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FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013-2018 

COMMONWEALTH OF PENNSYL VAN lA october 2012 
PENNSYLVANIA PUBLIC UTILITY COMMISSION 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 

June 27, 2008 

FEDERAL COMMUNICATIONS COMMISSION 
445 12TH STREET SW 
ROOM TW-B204 
WASHINGTON DC 20554 · 

Re: FCC CG Docket No. 03-123 

IN REPLY PLEASE 
REFER TO OUR FILE 

M-2008-2044828 
M-00900239 

Submission of Pennsylvania 2008 TRS Annual Consumer Complaint Log Summary 
for the12-month period ending May 31, 2008 

Dear Ms. Dortch: 

In accordance with 47 CPR§ 64.604 (c)(l) and FCC CG Docket No. 03-123, 
enclosed please find 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, 2008. Also, please find an electronic copy ofthe complaint log summaries on the enclosed 
CD-R. AT&T Relay Services and Hamilton Telecommunications are the providers for 
Pennsylvania's traditional TRS and captioned telephone voice-carry-over relay service (CTRS), 
respectively. They have maintained the consumer co1_11plaints logs and have prepared the enclosed 
complaint log summaries. These logs cover all complaints to the service providers as well as all 
complaints to the PaPUC. 

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

Sincerely, 

~/~-2/J! 
James J. McNutt/ 
Secretary 

cc: Elaine McDonald, PUS (paper copy only) 
Kathleen Aunkst, Secretary's Bureau (paper copy only) 
,Eric Y~11q~sc~e,nmc PUS CP<It>er c9py·o11lY) 
Kim Barrow, PUC OSA (paper copy only) · · 
Louise Fink Smith, PUC LAW (paper copy only) 
Arlene Alexander, (e-mail copy only) 

Enclosures 
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I, 

~at&t 

June 17, 2008 

James J. McNulty, Secretary 
Pennsylvania Public Utility Commission 
Post Office Box 3265 
Harrisburg, PA 17105-3265 

Teresa Feeney 
Area Manager , CIS 
AT&T Relay Services 
1444 E. Jericho Turnpike 
Huntington, NY 11743 

T: 631-424-4330 
F: 631-424-3139 
tfeeney@att.com 

RE: Docket No. M-00900239; BP ID# M-2008-2044828 

Dear Secretary McNulty: 

Enclosed please find the annual TRS Consumer Complaints Summary for the 
Commonwealth of Pennsylvania. Mr. Eric Van Jeschke, Analyst with the Pennsylvania 
Public Utility Commission, asked me to share ~ paper copy of the filing with you. 

AT&T Relay Services will submit the report to the FCC as required before the July 1, 
2008 filing date. 

Please contact me with any questions or concerns about the information in this filing. 

Sincerely, 

Teresa Feeney 
Area Manager, CIS 
AT&T Relay Services 
tfeeney@att.com 
631-424-4330 

Cc: Mr. Eric Van Jeschke (via email: ejeschke@state.pa.us) 

JU.A J..00-1 Proud Sponsor of the U S. Olymp1c Team. 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 
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PENNSYLVANIA RELAY SERVICE 
ANNUAL CONSUMERCOMPLAINTS SUMMARY 

JUNE 2007- MAY 2008 

June 2007- Nothing to report 

July2007 

TTY July 20, 2007 
The customer complained he/she had to wait a long time to reach a CA. 
Category: AIJSwer/Wait Time 
Escalation: Received by the National Customer Care Center and handled by the same. 
Resolution: Apologized to the customer for the inconvenience. 
Contact Closed: July 20, 2007 
FCC: Answer Performance 

August 2007- Nothing to report 

September 2007 -Nothing to report 

October 2007- Nothing to report 

November 2007 -Nothing to report 

December 2007 -Nothing to report 

January 2008- Nothing to report 

February 2008 -Nothing to report 

March 2008 

TTY March 1, 2008 
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: March 1, 2008 
FCC: Verbatim 

TTY March 10, 2008 
The customer complained the CA did not adhere to his/her request for a male CA. 
Category: Other (CA/OPR) 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 

PAFCC0607-0508 
060808 -I -
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PENNSYLVANIA RELAY SERVICE 
ANNUAL CONSUMER COMPLAINTS SUMMARY 

JUNE 2007- MAY 2008 

Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: March 10, 2008 
FCC: Gender Accommodation 

April2008 -Nothing to report 

May 2008- Nothing to report 

PAFCC0607-0508 
060808 -2-
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AT&T PA FCC Complaints Log 2008.xls 

AT&T RELAY SERVICES 
PENNSYLVANIA 

2008 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1, 2007 through May 31, 2008 

AT&T RELAY SERVICES 
PENNSYLVANIA 

ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1, 2007 through May 31, 2008 
Complaint Summary by Category 

Gat&t 
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---- TELECOMMUNICATIONS --------------:-----------

June 13, 2008 

James J. McNulty, Commission's Secretary 
Bureau ofDirectors Office · 
Pennsylvania Public Utility Commission 
P0Box3265 

.Harrisburg, PA 17105-3265 

1001 Twelfth Street• Aurora, Nebraska 68818 
voice 402.694.5101 • m 800.821.1834 

toll free 800.821.1831 • fax 402.694.2848 

e-maD: info@hamlltontel.com 
web site: www.hamlltontel.com 

RE· TRS Consumer Complaint Log Summaries for June 1, 2007 tQrough May 31, 2008 
PA PUC Docket No. M- 00900239 and Bp8 Case ID M-2008-2044828 
FCC CG D~C:r<;ET NO. 03-123 ~ct£be DA NO. 07-2763) 

Dear Mr. McNulty, 

Enclosed please find the Pennsylvania Captioned Telephone Relay Service (P A CTRS) annual 
compla:i,nt log as well as a draft letter to the Federal Communications Commission: Yol;l may 
want to copy this letter to official letterhead prior to submitting to the FCC. Feel free to change 
the letter as you see fit. 

The FCC lias indicated a delay in issuing its public notice. Without the· Public Notice, there are 
some unanswered questions such as DA Number, due date, any new requirements, etc. 
However, what we !mow from the 2007 Public ~otice (enclosed) is: 

• The 2007 complaint log summary filing was due July 2nd. 
• The complaint log submission must reference CG Docket No. 03-123 and also 

include the DA number of the public notice. · · · .J 

• Filings may be filed electronical~y vi~ the ECFS website. Last year the instructions 
for electronic and paper filings were provided in the Public notice. 

In addition, the 2007 Public Notice for submission of complaint logs contained a requirement to· 
include the total number of interstate relay calls by type ofTRS (i.e. traditional TRS, STS, 
Captioned Telephone, IP, VRS). Hamilton is planning to c.ompile the Inte~state Captioned · 
Telephone information on your behalf and will submit to the FCC under protective seal as a 
. confidential filing. 

~f you have any question~ about the complaint log report or need any assistance, please let me 
know. · 

Sincerely, ~ .Jhw-~ 
Beth Slough, TRS Contract Manager/Senior Editor 
Hamilton Relay 
1001 12th Street 
Aurora, NE 68818 
402.694.5101 Voice/TTY 
402.694.5037 Fax 

Telephone • Long Distance • Internet • Information Systems • Contact Center • ManaQed Hostln!I • Relav 

FCC Docket No. CG 03-123 
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cc: Eric Van Jeschke, Analyst 
Pennsylvania Public Utility Commission 
Bureau ofFixed 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 
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PAJllJC Docket_N_o._M~0-0900239 an_d_Sp8 Case ID M-2008_-20_4_4828 

FCC Docket No. 03-123 and DA NO. 07-2762 
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signal when in fact Cap Tel 
was not busy. Incidence 

brought to network provider's 

!attention. The network provider 
,..nnfirmed resolution the afternoon 

6/29/07. 
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41583 6/29/2007 4:00:00 PM 

41855 7/3/2007 1:25:00 PM 

. 

43780 7/10/2007 2:50:00 PM 

~P-A-P-UC Docket No.-M .. 00900239 and BpS-Case ID M~2008~2044828 

FCC Docket No. 03~123 and DA NO. 07-2762 

PA NA 11040 Captions Lag too far behind Informed customer that with 6/29/2007 JL 
voice conference calls this may happen 

because of multiple speakers 
speaking at once and the rate the I 

. speakers are talking. Emailed tips 
to help the experience of "* 
conference calls to go smoothly. 
Customer emailed to say the tips 
helped conference calls to go more 
smoothly. [FCC speed of typing 
still met.] 

PA NA 11040 Captions Lag too far behind Customer shared feedback 7/3/2007 JS 
voice regarding the seconds of pauses 

between captions. CS Rep 
explained how captions are 
generated and thanked customer 
for the feedback on their call 
experience. Customer 
acknowledged the pauses were a 
matter of seconds and learned how 
to fill the gaps with tips from 
Customer Service. Suggested 
customer document the date, time, 
CA #for more specific follow up. 
This incidence did not impact 
overall captioning speed 
performance. [FCC requirements 
still met.] 

PA NA 11030 Accuracy of captions Customer shared feedback 7/10/2007 MMo 
regarding accuracy of captions. CS 
Rep apologized for incidence and. 
thanked customer for the feedback 
and informed them that information 
would be shared with appropriate 
captioning service staff for follow 
up. Suggested customer document 
the date, time, CA #for more 
specific follow up. 
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42981 7/17/2007 9:55:00AM 

45956 8/16/2007 3:10:00 PM 

46949 8/27/2007 11:25:00 AM 

46972 8/27/2007 1:15:00 PM 

48966 9/17/2007 4:10:00 PM 

PAf_lJC Docket No. M- 00900239 ang Bp8~Cjlse ID I\II-2008-Z044828 

FCC Docket No. 03-123 and DA NO. 07-2762 

PA NA 11030 Accuracy of captions Customer shared feedback 7/17/2007 RP 
regarding accuracy of captions. 
Apologized for incidence and 
thanked customer for the feedback 
and informed them that information 
would be shared with appropriate 
captioning service staff for follow 
up. Suggested customer document 
the date, time, CA #for more 
specific follow up. 

PA NA 50990 Billing - General Discussed need to register long 8/16/2007 MMo 
distance carrier of choice with 
caller and confirmed that customer 
was registered accordingly. 

PA NA 22990 Technical- General One of our long distance suppliers 9/5/2007 JL 
routed some CapTel200 calls 
through an incompatible network 
using VOIP lines that caused data 
reliability problems for this caller. 
The problem has been resolved by 
routing their calls through an 
alternate network. 

PA NA 50990 Billing - General Discussed need to register long 8/27/2007 MMo 
distance carrier of choice with 
caller an·d registered Cap Tel user's 
long distance preference 
accordingly. 

PA NA 22090 DisconnecUReconnect Explained to customer difference 9/17/2007 MP 
during calls between a CapTel and a traditional 

phone, and why disconnections 
may be occurring. Advised 
customer to test Cap Tel at another 
jack, and contact telephone 
company to ensure functional line. 
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50718 10/4/2007 11:25:00AM 

51717 10/15/2007 11:30:00 AM 

53699 1111/2007 10:20:00AM 

53988 11/5/2007 9:15:00AM 

PA ~UC_Docket No.-Mdl0900239 and BpS-Case ID M-2008-2044828 

FCC Docket No. 03-123 and DA NO. 07-2762 

PA NA 11030 Accuracy of captions Customer shared feedback 10/4/2007 MP 
regarding accuracy of captions. 
CS Rep collected call information 
and thanked customer for 
feedback. CA for this call noted 
there was Instability on the other 

" 
caller's line, causing poor audio 
quality. 

PA NA 22990 Technical- General Cap Tel Technical Staff identified 10/15/2007 sc 
there was an issue with the routing 
of Cap Tel calls to 800 numbers by 
an outside vendor. The problem 
was identified and resolved. 

PA NA 22990 Technical- General Customer received an automated 11/8/2007 KM 
message that her call was being 
rejected by the cellular network 
when trying to dial an cell number. 
Upon researching the matter, it 
was learned the provider of the 
cellular service has not set up this 
number to allow relay calls. 
Offered a workaround to customer. 

PA NA 22090 Disconnect/Reconnect Sent customer information 11/5/2007 MMo 
during calls explaining the difference between 

a CapTel phone and a traditional 
phone. Explained to customer why 
disconnection/reconnection might 
be occurring and sent email with 
tips to reduce their occurrence. 



1-' 
1.0 
ll1 

-i 
::1:1 
V\ 
V\ 
r+ 
Q) 
r+ 
C1) 

n 
C1) .... 
r+ 

n 
Q) 
r+ 
6' 
:::1. 
)> 
'0 
'2.. 
n· 
Q) 
r+ 
6' 
:::1 
0 
:::!:' 
C1) ~ 
-on 
l>o 
"00 
C n 
nfti 
- r+ 0 0.., z 

n N ~ 
r+on 
g.~Ci) 
~ I 0 
NN!f 
001-' 
1-' 1-' N 
N 00 W 

54378 11/7/2007 12:15:00 PM 

-
57156 12/5/2007 4:35:00 PM 

59661 12/14/2007 3:35:00 PM 

67791 3/14/2008 2:30:00 PM 

PA-PUC Docket No. Nbc009D0239 and BpS-Case ID M-2~08-2044828 

FCC Docket No. 03-123 and DA NO. 07-2762 

PA NA 11040 Captions Lag too far behind Customer Service determined 11/7/2007 sc 
voice there were technical issues with 

audio quality on the reported call 
that impaired the speed with which 
the captionist could caption this 
specific call. CS rep explained to 
customer the circumstances and 
apologized. Customer understood. 
[FCC typing speed requireme_nts 
still well exceeded.] 

PA NA 11040 Captions Lag too far behind Customer shared feedback 12/5/2007 JL 
voice regarding captions lagging slightly 

behind the voice. CS Rep 
apologized for incidence and 
suggested customer document the 
date, time, CA #for more specific 
follow up with call center 
personnel. FCC typing speed 
requirements were still well 
exceeded. 

PA NA 22990 Technical- General Technical issue with SS7 12/15/2007 KM 
equipment identified resulting in a 
few isolated calls not succeeding. 
This was remedied during system 
maintenance. 

PA NA 22990 Technical- General SS7 equipment problem identified. 3/15/2008 JL 
At approximately 2:30 a.m. on 
3/15/08 this was resolved. During 
this time, the Captioning Service 
Call Center was actively taking 
calls with only a few calls being 
affected. Confirmed with the 
customer their ability to make calls. 
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67983 3/14/2008 4:25:00 PM 

72572 4/29/2008 9:00:00AM 

75311 5/22/2008 9:00:00AM 

PA_PUC Docket No. M- 00900239 and Bp~Case ID M-2008-2044828 

FCC Docket No. 03-123 and DA NO. 07-2762 

PA NA 22990 Technical- General SS7 equipment problem identified. 3/15/2008 KM 
At approximately 2:30a.m. on 
3/15/08 this was resolved. During 
this time, the Captioning Service 
Call Center was actively taklrig 

, calls with only a few calls being 
affected. Confirmed with the 
customer their ability to make calls. 

PA NA 11030 Accuracy of captions Customer shared feedback 4/29/2008 JL 
regarding captioning. Customer 
Service Rep. apologized for 
incidence and thanked customer 
for the feedback and informed 
customer their information has 
been forwarded to the call center 
director and they will take the 
appropriate steps with the CA, 
such as more detailed training on 
transcription. 

PA NA 22030 Captions - stop in middle of Customer said that at captionist 5/22/2008 EY 
call change, captions did not resumed. 

Advised this 2-Line Cap Tel user ! 

that she can press the Caption 
button off and on again and 
reconnect to a new captionist via 
line 2, while still maintaining 
connection with the other party the 
entire time on line 1. Customer 
appreciated learning of this option. 
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COMMONWEALTH OF PENNSYLVANIA 
PENNSYLVANIA PUBLIC UTILITY COMMISSION 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 

June 29, 2009 

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

Re: FCC CG Docket No. 03-123 DA 09-1318 

IN REPLY PLEASE 
REFER TO OUR FILE 

M-2009-2111201 

Submission of Pennsylvania 2009 TRS Annual Consumer Complaint Log Summary 
for the12-month period ending May 31, 2009 

Dear Ms. Dortch: 

In accordance with 47 CFR § 64.604 (c)(l) and FCC CG Docket No. 03-123, 
enclosed please find 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, 2009. AT&T Relay Services is Pennsylvania's traditional TRS and STS provider, and 
Hamilton Telecommunications is Pennsylvania's captioned telephone voice-carry-over relay service 
(CTRS) provider. The providers have maintained the consumer complaints logs and have prepared 
the enclosed complaint log summaries. These logs cover all complaints to the service providers. 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. 

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

Enclosures 

FCC Docket No. CG 03-123 
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PA AT&T 2009 FCC Complaints Log.xls 

AT&T RELAY SERVICES 
PENNSYLVANIA 

2009 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1, 2008 through May 31, 2009 

AT&T RELAY SERVICES 
PENNSYLVANIA 

ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1, 2008through May 31.2009 
Complaint Summary by Category 

C."> 
~at&t 

Page 1 of 1 



PENNSYLVANIA RELAY SERVICE . 
ANNUAL CONSUMER COMPLAINTS SUMMARY 

JUNE 2008- MAY 2009 

June 2008- Nothing to report 

July 2008 -Nothing to report 

August 2008 - Nothing to report 

September 2008 

TTY September 22, 2008 
The customer complained about relief CA procedures. 
Category: Methods Related 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience. Explained that the customer can request 
upfront that the CA stay with the call until it is completed. 
Contact Closed: September 22, 2008 
FCC: In Call Replacement 

October 2008- Nothing to report 

November 2008- Nothing to report 

December 2008- Nothing to report 

January 2009 -Nothing to report 

February 2009 -Nothing to report 

March2009 

TTY March 12, 2009 

The customer complained the CA had not relayed the call verbatim. 
Category: Other (CA/OPRr 
Escalation: Received by the Pennsylvania Relay 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: March 12,2009 
FCC: Verbatim 

April 2009 - Nothing to report 

May 2009- Nothing to report 

PAFCC0608-0509 
0061009 . -1-

FCC Docket No .. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

199 October 2012 



N 
0 
0 

-I 
:::0 
Vl 
Vl 
.-+ 
QJ 
.-+ ro 
n ro .... 
.-+ 
~ 
n 
QJ 
.-+ o· 
:::1 
)> 
"0 
"E. 
n· 
QJ 
.-+ o· 
:::1 
0 ..... 
.-+ 
:r-n 
ro n 
-on 
l>o 
""00 
en 
n~ 
0'.-+ 

0 .... z 
n N !=> 
..... on 
g.~G) 
~ I o 
NN!f 
001-' 
1-'t-'N 
N 00 W 

CG Docket No. 03-123 
DA 09-1318 

PERFORMANCE DATA 
Calls 

TTY 
VOICE 
Sequence (not incl. In total) 

TOTAL CALLS 

Call Analysis 
%TTY 
%VOICE 
%Sequence 

Call Typos 
vco 
HCO 

Calls Handled 
Intrastate 
Interstate 
lntematlonal 

TOTAL CALLS 
Minutes 

Intrastate (Billed) 
Interstate 
lntematlonal 

TOTAL MINUTES 

** Turbo Code Calla 
Intrastate 
Interstate 
lntemational 
TOTAL 

••Turbo Code Minutes 
Intrastate 
Interstate 
lntemational 

TOTAL 
..... 711 Calls 

TTY Calls 
VOICE Calls 
TOTAL 

--

JUN JUL 

50,313 49,814 
19,179 19,260 

9,934 9,664 
69,492 69,074 

72% 72% 
28% 28% 
14% 14% 

20,069 19,184 
234 243 

63,939 63,587 
5,494 5,~7 

59 40 
69,492 69,074 

240,289 234,734 
51,170 53,016 

254 220 
291,713 267,969 

17,138 16,658 
2,262 2,003 

59 38 
19,459 18,699. 

85,593 82,065 
21,496 19,267 

254 220 
107,343 101,552 

29,916 29,581 
12,126 12,314 
42,042 41,895 

AT&T Traffic Report June 2008 May 2009.xls 
Proprietary 

PENNSYLVANIA RELAY SERVICE 
June 2008 through May 2009 Traffic Report 

AUG SEP OCT NOV DEC I JAN 

46,300 47,994 48,096 44,191 48,520 45,762 
18,545 17,875 18,901 16,681 18,123 18,102 

9,141 9,458 9,808 8,972 9,619 9,351 
64,845 65,869 66,997 60,872 66,643( 63,884 

71% 73% 72% 73% 73% 72% 
29% 27% 28% 27% 27% 28% 
14% 14% 15% 15% 15% 15% 

18,663 18,449 19,867 18,130 20,391 19,668 
154 186 226 169 242 223 

59,586 60,707 61,992 56,203 61,815 59,029 
5,210 5,051 4,793 4,517 4,618 4,736 

49 111 212 152 210 119 
64,845 65,869 66,997 60,872 66,643 63,884 

I 
226,105 225,968 230,223 213,123 232,746 229.107 

50,845 45,394 45,440 42,722 44,008 45,502 
254 475 760 680 823 557 

277,203 271,836 276,423 256,526 277,577 275,165 

15,175 16,012 17,177 15,003 16,096 15,000 
2,008 1,958 1,955 1,688 1,937 1,930 

36 99 210 148 207 117 
17,219 18,069 19,342 16,839 18,2421_ 17,047 

78,550 81,359 85,305 76,992 81,240 77,676 
19,696 18,613 18,073 17,313 18,130 18,905 

206 431 751 656 812 530 
96,451 100,404 104,128 94,961 100,1821 97,110 

27,755 28,489 27,872 25,243 27,616 25,905 
11,752 11,546 12,162 10,872 11,829 11,551 
39,507 ~0,035 ,_ 40,034 -- 36,115 39,6471 37,45(> 

•• Turbo Code Calls and Minutas are included In the Intrastate, Interstate, and lntemational Totals listed above. 
... 711 Calls are included In all other categories. 

Pennsylvania 
- Public Utility Commission 

FEB MAR APR 

38,757 42,260 40,767 
15,426 17,009 16,681 

7,719 8,388 7,501 
54,183 59,269 57,448 

72% 72% 71% 
28% 29% 29% 
14% 14% 13% 

16,468 18,411 16,866 
122 182 222 

50,110 54,834 52,936 
3,968 4,141 4,098 

105 294 414 
54,183 59,269 57,448 

192,467 207,335 195,882 
37,198 39,710 37,653 

485 1,474 2,254 
230,150 248,519 235,966 

12,443 13,305 12,639 
1,434 1,525 1,604 

95 288 395 
13,972 15,118 14,638 

64,546 66,284 65,827 
14,001 14,382 14,202 

436 1,459 2,155 
78,983 84,124 82.184 

22,873 25,093 24,834 
9,990 10,701 10,339 

·-······ 32,863 35,7~ 35,1~ 

MAY 

40,900 
17,166 

7,581 
56,066 

70% 
30% 
13% 

16,857 
242 

53,626 
4,206 

234 
58,066 

190,920 
37,174 

1,462 
229,555 

13,101 
1,670 

219 
14,990 

65,479 
14,272 

1-.370 
81,121 

25,160 
10,934 

L_36,0!1<1 

M-2009-2111201 
Confidential 

YTD 

543,694 
212,948 
107,336 
756,642 

72% 
28% 
14% 

223,023 
2,445 

698,364 
56,279 

1,999 
756,642 

2,616,896 
530,032 

9,697 
3,158,626 

179,749 
21,974 

1,911 
203,634 

912,916 
208,349 

9,278 
1,130,544 

320,539 
136,116 

' ~_6,655 
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CG Docket No. 03-123 
DA 09-1318 

AT&T Traffic Report June 2008 May 2009.xls 
Proprietary 

PENNSYLVANIA RELAY SERVICE 
June 2008 through May 2009 Traffic Report 

----- ~-

M-2009-2111201 
Confidential 

1 PERFoRMANce oATA Quill-] JuL 1 AuG 1 sep 1 ocT 1 Nov 1 oEc 1 JAN 1 FEe 1 MAR 1 APR 1 MAY 1 YTo 1 
AT&T PROPRIETARY· Use Pursuant to Company Instructions 

Answer Performance 
Avg. Spd. Ans. (Sec} 2.47 2.59 2.82 2.46 1.68 1.65 1.94 2.79 2.06 3.07 1.73 1.02 2.19 
% Calls Ans. In 10 Sec. 95% 94% 94% 95% 96% 96% 96%1 94% 96% 94% 96% 98% 95% 
% Calls Ans. In 60 Sec. 99% 99% 99% 99% 99% 99% 99% 99% 99% 98% 99% 100% 99% 

CA Performance 
Avg. Work nme (AWT) 4.56 4.56 4.69 4.50 4.53 4.57 4.50 4.70 4.68 4.61 4.51 4.38 4.57 
Avg. Talk Time (Min) 4.91 4.89 5.00 4.84 4.84 5.01 4.95 5.13 5.04 5.02 5.05 4.84 4.96 

Speech to Speech Calls 
Intrastate 673 641 597 646 749 616 757 536 483 466 663 779 7,606 
Interstate 1,908 394 373 328 223 340 371 249 131 166 258 367 5,108 
International 0 0 0 2 0 1 0 0 0 0 0 0 3 
TOTAL STS CALLS 2.581 1,035 970 976 972 957 1,1281 785 614 632 921 1,146 12,717 

Speecl) to Speech Mlns 

Intrastate (Billed) 2,262 2,679 2,851 2,611 2,662 2,526 3,195 2,268 2,025 1,616 2,548 3,063 30,306 
Interstate 4,039 2,669 2,526 1,663 986 1,410 1,848 1,549 901 1,475 1,569 1,862 22,497 
International 0 0 0 9 0 6 0 0 0 0 0 0 15 

TOTAL STS MINUTES 6,302 5,348 5,377 4,282 3,648 3,942 5,0431 3,817 2,927 3,091 4.117 4,925 52,818 

Pennsylvania 
Public Utility Commission Page2of2 
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--- TELECOMMUNICATIONS -------------------_. 

June 17,2009 

James J. Mc::Nulty, Commission's Secretary 
Bureau of Directors Office 
Pennsylvania Public Utility Commission 
P0Box3265 
Hanisburg, PA 17105-3265 

1001 Twelfth Street • Aurora, Nebraska 68818 
voice 402.684.5101 • m 800.821.1834 

taD free 800.821.1831 • fax 402.6842848 

e·mail: lnfo@ham1\!onteloom 
web site: www.hamiltontel.CQm 

RE: TRS Consumer Complaint Log Summaries for June 1, 2008 through May 31,2009 
PA PUC Docket No. #M- 2009 - 2111201 
FCCCG DOCKET NO. 03-123 andFCCDANO. 09-1318 

Dear Mr. McNulty, 

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

The complaint log submission must reference CG Docket No. 03-123 .. In the past, we have also 
·included the DAnumber of the Public Notice (DA 09-1318). The filing is due July 1st. 

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

In addition, the Public Notice contains 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 2008, Hamilton is again planning to compile this information for you and will submit to the 
FCC under protective seal as a confidential filing. 

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

=~~ugh ~ S/ Duqh 1JlL~C 
National TRS Contract Manager 0 
Hamilton Relay 
1 001 12th Street 
Aurora, NE 68818 
402.694.5101 Voice/TTY 
402.694.5037 Fax 

cc: Eric Van J escbke, 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 • Long Distance • lnterriet • Information Systems • Contact Center • Managed Hosting • Relay 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

202 October 2012 



PA PUC Docket No. M-2009-2111201 CG Docket No. 03-123 DA 09-1318 
85522 8/22/2008 3:45:00 PM PA NA 22090 Disconnect/Reconnect Mailed letter to customer explaining the 8/22/2008 EY 

during calls difference between a Cap Tel and a 
traditional phone. letter explained to 
customer why disconnection/reconnection 
might be occurring and Included tips to 
reduce their occurrence. 

91783 10/23/2008 4:40:00 PM PA NA 22090 Disconnect/Reconnect Sent customer information explaining the 10/23/2008 MF 
during calls difference between a cap Tel and a 

traditional phone. Explained to customer why 
disconnection/reconnection might be 
occurring and sent email with tips to reduce 
their occurrence. 

95226 11·/2112008 12:40:00 PM PA NA 11030 Accuracy of captions Customer shared feedback regarding 11/21/2008 TJ 
accuracy of captions, and prol(ided specific 
call data. CS Rep apologized for incidence 
and thanked customer for the feedback. Call 
detail was researched and shared with Call 
Center management for follow up with the CA 
by the CA's supervisor. 

N 
0 ! 

w 97503 12/12/2008 9:10:00AM PA NA 22030 Captions • stop in middle of Investigated incidence. Identified a trouble 12/12/2008 ST 

-I 
:;Q 

call ticket was logged by the caption is!. A prompt 
to re-dial the call was sent to customer while 

Vl 
Vl 
.-+ 

on the call. CS rep confirmed findings and 
apologized to customer for this incidence . 

Q) 
.-+ 
!1) 

n 
!1) .... 
.-+ 
3; 
n 
Q) 
.-+ a· 
~ 

97540 12/12/2008 9:35:00AM PA NA 22090 DisconnecUReconnect Sent customer information explaining the 12/12/2008 OF 
during calls difference between a Cap Tel and a 

traditional phone. Explained to customer why 
disconnectton/reconnection might be 
occurring and sent email with tips to reduce 

I 
their occurrence. 
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PA PUC Docket No. M-2009-2111201 CG Docket No. 03-123 DA 09-1318 
101594 1/20/2009 1:05:00PM PA NA 22990 Technical- General Telephone carrier made adjustment in the 1/20/2009 JL 

way this call processed through their 
network. in order to allow successful 
captioned calls to the consumer's telephone 
number. Issue resolved. 

102114 1/23/2009 4:00:00 PM PA NA 11030 Accuracy of captions Customer shared general feedback with no 1/23/2009 JS 
specifics regarding caption accuracy and 
delay of captions during a few of their recent 
captioned calls. CS Rep thanked customer 
for the feedback and suggested customer 
document the date, time, CA # so that we 
can take specific follow up steps for any 
future problematic calls. 

103874 2/4/2009 S:OO:OOAM PA NA 11030 A~uracy of captions Customer shared feedback regarding 2/4/2009 JS 
accuracy of captions on recent calls. CS 
Rep apologized for incidence and thanked 
customer for bringing their experience to our 
attention. Customer did not have any 
specific incidence to report, just a general 
comment that captions did not appear to be 
as accurate as usual on recent calls. CS 
suggested customer document the date, time 

N 
0 
.j::. 

and CA# of any future calls to allow us to 
take specific action with the CA captioning 
the call. 

--t 
;;o 
Vl 104485 2/11/2009 1:00:00 PM PA NA 22090 Disconnect/Reconnect Sent customer Information explaining the 2/11/2009 JL 
Vl 
r+ during calls difference between a Cap Tel and a 
!1) 
r+ ro 

traditional phone. Explained to customer why 
disconnection/reconnection might be 

() 
ro .... 

occurring and sent email with tips to reduce 
their occurrence . 

r+ 

~ 
n 
!1) 
r+ a· 
:J 
)> 
"0 
"2.. 
;:;· 

105187 2/17/2009 10:50:00AM PA NA 11010 Answering machine Customer shared feedback regarding 2/17/2009 MF 
message retrieval accuracy of captions of an isolated incidence 

when retrieving answering machine 
message. Apologized to customer for this 
incidence and gave customer tips to help 
maximize success of answering machine 
message retrieval. 

!1) 
r+ a· 107904 3/9/2009 8:00:00 PM PA NA 11030 Accuracy of captions Customer shared feedback regarding 3/9/2009 JR 
:J accuracy of captions, and provided specific 
0 -r+ 

call data. CS Rep apologized for incidence 
and thanked customer for the feedback. Call 

:::r-n ro n .,n 
J>o 

detail was shared ~ith Call Center 
management for follow up with the CA by the 
CA's supervisor. 
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PA PUC Docket No. M-2009-2111201 CG Docket No. 03-123 DA 09-1318 

110456 3/26/2009 1:00:00 PM PA NA 22990 Technical- General Customer shared feedback regarding 3/26/2009 JG 
absence of captions. and provided specific 
call data. CS Rep apologized for incidence 
and thanked customer for the feedback. Call 
detail was shared with Call Center 
management, who determined that technical 
issue at CA workstation caused captions to 
not be provided. 

110510 3/26/2009 2:40:00 PM PA NA 22990 Technical- General At 12:40 PM CST, a major network supplier 3/27/2009 JR 
CapTel relies on experienced difficulties that 
impacted some Cap Tel calls. At3:15 PM 
CST Cap Tel's supplier re-established its link 
allowing all calls to be routed and processed 
normally. Daily service level was met as only 
some calls were affected. Customer 
confirmed abilily to make their call. 

110831 3/30/2009 12:40:00PM PA NA 22990 Technical - General As an interim solution, the customer got a 4/6/2009 MF 
different toll free number from the Calling 
Card company that remedied the immediate 
concern, since the first number was routed 
through an incompatible VOIP network. Tech 
support then made an adjustment to the 

N 
0 
V1 

original toll-free number routing in the system 
to allow the customer to successfully 
complete a captioned call with that number 

--t as well. Issue resolved. 
:::0 
Ul 
Ul ..... 
QJ ..... m 
n m .., ..... 
:; 
n 
QJ 

113403 4/1512009 8:15:00AM PA NA 22990 Technical- General Carrier adjusted the call routing for a specific 4/15/2009 ST 
telephone number to allow the CapT el user 
to dial the number through the captioning 
service without difficulty. Issue resolved. 

..... 
o· 
::::l 
)> 

"C 113639 4/16/2009 8:00:00AM PA NA 22090 Disconnect/Reconnect Sent customer information explaining the 4/16/2009 TJ 
"E. during calls difference between a CapTel and a 
r;· traditional phone. Explained to customer why 
QJ ..... o· 
::::l 

disconnection/reconnection might be 
occurring and sent email with tips to reduce 
their occurrence; 

0 ..... ..... 
::r-n m n 
-on 
l>o 
-co 

114449 4/20/2009 9;05:00AM PA NA 50990 Billing - General Discussed billing with caller and took 4/20/2009 MF 
appropriate action. 
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114830 4/22/2009 1:05:00 PM 

118253 5/11/2009 4:45:00PM 

119773 5/19/2009 2:00:00 PM 

PA 

PACTRS 

PA PUC Docket No. M-2009-2111201 CG Docket No. 03-123 DA 09-1318 
PA NA 11030 Accuracy of captions Customer shared general feedback 4/22/2009 MF 

regarding accuracy of captions. Customer 
was asked for any specific detail that would 
help CS follow up with the Call Center 
personnel. CS Rep educated consumer on 
how text Is generated using voice recognition 
rather than typing and that corrections will 
appear in < > brackets after a word error. 
Customer expressed satisfaction with 
customer support details shared. 

PA NA 11030 Accuracy of captions Customer shared feedback regarding 5/11/2009 MF 
accuracy of captions. cs Rep apologized for 
incidence and thanked customer for bringing 
their experience to our attention. Feedback 
as received was passed on to Call Center 
Management. CS suggested customer 
document the date, time and CA# of any 
future calls to allow us to take specific action 
with the CA captioning the call. 

PA NA 11010 Answering machine Customer provided call information for an 5/19/2009 MF 
message retrieval isolated incidence where captions did not I 

display when trying to have their answering 
machine messages captioned. CSR sent 
information to Captioning Center 
Management, who then followed up on the 
matter. Informed customer of this follow up. 

i 

' 

Page4 



i: 

I 

I, ,. 
I 

. __.......-..... 
I ..... 

iiiic 
. HJIUCIIIIUl'Y COJU.ImiiM 

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

June 29, 2010 

MARLENE H DORTCH 
OBRCEOFTHESECRETARY 
FEDERAL COMMUNICATIONS COMMISSION 
445 12TH STREET SW 
ROOM TW-B204 
WASHINGTON DC 20554 

Re: FCC CG Docket No. 03-123 
DA 10-1090 
Submission of Pennsylvania's 2010 TRS Annual Consumer Complaint Log 
Summary for the 12-month period ending May 31, 2010 

Dear Ms. Dortch: 

IN REPLY PLEASE 
REFER TO OUR FILE 
M-2010-2182387 

M-00900239 

In accordance with 47 CPR§ 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, 
2010. AT&T Relay Services is Pennsylvania's traditional TRS and STS provider, and Hamilton 
Telecommunications is Pennsylvania's captioned telephone voice-carry-over relay service (CTRS) 
provider. The providers have maintained the consumer complaints logs and have prepared the 
enclosed complaint log summaries. These logs cover all complaints to the service providers. 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. 

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

Enclosures 
Original and 4 copies 

Rosemary Chiavetta 
Secretary 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

207 October 2012 
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ATT PA 2010 FCC Complaints Log.xlsx 

AT&T RELAY SERVICES 
PENNSYLVANIA RELAY 

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1, 2009 through May 31, 201 0 

AT&T RELAY SERVICES 
PENNSYLVANIA 

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1, 2009 through May 31, 2010 
Complaint Summary by Category 

Gat&t 

Page 1 of1 
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PENNSYLVANIA RELAY SERVICE 
ANNUAL CONSUMER COMPLAINTS SUMMARY 

JUNE 2009- MAY 2010 

JUNE 2009 - Nothing to report 

JULY2009 

TTY July 2, 2009 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CA/OPR) 
Escalation: Received by the Pennsylvania Relay 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 2, 2009 

AUGUST 2009- Nothing to report 

SEPTEMBER 2009 -Nothing to report 

OCTOBER 2009- Nothing to repo~ 

NOVEMBER 2009- Nothing to report 

DECEMBE.R 2009- Nothing· to report 

JANUARY 2010 

Voice Januaey 14, 2010 
The customer complained he/she had difficulty reaching the relay service. 
Category: Answer/Wait Time 
Escalation: Received by the Penngylvania Relay Center and handled by· the same. . . 
Resolution: Apologized for the customer's inconvenience. Referred to technical team for review. 
Contact Closed: January 14,2010 
FCC: Answer Performance 

FEBRUARY 2010- Nothing to report 

MARCH2010 

TTY March 18,2010 
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: March 18,2010 
FCC: Verbatim 

PA·FCC2010.docx 6/17/2010 

· FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013-2018 

209 October 2012 



PENNSYLVANIA RELAY SERVICE 
ANNUAL CONSUMER COMPLAINTS SUMMARY 

JUNE 2009- MAY 2010 

APRIL2010 

TTY April16, 2010 
The customer complained the CA did not remain. transparent. 
Category: Other (CA/OPR) . 
Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer 
Care Center. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager 
would follow up accordingly. 
Contact Closed: April 19,2010 
FCC: Transparency 

MAY 201o- Nothing to report 

PA·FCC2010.docx 6/li/2010 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

210 October 2012 



Pennsylvania CTRS 2010 FCC-Complaint Report 
611/09 to 5/31/10 

Captel--Complaints 

Inquire Date 101712009 
Record ID 20197 
Call Taken By Customer SeTIIice Rep 
CANumber 
Responded By Tina 
Response Date 1017/2009 
Resolution Date 10/712009 

Captel--Complaints 

Inquire Date 1125/2010 
Record ID 20747 
Call Taken By Operations Mgr 
CANumber 
Responded By Diane 
Response Date 1125/2010 
Resolution Date 1125/2010 

External Complaints--Miscellaneous 

Inquire Date 3/1712010 
Record ID 20973 
Call Taken By Customer Service Rep 
CANumber 
Responded By Tina 
Response Date 3/17/2010 
Resolution Date 3/1712010 

Customer inquired if requested CapTel information had been mailed. 

Customer Service verified that the information had been mailed and 
explained that if it was not received in the next few days to contact 
Customer Service. Customer understood. 

Customer stated that when placing a call through CapTel they receive 
a bill for long distance and the call should not be long distance. 

Assistant Operations Manager verified the number the customer was 
dialing and stated that because of adding the "1" plus 10 digits that 
this could be why it is billing for long distance, but directed customer 
to Cap Tel for follow up. Assistant Operations Manager put customer 
in touch with Cap Tel customer service to resolve the issue. 

Customer stated that they have a second line for their CapTel device 
but they are now receiving calls on that line that are from 
telemarketers. Customer inquired what they CO\Ild do to stop those 
calls. 

Customer Service apologized and stated that the second line is the 
same as any other phone line and if they are receiving telemarketer 
calls on this line they can register the line with the national do not call 
list and also may contact their provider to set the phone as unlisted. 
Customer understood. 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013 - 2018 

211 October 2012 
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FCC Docket No. CG 03~123 
TRS State Certification Application of the PA PUC for 2013- 2018 

October 2012 
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FCC Docket No. CG 03-123 
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PA PUC Docket No. M-2010·2182387 

Trackmg # Date of T1me of Call Agency State Agent# Category# Nature ofComplamt Explilnahon of Rcsolulion or Status Date Resolved Rep. 
complamt Program of Compla1nt h11tials 

-----------· 16746 2/B/2010 I :OO:OOPM Service NA 11030 

16656 2/1512010 11:30:00AM Prod~ NA 33050 

171551 3f.l/2010 10:2C:OOAM Product NA 33050 

174961 312212010 3:30:00PM Prod~ NA 33050 

17599: 3129/2010 10:00:00AM Product NA 33080 

•17612 3129/2010 2:55:00PM Product NA 33080 

17757 4nno1o 10:15:00AM Product NA 33050 

17774~ 4/812010 B:15:00AM Service NA 11030 

17929' 4/1612010 4:20:00PM Product NA 33050 

17982 412112010 10:00:00AM Technical NA 22090 

179891 412112010 12:45:00PM Product NA 33080 

18509l 5n412010 9:00:00AM Prod~ NA 33050 

Accumcy of captiO/UI Customer shared feedbaCk regarding aCQI!liCY ot capUDml on 2/!112010 1:1~00 MF 
her caa. but did not proVide speciftc call data for"" to PM 
lnvastigate and follow up with Cal Cenler pemmel. CSR 
suggestad !hat w custOmer can provtda us wllh lha dele, I me · 
and CAll of any fulllra cans this wiU·altow us to lBka speelti¢ 
action with the CA captioning tha catt. CSR thanked cuslomer 
for 8lCJlraufng her c:oncem and customer acknowledged she 
undetS!Dod what we naed for us to fOUow up, n customer 
wishes. Customer has not provided 8I't/ additional detail 

Dial Tone·Notheard Customer reported no die! tone. CSR advised a physical rase :111512010 Jl 
lhls resolved the customefs expedenca.· 11:40:00AM 

Dial Tone. Not heard Customefs diiU!Ihtet called referanting leek ot dial tone on 3/17no1o 9:30:00 MMo 
CapTel200. CSR edvised parties to perfonn phvslcel and AM 
elecltonlcresetUng or I he phcne and/or test phone et an 
auemate wall/ad<. CSR offered to work with a third party at 
c:uilomefs loc:atlon, however, customer declined to lur1her 
~oubleshoot atlhls time. 

Dial Tone. Not heard Cuslomefs helper reported that the CapTel phone is unable~ .'l/W2010 3:45:00 KS 
place outgoing captioned calls, CSR advised physical reset o PM 
the capTet, which resolved c:ustomefs experience. 

Dialing Issue • Can~ dial Manager at customefs Uving faCility called and slated that 3/2912010 MP 
outln caption mode ciiSlomer Is unable to make cans from her Cap Tel phone. CS 11l".20:00AM 

advised lha mansger to perform en electtanlc reset of the 
capTal phone. Conftmlad lhls resolved cuslomefs exparlenc 

Dialing IS$UG ·Can't dial Cust<lmafs daughter reported lnablllly to dal out Duling 3/29/20103:00:00 TJ 
out In caption mode lloubleshoollng.lhe iSsue corrected lltelf and customer PM 

confinned successful outbound captioned call. 

Dial Tone· N<>l hoard Custcmefs deughlsrcatted and staled that 1het8 waa no dial 41712010 10:30:00 MP 
tone on cuslomefa CapTel phone, only a faint buzzing. CSR AM 
advlaed cuatomafs daughter to perfonn a phyatcel roseto! lha 
CapTel phone. Confirmed this resolved customer'• axperlana 

I'OOX8ey of captions Cuslllmet stalaa they like lhetrCapTel phone but sometimes ~0108:35;00 MF 
she needs to •reed between the lines.• CSR explained how 
c;~pUons are produced uelng voles recognlllon and how word 
corredlona ara Inserted In bracl<ets, CSR shared how wom 
lhet sound the same could be_generated. CSR reoommended 
that the customerdocumenllha CNI, dates. timu, and spaclfi 
exampleUf cah where she had dl!flc:ulftea With the accuracy o 
hercapUono. 

Dia!Tona-Notheard Customer repOrted no dial tons. CSR ad~loed customer to do a 4/1612010 4:30:00 T J 
physical reset connnned lhls resolved lasue. PM . 

Olaconnact/Reconnect Customef~ friendlndicatad lhalslle Ia 8lq)Ortencing 412112010 MF 
durtng caBs c!lsconne'cllons and inlart&ranca on Cap Tal captlonad cans. 1o:25:00 AM. 

CSR sent customer Information explaltting lha dl~erenca 
between a CapTel and a lradiUonal phone. Elcplelned to 
CUilomerwhy disconnecVreconnect might be occurrlng and 
sant email w11h Ups to reduce lhelr occurrence. Also advised 
hOW lha use ol call waiting wllh a1-Une Cap Tel phone can 
contribute Ia dlaconnecVreconnect Jncldenees. 

Dlallnglasue • Can't dial Cuslomefs nephew ceOe~ and otsled they had had a bad storm 412112010 KW 
oulln caption mode and,_ the Cap Tel has a Ill up screen that Ia "frozen' In lha 12:SO:OOPM 

'Waiting for Captions• mode. CSR advised customer to pllffon 
a physical reset of lha cap Tel phone which resolved the 
customa(s expefienca. 

Dial Tone. Not heard c;ustomer's daughter reported there was no dial tone on tho 512412010 9:10:00 Jl 
Cap Tal. She perfonned a physical reset and Issue was AM 
resolved. 
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COMMONWEALTH OF PENNSYLVANIA 
PENNSYLVANIA PUBLIC UTILITY COMMISSION 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 

June 24, 2011 

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

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

Dear Ms. Dortch: 

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

M-00900239 

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 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-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. 

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 

Rosemary Chiavetta . 
Secretary 
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JUNE 2010 

PENNSYLVANIA RELAY SERVICE 
ANNUAL CONSUMER COMPLAINTS SUMMARY 

JUNE 2010- MAY 2011 

TTY June 25,2010 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CA/OPR) 

··_.at&t 

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, 201 0 
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·FCC201l.tlocx 6/19/2011 
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Hi\MI~J!:N· 
TUHOMIIIUNICA11QNS --.,...---.,..---------------,• 

June 16,2011 

Rosemary Cbiavet1a, Commission's Secretary 
Bureau of Directors Office 
PeMsylvanla Public Utility Commission 
PO Box3265 
Harrisburg, PA 17105-3265 

1001 Tweltlh S!reet • hliQta, Ntbras\;8 ~Sie 
VOICe 402.694.5101 • TrY 600.621.1834 

too tree &00.821.1631 •lex 402.694.2848 
e·maU: ln!o@ruunihontGI.com 

web sile: \WIW.hamUlontel.com 

RE: TRS Consumer Complaint Log Summaries for June I, 2010 through May 31, 20 ll 
PA PUC Docket No. #M -2011 -2246101 
FCC CG DOCKET NO. 03-123. 

Dear Ms. Chiavetta, 

Attached you will 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 
I st. 

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 
20 I 0, Hamilton is again planning to compile this information for you and will suhmit 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)(ii) of the FCC's rules for the time period June I, 2010 
through May 31, 201 J. 

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

Th~\1A1 ) J,..,.~ ') 
a!t~ll' XM-V(f'-:--" 
National TRS Contract Manager 
Hamilton Relay 
I 00 I 12th Street 
Aurora, N E 68818 
402.694.5101 Voi~mv 
402.694.5037 Fax 

cc:. Eric Van Jeschke, Analyst 
Pennsylvania Public Utility Commission 
Bureau ofPixed Utility Services 
Telecommunications Group 
P.O. Bo~ 3265 
Harrisburg, PA 17105-3265 
VQ.iqe. (~I?) 783-3850 
ejesc hke@state.pa. us 
FAX (717) 787-4750 

Enclosures 

RECE\\IED 

Telephone • l.ong Distance • Internet • Information ~stems • Contact Center • Man agee;{ HosUng • Relay 
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11:10:00 
:236293 212/2011 I'M Pnooe SeMce NA 

11:30:00 
235745 2/212011 AM Caplet SeMce NA 

11:45:00 
235759 i=t»1 Nl. Phone serviea NA 

i'J 
i'J 
0 

12:05:00 
-I ,., 235780 2/212011 PM Phoneo Semce NA 

Vl 
Vl ..... 
Qj ..... 
C1) 

n 
C1) 
..... 

12:1$:00 
235787 212/2011 PM NA Semoe NA ..... 

:;;; 
n 
Qj ..... o· 
:::l 
)> 

"C 
~ 

12:1$:00 
235789 212/2011 PM Phone S..rvice NA 

r;· 
Qj ..... o· 
:::l 
0 ..... ..... 
:::l"-n ro n 

236290 2/212011 1:4q:OOPM NA SOI'Iice NA 

-on 
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"00 
C n 
n~ .......... 
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11090 

11090 

11090 

11090 

11090 

11090 

11090 

PAPUCDocketNo. M-2011-2246101 
FCC Docket No. 03·123 

Cils!DG~erreporte6th21 r.ercapret Is notworl<ing. and lhatshe c:anno1 c!1al oul CSR amisedcusiDmer 
~cn212/11 CapTors atalfingv.asalleole<! byb.'lzzanl-...csRapologlz.edfor1he 
inC<>nvenionOetllU; <auSed81\d advised <la)ing on lite r .... fot'uw niO<I-eo&po'onisl Canter 
locallOI'Is In Madison andMawau~ree wet9 under astate of·-81\d<lvil dengetvroming. SoU> 
centetS """alnad open arnlfiB!<Iod calls non..wp. SoM<:816Wis ~ 1101 metforlho clay duG lo delay d 

Senrice· arrs.verlime. The o!aleofemei'Qency onded on 212111. S!alfing capacilywas-oted. CSR conflcned 21312011 
Genetal will\ CXIS!omet1hey are able totnake81\dteoolvecalls ina liMO!Y mannor. 9:45:00AM 

~lncA<ated dlspllly•v<~o..,mg"Cap!!o!>seM<eflno~dnginQ". CSR adllisedOJSIOilletlhaiQ! 
2/2111 capTersoWiingwa$ al!eaed 1>y blimnl ~s. CSR epologlzedforl!l& inoonvellionoo 1111' 
.,.....,. 81\d acl':i<ecl$1ay;ng on 1hO lklo forlllene>tavallallle<:apUonlSI. Caoterlocolions in Madi..., ~ 
M~--UOciOtaSIO(eof.,..ergency and eM! ~""''''nit>g. SolllcentetS rema!necl open an 

212/2011 -dcali&r.QMtop. s.Mce i<IVIlls wete not melfor~day due to delayed answer time. 'lire •tal&o 
S..mce- emergency eC\ded M 2121'11. Stalling capacity wasi'O$I<Ired. CSR CO<If.rmed Willi ""*<netU..y .,.. ab ~1:35:00 
Genetaf 1o m3l<e an<1""'"""' coils In a timely !1\81'1001'. AM 

CO!lerteponod seeing "Cap!ioni11g SONice I• Ringing" when trying 10 p~o<:o caBs. CSR -• c:ustom r 
lllol onW11 C.pTel's $\aflingw .. atleoted by bli=Al ccncliliom. CSR epo!ogl2ed forlhe 
-lhisc:a"""'and ad,...datsyingonlholine forlltenoxtavaiiG!llecoplionlsL Cente< 
loc:a1ions in Ma<r...,..and Mi!Haukee-UOO«a$18te of•motQenCY and .:ivli d811Qerwamlng. Bo1n 

~~1 """"'"-open and fielded COil& non..wp. SeMoo-werenof mel fortneday due lOGe!~.!' 
seM<e- .,.....,.lime. The e!ale of emergency ended on W11,Sialfing copacilywas restored. CSR confirmed 11:5():00 
General wfth.(U$WM8tthey 8fe able tomeke an<li re~lv& cans in a timely mannet. AM 

Qo;torne<reponed Ol<Fed!!<l(lng a lonQOt t1>an n0l11Jalwait1cr a capt!or>st CSR advised =lOir...-"'!' ~ 
212111 Cap Tel'S ol8(mgwasalfeeled by blittald conclilons. CSR apo!oglZed {Of 11u> incoswerienca · 
cai>$ed and- •IO)Sng on the ftne forlhe nextavaifall!ecapflonlst Canter-oosln Mecl',... oo 
Milwat*e&were anderutate of eme«genc:yand cMl dangerwamng. Soih contelti remaUle<lopenall< 

212/2011 field.ed call$ nG!Nitop. SaMcelovel&we<e not mel rorlhe day duo todelayedonswerume. The~.::: 
Semee- ~~endodooWt1. Staffingcapacity"""re•!Oted. CSRo>nflnne<lwilh<U$10mor1!lEI] ore n2:10;00 
General tomal<e and remacaUs IRa !imely manner. PM 

CuolomerJO!)Oited ... ing "Caplionlng s..M<Gl$ R;ngOQ• w~en l<)ing 10 plaCe callS, CSR advl&ed 
CllotOmetll>alcn 212/11 Cap Tel's $l8tling was alfetled by blizzard conci!Gons. CSR apologlze<lfor 11>o 
int:onvenience.l:hls c:tUied #'d advised .staying on UUlltne. Cotttl•n~ava11eW&~cni1t. Center 
IOC<ItionS in Madison and M-w01C!.un<ler aOia\e of emergency and civlldongerwoming. aou. 

i1212011 oettt=<emalnod open andfield8d calls non-s~J>(>..Semeelevotsw..., noimetforU>eday duoiO delaY 
s.mce. answerllnle. The Slllte of emef!l'!!\Cl' ended on212111. Sl81l'.ngc:opsceywas reolonl~. CSR conlicmad 12:25:00 
General wiDt """""""'tlley are able to ma.lre an<! t'eQONe<:OIIS In a !imely manner. PM 

Cuolomer,_d capFio<>s were not comns onWillt2..1Jna mo~e. CSR called and lett &li>0$$8ge!O 
1M c:uotomeron hetenowering mac:hintl per tile <:uslomef< ~uesuo hornuswndo>utd le~ hariho 
SllUedon. CSR<!dvisedcustomarihaton 2121'11 CopTEI's $!affingwas al!etted by blizZord concliflons. 
CSR a~d forlhe in<:<mveniencelhiscaused and adwlsod olaying on U>slina for U>o (IOX(evaifallt 

~~1)11 caplionlol. Center locations In Madison and l\liiWauKee were<JIIder a state of emergency andc:Ml d8tl9 

Seri.<:e- =~-=~-=~=o:~.:'=:~~=-:===~::.~~.=~ 12:20:00 
Genetaf CSR conlirmedwid>cu'*"""'f!toy"'e aoleto mol<eand receive calls in a timely manner. PM 

Cu<loroerscaretill<etrepotletl !he CapTet ... ris having diffccoi~Y meklng acaplionedcoP. CSR a<Mse 
customer mot on 212m CopTers ~was affected by-eondilfons. CSR apologl2edlor1he 
illoo11Venlenca1hls <:80Sed and a<Msed sla)iiogoo t1te Une ror lltenexlavalfallie captionisl cenw 
loc:a1ions in Macf.-aa<JMttwalfleewe<e un<lora<tale of """"ll"""Y and cM1 clangarwamlng. BoUt 

bo11 Sl!rlllce- ::':.':.::~!:~:=~~~-.:..~~:.::.~:-~= 
General with(tJS~~Y~~-at3te~me~~~~~.c&llsinalitne~manner. __________ 9;5Cl:OOAM 
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235921 21212.011 1:45:00 PIA EMail Stuvlce NA. 

235894 212J2011 2:05:00PM Phone Stuvlce NA 

235907 W2011 2.1S:OOPM EMail SeNice NA 

N 
N ..... 

--1 
236031 21212011 2:40:00 PM EMail Senrice NA 
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Cus!Qmttno!O<I inalli!lly to call art wil~ans and receMng"Coptianlng SoMOa iS Rln~g- PIO<I'P~ 
CSRadviS<!<I cust0Jn1ll"lha!Ctl212111 Cs;ITOI'sslaffitf9wasaffecledbyl>izzard oorufllions. C$R 
~;ar1he ~ lh1!>"""""" end advised SUlyingonlll91lnelorUlOaex!IMiilab!e 
~~ CenlerJocaUonsinMacfGOnan<l t.mwaul<ce we<e undof a.slaleofeme'V"II<Yend<ivil<llltf9 

Smioe-
;~ 8olh center> remainll<l OP".n and fielded calls oon-p. Sel\<ire revels were 1101 mettorthtl da 

uolo delayed 8!1SNI!rfme. The state ol-ney ended on 2Qit1. Slaffit19 oapedty wasmota!O<l. Go.,...,, CSR coofttnedwifl\ cus::cmer\hey are ab!e. to m:a%esod re<:etve ealbtn a lfmaly manner. 

c..tcmof•lwlpot reported !hOI customer is unobte toma!ce 0< ~ caplianO<l calls. CSRa<Msed 
CU$1Qmerlhatcn112/11 CopTers $1011""'9 wasa.~eaecs by !>lilZal'l condnions. CSR apQICgiMd f<lrlh<l 
inoonvenlence lllis caused and a<M$0d o!Oylng on lh$1!110 for lho nelii!Miilallle caplionl!i1.Cenle< 
loc<~tfoOO in ~endll.il ... u!<MIV""' undtta Slali>Cfetni!IS"n<y anCI ciliil dong«W$41\lng. SoUl 

Sel\liee-
eonle<S-.., 01>"1> andfieldll<l cauo non-swp. s..neetevels werell<ltmet for !he day d<lelodeloy """"''fme. The state of emecgeney ende>1onWt1. Staifing ~ty wos re$!0re<l. CSRoonfumed 

General wilhCJstometl!ley areab!ero ma!cemd recei, .. tolls in a limoly """""'· 

CUSicmerl\lf'O(tedseelng "Ga;>UOnlngSONioe Is Rlnglng·whelllfYingiO place ca8s. CSR adviSe<~ 
C:USIOo"ll<fihalon112/11 ca;>T..rs slaflingwas aKected by l>izzal'l <Xl!KiilloiiS. CSR apolOgiZed forth& 
Inconvenience 1hiS caused 2nd am;seG>~aylng on 111e line for Ole next availab.'ecaptlonist. C<!nter 
locallons In ll.a<llsolland Mliwaul<eewere uncleraslale of em-ncy and civil danger wam!ng. Bo!l1 

Servioe-
CGO(m'S remained qpen andlle!<led calls n ..... top. Set~~!ce levels more not mel for !he day dtre ~~ 
OI1S\112r time. 'Jbe Slate CJ1 eme<gancy ended en 212111. Staffing c:apacttywasre&ore<l. CSR CXlnftnned 

General wilhaJstomettney ere allleto makeandlllceiVe calls in a Umelymanner. 

Customer reporte4e>q>etien¢ing atongermanll<>m1al wmt lot a ceptlooi~ CSRe<!Vi>cdQJs\omerlha 
en 212/11 CopTers slafting was otrec:le<!l>j llli%<<AI c:<H~di~ons. CSR apolOgized for u.. inO>Ovenlelloo 
UliScauall<l and adVised staying on lhe!ine forlhe """'!Miilab!oc:apuon~ Cenie<lotatlons in Ma<llso 
and MilWaUkee were Ulldera Slale.CJleme.gency andcM! <lallgetwamlng. Both conte<S ....,.;na<l ope 

Sel\lice· 
andfelded <OliO nat>$1op. Smioe!OIIeis wete n<>lmetfotlhedoy dUelo delayed answer Um"-'!he •ta 
ol emergency ondad4n 212/11. Stofliog capacity wasr .. IOO!d. CSR """li<medwiOl customerUley ""' 

Gene(a! liNe to tna101 and tet:eiw cellO in a limely """"'"'· 

Cus!omErropor1ed o><pen"entingalongertnan """""'watt for a cap:ioniSL CSRadvi$a<lwstome<lha 
onW11 Cai>Tel"sSIIIfllrlg was a11e<1e>1 by t>r1Z28111 <:ondil!ons. CSR apotogizll<l rorlhe inconvenience 
tl1lS caused anda<MsedS~ayi<lg on 1tte noef01Ulenext aVOllab!e <;3J>Iioni>L C<!nterlocallons in Ma<liso 

=~=-':~':'~::.=::%t":~r~~'==~e:=or~:: 
Sel\lioe- =etgency enda<l on :112111. Srafling oapacilywa$r .. lo<ed. CSR <X>nfinne<! v.iOl.......,..rlr..y am 
General to malceBrtd recelVecall$in a 6mely manner. 

Cus'.ornors help&rrepor1ede>q>eriMcingalonge< 11tan normal wait for acapUOniSI. CSR acMsod 
customerlhal on 212111 CopTers sraflingwasatlec:!O<I by blizzar<lcondilions. CSRapologl~ for the 
ino:>nveniencelhls oaused and acMse<ls!a11ng on 11\e line for Ulene>d!Miil•blecapUORlsL center 
looalionS ill MadiSon and Mihvaul<cewot$ under estate Of emergor.oy and ciliil <langerwatm1g. Bo!l1 

Selllioe-
eonte."S remainll<lqpenand tiol<te<l calisnonoSIO!>. S""'icetevolswem!IOI mellor !lie day due to delay 
answettime. The state 01 emergeney en~od on 212111. Stalling oap11Citywas resii>Ced. CSR conlirme>1 

General wilh cuSIOttiGtlhey am ablelC>mal<o and receiVe can. in alilnetymoM..-. 

Customer reportll<le.pmierlcingalonger tnan ...mat watt f« acep1ionlsl\'lllon 11)1ng 1o place calls. C 
advised QJS(omorll!atonWI1 QlpTel"s st;lfing w•• otroe~e>1 by blizzatd conditions. CSR apologized 
forlhe tnoon11Btlience1hlseaused and advised•~ oo me fino forlho nO>:! available capiiOnlsl Cen 
loo81!ons In Madison and Mlt.vau~<eew""'""derastate ole"""1j0flcy end<ilrildangerwamtng.Bo!l1 

SeMce· 
centers~emalnedGj>O!tandllel<!edcallsoon·SIOP.Se!llicel6vel•womnotmetforlhaday<!ue~~ 
eoowetlimo. The :stall> 0:..-nesger.cyended onWt 1. Slalfing oapaoil)'was RISIO<l!d. CSR conlitmed 

Genetal willl CJSIOmelllley""' abtero mal<e and receiVe calls in a dmtly manner. 
~<lauilbler"'flO<IedlhotOIIew .. sel&lgamassago·cap6on .. M<elineiSringing"<~nd 
outgoing <ails were nctgo!nglhrCugh. CSR a6viood CIS!ornOtlhat onw11 CopTer. <lolling was 
a!lededbybliz:tani<:Dndilio<ls. CSRapologiMCI forlhai~Oll•cauoedandadlrisadotojlng 
on the line lor lite ne><~avallab1eeopliooi$L Center location& in Madison amr Mtt,..ul< .. weretmaor a 
~·of ~cy and dvi\dang<rwaming. Botl>coniGtS ,..,..load open.andf!OldGd eall$ non•slop. 
Service UI\."OIS were not melforlhaday dUe todetayedat~SWe<ijme. '!he stat• of ernl!f!leneyended~ 

SeMc:e· W11. Stamng <=paalywastostored. CSR <»<<f..,.., wilhCJOIOI\10rtney- a!>lel<> make am> n>c:eiv 
Gen<lml callsinatimelymannet. · . 

r 

21212011 vlithin24 
2:30:00PM houcs MMo 

bon within24 
2:10:00PM houm .iM 

d 
21212011 wilhln2.4 
6:15:00PM hours TJ 

2/2J2011 wilhin24 
4:15:00PM houtS TJ 

~11 willlln 24 
3:0S:COPM hour.! TJ 

koo11 wilhin2.4 
3:05:00PM hours JH 

R 

.. 
bo11 llrit!IIR24 
4:50:00PM Murs JA. 

2/Z/20t1 wilhin24 
!QO;OOP~ hou~a ~··--
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23625'8(21312011 9!15:00 AM!EMall 

236282121312011 9:35:00 AMIEMail 

10:20:00 
236344121312011 MJ ICaJ>Tel 

10:45:00 
236389121312011 'AM ICapTel 

10:45:00 
23570812.1'212011 AM !Phone 

12:00:00 
235171121212011 PM !Phone 

236569121312011 2:50;(10 PMlcapTel 

22526511212012010 14:05:00 AMIPhone 

Servic:e INA 

Serviee IMA 

Sesv1ee INA 

Sel\'iee INA 

Servloe NA 

1SeMce INA 

Sel\ice INA 

!Technical INA 

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

11090 

11090 

11000 

11090 

:service· 
Gen<o<al 

s.rvice
General 

Selllice· 
GeneM 

'Service
General 

Se!v!oe-
0800.11090 !General 

SeNlce-
0800-11090 ~~~ 

Sar.ite-
0800-11090 !General 

,Customer repo<~e<i seeing'CepliOningSeMce ;s RingiOg' "11en trying., place callS. CSR adViSed 
'=tomerlllal onW11 C2pTei'$SI:IIIlngwas-by blizzai<I<XXKiirlons. CSRapotogized fortM 
ilnconvonienoo tlrio cati$Od and a<Msed s1Q)'Jng on thefinol'or lllo """'available copUOniot. Center 
Jocallono in Madison and Milwaukee we<e under a state ol erne<geney and eM! danoerwamlll!l. 8olh 
oon181$wnafne<jopenandfieldedcalls riOlK!op. Servk:l>l01re10were notmellortheday dU9~dolayu ·"""""'time. il1a slele of emergency ende<l on 212111. Stalling capacl\ywas reslo<ed. CSR con1in'lllld 213f2011 wilhln 24 
:willlcmtomenfleyJII'eabletomaKeand-.ecalloinatim<l!l'mannor. · 9:2G:COAM !hours IMD 

iCusiOmet repor1e<loeolng"Cap!fonnngser.ieo lo Ringing" when trying to place call:l. CSR advi$ed 
,QJS!Omerlhat on2J2111 CopTer.sslafting woo allocted try -..a--CSR opologizl>d lorlho 
'inconveniencell>ls """~and advise<! SUiying on the line lor the t10<13Vallablo captior.i$1. Conlar 
I~ In Madison and Milwaukee were under a olal<! oft<T.ergeney and <lvilctangerwom!ng. EfQIII 

=-d open and ~elded caMs non-olop. Str.icel...,ets ware not mel for the day due to delaytd 
Gma Tha.staloof emergency ended on2J2111.Stafling capo<:ily ""'" mtor~:cl. CSR c:onlimled 21312011 wllllln 24 

'Yiilh QJS!Omer they araableto make and receiVe caRs in atimoly mai1!1M, 9:40:00 AM lbouJS IMO 

iCns\Qme(o<faughler- 11\atall day on2J2111 sll&was- to reach her la111erYiitll caplionsand 
oM kept r~ving a m0$$3!)6-pleaoe 1~1« menextavall81lle agent•. CSR a<Msea customer that or 
2J2111 capTersstolting wasallocted t-11lli'a.2rd condilions. CSR apologized tort~& 11\C>nYe.'llence 1110 
"""""""''ll!ed'lise<f $14ylt\9 on 11\a rrna rortho nextavallablo caplionloL Cen!W'IocelionSinMadisonat 
;tofiiWau~-· under a Stale 01 M~erQeney and d'lit dangerwamlng. Bothtentem remained OJle1l an 
1fie!dedcaRo non-orop. $eMce18veiS were nolmet forme day- to ®laye<i31lSW&rUmo. il1a Slate ~2/312011 
~emergency eroded on2J21n. StalfiJ!Qcapacilywas restored. CSR ~wlrh CUJiiOmet IIley..., a 0:25:00 !within 24 
:toma!<eandr~vecauoll\atitnelymamer. ' AM ltQun; IMF 

. • CustOmei' ~expcrienc::il1g a longer than nom»ll\\'$1 (or a c:at1fionlst CSR aa:Ylsetf OJ$10met that on 

!:z'..:.,C:.i~.;.':s=!'::":.!Yr=!:="R.~Pl!O~~:~.:io,."':';r;'=':, 
IMttwau!<eewere """"'• slete ol..,..,.gancy and~ danger warning. Bolh cant.,. remoinl!<lopen ~ 
!fielded coli• non~. Service l~vetswo"' not met forllleday duo to c!e1ayed ar~SWerdma 'lila stateol 21312011 
,emwgeney ended on 2121'11. Staffing capacity wao<0410red. CSR confllll\ed Ylilh custoMer they are a 11:00:00 j•,.'lhln Z4 
lotnal<eand~caiiSinatimolymanner. M1 hOurs IRC 

,DaughleroiCapTol user repor1e<l no ceptlons on 0011& 2J2111.CSR advised cuslomerthat on2/21'11 
:capTersstaMngwas allocted by bliZZa1d ccn<!l!lons. CSR apoJogiz.ea torttle incono.'enlence thi:scall$0 
and ed'lise<fstaying on 1118 iltU>for 111e next avail®le caplionisl. CenterrocaBons In Ma<lison and 
Milwatll<eeweteunder a state ot emergency and eM! ctangorwasnlng. llolll centers <111118ined opon an 
,flt!ded callS non-olop. Ser.ice le-wereoot met Jorlhe day due to delayed 8<I$W8f lime. Thulate:tf 2.1'212011 
iemargancy el\l1ed 0112/21'11. Stalling capadtywas restored. CSR OO<l!i<med Ylilh customer IIley are ~0'.55:00 
,\o.....,sn<lrecoivecallsina1itn<ly11l81Vlet. AM 

Cuslomer ceponod expenon<ing a longer l!lan •••m:llwa~ lora caplionisl. CSR •-custometlhaton 
2l2111 Col> Tel's Slajfingwas~ed by !>izzar<l condl&ons. CSR opologite<llorthe ~ncetlll• 
'caused MdadVI$0<1 ~ng 011 Ulelinefor 1ll8 noxt OWiilabla captionlst. CesW'locoUCll'l$ in Madison"' 
'l.ll!waukeewere under &$101eof .,.ergeney andciodl dansorwaming. Bolll contarS remained open a~ 
,Uel<!e<l caUsnon-olop. SOM<o>l...ets wer<>nol mot tor the clay duelo<letaye<lanowertime. il1a state Of 21212011 
;emargency endod en 2Q/11. Stalling capao"lywasrestored. CSR oonfimle<lwlth customerl!leyare all! 2:05:00 
to make and roce!Ye caltl:in a timet,. mannet PM 

iwill1ln24 • 
ho""' IJS 

,withln24 
bouJS IJt. 

CUStome!'~ expetfantitlg a longer l/la1l nonnaJ walt wnen trying 10 place calls. CSR advfse<l 
'=tamer thai on 2121'11 CopTersstafing wos a«e<IO<I bY blizzal<l condlllons. CSRa9Q!ogi):ed IOrtha 
ill<>lll~nlonce t!ll$causeda11<1ed'lise<fstaylng on (ha iltU> forllle nextavail8ble~cni'SI. ee
,(~ns in Madison and Mill<aul<eawe~e under 8$16\oOf eiJ1elli!I'IOY and cMl dangerwam!ng. iloltl 
:~remained open and 1lelde0 calls 0011-$10p. Service levels wem not met for It» day due to del~ 
'answer~rne. The .slats olell\OIIlMOY endecf on2J2111. Staffing capac;i!yvl8or0$\0ied. CSR confiii\\C(f 21312011 jwMII\24 
.wlthrustonterlhey are able to roal<earul180&iYe calls in a Gmely manner. 3:00:00 PM houl$ IJA 

eu.tomer's gtllllddaughtet reported !he laQ< ofcapGonswhenattempJJng to make a capUoned 
call. CSR apologized lor this <>><Pertence and notad lhefewaa a technical <fdlicully at the~~ 
cenrercaU$itlg calls to be placed in (lUBUe and SICPerience UI1USUally tang wail times durtng a 

,Technical- jfive hout lnle!Val. An extemal e<&ulpment vendorcorrecled !he mat\er. CSR confirmed lhe 11212112010 jwllllin -cs 
0800-2.2990 !General <X!Siomer is now able 1<> maKe !heir captioned call suoc:essfulfywillloutdelay. 9;(10:00 AM hooro IKW 



22494$ 1212012010 3:30:00PM CapTe! Technical NA 22990 

224949 12/20/Z010 3:30:00PM NA Technical NA OS00.22990 
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Customer~rienced "wai6ng for Cap Tel operator" wMil attempting to make a capUoned call. 
CSR apolo~edforlllis experiem:e and noted4here wa& a technical difficulty at11le Call Center 
<:1J11Sing <:aDs-to be placed in queue and ""'"'"once unusually 10119 walt times durlng a five hour 

Technical· interval. An external equipment vendor e<>lteded the matter. CSR e<>nfirmed lhq.customoris 
Genend now able 10 mal<e their captioned call successfully without ~ay. 

Customel's daughter,.ported tile need "'""ltlor an ope....,. when a~empting to rl\il~e a 
e>Ptioned call. CSR apologi:Led lor tllis experience a(ld n<~ted tMre was a teel\nlcaE dlfflcully at 
the Call Center causmg cans to be placed ln queue and experience unusually long~ times 

Technical· d<ltln9 a1ive hour interval. An external equipment vetldoretureeled the matter. CSR oonfitmed 
General itheOJStomer iS now able to ma1<e their captioned can successlullywilhout delay. 

lw.tomer "'POO.~ mat She cannot r<>Qewe capli0/1$ on mrom;ng or outgoing caus • ..._.,". 
~d for this experience and noted thll(Q Wll$ a technical d"lftlculty at the Call C<!nler 
causing ~lis to be plaoed In queue and e>Perience tJIMliJally lang wat1 times during a live hour 

'rethnlcal· laleMIL AA extemat equipment vendOr colrectecl the maaer. CSRconfitmed the <UStomeris 
General now able to make tho;reapUoned eall successfullyVIi\haut<lelay. 

Customer reported being unable 10 receive cap~ons on lhe CapTe! phone. CSR apologized for 
thisexperienoe and noted lhere was a technical dlfi"ICUII;( at the Call Cenlercausing Calls to be 

Technical- place<lin queue and experience unusaa]\ylongwait limes d~ a fwe hotlrintel'llaL An extemal 
General equipment vendor <:OR"eeled lhemal!e;. Customerconfinned all is now well. 

1'-""""'errepOillllg U\ey jY$1 $elup tnetr new vap et ""'all> u'"""" 10 get capttonson Caito. 
The.y see "captioning line is ringing• and no captiOns appear. CSRapotogfzedfor this experience 
ond noted lllerewas a teel\nlcal" diffl<:a~ily at lhe Call Center<:auslng calls to be placed in queue 
and experionce unus!Jlllly tong wait Umes during a flve nourintetval. An external equipment 

Teel\nlcal- vendor eorrected lhe matter. CSR coo firmed tne<:tJStomerm now able to make lhefrcaptioned 
GenetaJ call suo:essfuily without delay. 

Customer reported the need to wait f.or an operator when attemptfn,g to Make a captioned can. 
CSR apologil.ed far this eJ<perience ond noted then> was a technical difficulty atlhe Call Canter 
tal!Sing calls to Ire .t>lacad In queue and expe~ence unusuar.y long wait limes during a fwe hour 

'rechnicol· interval. An extemalequ!pment vendor <Otreded the matter, ~ oonfitmed the customer!$ 
Gen0131 now able to make tlleircaptioned call suecessfully without ~ay. 

CUotomer emailed to repo1t tllat $1\e saw "\vaiting rorCepTet operatot" when attempting to pJae< 
a captioned can. CSR apoi<J912ed for this eJ<perience and noted lllere was a lecl!nlc.al dlfflaJ!ty at 
the CalrCenter<aUSing calls to be placed In queue and experietl<;e unusually long wait Um"" 

Technical- <luring" fille hourlnteMII.An exteinal equipment vondorOOITeded the maHer.~ o:onfitmed 
General 1M customer is now able to ma1<e tlleir capfioned call ou~nywilhoutdetay. 

ustomlll" repolte<l ooms una b ... to e<>nnect W>ln capijons ........ apo og .. eo «>ellliS expenen<:e 
and noted tllerewasa lecl!nlcal cfifti<U~ at the Call Center causing calls to be placad in queue 
and experience unusually long wait time• dudng a five hourinlenlat. An external equipment 

Technical· vendor e<>rrecled lllemallet. CSR o:>nflrmed the OJStamer Is nawablelo mal<e lheir eapUoned 
General can suceessluUywllhout delay. 

CUstomer repotted incoming callers hear a~· stating. "PlBa$e Mid ror the ne>t available 
opetii!Qr". CSR apologiZed forlhis experience and n<~led there was a teel\nlcal dilf«Uily at lhe 

lreel\nical· 
Call Canler<aUSitlg caDs to beplaoed In queue aM ~~ence unuoually long we« times durin 
a five 1\0urinteNal. An extemal equipment \'elldorcorr~ed lhe matter. CSR oontllmed the 

General <Ustomeris now able 10 reoetve captioned caU sucxesotu!ly wllhout delay. 
.....tomet$ nie<e oontacteg "'" uve Help thai n..-aumwas llavlJl9110ubles ca~ng out ana 
rec:eilling calls. but w... able to ma!<e one call 1hen. CSR apologized for this expiU!ell<:eand 
noted uten> was a tedlnieal diffiCUlty at lhe Call Center<aUSing calls to bepla<eQ In queue and 
experience unusually long waR times during a five hour inteMll. An external equipment vendor 

Tecltnicat- COIYOCied tha matter. CSR confirmed 1114 euotomeris now able to make their capaoned cal 
Genetal su~Ry wilhOUlde!ay. 

----

1212112010 withln.o!S 
9:05:00PM hOUI$ "KP 

1212112010 wllhln2~ 

9:30:00AM hOUI'$ 1<1' 

1212112010 wllhln24 
8:3$:00AM hours JA 

I 
I 1~2212010 wlthln-48 

S:OS:OOAM hours JM I 

i 

1212112010 wilhin24 
! 1:20:00PM l>cnlrs JS 

• 

12121/Z010 
10:15:00 within24 
AM hours JL . 

12/Z1J2010 
11:45:00 wilhin24 
AM houm KP 

1212112010 
10:55:00 wlthln24 
AM hours RC 

1212012llt0 wllhiA24 
6-.30:COPM hou!S AA 

12121121)10 wllhin24 
1:55:ooPM hOUI$ MF 



22S194 1212.012010 7:35:00 PM EMail Technical NA l229oo 

225214 1212112010 7:15:00AM Pncne Teclmltal NA 22990 

225236 1212112010 S:OS:COAM Phone fredlnicol NA 22990 

1Q;2S:()O 
225342 1212112010 AM Pl>one Tedmi<:OI NA 22990 

21308fi 1012512010 2'.55:00PM Cap Tel SetV~ca NA 11050 
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"""'omer tepcned p<®~em U$1ng cap! et j>llOne ~na ma•ca""' he wu•o not piaeeOIIUlOUild 
cap6oned ws. nQtcaft CepTel $el\'ice. CSR apologiZed for ll\l$expenence and noted 1hete 
was a1edlnical difficulty allhe Call Cenletcall$ing calls to be pla.:ed in queue and~ 
unusua0y1on11 wall limes during a five nour ir.IO<Val. t>n exlenlal equipment venunr<>~trected the 

Technical· matter. CSRconfilmed lhe o::ustomerls now able to make their captioned call su=t~~Uy 
Gon...,l wiUloutdelay. 

:"""'ome 10 ...... ._rtea neenng, .,........,_,.,n onne nex~av~,...., ~gont· ~K ~logiZ~ 
for ll'oi$ experience ana noted lhefotwasa te<:llnlcal d'ofliculty at the CIL1 Center oausing call:! to 
be p!aoed in queue and experienea unll$\lally tong walt times during a1ive holll' lnte111al. t>n 

Teetmlcaf· alemal equipmetlt vendorconec:!ed llle ma«er. CSR confirmed tile cuSICmeris now able to 
GMeral mlll<e Jheircaplloned o:all$1<cesslullywifhoutdetay. 

l''ustomer<eponeo !ll8t on uecemoer ~": ~010, one was unallle ~get capuons.y::;H 
apologized for Ill Is experience and noted Ulete was a technlcal dlffio:<~lly atlhe Ca~ Center 
causing calls to be pla<:e<l in queue and e.xpetience. unusually long wa.1 times durillg a five hour 

Techn'.ear- interw!. t>n e<~emol equipment vendor conec:!ed lhe matter. CSR·eonlirmed rho CU$1omer 1$ 
Gene~<>! nO\'' able to rna~e fheitcapUoned can •ucoessfuffywilhou! delay, 

1'-'~mer~ mend_<:a~~_ed $<lying lhatcusromer was un~e tog~-~ yeo14111ay_trut os abl<> 
to get captions today in 2-Une mode. Clifl apologiZed for this expet~enc;e aod noted lhete """'a 
lecllnfcal dlftiWIIY at lha calf Centeryesteroay causing Calls to be placed In queuo and 

Te<~>nioa!- e.xpenence unusually long w611 times during a five hourillteMII. M external equlprr.ent vendor 
General COll'E!d4!d the matter. CSR did .a 'lest calt to confirm au Is ·working well. 

Vnal>leto 
l"""otnet reported "''""'''Y to make capll<>lled = wun a ""'Y sognal. A tempomoy mtellllp!lon 
in one of the telephone c:anlols nelw<mc$C811Sed lhl$ Cop Tel user to experience •~ fnabi6ly to 

mak~ connect to !heir party. The issue was resolved by the earner. CSR coofonned that cuolo""'r Is 
cap8oned~s now abfe to~ their o:all successrully. 

!""""""'' reportsd mai>Jny_to makecaplloned <OJIS, $eemg JUSt a "WOO ng ror <,;apt!onS 
message on lhe;r"dlspiay. A tempcm<y 01tenup1ion In one of the 1\llepnone eamefs nehwrn 

Vnablelo cause<~lhisCepTel.....-toe.xpeti<onceanlnablfftyto<:o<U~e<~tolfleirl"'rty. Theissuewas 
make res«ved byllle earlier. C$R con6nnad Ill at CU$1ometwas now able to place their Cil!f 
captlonedcaus suecessfutty. 

ust"""""heli* -~·~ 11\e need to 1'1&1 10r tm operatorwnen all-<mg to ma~e a 
unaoteto capUDned calL C$Rapotogized for thiS e.xpotionce. and. noled lhete w!l$ a technlo:al difficulty at 
make Ute Call Conlerlhalcausedcalls not to ring Ut10ugh to waiting ~ptionlsL An equipmentven<lor 
captioned calf& con'etled the matt$!'. 

12/2112010 
12:10:00 withln24 
PM MUIS MMo ! 

1212112010 Wilhin24 
7:25:00AM houm JL 

1212112010 wflhin24 
8:15:00AM hours JM 

1212.112010 
10:30:00 witllin24 
AM houm OF 

• 
10/2512010 wilhln~ 
4:40:00PM hOurs KW 

101251Z010 wilhln24 
3:50:00PM ~Quill JS 

10/29/2010 wilhln24 
2:05:00PM holliS JH 
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~ COMMONWEALTH OF PENNSYLVANIA 
PENNSYLVANIA PUBLIC UTILITY COMMISSION 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 

IN REPLY PLEASE 
REFER TO OUR FILE 

PENNSYLVANIA 

PUC 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 

June 22, 2012 

FEDERAL COMMUNICATIONS COMMISSION 
445 12TH STREET sw 
ROOM TW-B204 
WASHINGTON DC 20554 

Re: FCC CG Docket No. 03-123 
DA 12-955 
Submission of Pennsylvania's 2012 TRS Annual Consumer Complaint Log 
Summary for the12-month period ending May 31, 2012 

Dear Ms. Dortch: 

In accordance with 47 CFR § 64.604 (c)(l), please find enclosed for filing in the above-

M-2012-2281409 
M-00900239 

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, 2012. 
AT&T Communications ofPennsylvania, 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 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. 

cc: Eric Jeschke, PUC TUS 

Rosemary Chiavetta 
Secretary 

Arlene Alexander, (e-mail copy only by TUS staff) 

Enclosures Original and 4 copies 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013-2018 

225 October 2012 



R6 'AID;i:N· 
ULrCOMMIINICATIONS ------~----------------

June 14,2012 

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

1001 Twelfth Street • Aurora, Nebrask~ 68818 
voice 402.694.5101• m 000.821.1834 

loll free 800.821.1831• fax 402.694.2848 

e-mait info@hnmiltontel.com 
web SJ1e: www.hamiltontel.com 

RE: TRS Consumer Complaint Log Summaries for June I, 2011 throu!!:h Mav 31.2012 
PA PUC Docket No.# M•2GI2-22814()9 U I'} (/ J!V)f 
FCC CG DOCKET NO. 03-123 \vi-.t-b\'2./22() l"il!""/ 

Dear Ms. Chiavetta, 

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

The complaint log submission must reference CO Docket No. 03-123. In 2011, the filing was due Jt!ly 
~~ . 

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, lP, VRS). As we did in 
20 II, Hamilton is again planning to compile this information for you and will submit to the FCC under 
protective ~ea! as a confidential filing. 

PA CTRS has received seven complaints in connection with the provisioning ofTelecommunications 
Relay Service pursuant to Section 64.604(c)(ii) of the FCC's rules for the time period June I, 20 !I 
through May 31,2012. 

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

Thanks, 

Beth Slough 
National TRs· Contract Manager 
Hamilton Relay 
I 00 I I 2th Street 
Aurora, NE 68818 
402.694.5101 VoicefiTY 
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 171 05-3265 
Voice (717) 783-3850 
ejeschke@state.pa.us 
FAX (717) 787-4750 

RECEIVED 
JUN 14 201Z 

p,~ PUBLIC UTILITY COMMISSION 
SECRETARY'S BUREAU 

Enclosures 
Telephone • Long Ols1ance • Internet • Information Systems • Contact Center • Managed Hosting • Relay 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

226 October2012 
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-o· 
,~at&t 

June 14, 2012 

Rosemary Chiavetta 
Secretary 
Pennsylvania Public Utility Commission 
P.O. Box 3265 
Harrisburg, PA 17102·3265 

Ms. Chiavetta: 
I 

I 

DOCKET#: M-2012-2281409 I 

ieresa Feeney 
Area Manager 
AT&.T Relay Services 
14'14 E. JeriCho iUmplke 
HUntln!Jixln, NY 11743 

T; 6)1.424.4330 
F: 631-424-3139 
tfi!enev@.ttt wm 

RECEIVED 
JUN 14 2012 

PA PUBLIC UTILITY COMMISSION 
SECRETARY'S BUREAU 

PA RELAY SVC 2012 FCC TRS ANNUAL CONSUMER COMPLAINT 
SUMMARY LOG I 

Enclosed please find the Information ~equired for the 2012 FCC TRS Annual Consumer 
Complaint Summary log for Pennsyliania Relay Service. 

Sincerely, 

ol~~ 
Teresa Feeney 
Area Manager CIS 
AT&T Relay SeiVIces 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

228 October 2012 
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6/11/2012 
· · ~c::omr;lalnt'categorY. 

Transparency 

Confidentiality 

Verbatim 

TYPing Issues 

In Call Replacement 

Answer Performance 

Gender Accommodation 

Total 

FCC iRS Annual Caasumerc..np!aintSWnllla<y a!U-2012 

PENNSYLVANIA RElAY SERVICE 

PENNSYLVANIA RELAY SERVICES 
2011- 2012 ANNUAL SUMMARY OF CONSUMER COMPWNTS 

June 1, 2011 through May 31, 2012 

Complaint Summary by category 

-~·~~~~~~~.~~~~r::~~+1~,Thr~ ;Eii'tr~-... ~.' ,,. .! 

. .lUN JUL. • AUG . SEP' ·ocr .. NOV .· DEO" · .JAN· .. FEB_ .:I'!IAR 
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1 

. _ _. - - ·-

0 o· 
·--

0 0 0 ~ 

Complaint Summary by Month 

RECEIVED 
JUN 14 Z012 

PA PUBLIC UTILITY COMMISSION 
SECRETARY'S BUREAU 
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Pennsylvania Relay Service 
2012 FCC Annual Consumer Complaints Summary Log 

June2011 

TTY June20 
The customer complained theCA had not relayed the.call verbatim. 
Category: Other (CA/OPR) 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. . 
Resolution: Apologized for the inconvenience, and assured the customer theCA's manager would follow 
up accordingly. 
Contact Closed: June 20 
FCC: Verbatim 

July2011 
Nothing to report. 

August2011 
Nothing to report. 

September 2011 
Nothing to report. 

October 2011 
Nothing to report. 

November 2011 
Nothing to report. 

December 2011 
Nothing to report. 

January 2012 
Nothing to report. 

February 2012 
Nothing to report. 

March2012 
Nothing to report. 

April2012 

TTY 2012, April S 

RECEIVED 
JUN 14 2012 

PA PUBLIC UTILITY COMMISSION 
SECRETARY'S BUREAU 

The customer complained he/she had to wait a long time to reach a CA. 
Category: Answer/Wait Time j 
Escalation: Received by the Pennsylvania Rel~y Center and handled by the same. 
Resolution: Apologized for the inconvenience,; and assured the customer the issue would be addressed. 

PAFCC20l2-06072()J2 

230 
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FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

October 2012 
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Pennsylvania Relay Service 
2012 FCC Annual Consum~r Complaints Summary Log 

Contact CloSed: 2012, AprilS 
FCC: Answer Performance 

May2012 
Nothing to report, 

2 

FCC Docket No. CG 03-123 
TRS State Certification Application of the PA PUC for 2013- 2018 

231 October 2012 


