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Re: j' TRS .. Consumer co·mpiaint Log suiiuriari~s fot J Jrie l; 20~ 4: tfuo'ukh'May 3 l ~ . ( ':·. 
2015 

.. CG DOCKET NO. 03-123 

;. o· .. .w i ... )" , ' . , Dear M::s. orteu: , ' .,, ·"·-' ·. 1 • . ' ' : 

· The:-:·Gebfgia Putnk 'i SetVice·· C-Ommission respectfully submits the enclosed 
complaint fog in connection with the provisioning of Telecommunications Relay Service 
pursuant to SeCtlon 64.60 ( c) (H)~f:the FCC's rule$. Hamilton relay,. with corporate 
offices located at'l 00 I 121

h Street, ~urora, NE 6881 8, is under contract with the state of 
Georgia to provide Telecommunications Relay Service. 

Hamilton tracks all complaints and all other customer service activities for the State of 
Georgia. Georgia's complaint sUmmacy is associated with the following database 
categories: :•: lt; 1 ' ' l ' t · ~·I 0 !'P ·,.' .!:., f ~· ~ q ! ;it \ ~ •.: 

/ 
; , ' '.. •1j~ , . ; :'. 1 ''. :\ ,_.!:• ~ .. 

• Miscelia:neous ExtemaLCOmplaints"· ::· >'' ; '') · '::·!· ,.1.1 ,,,•:. i -. • 11·--1·. 1
, 

• Didn't Follow Voice Mail/Recording Procedure 
i ·- .,. '' '. f raudulent/Harassment Call 

• Miscellaneous Service Complaints 
• 11 i Probiems · " :: · .. 

. ' . 
Ffainiltort{proc~sses .I any ~complaint,1 ·~hi ch. originates 'via - ~J.niai1~ fa~~' telephbrle; regular 
m~l, outr~ach eye~tsi at the workstation, etc. Those complaints and resolutions are 
reflected in t_his report. Hamilton normally provides a resolution to all complaints within 
72. l}burs: Th~· cofii.plaints enclosed are resolved .. 
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In the Miscellaneous External and fraudulent/Harassment Call categories, you will find a 
complaint that we believe to be associated with the fraudulent activity over Internet 
Relay. Hamilton continues to implement protocols specifically designed to prevent calls 
from originating from an international IP address from accessing the relay. 

Georgia Relay has received a total of 19 complaints in violation of the FCC mandatory 
minimum standards for the time period June 1, 2014 through May 31 , 2015. 

Please feel free to contact myself at 404-657-4990 or Dixie Zigler with Hamilton Relay 
at 800-618-4781 VITTY with any questions regarding the above. 

Sincerely, 

<)rSk 
Tonika Starks 
Utilities Regulatory Specialist 
TRS Coordinator 
Georgia Public Service Commission 
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7/5/2014 Carey Carey 

7121/2014 Tyna Tyna 

7131/2014 Tyne Tyna 

814/2014 6207 Jon Jon 

81812014 Dawn Dawn 

8117/2014 Tyne Tyna 

91212014 r ma rina 

mq~'i?~~W?-'fil'·-
.. _· '. ~~-···,;.f~'i. ...... ~~"r ... 

~~~·:: !' .. --,. ~: .· '<. ~j~~~i~.t ... :~;;{., ~·-:'.:'-~~ .:. -'-!_ •. 

Customer Service apologized end fOfW8rded lnfonnation to the 
technical department. Tha technical department disoovered that the 

Customer was ltllnsferred to CA processing the cal did not lr8nsfer the call oorredly and this was 
Customer Service; however. tha reason they could not be heard by Customer Cate. lnfonnation 
Customer SelViCe was unable was fOfW&rdad to management and CA was r&-lrlllned on how to 
to hear the VCO ..-. 7/11/2014 lnlnsfer a eel to Customer C8111. Customer was notified. 

Customer SeMce disoovered the proll1d« was a VoIP provide< and 
Customer requested a long explained In order to connec::t propetty to Retay OJStomer would 
distance carrier that is not a want to use 7-1-1. Cusklmer Senrice oontactad the seMC8 provider 
participating tong distance and gave the OOIT8Ct translation OOde for7-1-1 . Customer was 
canier with the Relay. 7/2112014 satisfled. 

Customer was calling on 
behalf of tlleir mother. 
Customer stated when their 
mocher is peaoog a long CustomM Service verified customM and verified the profile was set 
distance cal through Relay tt to the OOrTe<:t 1ong distance earner. Customer Service suggested 
wil not go through; they attempting anolhef cal and referred the customer to !heir mothe(s 
receive a message can oould long distance service provider·for fullher assistance. Customer was 
not be completed. 7131/2014 satisfied. 

Customer Service apologized and stated information would be 
foiwarded to management. Information was forwarded to the 

Customer stated the CA hung tectinlcal department; but without can dotaas no information could be 
up on them. Customer located in regards to the call tho customer was referring too. 
refused to provide call details. 8118/2014 Customer was notified. 

-
Customer stated they are 
te<:eMng a message that Customer Service verified there are reslridions placed on this 
states their cal cannot be number through Relay. Customer Serllic:e eJ(plained the reason the 
completed as dialed. message coutd be rec;e;ved and rell!fled the customer to their 
Customer is attempting to telephone service provide. Customer statad lhey WOUid call baek if 
process this call through a further assistance was needed. There has been no further contact 
pllson faciltty. 8/29/2014 from the customer. , 

Customer stated they have 
been unable to place a long Customer SeMce reviewed the profile and oonfnned that the 
distance call through Relay as profile iofonnation is set up prope<ly. Customer Service disoovered 
they a>ntinue to receive a !hat the message is an OPR genenitad recoroing and referred the 
recorded message stating the customer to their telephone s8IVice provider. Customer was 
call cannot be dialect 8117/2014 satisfied. 

Customer Service suggested that the customer contact their local 
telephone company or report the incident to law enforcement. 

Customer stated they have Customer Service explained that if the cuslomM contacts law 
been receiving suspicious enforoement then law enforcement may Issue a court order. At that 
telephone calls ll1tough time call infonnation may be released to the Court. Customer 
Relay. 9/2/2014 undentood. 

Hamilton Relay, Inc . 
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T echnicaJ Complaints • Tech ll$ues 
VC0/2LVCO Problem 

Technical Complaints - Carrier Choice not 
Available 

T echnicat Complaints • Miscellaneous 

Sorvico Complaints - CA Hung Up on 
Caller 

External Complaints· Miscellaneous 

External Complaints - Miscellaneous 

Service Complaints • 
Suspicious!Harassment Call 
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Georgia R~lay 2015 FCC T.RS Complaint Report 61112014 to 5/31/2015 
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I lryna 1·~· 

I ITyna Tyna 

I 10awn !Dawn 

'Customer stated their STS 
I call was handled lmpn:lC)ef1y. 
The CA did not allow the Customer Service apoklgized and staled infonnetlon wookl be 
customer e chance to f<XWllnled to management. Information was forwarded to the 
respond to their question technical d9l)llrtment but without caU detaUs no Information could be 
lat>out revoiclng and the patty located ln regatds to the call the customer was referring too. 

l~--mh 
Customer ewe verified the customets profile was set corred!y. I SeMce ComplMlts - STS c:a1 Handlllg 

915/2014 Customer was notified. Problems 

Customer Slated thea- STS 
call was handled~. 
I Customer staled that the CAs 
,are not always rel/Oicing. Customer Service apoklgized and stated information would be 
Customer stated the other forwarded to management. Information was fOIWarded to the 
party wiff Interrupt and the CA tecllnical department; but without can details no Information could be 
will fade into the badtground located in regards to the cal the customer was referring too. 
and will not continue revoicinO Custome< Care verified the custome<s profile was set COlfedly. I Service ~int$ . STS call Handling I for the STS user. 9/30l2014 Customer was notified. Problems 

Customer stated the CA did 
not follow poticylpnx:edure. 
Customer stated the CA did Customer Care apologized and staled the CA would be c:ounMled 
not provide the correct and monitored more frequently. lnfonnation was fOIWMled to 
language to notify them they management and CA was counseled: monitoring has occurred. Service Complaints • Okln1 Follow 
I could leave a massage. 10/5/2014 Customer was satisfied. ··--- Policy/Procedure 

Customer Care suggested that the customer contact their local 
telephone company or report the incident to I-et lforceme111. 

Customer stated they have 

1,0/17/2014 

I Cuslornef ewe explained that If the OJstomer contacts law 
I been receiving SU$pic:ious enforcement then law enforoement may issue a court order. Al that 1--- time call information may be released to the Court. Customer I Service Complaints • 

understood. Suspicious/Harassment Call Relay. 

Representative from a 
Prison/Inmate facility stated 
they have been unable to 
place a long distance call 
through Relay. Customer Care apologized and stated the SupetVisor was not 
Representative requested to evaftable but woold return a call. Customer Care SupetVisor 
speak to Customer Care returned a calf; left a me$$8Q9. Relay technical depaltment and the Tedlnical Complaints - Loog 
SupelVisor. 11/20/2014 representative have been able to process a soocessful test can. OlstanceJBiling Issues 

Customer Care referred the customer to contact their telephone 
sefVice provider to ensure that 7 -1-1 was property translated in their 
area. Customer stated they had moved and did not have this issue 
before. Customer Care olferad IO assist the customer with any test 
caas or speaking to their provider. Customer stated they wool<! call 

Cu&tomer stated they were I I their provider and can back to Relay If further assistance was 
no longer connecting to Relay required. Customer was satisfied and there has been no further ITachnicat Complaints· Tech Issues 7-1-1 

l..mendialing7-1-1 . 11112/2014 contad from the customer. Problem 

Hamilton Relay, Inc. 
2 



J ,, 

310916 

903183 

565910 

700660 

683336 

381916 

1111212015 

11114/2015 

12/3/2015 

121512015 

1211912015 

1511112015 

Georgia Relay 2015 ECC TRS Complaint Report 6/1/2014 to-5/31/2015 

I !Dawn I Dawn 

I ITyna ITyna 

I 

I ITyna ITyna 

I 

19040 I Carey !Carey 

I I Carey !Carey 

I ITyna ITyna 

Customer Slated they have 
e>cperlenced e long hold Cu810mer Care apologized to the customer and slated lnformetion 
timaldelay when connedlng WOUid be forwarded to management. Customer was satisfied. The IT echnlcal Complaints • Long Hold 

Ito the Relay. 112712015 Relay answered 96.9% within 30 seconds for the day. Tlme/Olsoonnect 

Customer stated they have 
had severe! issues with CAs 
aSIClng for a long distance Customer Care verified the customer and discovered their long 
provider when they should distance carrier of choice was not apj)88ring correctly in their profile. 
show Bel South as the long 

I distance provider. 1114/2015 
Customer Care verified the aJStomer and updated the profile. 
Customer was notified. !Service Complaints· Misoellaneous 

I Customer stated thelr STS 
I 

cal was handled impropeffy 
the CA did not offer to revoica 
the entire cal for the 
customer but the customer 
was not able to provide the 
CA identificetion number. 

Customer stated their STS 
cal was handled Improperly. 
Customer stated that the CA 
does not revok:e for the 
customer and doesn' fOllow 
I instructions. I :Customer stated they have 
eicperienced a long hold 
time/delay when connecting 

Ito the Relay. 

Customer stated they have 
been receiving susp<clous 
telephone calls througll 

!Relay. 

Customer Care apologized and 8CXjUired cal detai information. 
Information was folwan:lad to the tadrical department; which 

2119/2015 
discoveted thenl were no cals from the customer through Relay on I SeMce Complaints • STS cal Handq 
this day. Customer was notified. Problems 

Customer Cate apologized and ac:quited cal detail information. 
lnfonnation was forwarded to the tedlnicat department: which 
verified the CA had proceued lhe eal. Information was forwarded 

2119/2015 
to management and CA received refreSher tnlining in regards to this I Service Comptalnts - STS cal Handling 
issue. Customer was satisfied. Problems 

1212312015 

I Customer Cate apologized to the customer and stated Information 
WOUid be forwarded to management. Customer was satisfied. The IT echnlcal Complaints - Long Hold 
Retay answered 96.9% within 30 seconds for the day. Time/Disconnect 

Customer Care suggested that the customer contact their local 
telephone company or repof1 the incident to law enforcement. 
Customer Care explained that if the customer contacts law 
enforcement then law enforcement may issue a court order. At that 
time call information may be released to the Court. Customer I Serv~ Complaints -

511112015 understood. SuspiciOUSIH81'8ssment CaH 

Hamilton Relay, Inc. 
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