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Complaint Log Summary 
 

June 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

   No complaints received in June 2007   
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Complaint Log Summary 
 
July 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

   No complaints received in July 2007   
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Complaint Log Summary 
 
August 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

14330 8/9/2007 #51 
Fraudulent/  
Harassment 
Call        

Business has been receiving fraudulent 
telephone calls and requested written 
information concerning these types of 
calls.   

9/25/2007 Relay Manager mailed information to the customer.  
Customer was satisfied.  Customer Service has since 
contacted this customer to follow up on this issue 
and make sure the situation has improved but there 
has been no response to the messages that have been 
left.   

14373 8/27/2007 #55 CapTel 
Complaints 

Customer stated that their CapTel phone 
was not working properly. 

8/27/2007 Customer Service directed the customer to CapTel 
Customer Service, as the customer’s issue required 
further technical assistance.  Customer was satisfied.  
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Complaint Log Summary 
 
September 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

   No complaints received in September 
2007 
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Complaint Log Summary 
 
October 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

14905 10/31/2007 #55 CapTel 
Complaints 

Customer stated that there is a lot longer 
delays then usual on their CapTel device 
and it is making the conversation hard to 
understand. 

10/31/2007 Customer Service stated that the issue required 
further technical assistance and forwarded the 
information to CapTel to contact the customer and 
troubleshoot the device.  Customer was satisfied.   
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Complaint Log Summary 
 
November 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

15044 11/27/2007 #49 Misc.  
Technical  
Complaint 

Customer stated they are unable to place 
a call to Canada through the relay. 

4/24/2008 Customer Service apologized and stated that this 
information would be forwarded to the technicians.  
The technical department discovered an issue with 
the way the call is identifying through the relay.  The 
problem was resolved when the next workstation 
load was released.  Customer Service has attempted 
several times to notify the customer but there has 
been no answer and several messages have been left.  
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Complaint Log Summary 
 
December 2007 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

15135 12/11/2007 #51 
Fraudulent/ 
Harassment 
Call 

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

12/12/2007 Relay Manager suggested that the customer contact 
their local telephone company or report the incident 
to law enforcement.  Relay Manager 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 understood. 
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Complaint Log Summary 
 
January 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

15421 1/22/2008 #51 
Fraudulent/ 
Harassment 
Call 

Business has been receiving fraudulent 
telephone calls through the relay and 
inquired how to identify fraudulent users 

1/22/2008 Assistant Operations Manager suggested that the 
customer contact their local telephone company and 
report the incident to law enforcement.  Assistant 
Operations Manager 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.  Assistant Operations 
Manager offered suggestions on how to identify and 
prevent fraudulent calls.  Customer was satisfied.   
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Complaint Log Summary 
 
February 2008 

Tracking 
# 

Date of 
Complaint 

Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

64918 2/19/2008 #55 CapTel  
Complaints 

Technical – General 2/22/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 

64976 2/20/2008 #55 CapTel  
Complaints 

Technical – General 2/21/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 

65033 2/20/2008 #55 CapTel 
Complaints 

Technical – General 2/21/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 

65637 2/20/2008 #55 CapTel 
Complaints 

Technical – General 2/21/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 

65268 2/22/2008 #55 CapTel 
Complaints 

Technical-General 2/22/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 
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Complaint Log Summary 
 

February 2008 Cont’d. 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

65383 2/22/2008 #55 CapTel 
Complaints 

Technical – General 2/22/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 

65221 2/22/2008 #55 CapTel 
Complaints 

Technical – General 2/22/2008 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 routing calls 
through an alternate network.  Confirmed with 
customer this remedied the circumstance. 
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Complaint Log Summary 
 

March 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

66225 3/3/2008 #55 CapTel 
Complaints 

Technical-General 3/3/2008 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 
routing calls through an alternate network.  
Confirmed with customer this remedied the 
circumstance. 

15756 3/3/2008 #57 
Fraudulent/       
Harassment  
Call 

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

3/3/2008 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.   

15885 3/17/2008 #56 External 
Complaints 

Customer stated difficulties placing a 
relay call using their Verizon cell phone. 

3/17/2008 Customer Service forwarded the information to the 
technical department.  The technical department 
discovered that the relay was receiving a tower 
number, not the customer’s cell phone number.  
Customer Service directed the customer to contact 
the provider regarding this issue.  Customer 
understood.   

      
      
      
      

 

Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 15 of 107



Complaint Log Summary 
 
April 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

16001 4/7/2008 #56 External 
Complaints 

Verizon representative contacted the 
relay and stated that their customer has 
been unable to place a call on their cell 
phone through the relay.   

4/24/2008 Customer Service attempted to acquire call 
information from Verizon representative to check 
into this issue and when Verizon representative 
inquired if their information could be forwarded to 
the relay, the customer hung up.  Verizon contacted 
the customer after a translation fix and the customer 
stated that calls are working properly.  Customer was 
satisfied.   
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Complaint Log Summary 
 
May 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 

Complaint 
Nature of Complaint Date of 

Resolution 
Explanation of Resolution 

16535 5/29/2008 #48 711 
Problems 

Customer stated that whenever they dial 
711 from the office number they hear 
TTY tones.   

6/2/2008  Supervisor apologized to the customer and suggested 
a profile.  Supervisor acquired information to set up 
the profile and stated the profile would be set up 
within 24 to 72 hours.  Profile was implemented and 
customer was satisfied.   
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Wyoming Relay 2008 FCC Complaint Report 
 6/1/07 to 5/31/08 
 
 
External Complaints--
Miscellaneous 
 
Inquire Date  3/17/2008 
Record ID  15885 
Call Taken By  Customer Service 
Rep 
CA Number   
Responded By  Tina 
Response Date  3/17/2008 
Resolution  3/17/2008 

Customer stated difficulties placing a relay call using their Verizon cell phone. 
 
Customer Service forwarded the information to the technical department.  The technical 
department discovered that the relay was receiving a tower number, not the customer's cell 
phone number.  Customer Service directed the customer to contact the provider regarding this 
issue.  Customer understood. 

 
 
External Complaints--
Miscellaneous 
 
Inquire Date  4/7/2008 
Record ID  16001 
Call Taken By  Customer Service 
Rep 
CA Number   
Responded By  Tina 
Response Date  4/7/2008 
Resolution  4/24/2008 

Verizon representative contacted the relay and stated that their customer has been unable to 
place a call on their cell phone through the relay. 
 
Customer Service attempted to acquire call information from Verizon representative to check 
into this issue and when Verizon representative inquired if their information could be 
forwarded to the relay, the customer hung up.  Verizon contacted the customer after a 
translation fix and customer stated that calls are working properly.  Customer was satisfied. 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  8/9/2007 
Record ID  14330 
Call Taken By  Operations Mgr 
CA Number   
Responded By  Barb 
Response Date  8/9/2007 
Resolution  9/25/2007 

Business has been receiving fraudulent telephone calls and requested written information 
concerning these types of calls. 
 
Relay Manager mailed information to the customer.  Customer was satisfied.  Customer 
Service has since contacted this customer to follow up on this issue and make sure the situation 
has improved but there has been no response to the messages that have been left. 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  12/11/2007 
Record ID  15135 
Call Taken By  Operations Mgr 
CA Number   
Responded By  Barb 
Response Date  12/12/2007 
Resolution  12/12/2007 

Customer has been receiving fraudulent phone calls through the relay and inquired what could 
be done. 
 
Relay Manager suggested that the customer contact their local telephone company or report the 
incident to law enforcement.  Relay Manager 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 understood. 
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Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  1/22/2008 
Record ID  15421 
Call Taken By  Operations Mgr 
CA Number   
Responded By  Diane 
Response Date  1/22/2008 
Resolution  1/22/2008 

Business has been receiving fraudulent telephone calls through the relay and inquired how to 
identify fraudulent users. 
 
Assistant Operations Manager suggested that the customer contact their local telephone 
company and report the incident to law enforcement.  Assistant Operations Manager 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.  Assistant Operations Manager 
offered suggestions to identify fraud and prevent fraudulent calls.  Customer was satisfied. 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  3/3/2008 
Record ID  15756 
Call Taken By  Customer Service 
Rep 
CA Number   
Responded By  Tina 
Response Date  3/3/2008 
Resolution  3/3/2008 

Customer has been receiving fraudulent telephone calls 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. 

 
 
Technical Complaints--711 
Problems 
 
Inquire Date  5/29/2008 
Record ID  16535 
Call Taken By  Supervisor 
CA Number   
Responded By  Jody/Tina 
Response Date  6/2/2008 
Resolution  6/2/2008 

Customer stated that whenever they dial 711from the office number they hear TTY tones. 
 
Supervisor apologized to the customer and suggested a profile.  Supervisor acquired 
information to set up the profile and stated the profile would be set up within 24 to 72 hours.  
Profile was implemented and customer was satisfied.   

 
 
Technical Complaints--
Miscellaneous 
 
Inquire Date  11/27/2007 
Record ID  15044 
Call Taken By  Customer Service 
Rep 
CA Number   
Responded By  Tina 
Response Date  11/27/2007 
Resolution  4/24/2008 

Customer stated they are unable to place a call to Canada through the relay. 
 
Customer Service apologized and stated that this information would be forwarded to the 
technicians.  The technical department discovered an issue with the way the call is identifying 
through the relay.  The problem was resolved when the next workstation load was released.   
Customer Service has attempted several times to notify the customer but there has been no 
answer and several messages have been left. 
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Captel--Complaints 
 
Inquire Date  8/27/2007 
Record ID  14373 
Call Taken By  Customer Service 
Rep 
CA Number   
Responded By  Tina 
Response Date  8/27/2007 
Resolution  8/27/2007 

Customer stated that their CapTel phone was not working properly. 
 
Customer Service directed the customer to CapTel Customer Service, as the customer’s issue 
required further technical assistance.  Customer was satisfied. 

 
 
Captel--Complaints 
 
Inquire Date  10/31/2007 
Record ID  14905 
Call Taken By  Customer Service 
Rep 
CA Number   
Responded By  Connie/Christa 
Response Date  10/31/2007 
Resolution  10/31/2007 

Customer stated that there is a lot longer delays then usual on their CapTel device and it is 
making the conversation hard to understand. 
 
Customer Service stated that the issue required further technical assistance and forwarded the 
information to CapTel to contact the customer and troubleshoot the device.  Customer was 
satisfied. 

 
 
CapTel Complaints 
 
Inquire Date  2/19/2008 
Record ID  64918 
CA Number   
Responded By  SC 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 
CapTel Complaints 
 
Inquire Date  2/20/2008 
Record ID  64976 
CA Number   
Responded By  KM 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 
CapTel Complaints 
 
Inquire Date  2/20/2008 
Record ID  65033 
CA Number   
Responded By  JL 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 
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CapTel Complaints 
 
Inquire Date  2/20/2008 
Record ID  65637 
CA Number   
Responded By  PH 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 
CapTel Complaints 
 
Inquire Date  2/22/2008 
Record ID  65268 
CA Number   
Responded By  KM 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 
CapTel Complaints 
 
Inquire Date  2/22/2008 
Record ID  65383 
CA Number   
Responded By  EB 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 
CapTel Complaints 
 
Inquire Date  2/22/2008 
Record ID  65221 
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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 
CapTel Complaints 
 
Inquire Date  3/3/2008 
Record ID  66225 
CA Number   
Responded By  ST 
Resolution  3/3/2008 

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 routing calls through an alternate network.  Confirmed with customer this remedied the 
circumstance. 

 
 

Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 21 of 107



Wyoming Relay 
June 2007 – May 2008 

Total Complaints by Category 
 
 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
 SERVICE COMPLAINTS               

#00 CA Accuracy/Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#01 CA Typing Speed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#02 Didn’t Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#03 Didn’t Follow Customer Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#04 Didn’t Keep Customer Informed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#05 CA Disconnected Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#06 Everything Relayed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#07 CA Misdialed Number 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#08 Poor Vocal Clarity/Enunciation 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#09 Improperly Handled ASL or 

Related Culture Issue 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#10 HCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#11 VCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#12 Replaced CA Improperly in 

Middle of Call 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#13 Background Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#15 Didn’t Follow Voice 

Mail/Recording Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#17 Agent Was Rude 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#18 Didn’t Follow Emergency Call 

Handling Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#19 Spanish Service 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#20 Speech to Speech 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
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  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
#21 Confidentiality Breach 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#22 Connect Time 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#23 CA Typing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#24 CA Gave Wrong Information 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#25 CA Did Not Follow 

Policy/Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#26 Improper Use of Call Release 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#27 Improper Use of Speed Dialing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#28 Improper Handling of Three Way 

Calling 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#29 Improper Use of Customer Data 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#30 CA Hung Up on Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#31 Miscellaneous Service Complaint 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 100% 
                
 TECHNICAL COMPLAINTS               

#32 Lost Branding 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#33 Charged for Local Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#34 Trouble Linking Up 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#35 Line Disconnected 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#36 Garbled Message 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#37 Database Not Available 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#38 Busy Signal/Blockage 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#39 Carrier of Choice 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#40 Relay Not Available 24 Hours a 

Day 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#41 Ascii/Baudot Break-down 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#42 VCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#43 HCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#44 STS Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#45 Caller ID Not Working Properly 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#46 Ringing/No Answer 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
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  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
#47 Connect Time (TTY-Voice) 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#48 711 Problems 0 0 0 0 0 0 0 0 0 0 0 1 1 50% 
#49 Miscellaneous Technical 

Complaint 
0 0 0 0 0 1 0 0 0 0 0 0 1 50% 

 TOTAL 0 0 0 0 0 1 0 0 0 0 0 1 2 100% 
                
 MISC COMPLAINTS               

#50 Rates 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#51 Fraudulent/Harassment Call 0 0 1 0 0 0 1 1 0 1 0 0 4 25% 
#52 No Notice of How to Complain to 

FCC 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#53 LEC External Busy 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#54 911 External Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#55 CapTel Complaints 0 0 1 0 1 0 0 0 7 1 0 0 10 62.5% 
#56 External Complaints 0 0 0 0 0 0 0 0 0 1 1 0 2 12.5% 
#57 Other 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 0 0 2 0 1 0 1 1 7 3 1 0 16 100% 
                
 TOTAL COMPLAINTS 0 0 2 0 1 1 1 1 7 3 1 1 18  
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Complaint Log Summary 
 

June 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

16679 6-9-08 17 Customer stated that the CA was 
rude and continued to interrupt the 
voice party by requesting the 
voice user to slow down. 

6-16-08 Relay Manager apologized and stated the 
CA would be counseled.  CA was 
counseled and customer was satisfied. 

16687 6-26-08 56 Customer stated that when 
attempting to place a long 
distance call through the relay, 
they receive an operator 
generated recording stating that 
the call did not go through. 

6-26-08 Supervisor explained why the customer 
would be receiving this recording and 
directed customer to their long distance 
provider.  Supervisor verified the 
customer’s profile was set correctly.  
Customer understood. 

16881 6-26-08 17 Customer stated that CA was rude 
on a call. 

7-1-08 Customer Service apologized and stated 
CA would be counseled.  CA was 
counseled and customer was satisfied. 

16896 6-28-08 49 
 

Customer stated that they are 
experiencing difficulties placing 
calls through the relay.  Customer 
stated that at times their profile 
does not display at the 
workstation. 

6-28-08 Customer Service discovered that the 
customer occasionally dials different relay 
access numbers and was profiled for only 
one.  Customer Service updated the 
customer’s profile and customer was 
satisfied. 

16688 6-30-08 51 Customer has been receiving 
fraudulent telephone calls from 
another relay provider and 
inquired what to do 

6-30-08 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. 
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Complaint Log Summary 
 
July 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no customer 
complaints in July 2008. 
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Complaint Log Summary 
 
August 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

17168 8-6-08 49 Customer asked why when dialing 
through the relay, their long 
distance company Bresnan shows 
on the screen as Qwest.  
Customer feels that the relay 
should display the correct carrier. 

8-6-08 Customer Service explained that Qwest 
displays instead of Bresnan as they are a 
resale provider.  Customer suggestion has 
been forwarded to management.  Customer 
understood. 
03-09:  Relay updated system to allow the 
correct carrier information to display. 

17171 8-7-08 48 Customer stated they were unable 
to reach the relay through 7-1-1 
and had to use the toll-free 
number. 

8-7-08 Supervisor attempted to gather customer 
information to look into issue; customer 
refused and hung up.  Relay is unable to 
follow up with this issue as there is no 
telephone number or name of a carrier to 
work with.   
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Complaint Log Summary 
 
September 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   No customer complaints for 
September 2008 
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Complaint Log Summary 
 
October 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

17718 10-7-08 #49 Customer stated that each time 
they dial an international number 
through the relay, they receive an 
error and the call will not go 
through 

10-7-08 Customer Service apologized and stated 
that information would be forwarded to the 
technical department.  The technical 
department placed test calls through the 
relay, which were successful.  Customer 
was notified.   

17756 10-16-08 #03 Customer stated the CAs are 
unable to retrieve his messages 
from his voice answering machine.  
Customer stated he gives the CAs 
instructions each time.   

10-16-08 Lead CA apologized and explained that 
with an automatic VCO connection, the 
CA must change the connect mode to 
enter the password.  Lead CA offered to 
update their profile, so that they would not 
need to give instructions each time.  
Customer refused and hung up.   
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Complaint Log Summary 
 
November 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   No customer complaints in 
November 2008 
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Complaint Log Summary 
 
December 2008 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

98434 12-12-08 #55 Customer stated they were unable 
to place a CapTel call. 

12-12-08 CapTel technical support added a new 
area code/prefix combination to the 
system database allowing the customer to 
successfully complete a captioned call 
through the CapTel Service.  Customer 
was satisfied. 

18209 12-17-08 #51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done 

12-17-08 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. 

18353 12-30-08 #45 Customer stated that when 
placing a call to her daughter that 
the number was incorrect on the 
caller ID. 

12-31-08 Supervisor forwarded the information to 
the technical department.  The technical 
department discovered a workstation 
issue, which was resolved.  Test calls 
were placed, which were successful.  
Customer was satisfied.   
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Complaint Log Summary 
 
January 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

18473 1-22-09 #51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done 

1-22-09 Supervisor suggested that the customer 
contact their local telephone company and 
report the incident to law enforcement.  
Supervisor 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.   
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Complaint Log Summary 
 
February 2009 

Tracking 
# 

Date of 
Complaint 

Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   No Customer Complaints for 
February 2009 
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Complaint Log Summary 
 

March 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

18797 3-3-09 #51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done.   

3-3-09 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.   

110475 3-26-09 #55 Customer reported difficulty 
making CapTel calls 

3-26-09 At 12:40 pm CST, a major network supplier 
CapTel relies on experienced difficulties that 
impacted some CapTel calls.  At 3:15 pm 
CST CapTel’s supplier reestablished its link 
allowing all calls to be routed and processed 
normally.  Daily service level was met as 
only some calls were affected.  Customer 
confirmed ability to make their call.    
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Complaint Log Summary 
 
April 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

115290 4-24-09 55 Customer complained that 
captions were stopping in the 
middle of his calls 

4-24-09 Customer was advised that research 
indicated a poor phone connection as the 
reason for interrupted captions.  Customer 
redialed the call successfully. 
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Complaint Log Summary 
 
May 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

19314 5-5-09 51 Customer has been receiving 
fraudulent telephone calls through 
the relay and inquired what could 
be done.   

5-5-09 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.  Additional 
information on relay service and preventing 
relay fraud was mailed to customer.    

19339 5-13-09 51 Customer has been receiving 
fraudulent telephone calls through 
the relay and inquired what could 
be done. 

5-13-09 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. 

19387 5-22-09 39 Customer requested a profile for 
her mother with the long distance 
provider as TCT West. 

5-22-09 
 

Customer Service acquired the information 
and explained that TCT West was not a 
participating provider through the relay.  
Customer Service offered an alternative 
provider until TCT West was available.  
Customer declined and Customer Service 
contacted the carrier.  A LOA request was 
forwarded to the provider. 
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Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services  

Page 1 of 5 
 

Wyoming Relay 2009 FCC Complaint Report 
6/1/08 to 5/31/09 

 
 
Service Complaints—Didn’t 
Follow Customer’s 
Instructions 
 
Inquire Date  10/16/2008 
Record ID  17756 
Call Taken By  Lead CA 
CA Number   
Responded By  Jackie 
Response Date  10/16/2008 
Resolution  10/16/2008 

Customer stated the CAs are unable to retrieve his messages from his voice 
answering machine.  Customer stated he gives the CAs instructions each 
time. 
 
Lead CA apologized and explained that with an automatic VCO connection, 
the CA must change the connect mode to enter the password.  Lead CA 
offered to update the profile, so that they would not need to give instructions 
each time.  Customer refused and hung up. 

 
 
Service Complaints—Agent 
Was Rude 
 
Inquire Date  6/9/2008 
Record ID  16679 
Call Taken By Supervisor 
CA Number   
Responded By  Brenda 
Response Date  6/16/2008 
Resolution  6/16/2008 

Customer stated that the CA was rude and continued to interrupt the voice 
party by requesting the voice user to slow down. 
 
Relay Manager apologized and stated the CA would be counseled.  CA was 
counseled and customer was satisfied. 

 
 
Service Complaints—Agent 
Was Rude 
 
Inquire Date  6/26/2008 
Record ID  16881 
Call Taken By Supervisor 
CA Number   
Responded By  Brenda 
Response Date  7/1/2008 
Resolution  7/1/2008 

Customer stated that CA was rude on a call. 
 
Customer Service apologized and stated CA would be counseled.  CA was 
counseled and customer was satisfied. 

 
 
Technical Complaints—
Carrier Choice Not 
Available/Other Equal 
Access 
 
Inquire Date  5/22/2009 
Record ID  19387 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  5/22/2009 
Resolution   

Customer requested a profile for her mother with the long distance provider as 
TCT West. 
 
Customer Service acquired the information and explained that TCT West was 
not a participating provider through the relay.  Customer Service offered an 
alternate provider until TCT West was available.  Customer declined and 
Customer Service contacted the carrier.  A  letter of authorization request was 
forwarded to the provider. 
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Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services  

Page 2 of 5 
 

 
 
Technical Complaints—
Caller ID Not Working 
Properly 
 
Inquire Date  12/30/2008 
Record ID  18353 
Call Taken By  Supervisor 
CA Number   
Responded By  Jody 
Response Date  12/31/2008 
Resolution  12/31/2008 

Customer stated that when placing a call to her daughter that the number was 
incorrect on the caller ID. 
 
Supervisor forwarded the information to the technical department.  The 
technical department discovered a workstation issue, which was resolved.  
Test calls were placed, which were successful.  Customer was satisfied. 

 
 
Technical Complaints—711  
Problems 
 
Inquire Date  8/7/2008 
Record ID  17171 
Call Taken By  Supervisor 
CA Number   
Responded By  Brenda 
Response Date  8/7/2008 
Resolution  8/7/2008 

Customer stated they were unable to reach the relay through 7-1-1 and had to 
use the toll free number. 
 
Supervisor attempted to gather customer information to look into issue and 
customer refused to give information.  Customer hung up.  Relay is unable to 
follow up with this issue as there is no telephone number or name of a carrier 
to work with. 

 
 
Technical Complaints—
Miscellaneous 
 
Inquire Date  6/28/2008 
Record ID  16896 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  6/28/2008 
Resolution  6/28/2008 

Customer stated that they are experiencing difficulties placing calls through 
the relay.  Customer stated that at times their profile does not display at the 
workstation. 
 
Customer Service discovered that the customer occasionally dials different 
relay access numbers and was profiled for only one.  Customer Service 
updated the customer’s profile and customer was satisfied. 

 
 
Technical Complaints—
Miscellaneous 
 
Inquire Date  8/6/2008 
Record ID  17168 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  8/6/2008 
Resolution  8/6/2008 

Customer asked why when dialing through the relay, their long distance 
company Bresnan shows on the screen as Quest.  Customer feels that the 
relay sould display the correct carrier.   
 
Customer Service explained why the customer sees Qwest and not Bresnan 
on the screen as they are a resale provider.  Customer Service stated this 
suggestion would be forwarded to management.  Customer understood.  
Relay updated system on  3/09 allowing Bresnan to be displayed and 
customer was notified. 
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Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services  

Page 3 of 5 
 

Technical Complaints—
Miscellaneous 
 
Inquire Date  10/7/2008 
Record ID  17718 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  10/7/2008 
Resolution  10/7/2008 

Customer stated that each time they dial an international number through the 
relay, they receive an error and the call will not go through. 
 
Customer Service apologized and stated that information would be forwarded 
to the technical department.  The technical department placed test calls 
through the relay, which were successful.  Customer was notified. 

 
 
Miscellaneous 
Complaints—
Fraudulent/Harassment Call 
 
Inquire Date  6/30/2008 
Record ID  16688 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  6/30/2008 
Resolution  6/30/2008 

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. 

 
 
Miscellaneous 
Complaints—
Fraudulent/Harassment Call 
 
Inquire Date  12/17/2008 
Record ID  18209 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  12/18/2008 
Resolution  12/18/2008 

Customer has been receiving fraudulent telephone 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. 

 
 
Miscellaneous 
Complaints—
Fraudulent/Harassment Call 
 
Inquire Date  1/22/2009 
Record ID  18473 
Call Taken By  Supervisor 
CA Number   
Responded By  BJR 
Response Date  1/22/2009 
Resolution  1/22/2009 

Customer has been receiving fraudulent telephone calls through the relay and 
inquired what could be done. 
 
Supervisor suggested that the customer contact their local telephone 
company and report the incident to law enforcement.  Supervisor 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. 
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Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services  

Page 4 of 5 
 

 
Miscellaneous 
Complaints—
Fraudulent/Harassment Call 
 
Inquire Date  3/3/2009 
Record ID  18797 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  3/3/2009 
Resolution  3/3/2009 

Customer has been receiving fraudulent telephone 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. 

 
 
Miscellaneous 
Complaints—
Fraudulent/Harassment Call 
 
Inquire Date  5/5/2009 
Record ID  19314 
Call Taken By  State Relay 
Office 
CA Number   
Responded By  Tina 
Response Date  5/5/2009 
Resolution  5/5/2009 

Customer has been receiving fraudulent telephone 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.  Additional information on relay service and 
preventing relay fraud was mailed to customer.    

 
 
Miscellaneous 
Complaints—
Fraudulent/Harassment Call 
 
Inquire Date  5/13/2009 
Record ID  19339 
Call Taken By  Customer 
Service  
CA Number   
Responded By  Tina 
Response Date  5/13/2009 
Resolution  5/13/2009 

Customer has been receiving fraudulent telephone 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. 

 
 
Miscellaneous 
Complaints— 
CapTel Complaints 
 
Inquire Date  12/12/2008 
Record ID  98434 
Call Taken By  CTI  
CA Number   
Responded By  E.Y. 
Response Date  12/12/2008 
Resolution  12/12/2008 

Customer stated that they were having technical difficulties and unable to 
successfully complete a call through the CapTel service.  
 
Customer Service forwarded the information to technical support.  Technical 
support added a new area code/prefix combination to the system database 
which allowed the customer to successfully complete a captioned call through 
the CapTel service.  Customer was satisfied. 
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Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services  

Page 5 of 5 
 

Miscellaneous 
Complaints— 
CapTel Complaints 
 
Inquire Date  3/26/2009 
Record ID  110475 
Call Taken By  CTI  
CA Number   
Responded By  K.W. 
Response Date  3/26/2009 
Resolution  3/26/2009 

Customer stated having technical difficulties in placing a call.  
 
Customer Service investigated and discovered that a major network supplier 
that CapTel relies on experienced difficulties which impacted a number of 
CapTel calls.  CapTel’s supplier was able to re-establish its link allowing all 
calls to be routed and processed as usual.  Customer Service noted that daily 
service levels were met that day as only a small amount of calls were affected.  
Customer Service notified the customer that the issue was resolved. 

 
 
Miscellaneous 
Complaints— 
CapTel Complaints 
 
Inquire Date  4/24/2009 
Record ID  115290 
Call Taken By  CTI  
CA Number   
Responded By  E.Y. 
Response Date  4/24/2009 
Resolution  4/24/2009 

Customer stated that the captions stopped in the middle of their call.  
 
Customer Service investigated and discovered that a poor telephone 
connection caused the interrupted captions.  Customer Service notified the 
customer, test calls were placed which were successful. 

 
 
Miscellaneous 
Complaints— 
External Complaints  
 
Inquire Date  6/26/2008 
Record ID  16687 
Call Taken By  Supervisor 
CA Number   
Responded By  Brenda 
Response Date  6/26/2008 
Resolution  6/26/2008 

Customer stated that when attempting to place a long distance call through 
the relay, they receive an operator generated recording stating that the call did 
not go through. 
 
Supervisor explained why the customer would be receiving this recording and 
directed customer to their long distance provider.  Supervisor verified the 
customer's profile was set correctly.  Customer understood. 
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Wyoming Relay 
June 2008 – May 2009 

Total Complaints by Category 
 
 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
 SERVICE COMPLAINTS               

#00 CA Accuracy/Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#01 CA Typing Speed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#02 Didn’t Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#03 Didn’t Follow Customer Inst. 0 0 0 0 1 0 0 0 0 0 0 0 1 33.33% 
#04 Didn’t Keep Customer Informed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#05 CA Disconnected Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#06 Everything Relayed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#07 CA Misdialed Number 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#08 Poor Vocal Clarity/Enunciation 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#09 Improperly Handled ASL or 

Related Culture Issue 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#10 HCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#11 VCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#12 Replaced CA Improperly in Middle 

of Call 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#13 Background Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#15 Didn’t Follow Voice 

Mail/Recording Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#17 Agent Was Rude 2 0 0 0 0 0 0 0 0 0 0 0 2 66.67% 
#18 Didn’t Follow Emergency Call 

Handling Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#19 Spanish Service 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#20 Speech to Speech 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
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#21 Confidentiality Breach 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#22 Connect Time 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#23 CA Typing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#24 CA Gave Wrong Information 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#25 CA Did Not Follow 

Policy/Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#26 Improper Use of Call Release 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#27 Improper Use of Speed Dialing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#28 Improper Handling of Three Way 

Calling 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#29 Improper Use of Customer Data 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#30 CA Hung Up on Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#31 Miscellaneous Service Complaint 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 2 0 0 0 1 0 0 0 0 0 0 0 3 100% 
                
 TECHNICAL COMPLAINTS               

#32 Lost Branding 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#33 Charged for Local Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#34 Trouble Linking Up 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#35 Line Disconnected 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#36 Garbled Message 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#37 Database Not Available 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#38 Busy Signal/Blockage 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#39 Carrier of Choice 0 0 0 0 0 0 0 0 0 0 0 1 1 16.67% 
#40 Relay Not Available 24 Hours a 

Day 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#41 Ascii/Baudot Break-down 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#42 VCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#43 HCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#44 STS Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#45 Caller ID Not Working Properly 0 0 0 0 0 0 1 0 0 0 0 0 1 16.67% 
#46 Ringing/No Answer 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
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#47 Connect Time (TTY-Voice) 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#48 711 Problems 0 0 1 0 0 0 0 0 0 0 0 0 1 16.67% 
#49 Miscellaneous Technical 

Complaint 
1 0 1 0 1 0 

 
0 0 0 0 0 0 3 50% 

 TOTAL 1 0 2 0 1 0 1 0 0 0 0 1 6 100% 
                
 MISC COMPLAINTS               

#50 Rates 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#51 Fraudulent/Harassment Call 1 0 0 0 0 0 1 1 0 1 0 2 6 60.00% 
#52 No Notice of How to Complain to 

FCC 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#53 LEC External Busy 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#54 911 External Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#55 CapTel Complaints 0 0 0 0 0 0 1 0 0 1 1 0 3 30.00% 
#56 External Complaints 1 0 0 0 0 0 0 0 0 0 0 0 1 10.00% 
#57 Other 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 2 0 0 0 0 0 2 1 0 2 1 2 10 100% 
                
 TOTAL COMPLAINTS 5 0 2 0 2 0 3 1 0 2 1 3 19  
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Complaint Log Summary 
 

June 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

19541 6-22-09 53 Customer stated that they had no dial 
tone on their home phone line. 

6-22-09 Assistant Operations Manager emailed customer 
and directed them to their local telephone 
provider to check their telephone line.  Customer 
was satisfied. 

21371 6-29-09 51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done. 
 

6-29-09 Wyoming Vocational Rehabilitation suggested 
that the customer contact their local telephone 
company and report the incident to law 
enforcement.  Wyoming Vocational 
Rehabilitation 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. 
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Complaint Log Summary 
 
July 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

   There were no complaints during the 
month of July 2009. 
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Complaint Log Summary 
 
August 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

19933 8-20-09 51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done. 

8-20-09 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. 

20004 8-21-09 36 Customer stated his girlfriend is 
receiving garble when placing a call 
using her VCO equipment with the 
cell phone.   

8-21-09 
 

Supervisor made some suggestions on how to 
clear the garble and offered to do test calls with 
the customer.  Four test calls were placed and 
every other call was garbled.  Supervisor 
stated that Customer Service would return a 
call to the customer.  Customer Service has 
attempted to reach the customer but there has 
been no answer. 

19990 8-27-09 51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done. 

8-27-09 Supervisor suggested that the customer 
contact their local telephone company and 
report the incident to law enforcement.  
Supervisor 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. 
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Complaint Log Summary 
 
September 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

   There were no complaints during the 
month of September 2009. 
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Complaint Log Summary 
 
October 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

20273 10-19-09 39 Customer requested Mid-Continent 
Communication for their long 
distance provider through the relay. 

10-19-09 Supervisor explained that Mid-Continent 
Communication was not a participating 
provider through the relay.  A profile with an 
alternate provider was offered, but customer 
refused.  Customer Service contacted the 
provider and discovered that they do not offer 
service in the state of Wyoming.  Customer 
was notified. 
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Complaint Log Summary 
 
November 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

   There were no complaints during the 
month of November 2009. 
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Complaint Log Summary 
 
December 2009 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

20447 12-7-09 51 Customer contacted the WY 
Vocational Rehabilitation office 
concerning a recently received 
fraudulent call. 

12-7-09 WY Vocational Rehabilitation answered the 
customer’s questions, provided literature via 
mail, and directed them to local law 
enforcement.  Customer understood. 

158275 12-15-09 55 Dialing/Setup - Call Waiting with 
Captioned Telephone 
 

12-15-09 Advised customer of proper programming of 
Call Waiting block for successful outbound 
captioned calling.  Confirmed this adjustment 
resolved customer's experience. 
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Complaint Log Summary 
 
January 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

20634 1-11-10 55 Customer stated they are unable to 
place a call using CapTel.  
Customer stated that they are 
unable to connect to a CapTel 
OPR.  Customer stated they also 
are no longer receiving Caller ID.  
Customer has long distance service 
through Qwest. 

1-11-10 Customer Service explained that Qwest 
customers must have CapTel do a soft reboot 
in order for their device to work correctly.  
Customer was directed to CapTel customer 
service.  Customer understood. 
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Complaint Log Summary 
 
February 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

20746 2-04-10 51 Customer contacted WY 
Vocational Rehabilitation office 
concerning a recently received 
fraudulent call. 

2-04-10 WY Vocational Rehabilitation answered the 
customer’s questions, provided literature via 
mail, and directed them to local law 
enforcement.  Customer understood. 

20852 2-19-10 2 Customer stated that the CAs are 
not following his profile 
instructions.  Customer stated 
that his long distance carrier is 
Bresnan Communications, but 
the CAs say it is not appearing 
correctly at the workstation.  

2-19-10 Customer Service verified that the profile was 
set correctly and explained that the resell 
carrier will show at the workstation not Bresnan 
Communications.  Customer Service 
apologized and stated that the CAs would be 
counseled.  CAs have been counseled and 
customer understood. 

20854 2-24-10 51 Customer has been receiving 
fraudulent calls through relay and 
inquired as to what could be 
done. 

2-24-10 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 contacts 
laws enforcement then law enforcement may 
issue a court order.  At that time the call 
information may be released to the Court.  
Customer understood. 
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Complaint Log Summary 
 

March 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

20979 3-4-10 51 Customer has been receiving 
fraudulent calls through the relay 
and inquired what could be done 

3-4-10 WY Vocational Rehabilitation answered the 
customer’s questions, provided literature via 
mail, and directed them to local law 
enforcement.  Customer understood. 

20987 3-22-10 55 Customer requested a home visit as 
their CapTel equipment appears to 
have quit working.  Customer stated 
they have Qwest as their provider in 
the home. 

4-15-10 Customer Service forwarded contact 
information to the Outreach Coordinator to 
schedule a home visit.  Outreach Coordinator 
referred to local WY Relay personnel at WY 
Vocational Rehabilitation, who were able to 
resolve the customer’s issue.  Customer was 
satisfied.   
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Complaint Log Summary 
 

April 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

21372 4-7-10 51 Customer has been receiving 
fraudulent calls through relay and 
inquired what could be done. 

4-7-10 WY Vocational Rehabilitation answered the 
customer’s questions, provided literature via 
mail, and directed them to local law 
enforcement.  Customer understood. 
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Complaint Log Summary 
 
May 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint

Nature of Complaint Date of 
Resolution

Explanation of Resolution 

21271 5-10-10 51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done. 

5-10-10 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. 

21274 5-25-10 51 Customer has been receiving 
fraudulent phone calls through the 
relay and inquired what could be 
done. 

5-25-10 WY Vocational Rehabilitation answered the 
customer’s questions, provided literature via 
mail, and directed them to local law 
enforcement.  Customer understood. 
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WY Relay 2010 FCC Complaint Report 
1 of 5 

Wyoming Relay 2010 FCC Complaint Report 
6/1/09 to 5/31/10 

 
Captel--Complaints 

 
Inquire Date 1/11/2010 
Record ID 20634 

Customer stated they are unable to place a call using CapTel.  Customer stated 
that they are unable to connect to a CapTel OPR.  Customer also stated they are 
no longer receiving caller ID.  Customer has long distance service with Qwest. 
 

Call Taken By Customer Service   
CA Number  
Responded By Tina 
Response Date 1/11/2010 
Resolution Date 1/11/2010 

Customer Service explained that Qwest customers must have Captel do a soft 
reboot in order for their device to work correctly.  Customer was directed to 
CapTel customer service.  Customer understood. 
 

 
 
Captel--Complaints 

 
Inquire Date 3/22/2010 
Record ID 20987 

Customer requested a home visit as their CapTel equipment appears to have quit 
working.  Customer stated they have Qwest as their provider in the home. 
 

Call Taken By Customer Service   
CA Number  
Responded By Tina 
Response Date 3/25/2010 
Resolution Date 4/15/2010 

Customer Service forwarded contact information to the Outreach Coordinator to 
schedule a home visit.  Outreach Coordinator referred to local WY Relay 
personnel at WY Vocational Rehabilitation, who were able to resolve the 
customer’s issue.  Customer was satisfied.   

 
 
CapTel--Complaints 
 
Inquire Date  12/15/2009 
Record ID  158275 
Call Taken By  CTI  
CA Number   
Responded By  T.J. 
Response Date  12/15/2009 
Resolution  12/15/2009 

Dialing/Setup - Call Waiting. 
 
Advised customer of proper programming of Call Waiting block for successful 
outbound captioned calling.  Confirmed this adjustment resolved customer's 
experience. 

 
 
External Complaints--LEC Busy 

 
Inquire Date 6/19/2009 
Record ID 19541 

Customer stated that they had no dial tone on their home phone line. 
 

Call Taken By Operations Mgr  
CA Number  
Responded By Diane 
Response Date 6/22/2009 
Resolution Date 6/22/2009 

Assistant Operations Manager emailed customer and directed them to their local 
telephone provider to check their phone line. Customer was satisfied. 
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WY Relay 2010 FCC Complaint Report 
2 of 5 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  6/29/2009 
Record ID  23171 
Call Taken By  Customer Service  
CA Number   
Responded By  Johna 
Response Date  6/29/2009 
Resolution  6/29/2009 

Customer has been receiving fraudulent phone calls through the relay and inquired 
what could be done. 
 
WY Vocational Rehabilitation answered the customer’s questions, provided 
literature via mail, and directed them to local law enforcement.  Customer 
understood. 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date 8/20/2009 
Record ID 19933 

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

Call Taken By Customer Service   
CA Number  
Responded By Tina 
Response Date 8/20/2009 
Resolution Date 8/20/2009 

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. 
 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date 8/27/2009 
Record ID 19990 

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

Call Taken By Supervisor  
CA Number  
Responded By Michelle 
Response Date 8/27/2009 
Resolution Date 8/27/2009 

Supervisor suggested that the customer contact their local telephone company 
and report the incident to law enforcement.  Supervisor 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--
Fraudulent/Harassment Call 
 
Inquire Date 12/7/2009 
Record ID 20447 

Customer contacted the Wyoming Vocational Rehabilitation office concerning a 
recently received fraudulent call. 
 

Call Taken By Operations Mgr  
CA Number  
Responded By Diane 
Response Date 12/7/2009 
Resolution Date 12/7/2009 

WY Vocational Rehabilitation answered the customer’s questions, provided 
literature via mail, and directed them to local law enforcement.  Customer 
understood. 

 

Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 64 of 107



WY Relay 2010 FCC Complaint Report 
3 of 5 

 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date 2/4/2010 
Record ID 20746 

Customer contacted the Wyoming Vocational Rehabilitation office concerning a 
recently received fraudulent call. 
 
 

Call Taken By Customer Service   
CA Number  
Responded By Johna 
Response Date 2/4/2010 
Resolution Date 2/4/2010 

WY Vocational Rehabilitation answered the customer’s questions, provided 
literature via mail, and directed them to local law enforcement.  Customer 
understood. 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date 2/24/2010 
Record ID 20854 

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

Call Taken By Customer Service   
CA Number  
Responded By Tina 
Response Date 2/24/2010 
Resolution Date 2/24/2010 

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. 
 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date 3/4/2010 
Record ID 20979 

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

Call Taken By Customer Service   
CA Number  
Responded By Johna 
Response Date 3/4/2010 
Resolution Date 3/4/2010 

WY Vocational Rehabilitation answered the customer’s questions, provided 
literature via mail, and directed them to local law enforcement.  Customer 
understood. 

 
 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  4/7/2010 
Record ID  23172 
Call Taken By  Customer Service  
CA Number   
Responded By  Johna 
Response Date  4/7/2010 
Resolution  4/7/2010 

Customer has been receiving fraudulent phone calls through the relay and inquired 
what could be done. 
 
WY Vocational Rehabilitation answered the customer’s questions, provided 
literature via mail, and directed them to local law enforcement.  Customer 
understood. 
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WY Relay 2010 FCC Complaint Report 
4 of 5 

 
Service Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  5/10/2010 

Record ID  21271 
Call Taken By  Lead CA 
CA Number   
Responded By  Candance 
Response Date  5/10/2010 
Resolution  5/10/2010 

Customer has been receiving fraudulent phone 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--
Fraudulent/Harassment Call 
 
Inquire Date  5/25/2010 

Record ID  21274 
Call Taken By  Customer Service Rep 
CA Number   
Responded By  Johna 
Response Date  5/25/2010 
Resolution  5/25/2010 

Customer has been receiving fraudulent phone calls through the relay and 
inquired what could be done. 
 
WY Vocational Rehabilitation answered the customer’s questions, provided 
literature via mail, and directed them to local law enforcement.  Customer 
understood. 

 
 
Service Complaints—Didn’t follow 
database instructions 
 
Inquire Date  2/19/2010 
Record ID  20852 
Call Taken By  Customer Service 
CA Number   
Responded By  Tina 
Response Date  2/19/2010 
Resolution  2/19/2010 

Customer stated that the CAs are not following his profile instructions.  Customer 
stated that his long distance carrier is Bresnan Communications, but the CAs say it 
is not appearing correctly at the workstation. 
 
Customer Service verified that the profile was set correctly and explained that the 
resell carrier will show at the workstation not Bresnan Communications.  
Customer Service apologized and stated that the CAs would be counseled.  CAs 
have been counseled and customer understood. 

 
 
Technical Complaints--Carrier Choice not 
Available/Other Equal Access 
 
Inquire Date 10/19/2009 
Record ID 20273 

Customer requested Mid-Continent Communication for their long distance 
provider through the relay. 
 

Call Taken By Supervisor  
CA Number  
Responded By Tina 
Response Date 10/19/2009 
Resolution Date 10/19/2009 

Supervisor explained that Mid-Continent Communication was not a participating 
provider through the relay.  A profile with an alternate provider was offered, but 
customer refused.  Customer Service contacted the provider and discovered that 
they do not offer service in the state of Wyoming.  Customer was notified. 
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WY Relay 2010 FCC Complaint Report 
5 of 5 

 
Technical Complaints—Garbled Message 
 
Inquire Date  8/21/2009 
Record ID  20004 
Call Taken By  Supervisor  
CA Number   
Responded By  Lori 
Response Date  8/21/2009 
Resolution  8/21/2009 

Customer stated his girlfriend is receiving garble when placing a call using her 
VCO equipment with the cell phone.   
 
Supervisor made some suggestions on how to clear the garble and offered to do 
test calls with the customer.  Four test calls were placed and every other call was 
garbled.  Supervisor stated that Customer Service would return a call to the 
customer.  Customer Service has attempted to reach the customer but there has 
been no answer. 
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Wyoming Relay 
June 2009 – May 2010 

Total Complaints by Category 
 
 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
 SERVICE COMPLAINTS               

#00 CA Accuracy/Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#01 CA Typing Speed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#02 Didn’t Follow Database Inst. 0 0 0 0 0 0 0 0 1 0 0 0 1 5.88% 
#03 Didn’t Follow Customer Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#04 Didn’t Keep Customer Informed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#05 CA Disconnected Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#06 Everything Relayed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#07 CA Misdialed Number 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#08 Poor Vocal Clarity/Enunciation 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#09 Improperly Handled ASL or 

Related Culture Issue 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#10 HCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#11 VCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#12 Replaced CA Improperly in Middle 

of Call 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#13 Background Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#15 Didn’t Follow Voice 

Mail/Recording Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#17 Agent Was Rude 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#18 Didn’t Follow Emergency Call 

Handling Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#19 Spanish Service 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#20 Speech to Speech 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
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#21 Confidentiality Breach 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#22 Connect Time 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#23 CA Typing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#24 CA Gave Wrong Information 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#25 CA Did Not Follow 

Policy/Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#26 Improper Use of Call Release 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#27 Improper Use of Speed Dialing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#28 Improper Handling of Three Way 

Calling 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#29 Improper Use of Customer Data 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#30 CA Hung Up on Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#31 Miscellaneous Service Complaint 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 0 0 0 0 0 0 0 0 1 0 0 0 1 5.88% 
                
 TECHNICAL COMPLAINTS               

#32 Lost Branding 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#33 Charged for Local Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#34 Trouble Linking Up 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#35 Line Disconnected 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#36 Garbled Message 0 0 1 0 0 0 0 0 0 0 0 0 1 5.88% 
#37 Database Not Available 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#38 Busy Signal/Blockage 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#39 Carrier of Choice 0 0 0 0 1 0 0 0 0 0 0 0 1 5.88% 
#40 Relay Not Available 24 Hours a 

Day 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#41 Ascii/Baudot Break-down 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#42 VCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#43 HCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#44 STS Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#45 Caller ID Not Working Properly 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#46 Ringing/No Answer 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
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#47 Connect Time (TTY-Voice) 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#48 711 Problems 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#49 Miscellaneous Technical Complaint 0 0 0 0 0 0 

 
0 0 0 0 0 0 0 0% 

 TOTAL 0 0 1 0 1 0 0 0 0 0 0 0 2 11.77% 
                
 MISC COMPLAINTS               

#50 Rates 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#51 Fraudulent/Harassment Call 1 0 2 0 0 0 1 0 2 1 1 2 10 58.82% 
#52 No Notice of How to Complain to 

FCC 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#53 LEC External Busy 1 0 0 0 0 0 0 0 0 0 0 0 1 5.88% 
#54 911 External Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#55 CapTel Complaints 0 0 0 0 0 0 1 1 0 1 0 0 3 17.65% 
#56 External Complaints 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#57 Other 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 2 0 2 0 0 0 2 1 2 2 1 2 14 82.35% 
                
 TOTAL COMPLAINTS 2 0 3 0 1 0 2 1 3 2 1 2 17 100% 

 

Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 70 of 107



Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 71 of 107



Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 72 of 107



Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 73 of 107



Wyoming Relay 
June 2010 – May 2011 

Complaint Log Summary 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 1 of 12 

 
June 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

21498 6/5/2010 30 Customer stated the CA hung up on 
the call.  Customer did not have the 
CA number. 

6/9/2010 Lead CA apologized and forwarded information 
to the technical department.  The technical 
department discovered that the originator’s line 
disconnected.  Customer was notified. 

21499 6/18/2010 51 Officer was investigating a harassing 
telephone call and inquired what 
information was available. 

6/18/2010 Lead CA explained that if a subpoena was 
obtained then call information may be released 
to the Court.  Customer understood.   
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Wyoming Relay 
June 2010 – May 2011 

Complaint Log Summary 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 2 of 12 

 
July 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

21602 7/27/2010 43 State agency’s staff was assisting a 
customer to set up their new HCO 
equipment and requested a profile 
to be set for the customer.  State 
agency’s staff stated that while 
placing test calls, the CA’s were 
unable to switch connect modes and 
properly connect to HCO at the 
workstation. 

8/3/2010 Supervisor apologized and forwarded 
information to the technical department.  
Profile was implemented and test calls were 
placed concerning the connect mode issue.  
Test calls revealed that new procedures were 
needed in order for proper connection mode 
sequencing.  Information was forwarded to 
management and new procedures were 
implemented. 
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Wyoming Relay 
June 2010 – May 2011 

Complaint Log Summary 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 3 of 12 

 
August 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

21768 8/26/2010 
 

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

8/26/2010 
 

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. 
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Wyoming Relay 
June 2010 – May 2011 

Complaint Log Summary 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 4 of 12 

 
September 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints during 
the month of September. 
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Wyoming Relay 
June 2010 – May 2011 

Complaint Log Summary 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 5 of 12 

 
October 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

214087 10/29/2010 55 Customer reported receiving a bill 
from the state’s default carrier and 
mentioned that he registered his 
preferred long distance carrier at the 
time of ordering the CapTel phone.   

10/29/2010 After further investigation, it was confirmed 
that customer did share his long distance 
carrier information at the time of sale.  
Customer Service apologized for this oversight 
and confirmed that customer is now properly 
registered.  Customer Service advised the 
customer to send a copy of his bill to CapTel 
Customer Service for reimbursement. 
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November 2010 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints during 
the month of November. 
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December 2010  
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints during 
the month of December. 
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January 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

22644 1/5/2011 51 Customer has been receiving 
fraudulent calls through the relay 
and inquired what could be done. 

1/5/2011 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. 

22670 1/6/2011 51 Customer has been receiving 
fraudulent calls through the relay 
and inquired what could be done. 

1/6/2011 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. 

22799 1/21/2011 56 Customer stated they are unable to 
use 7-1-1 in their office. 

1/21/2011 Customer Service explained why 7-1-1 would 
not work through their office PBX and offered 
to speak with the office telephone 
administrator.  Customer refused at this time.  
Customer Service provided the toll free 
number to access the relay.  Customer was 
satisfied. 
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February 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

23016 2/2/2011 51 Customer has been receiving 
fraudulent calls through the relay 
and inquired what could be 
done. 

2/2/2011 Supervisor suggested that the customer 
contact their local telephone company and 
report the incident to law enforcement.  
Supervisor 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. 
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March 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

245161 3/11/2011 55 State agency’s staff shared 
feedback regarding accuracy of 
captions and provided specific call 
data. 

3/11/2011 Customer Service apologized for the incidence 
and thanked customer for the feedback.  Call 
detail was shared with Call Center 
management for follow up with the CA by the 
CA’s supervisor. 
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April 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints during 
the month of April. 
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May 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints during 
the month of May. 
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Wyoming Relay 2011 FCC Complaint Report 
6/1/2010 to 5/31/2011 
 
 
 
Service Complaints--CA Hung 
Up on Caller 
 
Inquire Date  6/5/2010 
Record ID  21498 
Call Taken By  Lead CA 
Responded By  Chuck 
Response Date  6/8/2010 
Resolution  6/9/2010 

Customer stated the CA hung up on the call.  Customer did not have the CA number. 
 
Lead CA apologized and forwarded information to the technical department.  The technical 
department discovered that the originator’s line disconnected.  Customer was notified. 

 
 
Technical Complaints—HCO 
Breakdown 
 
Inquire Date  7/27/2010 
Record ID  21602 
Call Taken By  Supervisor 
Responded By  Michelle 
Response Date  7/27/2010 
Resolution  8/3/2010 

State agency’s staff was assisting a customer to set up their new HCO equipment and 
requested a profile to be set for the customer.  State agency’s staff stated that while placing test 
calls, the CAs were unable to switch connect modes and properly connect to HCO at the 
workstation. 
 
Supervisor apologized and forwarded information to the technical department.  Profile was 
implemented and test calls were placed concerning the connect mode issue.  Test calls revealed 
that new procedures were needed in order for proper connection mode sequencing.  
Information was forwarded to management and new procedures were implemented.   

 
 
Miscellaneous  Complaints--
Fraudulent/Harassment Call 
 
Inquire Date  6/18/2010 
Record ID  21499 
Call Taken By  Lead CA 
Responded By  Rosie 
Response Date  6/18/2010 
Resolution  6/18/2010 

Officer was investigating a harassing telephone call and inquired what information was 
available. 
 
Lead CA explained that if a subpoena was obtained then call information may be released to 
the Court.  Customer understood. 

 
 
Miscellaneous  Complaints --
Fraudulent/Harassment Call 
 
Inquire Date  8/26/2010 
Record ID  21768 
Call Taken By  Customer Service  
Responded By  Tina 
Response Date  8/26/2010 
Resolution  8/26/2010 

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. 

 
 
Miscellaneous  Complaints --
Fraudulent/Harassment Call 
 
Inquire Date  1/5/2011 
Record ID  22644 
Call Taken By  Customer Service  
Responded By  Tina 
Response Date  1/5/2011 
Resolution  1/5/2011 

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. 
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Miscellaneous  Complaints --
Fraudulent/Harassment Call 
 
Inquire Date  1/6/2011 
Record ID  22670 
Call Taken By  Customer Service  
Responded By  Tina 
Response Date  1/6/2011 
Resolution  1/6/2011 

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. 

 
 
Miscellaneous  Complaints --
Fraudulent/Harassment Call 
 
Inquire Date  2/2/2011 
Record ID  23016 
Call Taken By  Supervisor 
Responded By  Jody 
Response Date  2/2/2011 
Resolution  2/2/2011 

Customer has been receiving fraudulent phone calls through the relay and inquired what could 
be done. 
 
Supervisor suggested that the customer contact their local telephone company and report the 
incident to law enforcement.  Supervisor 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. 

 
 
Miscellaneous  Complaints -- 
Captel Complaints 
 
Inquire Date  10/29/2010 
Record ID  214087 
Call Taken By  CapTel Customer 
Service  
Responded By  J.A. 
Response Date  10/29/2010 
Resolution  10/29/2010 

 
Customer reported receiving a bill from the state’s default carrier and mentioned that he 
registered his preferred long distance carrier at the time of ordering the CapTel phone.   
 
After further investigation, it was confirmed that customer did share his long distance carrier 
information at the time of sale.  Customer Service apologized for this oversight and confirmed 
that customer is now properly registered.  Customer Service advised the customer to send a 
copy of his bill to CapTel Customer Service for reimbursement. 

 
 
 
Miscellaneous  Complaints -- 
Captel Complaints 
 
Inquire Date  3/11/2011 
Record ID  245161 
Call Taken By  CapTel Customer 
Service  
Responded By  J.L. 
Response Date  3/11/2011 
Resolution  3/11/2011 

 
State agency’s staff shared feedback regarding accuracy of captions and provided specific call 
data.  
 
Customer Service apologized for the incidence and thanked customer for the feedback.  Call 
detail was shared with the Call Center management for follow-up with the CA by the CA’s 
supervisor.   

 
 
Miscellaneous  Complaints--
External Complaints 
 
Inquire Date  1/21/2011 
Record ID  22799 
Call Taken By  Customer Service  
Responded By  Tina 
Response Date  1/21/2011 
Resolution  1/21/2011 

 
Customer stated they are unable to use 711 in their office. 
 
Customer Service explained why 711 would not work through their office PBX and offered to 
speak with the office telephone administrator.   Customer refused at this time.  Customer 
Service provided the toll free number to access the relay.  Customer was satisfied. 

 

Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 87 of 107



Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 1 of 3 

Wyoming Relay 
June 2010 – May 2011 

Total Complaints by Category 
 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
 SERVICE COMPLAINTS               

#00 CA Accuracy/Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#01 CA Typing Speed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#02 Didn’t Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#03 Didn’t Follow Customer Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#04 Didn’t Keep Customer Informed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#05 CA Disconnected Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#06 Everything Relayed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#07 CA Misdialed Number 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#08 Poor Vocal Clarity/Enunciation 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#09 Improperly Handled ASL or 

Related Culture Issue 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#10 HCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#11 VCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#12 Replaced CA Improperly in Middle 

of Call 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#13 Background Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#15 Didn’t Follow Voice 

Mail/Recording Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#17 Agent Was Rude 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#18 Didn’t Follow Emergency Call 

Handling Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#19 Spanish Service 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#20 Speech to Speech 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
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  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 

#21 Confidentiality Breach 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#22 Connect Time 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#23 CA Typing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#24 CA Gave Wrong Information 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#25 CA Did Not Follow 

Policy/Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#26 Improper Use of Call Release 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#27 Improper Use of Speed Dialing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#28 Improper Handling of Three Way 

Calling 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#29 Improper Use of Customer Data 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#30 CA Hung Up on Caller 1 0 0 0 0 0 0 0 0 0 0 0 1 10.00% 
#31 Miscellaneous Service Complaint 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 1 0 0 0 0 0 0 0 0 0 0 0 1 10.00% 
                
 TECHNICAL COMPLAINTS               

#32 Lost Branding 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#33 Charged for Local Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#34 Trouble Linking Up 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#35 Line Disconnected 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#36 Garbled Message 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#37 Database Not Available 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#38 Busy Signal/Blockage 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#39 Carrier of Choice 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#40 Relay Not Available 24 Hours a 

Day 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#41 Ascii/Baudot Break-down 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#42 VCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#43 HCO Breakdown 0 1 0 0 0 0 0 0 0 0 0 0 1 10.00% 
#44 STS Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#45 Caller ID Not Working Properly 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#46 Ringing/No Answer 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
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  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
#47 Connect Time (TTY-Voice) 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#48 711 Problems 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#49 Miscellaneous Technical 

Complaint 
0 0 0 0 0 0 

 
0 0 0 0 0 0 0 0% 

 TOTAL 0 1 0 0 0 0 0 0 0 0 0 0 1 10.00% 
                
 MISC COMPLAINTS               

#50 Rates 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#51 Fraudulent/Harassment Call 1 0 1 0 0 0 0 2 1 0 0 0 5 50.00% 
#52 No Notice of How to Complain to 

FCC 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#53 LEC External Busy 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#54 911 External Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#55 CapTel Complaints 0 0 0 0 1 0 0 0 0 1 0 0 2 20.00% 
#56 External Complaints 0 0 0 0 0 0 0 1 0 0 0 0 1 10.00% 
#57 Other 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 1 0 1 0 1 0 0 3 1 1 0 0 8 80.00% 
                
 TOTAL COMPLAINTS 2 1 1 0 1 0 0 3 1 1 0 0 10 100% 
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June 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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July 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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August 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

None 08/08/2011 #48 When customer dials 7-1-1 on their 
cell phone the call routes to Relay 
Colorado. 

8/18/2011 The State of Wyoming TRS Administrator 
worked with Verizon’s technical department 
and Sprint’s technical engineer to correct the 
translation problem.  Test calls confirmed calls 
routed correctly.    
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September 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

None 9/2/2011 #49 VCO user reports the relay 
operators are not hearing her or 
typing in a response.  She also 
reports her calls are not going 
through.   

9/8/2011 A trouble ticket was entered. VCO branding 
was tested and confirmed.  It was determined 
that customer recently switched phone service 
to a digital cable television provider which is 
incompatible with the customer’s equipment 
and causes inconsistent service problems.  
Customer was notified and satisfied with 
explanation.   
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October 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

K6450759
087 

10/07/2011 #48 A representative from the state of 
WY says several WY customers 
have been unable to reach 7-1-1.  
They receive fast busy signals. 

10/10/2011 Apologized for inconvenience.  Explained this 
is usually a problem with local phone 
company, as they are the ones who route 7-1-
1.  A trouble ticket IM24935 was filed and the 
Sprint Relay technician reached out to the 
customer and their Qwest/CenturyLink contact 
to make test calls.  The customer confirmed 
that 7-1-1 is now working.  Ticket closed. 

K6450759
915 

10/10/2011 #48 Customer states that 7-1-1 is not 
working. 

10/10/2011 The customer’s carrier has fixed the issue, 
and the customer was notified.  
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November 2011 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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December 2011  
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

NA 12/12/2011 51 A law enforcement representative 
called to report relay fraud calls 
through i711 to a hotel in his 
jurisdiction. 

12/12/2011 The State of Wyoming TRS Administrator 
addressed the concerns by determining the 
calls to the hotel were not being handled by 
Wyoming Relay, but by another relay service 
provider.  The TRS Administrator also 
provided the law enforcement representative 
with materials and information on how to 
detect, report, and investigate relay fraud 
calls, and also provided a list of IP Relay 
providers.  The law enforcement 
representative was satisfied. 
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January 2012 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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February 2012 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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March 2012 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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April 2012 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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May 2012 
Tracking 

# 
Date of 

Complaint 
Cat. # Of 
Complaint 

Nature of Complaint Date of 
Resolution 

Explanation of Resolution 

   There were no complaints received 
during this month. 
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Wyoming Relay 
June 2011 – May 2012 

Total Complaints by Category 
 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
 SERVICE COMPLAINTS               

#00 CA Accuracy/Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#01 CA Typing Speed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#02 Didn’t Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#03 Didn’t Follow Customer Inst. 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#04 Didn’t Keep Customer Informed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#05 CA Disconnected Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#06 Everything Relayed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#07 CA Misdialed Number 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#08 Poor Vocal Clarity/Enunciation 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#09 Improperly Handled ASL or 

Related Culture Issue 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#10 HCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#11 VCO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#12 Replaced CA Improperly in Middle 

of Call 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#13 Background Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#15 Didn’t Follow Voice 

Mail/Recording Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#17 Agent Was Rude 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#18 Didn’t Follow Emergency Call 

Handling Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#19 Spanish Service 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#20 Speech to Speech 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
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  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 
#21 Confidentiality Breach 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#22 Connect Time 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#23 CA Typing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#24 CA Gave Wrong Information 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#25 CA Did Not Follow 

Policy/Procedure 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#26 Improper Use of Call Release 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#27 Improper Use of Speed Dialing 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#28 Improper Handling of Three Way 

Calling 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#29 Improper Use of Customer Data 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#30 CA Hung Up on Caller 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#31 Miscellaneous Service Complaint 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
                
 TECHNICAL COMPLAINTS               

#32 Lost Branding 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#33 Charged for Local Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#34 Trouble Linking Up 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#35 Line Disconnected 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#36 Garbled Message 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#37 Database Not Available 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#38 Busy Signal/Blockage 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#39 Carrier of Choice 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#40 Relay Not Available 24 Hours a 

Day 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#41 Ascii/Baudot Break-down 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#42 VCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#43 HCO Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#44 STS Breakdown 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#45 Caller ID Not Working Properly 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#46 Ringing/No Answer 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

  Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May TOTAL PCT. 

Wyoming's TRS Certification Application CG Docket No. 03-123 Appendix I Page 106 of 107



Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 3 of 3 

#47 Connect Time (TTY-Voice) 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#48 711 Problems 0 0 1 0 2 0 0 0 0 0 0 0 3 60% 
#49 Miscellaneous Technical 

Complaint 
0 0 0 1 0 0 

 
0 0 0 0 0 0 1 20% 

 TOTAL 0 0 1 1 2 0 0 0 0 0 0 0 4 80% 
                
 MISC COMPLAINTS               

#50 Rates 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#51 Fraudulent/Harassment Call 0 0 0 0 0 0 1 0 0 0 0 0 1 20% 
#52 No Notice of How to Complain to 

FCC 
0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

#53 LEC External Busy 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#54 911 External Call 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#55 CapTel Complaints 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#56 External Complaints 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 
#57 Other 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 

 TOTAL 0 0 0 0 0 0 1 0 0 0 0 0 1 20% 
                
 TOTAL COMPLAINTS 0 0 1 1 2 0 1 0 0 0 0 0 5 100% 
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