
Kentucky Relay Complaint Report

6/1/03
to
5/31/04
	External Complaints--Miscellaneous
Inquire Date  9/19/03
Record ID  7892
Call Taken By  Customer Service Rep
CA Number  
Responded By  Babs
Response Date  9/19/03
Resolution  9/29/03
	Customer has received prank calls through traditional relay.  The caller said that individuals were calling through relay and ordering $20.00 Pizzas and then not purchasing them.  The Customer requested a return call regarding this matter.
Customer Service returned the call to the Customer and explained relay and the rules that require the service to relay all calls verbatim regardless of content.  Customer Service suggested getting the number from the person calling, if he suspects a prank, and then calling his Customer back himself through the relay to verify the order.  Customer Service suggested reporting this type of activity to the local authorities if it becomes necessary.  The Customer was very satisfied.


	External Complaints--Miscellaneous
Inquire Date  12/4/03
Record ID  8003
Call Taken By  Customer Service Rep
CA Number  
Responded By  Barbara
Response Date  12/4/03
Resolution  12/4/03
	A Police Sergeant called on behalf of a voice Customer who complained that she was receiving harassing calls through the regular relay.  He requested the name and number of the suspect, and asked if a subpeona was necessary.
Customer Service explained that we are unable to identify or release information regarding callers because of confidentiality rules.  Customer Service explained that if a Court order is obtained, then we could release the call information to the Court.


	Service Complaints--CA Accuracy/Spelling
Inquire Date  1/23/2004
Record ID  8081
Call Taken By  Lead CA
CA Number  1199F
Responded By  
Response Date  1/23/2004
Resolution  1/23/2004
	Customer stated that she received a message from her TTY answering machine that had a large number of typos and she was not able to understand the message.  The Customer also said that she had selected “no abbreviations” on her Customer Profile.  However, the CA used abbreviations.
Based on the information given, the Lead CA was able to assist the Customer in understanding the message.  The Lead CA assured the Customer that the CA’s Supervisor would be notified.   The Customer was satisfied.

The CA was counseled and will be monitored frequently for typing accuracy.  In checking the CA's typing scores it was found that the CA has a typing speed of 62 wpm with 95% accuracy.


	Service Complaints--CA Hung Up on Caller
Inquire Date  6/10/2003
Record ID  7691
Call Taken By  Supervisor
CA Number  1153F
Responded By  Matrika
Response Date  6/10/2003
Resolution  6/13/2003
	Customer complained that the CA hung up on him.  He said that after waiting for the CA to dial the number, there was no response.
The Supervisor informed the Customer that Customer Service would look into the matter and call the Customer back.  Upon counseling, the CA explained that she placed the call for the Customer and as the call was ending the cord on her headset became wrapped around the chair.  As a result, the cord was pulled out of the computer by mistake.  The CA then called for a Supervisor for assistance.

The Assistant Operations Manager returned the call to the customer and left a message with the Customer’s daughter explaining the reason for the disconnection.  The Customer was satisfied.


	Service Complaints--CA Hung Up on Caller
Inquire Date  3/30/2004
Record ID  8169
Call Taken By  Supervisor
CA Number  
Responded By  Derek
Response Date  3/27/2004
Resolution  3/27/2004
	A voice Customer complained that the CA was rude and hung up on her.
The Supervisor apologized for the Customer’s inconvenience and asked for either a CA number or telephone number in order to determine which CA had handled her call.  The customer then hung up.  

Without the requested information, it was not possible to research this call further.


	Service Complaints--CA Hung Up on Caller
Inquire Date  3/24/2004
Record ID  8175
Call Taken By  Lead CA
CA Number  
Responded By  Julie
Response Date  3/24/2004
Resolution  3/24/2004
	The customer said the CA disconnected his call.
The Lead CA apologized for the Customer’s inconvenience and asked for either a CA number or telephone number in order to determine which CA had handled his call.  The Customer's phone line had a lot of static and disconnected the Customer Service line as the Representative and the Customer were speaking.

It is not possible to research this call further unless the customer himself calls back to customer service.


	Service Complaint--Improperly Handled ASL or Related Culture Issues
Inquire Date  8/15/2003
Record ID  7977
Call Taken By  Vice President 
CA Number  
Responded By  Vice President
Response Date  8/15/2003
Resolution  
	(Via email) Customer expressed that she has not been happy with Hamilton Relay Service for several years now.  She feels that the CAs do not respond as quickly as they should because she often has to wait for a CA.  She also feels that the CAs are not fluent in understanding ASL communication which often causes confusion during her relay calls. 
Hamilton offered to schedule a meeting with the customer, a PSC representative and a Hamilton representative to discuss the situation and find a resolution.  The party did not respond in order to resolve the complaint issues.




	Service Complaints--Imporperly Handled ASL or Related Culture issues
Inquire Date  8/15/2003
Record ID  7978
Call Taken By  Vice President
CA Number  
Responded By  Vice President
Response Date  8/15/2003
Resolution  
	(Via email)  Customer expressed that CAs are not fluent in understanding ASL communication which often causes confusion during her relay calls.  Customer also expressed that the CAs do not respond as quickly as they should because he often has to wait for a CA. 

Hamilton offered to schedule a meeting with the customer, a PSC representative and a Hamilton representative to discuss the situation and find a resolution.  The party did not respond in order to resolve the complaint issues.



