
-------------------------------··-··--·-·--
Reeetved & lns!'ected 

JUN 2 9 2015 
COMMONWEAL TH OF PENNSYLVANIA INREPLYPLEASE 

PENNSYLVANIA PUBLIC UTILITY COMMISSIONFCC Mail R·~;~2~u;;~L;6 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 M-oo900239 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 

June 24, 2015 

FEDERAL COMM UNI CATIONS COMMISSION 
445 12TH 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 the 12-month period ending May 31, 2015 

Dear Ms. Dortch: 

In accordance with 47 CFR § 64.604 (c)(l), 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 c-ertificated 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 l 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 ofTRS 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 ejeschke@pa.gov. 

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._-1Q __ _ 
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PENNSYLVANIA 

PUC 
COMMONWEALTH OF PENNSYLVANIA 

PENNSYLVANIA PUBLIC UTILITY COMMISSION 
P.O. BOX 3265. HARRISBURG, PA 17105-3265 

January 26, 2015 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 
FEDERAL COMMUNICATIONS COMMISSION 
445 12TH STREET SW, ROOM TW-B204 
WASHINGTON DC 20554 

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

Dear Ms Dortch: 

FCC CG Dkt 
No. 03-123 

PUC BP8 
2316012 

The Pennsylvania Public Utility Commission (Pa. PUC) hereby provides notice pursuant 
to 47 C.F.R. § 64.606(t)(l) 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.1 (Hamilton) is the new intrastate TRS provider in Pennsylvania. 

In 2014, AT&T Corp (A TT) 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 ofTRS 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. A TT'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 qther 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 Cowtsel, (717) 787-8866, finksmith@pa.gov, or Eric Jeschke, BTUS Staff Analyst, 
(717) 783-3850, ejeschke@pa.gov. 

cc: Eric Jeschke, Analyst 

Louise Fink Smith 
Assistant Counsel 
PA Attorney ID No. 77373 

1 A Hamilton affiliate provides intrastate captioned TRS (CTRS) in Pennsylvania pursuant to contract. 



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 teclmical 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 (CNOPR) 
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. 

at&t 
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PENNSYLVANIA RELAY SERVICE 

2014- 2015 TRS ANNUAL SUMMARY OF CONSUMER COMPLAINTS 

-....,..; 

~at&t 
June 1, 2014 through January 31, 201 5 

Complaint Summary by Category 

· "* •·..-~~ """"""" .. ,..,.. ··v•"'·" · · 1 i,:~.,.,."""'~~.,,.:;,.;•· · ·· ·· ...... ,., . ....,...,..~~--1!1>·;.;s·~ -· ... lit, ... , ...... 'i! .... ,,.., .. ~"Nif' ~··· ,. . ....... ~· · 'flt"' 
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e~TEGORY . JUN: ' :.Jut ' ~UG . se~.,:·:?·'··. ·ocT NOV.~. 'i' .DEC ·;;-, . JA'N .FEB· . -~~- APR ·~ M~v- . ; •TOTAL 

AVAILABILITY N/A N/A N/A N/A N/A 0 

SPEED OF ANSWER 1 N/A N/A N/A N/A N/A 1 

CA CHANGE N/A N/A r+/A N/A N/A 0 

CA GENDER N/A N/A N/A N/A N/A 0 

W~M AA ~ ~ ~ ~ o 

REAL TIME N/A N/A N/A N/A N/A 0 

~w~ ~ ~ ~ ~ ~ o 

EMERG 911 N/ A N/A N/A N/A N/A 0 

COC 2 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 N/A N/A N/A N/A N/A 0 

THREE WAY CALLING N/A N/A N/A N/A N/A 0 

CALL RELEASE N/A N/A N/A N/A N/A 0 

SPEED DIAL N/A N/A N/A N/A N/A 0 

RATES N/A N/A N/A N/A N/A 0 

Total 0 0 2 1 l 0 0 4 

PA Relay transition to new provider 12-15-2014 

6/24/2015 Summary Category 
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AT&T Relay Services Consumer Complaint Categories 
2014-2015 

Mandatory Minimum Standard 

Available 24 hours a day/ 7 days a week 

Answer 85% of calls within 1 O seconds daily 

CA must stay with call minimum of 1 O minutes (15 for STS) 

Accommodate a TRS user's requested CA gender 

Must relay conversation verbatim 

Must relay in real time 

Text must be generated at a minimum speed of 60 words per minute 

Handle emergency (91 1) calls to the appropriate emergency services 

Carrier of choice 

Competent skills in spelling, typing, grammar 

Prohibit refusing sequential calls 

Provide three-way calling 

Call Release functionality 

Speed dialing functionality 

TRS users shall pay rates no greater than rates for functional equivalent 

Category 

Availability 

Speed of Answer 

CA Change 

CA Gender 

Verbatim 

Real Time 

60WPM 

911 

coc 
CA 

Sequence 

3-way 

Call Release 

Speed Dial 

Rates 

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

. ' 
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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 Month 

~ 

§at&t 
~ 

,1~~~·:0~1~ftlt~:f~;~~t·~-~~:i?J~frfi1~~~j_?!:~~~~~~~rt~·~1~~:~r~tt~~~1£-~1':~}~I~:t,~ 1l ~~~~A::-~~~t_~1~~~\~f~~~~~;~%~~~~~~J,~:~~~·;~,:~,,.~,. 
pe·~~$Y).:.VAN.iA' .<' · ·• • ~uNt>l'~L~f!i:_'._·Ji·,:· A.~~X~ l'L~,,:~et;:c .. j:_;,-.~T -. ] . __ _ NOV ·l_~r;c __ .,_J _ _-;:;~~N . J · ''.:He·' J.'\'MAR.f: _L,,~L"!# · ~ - MAY · -.i:oTAL .:J 

VOICE N/A I N/A I N/A I N/A I N/A 0 

TTY 2 1 1 N/A I N/A I N/A I N/A I N/A 4 

TOTAL 0 0 2 1 1 0 0 N/A I N/A I N/A I N/A I N/A 4 

PA Relay transition to new provider 12-15-2014 

6/ 24/ 2015 By Month 



J une 11, 2015 

Rosemary Chiavetta, Commission's Secretary 
Bureau of Directors Office 
Pennsylvania Public Utility Commission 
PO Box 3265 
Harrisburg, PA 17105-3265 

~eee\"8d & \~eetea 

JU~ 2g10\5 

FCC Ma\\ Room 

fn -Jo t\' cJ Yl) oloL 
1006 Twelfth Street 

Aurora, Nebraska 68818 
voice/TTY 800.618.4781 

fax 402.694.5110 
website; www.hamiltonrelay.com 
e-mail: info@hamiltonrelay.com 

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

Dear Ms. Chiavetta, 

Attached you will find the Pennsylvania Captioned Telephone Relay Service (PA CTRS) and 
TRS annual complaint Jog. 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. Jn 2014, the filing was 
due July ls'. 

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

In addition, last year's Public No~ice contained a rnquirement to include the total number of 
interstate relay calls by type ofTRS (i.e. traditional TRS, STS, Captioned Telephone, IP, YRS). 
As we did in 2014, Hamilton is again planning lo compile this information for you and wiJI 
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, 20 IS. 

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

Thanks, 

Bfi1v ffervfJ 
Beth Slough 
National TRS Contract Manager 



------------------ --····- .. .. .... . 

Hamilton Relay 
1001 12th Street 
Aurora, NE 68818 
402.694.5101 VoiceITTY 
402.694.5037 Fax 

cc: 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 
Recor<llD ·. · Inquire Date CA11br · Call '·· 

! ta~en .b~ 
RespondeCI · 
by -<:'/" '"· ''!~~llY. '(; ~ :· Rtl!)!utlon , 

~·!~,~'.','-;; 
R9'!!1Utlon ,; ,.:::=:·7 .·:': · [ _;,;:;-: ·'- · 
_:;;:· :<·'.. ·~ . ' . ' . :: ,: .: ·' ': c~'.'~?\:~/~,> 
Customo, Caro att.«tmpted to Identify tho PfObtom tho 

Customer atal&d wh4'n euttomar wu qpetlendng bul the cua1om9f sllrtod th• 
placing coils th•~ ti convtiutlon wet gubled. Cunome1 C11t offe<ed · 
alwoY. ot high r8J>ld llahlng gll'bf:ing tlpt to l\alp rt~ the iaut to furthu aaaist tht StNlee Complaints· 

894307 12/1712014 Tyna Tyne apee.d. 12117/2014 cuitom&r. Cua.tcmer di:lconneded. ~·•l'leovt 

Customer Care sttempted to pt"O'Adt emttane. with 
Customer state.s tht typing otftf1ng lO HI slow typing oo theit pronle. CU!itomer Sel'llioe Complaints • 

nH1e 1211712014 Tyna Tyn• lrom 1he CA Is wty too ful 12/1712014 dlaconnected. Mi&celt1neou1 

Customo1 Cartl tonl •n om.a to apo)OQ.lze to the 
Cusi.omtr ttattd uveral cu5tome1 and expltln aboul some of the ntw 
Mun wlh Rel.ay and how ptocedures. Cu-omw Ctra requnted cell detar. from 
unhappy 'Nlth the new the ctJ&tomtf In regatdl to ihefr e1t11. Tri.ere haa been no SeMce Compla:nt's -

4072651 1V18J20H Tine Tiil• HMce they a1e.. 1212912014 turth•t res.MY trom lhe customer. ~etlaneou:i 

c~ome, ca,. 1pologlud 1nd tttttd lnfonnallon would 
be forwarded Lo managemenl. lnformalbnwaa 

CustomN s.18led the CA did torwu<l.ct to the ieehl'llctl de-pettm•nt. but wttnou1 c111 
noi ptO'Jlde their CA number de'81l1 no Information covkt be loctted !in t.;:trdt to the 
dudng the uu: custorNt did call tl"'6 customer was 1erurtng to. Cut.lo mer wa1 SeMce Compt.airrts-

190262 12/18/2014 Dawn O.wn not pro-Me can ~1•. 12/1Ql2014 no~. Ok*t'I ~CA Number 

CU8lomer dated unhappy 
with th• calta processed 
thtough Hamilton Relay 
Y81HS ,,OW caltl W9tO Cuttomlf Cate apologized a rid proW:fed information 
proeesaed through tho rega~ th• Hamilton Relay SeNioH and ecplain.td 
ptcMoul A:Dfay Mrvloc how CU$1omer ftodbac.k le: important to make &Ute the SaMoe Comp(ainb • 

753530 1V1912014 Tyna Tyna ptc>Wfer. 12/19/2014 customer& call:e ue procened propetly. MileeGtn&OUI 

C~omu c,antd regetdlng a Customer Cate obtained the conlacl phone number of 
prob'em TTY uMr the TTY u...r end detotmned no proflo -wu establl:ahtd. 
eljHritnctd vdlen Customer Cue aM up a prorJe and la aw.l&g the long 
attempting to plat• a long distance informa'lon from the c.alfer ¥otlo Is the legal T .ehn)cal Comptalnis -
dillanoe call through die gua.rd._n ior the TTY u:"'· Cui(omer C911td b• ck and Ttoh-7·1-1 

4051110 12/20/2014 Tyna Tyna RetaySeMce. 1212912014 Jong dittanoe P<O~r was addtd. Problem 

CUSlomer dlsl!Q.s that PA 
Relay hu ..witched to a nsw Customor Cs1e t.pologllod and oxphMed abou1 nisw 
P!~tf. C\lltomet' st-1ed 111 caulef. Cuttomw Care verified CIUQ:)m&J end forwatded 
p1011t Information was not ln1orm11lon lo techlical. Profb Wll upd1Jed. Customlr Service Complmts -

10202 1212412014 Tina Tina H1 correctfy. 2/20/2015 wn sa11rf.td. Mlilcell•.neous 

customer Care attempted t reun ca• ar.d rtaehed 
Custom., Jeft a voice mail someone that was unawaire of the cau and as:ted 
stating thtlr phone lg de8d Cudomtr Care to calt bllek later. Customer Cara has 
and ptoWfed 1 return returned d\e ceo. tnd hu been unable to reach 1nyone. Todlnlul Compllllnt:s • 

851220 1/2/2015 Tyna Tyna numt>tr to ct.II. 1/2/2015 There hu bttn no ttturn ~n from the euttome1. )Jlsc:iel 1ntoUS 

Customer Cite t pologiHd tnd stoted rirarm1Uon woukl 
be forwtrded to management. lnfotm1tion was 

Customtr stated he wu fOtW'&fcfed '°'the t.chnicaJ deptrtrntnt; bvl ¥.til:out etrJ 
call.ct 311mH..., 7·1·1 and detli1• no ink>rmdon could be loc1ltfod in regardll to the 
wtien •nt~·.:i ho <Id nOI cal 1ht eu&tomtr WH r•fan1ng too. CU11om11 was SallAet Complaints • 

179019 111312015 Down Down rec•ive a r•&ponM. 1/IS/2015 nO"Jhd. Mu.IJtntOUI 

Customer 1ta1ed PA Relay 
CAs ar• now unfrtcndly, 
unresponsNo. robo!lc. 
CuJtom•t tnquf-td as to Cu:stome' Care apologized and 1xptained about .ome of 
wt'ltt nu changed in the lhe new poncy and procedures beino followed by tha SeMe:e Compleinb • 

7oe<l37 111712015 Dawn Dawn soMce a.ti.or 15 rears. 111712015 CAI.. C'*omer underatood. t.heellaneout 

Customer at.atod When lhey 
attempted to pf.ace a call Cvstomtr Care apotogliud to tM cu.tomor 1ftd 
through Retay, enAT4T explained wtnt th• record.ing ~ant Customer C·are Technical CompfelnU -
recording cam• on and tM reeommondod they conta<:C thff 'e)tphone W'Ac• Tech a.uta 7·1·1 

374749 112812015 Tyno Tjna c•ll could not be completed. 1/30/2015 pcMdor to chec.k !'.heft accounl Customor undanstood. Probklm 

Customar statld thal tine• 
Htrnfton hH taken ever the Cudom.1 Care lttempted Co contact tha cdtomer and 
elate ol Pennsytvatila Relsy explain the Relty teMce does not control how a 
.-Mee a person tti•t calls customa(s numb41r appears on• c1!:11 Id. Customer 
thtm thtough Relay does Care expfalntd that this ls baHd on how they hllY't' caH9f TechnlcaJCompl•ims. 
not appetr on l'letr caler Id id setupwlhtheirteklphona seMce prO'\lider. Customet hchlMUH7·1-1 

320088 113112015 Tyna Tyna anymore. 1/30/2015 Utld""'ood. Probltm 

Customer called and left 
YOicemad tor .omeor1110 
C'tll d'ltm tomorrow. Customar Care rtMeved the voicemal, but could nol 
Customer wiahes lo know understtnd • • of the CU110tnV• meMtge. Cvs.lomet did 
W'tly no one 'Nill t ntwor their not leave a eaU beck numbet; Customer Care k unable StM<oC~alnls· 

4062680 VS/2015 Down Dawn quet001'1$. VS/2D1S to folltNt up""" thi customtf. "-otellane.oua 

Customer Car• apologlzed end forwarded lnknma'llon to 
tectuile&I department; Which shOwtd tevtral calls we,t 
made by the calter on the t.ptcl1ic t!ay mentioned and 
only• few of tMm s.tattd busy. Cu:Pomtr Cate 

Customer stattd ~en they contacted '211 customer and • ,Pained that ll &ptM.ltl 

pl10t a call lhrouah the this. i'M:liettlon la happening on long dlctanee ct118. 
R.iay thy are told lt\at •II Cu-•tomer C1re ~elihd the custo"'* and o'lscowrtd the Ttellnleal Complaints· 
the.ir c:.alfs are ooing 10 a pto&• wu Ht up to1 tha lncontct long dil,ance carrier; Tech-

8«020 2/10/2015 °'"" Dawn b<J"'i. 3/3/2015 proflte wu upd.tad. Cuelomef WH sahhd. VCOl2lVCO Problem 

Cu1tomtt Care apologb:td and fonwrd9d lnfonna6on to 
Cus1omer ttates wtion the technicel depertment. wf\)Oh dlscov.red tl'le CA 
calljng lo Re-lay lhey a1e toUowed th• proper procedur• and th• customer Teehnleal Comp~ts • 
con.ntC1ed In HCO and cl:&coM•cted bcf<Ke the connedlon to HCO oouki be Techtuues 

184033 211212015 Tyna Tyna cannoc hur th• CA. 211912015 made. CU'Stomer wu no1J~d. HC0/21.HCO Problem 

Hamilton Relay, Inc. 
1 



Pennsylvania Relay 2015 FCC TRS Complaint Report 6/1/2014 to 5/ 31/2015 
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516795 I 06/19/2014 04:42PM I Chat I SeMce I NIA 

536541 I 09/10/2014 05:36pm I CapTel I Service I NIA 

548208 I 10/29/2014 01:58am I Phone I Service I N/A 

563663 I 0110812015 04:42pm I Phone I Service I 10546 

596529 I 05129/2015 09:30am I Caplet I Service I N/A 

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

CSR passed along call infoonation to technical support who confinned a 
Customer reported that technical issue occurred on that particular call causing difficulty with captions. 

I captions stopped 40 minutes 
into a conference cal using his 

CSR apologized to the customer for this experience. CSR made sure the I 
customer knew fOr Mure calls that he may press the captions button off and 

Cap Tel in 2-Line mode. on again and instantly get a new captioning connection. CSR confinned that 
the customer is able to connect with captions successfully in 2-Line Mode. 

Customer reported being CSR advised customer we experienced a brief technical difficulty that is now 
I unable to make an outgoing resolved. CSR advised the caller to try their can again and confirmed they I 

caotioned ohone call. were able to make a caotioned call sucoessfullv. 
CSR's investigation revealed that thera was a connection-related issue in the 

Customer reported being call center around the time of the customers experience. It has been 

1 I unable to connect with the confirmed that the issue has been resolved. CSR followed up with the 
captioning service. customer and apologized for the incident. Customer confirmed she has had 

no further difficulties. 
Customer's husband reported 

CSR apologized for incidence and lhanked customer for the feedback. Call 
that that there were errors in 

I the captions during a call white 
detail was shared with Call Center management for follow up by the Training I 

using the Cap Tel 800 in 2-Lina 
Manager. CA supervisor increased monitoring frequency for the CA to ensure 

mode. 
consistent quality performance. 

CSR apologized for the incident and thanked customer for bringing their 
experience to our attention. CSR investigation found the CAs have logged 

Customer reported ina=.irate ltroubte tickets on some of the customer's calls for audio cutting in and out and 

1 I captions when captioning an muffled audio. CSR sent the customer a letter with tips on how to get the best 
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 
Cap Tel handset close to, but not on, the external answering machine speaker. 

Hamilton Relay, Inc. 
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07/011201405:01PM (Over48hoursl KA 

I Within 24 
09/10/2014 05:48pm 

Hours 
I AGG 

I Wlthin24 
10/2912014 10:03am 

Hours 
I KR 

01/1412015 03:18pm I Over 48 hours I SB 

I Within24 
05129/2015 09:41am 

Hours 
I KA 


