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	Rhode Island Division of

               Public Utilities and Carriers

89 Jefferson Blvd.

Warwick RI  02888

(401) 941-4500
	


June 22, 2004

Marlene H. Dortch

Office of the Secretary

Federal Communications Commission

445 12th Street, SW

Room TW-B204

Washington, DC  20554

Erica Myers

Federal Communications Commission

Consumer & Governmental Affairs Bureau

445 12th Street, SW

Room 6-A432

Washington DC  20554

Erica.Myers@fcc.gov
RE:  TRS Consumer Complaint Log Summaries for June 1, 2003 through May 31, 2004

DA 04-1599

Dear Ms. Dortch and Ms. Myers,

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

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

· Miscellaneous External Complaints

· No Notice of How to Complain to FCC

· CA Accuracy/Spelling/Verbatim

· CA Typing Speed

· CA Typing

· Confidentiality Breech

· Caller ID Not Working Properly

· Improperly Handled ASL or Related Culture Issues

· Improper Use of Call Release

· Speech to Speech Call Handling Problems

· Improper Use of Speed Dialing

· Improper Handling of Three Way Calling

· Replaced CA Improperly in Middle of Call

· Improper Use of Customer Data

· Spanish to Spanish Call Handling Problems

· Ringing/No Answer

· CA Hung Up on Caller

· Miscellaneous Service Complaints

· Poor Vocal Clarity/Enunciation

· Didn’t Follow Voice Mail/Recording Procedure

· Didn’t Follow Emergency Call Handling Procedure

· VCO Break-Down

· Carrier of Choice not Available/Other Equal Access

· Relay Not Available 24 Hours a Day

· Line Disconnected

· Busy Signal/Blockage

· ASCII/Baudot Break-down

· HCO Break-Down

· Miscellaneous Technical Complaints

· 711 Problems

· STS Break-Down

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

In the Miscellaneous External and Service complaint categories, you will find several complaints that Hamilton believes to be associated with fraudulent activity over Internet Relay.  In most cases, it is not clear if the calls that generated these complaints came through the relay centers that process Rhode Island relay calls.  Our relay provider, Hamilton Relay, believes that most of these calls were not processed through its relay centers.  However, the State of Rhode Island wanted the FCC to have this information.  In May of this year, Hamilton began blocking all calls from international IP addresses.

Most of the complaints in Rhode Island are from the same relay user who has had difficulty understanding what relay is and how to best use the relay.  Outreach and Customer Service personnel have been to this user's home on several occasions to assist, but this customer still does not fully understand telecommunications relay service.  Customer Service will continue to work with this relay user.

Please feel free to contact myself at 401-941-4500, ext. 120 or Dixie Ziegler with Hamilton Relay at 800-618-4781 (V/TTY) with any questions regarding the above.

Respectfully submitted,

James E. Lanni

Associate Public Utilities Administrator

for Operations and Consumer Affairs

Rhode Island Relay Complaint Report

6/1/03
to
5/31/04
	External Complaints--Miscellaneous
Inquire Date  10/13/03
Record ID  5960
Call Taken By  Lead CA
CA Number  
Responded By  Jody Kent
Response Date  10/13/03
Resolution  10/13/04
	Customer called to report a prank call while in the Emergency Room and wanted to know the identity of the caller.
Lead CA explained that if the CA did not identify her/him self using a 4-digit number, then the relay call probably did not come through a Hamilton center.  Lead CA also explained that we are unable to identify or release information regarding callers because of confidentiality rules and suggested that the Customer call her local telephone company or report the incident to local police.  Customer Service further explained that if the Customer gets a Court order, then we could release call information to the Court.


	External Complaints--Miscellaneous
Inquire Date  11/2/03
Record ID  6008
Call Taken By  Lead CA
CA Number  
Responded By  Vicki Hawthorne
Response Date  11/2/03
Resolution  11/2/03
	Customer reported that someone keeps calling their phone number and son's cell phone number through relay.  They have no idea who it is and would like it stopped.
Lead CA explained that we are unable to identify or release information regarding callers because of confidentiality rules and suggested that the Customer call her local telephone company or report the incident to local police.  Lead CA further explained that if the Customer gets a Court order, then we could release call information to the Court.  Customer was satisfied.


	External Complaints--Miscellaneous
Inquire Date  2/23/04
Record ID  6280
Call Taken By  Supervisor
CA Number  
Responded By  Mila S.
Response Date  2/23/04
Resolution  2/23/04
	Customer received an obscene call through relay and called to state that the relay service needs to censor relay calls better.
Supervisor explained relay and the rules that require the service to relay all calls verbatim regardless of content.  Supervisor explained that we are unable to identify or release information regarding callers because of confidentiality rules and suggested that the Customer call her local telephone company or report the incident to local police.  Customer Service further explained that if the Customer gets a Court order, then we could release call information to the Court.


	External Complaints--Miscellaneous
Inquire Date  3/4/04
Record ID  6361
Call Taken By  Supervisor
CA Number  
Responded By  Mila S.
Response Date  3/4/04
Resolution  3/4/04
	Customer was very upset because he received obscene calls through relay and wanted all relay calls blocked.
Supervisor explained to the Customer that ADA and FCC rules for functional equivalency do not allow us to block relay calls.  Supervisor suggested that the Customer call his local telephone company or report the incident to local police.  Supervisor further explained that if the Customer gets a Court order, then we could release call information to the Court.  Customer understood.


	External Complaints--Miscellaneous
Inquire Date  4/2/04
Record ID  6509
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  4/2/04
Resolution  4/2/04
	Customer received obsence phone calls and wanted to find out the identity of the person calling.  Customer further explained they have taken relay calls in the past because they use to receive relay calls from a Deaf student.

Customer Service explained that we are unable to identify or release information regarding callers because of confidentiality rules.  Customer Service suggested that the Customer call her local telephone company or report the incident to local police.  Customer Service further explained that if the Customer gets a Court order, then we could release the information to the Court.  Customer understood.


	Service Complaints--CA Hung Up on Caller
Inquire Date  6/1/03
Record ID  5770
Call Taken By  Supervisor
CA Number  
Responded By  Mila Simmons
Response Date  6/1/03
Resolution  6/1/03
	Customer stated that the CA hung up on her and did not leave a message as requested by the customer.  
Customer Service asked the caller for a specific CA number, but she did not have one. Customer Service apologized for the customer’s inconvenience and explained that either a CA number or telephone number would be needed in order to determine which CA had handled her call.  The customer refused to give her telephone number and stated she would keep track of the CA numbers and times of calls from now on.  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  4/6/04
Record ID  6506
Call Taken By  Customer Service Rep
CA Number  1297(F)
Responded By  Shelley Collingham
Response Date  4/6/04
Resolution  4/6/04
	Customer wanted to be sure the Supervisor had informed Customer Service of a complaint regarding CA 1297.  The customer stated that the CA had hung up on her.  The customer typed “Hello, Hello, Hello” and did not receive any typing from the CA.
Customer Service assured the caller the Supervisor had forwarded her concerns to Customer Service and the appropriate steps were being taken to investigate the call.  The customer was satisfied.

Upon investigation, it was determined by the Technical Department that the CA sent the proper hot keys and that the CA followed all procedures.

(This is the same person in Record ID 5770.)


	Service Complaints--CA Typing
Inquire Date  4/5/04
Record ID  6507
Call Taken By  Customer Service Rep
CA Number  3017
Responded By  Shelley Collingham
Response Date  4/5/04
Resolution  4/5/04
	Customer upset with CA 3017.  When the CA retyped the caller’s message to her, she typed a word wrong.  The CA had typed “names” instead of “name”.  The customer felt the CA must have voiced her message incorrectly.  The customer was also upset because the CA called for a Supervisor and did not tell the caller she was doing so. 

Customer Service had been made aware of this situation and assured the caller that the CA had voiced the message correctly, but just typed it back to her with the added letter.  Customer Service also explained that the CA did not type that she was getting the Supervisor because the customer typed "hold on" and there was no "GA".  Therefore the CA felt she was on hold and could not type to the customer.  Customer Service assured the customer her concerns would be forwarded to the CA’s Supervisor.  The CA was counseled and will be monitored frequently to assure compliance with relay policies and procedures.  

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  8/28/03
Record ID  5856
Call Taken By  Supervisor
CA Number  3032
Responded By  Christa
Response Date  8/28/03
Resolution  8/28/03
	The customer said she was very upset with CA 3032 because he/she did not leave the messsage correctly on an answering machine.  The customer stated she has a printer on her TTY and knows the CA did not leave the message correctly.  The customer requested a mailing address so she could mail the TTY tape to Customer Service. 

Supervisor apologized to the caller and explained that Customer Service had been made aware of the situation.  The CA was counseled, and realized that she had left a word out when retyping the message to the customer.  The Customer Service Representative explained to the customer that the message had been left correctly on the answering machine, but assured the customer that she could send in the TTY print out if she so desired.  The customer was satisfied.  

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  10/16/03
Record ID  5957
Call Taken By  Customer Service Rep
CA Number  3053
Responded By  Shelley Collingham
Response Date  10/16/03
Resolution  10/16/03
	Customer stated she had asked CA 3053 to check her voice mail for her.  The CA did check it, but did not type the entire message to the caller.  The customer asked if that was the entire message and the CA said she was “too nervous to type it.”  The customer asked for a Supervisor to take over the call.
Customer Service apologized to the customer and assured her the CA would be counseled and monitored frequently.  The customer was satisfied.  

The CA was counseled and has been monitored frequently to assure compliance with relay policies and procedures.  

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  11/24/03
Record ID  6043
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  11/24/03
Resolution  11/24/03
	Customer was upset because the CA did not type to her the time a message had been left on her voice mail system.  All the customer received regarding the time was “6:??”  The customer asked that CA to call a second time to get the time of the message.  The CA typed the correct time on the second call.  The customer felt the CA should have gotten this correct on the first call.  
Customer Service apologized to the customer and stated that the CA should have been able to type the correct time of the call during the first call.  Customer Service assured her that the CA would be retrained on following correct recording procedures.  The customer was satisfied.  The CA was re-trained on voice-mail and recording procedures and has been monitored frequently to assure compliance with relay policies and procedures.  

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  11/20/03
Record ID  6046
Call Taken By  Supervisor
CA Number  
Responded By  Shelley Collingham
Response Date  11/21/03
Resolution  11/21/03
	Customer stated that the CA did not leave her message correctly.  The customer declined a return call.
Customer Service apologized and assured the customer the CA would be counseled.  The Supervisor talked to the CA who stated that the message had been typed and left on the answering machine correctly.  The Supervisor had been called over to the workstation and verified the information.  It was determined that the CA followed the correct procedures during the call.

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  12/5/03
Record ID  6095
Call Taken By  Lead CA
CA Number  3053
Responded By  Shelley Collingam
Response Date  12/5/03
Resolution  12/5/03
	Customer asked the CA to access her voice mail.  The customer stated that she did not receive any of the typing from the CA.

The Lead CA was called to the workstation for assistance with this call.  The customer refused to converse with the Lead CA.  The Lead CA attempted to explain to the customer that the CA dialed the number and typed twice to the customer that there were no new messages. (the Lead CA verified on the CA’s console).  The customer disconnected and called Customer Service.  

Customer Service apologized for the inconvenience and assured the customer that the CA and Lead CA would be counseled.  The customer understood.  

The Lead CA and CA were counseled and it was determined that the correct procedures were followed during this call.

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  2/24/04
Record ID  6277
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  2/24/04
Resolution  2/24/04
	The customer called to discuss a problem she had with a CA on the previous day.  The Customer had asked the CA to check her voice mail and the CA indicated that there were no new messages.  The customer had another CA check her voice mail, who indicated there was one new message.  
Customer Service explained that sometimes it takes a while for a voice mail system to indicate that there is a new message, especially if someone is leaving a message at the same time you are checking messages.   The customer understood.  

(This is the same person in Record ID 5770.)


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  4/19/04
Record ID  6497
Call Taken By  Lead CA
CA Number  1213
Responded By  Jody Kent
Response Date  4/19/04
Resolution  4/19/04
	Customer stated that CA 1213 and the Supervisor woud not let her leave a message on an answering machine.
Lead CA talked to both the Supervisor and the CA involved.  According to both of them, CA 1213 did not process this particular call.  The customer was informed of this and stated she would call later if she found the correct CA number.  No further calls were initiated regarding this issue.  

(This is the same person in Record ID 5770.)


	Service Complaints--Miscellaneous
Inquire Date  2/9/04
Record ID  6251
Call Taken By  Program Mgr
CA Number  3015
Responded By  Barb Handrup
Response Date  2/9/04
Resolution  2/9/04
	Customer was upset with CA 3015.  The customer stated that the CA had attempted to retype her message twice, but the CA did not type it correctly either time.  The customer asked for a Supervisor, who also attempted to repeat the customer’s message to her.  The customer did not think the Supervisor typed it correctly either. 
Customer Service explained that the CA had made a mistake when typing the message, but that the message had been left correctly on the answering machine.  The customer was satisfied.  

(This is the same person in Record ID 5770.)


	Service Complaints--Miscellaneous
Inquire Date  2/25/04
Record ID  6276
Call Taken By  Customer Service Rep
CA Number  1202
Responded By  Shelley Collingham
Response Date  2/25/04
Resolution  2/25/04
	Customer complained that there were two people on the line during her relay call and the CA sent “person hung up”.  The Customer did not understand who hung up.  She thought the CA had hung up, but she was still receiving typing from the CA.
Customer Service stated the matter would be investigated and would call back.  Upon talking to the Supervisor who assisted the CA with the call, it was determined that the CA did follow procedure as both parties hung up at the same time, which the CA indicated at the time.  Customer Service called Customer back and explained results via voice mail.

(This is the same person in Record ID 5770.)


	Service Complaints--Miscellaneous
Inquire Date  5/27/04
Record ID  6605
Call Taken By  Customer Service Rep
CA Number  
Responded By  Tina Collingham
Response Date  5/27/04
Resolution  5/27/04
	Customer complained that he/she had received fradulent calls through the relay for overseas orders.  The Customer did not know if the calls were coming in through IP or Rhode Island Relay and wanted to block his/her number from receiving all relay calls.
Customer Service explained that the relay was aware that there had been some problems of this nature and thanked the customer for calling to alert relay of this issue.  Customer Service informed Customer that when Hamilton receives a fraudulent call, the CA calls for a Supervisor who then terminates the call.  It is not known if this call was placed through Hamilton Internet Relay or another Internet Relay Service provider.

Customer Service explained to the Customer that ADA and FCC rules for functional equivalency do not allow us to block relay calls.  Customer wanted to file a complaint about not being able to block their number through relay.


	Service Complaints--Ringing/No Answer
Inquire Date  2/21/04
Record ID  6278
Call Taken By  Supervisor
CA Number  
Responded By  Lateacha Lewis
Response Date  2/21/04
Resolution  2/21/04
	The customer wanted to know why it took so long for a CA to answer her call.  
The Supervisor apologized for the inconvenience and told the caller the relay was experiencing high call volumes at the time of her call.  The Supervisor at the work station asked the customer for the number he/she wanted to dial.  The caller would not give the Supervisor a number to call andcontinued to berate the CA and Supervisor for taking too long to answer the call and then hung up.

On 2/21/04 – RIR was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (87% of calls were answered within 10 seconds on this day.)


	Technical Complaints--711 Problems
Inquire Date  3/16/04
Record ID  6346
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  3/16/04
Resolution  3/16/04
	Customer called to report that 711 is not working from the hospital and further explained that the TTY has its own line and does not go through the PBX.
Customer Service explained that since it is on its own phone line then it should go through fine and suggested the Customer check with their local phone company.  Alternatively, Hamilton offered to assist Customer as needed.


	Technical Complaints--Miscellaneous
Inquire Date  2/16/04
Record ID  6284
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  2/16/04
Resolution  2/16/04
	Customer was upset because she had tried to interrupt the CA, but the CA kept typing the message and did not respond to the customer’s interruption.  The customer wanted to know why the CAs could interrupt her, but she could not interrupt the CAs. 

Customer Service explained the customer can interrupt if she has a special “interrupt” feature on her TTY, which indicates to the CA that the TTY user is trying to interrupt.  Without the interrupt feature, if the CA and the Customer are both typing at the same time, the CA may not be able to tell that the customer is attempting to interrupt.   The customer understood, but thought there should be something the relay could do to change the technology.  

(This is the same person in Record ID 5770.)
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