Appendix F:

Copies of Complaint Logs
2008-2012

80



Nebraska Relay 2008 FCC Complaint Report

6/1/07 to

5/31/08

External Complaints--
Miscellaneous

Inquire Date 6/4/2007

Record ID 13983

Call Taken By Customer Service
Rep

CA Number

Responded By Mary

Response Date 6/4/2007
Resolution 6/4/2007

Customer stated that a TTY had not been offered to them while at the Department of
Corrections.

Customer Service directed the customer to the head of the Department of Corrections for
accessibility toa TTY. Customer understood.

External Complaints--
Miscellaneous

Inquire Date 11/30/2007
Record ID 15066

Call Taken By Lead CA
CA Number

Responded By Chris
Response Date 11/30/2007
Resolution 11/30/2007

Customer stated that they were unable to dial 7-1-1 from the school so they could reach their
parents this weekend.

Lead CA explained about the possible PBX issue and directed customer to the telephone
administrator for 7-1-1 translation. Lead CA provided the 800 number. Customer understood.

External Complaints--
Miscellaneous

Inquire Date 4/30/2008

Record ID 16249

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 4/30/2008
Resolution

Customer stated their CapTel device seems to be cutting out their voice and fading out every
once in awhile during calls. Customer stated they believe it is caused by the digital phone lines
through Cox.

Customer Service explained that CapTel device will experience difficulties when connected to
a digital telephone line. Customer Service suggested customer contact the provider and
explain the need for an analog phone line or a possible analog filter on their phone line.
Customer Service offered to speak to the carrier if needed. Customer was satisfied and stated
would have carrier contact relay if there were any questions. Cox is unable to provide analog
service.

Service Complaints--CA
Accuracy/Spelling/Verbatim

Inquire Date 4/18/2008
Record ID 16137

Call Taken By Program Mgr
CA Number

Responded By Christa/Tina
Response Date 4/21/2008
Resolution 4/21/2008

Customer stated that he was having issues with the typing of some CAs. Customer stated that
he did not remember specific CA numbers and things have been better so he would contact
relay again if issue occurred.

Marketing Project Coordinator apologized to the customer and stated that Customer Service
would contact customer. Customer Service contacted customer through e-mail. Customer was
satisfied.




Service Complaints--CA Did not
Keep User Informed

Inquire Date 11/29/2007
Record ID 15063

Call Taken By Lead CA
CA Number 6342
Responded By Jackie
Response Date 11/30/2007
Resolution 11/30/2007

Customer stated that the CA did not keep her informed of the background voices on the call
and asked CA specifically for this information.

Lead CA apologized and stated that the CA would be counseled. CA was counseled and
customer was satisfied.

Service Complaints--CA Hung
Up on Caller

Inquire Date 9/1/2007

Record ID 14466

Call Taken By Customer Service
Rep

CA Number 3029

Responded By Tina/Kay
Response Date 9/5/2007
Resolution 9/5/2007

Customer stated that the CA hung up during their call.

Customer Service apologized and forwarded the call information to the technical department.
The technical department was unable to locate the call as the data given did not match CA
number and time/date of the call given by the customer. Customer understood.

Service Complaints--CA Hung
Up on Caller

Inquire Date 9/11/2007

Record ID 14514

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 9/12/2007
Resolution 9/12/2007

Customer stated CA was rude and hung up. Customer did not have CA number.

Customer Service apologized and forwarded call information to the technical department. The
technical department discovered that the call was not placed through Nebraska Relay.
Customer was notified and understood.

Service Complaints--CA Hung
Up on Caller

Inquire Date 9/12/2007
Record ID 14526

Call Taken By Lead CA
CA Number 3089
Responded By Sue/Diane
Response Date 9/13/2007
Resolution 9/13/2007

Customer stated that the CA hung up.

Lead CA apologized and forwarded call information to the technical department. The
technical department discovered that the CA did hang up on the customer. CA was terminated
and customer was notified.




Service Complaints--
Fraudulent/Harassment Call

Inquire Date 7/31/2007

Record ID 14226

Call Taken By Customer Service
Rep

CA Number

Responded By Michelle
Response Date 7/31/2007
Resolution 7/31/2007

Customer has been receiving harassing calls and inquired what could be done.

Supervisor suggested that the customer contact their local telephone company or report the
incident to law enforcement. Supervisor explained that if the customer obtains a court order,
then we could release the call information to the Court. Customer understood.

Service Complaints--
Fraudulent/Harassment Call

Inquire Date 8/24/2007
Record ID 14372

Call Taken By Lead CA
CA Number

Responded By Chris
Response Date 8/24/2007
Resolution 8/24/2007

Customer has been receiving threatening phone calls and requested a transcript of the
conversation.

Lead CA explained that transcripts of conversations are not kept due to confidentiality laws
followed by the relay. Lead CA suggested that the customer contact their local telephone
company or report the incident to law enforcement. Lead CA explained that if the customer
obtains a court order, then we could release the call information to the Court. Customer
understood.

Service Complaints--
Fraudulent/Harassment Call

Inquire Date 11/20/2007

Record ID 15011

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 11/20/2007
Resolution 11/20/2007

Customer had received a fraudulent call through the relay and inquired what could be done.

Customer Service suggested that the customer contact their local telephone company or report
the incident to law enforcement. Customer Service explained that if the customer obtains a
court order, then we could release the call information to the Court. Customer understood.

Service Complaints--
Fraudulent/Harassment Call

Inquire Date 2/11/2008
Record ID 15550

Call Taken By

CA Number

Responded By Tina
Response Date 2/11/2008
Resolution 2/11/2008

Customer's son received a harassing telephone call and inquired what could be done.

Customer Service explained that ADA and FCC rules for functional equivalency do not allow
us to block relay calls. Customer Service suggested that the customer contact their local
telephone company ofr report the incident to law enforcement. Customer Service explained
that if the customer contacts law enforcement then law enforcement may issue a court order.
At that time call information may be released to the Court. Customer has indicated that they
will forward the complaint to the FCC and the state Attorney General.




Service Complaints--
Miscellaneous

Inquire Date 12/22/2007
Record ID 15187

Call Taken By Supervisor
CA Number

Responded By Jody
Response Date 12/22/2007
Resolution 12/22/2007

Customer stated that the CAs type too fast, so the customer has difficulties following the
conversation.

Supervisor apologized and offered to set up a profile for slow typing. Customer refused to
give information for profile and hung up.

Service Complaints--
Miscellaneous

Inquire Date 12/29/2007

Record ID 15232

Call Taken By At the Workstation
CA Number 3026

Responded By Sarah

Response Date 12/29/2007
Resolution 12/29/2007

Customer stated that the CA was difficult and the customer wanted to go to the relay center to
complain.

Lead CA apologized and attempted to gather call information. Customer was being belligerent
and demanded the relay address. Customer hung up.

Service Complaints--
Miscellaneous

Inquire Date 3/20/2008
Record ID 15845

Call Taken By Lead CA
CA Number 3030
Responded By Jackie
Response Date 3/20/2008
Resolution 3/20/2008

Customer stated that CA gave incorrect CA number.

Lead CA verified the identification that the CA had given was correct. Customer understood.

Technical Complaints--711
Problems

Inquire Date 1/2/2008

Record ID 15329

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 1/2/2008
Resolution 1/2/2008

Customer stated that people are not able to call her through 7-1-1 on their Cell Phone.

Customer Service explained what could be happening and directed customer to Cell Phone
provider to check 7-1-1 translation. Customer Service also offered to contact the provider,
customer refused.




Technical Complaints--
Miscellaneous

Inquire Date 6/8/2007

Record ID 14066

Call Taken By Operations Mgr
CA Number

Responded By Diane
Response Date 6/8/2007
Resolution 6/11/2007

Customer states that when calling a friend through the relay and after the call is disconnected,
the other party receives a busy signal.

Assistant Operations Manager stated this information would be forwarded to the Relay
Technical Department. Assistant Operations Manager forwarded this information to the
technical department. The technical department discovered that this was a technical issue with
the cell provider. Customer was using their cell phone around a lot of technology in a remote
area. Cell provider was aware of the situation. Customer was satisfied.

Technical Complaints--
Miscellaneous

Inquire Date 6/12/2007

Record ID 13990

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 6/12/2007
Resolution 6/12/2007

Customer attempted to place a long distance call through the relay. Customer has an access
code needed to access their carrier.

Customer Service explained how customer could utilize their code to reach the relay or use a
pre-paid calling card to connect his call. Customer understood.

Captel--Complaints

Inquire Date 10/30/2007

Record ID 14902

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 10/30/2007
Resolution 10/30/2007

Customer stated that their CapTel phone was not functioning correctly and customer inquired
about issues that occur with digital phone lines.

Customer Service explained some of the issues that occur with digital phone lines. Customer
was satisfied.

Captel--Complaints

Inquire Date 2/13/2008

Record ID 15552

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 2/13/2008
Resolution 2/13/2008

Customer stated that at times the line disconnects when the customer takes too long to read the
CapTel screen. Customer stated that this only occurs on long distance calls and not local calls.

Customer Service explained that Nebraska Relay does not process the call and directed
customer to CapTel Customer Service. Customer understood.




CapTel Complaints

Inquire Date 2/21/2008
Record ID 65218

CA Number

Responded By MMo
Resolution 2/21/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 2/22/2008
Record ID 65266

CA Number

Responded By EY
Resolution 2/22/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 2/22/2008
Record ID 65279

CA Number

Responded By EY
Resolution 2/22/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 2/25/2008
Record ID 65619

CA Number

Responded By JS
Resolution 2/25/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

Captel--Complaints

Inquire Date 3/6/2008

Record ID 15745

Call Taken By Customer Service
Rep

CA Number

Responded By Tina

Response Date 3/6/2008
Resolution 3/6/2008

Customer had questions about CapTel and how it would work with their digital Time Warner
service. Customer stated that Time Warner is unable to provide them with an analog line for
their CapTel telephone.

Customer Service explained that the CapTel telephone needs an analog telephone line to
function properly. Customer Service suggested looking into service from another provider for
analog service. Customer understood.

CapTel Complaints

Inquire Date 3/12/2008
Record ID 67390

CA Number

Responded By KM
Resolution 3/12/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.




CapTel Complaints

Inquire Date 3/18/2008
Record ID 68062

CA Number

Responded By DF
Resolution 3/18/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 3/20/2008
Record ID 68396

CA Number

Responded By KM
Resolution 3/21/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 3/21/2008
Record ID 68433

CA Number

Responded By EB
Resolution 3/21/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 3/21/2008
Record ID 68523

CA Number

Responded By MMo
Resolution 3/21/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 3/26/2008
Record ID 68893

CA Number

Responded By ST
Resolution 3/26/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 4/25/2008
Record ID 72285

CA Number

Responded By JS
Resolution 4/25/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.




CapTel Complaints

Inquire Date 4/28/2008
Record ID 72743

CA Number

Responded By KM
Resolution 4/30/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 5/1/2008
Record ID 73056

CA Number
Responded By EB
Resolution 5/1/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 5/28/2008
Record ID 75832

CA Number

Responded By EB
Resolution 5/28/2008

Technical - General

Long distance network problem identified where calls were routed through an incompatible
network using VOIP lines causing data connection difficulties. Problem resolved by tech
support by routing calls through an alternate network. Confirmed with customer this remedied
the circumstance.

CapTel Complaints

Inquire Date 5/28/2008
Record ID 76093

CA Number

Responded By EB
Resolution 5/28/2008

Accuracy of captions

Customer shared feedback regarding accuracy of captions. CS Rep apologized for incidence
and thanked customer for the feedback and informed them that this information was shared
with appropriate captioning service staff for follow up. Customer will continue to document
calls where she feels the captions are not accurate.




July 1, 2008

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Room TW-B204

Washington, DC 20554

RE: TRS Consumer Complaint Log Summaries for June 1, 2007 through May 31, 2008
CG DOCKET NO. 03-123
DA NO. 07-2762

Dear Ms. Dortch,

The Nebraska Public Service Commission respectfully submits the enclosed complaint log
alleging a violation of federal minimum standards as it relates to the provisioning of
Telecommunications Relay Service. Hamilton Relay, with corporate offices located at 1001 12"
Street, Aurora, NE 68818, is under contract with the State of Nebraska to provide
Telecommunications Relay Service.

Hamilton tracks all complaints and all other customer service activity for the State of Nebraska.
The State of Nebraska’s complaint summary is associated with the following database
categories:

Miscellaneous External Complaints
LEC External Busy

911 External Calls

No Notice of How to Complain to FCC
CA Accuracy/Spelling/Verbatim

CA Gave Wrong Information

CA Did Not Keep User Informed

CA Hung Up on Caller

CA Misdialed Number

CA Typing Speed

Didn’t Follow Voice Mail/Recording Procedure
CA Typing



Improper Use of Speed Dialing

Poor Vocal Clarity/Enunciation

Improperly Handled ASL or Related Culture Issues
Improper Use of Call Release

Improper Handling of Three Way Calling

Caller ID Not Working Properly

Improper Use of Customer Data
Fraudulent/Harassment Call

Replaced CA Improperly in Middle of Call

Didn’t Follow Emergency Call Handling Procedure
CA Didn’t Follow Policy/Procedure
Confidentiality Breech

Spanish to Spanish Call Handling Problems
Miscellaneous Service Complaints

Ringing/No Answer

Speech to Speech Call Handling Problems
Connect Time (TTY-Voice)

Busy Signal/Blockage

ASCII/Baudot Break-down

STS Break-Down

HCO Break-Down

Relay Not Available 24 Hours a Day

711 Problems

VVCO Break-Down

Miscellaneous Technical Complaints

Line Disconnected

Carrier of Choice not Available/Other Equal Access
CapTel Complaints

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail,
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this
report. Hamilton normally provides a resolution to all complaints within 72 hours. The
complaints enclosed are resolved with the exception of one complaint regarding the failure of a
CapTel phone when used on a digital phone line.

In the Miscellaneous External and Fraudulent/Harassment Call categories, you will find several
complaints that we believe to be associated with fraudulent activity over Internet Relay.
Hamilton continues to implement protocols specifically designed to prevent calls originating
from an international IP address from accessing the relay.

Please feel free to contact myself at 402-471-0225 or Dixie Ziegler with Hamilton Relay at 800-
618-4781 VITTY with any questions regarding the above.

Sincerely,
cc (electronic): Arlene Alexander



Nebraska Relay 2009 FCC Complaint Report

6/1/08 to

5/31/09

External Complaints--
Miscellaneous

Inquire Date 6/11/2008
Record ID 16685

Call Taken By Lead CA
CA Number

Responded By Tina
Response Date 6/11/2008
Resolution 7/1/2008

Customer stated they are unable to place a call through the relay using their US Cellular cell
phone. Customer stated that the number that is showing at the relay is not their cell phone
number.

Customer Service explained this issue, directed the customer to their cell phone provider and
requested that the provider contact the relay. Customer understood and was contacting the
provider. Customer Service contacted the cell phone provider to explain that the customer’s
cell phone number should be appearing instead of the cell tower number. There has been no
further contact from customer or provider.

External Complaints--
Miscellaneous

Inquire Date 7/24/2008
Record ID 16897

Call Taken By Supervisor
CA Number

Responded By Jody
Response Date 7/24/2008
Resolution 7/24/2008

Customer has been unable to place a call from her US Cellular phone. Customer stated that the
CA always requests a long distance carrier.

Supervisor explained why this happens and that if the call is recognized as a cell tower, the CA
will ask for a carrier. Customer stated they would contact the carrier directly.

External Complaints--
Miscellaneous

Inquire Date 9/21/2008
Record ID 17441

Call Taken By Supervisor
CA Number

Responded By Brenda
Response Date 9/21/2008
Resolution 9/21/2008

Customer stated they are asked which long distance carrier they would like to use when calling
through the relay using US Cellular.

Supervisor explained why this happens and that if the call is recognized as a cell tower, the CA
will ask for a carrier. Customer stated they would contact the carrier directly.

External Complaints--
Miscellaneous

Inquire Date 2/9/2009
Record ID 18558

Call Taken By Customer Service

CA Number

Responded By Kay
Response Date 2/9/2009
Resolution 2/9/2009

Customer stated that when contacting a business the first person that answered their telephone
line stated that they did not accept relay calls.

Customer Service apologized and requested information concerning the business to forward to
the Outreach Coordinator. Customer did not share information.




External Complaints--
Miscellaneous

Inquire Date 2/23/2009
Record ID 18677

Call Taken By Operations Mgr
CA Number

Responded By Diane
Response Date 2/23/2009
Resolution 2/23/2009

Customer stated that his wife is unable to reach him on his cell phone as the CA keeps asking
for the long distance carrier for her cell phone.

Assistant Operations Manager apologized and explained the cell phone was identifying as a
landline to the relay and explained to customer that a temporary profile would be set up with
the relay and directed customer to contact their cell phone provider. Customer understood and
temporary profile was implemented.

External Complaints--
Miscellaneous

Inquire Date 5/20/2009
Record ID 19384

Call Taken By Supervisor
CA Number

Responded By Jody
Response Date 5/20/2009
Resolution 5/20/2009

Customer stated that they are unable to connect to 711 to place a call through the relay.
Customer stated that they reside in Florida.

Supervisor apologized and directed customer to Florida Customer Service in regards to the 711
issue. Supervisor gave customer the Nebraska toll free number to place a call using Nebraska
Relay. Customer was satisfied.

External Complaints--
Miscellaneous

Inquire Date 5/29/2009
Record ID 19431

Call Taken By Supervisor
CA Number

Responded By Michelle
Response Date 5/29/2009
Resolution 5/29/2009

Customer stated they received a call to their office from 711-1030. Customer attempted to
return the call and was connected to the relay.

Supervisor stated that dialing 711 would connect the customer to the relay and that this
information would be forwarded to the technical department. Customer Service discovered
that the Lancaster Correctional Facility had been issued numbers that have 711 as their prefix.
Customer Service reported this issue to both the Correctional Facility and Windstream, the
facility’s provider. As with 911, 711 prefixes are not supported in the North American
numbering plan.

Service Complaints--CA Typing

Inquire Date 12/17/2008

Record ID 18186

Call Taken By Customer Service
CA Number 3083

Responded By Tina

Response Date 12/18/2008
Resolution 12/18/2008

Customer stated CA had a lot of typing errors during the conversations.

Customer Service apologized and stated the CA would be counseled. CA was counseled and
customer was satisfied. CAs last typing score was 60 WPM with 97 % accuracy.

Service Complaints--Didn't
Follow Policy/Procedure

Inquire Date 11/6/2008
Record ID 17933

Call Taken By Lead CA
CA Number

Responded By Jackie
Response Date 11/6/2008
Resolution 11/6/2008

Customer stated that the CA did not follow proper procedure. Customer was unsure of the CA
number or the relay which processed the call that he had received.

Lead CA apologized and attempted to acquire information to forward to the technical
department in order to discover the CA number. Customer refused and hung up.




Service Complaints--
Fraudulent/Harassment Call

Inquire Date 10/28/2008

Record ID 17813

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 10/28/2008
Resolution 10/28/2008

Customer has been receiving fraudulent telephone calls from another relay provider and
inquired what to do.

Because the customer stated the calls were coming from another Relay provider, Customer
Service gave the appropriate customer service number for the other provider to the customer.
Customer Service suggested that the customer contact law enforcement as that is our
recommendation under these circumstances. Customer was thankful.

Service Complaints--
Fraudulent/Harassment Call

Inquire Date 12/3/2008
Record ID 18128

Call Taken By Supervisor
CA Number

Responded By Michelle
Response Date 12/3/2008
Resolution 12/3/2008

Customer has been receiving harassing telephone calls through another relay service.

Because the customer stated the calls were coming from another Relay provider, Supervisor
gave the appropriate customer service number for the other provider to the

customer. Supervisor suggested that the customer contact law enforcement as that is our
recommendation under these circumstances. Customer was thankful.

Service Complaints--
Fraudulent/Harassment Call

Inquire Date 12/3/2008
Record ID 18127

Call Taken By Supervisor
CA Number

Responded By Michelle
Response Date 12/3/2008
Resolution 12/3/2008

Customer has been receiving harassing telephone calls through another relay service.

Because the customer stated the calls were coming from another Relay provider, Customer
Service gave the appropriate customer service number for the other provider to the
customer. Customer Service suggested that the customer contact law enforcement as that is
our recommendation under these circumstances. Customer was thankful.

Service Complaints--
Fraudulent/Harassment Call

Inquire Date 12/23/2008

Record ID 18191

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 12/23/2008
Resolution 12/23/2008

Customer has been receiving harassing telephone calls through another relay service.

Because the customer stated the calls were coming from another Relay provider, Customer
Service gave the appropriate customer service number for the other provider to the
customer. Customer Service suggested that the customer contact law enforcement as that is
our recommendation under these circumstances. Customer was thankful.




Service Complaints--
Fraudulent/Harassment Call

Inquire Date 4/26/2009
Record ID 19154

Call Taken By Lead CA
CA Number

Responded By Jackie
Response Date 4/26/2009
Resolution 4/27/2009

Customer has been receiving fraudulent telephone calls through the relay and inquired what
could be done.

Lead CA suggested that the customer contact their local telephone company and report the
incident to law enforcement. Lead CA explained that if the customer contacts law
enforcement then law enforcement may issue a court order. At that time the call information
may be released to the Court. Customer understood.

Service Complaints--
Miscellaneous

Inquire Date 9/23/2008

Record ID 17442

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 9/23/2008
Resolution 9/23/2008

Customer stated they are unable to process a TTY to VRS call through the relay.

Customer Service explained that this type of call was not supported through the relay.
Customer hung up.

Service Complaints--
Ringing/No Answer

Inquire Date 8/4/2008

Record ID 16972

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 8/7/2008
Resolution 8/7/2008

Customer stated that a resident was unable to connect to the relay dialing 711. After 711 is
dialed, there appears to be no answer or response.

Customer Service discovered that the time of the call, the relay had experienced a high call
volume. Hamilton answered 90% within 10 seconds for the day.

Technical Complaints--711
Problems

Inquire Date 6/3/2008

Record ID 16577

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 6/3/2008
Resolution 6/3/2008

Customer stated that 711 is not working and they receive TTY tones.

Customer Service verified the profile and discovered that there was a connect mode on the
profile. Customer Service updated the profile and customer was notified. Customer was
satisfied.




Technical Complaints--Busy
Signal/Blockage

Inquire Date 10/13/2008

Record ID 17635

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 10/13/2008
Resolution 10/13/2008

Customer stated that they were unable to get connected to the relay to place a call. Customer
stated they attempted the call a second time, approximately thirty minutes later and was able to
connect at that time.

Customer Service apologized and explained that the relay had experienced a high call volume
during that time. Customer understood. Calls were answered at 97% within 10 seconds for the
day.

Technical Complaints--Carrier
Choice not Available/Other
Equal Access

Inquire Date 5/29/2009

Record ID 19432

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 5/29/2009
Resolution

Customer requested Keystone Arthur Telephone as their long distance provider through the
relay.

Customer Service explained that Keystone Arthur Telephone was not a participating provider
through the relay. A profile for an alternate provider was offered, but customer refused.
Customer Service contacted Keystone Arthur Telephone. A letter of authorization has been
forwarded to the provider.

Technical Complaints--Connect
Time (TTY/Voice)

Inquire Date 1/30/2009

Record ID 18472

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 1/30/2009
Resolution 1/30/2009

Customer stated that while dialing into the relay, there was no response.

Customer Service apologized and explained that the relay had been extremely busy at that
time. Customer Service suggested that the customer attempt their call again. Customer
understood. Calls were answered at 93% within 10 seconds.

CapTel--Complaints

Inquire Date 9/8/2008
Record ID 86901

Call Taken By CTI

CA Number

Responded By J.L.
Response Date 9/8/2008
Resolution 9/8/2008

Customer stated that the CA stopped captioning on a call.

Customer Service investigated the incident and identified a workstation issue which was
resolved. Customer Service notified customer, test call was placed, which was successful.




CapTel--Complaints

Inquire Date 12/9/2008
Record ID 97098

Call Taken By CTI

CA Number

Responded By D.F.
Response Date 12/9/2008
Resolution 12/9/2008

Customer stated difficulties with their phone disconnecting and reconnecting during calls.

Customer Service explained to the customer why the disconnection/reconnection issue might
be happening and explained the difference between a CapTel phone and a traditional phone.
Customer Service also sent a letter to the customer which included tips on how to reduce the
occurrence of this issue. Customer confirmed that their experience has improved.

Captel--Complaints

Inquire Date 2/23/2009

Record ID 18666

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 2/25/2009
Resolution 2/25/2009

Customer stated that they had not received long distance billing when placing calls with
CapTel.

Customer Service directed customer to CapTel customer service to set a profile and ensure
long distance calls are billed correctly. Customer was satisfied.

Captel--Complaints

Inquire Date 4/27/2009

Record ID 19155

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 4/27/2009
Resolution 4/27/2009

Customer stated they are unable to use their CapTel device to place a call as no one can hear
them.

Customer Service did test calls with the customer and discovered the customer has Qwest for
their service provider. Customer Service directed customer to contact CapTel Customer
Service to obtain the work around for those customers with Qwest. Customer was satisfied.




June 30, 2009

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Washington, DC 20554

RE: TRS Consumer Complaint Log Summaries for June 1, 2008 through May 31, 2009
CG DOCKET NO. 03-123
DA NO. 09-1318

Dear Ms. Dortch,

The Nebraska Public Service Commission respectfully submits the enclosed complaint log
alleging a violation of federal minimum standards as it relates to the provisioning of
Telecommunications Relay Service. Hamilton Relay, with corporate offices located at 1001 12"
Street, Aurora, NE 68818, is under contract with the State of Nebraska to provide
Telecommunications Relay Service.

Hamilton tracks all complaints and all other customer service activity for the State of Nebraska.
The State of Nebraska’s complaint summary is associated with the following database
categories:

Miscellaneous External Complaints
LEC External Busy

911 External Calls

No Notice of How to Complain to FCC
CA Accuracy/Spelling/Verbatim

CA Gave Wrong Information

CA Did Not Keep User Informed

CA Hung Up on Caller

CA Misdialed Number

CA Typing Speed

Didn’t Follow Voice Mail/Recording Procedure
CA Typing

Improper Use of Speed Dialing



Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail,
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this
report. Hamilton normally provides a resolution to all complaints within 72 hours.

In the Miscellaneous External and Fraudulent/Harassment Call categories, you will find several
complaints that we believe to be associated with fraudulent activity over Internet Relay.
Hamilton continues to implement protocols specifically designed to prevent calls originating

Poor Vocal Clarity/Enunciation

Improperly Handled ASL or Related Culture Issues
Improper Use of Call Release

Improper Handling of Three Way Calling

Caller ID Not Working Properly

Improper Use of Customer Data
Fraudulent/Harassment Call

Replaced CA Improperly in Middle of Call

Didn’t Follow Emergency Call Handling Procedure
CA Didn’t Follow Policy/Procedure
Confidentiality Breech

Spanish to Spanish Call Handling Problems
Miscellaneous Service Complaints

Ringing/No Answer

Speech to Speech Call Handling Problems
Connect Time (TTY-Voice)

Busy Signal/Blockage

ASCII/Baudot Break-down

STS Break-Down

HCO Break-Down

Relay Not Available 24 Hours a Day

711 Problems

VCO Break-Down

Miscellaneous Technical Complaints

Line Disconnected

Carrier of Choice not Available/Other Equal Access
CapTel Complaints

from an international IP address from accessing the relay.

Please feel free to contact myself at 402-471-0225 or Dixie Ziegler with Hamilton Relay at 800-

618-4781 VITTY with any questions regarding the above.

Sincerely,

Steven G. Stovall-Accountant
Nebraska Public Service Commission



Nebraska Jdublic Serpice Commizsion

300 The Atriurm, 1200 N Street, Lincoln, NE 68508
Post Office Box 94927, Lincoln, NE 68508-4927
Website: psc.nebraska.gov

Phone: {402) 471-3101

Fax: (402) 471-0254

COMMISSIONERS:
ANNE C, BOYLE
ROD JOHNSON
FRANK E. LANDIS
TIM SCHRAM

GERALD L. VAP
NEBRASKA CONSUMER HOTLINE:

1-800-526-0017

EXECUTIVE DIRECTOR:
MICHAEL G. HYBL

July 1, 2010

Marlene H. Dortch

Office of the Secretary

Federal Communications Conimission
445 12" Street, SW

Washington, DC 20554

RE: TRS Consumer Complaint Log Summaries for June 1, 2009 through May 31, 2010
CG DOCKET NO. 03-123

Dear Ms. Dorich,

The Nebraska Public Service Commission respectfully submits the enclosed complaint log in
connection with the provisioning of Telecommunications Relay Service pursuant to Section
64.604(c)(ii) of the FCC's rules. Hamilton Relay, with corporate offices located at 1001 12™
Street, Aurora, NE 68818, was under coniract with the State of Nebraska to provide
Telecommunications Relay Service. Hamilton provided relay service to the State of Nebraska
for the period June 1, 2009 through June 30, 2009. The enclosed complaint log reflects this date.

Hamilton tracks all complaints and all other customer service activity for the State of Nebraska.
The State of Nebraska’s complaint summary is associated with the following database
categories:

Miscellancous External Complaints

LEC External Busy

911 External Calls

No Notice of How to Complain to FCC

CA Accuracy/Spelling/Verbatim

CA Gave Wrong Information

CA Did Not Keep User Informed

CA Hung Up on Caller |

CA Misdialed Number

CA Typing Speed

Didn’t Follow Voice Mail/Recording Procedure
CA Typing

Improper Use of Speed Dialing

Poor Vocal Clarity/Enunciation

Improperly Handled ASL or Related Culture Issues
Improper Use of Call Releasc
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Caller ID Not Working Properly

Improper Use of Customer Data
Fraudulent/Harassment Call

Replaced CA Improperly in Middle of Call
Didn’t Follow Emergency Call Handling Procedure
CA Didn’t Follow Policy/Procedure
Confidentiality Breach

Spanish to Spanish Call Handling Problems
Miscellaneous Service Complaints
Ringing/No Answer

Speech to Speech Call Handling Problems
Connect Time (TTY-Voice)

Busy Signal/Blockage

ASCIl/Baudot Break-down

STS Break-Down

HCO Break-Down

Relay Not Available 24 Hours a Day

711 Problems

VCO Break-Down

Miscellaneous Technical Complaints

Line Disconnected

Carrier of Choice not Available/Other Equal Access
CapTel Complaints

¢ ® & & & & & & O * ¢ ° P B 8" "0 8

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail,
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this
report. Hamilton normally provides a resolution to all complaints within 72 hours. The
complaints enclosed are resolved.

In the Miscellaneous External and Fraudulent/Harassment Call categories, you will find one
complaint that we believe to be associated with fraudulent activity over Internet Relay.
Hamilton continues to implement protocols specifically designed to prevent calls originating
from an international IP address from accessing the relay.

Nebraska Relay Service provided by Hamilton received a total of seven complaints in violation
of FCC mandatory minimum standards for the time period June 1, 2009 through June 30, 2009.

Please feel free to contact myself at 402-471-0225 or Dixie Ziegler with Hamilton Relay at 800-
618-4781 V/TTY with any questions regarding the above.

Sincerely,

Steven G. Stovall-Accountant
Nebraska Public Service Commission




Nebraska Relay 2010 FCC Complaint Report

6/1/09 to

6/30/09

Captel--Complaints

Inquire Date 6/12/2009

Record ID 19532

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 6/12/2009
Resolution Date 6/12/2009

Customer stated they are unable to make or receive calls on their new CapTel
device. Customer stated they have Cox digital service, but were assured that
their phone line was analog.

Customer Service explained about digital phone line issues and the CapTel
device to the customer. Customer Service directed customer to the manufacturer
of CapTel to have the phone repaired. Customer Service also suggested a DSL
filter on their DSL line or the possible use of Web CapTel. Customer was
satisfied.

External Complaints--Miscellaneous

Inguire Date 6/18/2009

Record ID 19533

Cuall Taken By At the Workstation
CA Number

Responded By Jody

Response Date 6/18/2009
Resolution Date 6/18/2009

Customer stated that they were unable to reach the relay when dialing the toll
free number for voice users, to place a call through the relay.

Supervisor apologized and forwarded information to the technical department.
Customer was advised to use 711 until voice line was repaired. The technical
department discovered that Sprint had placed a disconnect recording on the
number for the transition from Hamilton to Sprint. Issue was repaired.
Customer was notified that issue was resolved.

External Complaints—-Miscellaneous

Inguire Date 6/26/2009
Record ID 19535

Call Taken By

CA Number

Responded By Jody
Response Date 6/26/2009
Resolution Date 6/26/2009

Hamilton discovered that during a series of test calls that the voice toll free
mumber was not working. Test calls had been placed to this mymber moments
before which were successful

The technical department discovered that AT&T had a provisioning issue with
the Nebraska Relay voice line for the transition from Hamilton to Sprint. Issue
was repaired by AT&T.

Service Complaints--CA Misdialed Number

Inquire Date 6/22/2009

Record ID 19534

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 6/22/2009
Resolution Date 6/22/2009

Customer stated that CA dialed the incorrect number when placing their call.

Customer Service apologized and stated the CA would be counseled. CA was
counseled and customer was satisfied.




Service Complaints--
Fraudulent/Harassment Call

Inguire Date 6/10/2009

Record ID 19531

Call Taken By Customer Service
CA Number

Responded By Tina

Response Date 6/10/2009
Resolution Date 6/10/2009

CapTel--Complaints

Inquire Date 5/28/2009
Record ID 121371

Cuall Taken By CTI

CA Number

Responded By D.G.
Response Date 5/28/2009
Resolution 5/28/2009

Customer has been receiving fraudulent phone calls through the relay and
inquired what could be done.

Customer Service suggested that the customer contact their local telephone
company and report the incident to law enforcement. Customer Service
explained that if the customer contacts law enforcement then law enforcement
may issue a court order. At that time the call information may be released to the
Court. Customer understood.

Dialing/Setup - Dialing Prefix

Advised proper programming of dialing prefix for outbound captioned calling.
Confirmed this adjustment resolved customer's experience.

CapTel--Complaints

Inguire Date 6/22/2009
Record ID 126213

Call Taken By CTI

CA Number

Responded By J.R.
Response Date 6/22/2009
Resolution 6/22/2009

Accuracy of captions

Customer shared feedback regarding accuracy of captions, and provided specific
call data. Call detail was shared with Call Center management for follow up with
the specific CA by the CA's supervisor. CS Rep apologized for incidence and
thanked customer for reporting their experience so we could take corrective
action.




Nebraska Jublic Sertice Qommizsion

300 The Atriuzm, 1200 N Street, Lincoln, NE 68508
Post Office Box 94927, Lincoln, NE 68509-4927
Website: psc.nebraska.gov

Phone: (402) 471-3101

Fax: (402) 471-0254

COMMISSIONERS:
ANNE C. BOYLE
ROD JOHNSON
FRANK E. LANDIS
TIM SCHRAM

GERALD L. VAP
NEBRASKA CONSUMER HOTLINE:

1-800-526-0017

EXECUTIVE DIRECTOR:
MICHAEL G. BYBL

July 1, 2010

Mariene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12™ Street, SW

Washington, DC 20554

RE: TRS Consumer Complaint Log Summaries for June 1, 2009 through May 31, 2010
CG DOCKET NO. 03-123

Dear Ms. Dortch,

The Nebraska Public Service Commission respectfully submits the enclosed complaint log in
connection with the provisioning of Telecommunications Relay Service pursuant to Section
64.604(c)(11) of the FCC's rules. Sprint Relay began providing telecommunications relay
services for the state of Nebraska effective July 1, 2009. The enclosed complaint log reflects the
period July 1, 2009 through May 31, 2010.

Sprint processes any complaint, which originates via e-mail, fax, telephone, regular mail,
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this
report. The enclosed complaint log indicates that most complaints were resolved within 24
hours. The complaints enclosed are resolved.

Nebraska Relay Service provided by Sprint recetved a total of eight complaints in violation of
FCC mandatory minimum standards for the time period July 1, 2009 through May 31, 2010.

Please feel free to contact myself at 402-471-0225 Voice or Email: steve.stovall@nebraska.gov
or C. Emma Danielson with Sprint Relay at 217-698-4031 Voice, 877-698-5520 TTY or Email:

emma.danielson@sprint.com with any questions regarding the above.

Sincerely,

Steveé/%ﬂd&ccoumam

Nebraska Public Service Commission
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Complaint Tracking for NE (07/01/2009-05/31/2010). Total Customer Contacts: 8

successfully with 2 other Relay Operators that the same day, but
when she asked a new agent to call the same number again (her
bank) they could not. After the Retay Cperator verified the area
code they said that they computer could not dial, something about
unknown. The customer is sure that the agent dizled the number
wrong. The Customer Service Representative apalogized and the
test call was successfully 1o the number via relay. They let the
customer know that they would be sure to inform the Relay
Operator's supervisor of the issue. No contact was wanted.

'Tallyli_)_a_te:ofj JNature of Complaint = - o Date of . :JExplanation of Resolution

- -|compl. e _ : : Resalution . |-~ " o o o .

T [0e19/08 JANE TTY sent a complaint that an Relay Cperator was rude. After 08/19/09 The Relay Operater demonstrated familiarity of call process
the Relay Operator dialed incorrectly the TTY user let them know, Jinvolving dialing out to a wrong number. The Relay Operator
but the Relay Operator typed "Number no tonger in service, no was coached regardless.
longer on line.” The Customer Service Reprasentative apologized
and explained that they will be sure to inform the Relay Operator's
supervisor of the problem. The customer does not want contact.

2 {10/21/09 [A NE Voice user complains that she and her nephew are unable to 10/21/09  fThe Relay technician tested it and it worked. The Customer
hear her VCC brother via 711 to NE Relay when c¢alling from their Service Representative let the customer know this.

Varizon Cell phones. The Customer Service Representative
apologized, expiained that they will inform the relay technicians for
trouble shooting the issue. The Customer Service Representative
also referred to the state telephone equipment program and their
cell phone provider. The customer wants contact with resoluticn to
the problem.

3 [10/28/08 §The customer states that their COC is Windstream. That carrier is 10/28/09 Sent lefter to Windstream to add them to our carrier of choice
not listed, and Relay is slow to process long distance calls. The platform. Sent email to customer letting her know she will
Customer Service Representative apclogized and opened a receive bills from Windstream.
trouble ticket. No follow up was reqguested.

2 [02/03/10 [The customer explained that they made a call to a doctor's office 02/04/10 The Relay Operator remermbers this call being to 2 Pet Supply
on Feb 3rd, at approximately 2:50 PM. The Relay Operator was Pharmacy. The Relay Operator called for a supervisor's

Ireporiedly inattentive and made typing errors. The customer stated assistance because the caller seemed to have difficulty

it was difficult to follow and they want the Relay Operator to know reading what the Ca was sending to them but the Ca was able

that they need them to be as clear as possible. The Customer to read the ity users text. The Relay Operator reduced their

Service Representative apologized for the problem, discussed typing speed, resent text{cut and pasted) but the Hy user was

settings, and no follow up was requested. still unable to read whai was being sent to them. The Relay
Operator followed proper procedure as well as getting a
supervisor (AlIC) to help process this calt,

5 (0224110 |A caller reported that the ﬁelay Operator dialed a long distance 02/24/10 The Customer Service Representative discussed this with the
number instead of the number provided and she did not want fo be Relay Cperator and they don't specifically recall this particular
billed for the call. The Relay Operator dialed the wreng number. call. The Relay Operator stated that the number given was the
The Customer Service Response apclogized for the inconvenience nuember entered into the dial window.
and told her the report would be sent to the call center supervisor
and no follow up was requested.

8 [03/23/10 [The customer states that fis aunts phone bills are not being billed 058/17/10 This customeris a Cap?el user and it was explained fo the
correctly when calling through CO relay service. The Customer custorner that they need to set up a Carrier of Choice for their
Service Representative apologized for the problem and assured flong distance carrier. '

Jthe customer that a trouble ticket would be opened on the issue
and follow up was not requested.
7 [03/25/10 |ANE TTY user complains that she called the same number 03/25/10 The supervisor assisted the ﬁelay Operator with this call. The

Relay Operator did ask customer to verify the area code -
because the call was not going through. The customer verified
the area code and it was the same number that the Relay
Operator was originally dialing. When The Relay Operator
dialed out on multiple attempts an error message came up
stating that the number was unknown and did not specify if
unknown was number calling from or ta. The Relay Operator
did follow correct procedure, did dizl correct number, and
could not dial cut because of a technical issue.




8 Jo05/11/10 JA voice caller states: *I've been using Relay for 15 years and the
service s just going downhill. | had to repeat semething to the
ageni and she yelled at me like | was 5. She was rude and her tone]
of voice was not nice.” The on duty Supervisor apologized for the
inconvenience and informed the calter that the
information/complaint would be forwarded to the Relay Operator's
supervisor for coaching. No follow up was requested.

05/11110

The Cusfomer Service Representative met with the Relay
Cperator and coached them on the importance of
demonstrating a warm and friendly demeanor when speaking
with customers. The Relay Operator was also ceached on the
importance of remaining professional when speaking with
customers. The Relay Operator understands and the Relay
Operator's headsef was replaced, as agent states was having
hard time hearing caller. No follow up was requested.

Date Generated: Fri, Jun, 4th, 2010 @ 10:52:30 AM CT




"+ ANNE G. BOYLE

© TIM SCHRAM

Nebrasha iiﬁuhlft Serfrice Qommizsion

300 The Atrium, 1200 N Street, Lincoln, NE 68508
Post Office Box 94927, Lincoln, NE 68509-4927
Website: psc.nebraska.gov

Phone: (402) 471-3101

Fax: (402) 471-0254

COMMISSIONERS:

ROD JOHNSON
FRANK E. LANDIS

GERALD L. VAP
NEBRASKA CONSUMER HOTLINE:

1-800-526-0017

EXECUTIVE DIRECTOR:
MICHAEL G. BYBL

July 1, 2011

Marlene H. Dortch
Office of the Secretary
- Federal Communications Commission
445 12" Street, SW
Washington, DC 20554

| RE: TRS Consumer Complaint Log Summaries for June 1, 2010 thr_oﬁgh May 31, 2011
CG DOCKET NO. 03-123

Dear Ms. Dortch:

- The Nebraska Public Service Commission respectfully submits the enclosed complaint log in

- connection with the provisioning of Telecommunications Relay Service pursuant to Section
64.604(c)(1) of the FCC's rules. The enclosed complaint log reflects the period June 1, 2010
through May 31, 2011.

Sprint processes any complaint, which originates via e-mail, fax, telephone, regular mail,
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this
report. The enclosed complaint log indicates that most complaints were resolved within 24
hours. The complaints enclosed are resolved.

Nebraska Relay Service provided by Sprint received a total of five complaints in violation of
FCC mandatory minimum standards for the time period July 1, 2010 through May 31, 2011.

Also, the Nebraska Public Service Commission voluntarily submits a log of CapTel (Captioned
Telephone) inquires and complaints for the reporting period. Out of 141 contacts made by
Nebraska CapTel users, 87 were inquires and 54 attributable to complaints. The submitted
spreadsheet summarizes the nature of the complaint and resolution.

Please feel free to contact myself at 402-471-0225 Voice or Email: steve.stovall@nebraska. gov
or C. Emma Danielson with Sprint Relay at 217-698-4031 Voice, 877-698-5520 TTY or Email:

emma.danielson@sprint.com with any questions regarding the above.

Sincerely,

Steven G. Stovall—Acéountant _
Nebraska Public Service Commission

Printed with soy ink on recycled paper
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Complaint Tracking for NE {06/01/2010-05/31/2011). Total Customer Contacts: §

R

A voice customer states that the Operator let the phone ring
only 4 or 5 times then said that there is no answer then
disconnected the customer. This call took place a few
minutes ago. The Customer Service Representative
fapclogized fo the customer and no follow-up was requested.

0911710

The Customer Service Representative met with the
Operator, The Operator stated that she lef the phone ring ten
times and then informed the caller there was no answer and
the caller disconnected. The Operator said she received the

"red" disconnect box on her screen.

2 (010111

[The customer stated that at approximately 1210pm, he was
on a call with his deaf brothes and was asking the operator
Jfor a printout copy of the conversation when he got
disconnected. The Customer Service Representative
explained to the customer that the operator had asked for
their input in how to respond to his request. The Customer
Service Representative was in the process of giving him
instructions when the call was disconnected, The Cuslomer
Service Representative assured the caller that the Operator
did not disconnect the call and explained how the our system
works. The customer understood and appeared to be
satisfied with the answer he was given. No follow up is
fneeded.

0101111

Since the QOperator did not disconnect the call, it has been
attributed to the technical system.

R IR

A customer sent an e-rnail to
"teedback@nebraskarelay.com” that comes o the TRS
Customer Service department. The e-mat stating that the
Operator stepped out of a "néutral role" during a
conversation that he had with an inmate. The customer
asked for the inmate's phone number where he could be
reached, The Operalor {old the customer that he probably
doesn't have one since he's in jail. The inmate then went on
lto tedl nim his contact information. The Operator also did not
spell Omaha correctly. The Customer Service Representative
apologized for the inconvenience and thanked the customer
for letting us know. The Customer Service Representative
told the customer that the report would be sent to the call
center Supervisor. Follow up was requested.

~

02/09/11

The Supervisor met with the Operator, The Operator does
remember call, but does not remember stating that to the
voice person. The Operator thought that the voice person’
was asking the question of the Operator and not the TTY
customer, therefore, the Operator responded that.she didn't
knew the answer and was not parl of the call. The Operator
was:co_ached on the exireme impertance of remaining
transparent throughout the call.

% [oar5i

A Nebraska VCO customer is not able to reach an Arizona
number using Wind stream. The Customer Service
Reprasentative apologized and opened a trouble ticket.
Foliow up is requested.

04/15111

n—
The Relay Program Manager tried to call the customer three
times and there was no answer and they do not have veice
mail. We were unable to leave & message and the case is
closed,

-6 JosHTIMN

A Nebraska VCO customer is not able to reach an Arizona or
Kansas number using Wind stream. The Customer Service
Representative apologized and opened a trouble ticket.
Follow up is requested.

051711

The customer needs to call Windstream to find out what is
causing this. Windstream is one of our camiers of choice for
relay.
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Complaint Tracking for NE (06/01/2011-05/31/2012).

Total Customer Contacts: 4

Tally

Date of
Complaint

Nature of Complaint

Date of
Resolution

Explanation of Resolution

10/19/11

Technical - General

10/19/11

Customer reported that he is unable to call a specific local
number with captions. The Customer Service Representative
performed multiple test calls to this number and experienced

the same difficulty. The Customer Service Representative
shared the customer's experience with technical support for

further investigation which showed a temporary routing issue in
the phone network that resolved itself. It has been confirmed
that the customer is now able to reach this number successfully
with captions.

10/26/11

Technical - General

11/08/11

A customer's helper reported being unable to reach two specific
numbers when using their CapTel 800 set up in 1 Line mode.
The Customer Service Representative confirmed they are able
to use their CapTel 800i that dials out like a traditional phone
with captioning support. The Customer Service Representative
referred the case details to technical support for further
assistance. A trouble ticket was opened with the telephone
carrier in order to resolve the customer's experience. The
customer is now able to use their CapTel 800i in the interim.

11/09/11

Technical - General

11/10/11

A customer's daughter reported that she was unable to call her
parents through the captioning service from her cell phone and
received a busy signal. Before, she used to be able to call them
without dialing the area code. The Customer Service
Representative apologized to the customer for their experience
and asked her to try her call again using the area code. The
Customer Service Representative confirmed that the daughter
was able to get through to the customer.

01/16/12

A customer stated last Saturday the Relay Operator was
unable to leave a message on an answering machine.
The customer tried three times to leave a message and
was unable to complete the message with the current
Relay Operator so they had to hang up and dialed to get
a different Relay Operator who successfully was able to
leave a message. The Customer Service Representative
apologized for the inconvenience. The customer wants
follow up via phone call.

01/16/12

The Relay Operator does not remember this particular call. The
Customer Service Representative investigated the agent's
procedural knowledge and the Operator demonstrated
knowledge of the correct procedures to process this type of call.
The Customer Service Representative left a follow up message
that the the Customer Service Representative met with the
Relay Operator and she knew the correct procedures to
process this call.




{Date created)

bate
Mo/Day/¥r

6/7(11 3:45 PM

6/10/11 4:00 PM

6/14/11 2:10 PM

6/21f11 12:15PM

6/24f11 9:40 AM

6/27/11 8:35 AM

{Date Resotoved)

Date
Mo/Day/Vr

5/10/11 4:15 Py

6/14/11 2:15 P14

6/21/11 12:40 PM

6/24/11 9:50 AM

6{27/11 8:40 AM

Nebraska Complaints or Inguirics Originating at CapTel Center FY 2011-12

Nature of Complaint / Resolution

AT ARS

ot

Customer asked if captions can be transferred from the
CapTel phone to his computer monitor after the captioned
call is completed. CSR informed customer that-there is no
way to transfer captions from the CapTel to the computer
| maonitor i the captions are not displaying on the monitor at

e

‘Custemer requested information on pricing and how to
obtain a CapTel phone. CSR referred customer tothe -

national distributor for further assistance.

i o

Customer inquired about registering their preferred carrier of
choice, CSR informed customer the importance of
registering ones preferred long distance carrier as to not be
bilied by the state's relay default carmier.

Customer inquired if callers have to calf through the
(Capticning Service for him to get captions. CSR explained
Hithe dialing nrocedure for calling & CapTel user,

[Customer reported she needed a larger display that tilts up
in order to be able to read the captions. CSR referred

Hicustomer to state program for, further assistance.

Customer's friend inquired how to reach the customer with

captions, CSR explained that in 1-Line made callers should

diat through the toll free captioning service to reach the

customer with captions. CSR explained the diating procedure

Lits the customer's friend.
R

Service Complaints Techniral Complaints Other (Inquiries)
Disling/ | Dialing/ | Dialingf
Carrier { Incoming | Setup- Setup - Disconnect/R Sel up - Total i
. Accuracy of Total Service|]| Of Calls Not Call Dialing | Dial Tope -{ econnect Setup Set up Menu - | Techmicak-| Technical || Consumer - Total Grand
MNature of Contact Captions Complaints || Choice § Captioned | Waiting Prefix | Not Heard | Durieeg Calls|  General Installation | Features | General | Complaints | Educ-Gen { Infor. | Referral} Compliments| inquiries] Total
T
- 0 O 1 1 1

Lt 0 1 1

o i off : 1”
Referral Information

Y 0 1 1 1

L) 1 1 0| i
Consumer education -
general -

L] 4] [ i

0 1 1 o 4
Consumer Education =

L) 0 I 1

0” ) ] of i
Referral Information

1] 0, 1 1

nE 0 1 1 1
Consumer education -
general

0 0 1
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Nebraska Complaints or Inquiries Originating at CapTel Center FY 201112

{Date created) (Bate Resoloved)} Service Complaints Tectwical Complaints Gther (Inquiries)
Bhaling / § Dialing { Dialing f
Carrier § Ircoming | Setup - Setnp - Disconnect/R Setup - Fotal
Date Date Accuracy of Total Servicelf Of Calls Not Call Dialing |Dial Tone-| ecomnect Set up Setup Menu | Technical -| TFechnical || Consumer | Totat Grand
Mo/Day/Yr Mo/Day/Yr Nature of Contact Captions Complaints |- Choice | Capticned | Waiting Irrefix Not Heard | During Calls|  General lastallations | Features | Generab | Complaints || Educ-Gen | Infor, | Referral] Compliments| Inquiries || Total Nature of Complaint / Resolution
6/28/11 &:10PM]  £/28f11 £:25 PM|Consumer Education ' Custorner inquired as to how ta notify someaone that they are
- 0 0 1 Ibeing cantioned rovide th 1
i . 3
- h = e
Stgos L5 2t
el 5 ¥ e e 0 0) i i 1 e
6/29/11 2:30 PM|  6/29/1% 2:40 PM|Information Customer requested three sheets of Calf Me cards. CSR sent
_ _ 0 0f ! ! Hleustomer the requested material,
B e : 0 | L 0 s
7/8f11 12:35 PM, 71811 12:45 PM|Consumer Education [Customer reported incoming calis are not connecting to
: . captions. Further investigation found her incoming callers
are not dialing through the captioning service. CSR advised
lcustomer of the captioning service number and dialing
o 0 . | procedure to reach a CapTef user in 1-Line mode, CSR
pla
Reoling & S :
i 1 1 | 1 |lES R Tt
719/11 16:00 AM| 779711 10:20 AM{Set up - Installation [[Customer reportes being unable to make outgeing calls. CSR
. found that the customer had switched the phone to 2-Line
mode and did not have a second phane line conpected to the
CapTel. CSR advised changing the phone back to 1-line
Y 1 9 Ulmode. CSR confirmed this resolved customer's experien:
]
o 0 1 Lllgistehe Eaativnin sBERbatol 55
7712711 10:30 AM|  7/12/11 10:55 AM{Accuracy of Captions Customer's mother reported that some captions were not
correct. CSR apologized for the: experience and explained
now captions are created by a CA using voice recognition
software. Further explained that if the voice recognition
* {ipicked up a cosely sounding word that the captionist would
- send a correction in [Drackets] shortly after with the correct
word. CSR suggested customer document the date time and
. . 0 ol . CA# of any future calls to allow us ta take specific action
: 0, i 0f i
7/28f11 3:30 PMp  7/28/11 3:35 PM|Referral [nformation Customer inquired about purchasing a CapTel phone. CSR
0f 0 1 t Hliprovided the contact information to the national _distributsr.
0 D 1 | s
8111 1115 M 8/1/11 1:25 PM|Consumer Educaticn Customer inquired about the dialing procedure for incoming
captioned calfs in 1-Line mode. CSR explained that callers
will need to dial the toll free number for the captioning
service first and then enter the CapTel user's area code and
Lt 9 ! Uohnne number after ernnecting wi i




{Date created)

Date
Moa/Day/Yr

8/3/1112:55PM

8911 9:20 AM

81111 9:05 AM

8/13/11 £1:10 AM

B/16/11 5:20 PM

8/25{11 1:40 PM

Of1f11 10:30 AM

{Date Resoloved)

Date
Mo/Dayf¥r

8311 1:00 PM

B9{11 9:45 AM

8f11/11 %:20 AM

8/13/11 15115 AM

8f16/11 5:3G PM

8/25/11 1:50 PM

971711 10:30 AM

Consumer Education

Nebraska Complaints or Inquiries Originating at CapTel Center FY 2011-12

Service Complaints

Technical Complaints

Nature of Contact

Gk Waking

Referral Information

e SR S

G
Freats

DialingfSet up - Call Waiting

Censumer Education

Refesral Information

Set up - Installation

Set up - General

Dialing/ | Dialing/ | Diating !
X Carrier | lacoming | Setup - Setup - Disconnect/R) Total
Accaracy of Total Service|  Of Calls Not Call Dialing econnert Setup Techuaical - | Technical || Consumer Grand
Captions. Complaints {| Choice | Captioned | Waiting Prefix Daring Calls| General General | Comtplaints || Educ-Gen Total Nature of Complaint / Resolution
o : et iandien
ShCal Wt ot Siaboen

i i 1 P ihic adiet A e e
Potential customer's daughter requested information on
obtaining a CapTel phone. CSR referred customer to the

0 0 Liinational distributor for further: assistance.

& ; } RIEEn s i i
% 3 FECelscantian Lne mipde
o : i
L] 0 1 1 &
Customer's daughter indicated she could not dial out, CSR
o i 1assi r with deleting istaken Call Waiti
ol i

0) 1 1 s 3 5
Customer's husband reported that at the beginning of
captioned calls the calls get cut off, CSR explained to
customer that it will be normal to experience a brief muted
time while the CapTel is establishing a conneciion to the

0 O { 1 joni i ring an iNcominy

i

9 ] L :

. Customer's wife inquired if all incoming calls would be
captioned in 1-Line mode, CSR advised that callers would
- need to ¢alt through the captioning service in order for

0 0] i 1ficaptions k> be provided.

0 0 i 1 ¥ i
Potential customer’s daughter inquired as to where they can
purchase a CapTel unit. CSR provided the potential
customer's daughter with the contact information for the
state issuing program and Ultretec's Nationai Distributor for

0 - 0 1liassistance.

0 0 1
Customer’s helper reported that the CapTel user was having
trouble with 2-Line CapTel. CSR found that the customer has
both phone lines connected to one phone number, CSR
advised that Line 1 should be connected 1o the first number

g 1 liand Line 2 should be connected to the second phane

0O 9 1
Customer's son reported that the CapTel 200 phone did not
have a dial tone. CSR advised customer to switch the CapTel
to a different phone jack since faulty walt jack was identified

0 1 1flduring troubleshooting. This resolved the issue.




{Date created)

Date

o/i4/11 1:20 PM

9/18/11 8:10 PM

92111 3:45 FM

10/5/11 4:45 PM

10/5/11 7:30 PM

{Date Resoloved)

Date
Mo/Day/Yr

Nature of Contact

Consumer Education

9/19/11 1:10 PM| Dialing/Setup - Dialing Prefix

9/21/11 4:00 PM] Information

10/5/11 5:15 PM|Information

10/5/11 7:40 PM| Referral Information

Nebraska Complaints or Enquirics Originating 2t CapTel Center FY 2011-12

Service Complaints Technicat C Other (Inquirics)
Dialing / | Dvaling! | Disting /
Carrier | fncoming | Setup- Setup - Disconnect/R| Set up - Tatal
Accuracy of ‘Total Servicelf Of Calls Nat Call Dialing | Dial Tone-| ecomnect Set up Setup Menau  § Techinical -] Technical || Consumer Total Grand
Captions Complaints {| Choice | Captioned | Waiting Prefix Not Heard { During Calls] General Tastatfation | Features General ] Comptfaints || Educ-Gen | Infor. | Referral Inquiries [|  Total

s s 3t S

. raditional phone so that the CapTel can establish aptions

Nature of Complaint f Resolution

seallad cnSame
Customer reported that they lose the call after answering the
CapTel when they initially answered on & Nor-CapTel phone.
CSR advised customer that when someone answers a phone
other than the CapTel phone when the cther party has called
through the captioning service it will be normal to hear seek
tones or beeps that reoccur through the call. This means
that the captioning service is sending a signal or seek tone
trying to connect to a CapTe! phone. CSR explained that he
can go and pick up the CapTel phone and then hang up the

T

Customer reported notAbe'ung ahle to diaf out from the
CapTel 206. CSR advised proper programming of dialing
prefix for outbound captioned caliing. Confimmed this

adjustment resolved custornar's rience.

Potential customer’s son inquired if internet is required for
use with the CapTel 860 in 2-Line mode. CSR explained that
the CapTel BRO does not require an internet cannection but

it does require an analog line.

Customer inquired as to the features and the line
raquirements for the Cap¥el 800. CSR explained the featiiés
of the unit how to set it up and the line requirements for the
CapTel 800

4 i 0
0 0 1 1

0 1 0 1
0 1 0 1
0 1 1 T 1
0 0 [ 1 1
9 1 1 0 1
0 0 1 1 1
0| 1 1 0 1
0, 0 1 1 1

Customer requested the name and phone number of the
state program rep in his area. CSR provided customer with
Same.




{Date created) (Date Resoloved) Service Complai Technical Complai Other
Dialing / | Dialing/ { Dialing/
Carrier | incoming | Setup- Setup - Disconnect/R] Set up - Total
Date Date Accuracy of Totak Serviceff  OF Calls Not Call Dialing | Dial Tone -]  econnect Set up Set up Menu | Technical-]. Technical [j Consumer Totat Grand
MoiDay/Ye Mol DayfYe Nature of Contact Captions Complaints || Choice | Captioned | Waiting Prefix | Not Heard | Durieg Colls]  General | Tnstallation | Features | General ] Complaints | Edue-Gen | Infor. | Referral| Compliments| Inquiries § Total Nature of Complaint ! Resobution
o T i o m—— T T—
=
= G L B R et 0, ! 1 4 1 i e S e
EOf7/11 2:20 PV 10/10/11 4:45 PM|Set up - Installation - Customer’s daughter reported the CapTe! phone will
randomly light up and show Ring but wher customer
answers there is no one there. After confirming set up CSR
advised daughter to plug the AC adapter into a different
0 ! ! 9 Uielectrical outlet. Customer confirmed this resolved her
RN e % e EREeE E Lol ME Gate
et e 0 D) I 1 liis 5 e
$0/11/11 5:15 PM{  19/11/11 S:2C PMjReferral Information Potential customer's sister asked for infarmation on how to
: - abtain a CapTel phene. CSR referred customer issuing state
Ol [y L 1 {lzgency and naticnal distributor for further assistance.
= . iz Bl
s L = C? |
i o
: picesho, [EEhe ST
ﬁ Bich L2 a
2 ighila: %
0 0 ! 1 R = e
10/13f:1 4:30 PM|  10/13/11 4:35 PM|Information - Customer requested two sheets of universal English Cali Me
: 0 9 L 1 H|Cards. CSR mailed out requested information. -
T CiE {opes e HablEt eat g
0 L 1 0 e & e R ] SH 1
10423711 10:05 PM} 10/23/11 £0:10 PM|Consumer Education Custorner inquired about bilfing charges if she were to place
B a test call from her celt phone to the CapTel while in the
same room with the unit, CSR, explained that the call would
be subject to the same charges as any focal call according to
) 9 1 1 Hher agreement with the cell phone orovider,
i 5 :
0 1 1 0 1 5 =
10/26/11 1:05 PM|  10/2&/11 2:20 PM|Set up - Instaliation Customer's son reported that the CapTel 800 in 2-Line mode
is experiencing garbled captions and audia drops, CSR
advised customer of the importanos of using a DSL filter
0 1 | Y 1flwhen connecting the CapiTel phone ta a DSL line.

Nebragka Complaints or Inquiries Qriginating at CapTel Ceater FY 2011-12




Nebraska Complaints or Inquiries Originating at CapTel Center FY 2011-12
(Date created) {Date Resoloved) Service Complaints - ‘Technical Complaints Other (Inquiricsy
Dialing/ | Disling/ Dialing / .
Carrier { Incoming | Setup- Setup - Discannect/R| . . Setup - Total
Date Date Accuracy of Total Service|| OF Calls Not Call Diating | Dial Tone-} econnect Set up Setup Menu | Technical-§ Technical [} Conswner Total Grand
MofDay/Yr Mo/Day/¥Vr Nature of Contact Captions Complaints [ Chaice { Captioned | Waiting Prefix Not Heard { Daring Calls| General Installation ] Features General | Complaints || Educ-Gen | nfor. | Referral| C: fi Inquiries{| Total Nature of Complaint / Resolution
gﬁz& e e i
B i 0, 1 1 0] 1
1029711 5:45 PM|  10/29/11 6:15 PM|Set up - Instaliation Caller reported no dial tone. Through troubleshooting caller
. found the phone cord to be plugged into Line-2 on the
{CapTel, CSR advised cailer to moved the phone cord to Line-
o ! ! o 1 1 port, Caller confirmed mlslved me
X, —f
o 1 1 - 1 0, 1jiz
11!1[11 10:30 PM| 1141411 10:35 PM|Set up - Installation [Eustomer reported that the CapTel has no dial tone. After
troubleshooting CSR. found that the CapTel does have 8 dial
[tone at ancther wall jack. CSR advised customer to contact
telephone company to replace faulty wali jack identified
o H L 0
o 1 i o '
11/3/11 6:25 PM{  11/3f11 £:40 PM|Referral Information i
0 0 i 1 |
[ 1 1 q =
11/17f15 12:45 PM|  $5717/11 1:15 PM|Set up - Instatlation Customer said she was not able to use her 2-Line Captel
860 with capticns. CSR found that both of customer's phone
N 0 1 1 0]
s 0 9 1 1




{Date created) {Date Resaloved)

Date Date

MofDayf¥r Mo/Day/¥r Nature of Contact

Nebraska Complaints or Inguiries Oviginating at CapTel Center FY 2011-12

- Service Complaints

Technical Camp!ainis

Other

Accuracy of Total Service|
Captions Complaints

of

Carrier

Choice

Bialing {
Setup -
Calt
Waiting

Disconnect/R:

Dial Taue-| ecannect Set up
Daring Calls] General

Total
Technical
Complaints

Consumer

Educ-Gen | Infor.

Total

Ynquiries

Nature of Complaint / Resolution

11/18/11 6:45 PM|  11/18/11 6:55 PM|Referal Information

B e
- -

3 § " b Lo ]

12/6/11 12:55 PM|  12/6/11 1:00 PM[Consumer education -

general

OO0 % 4':V' 1 BR

12/11/11 405 PM|  12/11/11 4:35 PM|Dialing/Set up - Dialing Prefix]

12/13f11 10:30 AM| 12/13/11 10:40 AM|Consumer education -

general

12/16f11 1:40 PM|  £2/18/13 1:50 PM|Set up - Installation

12/16/11 3:30 PM|  12/16f11 3:35 PM|Censumer Education

&

Granddaughter of potential CapTe! customer inquired about
what her grandfather would qualify for through the Nebraska
state program. CSR referred customer to the Nebraska state
program for further assistance. Granddaughter also inquired
about the cost of the captioning service, CSR explained that
| the service is of no cost due to state relay funds covering the

- f the Americans with Disabilties Adt. ]
SOt Selne il = : =
CepTela00in ik otk -

renianipia o difinia el o didfion i
A S ARG AR S A e re ST TS

\While assisting the customer's helper CSR explained the
proper dialing procedure used to contact to and from the

UflcapTe! 200 in 1-Line mode with captions.
B g P A7

I S5 | s

Customer's daughter reported the customer is not getting
captions on outgoing <alls on the CapTel 800. CSR advised
lcustomer to remove mistaken dialing prefix programmed in
menu of CapTel. Confirmed this adjustrent resolved

Ulcustomer's exoarience.

Customer reparted that her captions light is not always lit
during incoming calls. CSR explained that the caption fight
will come on if the call was made through the capticning
service and advised sharing the captioning service number

Liiwith her calters, i

S

A Y e Bt S
Customer's son requested test ¢alls to ensure the CapTel
was functional. CSR performed test calls with son to confirm
Ulthat the CanTel phone is working in i-Line mode,

3 i

Customer’s helper inquired how to make an outgoing
captioned cakt on the CapTel 800 in -Line mode. CSR
explained that the caller simply needs to confirm that the
(Captions button is it before dialing the phone number that
they want to call in order to connect with captions on an
loutgoing cali. Helper confirmed that they understood this

__Hlinformation




{Date created}

"Date
Mo/Day!/Yr

52

Nature of Complaint / Resolution

GHERE T

13712 10:50 AN

" 1/9/12 3:15 PM

1/12/12 1:25 PM

1/16/i2 12:45 PM

answered on a non-CapTel phone. CSR advised customer
that when someone answers a phone other than the Capiel
iphone when the other party has called through the
captioning service it wilt be normal to hear seek tones or
beeps that reoccur through the call. This means that the
captioning service is sending a signal or seek tone trying to
connect to a CapTel phone. SR explained that one tan go
and pick up the CapTel phone and then hang up the

raditinnal nhane at the CanTel can ectahlich cantions

Calter inquired if he neaded to dial the captioning service
number after registering to reach the CapTel user with
captions. CSR explained that when using the CapTel in 1-
Line mode callers will need to dial through the captioning

, service number every time they wish to reach the customer

Pt

Customer reparted having difficuities navigating her bank's
automated system. CSR conducted captioned test call and
provided customer with specific dialing instructions to
stem,

navicate the automated menu

Customer's daughter asked haw the captions are produced.
CSR explained that a live operator revoices what the other
party says into voice recognition software whidh transcribes
their voice to text and then the text is transmitted to the
CapTel phone. CSR further explained that word errors are
corrected by the capticnist and the corrected word will
appezr in a different cofor. CSR also provided the comect
captioning service number and advised customer's daughter
of the proper dialing procedure fo reach a 1-Line CapTel
nhnng

3 1/ i

Nebraska Compl or Ing Origil at CapTel Center FY 2041-12
{Date Resoloved} Service Complainis Technicat Complai Other {Inquiries} _
Dialing f | Diaking! { Dialing {
. Carrier | Encoming § Setup- Setup - Disconncet!R Setup - Tatal .

Date - Accuracy of Total Service; or Calls Not Call Dialing | Dial Tone-} ecomect Set up Setup Menu Technical -| Technical || Consumer Total Grand
Mo/DaylYr Nature of Contact Caplions Complaints j| Choice | Captioned | Waiting Prefix Mot Heard { During Calls| Generak Installation | Features General | Complaints || Educ-Gen § Infor. | Referral Cump!imen_tﬂ Inquiries || Tatal
e 3] :

s i S e B 1 1
12/30/11 3:4C PM{Consumer Education
D) 1 [ 1
. i 0
1/3/12 10:55 AM|Consumer educatior: -
0 I [
0 1 i 1
i s :
1/9/12 3:25 PM| Consumer Education
- o ! : 1
1 0 |
1/12/12 1:45 PM|Consumer Education
0 1 H
0 L i 1
1/18/12 3:30 PM|Set up - Instaflation
1 o

Customer's daughter inquired abaut the set up of the CapTel
phone, CSR advised daughter of the importance of using a
DSt filter when connecting the CapTet phone to a DSL line,
Confirmed that customer is now using the Cap¥el
1successfully,




{Date created) {Date: Resoloved}
Date Date

Mo/Day/Yr

1/16/12 2:55PM

117/12 1115 AM|  1/17/12 11:20 AM

e

1/24{12 5:10 PM 1/24{12 5:20 PM|Consumer Education

1/25/12 4:50 ;M Consumer education -

1/25{12 4:30 PM
general
i
\
i
|
1/26/12 11:00 AM|  1/26/12 11:15 AM|Referral Information
= o SEAtInY

Origi

at CapTel Center FY 2011-12

Service Complaints

Tecknical Complaints

Other

Inquiries)

Accuracy of
Captians

Toial Service
Complaints

Carrier
of
Choice

Dialing /

Incoming
Calls Not
Captioned

BDaaling /
Setup -
Call-
Waiting

Dialing /
Setup -
EXealing

Prefix

Dial Tone -

Not Heard

Disconnect/R
econnect
During Calls

Setup
General

Setup
Instalation

Set up -
Meau
Features

Technical -
General

Tatal
Technical
Complaints

Consumer
Educ-Gen

Tnfor.

Relerral

Compliments|

Tatal
Tnquiries

Grand
Total

Nature of Complaint / Resalution

[

OEREAS

Telephone company representative reported an inability to
dial aut with captions from the CapTel phona. CSR advised -
customer to remove mistaken dialing prefix programmed in :
menu of CapTel. Confirmed this adjustment resolved

customefg veg«ne.rience. "

; Beverwailaekaheas
Customer's daughter inquired about the requirements and
function of a second line. CSR explained tha requirements
for 2-Line CapTe! and explzined how the second line
functions in that particular setun. * -

o T e SR
& ' Der s od: al: Ll Bl = ;’m

o M_M-ézam e G
S s

Customer’s kelper inquired about the procedure to place an
incoming captioned ¢all to the CapTel 80G in 1-Line mode.
CSR explained that callers must first dial through the tofl-
free captioning service in order to connect to the phone with
caotions.

i IEdTor SRt aneasice D
A o e e
e

4]

Customer reported an inability to dial out from the CapTel
phone, Further investigation found the customer was
mistakenly dizling a 9 when diating out from the CapTel
phone when it was not needed. CSR advised customer to

dial the number directly and she confirmed this resolved her
1

Customer's daughter mentioned that the CapTe! user’s
eyesight had declined. CSR referved caller to the state

program for further assistance acquiring a CapTel 800

chone.

1 i LCHORSE




{Date created)

Date
MoiDay/Vr

{Date Resofoved)

Date
Mo/Day/Yr

or I

Origi

INebraska C

at CapTel Center FY 2011-12

Service Complaints

Technical Complaints

Oither

Inquiries

Nature of Contact

Accuracy of
Caplions

Total Service
Complaints

Carrier
oF
Chaice

Dialing /

tucoming
Calls Not
Captioned

Dialing !
Setup -
Calt
Waiting

Dialing /
Setup -
Dialing
Prefix

Dizl Tone -
Not Heard

Disconnect/R:
ecannect
During Calls

Set up-
General

Set up
Installation

Set up -

Menu
Features

Technieal -
General

Total
Technical
Camplaints

Cansumer
Educ-Gen

Infor.

Referral

Tutat
Inquiries

Grand
Total

Nature of Complaint / Resolution

1/27{12 4:10 PM

2/2[12 11:15 AM

2/25/12 8:20 PM

371412 10:40 AM

1/27f12 4:50 PM

Consumer Education

[Customer reported an ingbility fo use the Call Wajting
feature on the CapTe! phone in 1-Ling mode. CSR explained
that an incoming call that is received when he is already on
a captioned call will disrupt or even drop the current call if
he attempts o use the flash button. CSR advised customer

of the option of using 2-Line mode to be able to use the Call
Ukt : .

Information

Referral Information

Potential customer's son-in-lnawmiﬁqm:;ivniﬂedwabout the éapTeI
nhone, CSR advised son-in-law how the CapTel phone works
in both 1-Line and 2-Line modas. CSR atso explained that

the captioning service is covered by state and federal relay
1

Americans with Disabilt

2/25{12 8:30 PM{Consumer education -
general

3/1/12 10:45 AM|Consumer Education

Potential customer's helper wanted to know how to obtaina
CapTel phone for customer. CSR referred customer to state
equipment program and o national distributor to obtain a

CapTel phone,

Caller to a CapTet user indicated that he is hearing 2
rmessage to register his long distance provider. CSR
explained that in order to prevent getting billed by the state's
default provider caliers who contact the CapTel user long
distance should register their phone number and {ong
distance carrier with CapTel Customer Service first. CSR
further explained that this will ensure that the callers are

. billed according to the pfan that they have previcusly
- N :

(Customer inquired how to call a CapTel user. C5R discussed
with customer Ehe proper procedure for calling a Capvel user
through the captioning service number.




(Date created)

Date
Mo/Day/Yv

{Date Resoloved)

Date
MofDay/Yr

Nature of Contact

Nebraska Complaints or Inquiries Griginating at CapTel Center FY 201E-12

Service Complaints

Technical Complaints

(iher

Accuracy of
Capfions

Total Service|
Complaints

Carrier
of
Choice

Dialing {

Incoming
Caffs Not
Captioned

Dialing /
Setup.-
Call
Waiting

Dialiets /
Setup -
Dialing
Prefix

Bial Tone -
Not Heard

Disconnect/R|
ecannect
BParing Calls

Set up
Geoeral

Set up
Installation

Setup -
Menn
Features

Technical -
Geneval

Total
Techrical
Complaints

Consumer
Educ-Gen

nfer.

Refercal

Total
Complimentsf| Inquiries

Grand
Total

Nature of Complaint / Resolution

3/5/12 1:30 PMi

3f14/12 12:30PM

3/26/12 7.55 PM

3/5/12 1:45 PM

3/26/12 8:00 PM,

Consumer Education

Set up - Installation

Consumer Educaticn

Customer's friend explained that callers frequently hang up
lon the customer before the CapTel connects with captions.
(CSR provided the custamer with information on how to use
the signal meter during calls. CSR further advised
anticipating the other party’s greeting and rying to speak
s00ne id

ICustomer's daughter inquired about using the CapTel
Iphone with a medical alert device. CSR advised the  proper
set up of using a duplex jack to allow the CapTel phone

ptions on
the CapTel 800. Through troubleshooting SR found that the
(CapTel was connected into a mail station device, CSR
advised customer to obtain a duplex or y jack to use in
conjunction with another device that shares the same wall
ijack as the CapTel phone. Customer reported she removed
the mail station from the set-up and has since connected to
Hons sucresshizly,

5] 35 Al e

1 i s

Customer reported seeing message new FCC suling all long
distance calls will be billed on the screen of the CapTe! 8007
CSR confirmed that customer is registered in our system.
Further explained that the message is standard for fong
distance captioned calls and that there is no extra charge for
| using the CapTel service but normat long distance charges

g

LDl

ustomer inqui as to how to set up thelr CapTel 800 in 2-
Line mode with the primary phone line sharing a wal! jack

with a signaling device. CSR advised installing a duplex jack
on the primary phone jack and plugging the CapTel Line 1
phaone cord into one side and the signating device into the




Mebraska Complaints or Inquiries Originating at CapTel Center FY 2011-12

{Date created) (Date Resolovedy Service Complaints ‘Technical Complaints Other {lnguiries]

Dialing / | Dialing / Dialing /
Carrier | Incoming | Setup- Setup - Disconnect/R Sef up - Faotal
Date Date . Accuracy of Total Service| Of Calls Not Call Dhaling | Dial Tone-{ ecannect Set up Set up Menu | Technical -| Technical || Consumer Total Grand
MofDay!/Yr MofDay/¥r Nature of Contact Captions Complaints | Choice | Captioned | Waiting Prefix Not Heard ] During Calls|  General Installation | Features | General | Complaints || Educ-Gen § Infor. | Referrat Complments| Inquiries {|  Total Nature of Complaint / Resolution
04/05/12 10:02 AM [04/05/12 1G:15 AM |Setup CSR advised daughter that the CapTel Phone 80G is not
designed for digital cable use and advised customer to
acquire a standard analog phone line to support CapTel or
use 2-Line CapTel with the second line being an analog line.
Also discussed the option of using a CacTel 800i
GAE7 17 0T 27 PN Do DU o TR iz e on ; 35 Aot CalnganroD
it

=
=

e e B s e = 3 e EE HEE

7

el | i
el o nm e 0, 0 | i 1 ; i PR 2
04/16/12 09:00 PM [04/16/12 09:10 PM §InfofReferral/Consumer Ed CSR registered customera€™s preferred long distance carrier|
in the system and explained that as long as the caption
button is kt before they diat the phone number, the call will

v 9 ! i ! !flbe captioned. i

e

g et

04/19/12 02:50 PM |04/19/12 04:02 PM |Setup (CSR: advised customer's son to turn off 2-Line mode in the
menu of the CapTel phone because customer uses one
phone line with the CapTel phore. Confirmed customer's son
was then able to successfully make a captioned call,

=
=

0 1 1 0 1 . i % e
04/19/12 07:35 P |04/20/12 08:58 AM |Info/Referral{Consumer Ed CSR informed the customar2€™s son that the CapTe! phone
uses a data or modem connection when used with captions.
If an extension phone on the same phene fine is picked up,
this distupts the data connection the Cap¥el is using which
. would result in a temporary loss of captions or totat
- ) disconnection. CSR discussed the option of using 2-Line
. mode which would ailow an extension phone to be used at

Al nh With u

0 1 1 0 1 cie
04/26/52 £9:49 AM 104/20/12 10:00 AM |InfofReferral/Consumer Ed . CSR explained that it és normal for the screen to display
"Handset is Muted” on incoming captioned calfs while the
phone connects with captions. CSR further explained that
individuals should dial through the captioning service to
reach the customer wil tions,

=3
=3

CSR informed the customer that when using the CapTe! in 2-
tine mode the second telephone line would require 2
standard anzlog telephone line. CSR also explained that
when using the CapTel in 2-Line mode callers can call the

0 6 i ! llicapTel user directly thrauch their main telephone number.




(Pate created)

Date
MolDay/Yr

i B ASA RS
05/11/32 12:05 PM |G5/11/12 £2:13 PM |Info/ReferralfConsumer Ed

{Date Resoloved)

Date
Mo/Day/Yr

32

el T

04/26/12 10:05 AM

Setup

Nature of Contact

o

Nebraska Complaints or [nquicies Originating at CapTel Center FY 2011-12
Secvice Complaints Techatcal Complaints Other (Inguirfes)
Dialing { { Dialing/ | Dialing/{
Carrier | Incaming | Setup - Setup - Disconnec(/R Setup- - Tatal
Accuracy of Total Service] of Calls Not Call Dialing | Dial Tone -]  ecomnect Setup Setup Menn | Technical -] Technical || Consumer Total Grand .
Captions Complaints |1 Choice | Captioned | Waiting Prefix Not Heard { During Calls] General installation | Features General | Complaints || Edue-Gen | Infor. { Referral Compliments]| Inquiries | Total Nature of Complaint { Resolution

d 1 L ] 15 et =
CSR advised customer that the CapTel Phone 200 is not
designed for digital cable use and advised customer to .
acquire a standard anatog phone line to support CapTel or
use 2-Line CapTel with the second line being 2n analeg line,

9 1 1 9 UiAleo discussed the option of using a CapTel 800i.
CHR eiplalen At e CapTephin
A EAblE e S anpise b ersrce

0 1 L o I%W SRt e Cap el

. TSR advised customer that the CapTel Phone 800 is aot

designed for digital cable use and advised customer to
acquire a standard analog phone line to suppert Capiel or
use 2-Line CapTel with the second line being an analog fine.

0 ! 1 9 MNialso discussed the ontion f using a CopTel 840,

b 5 - m o

B & 2 5 o ¥

o 0 | ! e
CSR found that the customer had a digital cable pravider.
CSR advised customer's son that the CapTel 200 is not.
designed for digital cable use and advised customer to
acquire @ standard analog phone line to support CapTel or
use 2-Ling CapTed with the second'ling being an analog fine.

9] L ] g Ylaiso di i i | 8O0,
GEn B G eiare R Rt

0 0 1 \ : e oy it : 3t
CSR provided information: and technical requirements for the

0f 0 1 L lf|Cap¥el 80O _ - .

ek

B i

0f - 1 1 0 1 Fthes o1 & ] 0
CSR discussed with customer the proper procedure for

0f 0 t 1p lcalling a CapTel user through the captioning service number,

B e a
0 B 1 l{ i i s
|Customer stated, "You have done a good job, Brian, I will
0 k] 1 ! i remember that to my dying dayl”
- d
b 1] 1 1 |




Nebraska Camplaints or Inquiries Originating at CapTel Center FY 2(H1-12
{Date created) {Date Resoloved) Service C Eai Technical Complai Other (Inquiries)
Dialing f | Dialing/ | Diafing/
) Carzier | Incoming | Setup- Setup - Disconnect/R| Setup - Total
Date Date Accuracy of Tataf Service| of Calls Not Call Dialing | Dial Tene -f  econnect Set up Set up Menu | Technical -} Fechnical || Consumer Total Grand
Mo/Day{Yr MofDay/¥r Nature of Contact Captions Complaints | Choice ] Captigned | Waiting Prefix Not Heard | During Calls]  Generat lastallation | Features General § Comptaints || Educ-Gen | 1nfor. | Relerrat] Compliments{| Inquiries [ Total MNature of Complaint / Resolution
Complaints or Inguiries Originating at CapTel Center
. Service Complaints ‘Technical Complaints Qther ([nquiries) _
Dialing / | Dialing/ | Dialing/ A
- Carrier | Incaming | Setup- Setup - Disconnect/R . Setup - Total
Accuracy of Total Service| ot Calls Not Call Diating | Dial Tone-] econncct Set up Setup Menu | Technical -| Techaicat if C Tatal Grand
Statistical Data Captions Complsirts || Chaice | Captioned | Waiting Prefix | Not Heacd { During Calls|  General Installation | Features | Gemeral | Complaints || Educ-Gen | infor. | Referralf Compli Inquiries | Total Problem/Resobution
Grand Totals 1 0 1 0| 0 5 10 0 0| 4 38 [i 3 62} 4l 23 15 3 33 g




Nebraska Jublic Serfice Qommission

300 The Atrium, 1200 N Street, Lincoln, NE 63508
Post Office Box 94927, Lincoln, NE 68509-4927
Website: psc.nebraska.gov

Phone: (402) 471-31¢1

Fax: (402) 471-025¢

COMMISSIONERS:
ANNE C. BOYLE
ROD JOHNSON
FRANK E. LANDIS
TIM SCHRAM
GERALD L. VAP
NEBRASKA CONSUMER HOTLINE:
1-800-528-0017

EXECUTIVE BIRECTOR:
MICHAEL G. HYBL

June 29, 2012

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Washington, DC 20554

RE: TRS Consumer Complaint Log Summaries for June 1, 2011 through May 31, 2012
CG DOCKET NO. (3-123

Dear Ms. Dortch:

The Nebraska Public Service Commission respectfully submits the enclosed complaint log in
connection with the provisioning of Telecommunications Relay Service pursuant to Section
64.604(c)(1) of the FCC's rules. The enclosed complaint log reflects the period June 1, 2011
through May 31, 2012.

Sprint processes any complaint, which originates via e-mail, fax, telephone, regular mail,
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this
report. The enclosed complaint log indicates that most complaints were resolved within 24
hours. The complaints enclosed are resolved.

Nebraska Relay Service provided by Sprint received a total of four complaints in violation of
FCC mandatory minimum standards for the time penod June 1, 2011 through May 31, 2012.-

Also, the Nebraska Public Service Commission voluntarlly submits a log of CapTel (Captioned
Telephone) inquires and complaints for the reporting period. Out of 146 contacts made by
Nebraska CapTel users, 83 were inquires and 63 attributable to complaints. Three of the 63 are
designated as FCC Complaints as indicated on the Sprint log. The submitted CapTel spreadsheet
‘and FCC Complaint Log summarizes the nature of the complaint and resolution.

Please feel free to contact myself at 402-471-0225 Voice or Email: steve.stovall@nebraska.gov
or C. Emma Danielson with Sprint Relay at 217-698-4031 Voice, 877-698-5520 TTY or Email:

emma.danielson@sprint.com with any questions regarding the above.

Sincerely,

Steven G. Stovall-Accountant
Nebraska Public Service Commission

Printed with soy ink on recycled paper
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