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June 24, 2015
MARLENE H DORTCH
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW

ROOM TW-B204

WASHINGTON DC 20554

Re:  FCC CG Docket No. 03-123
DA 15-671
Submission of Pennsylvania’s TRS Annual Consumer Complaint Log
Summary for thel2-month period ending May 31, 2015

Dear Ms. Dortch:

In accordance with 47 CFR § 64.604 (c)(1), please find enclosed for filing in the above-
captioned docket an original and one (1) copy of the annual consumer complaint log summaries for the
Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending May 31, 2015.
Hamilton Relay Inc is Pennsylvania’s certificated traditional TRS and STS provider, and Hamilton
Telephone Company d/b/a Hamilton Telecommunications is Pennsylvania’s contracted captioned telephone
voice-carry-over relay service (CTRS) provider. AT&T Corp. was the traditional TRS provider that ended
service in Pennsylvania approximately December 16, 2014. (Letter dated January 26, 2015 sent to the FCC
Secretary is attached) The providers have maintained and prepared the consumer complaint log summaries.
These summaries cover all complaints to the service providers. AT&T provided the TRS consumer
complaint log for the period June 1 2014 to December 16, 2014. Hamilton Telecommunications has stated
on the enclosed attached letter that they will compile the total number of interstate relay calls by type of TRS
and will file the information with the FCC under protective seal as a confidential filing. AT&T has not
included the total number of interstate relay calls by type of TRS as they consider this information
proprietary. The Pennsylvania Public Utility Commission’s Bureau of Consumer Services has no registered
TRS or CTRS complaints for this report period.

If you have any questions or need additional information, please contact Eric Jeschke at
(717) 783-3850 or gjeschke@pa.gov.

erely,

Rosemary Chiavetta
Secretary

cc: Enclosures: Original and 1 copy; PUC letter January 26, 2015; AT&T Corp and Hamilton Reports
Eric Jeschke, PUC TUS

Dana Wilson, FCC (e-mail copy only by TUS staff) No. of Copies rec'd ( )
List ABCDE
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PENNSYLVANIA PUBLIC UTILITY COMMISSION No. 03-123
Pl.lc P.O. BOX 3265, HARRISBURG, PA 17105-3265 Ui
FRD VARSI 2316012

January 26, 2015

MARLENE H DORTCH
OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW, ROOM TW-B204
WASHINGTON DC 20554

Re:  Notice of Substantive Change regarding the Pa. TRS Program
Dear Ms Dortch:

The Pennsylvania Public Utility Commission (Pa. PUC) hereby provides notice pursuant
to 47 C.F.R. § 64.606(f)(1) of a recent change to the FCC-certified Pa. Telecommunications
Relay Services (TRS) program at FCC File No TRS 58-12 (DA 13-1530). As of December 16,
2014, Hamilton Relay Inc.' (Hamilton) is the new intrastate TRS provider in Pennsylvania.

In 2014, AT&T Corp (ATT) notified the Pa. PUC that it wanted to abandon its certificate
of public convenience to provide intrastate TRS in Pennsylvania, consistent with its intention to
exit the field of TRS operations across the nation. On December 4, 2014, at PUC Docket No.
A-2014-2447601, the Pa. PUC approved the application of Hamilton to operate as
Pennsylvania’s certificated intrastate TRS provider. A certificate of public convenience to
provide TRS was issued to Hamilton on January 9, 2015. ATT’s certificate to provide TRS has
been cancelled.

Hamilton will process Pennsylvania TRS calls from a combination of relay centers
located in Nebraska, Georgia, Maryland, Massachusetts, and Louisiana. As an existing TRS
provider in other states, Hamilton has a record of meeting or exceeding all FCC-related
standards. It observes all FCC regulations, including exceeding standards established by the
FCC for maintaining certification.

If you have any question in this matter please contact Louise Fink Smith, LAW Bureau
Assistant Counsel, (717) 787-8866, finksmith@pa.gov, or Eric Jeschke, BTUS Staff Analyst,

(717) 783-3850, ejeschke@pa.gov.

Sincer

Louise Fink Smith
Assistant Counsel
PA Attorney ID No. 77373

cc: Eric Jeschke, Analyst

! A Hamilton affiliate provides intrastate captioned TRS (CTRS) in Pennsylvania pursuant to contract.
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PENNSYLVANIA RELAY SERVICE
2014 - 2015 FCC Annual Consumer Summary Log

June 2014 — Nothing to report,
July 2014 — Nothing to report.
August 2014

TTY 2014, August 2

The customer complained that he/she is unable to place calls using his/her Carrier of Choice.
Category: Other (Misc)

Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized and advised we would forward this issue to the technical team.
Contact Closed: 2014, August 2

FCC: Carrier of Choice

TTY 2014, August 27

The customer complained that he/she is unable to place calls using his/her Carrier of Choice.
Category: Other (Misc)

Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized and advised we would forward this issue to the technical team.
Contact Closed: 2014, August 27

FCC: Carrier of Choice

September 2014

TTY 2014, September 7

The customer complained that he/she is unable to place calls using his/her Carrier of Choice.
Category: Other (Misc)

Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized and advised we would forward this issue to the technical team.
Contact Closed: 2014, September 7

FCC: Carrier of Choice

October 2014

TTY 2014, October 2

The customer complained that CA s were not placing his/her relay calls.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for any inconvenience. Advised that the issue would be investigated.
Contact Closed: 2014, October 2

FCC: Answer Performance

November 2014 — Nothing to report.

December 2014 — Nothing to report.
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PENNSYLVANIA RELAY SERVICE

2014- 2015 TRS ANNUAL SUMMARY OF CONSUMER COMPLAINTS

June 1, 2014 through January 31, 2015

Complaint Summary by Category

CATEGORY - TOTAL
AVAILABILITY N/A N/A N/A N/A NfA 0
SPEED OF ANSWER 1 . N/A N/A N/A N/A NfA 1
CA CHANGE N/A N/A N/A N/A N/A 0
CA GENDER N/A N/A N/A N/A N/A 0
VERBATIM N/A N/A NJA N/A N/A 0
REAL TIME N/A N/A N/A N/A N/A 0
60 WPM N/A N/A N/A N/A N/A 0
EMERG 911 N/A N/A N/A N/A N/A 0
coc 1 N/A N/A N/A N/A N/A 3
CA COMPETENCY N/A N/A N/A N/A N/A 0
SEQUENCE NfA N/A N/A NfA N/A 0
THREE WAY CALLING N/A N/A N/A N/A N/A 0
CALL RELEASE N/A N/A NfA N/A N/A 0
SPEED DIAL N/A N/A N/A N/A N/A ]
RATES N/A N/A N/A N/A N/A 0
Total 1 1 0 0 4
PA Relay transition to new provider 12-15-2014
6/24/2015 Summary Category




AT&T Relay Services Consumer Complaint Categories

2014-2015

3 Mandatory Minimum Standard Category

1 Available 24 hours a day/ 7 days a week Availability
2 Answer 85% of calls within 10 seconds daily Speed of Answer
3 CA must stay with call minimum of 10 minutes (15 for STS) CA Change
4 Accommodate a TRS user's requested CA gender CA Gender
5 Must relay conversation verbatim Verbatim
6 Must relay in real time Real Time
T Text must be generated at a minimum speed of 60 words per minute 60 WPM

8 Handle emergency (911) calls to the appropriate emergency services 911

9 Carrier of choice cocC

10 Competent skills in spelling, typing, grammar CA

11 Prohibit refusing sequential calls Sequence
12 Provide three-way calling 3-way

13 Call Release functionality Call Release
14 Speed dialing functionality Speed Dial
15 TRS users shall pay rates no greater than rates for functional equivalent Rates

For the 2014-2015 Annual Consumer Complaint reporting year, AT&T has updated the categories used in summarizing consumer contacts fo ensure close alignment with current
FCC rules and requirements.



getContent

PENNSYLVANIA RELAY SERVICE

2014- 2015 TRS ANNUAL SUMMARY OF CONSUMER COMPLAINTS

June 1, 2014 through January 31, 2015

Complaint Summary by Month

PENNSYLVANIA ~FEB | 'MAR | ' AF TOTAL
VOICE N/A N/A N/A N/A N/A 0
7Y 2 1 N/A N/A N/A N/A N/A q
TOTAL 2 1 0 0 N/A N/A N/A N/A N/A 4
PA Relay transition to new provider 12-15-2014
6/24/2015 By Month
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FOC Mail Room

.. o a . 5
HARILT::N M-20i5- QY a706,

1006 Twelfth Street

Aurora, Nebraska 68818
voice/TTY 800.618.4781

fax 402.694.5110

website: www.hamiltonrelay.com
e-mail: info@hamiltonrelay.com

June 11, 2015

Rosemary Chiavetta, Commission’s Secretary
Bureau of Directors Office

Pennsylvania Public Utility Commission

PO Box 3265

Harrisburg , PA 17105-3265

RE: TRS Consumer Complaint Log Summaries for June 1, 2014 through May 31, 2015
PA PUC Dockets No. # M-2015-2460706
FCC CG DOCKET NO. 03-123

Dear Ms. Chiavetta,

Attached you will find the Pennsylvania Captioned Telephone Relay Service (PA CTRS) and
TRS annual complaint log. Hamilton Relay began providing Telecommunications Relay Service
to Pennsylvania on December 16, 2014. The enclosed complaint log reflects this date.

The complaint log submission must reference CG Docket No. 03-123. In 2014, the filing was
due July 1%

Attached is the Public Notice which contains instructions for electronic and paper filings.

In addition, last year’s Public Notice contained a requirement to include the total number of
interstate relay calls by type of TRS (i.e. traditional TRS, STS, Captioned Telephone, IP, VRS).
As we did in 2014, Hamilton is again planning to compile this information for you and will
submit to the FCC under protective seal as a confidential filing.

PA TRS and CTRS has received 35 complaints in connection with the provisioning of

Telecommunications Relay Service pursuant to Section 64.604(c)(ii) of the FCC's rules for the
time period June 1, 2014 through May 31, 2015.

If you have any questions about the complaint log report or need any assistance, please let me
know.

Tzaéjv\) AL{,’M&)

Beth Slough
National TRS Contract Manager



Hamilton Relay

1001 12th Street

Aurora, NE 68818
402.694.5101 Voice/TTY
402.694.5037 Fax

ot Eric Van Jeschke, Analyst
Pennsylvania Public Utility Commission
Bureau of Fixed Utility Services
Telecommunications Group
P.O. Box 3265
Harrisburg, PA 17105-3265
Voice (717) 783-3850
ejeschke@state.pa.us
FAX (717) 787-4750

Enclosures




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

Record ID Inquire Date CAnbr [Call rﬂupmded Inqulry .| Resolution | Resolutlm > Categ
taken by |by 2 Date ) :
Cuslomor Care altempted lo kentify the problam the
Customer stated when ‘was but the siated the
placing calis the typing is conversation was garbled, Customer Care offered
aiways at high rapid fiashing garbling tips to help resolve the issue to further assist the |Servics Complaints -
894307 12072014 Tyna Tma spaed. 1217014 . G d Miscellaneous
Customer Care attemnpted to provide assistance with
Customer stales the typing offering o set slow lyping on their profile, Customer Senice Complaints -
929878 121772004 Tyna Tyna from the CA Is way too fast. 1211772014 disconnectad. Miscelansous
Customat Care sant an emall o npologlze W the
Customsr staled several customer and explain about soma of the new
issues with Relay and how procedures. Custemer Care requested call detalls from
unhappy with the new the customer In regards (o ther calls, There has been no|Service Complaints -
4072851 1282014 Tine Tina service they are. 122872014 furthar reply fram the customar. Miscallanscus
G Care lzed and stated would
be dta was
Customar stated the CA did i d fo the d bt without call
nat previde their CA numbsr detaiis no information could b- located in regards to the
during the call, customaer did call the custormnar was refarring to. Cuslomer was Samvice Complaints -
190262 12182014 Dawn Cawn nof provide call datails, 12182014 5 Didn't Give CA Numbesr
Customer stated unhappy
with the calls processed
through Hamilon Relay
varsas how calls wore Cuslomer Care apologized and provided information
processed through the regarding the Hamilton Ralay Services and explained
provious Rolay service how cuslomer fesdback is important o make sure the | Sandca Complaints -
753530 121872014 Tyna Tyna providar, 12182014 customers calls are processed praparly. Miscekansous
Customer called regarding 3 Customer Care cbisined the contacl phone number of
{problem TTY usar the TTY usar and d inad no profile was blished.
texperenced when Customer Care set up a profile and ls awaiing the jong
{attempting to place & long distance information from the caller who Is the legal Technical Complaints -
distanca call through the guardian for the TTY user. Customer called back and  |Tech lssuss 7-1-1
405190 122072014 Tyna Tyna Relay Survice. 122072014 leng distance provider was added. Prablem
Customer dislikes that PA
Relay has switched lo a new Ci Care lzed and mxpluined about new
provider. Customer stated all clmhw Customes Care verified customer and forwarded
profie information was nol o ical, Profils was updated, Customer |Service Complaints -
102432 122472014 Tina Tinn se1 comectly. 2202015 was satisfied, Mscallansous
Cuslomer Care attempted & retern call and reached
(Customer laft a voice mail someone that was unaware of the call and asked
siating their phone is dead Customer Care 1o call back later, Customer Care has
and provided = refum raturnad tha cail, and has been unabla to reach anyons. | Technical Complaints -
681220 122015 Tyna Tyna nurmnber to call. RS There hag been no raturn call from the
G Care and slated i lon would
ba to g jon was
Customer stated ha was f ded to the technical but withowt call
called 3 imes via 7-1-1 and details no information could be located in regards to the
when answared he did not call the custemar was refarming too. Cuslomer was Sendce Complaints -
178018 1132015 Crawn Dawn receive B reEponse. SRS notified. Miscallanecus
Cusiomer staled FA Relay
CAs mra how uniriendly,
unresponaive, rebotie.
Customer inquired as lo c Care d and about some of
what has changed in the the new policy and pcor.ndumebom followed by the Service Complaints -
706037 1172015 Dawn Dawn senvice after 15 years, 1MTROS Chs. Custemer undersiood. Miscellansous
Custormner staled when they
attempled to place a call Custormer Care apologized to the customer and
tiraugh Relay, an ATET wxplained what the recording meant. Customer Care Tachnical Complasints -
recarding came on and the recommended they contact thelr telephone senvcs Tech msues 7-1-1
374748 12015 Tyna Tyna call could not be ider to chack thelr sccount. Customer understocd. | Problem
Customer stated thal since
Hamiton has laken over tha Customer Cars attemnpted to contact the cusiomer and
state of Pennsylvania Relay axplain the Relay service does not control how a
service a person that calls cusiomer’s numbar appears on a calle: Id, Customer
them through Reley doas ‘Care sxplalined that this is based on how they have caller| Technical Complaints -
not appear on thelr cafler id id set up with thair talaphone service provider. Customer | Tech lssues 7-1-1
320088 (173172015 Tyna Tyna anymora. 1/20/2015 underetood, Problem
Cuﬂomel called and [aft
for o
call them lomaormow. Customer Care retrieved the voicemail, but could not
Customer wishes lo know d d all of the did
why no one will answer thei not leave a call back number; cmcm s unable |Sandce Complaints -
2572015 Dawn Dawn gquest: 252015 to follow up with the customar. Miscell
(= Care and to
technical department; which showed several calls were
made by the caller on the specific day mentionad and
only a few of them stated busy. Customer Care
Customar stated whan they the and sxplained that I appears
place a call through the this Indication is happening on long distance calls.
[Relay they are told that all Gustomer Care verified the and di d thae | Technical ints -
thair calis are galng to a profile was set up for the incorrect long distence carrier; |Tech lssuss
844020 21072015 Dawn Dawn busy, 33205 profile was updated. Customer was salisfied. (VCORLVED Problam
Customer Care apologized and o
Customer states when the vhich d d the CA
calling to Relay they are the propar p wnd the Ti !
|connected In HCO and i d before the ction to HCO could be | Tech lssues
164033 211272015 Tyne Tyna canno! hear the CA, 2182015 made. Customer was notified. HCORLHCO Problem

Hamilton Relay, Inc.

1




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

[Record 10 [inquire. [cAnbe  [can [Respanded [inquiry lmlm [Catagory
taken by |by > © loate :
| Comtinmnas sisbad stae
i ——
conrect mede Be CAS Cuvmrer
e renporstng ana thay we
urabin is place o sl 54
Cuminmen rmquasied an dean
mtatn | Balr profls ke an ]
suomatic d s comamct
1088 g Tyna Ty o HAANS i prodle. Cussomar undarsiead. e
Camiomes saaiad ihay haws bt berwasded (o maagamant. inlematon was lanvaried
b bn o bt without
[noversl CAs did not lollom Infotmation cousd be el he .
63641 gy Carwy Cwrwy 49018 Jimiiomat waa refestivg tea. Costarvet wat setlled m.._,
—rn -
ottt VMt Bt A ol Sustmrmas Care nh & vosarnmt. Trers ban biwn ne (i P
] s Ry | Carey |t bl VIS |t contuct bom the carmear
Thbiea vnies Bay
el b 1)
deamres g
ATAT whan Sy 0w a1 8 T g Swance pevite etacses e TER L i
BT Wll Ty Tyma | - armen I 1&—-——\- el
Cuammel salad Bt ey oy
=y Lrate B pace e
B4TT4 iageis Ting Carmy Frrough Ruiay. M G under b ]
. Chatomet ol
halr TTY,
for b
- >
The dacgier calied fack and wan proviied it fre
The conteiriars bad vl Dot L
A atmiaed o e W e Pragren Toch sims.
T4 VIa010 Tya Tyra memw TR TTYNCD devion Cusboma: was savstes | Pentsmr
b wiaed Ty P ¢ hd
e g
agtare Lt P -y A
ALt Tﬂnﬂ ] el i) Fmbhmmmﬂ 1=
| e Care mociogited i Tha ustomar gad
| oEmctnd 1o pata speciic mtsememon hom ire
|cuvimar. Cutinmer stutad rurves had 8 probee wih
arling Caw
praviced nformation s how I caat garblng Cusiome
Cutomar stated the murent
Frekmy posdves fo ¥
Prunnuyhmnis bs lerribie sne Himilon Ralyy. Cuslamen Care sbured B turioms! i
[ wanied to know why L hee it Putllc Sardss el el
| Boa1ERS nras Tyma Tyna waed nes infaemation. . Mrie Fanmnm
Cusstomen iy i
& vad oy wrn plasing Coben rale P
| omgn Ruwy wheui be o b [
R iad s Carey Carey Doal ol g JOuwtnar wridarmiond. Win e areen
gvenr & divact queslion .
Comure wun pas Pl Pe ok D
| Ch Al mat et ¢ e
ad ey ) 10 e A0S e CA D il
e St e o
| mintabes 1ed wpse § 9o o cal
34TI30 “IVI0 8 Jmnn Jonn [ (and P corrvmrnation, 421508 remlamer wid rederring i Cuvbemar was reafied -
Cartiomas qaved haow calls
wiw plused thisugh e
Relwy Clsdmmer smind that Aulay
culls a0 mppanring wn ekt
warvice wimtemeni Cuslnme
] Vs [ Tyma Tyme e thay de e une Paley. | 20006 [=as sadadec
| Cale: vimtnd wher Wying 1s placed .
| rean  cumremar P sccusahi,
| rcatuarg o aprssss I L L T ——
| e arviat mamsage Fue basln | Evieel Comptairn
Im g Ty Tyea tm“-"ﬁ TN e CARKES - S Rinadintintitnd
rorrcn. raaton wes orected e waorees
dagartrard. which dacovared et e CA dd v
| Cuttarsar s o T4 ca
88777 AT ULl Jarwier | Jursar (PG up o B ATN01S procados Dl waa soffed | Hung U an Caller
e
[ Cunsoma: stud Bt ey
placnd & cuf W & VO cam
e during the el B VCO
v Hrpped il
| Cmtnmas wiwind T 4 Irdermnation.
navar smme back on e fne. T
s te VED usar 8nd follwed the proper procedus. Cusiamsr was A
nBORSS ﬂmll Carey Carwy [ Rdmohnaied, 430708 T
Coamomad cortinias o 1
nd viam s stk sbont
iha Rsluy borvies sod Cha Cusloma: Care spaisgred and siuled thall concems
o WG and rudenass O Cwre
regasind e po usicmar
et o e Parewyesls Crem.
BTIENE i) Tyma Ty Pubdy Lareon Commanien | W40 5 i et gt
Costtornar Carn @pesogaed ad ssplaeed Tof Po
C e wmmed Pory we -
e L L) e e
Sy i g W g
|1 ean kil Ll . ll-ﬁl= betadtd Fartw cematan Coskoear nceniiead et
Cusigmar Cars spolegized snd starea cob detad
| Cumomes sisted i iha CA - s laaim. B oA
et sscanasve ssapaitng s . The
aesz30. MM_G‘IO ann | L] | Seom | wnid gaming suring P sal, | ST000°8 E.)mmmm -

Hamitan Relay, Inc.




Date of Complaint

Contact

Tech. vs.

Agent #

PA PUC Docket No. # M-2014-2399134
FCC Docket No. 03-123

Nature of Complaint

Explanation of Resolution or Status

Date & Time Resolved Time

Rep.

Type

Service

CSR passed along call information to technical support who confirmed a

Completed

Initials

Customer reported that technical issue occurred on that particular call causing difficulty with captions.
516795 |06/19/201404:42PM | Chat | Service NIA mﬁm&ﬁ;ﬂ :’;.':;":‘is nfsSR apﬁﬁ:ﬁf‘ﬁﬁ;ﬁmfmaﬁxﬁfn?@ 07/01/2014 05:01PM | Over 48 hours| KA
CapTel in 2-Line mode. on again and instantly get a new captioning connection. CSR confirmed that
the customer is able to connect with captions successfully in 2-Line Mode.
Customer reporied being CSR advised customer we experienced a brief technical difficulty that is now Within 24
536541 09/10/2014 05:36pm | CapTel Service N/A unable to make an outgoing resolved. CSR advised the caller to try their call again and confirmed they 09/10/2014 05:48pm Hoors AGG
captioned phone call. were able to make a captioned call successfully.
CSR's investigation revealed that there was a connection-related issue in the
Customer reported being call center around the time of the customer’s experience. It has been Within 24
548208 | 10/28/2014 01:58am | Phone Service N/A unable to connect with the confirmed that the issue has been resolved. CSR followed up with the 10/29/2014 10:03am i KR
captioning service. customer and apologized for the incident. Customer confirmed she has had
no further difficulties.
Customers isbend repoﬂt‘ad CSR apologized for incidence and thanked customer for the feedback. Call
. x that thgt theys Were BTOrs IN | o tail was shared with Call Center management for follow up by the Training !
563663 | 01/08/2015 04:42pm | Phone Service 10546 the_.l captions during a an whnle Manager, CA supervisor increased monitoring frequency for the CA to ensure 01/14/2015 03:18pm | Over 48 hours SB
using the CapTel 800 in 2-Line : %
consistent quality performance.
mode.
CSR apologized for the incident and thanked customer for bringing their
experience to our attention. CSR investigation found the CAs have logged
Customer reported inaccurate |trouble tickets on some of the customer's calls for audio cutting in and out and Within 24
596529 | 05/29/2015 09:30am | CapTel Servica N/A |captions when captioning an  |muffled audio. CSR sent the customer a letter with tips on how to gef the best | 05/29/2015 09:41am Hours KA

external answering machine.

captions when captioning an external answering machine message, such as
making sure the answering machine audio is not too high and holding the
CapTel handset close to, but not on, the extemal answering machine speaker.

Hamilton Relay, Inc.
1




