fur1her oontacl from the a.istomer. 

Customer Care determined customer had downloaded CapTet from 
another pnwtder. Customer Care referred customer to their CapTel 
I orovider. Customer was sa~sfted. 

Customer Care explained that the Hamilton App syncs with the Contacts 
on the phone. Customer Care advised customer urinstall and reins1al1 lhe 
Ham:lton Ann. Customer was aatafied. 

Customer Care emaied the customer for more information. There has 
been no further contact from the customer. 

Customer Care sent follow up omni roquesbng more informat;on. There 
has been no luf11'1er contact from the customer. 

Category 

Mobile CapTel -
External-
Miscellaneous 

Mobile Caplet-
Extamal-
MisceBaneous 

Mobile Cap Tel -
Tech - Unable to 
Call 

Mobile CapTel -
ComecbOn Issues 

MoblJe Cap Tel -
External-
Mlsceltaneous 

Mobile Cap Tel· 
Tech • General 

Mobile CapTel-
Tech - Gene<al 

Mobile CapTel-
Service - General 



Record ID Inquire Date 

359086 1/8/2015 1513 

4881 11 1 /8/2015 18:()3 

186583 1/20/201513:32 

820668 2131201516:25 

862367 21912015 16:48 

572956 2118/2015 22:22 

757856 2119/2015 13 ·23 

855760 2119/201515:13 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
by hv 

Carev C'.AMV 

Dawn Dawn 

Dawn Dawn 

Tvna T"1'1a 

T-5 Tvna 

em. C.ev 

r~ T11na 

Tvna T-5 

Inquiry Resolution Date 

Customer stated thal they are unable lo 
log Into their HamWton Cap Tel accoont. 
Customer is receiving an error 
message stating aw Ille number os 
a1....- 1nuse. 1/8/2015 

C<Jslomer stated several comecllon 
issues durino the call. 1/9/2015 

Customer stated Cal Me I is nol 
appearing properly on Cele< ID. The 
Call Me# is appeanng with another 
ll"WU"'Con's namo. 

Cus!omer stated several connedJon 
issues during tho caR. Captions appear 
alter the cal has ended and 
disconnects. 21612015 

Customer stated several connedlon 
issues during the call. Captions appear 
after the call has cndod and 
disconnects. 219/2015 

Customer stated captions slopped In 

the middle " their ~. 2119/2015 

Customer stated when placing a cal 
using the Harrilton capT el App the 
caled ~"" cannot hear l!lem. 3/212015 

Customer s'.ated they were told they 
were not in a 4G area f0< their wireless 
device and ......., not..-;~ ~bans 2119/2015 

Hamilton Relay, Inc. 
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Resolution 

Customer Care provided basic troubleshooting steps: v.ilich did not 
raotve the iswe. Custoll'l« Care was able to reset 1he eustome(s 
account and wale the atstomer through placing a call. Customer was 
set sfied and ststod lhev would cal back if tt-have anv further issues 

Customer Care pro\Oded basic troubleshooting lips to a"'81 Wllll resoMng 
the issue. Customer stated they would call back if needed There has been 
no flrther contact lrom the cuslomer. 

Customet Care requested permisslon to test from the customet's accoont. 
There has been no further contact from the customer. 

Cus!omer Care aiscove..ed lhe ClJS10mer was IJSl'l9 a Wireless networ1c 
that required 4G to place a cal using the Hamilton Cap Tel ApfJ. Customer 
Care explained how to ensure they wore in the proper 4G nelw<><1<. 0< how 
lo orocess a call usino WI-FL Customer was satisfied. 

Customer Care discovered the customer was using a wi,.lttss netwo<1< 
that required 4G lo place a cal using the Hami~on Cap Tel ApfJ. Customer 
Care explained how to ensure they were In the proper 4G nelwo!1<. or how 
to process a call using Wi..fi. Customer was satisfied. 

Customer Care provided several trouble$hootl1g lips; whdl did not 
resolve Ile IMUC Customer Care d11COYO<ed that the .._is occurring 

because the customer has made adJUstments to the setting on their 
Smartphone and the customer ls not famiiar with the Smartphone. 
Customer needs assistance with thell' Smartphone equipment. Customer 
Care advised the customer lo go Into 1he Verizon store for assiS1ance Wlll1 
the ohone. Customer Care also ~vlded the toll free 8COHS nun-ber to 

Customer Care requested additional inlonnation lO assist the customer 
further. There has been no furtier contact from tie customer. 

Customer Gara WM~ lo assist the customer end the line 
a.sconnected. 

Category 

Mobile cap T et • 
T edl • General 

Mobile Cap Tel· 
Connection Issues 

Mot.le Cap Tel • 
Tech - General 

Mot.le Cap Tel • 
Exlemal-
M1sce"aneous 

Moblle Cap Tel • 
Exlemal-
Mlscelaneous 

Moblle Cap Tel • 
External· 
M1scelaneous 

Mobile Cap Tel · 
Tech • General 

MObile Cap Tei 
8demaJ. 
M1ocellaneou3 



Record ID Inquire Date 

645270 211912015 23:46 

655830 2/2ii/2015 8 :19 

778702 31212015 9:17 

600014963 31312015 16;14 

600036652 313/2015 16:28 

136621 3131201518 58 

4016971 31912015 17:25 

3024256 3124/201514:38 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CA nbr Call taken Responded 
by by 

Joh11 John 

Jon Jon 

Tvna r~~ 

Tvna Tvna 

"""" Tvruo 

Jenn Jenn 

Tvna T...u 

Tvna Tvruo 

Inquiry Resolution Date 

Customer staled tllat tl1ey are unable to 
pt ace calls uslng the Hamilton Cap Tel 
ADO, 31812015 

Customer sui:ed several conne::tion 
issues d•'""" the cal. 2126/2015 

Customer stated they are unable to 
lo!ace a caotloned can. 31212015 

Customer states they ~ unable to log 

#l lo the Hem•lton ~Tel App on their 
3/3/2015 

Customer state<l lhey are unable to 
place a capboned call. They are unable 

to receive a massage to identify a 
tete""""" numbe<. 3/412015 

Cus1omer Inquired for technical suppon 
on usememe and password 
onformabon. 3/22/2015 

Customer was not able lo 1nn m 3110/2015 

Customer stated calls are dropping 
when us#lg the Hamilton Cap Tel App 
on thW sm-nt.ones. 312612015 

Hamilton Relay, Inc. 
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Resolution 

Custome< Care attempted to IOllow up to provide troubleshooliog, 

however. there was no answer from the customer and no way to leave a 
voicemail. There has boon no furthor contact from the customer. 

Customer Care was able to determine Ille customer was using two 
accoun:s wi1h the same location number. Customer was able to verify both 
aocounts and 8"ist the oustomer With log9ng #l obtaini>g a c..n Mar. 
CUS1omer p4aCed a test cal. whoch was suc:cessru. Customer was 
satislied. 

Customer Ca-e was able to detennone the customer is not able to place 
caDs since the number lhey are using is also being used by another 

caption se<Vice. Customer Care explain.cl how to -et their locatlon 
number in order to use their HamNton Cap Tel account Customer 
understood. 

Customer Care was unable to locate an account for this customer with the 
information prollided. Customer placed a cal to the provided number, 
whid'! was unsuccessful. Customer Care 1en a message to have the 

customer retu:n a cal for assistance. Customer Care also provided 
information to the emal addresa pn>vided by the customer. Thero has 

been no return call from the customer 

Customer Care requested addoUonal Information 10 turlhe1' asslst the 
customer. Customer Care a.ISO provided information oo placing an 
outbound call usina the Hamilton CaoTel AM for Smartphone. 

Customer Care forwarded #lfonnation to ted'!nical: which reset the 
c:ustomefs acc:ounl Customer was nobfied and placed a successful test 
cal. 

Customer Care fOIWafded information to technocal; which reset the 

customet's account Customer was nobfied and placed a successfu lest 
caJ· which was successful. Customer was satisfied. 

Customer Care sent an email .,..th troubleshooting tips to h~ resolve the 
issue. Customer stated problem wat "'th their "'reless se<vice provider 
ard this issue has been resolved. Customer was satisfied. 

Category 

Moblle CapTel • 
Tech • General 

Mobtle Cap Tel • 
Connec:tion Issues 

Mobile Cap Tel • 

Ted'!· Unable to 
Call 

MObole Cap Tel • 
External . 

M'iscelaneous 

Mobile CapTel • 
Tech· Unable to 
Call 

Mobile Cap Tel • 
Service General 

Mobile CapTel • 

Tech • General 

Mobile Cap Tel. 
External-
MISceflaneous 



Record ID Inquire Date 

163679 3124/2015 17:14 

583889 312612015 21 :23 

775140 3127/2015 8 :40 

723062 3/28/2015 16:59 

399979 313<Y2Q15 15:30 

724689 41112015 9:38 

247812 4/3/2015 14 :28 

234631 4l8/2015 12:()4 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv bv 

Jem J""" 

carev Carev 

Tvna T\/l'la 

ea- Ir~ 

Tvna Tvruo 

T~· Tvna 

Tvna T\11'18 

T""" Tvna 

Inquiry Resolution Date 

Customer stated havi1g technical Issue 
w'1h the Hamillon Cap Tel App for 

411/2015 

Customer stated they are unable to 
DIOco 8 ""nfloned cal. S/14/2()15 

Customer staled they are unable to 
lclace a canlinnPrt ca~. 4/212()15 

Customer stated """""" ccnnection 
issues d•'""" the call 4/9/2015 

Customer states the Hamilton Cap Tel 
App ii not WOOcing on their HTC 
Smar!Dhone. 3/30/2015 

Customer Slated the captions were 
slow or delaved during their call. 411/2015 

Customer sta!es ha111ng diflirully-. 
plaOng an OIAgoir1g c3I USllg Hamilton 
Cao Tel 4110/2015 

Customer staled the Hamilton Cap Tel 
APP 11 not WOOcing on their Android 
device. 4/8/2015 

Hamilton Relay, Inc. 
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Resolution 

Customer Care focwarded onf onnalion to technical The techrical 
depar1menl reques1ed ful1her nlormation from the customer. There has 
been no ._,,,,from the a;stomer. 

Customer Care atte11'4'1ed to pc-ovlde troubleslloollng tips; which did not 
resolve the issue. Customer Care foowarded the information to the 
technical department; which reset lhe OJstomer's account. Customer Care 
has attempted to fotloW up with the customer: however, there has been no 
fLStt>er contact from the OJstomer. 

C~ Care provided information on propet!y c:onneding usilg their 
Wireless provider or WI-A slgMI. There has been no fur1her contact from 
the customer. 

Customer Care folowed up via emai for more infonnation. There has 
been no further contact from the cuSIOmer. 

Customer Care attempted to provide trot.bleshoollng tip• and make sure 
the customer was connecting propetly with their wireless service. 
Customer slates will go to AT&T store and have them look at the phone. 

There has been no furthe< contact from the customer. 

Customer Care elCplalned ...tiy the c:aptons oooAd appear slow or delayed 
dUring the cal. Customer Care apolOgized and reques:ed cal details. 
Customer slated they IW8 using their Smarlphone and the audio 
connection was not clear. Customer fe~ the Captioning Assostant was not 
listening to the can. Customer Care explailed the voice recognrtiOn 
1 """1em. Customer disconnected before cal detBils could be obtained. 

CuSWmer Care emaied customer nstrudions on plaang ., O\.tP>g call 
when using the H.niton Cap Tel APP for Smat1phones and the proper 
connedion when using ttietr -*95 service. There has been no ftrlher 
contact from the custonw. 

Customer Care requested additional info1TT1ation to the problem customer 
was experiencing. Customer stated issues were resoCved, but did not 
pc-ovide any informaVon on exactly what the issue had bean or how it was 
resolved. Customer was satisfied. 

Category 

Mob1ie Cap Tel· 
Tech - Genet1ll 

Mobile CapTel -
Tech - Unable to 
Cati 

Mobile Cap Tel -
Tech - Unable to 
can 

Mobile CapTel -
Connection Issues 

Mobl e CapT el -
T ec11 - General 

MoCile CapT el -

Captions • tag 
behind voice 

Mobile CapTol-
T ed1 - General 

Mobile CapT el -
Tech - General 



Record ID Inquire Date 

790482 4/1312015 19:52 

550374 4115/2015 18.19 

7043592 4/16/201513:45 

219685 4116/201518·28 

253014 4118/201510:42 

967197 4121/201517:53 

298748 51312015 12:20 

808668 515120 15 16:30 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

,CA nbr Call taken Responded 
' bv bv 

Carev Carev 

Jenn Jenn 

Carev Ca rev 

Jenn Jenn 

Jenn Jenn 

T""" Tvn.o 

Dan Dan 

Tina Tina 

Inquiry Resolution Date 

Customer stated that the captions are 
not 8"""arino dunno their calls. 5121/2015 

Customer staled they are havirig 
trouble ~calls on the Hanilton 
CaoTelADo 6111/2015 

Customer stated that they are receiving 
an elTQ( message stabng that they were 
sioned In from al'l<llher location. 4n6/2015 

Customer Sla1od they cannot plaoe 
outbound calls but can reoeive them. 

Customer Is having issues with the 
Hamnon Cap Tel Aw on their 
Smartnhone. 51612015 

Customer stated they are unable to 
olaoe e centlnnM call. 4121/2015 

cusaomer staled 11e Harrillon 
Smar1phone app shows as 
di3c:oMected on their device at times. 
Customer expla1neo that thei' W~Fi at 
home ~·~ between 3G and 4G. 51312015 

Customer stated the Caller ID is not 
worl<ing when they place calls using the 
Hamilton Cap Tel Ajlp. Also. when they 
reach an IVR and they are unable to 
I tunA In tones 5/29/2015 

Hamilton Relay, Inc. 
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Resolution 

Custome< Care provided several troubleshooting tips through email to 
customer. Thefe has been no further contact from lhe customer. 

Customer Care provided troubleshooUng tips: which were unsuccessful. 
Customer Gare fotwarded lnfonnalion to the technical depannent; which 

reset the aistomei's acccuit. Test calls were plac::ed; wt1Ch were 
successflA Custome< was rmfied 

Customer Care provided troubleshooting sleps; which did not resolve the 
issue. Customer Care verttled tile customer and reset the account; which 
resolved the issue. Customer was satisfied. 

Customer Care atlempted trouble shooting, ....tich was was unsuccessful 
Customer Care fOIWarded infonnation to technical; which requested 
futlier information from OJstomer. There has been no fl.l'ther contact from 
the customer. 

Customer Ca'e replied to the message left by rustomer. Customer stated 
they wera able to resolve the issue with tllel' Smartphone. Customer was 
satisfied. 

Customer Care provided troobleshootilg tips; which were unsuccessful 
Customer Care forwarded information to the technical department; which 
reset the OJStomel's account. Customer was able to successf\Jty place an 
outoolno can th- the Hamilloo Cao Tel Ann. Customer was satisfied 

Customer care adWed tiat w the app is still running and is just showing 
as disconnected. then thal IS an Issue wUh the internet CXXlned!on being 
used. Customer understood. 

Customer Care apologized and !lied several troubleshooting bps: which 
did nol resolve the issue. Customer Care sent oot the acc:ount manager in 
the state of Montana to assist witll this issue. The technical department 
discovered a setting of the phone that would cause this issue. Account 
Manager assisted the OJstomer wth resettlng their device and this 
resolved the issue. Customer was satisfied. 

Category 

Mobile Cap Tel -
T och • Goneral 

Mable CapT el -

ConnectJOO Issues 

Mobile Cap Tel -
Tech • General 

Moble Cap Tel . 
Connection Issues 

Mobile CapTel 
Tech - General 

Mobile CapT o1 • 
Tech • Unable to 
Gall 

Mobile CapT el -
Tech • General 

Mobile Cap Tel -
External-
M1SQ81aneous 



Record ID Inquire Date 

928285 Sl6/20' 5 20.52 

445901 5171201513:37 

372157 51121201515:07 

829535 511412015 13:24 

616773 511512015 14:56 

323531 5117/2015 13:56 

630910 512-4/201518:27 

946022 5126/20151 :00 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv bv 

Jem Jenn 

Tvna T'ina 

Jenn Jann 

T""" Tma 

c"""' Can>v 

Jenn Jenn 

ca- c-

Dan Dan 

Inquiry Resolution Date 

Cuslome< slated that during the call 
"- lost NWltlnnlnn. 5'6/2015 

Customer stated experiencing 
probjems wilh the Hamilton C8p Tel App 
for SmatU>hones. 

Customer is having trouble plecng eels 
through the Hamilton Captel for smart 
phone. 5112/2015 

Customer stated several connection 
- dlrt'Q the cal when using WI-Fi 
In a resta<nnt. Cal keeps 
di9Cllnnedlna 5114/2015 

Customer stated the captions were 
slow or delavf'd duma !heir can. 5115/2015 

Customer stated that Wilen they place 
or receive a call the person on the other 
line Is not hearina them. 511712015 

Custome(s grandson stat@<! several 
CClnnactJon issues dtrl>o the call 5124/2015 

Customer stated they aM having 
technical issues ..tien using the 

Hamiton Cao Tel"""· 

Hamilton Relay, Inc. 
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Resolution 

Customer Care explained a IOss of Wi-Fi ser.iioe COUid be Issue. 
Custome< restarted Smartphone and problem was so4ved CUSlomer was 
satisfied. 

Customer Care provided troubleshooting tips to help resolve the issue with 
usina the Hamilton Cao Tel Ant>. 

Customer Care n<ovid@d troubleshootmn tios. Customer was satisfied. 

Customer Care attempted to obtain information from the CUSlOmer but was 
not able to identify the problem. Cummer Care did -.Mse the customer 
that if using a public W•Fl 9lgr18I and cal dlsconnedng k may be the 
connedion wilt\ their _...,one or the wiretess sw.ru.i. 

Customer Care explained why the captions could appea< slow or delayed 
during the can. Customor Caro provided several ttoubloshooting tips. 

Customer stated that they wil try switching the device to Wt-Fi as the issue 
may be with the wiMless networ1<. Cuslome< wil call back If they continue 
to have issues. 

Customer Care recommended lhe customer CClntact thetr wireless 
orovider a.s rt sooms to be a connection issue. Customer was satisfied. 

Customet care explained Ula! the cuslomer may be receiving a message 
stating Ille connection has faled llue to lhei" internet oonnedion. 
Customer stated tha1 they wil attempt 1o place le$I cab using WI-Fi and 
the 4G nelWOlk. Customer stated that they wit cal back lnlo CUSlOmer 
Care if thev exoerience anv further issues. Cuslomer was satisfied. 

Customer Care left a message instructing the customer to call back. There 
has been no fur1her cont8d from the aJStorner. 

Category 

Moble c.p Tel • 
Connection Issues 

Mobile Cop Tel • 
System.IBrowser 
Issues 

Mobile CapT el • 
Tech· General 

Mobie Cap Tel • 
Connection Issues 

Mobtle CapTel. 
Captions • lag 
behondvOIOI! 

Mob8e CapT el • 
Connection Issues 

Mobile CapTel -
Connedion Issues 

Mobtle Cap T et • 
T ecll • General 



Record ID Inquire Date 

463458 5127/201516:17 

147841 5/29/2015 21 :40 

389779 5/311201512:30 

435588 5131 /2015 17:54 

Hamilton Mobile CapTel 2015 FCC Complaint Report 6/1/2014 to 5/31/2015 

CAnbr Call taken Responded 
bv bv 

Dan Dan 

Gatrett Garrett 

Dan Dan 

Dan Dan 

Inquiry , Resolution Date 
' 

Customer stated they were unable to 
oonnect to the captioning se/V1C8 after 
lealling an area with a 'M-Fl 
oomection. 5127/2015 

CuS1omer stated they we<e not getting 
captions and did not have data service 
al their current location. 5/30/2015 

Customer 1nqured about why they are 
not aeeing contacts on Caller ID when 
using the Hamiton CapTel app on their 
!Phone 8. 5131/2015 

Customer~ about not receiving 
Caler ID rnOflTlation on tiler iPhone 6 5131/2015 

Hamilton Relay, Inc. 
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Resolution 

Customer Care conllnned the customef's telephone service provider 
allows voiee and data to be used sinultaneousty. Customer Care advised 
this may be an issue with the mobile netwo<k the ~lomer is connecbng to 
and r~erred !hem to their telel)hone service provider Customer was 
satisfied. 

Customer Care explained that if they do not have data service. they win 
need to connect to W1-F1 in order lo receive captions. Customer connected 
to a Wi·Fl ne1wor1< and successfully received captions. Customer was 
satisfied. 

Customer Care mn(rmed the customer has setvioe through AT&T. 
Customer Care eicpta1ned that their voice and data are OOH both going 
tl1roU!1> the L TE networl: whldl 1s causiig the issues Customer Care 
advised the customer on how lo tum this feature off and referred them to 
AT&T if the orol>lem Derslsts. Customer was satisfied. 

Customer Care provided steps to correct the i$$lie a>d ins1ructed the 
CUSlomet lo CXlf1tDd lhetr celuler selVic:e pn>vider l thoee steps did not 
oonect the issue Customer was satisfied. 

Category 

Mollite Cap Tel • 
Connection Issues 

Mobile CapTel • 
Connection Issues 

Mobile CapTet • 
T eell - General 

Mobile Cap T • • 
Tec:ti • General 


