GELHBS COMMONWEALTH OF PENNSYLVANIA N REPLY PLEASE

PENNSYLVANIA PUBLIC UTILITY COMMISSION REFER TG OUR FILE
PWPF P.O. BOX 3265, HARRISBURG, PA 17105-3265 N ios00239

June 24, 2011

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 11-1075
Submission of Pennsylvania’s 2011 TRS Annual Consumer Complaint Log
Summary for thel2-month period ending May 31, 2011

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 four (4) copies of the annual consumer complaint log summaries for the
Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending May 31, 2011,
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-catry-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 gjeschke @state.pa.us.

1pcerely,

Rosemary Chiavetta
Secretary

ce: Elaine McDonald, FUS
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

JUNE 2010

TTY June 25, 2010

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR) :
Esgalation: Received by the Nationa!l Customer Care Center and handled by the same,
Resclution: 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: Cther (CA/OPR)

Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apoclogized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly. .

Contact Closed: July 18, 2010

FCC: Transparency

AUGUST 2010- Nothing to report

SEPTEMBER 2010 — Nothing to report

OCTOBER 2019 —~ Nothing to report

NOVENMBER 2010~ Nothing to report

DECENMBER 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 fo report

2A-FCC2011.docx 6/19/2011



June 19, 2011
PonnsyIvay

PENNSY1.VANIA RELAY SERVICES

2041 FCC ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2010 through May 31, 2011

June 19, 2011,

Confidentiality

1
4
Verbatim 1
Typing lssues g
In Call Replacement 9
Answer Performance ¢
8

Gender Accommodation

i




RILTs3sNI

TELECOMMUNICATIONS . ‘ v
001 Twellth Street » Aurara, Nebraska 685818

June 16,2011 ’ ' volce 402.694.5107 » TTY 809.621.¢634

11l fre 800-821,1831 » fax 402.684,2648

Rosemary Chiavetta, Commission’s Secretary e-mall: info@haniionte com
Bureay of Directors Office

Pennsylvania Public Utility Commission

PO Box 3263

Harrisburg , PA 17105-3265

RE:

Wit st wany hamiltontel com

TRS Consumer Complaint Log Summaries for June |, 2010 through May 31, 2011
PA PUC Docket No. #M ~ 2011 - 224610}
FCC CG DOCKET NQ. 03-123

Dear Ms, Chiavetta,

Attached you will find the Penngylvania Captioned Telephone Relay Service (PA CTRS) annual
complaint fog. '

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

181,

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 aumber of interstate
relay calls by type of TRS (Le, traditional TRS, 8T, 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 of Telecommunications
Relay Service pursuant to Section 64.604(c)(i) of the FCC's rules for the time period June 1, 2010
through May 31, 2011, )

If you have any questions sbout the complaint log repart or need any assistance, please 16t me know.

Thapks,

Gy o

Beth Slough
National TRS Contract Manager

Hamilton Relay - RECE‘\I ED

1001 12th Street

Aurora, NE 68818 ' JUN 16 204
402.694.510% Voice/TTY SN
402.694.5037 Pax 3, PUBLIG UTITY com&i%hgg

cet Eric Van Jeschke, Analyst d SECRETART = BU

Pennsylvania Public Utility Commission
Burcau of Fixed Utility Services
Telecommunications Group

P.O. Box 3263

Harrisburg, PA 17105-3285

Voice (717) 783-3850
gjeschike@state.pa,us

FAX (717} 787-4750

Enclosures

Telaphong + Long Distance +lstemel » Information Systems « Cantact Center + Manzged Hosting ¢ Relay



2146747

32010

9:55:00 AN {CapTel

Service:

0800- 110306

A PUC Docket No. M - 2011 - 2246101

EA of

FCG Docket No., 03123

Explanation of Resolution or States

] back FEQa/GNg S #OCUIACY OF NEr capucns‘ s;:e c.aity stang
that she cﬂen sees inconect worls on ter CapTel screen. CER apologized for tistomer's
{ emenenue and advised her 1o document the date, ime and CA % of fufure calis that she finds

Capllons

¥ S0 we can invest those calis {urther and follow up with a2l Center
-managemen: ifnecassary.

220018

11/29/2010

11:50:60
AN

Fhone

Service

0800- 11030

Acauracy of
(aptions

11200
10:08:00
AN

within 2¢
ours

CSusTomer SHATST GEreraiavd e edback regammy e Booacy OF Capuans. Lo spologeed
and thanked the for {his feedb GSR sug i if the wiuld ke us 30
take very speciic follow up with the CA captioning the call and their supenisos, they may
doownent the date, time and CA# of sny future calls and report them to us. Customerhad no
specifics to shara.

222803

17261t

7:25:00 PM

Eiail

Sevice

11030

Accuracy of

1172872010
11:56:G0
AN

within 24
hoys

T

CrzSiomer repones G sanstacion Wil the accuraqa captons receved 00 & receT cal.
Custormer did ot have the tme nor date of the Gall to shave. SR apologized (v customer for
er experience and encoimaged ker to document the date, ime, and CA# forif she would fke us
{0 lake speciiic follow up action with Gall Genter personnel on that specific cafl. CSR explained
o custormer how caplions are produced and discussed the polenial difierance between
zocuracy of captions, and scrambledigarbled captions caused by the phore line given the

is using & digitel phona line wilh an analog sroduct,

110/2011
1270:00
Ph

over 48
hours

ME

247880

B3r2212011

24500 PM

Caplel

Senvice

11030

Custorer sharel Teedhack regarcing accuracy of caplions end frovided SpeGic Tal data.

¥
captions

qgized for incidence and thanked custemer for the feedback, Call detal was shared with
Ca!l Center management for foflow up with the CA by the CA's supenvisor,

298833)

[BHSZE

31500 PM

Phona

{Service

11020

{Answer Thine

312412011
S:40:00 AM

pwithin 48
hoyrs

CLStOmer TEPORGH MALHIY 1 CONTET! 10 1HS CADLORR CETHer O 8 SPociiG T, LON Sxpaned
thad during the time she fried fer cail there was an unanticipated spike in call volume, which
resuited in seme colis experencing longer than usual wail tme in queue. CSR apoiog:zed Ecr
this experience, and that cusk is now able o o cap
incheding on the ezl 1o CapTel Custormer Service,

22I42IN1 212010

B:00:00 AM

EMail

Senvice

NA

1080

Servica -
jGenerat

SS20t0
33500 PM

wiithin 24
houes

RC

Cistomer rEp0rGd SO, TISa3¢ WAl (07 T RGN ZVaNaUIE OPBTalor. | O aUVISEl CUSIOTIEr
et on December 12th CapTefs staffing for the Madison call certer was affected by a severe
srowstom, Due to biizzard condions, the city's bus senvice was shut down for {he entire day
and {ravel wilhin e <ity was severely fimited. YWhile answer fimes were delayed dua fo reduced
siaffing Mreughout the moming and early afiemoen, CapTel contiwed to pracess calls
shroughout the day, howaver answer imes were CSR d with thete
make captioned cails successlully,

12&Z0H0
9:50:00 AM

Within 48
fiours

235601

272/2011

7:50:00 AM

NA

Service

MA

11099

Service -
General

Customer reporied seeing "Capioning Sevice s Ringing” when frying fo place ¢2iis. COR sovised
customer thal on 242741 CopTel's staliing was affzcled by biizzard conditions. CSR apologized for tie
ncomenience this caused and adviged siaying on the fine for the next gvaiiable caphonist. Center
socations in Madson and Miwaukes were under 3 state of emergency an civii danger warming, Both
canters remamed open and fielded calls non-stop. Service levels were nol mat for {he day due to delay:
answer ime. The $tate of emergency ended on 272011, Staffing capacity was restored. CSR confirmed
et custames they 2re 2ble {6 make and receive calls in 3 Brasly manpsr,

d
2212611
8.1 5:00 AM

within 24
hours

\E

2356373

2722011

91060 AM

Ehded

Service:

A

11099

Service -
Gengral

FCustormer reponied experiencng a longer ihan nommat walt 107 3 caplionist. CSR advised customer thay
on 212111 CapTels safling was affected by biizzard conditions, GER apoiogized for the inconvenience
this caused and advised staying on the fine 1o s next v fonist, Center tocaons in Madiso
and der 3 3iate of arﬁaw;ﬂaﬂgerwamm it ceniers remained Opes
and felded stop. Sarvice jsvels t met for the day due (o defayed Snswer fime. Tha s1a)
of emergensy endedon 21211, Staffing cagedily was restored, CER confirmed with customer they are
ahle 1o make ard rucgive calis It a fmely manner.

2422811
02500 AN

veithirs 24
hours

T3

236719

2027201

1004500

Phone

Service

11080

Service -
General

{Customer indicated display was saylng “caplion service fng s singing™. CSR advised customer that oo,
212111 CapTel's slaffing was a¥facled by biizzasd conditions. CSR apu}ogwedfcr the inconvenience s
caused and advised staying on e fne o1 e nexd gvai plionst Center locations in Madison an|
Mitwaukes were under a state of smergency and civil danges wemicg. Scth cenlers remaimed apen ang

fislded calis non-stop. Seyvice levels were rot met for the day dut ¥ delayed #nswar time, The SIS Of)
{emengancy ended on 221 1. Staffing capacity was restored. CSR confirmed with customer they &re
1o rrake and recelve calis in & Emely menner,

011
4:20:00 M

[within 24
hours

JH




PA PUC Docket No. M- 2011 - 2246101

FCC Docket Mo. 03-123

235283

222011

11000

Phone

Senice

A

11090

FService -

that on 27213 CapTel's staffing was affected by tizzend conditons. CSR apologized for tha
inconvenienos this caused and advised staying on the fine for the nmdt avaable captionisl. Center
jocations in Madlson and Miwavkes were under a stale of emergency and <ivif danger waming, Boik

answer e, The state of emergency endad on 2211, Staffng capatity was restored, OSR confimmed

with ey arg able to make and receive ¢2RS in 3 trely manner,

Customer reposted that her CapTel 5 notworking, and that she cannol gial out TSR advised customer]

centers remeingd open and Selded calis non.stop: Senics levels ware nolmet for Tie day dus to delayfd

2132013
3:45:00 Akt

within 24
fours

A

235745,

27202611

130000
AM

CapTet

Service

NA

11060

Sawice -
General

F272011 Caplells staffing was affecied by bizzang conditions, CSR epolagized forthe

to make and receive calls o 2 timely manner

Customer incitated display was saying “Caplion sendte fine is nngng CER advzsed ousmmerthamn

camd ased advised staying on the fine fof the rend avadiable captionisl. Center locations in Madison adi
Ger & State of y and civl danger warming. Both cealers remained open ang
fiolded calls Rorstop, Service fevels were aot mal for fne day due to delayed answer fme, The state off 222011
{emergency ended on 2121, Stafing capadly was restores, CSR wilh they are pofpl4:35:0

AN

within 24
hours

JH

235739

Zririv k]

11:458:00

Phone

Service

11430

Sendce -
{Geneval

that on 272/1 CapTel's stafing was aflecter by bizzard condiffons. CSR apstegized for the
inconvenience his caysed and advised Staying on 16 ing for s next availalie taptionist, Center
0 M and Were under 4 $1ale of amergency and oivil denger waming. Both

answier time. The state of emergency ended on 272/11, Statfing capacity was mstored. OSR confimed
with customer they a1 able to mske and receive calls in g imely tmanner.

Czller teparted seelng "Caplionmg Service is Ringing” whon Uying & ploce oafls, CSR advised sustomdgr

cenless remained open and filded calls non-stop. Servics levels were not met for the day due to detay$a/ 2720

1150100
Al

within 24
fours

JL

ZIGTEY)

21212611

120500
P

Phonie

Senvics

NA&

11090

Service -
Genaal

caused and gdvised staying on the e fof 1he next f
Mitsaukes were undar 4 state of emergency and Gvil danger waming, Soth centers reninet open ang
fieided Calis flon-step, Sefvice lovels were nol met for the day dus 10 delayed answer time. The sisle o

o neke and receive ¢alls in s Gmely manner.

Customer repanted expediending a longer then nomal wall for a capionist CSR advised customer that on)
272711 CapTels stalfing was affecied by blizrard condifions. CSR apo!ogzed for memoonvemezws this
i ist. Center in and

222011

emargency anded on 22711, Staffing capadty was restorsd, GSR corfirmsd with custemer thay are 2b12:10:00

P

withia 24
hours

JL

235787

222011

121500
P

A

Service

A

11050

Serviva
(Generat

Customer rgored seeing "Caplioning Service §s Ringing™ when tiving 10 piace cais, CER advised
Joustemer el on 212111 LapTels staffing was affected by blzzand condilions. TSR apologized for the
1 mmm‘emenee this caused and advised staying on e ne fof the next availpblie <apfenist. Centey
ink and & were unter & state of emargency and civil denger waming, Balh

answer §me. The stte of ended en 22111, Sefling capacity was ¢ 4. CF d
with customes they are 397 to make and recebve calls n a imely manner.

centers remalned open and fiekded ¢als nonvstop. Service tevels were nol melfor the dsy de 1 delay! LA

12:25:60
P

wthin 24
fours

EY

236789,

227011

12:15:60
PR

Phone

Service

A

11630

Service -
Generat

Customer (Adicated oapwns were nol coming onwilh 2-Ling mode. SSR calted &0 ol & message fo
¥hve customar ga ker e per the 's request s0 her husband could telt her the
Fsituation. CSR advsedcustumer!hawn mm CapTel's staffing was sflected by blizzard condiions,

i Centar ions in

due o delaved snswertime, The state of emergency ended on /211, S1afling capacily was restored.
CSR confited with customer tiiey ate able (o make And receive <ails in a tmely mannar,

CSR apolegized for the | k this caused and advised staying on the line for the texd avaitablg
2nd Miwaukee warg under 3 siate of emergency and ovl dengle
\waricg, Bolh centers remained open and fielded ¢2lls non-stop, Service levels were nol metfor the daf@i2ia0i1

1)

1220100
M

within 24
Bours

JH

236280

£2/2/2011

1:4Q:60 PH

Service

NA

11080

Servce -
[General

customer ot on 2211 CapTers stalfing was atiected by bizzard condifions. CSR apologized for the
amonvemeﬂce s caus&d and adviset! staying on the line for the nexl avalable caplionist, Center
iy were wider a state of exsergency and Civil danger warning. Bolh

snswer ime, Tha slate of emergency ended on 22711, Siaffing capadty was restored, CSR confimed
with customer thay 2ra abig 1o make and receive <3S in 3 timsely Manmer.

Customer's caretaker reporied the CapTel useris aving difficulty meking 2 cepioned call, CSR aevised

centers femained open aﬂdﬁeidedcaiks pon-siop. Service levels wers not mel for e day dus 10 delayed

2372071
Joi5m:00 AM

within 24
Hors

AG




PA PUC Doclet No. B - 2011 - 2246101 -
FGG Docket No. 03123

Customer niofed mabily to call cut wat capiions and recefving “Captioning Servica is Ringing™ prompt.
CSR advised customer thaton 272041 CapTels slaffing was affected by bizzard condifions. CSR
apstogized for tha incenverionca iis wnmsed and advised staying on the fne for G et avaltatie

Cenler and Mikwaukes were urrder a stale of emergerky and cvil dangft
. wamsng. Both centers remEined opan and fielded calls acnsiop, Senice levels were nol met for e ¢a)
Senvice - due 10 delayed snswer time. The stale of emergendy entied on 2011, Slating capedity wastestored. 222011 fwithin 24
2359214222011 4:45:00 PRIEMaT Sanvice A 51000 |General CSR confirmed with cusiomer hay are abla 1o make and raceive calis in a timely manner, 2:20:65 BA [hours MMa

Customen’s helner repdeied that cusiomer is unable te make o recsive caplioned calls, GSR avised
customer hal on Z/2i11 CapTel's siaffing wos afecied by biizzard conditions. CER apofagized forthe
inconvenience tis caused and advised siaying on e fne for the next avaiizhis caplionist, Canter

tons in B and bt wese under & $late of emiergency and civil danger waming. Boln
cerions remained open and fielded caBs non-step. Serite levels were nol met for the day due to delyyd
Sevice - answer fime. Tha state of emergency ended on 212114, Statfing capacity was restored. CER confirmed J2I2/2011  jwithin 24
235821201 2:05:60 PM fPhane Sepvice NA 11080 General with custoner they are able 10 make and rasva ¢alls In a ety manner. 2:10:00 PM {hours gt

Custorner repoted seaing “Captioning Service is Ringing™ whes irving fo place cals. CSR advised
customer that on 202011 CapTes statfing was affected by bilzzard corditions. CSR apotogized forthe
i His caused and advised staying on Te fine for the noxd avaiizble captionist. Center
Hocations in Madlson and Mitwaukes were under 3 stafe of emetgancy and ol danger waining Bolty
canters rerzined open and fefded calts non<stop, Servite levels were not met for tha day due 10 detaygd
Service - answes fime. The state of emergency ended o 272711, Stefiing capacity was restoned. CSR confirmed J2/202011  |within 24
2359072272011 2:15:00 PU{EMan Senvice  NA 14080 General will customes they ere abite fo maka and receive calls in 2 limely mannet. 6:15:06 PM [hours it

Customer reported experiencing a lorger than romnal wait for a coplionist. CSR advised cusiomer tha!
on 21211 CapTels staffing was afected by Wizzard conditons, SR apologized for the inconvenience
this caused and advisad staying on he fine for the next availatie ceptionist Center locations i Madk

and Milwaukee ware under a slale of emergency and oivil danger wamiag. Both centers remained oge
and feltod Cals non-slop. Service levels wata not met fog the day due i delayed apswar §mea, The staje
Senvice - of emergency anded on 22211, Staffng capacity wes restared. CSR confimed with <ustomer they are [2/272071 within 24
236031222011 2:40:0) PA|EMail Service A 11080 abie to raake and receive caffs i & Umely maaner. 4:15:00 PM fhours T3

Customer feporied experending 2 onger than nomal walt for a caprionist, CSR sdvised cuslomer tha
on 22111 CapTel's stafing was affected by blizzard condifons, C8R agoicgraed forthe i :nwnvensence
this caused and advised siaying on the ine for the next avalable capionist, Center 4

znd Mileaskee were under a Stale of emergency and civil danger waring. Both cenlers vemamw aper]
and fiatded calis non-stop. Service lavels were fol mel for the day due o délayed antwer bme. The sisie
Servies - of emergenty ended on 22F1. Staffing capadity was SR with they are |22/2011  Jwdihin 24
235051212201 2:50:06 PM {ENa Sendce NA 11088 General able [0 make and receive c2lls in 4 Gmely manaer, 3:05:00 PM {howrs Td

Customar's helpsr reported sxperiencing afonger than nommal wait for & captionist, CSR advised
custoraer that on 2127t CapTel's staffing was atfectad by bizzacd condiions. CSR apologized for the
inconyenience this caused dnd atvised staying on the ling Tor the next auaitable captionisl, Center

tocations in Madison and werg imder a state of and civil danger waning. Both
canters remained open and fislded ¢alls non-Stop. Senvics tavels were fivd (net for the day due to delayqd .
Senvice - answer Sme. The $tate of emergency ended on 2271, Staffing capacity was reslored. CER confimmed (2212011 jwitiin 24
35955 22201 30000 PMPhone Serice 578 14080 & | wih arstomer fhey are able lo make and receive calls in a frnely manner. 3:05:00 PM {hours H

Gustomer reponed experencing a longer than norial wall for a captionist when frying to place calls. C$R
advised custoraer thaton 212711 Cap¥el’s staffing was affected by blizrard conditions. CSR apologized
for the inconverience s caused and advised staying on te fne for the next availabie captionist Centpr
tecstions in Madisen and Milwaukee were under a $lale of emergency and civil denger waming. Both
canters remained opan and fiekded calls non-siop. Service levels were not met for the day dus to delaygtd

Service - enswer time. The siate of emesgency ended on 2211, Siafling capdaity was testoved. CSR confirned {22201 fwithin 24
23693122011 44500 P Wit Service A 11080 erith customar they are sble i make and receive ¢alls in a iy mannes, 4:50:00 PM [hours JA
C Fter reported that she was gelling 2 Messags "capion sevice Bne s fnging” snd

quigaing calls were fot golng through. CSR advised customer that on 272111 CapTefs statiing was
 affecter by blizzard conditions, CSR apoftgized for e kxomenience is caused and adbsed sxaym;g
ton the fing for e next aval capfoenist, Center ions in Kadison and a
Istate of emergency and civk danger waming. Both centers neained opai and fielded calls nonestop,
Servics invels were not mel for the day due lo delayed answer time, The stale of emergency endad on
Sarvice - 2217, Statfing capacily was festored. CSR confimed wilh customer Rey are able to rake and receivd H212011  fwithin 24
Eslabvirivia k] 5:50:08 £MjFhone Serdica A {1030 Ceneral Ctd i A imely manner, 6:00:00 PM fhours ME




PA PUC Dotket No. M - 2011 - 2246101

FCC Docket No, 03-123

236256

2032011

9:15:00 AM

Ehadl

Service

1103¢

Service -
General

Customer reporied saeing “Caplioning Service is Ringing™ when tying 1o place calls, TSR advised
customer that on 2/2/31 CapTels slafing was fected by bllzzard conditions. CSR apeiogized forthe
munventenm 1hig caused and advised staying on the fite for the nexs available captionist Genter

nk a0d Mitwaukes wero ander a state of emergency and civi) derger warming, Both
cenlers rerained open and Seided calls nor-stop, Senvice levels were not met for the diy due 16 datayd
answer tme. The state of emergancy ended on 27741, Staffing capacity was restored, CSR conf

i
232041
S20:00 AM

within 24
hours

MD

236282

2312011

23500 AM

B

Service

NA

11080

{Service -
General

with Cusiomer [hey are ab% 10 make and receive calis in 2 imvely manner.

Cuslomer seporied seeing “Caplioning Senvics is Ringing” when trying 1o placs calls, CSR advised
customer that on 2/2i11 CapTel's slaffing was afecled by bizzard conditions. TSR apologized orthe
i i s caused and advised sisying on the Tne for the aid available captionist, Cantar
locaions in Madison ang Mikvsukee were urdera stale of ermergency and civil danger warming. Soth
Cervers ramained cpen and fiskied calls non-stop, Senvice levels were not maet for e day dug 1o delay
answer fins. The stale of emasgency ended on 272414, Statfing capadily was restored. TSR confivmed
with cuslomer Wey are able to meke and receiva CaHS In a fimely manner.

2/3e1
:40:00 AM

iiin 24
fiours

D

236544

2rHZ01

10:20:00
ARL

Captel

NA

11080

Service -
[Generst

(Customers daughter stated that all day on 22111 she was unable to reach her father with captions and|
she kepl receling a message "Dlease wait for the nextavailsbie agent”, CSR advised eustomer that on
20211 CapTels slafling was affected by bizzard conditons. CSR ized for the i §i thisd
caused and advised slaying on the fine for the next avaliabla caphenist. Center locations in Madison aw
Mitwaekee were under 3 state of emergency and ol dangeswaming. Botk centers remained opan aad
fielded Calls non-sitp. Sendce favels were not med for the day due o delayed snswer time. The slate of|
jemergency ended on 272711, Staffing capadty tored. OSR with et they dre bl
10 sake 2nd feceive c2B8 in & Mty mannes i

24342011
B10:25:00
Al

within 24
toues

MF

236389

21312011

$0:45:00
AR

CapTel

Service

11080

Servics -
General

. {Customer reported experiencing a jonger than normaal welt for a capiionist CSR advised customer that on

211 Captel's slaffing was affecled by bizzand conditions, CSR ivad for the ing thig]
fcaused and advised staying on the fine for the next e capionist. Center ity b ang
Fritwaukea wera under 3 slate of emnergency and vl danger waming. Both centers femained open ang
finktied calls fon-glop. Sedvice levels were ot met (orihe day dus 1o detayed enswer ime. The stake of]
emorgenty ended on 27211, Staifing capacdily was CSR ¢ with they ate atibl
to rmake and receive ¢as ina Smely manner,

:

232011
b11:08:00
Al

wilhin 24
hours

RC

235708

222014

10:45:00
A

Phong

Service

BEG- 11090

Servce —
fGenerat

Daughter of CapTe! user reporied N CADUONS on ¢aks 2121 1.CSR advised customer that on 27271t

and edvised staying on the Fne for the next avanolie caplionist. Center locztions in Madison and
Miwaukea weos under 2 state of emergency and civil danger waming. Soth centers remained open and
{fieided camis non-stop. Service levels were not mat for Bre day due lo delayed answer Bme. The siate of
lamargensy ended on 21211, Staffing capacily was restored. CSR confiemed vith customer thay are abj
to rake: and seceive calls in a imely manner,

CapTel's stafing was affecled by biizzard condiions. CSR apologized for the incenvenience s causet

22201
B G55.00
Abd

wilhin 24 -
hours

IS

235771

222011

12:60:60
b

Fhope

Service

NA

080¢-11050

Service —
General

Customer eported experencng a lorger Mian senmai wait for a ceplionst, CSR advised thaton
212111 CapTets staffing was affected by biizzard condifons. CSR apologized for the inconvenience thig
caused and advised siaying on he line {oF fie next avaizbla captionist. Center locations in Madison &y
Mitwaukee were under & state of emengency and civil danger warning. Beth cenlers remained 4pen ang
{lieided calls norestop. Service lovels werg not mes for tha day due 1o delayed answer time. The state of
lemengenty ended on 2211, Staling capacity was rastored. CSR confirmed with customer they are ab
10 take and recelve calls . & timely manner,

o
2i2fz01
H 2:65:00
P

within 24
hours

L

236568

21372011

2:50:00 P

CapTel

Service

080%-11990

Service -
Generai

Customer reported expesiencng a longer than nemnal wait when lrying 10 place calis. CSR advised
customer hat on 22ri1 CapTels steting was aftected by bitzzard conditions. TSR apeiogized for the
incohvanience tis caused and advised staying on the fine for the nexd avallabie caplonist Center
Hocations in Madison and Miwatkes were Lnder 2 stete of emengency and dvil danger waming. Both
fcenters remainad open and flelded catls non-giep. Servica fevels were not mel for the day due 10 delay
answer time. The state of emergenty ended or 202711, Stafing capadity was restored, CSR confimaed

d
picizieeh]
30000 PM

within 24
haurs

JA

Z25265

122012010

4:05:00 AM{Phone

| Tachnival

NA

080022990

Technical-
Ceneral

with customer they are able o make and receive <ils in a tmely manfies.

C r's ddaugh sted the lack of captions when attempting 10 make & captioned
c2ll. SR apo&egmed for this expenenee and noted there was a lochnica! difficulty at the Cali
Cenfer causing calls o be placed in queue and experence unusually long wait imes dusing 2
Fve hour interval, An extemal equipment vendor comecled the matier. C8R confinmed the

irirslzgt]

customer i$ naw able (o make their captioned call successfully without delay,

9:00:00 AN

within 48

hours

KW
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F2A94FE TEZ0r20T0

3:30000 P §CapTel

Technicat

NA

Techpical -
22999 Ganeral

Customer expatienced "wailing for CapTe! operator” when pling to make a cay call,
CSR apeingized for s experieace and noted thera was a lechnicat difficulty atthe Call Center
fcausing «sis to be placed in queue and expedence unysually leng wait $mes during a five hour
ietarval. An ext i £ vendors ¢ Jed the matler, CSR confinmed he customer is
now able lo make their captoned call successiully without delay,

1272172010
SOF00 PM

within 48
hours

224949

12020:201%

323G:00 PMINA

Technical

NA

Techrical -
QBG0-27980 |General

Custermer's daughter reportad the need to wail for an operator when altempling lo make a

i call, CSK ap jized for this ience 2nd noted there was a lechoical difficufty at
the Call Center causing calls to be placed i queus 2nd axperence unusually ng wait imes
during  five hour interval. Ar exfernal squipment veadar corected the matter. CSR confismed
the cusiomer i$ now able 1o make their captioned call successiully withoul delay.

224%601122012010

3:35:00 PM |Phone

Techmical

WA

Teshnieal -
22080 General

4212172010
930,00 AM

within 24
s

Ciisiomier reporied THEL She Cannol receive Caphons on INCOMIG Of OUGOING Cals, Gk
apologized for this experience and noted there was a technical difficulty at the Catf Center
causing cafis to be placed in queue and experience uriesusily long wait times during a fve hour
interval. An extemal equipment vendor comected the matler. CSR confirmed the customeris
now able to make their caplioned call successfully without defay.

12212010

18:35:60 AM

within 24
hours

A

225008 1272012040

4:00:00 PHiCaTet

Techaical

Technicat -
(0880-22920 (G

Cusiomer réported being enable to receive captons on the CapTel phone, GSR apologized for

this experience and noted there was a technical difftcuity at the Cal Cenler causing calis fo be

placed i gueye and experionce unsualy Jong vt fmes dudng a five Boor interval. An external,
quiprent ve vendor comected the matter, Custemer confinmed all is now well,

228170

1212072010

4:00:00 PrajiA

Techaical

NA

Technical -
(Q800-22920 1

122212010
£:05:00 AN

within 45
hours.

M

Cusiomer T TEPSiimy ey arst selup el new Ep 21 BUt 8re unabie 10 get caplions on Galis.
They see "caplioning e is ringing” and no captions appear. CSR apologized for this expetienced
and nted there was a techrical gifficulty &t the Call Center causing cails te be placed in queue
and experience unusuaily long wait Smes during & five hour intezval, An external equipment
vendor corrected the malier. CSR confirmed the custonter is now able to make their captoned
cali without delay.

1221208
1:20:60 P4

within 24
bours

JS

22516311212012010

52000 PM{EMai

Techinical

Technical~
22890 General

Customer reported tha need 1o wail for an operator when iy to make 3 capli call.
SR apologleed for this axperience and noted there was a fechrical difficuity at the Caf Center
causing calis to be placed in queue 2nd exparience unusually long wall Emes during a five hour
terval. An extemal equipment vendos conrected e matter, CSR consrmed the customer is
ricnv able to make their captioned call sucresshully without defay.

127242019
10:15:60
Abg

within 24
hours

JE

225110

1212012013

5:40:00 P84 |EWail

Technical

A

Tochnical -
22690 General

Customer emaiied ta report that she saw “waiting for CapTel operato:” when attempling lo placy
a captioned call. CSR epologized for this experfence and noted theee was a techrical difffcully at
the Cail Certer causing cails 1o be placed In queue and experience unusuaily long wail imes
during & five hourinterval, An extemal equipment vender comecied the matier. CSR conficned
the custonter is now able to make their captioned call successfully witeut detay.

225134

120262010

5:00:00 PMIEMait

Technicat

A,

Tachnica-
22990 General

1272442018
114500
AN

wilhin 24
hours

KP

Custoner TEponed Doyg UNaiie 10 COnMGe wilh Capons, Lo arologHed 107 TS EXporence
and noted there was & technical dificully at the Call Center causing calis to be placed in queus
and experience unusually leng wait times duding a five hour inferval. An extemal equipment
vesudor carrected the matier, GSR confirmed the customer Is now able to make their captioned
call successiully without delay.

12212010
10:55:00
AN

wiithin 24
hows

RC

2251451121201231G

6:25408 PMINA

Fechrical

A

Technical +
22350 i

Customer reporied incorring callers hear 2 message stating, “Piease hold for the next available
It . (SR apologized for s exper ang noled there was a lechnical gifficully aithe
Call Cemer caﬂsmg alls 1o be plaoed in queie and expedence unuseally long wail times during
a five hosr intervat, An quip vendor & the eratter. CSR confimmed the

C is pow able fo receive capioned <all successhrlly without delay,

225166

1212002010

6:55:00 Pht §EMal

‘Techaical

05GQ-22980

‘Technicat-

12/20{2010
63000 BN

within 24
haurs

CUSIOMETs (HeCE CONACIEs via Lve HGIp Uhal Ner Gibmt Was HAVg OUDIES Caling oul atd
receiving calls, bul was abie (o make one call then. CSR apologized for tis experience and
noled tere was 8 lechnical difficully at the Calf Center causing calls o be placed in queve aad
experience vnusually fang wait imes durirg a five four interval. An extemal equipment vesdor

jconecled the matter. CSR confirmed the customer is row able to make their captioned call

1222010

ity without detay.

1:85:00 PM

wilhin 24

hiours

WE
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CuStOmor fepories [TUDIE USTNg WaAD | €] FhNe and BRaCalsy ho o ot PEce CUInouTa
caplioned alls, nor 3 CapTel Service. CSR apuiogized for this expedente and nofed there
was a technical gifficully 2 the Gall Cenler causing calls fo be placed in qusue and exparence
tmasually fong wait Emes during a ve hour inlerval, An exdemel equipment vendor cotrected the d 12217200
Technicat - mater. CSR confismed the customer is aow able to make thelr caplioned czli successfully 12:10:00  |within 24
225194| 12202010 {7:35:00 PMIEMaR [Technical fNA 22950 General without defay. Pk heurs 1o
CusIOMErs SISte? (eporied NEARNg, TPIease wal 101 (e nexi avanabie Agent Loh apolegEes
Hor tiis exparience and noted Ihere was a technicsl dificulty at e Call Center causing calis o
be placed in quene and experience unusually long walt Simes during 2 five hourinterval. An
Technical - s yender comreclied the matier. CSR confinmed the cuslomeris now ebleto  [122172640 pwithin 24
22523411221/2070  FTHS00 AMiPhone Techmital {NA 22880 Genersl make their captioned ¢all successhly without delay, 7:25:00 AM [hours JL
CATGTET reporiod al on Decsmbar 20, ZOT4, S WAS LNARNE 16 el Caplons. Lot
pologized for this expesk and noted there was a technical difficulty et the Call Center
) causing calls to be placed n queve 2nd experience unusually long wait times during a five howr
Technical - interval, An edemal equipmant vender carected the matter, CSR-¢onfitmed the customeris 122172010 fwithin 24
22523B{12021/2010  18:05:00 AM{Phone Technical {NA 22580 Geneatal novs abie 1o make their caplioned <ail successiully withoul dalay, B:15:00 AR |hours R
Cuslomer’s Hend Caled saying el CUSICHIGT Was Unauis 1 gel CApTons Yessrday Dl 15 200
1o get caplions today it 24ine mode, USSR apoiogized for this experdente and noted there was a
[technizal difficidly at the Call Center yeslerday causing cails o be placed In queue and 122172010
10:25:00 Technical « expedence unuseally long wsit fimes during 2 five hourinterval, An extersal equipment vendor HOSB0:66  fwithin 24
FEZMA1A2A0I0  [AR Phone Technical [NA 22980 i d the matier. CSR did a test call to confim a¥ is working well, AN hotrs DF
CUEIOMeT Tepoiied IRabrty 10 mane CApLorea Cans with 3 Dusy Signal. A emparary RIemopion
Lnable o in one of he telephane camlers networks caused this CapTel user lo axperence an inabifity to
make connect f their party. The issue was resolved by the camier. CSR confimied that cuslomeris  {10226/2010 fwithin 24
213088{ 1072572010 J2.55:00 PMiCapTel Sewvice NA 11050 captioned calis friow able to place their call successtully. 5:40:00 PM [hours L
CIISIOmaT TepoTied matiiy 10 Make Caplicred cans, Seeing st 3 “Waling Tor Capuons
rzessage on thelr display. A temporary intenruption in one of the telephone camier's nehwork
Unable io caused this CapTei user 1o experience an inabllty to connect te their parly. The issie was
rake resolved by the cader. CSR confinmed that customer was nw able to placs their cail Q252010 Jwithin 24
213074110/2522010  {3:10:00 PM{Phone Service NA, 11050 caplioned call 5 35000 PM fhours ]
Clsomers ReIper reporied e NELd to veall Tor 4n operator ¢hen anemping 1o ake 3
Unable {o cap icall. GSR apologized for this experd and nted there was o techmical difficully at
ke he Calt Center thal censsed calts not to ing through te waiting captionist. An equipment verdor 11672972010 pwithin 24
2142261 TORS2010  {1:55:00 PM{CepTel Service NA 11050 jcapticned cafs feomacted the matter. 2:05:00 PM |hours SH




