
COMMONWEALTH OF PENNSYLVANIA
PENNSYLVANIA PUBLIC UTILITY COMMISSION
P.O. BOX 3265, HARRISBURG, PA 17105·3265

June 24, 2011

IN REPLY PLEASE
REFER TO OUR FILE
M·2011·2246101

M·00900239

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

Re: FCC CG Docket No. 03-123
DA 11-1075
Submission of Pennsylvania's 2011 TRS Annual Consumer Complaint Log
Summary for the12-month period ending May 31, 20 II

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 four (4) copies of the annual consumer complaint log summaries for the
Pennsylvania Telecommunication Relay Service (TRS) for the l2-month period ending May 31, 20 II.
AT&T Communications of Pennsylvania, LLC, 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. The providers have
maintained and prepared the consumer complaint log summaries. These summaries cover all complaints to
the service providers. 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 Van Jeschke at
(717) 783-3850 or ejeschke@state.pa.us.

1 cerely,

Rosemary Chiavetta
Secretary

cc: Elaine McDonald, PUS
Kathleen Aunkst, Secretary's Bureau
Eric Van Jeschke, PUC FUS
Arlene Alexander, (e-mail copy only)

Enclosures
Original and 4 copies



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2010 - MAY 2011

,at&t

JUNE 2010
TTY June 25, 2010
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: June 25, 2010
FCC: Verbatim

JULY 2010
TTY July 19, 2010
The customer complained the CA did not remain transparent.
Category: Other (CA/OPR)
Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: July 19, 2010
FCC: Transparency

AUGUST 2010- Nothing to report

SEPTEMBER 2010 - Nothing to report

OCTOBER 2010 - Nothing to report

NOVEMBER 2010- Nothing to report

DECEMBER 2010- Nothing to report

JANUARY 2011- Nothing to report

FEBRUARY 2011- Nothing to report

MARCH 2011- Nothing to report

APRIL 2011- Nothing to report

MAY 2011- Nothing to report

PA·FCC201Ldocx 6/19/2011



PENNSYLVANIA RELAY SERVICES

2011 FCC ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2010 through May 31, 2011

.~

~at&t

Jtme19,2011

llilifils'ffla1jii
VOiCE
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0
nY 2
TOTAL 2

Pennsylvania Complaint Summary by Category

June19,2011,

!~i.~A1liEGQ;;·
'Transparenc~ I I 1 I I I I I I I I I I I 1
Confidentiality I I I I I I I I I I I I 10
Verbatim I 1 I I I I I I I I I I I I 1
TvpinQ Issues I I I I I I I I I I I I I °
"iCaIl Replacement I I I I I I I I I I I I I 0
Answer Performance I I I I I I I I I I I I I °
Gender Accommodation 0
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HAM_gJIZ!!:N·
TEL£~OMMUN ICAlIQN$ =--~--~-----------~ .

1001 Twelllh Street· AurQfa,. NebfS$\(a 6tMe
voIce 402.694.5101 '1TY 600.£lZUS34

lolllrea 800.821.1831 •lax 402.004.2846
a-mall: lrtfo@halll11lontel.com

web sill.: WWW.hamiltontetcom

June 16,2011

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 I, 20 I0 through May 31, 20 II
PA PUC Docket No. #M - 2011 - 2246101
FCC CO DOCKET NO. 03-123·

Dear Ms. Chiavetta,

Attached you witl find the Pennsylvania Captioned Telephone Relay Service (PA CTRS) annual
complaint log.

The complaint log submission must reference CO Docket No. 03-123. In 2010, the filing was due July
1st.

Also attached is last year's Public Notice which contains instructions for electronic and paper filings. A
new Public Notice has not yet been received.

In addition, last year's Public Notice contained a requirement to include the total number of interstate
relay calls by type ofTRS (I.e, traditional TRS, STS, Captioned Telephone, IP, VRS). As we did in
2010, Hamilton is again planning to compile this information for you and will submit to the FCC under
protective seal as a confidential filing.

PA CTRS has received nine complaints in connection with the provisioning ofTelecommunications
Relay Service pursuant to Section 64.604(c)(ii) of the FCC's rules fur the tim.e period June I, 20 I0
through May 31, 20 II.

Ifyou have any questions about the complaint log report or need any asslstance, pleas'e let me know.

RECE\\IED
j\JN 16 20\\

:I'i COlJ1lJ1\SS\O~

PI>. PIl~i6~~~~~~'S BIlRt!>.1l

Thaff\ A1 J I""~ ')
B~~f;' XJ.M.I(j''c-''
National TRS Contract Manager
Hamilton Relay
1001 12th Street
Aurma, NE68818
402.694.5101 Vole<erTTY
402.694.5037 Pax

co:. 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
Telephone' L.ong Dlslance -Internet" Information Systems' COntact Center' Managed Hosting' Relay



PA PUC Docket No. M~2011 ~ 2246101
FCC Docket No. 03-123
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11000 IGeneral

:ustomershai'cilg'eiierarlee<lback regarding ii:le aeeuracy orner captIOns, spe-CiI1cally S1a\lJlg
ithat she cft(!n sees inootrecl words on her CapTel screen CSR apologiz;ed forcustome(s
e:q>ertence and advised her to document the date, lime and CA1# of future calls that she finds
unsmisf.actory so we carl inveSUgate those calls furtherand folloY! up with Gall Center
management ifnecessary.

:l.iStOfIWrSM~ generaliRicrfcwlXl(;k regan:siii:g Uie ac<:uraCjorcaplions. CSR apoiogqe,
and thanked tile ;;:ustomerfor this femiback. CSR suggested if the customer would: like us to
'taRe Vlll'y spedllc follow up wiTh the CA captiolling the cali alld their supef"ll"iSOr. they may
document1tJe date, lime and CA# ofany future calls and report Ibem to us. Customer hac! no
specifics to snare.
womer r<;lported <lISS<l~aCiiOn WIlli thlf~a<:y Of capoonsfecerved on a recent

Cus\Qmer dJd not have Ule time nor dale of !he can to share. CSR aprllogized to ClJsl.omer for
her experience and enCOUfaged her to document the dale, lime. ood CM forif $hewould b"ke us
to lake specific follow up action wilh Call Cenler persormel on tMl specific calI_ CSR m<pla1l1ed

il,O cuslonmrhow capllons are prod:ueed and d'lSQJSSOO lhe potential difference between
accuracy ofcapUons, and $cr.unbledfgarbled captions cause<! by the phone lme given \Ile
cuslomer is using .a digital phone Une with an al'Ia!Qg product.

;uS(tfmerSffared feedback regardl1l9 accuraciOl'caplions -a-ria-provIde<:.! specific can dam.
'apologized for incidence.and ll1lUl!;ed cuslQrtlerfor the feedback, call delSll was shared with
Call Center management for follow up will! the CA by me CA's supervisor.

ustomer reported maOiltty to 00fIfIeCt to the captiOni1l.g center 00 a specifiC.::all. CSR expl,altl,
that during the lime shetried !ler call1l1ere was an unanticipaled spike in ca!1 volume. wh1ch
resulted In some calls experiencing longer than usual wail 1Il'l'lE= in queue, CSR apologited for
ttlis experience. and coolinned that cuslom€/" is now allie l,o connect to capliOils successfully,
"induding on lIle call to CapTel Customer Service.

;ustomer repoltr;ld seemg, "Please wall fO!" the next avairatlle opel<ltor.' CSR adViSed ClJstomer
lhal Of! Oecember 12th CapTel's staffing for the Madison call centerwas affected by a sevem
snowstorm, Due to b5awd COntl1tioos. ttle city's bus service was shut down for lhe entire day
and travel wllhin lhe city was severely limited. While answer lim"..s were delayed: due to redu'
!staffing !lToughout lhemoming andearly afternoon. CapT-e1 oonthued to prooosscalls
lhr~houl the 48Y. however allSwer times were affected. C$R oonlirmed with OJsl.omer Ihe to
make captioned calls successfully,
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Customer reported see',ng "C3plklnir.g SeNica is Rinsing" when Irying to plare C:aus. CSR <ld'llisoo
icustomertlUll!m212111 CapTers rnffit:g W<lS :affected: by!JllWlrtl ectl<liliollS, CSR apologited ror me
InOOlWell!ence Ulis caused: ood advised slaying on the fine for me OOXIlW<\llable caplWrnsl 03nter
locations in Madison an<.! Milwaukeewere urWer a Slale of em!3lgellcy and <:Ml danger warning. 8o:Il
eerl!erlI rornained open and flelde<:l C'.lUS f'l(ln-slop. Servk:e levelswere not mat forUle day due to delaY!'
:a.nswertime. The slate ofemel9enq ended 0Il2i2J11, Staffing C'.lpacily was restored. CSR eon~nnoo 2I2f2011 witllifl24
iwith OJS!omerthey are able to make and receive caas in a ~mtr!y manlier. 8:15:00 AM !hours ITJ

'CuslOmer reporood e;<p~encillg:a longer man normal wait for a ca¢loIllSl. CSR <IdvlWd C\Jstorner
'0I12J2111 C$pTets staffing was affected by blluard cond1UOI'lS. CSR apologized fortlle inconveroence
lhls caused and advised Slaying 00 \he:.line lor 1M next availal>le oaptiooisl Cenler-locatiQns III Mallisc,
and Milwaukee wareundera Slate of eme1wmcy and civil dangel'waming, Som cenlers remained oper
and fielded callS non.s!cp. SefVlce levels Wele 001 mel for the cay.clue to delayW <lfl$Wilf lima The sta
oremergetu::y ended on zmn. Staffing cap;lcity was rG'Slored. CSR oJnlirmedwilh customer they -are 121212011 Iwtlhm 24
l!bIe to make and lllQ3ivll~ In <I timely manner. fs-25:00 AM hours ITJ

235719121212011
1Q;4$;OO
lAM IPhone SelVice INA 11090

Service­
General

CustomeriMicated di$ptaywas saying 'cap~OI1 serm;e fine Is ringiOS", CSR adVised O,ISlomer thai (;l'l

212111 CapTeI's staffing was affected by bfiZ:Zard condm(ll'lS. CSRap~ed for \he:. !rlo:lrlvenience t
!c:wsed arnla<:Msed stayingon 1Mlmawr me nfP;t.available captionisl. Centerloealklns in Madison
:Mif-f/SlJkeawure Ul'l00l' a stale of~ncyal\d cMl4angerwemlng. aolh centers remained open ;
'fielded calls llOn-slop. Service levelswere no! mel for me day due kllie1ayed answer lime, The stale of!
emarseflC"f ended on 2l2I11. Slaffing capecl!ywas restored. CSR tol'ltil'l'n!!dwi!l1 C\Jstomerthey ate
10 make- and recel\<e calls in a timely lrnlnrn;-r.

iwithin24
hours IJH



PA PUC Docket No. M- 2011 ~ 2246101
FCC Docket No. 03~123

Customeneportedthat t.erCapTel Is Mlwort<ing, arn:l1l\at she carmot <f~ out CSR atl.ised customer
ttllit on WI1 CapTel'S stalfingW3S aff&:!ed by bli=lrtl eondilions. CSR >:lp<llogizet! fur tl\(l

mconveniertre 1111& .caused m'ld advised sta)"ing on lIle rIM for tl\(! nllXt<wal\abfe<:aplionisl C¢nlef
locations In MOOlson ant! Milwaukee were under a state ofe~ and 'Cillif dang$'waming, Boitl
tooters remained open and fielded calls non-stop; SerV'<Ce levels~ nOI metforthe c.lay dl/(l to-d~ d

11:1Q;(JO $i;rvi<;(l~ afl$wer lime. The Sfate ofemergency ended on 2I2J11. $ll'lffing COlpacitywas retJ.Of«l. CSR ccnfifIIled 21312011 within 24
236293=" M< Phone

-~
NA 11090 General with cusromEl"1hey araable to make wd receive COlIt$ in a timely manner. 9;45:00AM hours Jl

~erl~teddisplay was $3,ing"'Cap'.iIm service fine is ringing". CSR advised <:US\01IIEl"th31.0!
f11 C8pTel'$ $\affmg was affec1ed I::y bIilz8«.l (;()<'ldiI.fons. CSR apoklgi"redwrthe inwrwenienee (Iti'

caused and ad\-isOO staylng on 100 firm lor the l'1flXt avai!ablE<:aplioniSl Cllnler localions In Ma<.lisorlar
MiWi8l1lwl were UfldW' a state <;Ifemergency and cMlliangerwaming. 80ltl Cif..ters remained open .a~

="f!Elo'ed caUsr~op. Service levels were not met for 1M d&'I due 10 deleyed 8nSmer time. The state 0
11:30:00 Sef'Yiee- emergenq el'Ided on 2J2I11. Staffing eapool\' was restored. CSR ccnf~lldwith CUSfomerthcy are a ~1:35:00 wilflin24

235745 2I2J2011 AM ""T" Service NA 110W General to make Md receive calls In a tim€ly manner. AM ho>m JH

Caller r.epartlld reei~ "Cap!ioning SErvice Is Ringing" W!lllll IIylng lo p\aCo <:ailS. CSR actvJsed custom r
thaI on WIt CilpTel's staffing was affecteQ by blizzard C';:ndiltons. CSR tlpologized for l.l1e-
illOOlMlmence lhis caused and adVised staying on thalma forlha next available captronlst. Center
tocaliOl'lS in Madison and Mi!YrcUllee wero U1l'deracstata of erMfgefl(:j' and civil doogerwaming. 130m

am~011refilm r~iMdopen and fielded calls non.stOj).~ kl..els were nol met fOf llro- day due to <lela
11:45:00 ~ee- answer1lme.. The state ofemergency ended 00212111,Staffing capao.'y was restored.. CSR confinwd 11:50:00 wiltlin24

235759 =011 M< p"",. Service NA 11090 General willl~r they ale able to make an<:! receive <:aIlS In a timely marmer. AM hours Jl

Cul;tQme-r rePQtted elq':etl~ng a longer Ulan nom>alwaitlcf a caj>\ior:ist CSR advised CUS\Ol!1&" \hat on
2"2111 CapTlll's -Slaffingwas affected by blizzan:! conditions. CSR apologized fOf !he Inconvooienea !hi
caused and ad'iislld s\3ying Ql'l the flne lor me next available captioni$t Center lOCalIons in Madison an
MllwaUkE(! were lJfldera stale of lll1'lergency aru:l6Yll dallgerwaming. 60th centersr~ 1lpeo can

2J2I2011fielded calls non-stop. SCNice levels were oot~ forthe day due to delayed 31lSWer lime. The state of
12:05:<lO SWce· ernergeney ernkld on2J2Jt1. Staffing eapacilywas restored. CSR eon1irrned with eustomer Itle'J ara at: . nZ:l0;OO witllill24

235780 21212011 PM Phone SeMoo NA 11090 G.,,,.. 10 malle and reoolvecalls In a 6mely marmer. PM houl'S Jl

Cus!:ornerreported selling "'CaprKll1<ng $ef'liCEl>S Ringing" 'linen Iryffig 10 plaee calls. CSR advised
cvl;\omerlhat OIl Wi1 CapTel's staffing was alfecI(!d by brazattl condi~oll$. CSR apo1og1zedfor the
irloorwooence this ceusll<l and adl'ised staying on tlu:l rme. for the nrat avallable¢:lp.tlcniu (;el'Iter
toee\iQnS in Madison and Milwaukeewere undar a Slate of erMrgeney and eM! dangerwaming. 60th

,IWn1eentetS remalflQd open .:ancl1jelded ea~s non.s\Qp.SeNtee levels were noi metforllle Qay due \l) <Ielay
12;1$:00 Service • answer time-. The stale ofemefSMCY en<lad on 212ft1. Staffing capac!\y was restl'llllo, CSR COn&nned 12:25:00 wlthin24

235787 21212011 PM NA Service NA 11000 General wilh (:\lStomerthey are abl<l-to ffi?l<:e and reCElNe calls In a timely manner. PM hour'$ EY

Customer fl\<1ieat$ll capOOO$ were OO! wm!ng onwllh2_Une mode. CSR called and Isfl a message to
the eustomeron Iter :answering macltine p(!rlhe ClJSlomE(S request SQ Mr h\lSOafld could !ell herlho
situation. CSR advised cuS1mnerthat <m 2aJ1 1 CapTel's staffing was 3f/eeted by bliWlrd conditions.
CSR apolcgl:ted for lho ioconveflience this caused and a<lv1Sed slaying on the line for the 00Xl ava:ilabl
captionlSl Center [ocatiofls In Madisoll and MilwauKee were 'lIf'Ide<" a Slate ofemErgenC"! and ciVIl dang

i2nn011w8mir.g. 80lh <:enlers remailw.l <;Ipen and fielded eans non-SklP. SeMce levelSwere not metfor the da
12;15:00 servjce~ dl!e to delayed anSwer time. The stale of~gencyended on 212ft 1. Staffing eapa<:!ty was restored. 12:20:00 wilhin24

2$5789=" PM Phone Se_ NA 11090 General CSR confirmed"with ClJstomel" IMy -are aOle (0 rooKe and I'l!eeive calls In a timely roonner. PM hrom JH

CustOflle(S caretaker reponed lhe capTel user is lUMng difficvlly making a cap\i(lned call. CSR advise'
customer 11\31 en 212f11 QapTers sllh'fing was affected by bliZ4<ll'(f cond<lforn>. CSR apologized for Il1e
1IICOlWl1nience lhis caused and ad\lised staying-on the line for!lle nextavallable captjonist Center
foca1iOl'la in !-.'l<l:dison aMu'ilIvaUilee Ivete \lOdera Slate of e:nergency and Qllil dangerwaming, Bolh

k..centers remained QPen and fielded calls non-stop. -SeMcrl 1e>.-'e\S were not met for1he d<ly dua to delay
Servi~- answer time. The Slate of emerger'l<:y ended on 2l2I11. Staffing capactty was reSlOred. CSR eonIirmed 2f3/2011 wfll1jn 24

236m =" 1:4Q;OOPM NA Service NA 11090 General wilh WSlornerthey.are able to make and receiveealls 'Il a timely manner. 9;SO:OOAM hrom AG
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General
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~rnOled inatiflly tQ oa~ out wit cap~onsand recei'lln9 ~Captioning Sccvfee is RingingO prompt
CSRad~ CUSIOIMl" lha!OO 2f2I11 CapTel's slaffiflg was affeCled by l»zzard comfrtions. CSR
~ed for1ha inconvenlel\C1illh\9. caused end advised staying Qll \h$line for 1M next avajlaOle
caplionisL CeflterlocaUons in MaUlWo and Milwaukee w!lre under a.state ofemergerl(;y and O:vi1 dansl'
wemi.l'lg. 80th centers remained ¢p';!n arnl1ielded calls oon-slOp. $er\lice levels. were no! met forlha da
ldlKl to delayed ar1S'm!rtime. The stale ofemergency ended on Wt1. Slaffing eapadl;y was l'llSIOred. 21212011 IWithin 24
.CSR confirmed will'l wS'lemerUley are able to malre and <areive eallsln a Ilmely manner. 2:30:QO PM houcs IMMo

Customer's helper reported /hal customer is <.mable to make 0( ret::eNl,l c.ap\iQne(:l calls. CSR acMse<:r
COSlOmerlrnUoo2J2ll1 CapTeTs sWffill9 was ~fected by bfi=rd conditions. CSR apol(:giWl f«the I I I
inoonveoienee this c.auself and atllliSlld stayillg on llle rme for 1M t'le1'.'l avtli!able captiooist Center
100;«01\$ in M<!dlS<l!l aflO' Milwaukee wern llI1der a Sl6te.., emll-lSenoy and ciil dangerwaming. 80tll
centers ~neQ' open and1'ielded ca~s nOIl-Stop. Semcelevels were flI:ll. metforthe day due (0 delsy,
lal1SWer lime. TM slate of enl!!lgenoy efldeQ' 00 2J2l11. Staffing capadly was fe$lored. CSR omfmnro 12I2f2011 lwithin 24
IW~h customer they are able to make and receive cans in a timely manner. 2:10:00 PM hOllIS IJM

Customerrepoctedteeing "captioning $er-lice is Ringing" Wtlen trying to p!~ calis. CSR advi$e(l
Cl.!Slomerlhal on W11 CapTefs sIlIffingwas afl'eded by blizzard conditions. CSRa~ forthe
ineonvenl<!m;e this csused and advised slaying on l1Ie line for !he next avtilablecapllQlist Center
!oca~ons in Madison and Milwaukee were under a stale ofell'lE!lgency and civil danger wamins-l3o!n
,eeolers remained open and !le,'(Ied calls nOlM.IOP. SeMce levels were nolnwl ferthe (jay due to de\<l11' .
ianswer Unte. The stale ofenmgency ended co WJl1. Stamng repactlywas restored. CSR confirmoo 212f2011 lwithln 24
with CUSlOfll{;(Uley ere all1e to make and reoelVe calls in a timely manner. 6:15:00 PM houlS ITJ

Customer reporte<l experiencing a lor'~er lMn nQtOW\ "Ifill for a captlonist. CSR edvised customer the'
002/2111 QipTefs staffing was a/(oacled by bf,z:;:lirQ o:md(lions. CSR apologized to: UlIllnCOllvellience
this cause<! and acM$ild slaylng OfIltteline {or lhe next avtlilable caplionist centertoeatiom in Madiso
and f,'li~ukaewere undera Slaleof E!lIll!rgeIlq aIld dvil daflgerwaming. Bolh cenler.s rematned o;:w
and tleldlltl eaiS non-stop. Sel'i.ee levels wete!WI met foc \heda., due to delayed answer lime. The sta;
of emetgoancy ended on 7J2I11. Sleffing capacity was restored. CSR Q;If1limled with (lJstomar they am 121212011 IWilhil1 24
able tomalro and reeeive calIS il"l a limely trnlnner. 4:15:00PM houtS ITJ

!Cuslomerreporled el<pllriencirlg a fongeruIllfl normalwalt fora eap:ionist CSR advised euslOfl'llll"thal
'on 212111 C<lpTeTs staffing was affected by t>f!ZZard corn:lilfons. CSR <l$lOl~ed forthe incoovenien<:e
,this C<'lI.lsed and advised slaying 00 tile lil1erorlhe- next available captioniSt Center locations in MadiSt
land Milwaukee WC(e under astale ofemetgent:y and civil danser warning. Both oenltn remained (lpe
and'1ielded calls non-slop. Service levelswere not mel for tile day dllC-l0 delayad.answer lime. The Sial
ofemergency eooed 011 2I2J11. Staffing capaci1ywes reslored. CSR O::lflfirmed with eustOlOOrlMy are 12J2I2011 lwithin 24
able to make <Il1d receive calIS in e tilnely maMer. 3:05:00 PM hoUl$ ITJ

CuslOme(s helperrepo~ experiencing a longer !han nom>al waitfor acaplionist C$R sdvlsed
'customer thaI on 2I2fl1 CapTel's stafflngwas atfe<:!ed by blizzard omditions. CSR apologiZed foruw,
inronveniance tills caused and mMsed staying on the line for the next lMlilab!e captionlsL center
Ioeallons in MM1sOl111.nd Mil\Vaukee",'l!l'll undera state of emergency and d'Iil dangerweming. 80th
canle"s remainedopen $lid fil:!lded caUs non.srop. Service levelswere not nmtforthe day due 10 delay'
ianswel" lime:. The stale Qf emergency ended on 2J2f11. Staffing capacity was restored. CSR COIlfilmOO 121212011 lwithin 24
iwith aiSlOmllf!hey are able to mako and receiVe calls in a lirl1e1'1 manner. 3:05:00 PM hours IJH

lQl:stomer reported experiendnga longer IMn normal W?~ for a c..-ptionislwtlao lr)ing !o place calls. C$R
advised customennaton 212111 QlpTeI's staffing was affected by blizzard conditions. CSR apologized
iforthe iI'Ieonvenierlce thisea\lsed and ml\>issd staying on the line fotllm next available capllonist Cen
IClC81lOns in Madison and Mit>'lllUkeewere under a stale of emergency and civil danger w$ling. SOU">
icenlers remained openandfielded calls non.slOP. Service levelS were oolme\fIlrthe day due 10 dela:l
[enswer l1IlII'l. The Slale if,emerger,cy.ended on 2/2J1 1. Staffing capaQly was re~Ort!d. CM lXlfIfinned 121212011 IWithin 24
'will1 customer they are able to mare and re<:aive calls ill a lImely manner. 4:50:00 PM hoolS IJA
cummefs <taughleri.)pO«€d that stls was gelling a message "ca¢ioo service line is ringlng" and
'Q<,t\going (ails were not going \111'01l9h. CSR ml~ised eustomtlf 1M! 00212111 CapTe~ staffing was
!atfeeted tTJ bli=rti condilions. CSR apologized for 1M;llO:ll'\Venience tIlis caused aM advised sta)'ing
Ion the line forthe next available capllonJs.l Center localions in Madison and Mit....allllee were t.mde< a
ISlale ofemergericy and dvii danger-warning. 6011> CEll'l1l:!tS remained openand1\etdad calls oem·stop.
!Semce llr.-els wm not mel fortlls day dUe 10 oolaylld answarMl\!. The stals ¢f emergency end!Kl on
!2J2f11. Staffil\9 atpacity was restored. CSR confirmed wflll wstomer lIley are allis to make and reo:nvd2l2J2011 IWithin 24
calls in alimely manner. le:oo:oo PM hours 1M!'"
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236ZSSI2!312011

2362821m12011

236344!2J3I2011

236389121312011

9:15:00 AMIEMal1

$:35:00 AM IEMail

10:20:00
AM ICapTe!

10:45:00
:AM ICaPTeJ

Sel'Vite INA

Service INA

8eMce INA

SelVlce INA

11090

11090

11000

11090

iServl/:$ •
Genera!

SeI\lice­
General

Service­
General

Service­
Genernl

Customer reporle<l seeing -Capli\lniog Service is Rmging" when trying 10 place ca»s. CSR advised
ws~ lllal on 212111 CapTel'S Sl3ffing was affected by blluard condWo;'\S. CSR ap¢logi<:ed IQrlhe
inconvenience this eall?;ld artd advised staying on the lira:! for lhe nC1<\ avail<lble captionisl Cenier
IocaUons in Madison and Milwaukee IVefe under a slale 01 emelgam;y and cM~ Oangenvaming. 80lh
o:mtelS tetfl2fne(l open ana fielcled ea!ls non.stop. $\:!lVice levelS were not mel for the day due \0 delay,
answer lime. The stek! of(lmergency en~ on 2I2f11. Slaffing cepacilywas restored CSR eon~d 121312011 lwithln 24
with CUSlomer!hey .lire able (0 make and receive cells in a limely marmer. 9:20:00 AM flOUTS IMO

iCus\Omer repor'<Cd .seeing ~cap!ion;ny Ser.iee is Ringing" whefl trying to place calls. CSR adviSed
lQiStOffilU"!hat on2J2l11 CapTet's staffing W<l$ alfecled by b!lZzal'd ClmditiOflS. CSR apoIogi;rod fOflhe
incomierlience this cau?;ld and advised Slaying on tI'I$ !1M for the IWxt available cep~Qnisl. CentBr
loca1iolls ttl Madison and Milwaukee were undera stale oferr.ergency and civil dangerwammg. Both
centers remained opan end fielded caUs llQn-stop. Service levels were not metfor \he d<ty due to delayj'
:answerlimu. The state or €lllafgency ern:Ied 002J2l11. .$t$ffing capacil.y was restored. CSR conlirmed 21312.011 IWitllin 24
with Q.iS!omer lhey are able to make and re<;(!ive caasln a timely marmer. 9:40:00 AM tours !MO

iCU$(Offil!(s daughterStaled lhat all day on 2f2i11 she WM, unable to raadlller rali1erwiUl caption$and:
stl" kepI receiving a m&5Sage"'please walt for the nexlavaileb!e agent". CSR ad\1red customer tllat or
2I2f11 CapTers slaffitlg was affeclel:l t-j blizzard conditions. CSR apologiZed for lhe inomve,lienee~
caused and advised staying on U1e-line for the ne:.t avallallle caplionlst. Cenoor locationS in Madison at
Milwallkeewere under a Slate 01 emetger.cy and OW ct3nget"waming. Botl'l centers remained opena~
!fielded alRs llQfI-st¢p. Service levels were not mel fOf!he day due. to <:!elayed $llSWar tlma. The. Slale of 2I3J2011
lemergenq er:cled on 2J2l11. $taffir.g wpa,cilywas feStored. CS~ eonlirmed wl!ll cw;!Om«\lley are II ~0:2S;00 lwilhin 24
ito make $I'Id recelvecalls in a timely m<lnner. AM Imurs IMF

CustOmer reported mperiend.1g a longer IIl<;n normal W<!illor a cap:ion!sl. CSR advised customer 1Il<;\ Ofl
212111 CepTefs staffing was affeded by br>ZZa1'O COfId1tions, C$.«: apologized for tile Imxx;Ve.nience this
c;;useQ and adllised slaying 00 me tine 10( \he ooxt aYailal:l!e c;;ptioflist Centerlocalions in Ma<!ison ani
Milwau>:eewere un<ler a slate of emerg.m;y alld eM! dangerwaming, 80th centers remained opena~
,fieKled calls tlIln<$l.Op. Service le.ve!$were notmelfw1l1e day due to dIllayed an5Wel"time. TIle Slate of 213a011 . .
'emergencyended<;n '1l21t1, Staffing t;apadty wasfflStored. CSR cormrme,hvilh ClJS10merlhey area ~1;OO:OO IWllhlfl24
to make and receive ea~s IMl timely manner. AM hours IRe

23570a{2l2I2011

2357711212l2011

23656912f3!2011

10:45:00
rAM /Phone

12..00:00
PM IPhone

2:50:<10 PMlCapTe1

Service INA

$er.1ce INA

$ernce INA

Servioo­
08QO..11090 (General

SeNlce­
0$00.11090 IGeneral

SUJVlce­
08Q(l...11090 IGeneral

Daughlef(lfcapTeluSet" reported no C<JPMllS on cans 2I2J11.CSR advr..ed customer that on2l2l11
CapTefs staffing was affected by blizzard coru:f!liotls. CSR apologizeo:l foflOO illC¢fl\'enienw lhtsalllSE
and advised staying (lfl the line for !tie <Wit avail3b1e captiooi'St. Center !oeatiOflS in Ma<.l!SOIl and
Mmvauk~WaM undar a stale (II emergeocy and civil dm'!g:erwamlng. 60th centers fll:mailled open an<
fielded eaIl$ non..stop. Service tevelS were not mal for the <;fay doo to dl!layed answer lime. The slate Of~2f212011
iemetgency et\4¢I:j on 2f2(11. Staffing capacityw«s restored. CSR C¢fllirmed with customer they ateab ~0;55:QO lwithln 24 <

ilo make and receivealUS in a timely manner. AM hours fJS

CtlSlOmet {\!POrted experiendllij a longer Illan llCfffill!walt lora t;aplionisl. CSR advised <:UStomer tl'\atw
212111 CapTefs staffing wasaffee\ed by blizzard condiGol'lS. CSR apologiZed ferthe ~ence1lli~
caused and advim stayil'lg on the line for me nex! available captionist. CerlWlocellons in Ma<lison ar
,Mi(waukeewere under a $lale ofemergency and civil dangerwaming. Bo!/1 cc-nlel'$ remained GPefI al1'
ifiel«ed calls llQI'I-Stop. Service levels wer(loot metfot the day clue (0 delayed all$Werlime. The state oftlV2011
iemergency end.ed on V2111. Slaffing capao"ty was festorea. CSR confirmed ...JiItl WSlomerlhey are ab\ 2:05;00 IWithin 24
to make and receive dIS in a limely manner. PM hours IJL

CtJstomer repOlled expeMnli09 a JOP!lef thanl\Ol'1T\al wail whl!l'1 trying to p1aee calls.. CSR advised
customer thaton 2I2f11 CapTerss~g W$S affec!l!d by bli%z,a(d amdltions. CSR apofogIz;{!d for 1116
il'lCllnv<mieoee 1tIis alusel:! aM advlsed slaying (In llle fine forlhe next.avaUatleeaptjonist Cen!ef
loca~ol'lS in Madison and l<'Jlwaukeewere under a $late: ofemergency flllI1 cMl dal'lgerwaming. 80th

I,:.:;;:;tero ~rnalrlad opsn and flelde<:l catls non-slOp. SaNiee levels were nol met lor ltle day ckle 10 de1~'

l
l;:swer lime. The .s\<lle of emergency ended on 2J2l11. Staffing cap3Clly was restored. CSR CQIlJirme<r 2/3J:2011 lwithin 24
wW1 =tamer U1ey are able to make and receive alIls <n a timely mlll'lflef. 3:00:00 PM hours IJA

Z2526shm0W10 14:05:00 AMIPllone iT(lchnical INA
Technical­

0800-22990 IGeneral

Customer's gtallddaughlet reported the lack ofcaptions when auempting 10 make a captioned
:C<lli. CSR apologized for this experience and noted there was a technical diffiClJlty at the C?!1
icentercaU$ing calls to be placed in qU(lue and experience unusually long wail times duling a
lfive hOUl intervaL An exlemal equlpmentvendorOOlreCled the matter, CSR (;Qnllrmed the 112J2112010 Iwtlhln48
lcustomer is now able to make lheif' captioned call sllo::essfully withOllt delay. 9;00:00 AM hol,ll'$ IKW
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Customer experienced "waiting for CapTel operator" when allempting to make a captioned call.
CSR apologkedfortllis experience and noled·there was a lectmical difficulty aHhe Call Center
causing caliS to be placed in queue and experience unusually long wait times during a five heur

Technical- interval. An external equipmentvendor colteded the matter. CSR confirmed tM. cuslQrner is 1212112010 within 48
22494$ 12120{2010 3:30:00 PM CapTel TeCl'lllical NA 22990 General now able to malte theircaptioned call successfUlly without delay. $;05:00 PM h~ lO'

.
Customefs daughlllrTl;lported the need fO wail for an operatorwnen attempting 10 malle a
caplioned C<'Ili. CSR apologized for IIlls experience and noled \ttere was a lechnical difficultY al
!he Call Center causing calls to be placed in queue and experience unusually 10119 wait times

Ted1ll1cal. during a five hourinterval. /'Jl external equipmentvendor correcled the matter. CSR confirmed 12/2112010 wilhln24
22_ 1212012010 3:30:00 PM NA Technical NA 0sw.229S{) General the~omer is now able to make their captioned call successfully without delay. 9;30;(lOAM h~ lO'

uslomer reporte<l lIlal :she cannel rewwe captions on Incoming: or outgoing calls. "_""
apo\Qgired for this expeilem:e and noted there was a technical difficulty althe Call cente,
causing 'Calls to be placed !n o,wue.and ~e;ience unllSlJally long walt times during a five hour

'fecllnieal. illleMll. M external equipment vendor corrected the matter. CSR collfumed the customer is 121.W2010 within 24
224$60 1212012.010 3:35;00 PM Phone Teel1nical NA 2299' Ge"''''' now able to make the:ircaplioned call successfullywithouldelay. 8:35:00AM hooro JA

Customer reported being unable to receive captlons OT'Ilhe CapTel phone.. CSR apologized (or
this experience and noled lhere was a technical d'rtllculty at the Call Center causing caUs to be

Tectmical- ptaced in queue and experience unusually long wait limes during a fwe hour interval. An exte;nal 12/2212010 wilhin48
225006 1212012010 4:00:00 PM CapTel Technical NA 0800-22980 Generol equipment vendor 'COrrected lhe matte<. Customeromfinned all is now well. 8:05:00AM hours JM

ustom~r reponmg meyJUSt setup tnet!' new L:apel out are unaole to get caPliOfiS on cal s.
They see 'eapUOning nne is ringin9~and no captiortS appear. C$R apologized for this experience
and noted ttlere was a lechnlca! QiffiCtl!ty at the Call Center(;<'.lu$lng calls \¢ be placed in queue
and experience Ul1usually long wait limes during a five OQur interval. An exbmta! equipment

Tecl1nical· vendor GOl'l'ected the matter. CSR confirmed tile customer is now able to make their captioned 12/2112010 wilhln24
225170 1212012010 4:QO:OOPM NA Technical NA 0800-22900 General call successfully wiIhout delay. 1:20:00 PM hooro JS

Customer reported the need to wait for an operatorwhen altamptlng to maKe a captioned call.
CSR apologiZed for this experience and nOled thero was a klchnica! difficulty al the can GaOler
causing calls to b-e plaood In queue and experience Ullusuatiy long wail times duril19 a fwe hour 12/21/2010

Technical_ interval. An extemal equipment vendor corrected the matter, CSR confirmed the Ct.IStomer i$ 10;15:00 within 24
225163 12/20/2010 5:;W:OOPM EMaH Tectinical NA 22990 General now able to make their captioned call successfully without delay. AM hoo~ JL

Cuswmer emailed to rejlort that sM saw <'waiting for CapTel operator" when attempting to Pla~
a captioned call. CSR apolog:lZOO for this experience and noted iliefe was a tedJrncal diffiCUlly al
the Call Cemercausing calls to be. plaC«lln queue and experiertee unusually long wait times 12121t2011J

Technical- during a fiVe hourintenral. M external equipment IIllm:lorcorrec!ed tile matter. CSR confirmed 11:45:00 wilhin24
225110 12120{2010 5:40:00 PM EMail Technical NA 22990 General the customer is now able to make their -captioned call successfully without deJay. AM hours K?

us!omer reported bGil1g unable to connect W1ltl C<'Ip\lons. ~t< apo oglXeCl or mlS expenence
and noled the-roe was a technical diffiCtl!ty at the Call Center causing calls to be placed in queue
and experience unusually long wait!imes during a five hourin1erval. An extemal eqUipment 1212112010

TeCl'mical~ vendor corrected the matter. C$R confirmed the <:tlstomer is now able to make their captioned 10:55:00 wlthln24
225134 1212012010 6:00:00 PM EMa~ Teehnical NA 2299' General call ~ullywithoutdelay. AM h~ RC

Customer reported incoming callers hear a message stating, "Pte*e hold forlhernm available
operatof'. CSR apologized for lhis expe<ience and noled there was a lechnical diffiCtlIty ai the
Call Cemer <:au$ing calIS 10 be placed in queue and -experience uJlusually 1000g wait limes durin

Teclmical. a five OQurintelVal. AA externat equipment vendor corrected the matter. CSR confirmed the 12/2012010 within 24
22514 1212012010 6:25:00 PM NA Technical NA 22'" Generol customer is now able to receive captioned eall successfully without delay. 6:30:00 PM hoo~ AA

II.,;IlSlornelS niece contaeteQ Via LNe t'WIp thai neraunl w-~ nailing tlUubles catUllg Oul /'lCl.Q
receiving caliS. blltwas able 10 make cne caUthen. CSR apologized forthis experience and
noted there was a technical difficulty at the Cal! Center causing calls to be placed in queue and
experienoo unu$ually long wait limes owing a five hour inlerval. An ex!.emal equipment vendor

Tectmical- corteded !he matter. CSR confirmed tt\I.:o customer Is now able to make !heir captioned call 1212112010 'Nilhjn24

229"'" 1212()J2t)10 6:SS;(lOPM EMail Technical NA OQOO·22990 General successfulty without delay. 1:S5:OOPM hours 'IF
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ustomer reponed proll!em uSing ""~ t phOne a ~"I~= he could not place outboun-:l
captioned calls, nor caU C<lpTel Service. CSR apologl2:ed for !his experience and noled there
was a ted1nical diffiClJlty at the Call Cenler causing calls to~ placed in queue and e:tp¢Jian<::e
lmuS\lally long wait limes during a fwe llour interval. AA external equipment vendor correcte<lltle 12i2.1/2010

Technical· maller. CSR ronfimted lIle cusromer is now able to make fhe« captioned call sucoossfUlly 12:10:00 witllin 24
225194 12/2.012010 7:35:00 PM EMail Technical NA "'90 General without delay. PM !\ours MMo

ustome S$~ reportM !leanng, ,..,ease w;art 01 me nextallaltab:= :gent ......" ap¢log~<:<.<

for mit; experience and f10ted Ihere was a tedmical difficulty at tile Call Center causing calls to
be placed in queue and experience unusually long wait times during a -five hour interval. An

TeChnical· elItemal equipment vendor COrrecl:ed the matter. CSR eonfirmed tile Q.lSlOmer is now able to 1212112010 within 24
225214 12121120fO 7:15:00 AM Phone Ted'mlCllI NA 22"0 General make their captioned call successfully withQl.lt delay. 7:25:OOMI h""rn JL

\.;US1omerreponed IMt on ecem • 010, sne was una to get caPliOOs:..,:,~
apologized for this experience and noted <here was a technical difficulty atthe Call Center
causing ce!lslo be placed In queue and experience unusually long wait times during 8 fIVe hour

Techn\car. lflteMlL /VI extemal equipmelltvendor correcte<l the matter. CSR-eonfirmed the customer is 1212112010 wllhln24
225236 1212112010 S:OS;OOAM Phone T~nical NA "'" Genef<ll flOW able to make theireaptioned eail SUcceSSfllltywlthout delay. 8:15:00AM hours JM

~tome,!; rtend .<;<!!:ed saying llIat <;USlOffief was unafile to g::.~~ns y~,uay but IS a"",
to get captions today in 2-line mode.~R apologized for this experience and noted Ulete was a
tea\nfcaJ difficulty at tim Call Center yesterday causillg calls to be placed In queue and 1212112010

10:25:00 Technical· expelience uoosually long wait times duJing a five hourinteNal. AA external equipment vendor 10:30:00 withifl24
225'" 1212112010 M\ Phone Tedlnical NA 2"90 General corre.;;ted the matter. C$R did a test call to confirm <:111 is YJOrking "''ell. M\ h,= OF

stomer repoftec:l Ina ility to maKe capllOfle(l callS Wil a liusy Signal. A tempornry mteffiJp~on

Unable to in one of thll telep.'wfle <;anie($ netwoiKs ¢(l\lsed this CapTeI user to experience an Inability to
make connect to lheir party. The issue was resolved by the carrier. CSR confirmed that OJStolm!r is 10J25f2010 willlln2.4

213066 10f2512010 2;55:00 PM CapTal Service NA 11050 captioned calfs now able to place t!leir call successfully. 4:40;00 PM houl'S KW
ustomer reported lna~~.to make captroned ca*s, seem>! JUSt a "Wa\1lng mr 'v<!~lions-

messa.Qeon tlleirdisplay. A temporary i:ntemJption in one of the telephone came($ nel\vorlI
Unablato caused lIlis CapTal user to experienoeaflinabllity II) connect tl) lheJr party. The issue W8S

~" resolved bytile cooier. CSR confirmed lltal customerwas now able to place their cail 1Qi25J2010 wilhin24
213074 1012512010 3:10:00 PM Phone Service NA 11050 captioned calls successfully. 3:50:00 PM """rn JS

lIs:o"....... ;,; helper repoffeo ltIe need to wall or tin cperator.Yf'.'~ $lIempllOg to rna~e a
Unable to captioned caB. CSR apologized for this experience and. noted Ih¢te was a tedmical difficulty al-, the Cal! center that caused calls not to ring <hrougllto waiting -captionisL An equij:lmen{vendor 1012$12010 within 24

214226 1012912010 1:-55:00 PM CepTel Service NA 11050 captioned calls corrected the matter. 2:05:00 PM "",m JH


