Wisconsin Telecommunications Relay System Complaint Report

6/1/03
to
5/31/04
	External Complaints--Miscellaneous

Inquire Date  9/30/03
Record ID  12701
Call Taken By  KH/TT
CA Number  
Responded By  KH
Response Date  9/30/03
Resolution  9/30/03
	Customer wanted to know the steps to get a subpoena in order to get records of harassing calls through the relay.
Hamilton’s National Account Manager suggested reporting this type of activity to the local authorities.  The Account Manager further explained that if the Customer gets a Court order, then we could release the call information to the Court.  The Customer was satisfied.




	External Complaints--Miscellaneous
Inquire Date  11/12/03
Record ID  12867
Call Taken By  BW
CA Number  
Responded By  BW
Response Date  11/12/03
Resolution  11/13/03
	Customer called to report receiving harassing phone calls from 8:00 – 9:00 a.m. every day (not through relay).
Customer Service suggested the Customer call his/her local telephone company or the local authorities to report the incident.


	External Complaints--Miscellaneous
Inquire Date  12/1/03
Record ID  12939
Call Taken By  BW/JB
CA Number  
Responded By  BW
Response Date  12/1/03
Resolution  12/1/03
	Customer called to report receiving harassing phone calls at 1:30 pm and 4:15 pm with explicit language.  Customer wanted to know how to report the calls.
Supervisor suggested he call the local police to report the incident and explained relay confidentiality.  Customer was satisfied.


	External Complaints--Miscellaneous
Inquire Date  12/16/03
Record ID  12976
Call Taken By  MA/JR
CA Number  
Responded By  JR
Response Date  12/16/03
Resolution  12/16/03
	Officer called regarding a call made the previous night from a hearing impaired person using relay and threatening the hearing person who received the call.  Officer wanted to know how he could get a record of that call.
Customer Service Manager explained that if a Court order is obtained, then we could release the call information to the Court.  Caller was satisfied.


	External Complaints--Miscellaneous
Inquire Date  12/22/03
Record ID  12999
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  12/22/03
Resolution  12/22/03
	Customer called to report he had 3 different occurrences of people contacting him through relay to order equipment from his small business using fraudulant credit cards.
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.  It is not known if this call was placed through Hamilton Internet Relay or another Internet Relay Service provider.  Customer Service suggested reporting this type of activity to the local authorities.


	External Complaints--Miscellaneous
Inquire Date  1/26/04
Record ID  13135
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  1/26/04
Resolution  1/26/04
	The Customer received a call through Sprint relay on Saturday which he thought was a fraudulent call.
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.  Because the Customer stated the call was coming through Sprint Internet Relay, Customer Service gave the Customer Service number for Sprint Relay to the Customer.


	External Complaints--Miscellaneous
Inquire Date  1/26/04
Record ID  13145
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  1/26/04
Resolution  1/26/04
	The Customer's place of employment has been receiving fraudulent calls through other relay services and wanted to know if we could help them.

The Customer stated that they are currently working with the police, but are trying to track where the calls had originated.  The Customer stated that the calls were through IP Relay, Sprint Relay and AT&T Relay.

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.  Because the Customer stated the calls were coming from other Internet Relay providers, Customer Service gave the appropriate Customer Service numbers for the other providers to the Customer.  Customer Service thanked the caller for calling the police department as that is our recommendation under these circumstances.  The Customer was thankful.


	External Complaints--Miscellaneous
Inquire Date  1/27/04
Record ID  13156
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  1/27/04
Resolution  1/27/04
	The Customer reported receiving a fraudulent call after 2:00 pm. and wanted to know how to resolve the situation.
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.  It is not known if this call was placed through Hamilton Internet Relay or another Internet Relay Service provider.  Customer Service suggested that the Customer take note of the time of the call, the relay service provider as well as the CA number and then report this type of activity to the local authorities.  Customer was pleased.


	External Complaints--Miscellaneous
Inquire Date  2/20/04
Record ID  13294
Call Taken By  AH/JB
CA Number  
Responded By  AH
Response Date  2/20/04
Resolution  2/20/04
	Customer called to report a fraudulent call, and wanted the relay to do something about it.  The Customer stated that the call was made on 2/20/04 and was through AT&T Relay Service.

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.  Because the Customer stated the calls were coming from another Internet Relay provider, Customer Service gave the appropriate Customer Service number for AT&T to the Customer.  Customer Service suggested reporting this type of activity to the local authorities.  The Customer has since filed a complaint through AT&T Relay Service.


	External Complaints--Miscellaneous
Inquire Date  2/25/04
Record ID  13327
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  2/25/04
Resolution  2/25/04
	The Customer has received some calls he thought were fraudulent through Sprint Relay and wanted to know how to handle these 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.  Because the Customer stated the calls were coming from Sprint Relay, Customer Service gave the appropriate Customer Service number for Sprint to the Customer.  Customer Service suggested that the Customer take note of the time of the call, the relay service provider as well as the CA number and then report this type of activity to the local authorities.  The Customer was thankful.


	External Complaints--Miscellaneous
Inquire Date  3/14/04
Record ID  13407
Call Taken By  BT/TT
CA Number  
Responded By  BT
Response Date  3/14/04
Resolution  3/14/04
	The Customer has been receiving harrassing calls through relay and wanted to know what the relay can do to block the calls.
Customer Service 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/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 call information to the Court.  Customer understood.


	External Complaints--Miscellaneous
Inquire Date  3/17/04
Record ID  13420
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  3/17/04
Resolution  3/17/04
	The Customer called because she has received 3 separate fraudulent relay calls in the past week in which the callers wanted to ship shoes to Nigera.  The Customer had the CA number from the most recent relay call.

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 then apologized for the Customer’s inconvenience and assured her the situation would be investigated.
The Technical Department searched call records for the CA's number and determined that the call was not made through Hamilton Internet Relay Service.  

Customer Service followed up with the Customer and explained the situation.  Because the calls were not coming from Hamilton Relay, Customer Service gave the appropriate Customer Service numbers for other relay providers to the Customer.  Customer Service then suggested that if the Customer receives fraudulent calls in the future, to take note of the time of the call, the relay service provider as well as the CA number and then report this type of activity to the local authorities.  The Customer was thankful.


	External Complaints--Miscellaneous
Inquire Date  4/8/04
Record ID  13533
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  4/8/04
Resolution  4/8/04
	The Customer called because she received prank calls through IP Relay and wanted to find out who made the calls.
Customer Service gave the appropriate Customer Service number for IP Relay (operated by MCI) to the Customer.  The Customer was thankful.


	External Complaints--Miscellaneous
Inquire Date  4/21/04
Record ID  13594
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  4/21/04
Resolution  4/21/04
	The Customer reported receiving fraudulent calls through relay.  The Customer felt that these frequent calls came from the same person and wanted information on how to prevent these calls from happening again.
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.  It is not known if this call was placed through Hamilton Internet Relay or another Internet Relay Service provider.  Customer Service suggested reporting this type of activity to the local authorities.  The Customer was satisfied and very thankful.


	External Complaints--Miscellaneous
Inquire Date  4/22/04
Record ID  13596
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  4/22/04
Resolution  4/22/04
	Customer reported receiving a threatening phone call from a relay user and wanted to know how to track the call.  The Customer had already contacted the police.
Customer Service thanked the caller for calling the police department as that is our recommendation under these circumstances.  Customer Service further explained that if the Customer gets a Court order, then we could release the call information to the Court.  The Customer was satisfied and thankful.


	External Complaints--Miscellaneous
Inquire Date  4/30/04
Record ID  13617
Call Taken By  BC/TT
CA Number  
Responded By  TT
Response Date  4/30/04
Resolution  4/30/04
	The Customer reported receiving a prank call through AT&T Internet Relay last night that has made her very nervous and worried.  She wanted to know if it is possible to trace the call.
Because the calls were not coming from Hamilton Relay, Customer Service gave the appropriate Customer Service number for AT&T to the Customer.  Customer Service then suggested that if the Customer receives fraudulent calls in the future, to take note of the time of the call, the relay service provider as well as the CA number and then report this type of activity to the local authorities.  The Customer was satisfied.


	External Complaints--Miscellaneous
Inquire Date  5/11/04
Record ID  13642
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  5/11/04
Resolution  5/11/04
	The Customer called and stated that her place of business has been receiving harrassing phone calls through relay from a known caller.  The Customer wanted to know if there is a way to block the caller.
Customer Service 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 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 call information to the Court.  The Customer was thankful.


	External Complaints--Miscellaneous
Inquire Date  5/11/04
Record ID  13644
Call Taken By  MA
CA Number  
Responded By  MA
Response Date  5/11/04
Resolution  5/11/04
	Customer called to report receiving a relay call in which the person called his place of business and used vulgar language.  The Customer wanted to know if this was something that occurred often.
Customer Service explained that this is not a common occurrence with relay.  Customer Service further suggested that the Customer call her local telephone company or report the incident to local police.  The Customer was thankful.


	Service Complaints--CA Hung Up on Caller
Inquire Date  7/21/03
Record ID  12387
Call Taken By  TT
CA Number  6277
Responded By  BG
Response Date  7/21/03
Resolution  7/21/03
	Customer stated that the CA hung up after he gave the CA a number to call.  The Customer did not want a follow up.
Customer Service apologized to the Customer for the inconvenience and explained that matter would be investigated.

Upon counseling by the Operations Manager, the CA stated that as a call came in, the computer locked up.  The TTY user typed "Please call…," but the CA was not able to respond.  The CA called for a Supervisor for assistance, who documented the incident.  It was determined that the CA had correctly followed all procedures.


	Service Complaints--CA Hung Up on Caller
Inquire Date  9/3/03
Record ID  12560
Call Taken By  JR
CA Number  
Responded By  JR
Response Date  9/3/03
Resolution  9/3/03
	Customer called to express his displeasure because he was leaving a lengthy message on the bank’s answering machine and then discovered that the line has been disconnected.
Customer Service apologized for the Customer’s inconvenience and asked for a CA number in order to identify the CA who had handled her call.  Without the needed information, it was not possible to research this call further.  Customer Service suggested the Customer continue to contact us any time.  The Customer was thankful.


	Service Complaints--CA Hung Up on Caller
Inquire Date  9/24/03
Record ID  12668
Call Taken By  SS
CA Number  6584
Responded By  BW
Response Date  9/25/03
Resolution  9/25/03
	TTY Customer asked the CA at end of call to verify that the voice caller had hung up.  The CA did not respond and did not type her CA # at the end of the relay call.  The Customer stated the CA had apparently hung up.

Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated. 

Upon counseling, the CA explained that she did not recall the TTY user asking for a CA number.  It was determined by the Technical Department that the CA did send the appropriate hot keys, but the party disconnected before the information was transmitted.  CA was coached by the Supervisor and was told to watch modem signals for both the originator and the terminator and wait for their connections to drop before hanging up.


	Service Complaints--CA Hung Up on Caller
Inquire Date  1/15/04
Record ID  13099
Call Taken By  JB
CA Number  6668
Responded By  JB
Response Date  1/15/04
Resolution  1/16/04
	Customer reported that the CA hung up on them during his call between 8:00 and 9:00 pm on 1/14/04.  Customer does not need follow-up regarding the incident.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  The Customer was satisfied.

It was determined by the Technical Department that the CA had followed proper call procedures.  


	Service Complaints--CA Hung Up on Caller
Inquire Date  3/1/04
Record ID  13345
Call Taken By  VW/TT
CA Number  
Responded By  BG
Response Date  3/2/04
Resolution  3/2/04
	Customer complained that the CA hung up on him/her.  Customer does not need follow-up regarding the incident.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated.  The Customer was satisfied.

Upon counseling, the CA stated the Customer had not given a number to dial.

It was determined by the Technical Department that the Customer disconnected the line and that the CA had followed proper call procedures.  


	Service Complaints--CA Hung Up on Caller
Inquire Date  4/23/04
Record ID  13603
Call Taken By  JB
CA Number  6975
Responded By  JB
Response Date  4/23/04
Resolution  4/26/04
	Customer reported that the CA did not identify herself properly and misdialed the phone number.  The Customer then requested to speak to a Supervisor and asked the Supervisor for a different CA.  The Customer's call was disconnected after talking with the Supervisor.
Customer Service apologized for the Customer’s inconvenience and assured the Customer the situation would be investigated. 

The CA was counseled and retrained on proper procedures on identifying herself as CA and was reminded to double-check the number before dialing out.
The Supervisor who handled the change in CAs stated that the CA accidentally disconnected the line when transferring to a different CA.

Customer Service called the Customer back and explained the situation.  The Customer was satisfied.


	Service Complaints--CA Typing
Inquire Date  7/2/03
Record ID  12326
Call Taken By  VW/TT
CA Number  6679
Responded By  BG
Response Date  7/8/03
Resolution  7/8/03
	Customer complained that this CA was typing badly on purpose (i.e garbling).  When the Customer nicely asked the CA to type clearly, the CA typed obscene language and hung up.  The Customer said they got the same CA 5 times and the CA hung up.

Customer Service apologized for the Customer’s inconvenience and assured the Customer that the incident would be investigated.

Upon counseling by the Operations Manager, the CA stated that the terminating party was talking to someone else in the background so the CA typed exactly what she heard in the background.  The CA typed the conversation as well as all background noise.  When the CA indicated the party hung up, the Customer typed profane language then disconnected.  

It was determined by the Technical Department that the Customer had disconnected the line rather than the CA.  It was also determined that the consumer called only once.


	Service Complaints--CA Typing Speed
Inquire Date  4/12/04
Record ID  13569
Call Taken By  SW/TT
CA Number  6973
Responded By  TT
Response Date  4/14/04
Resolution  4/14/04
	A voice Customer reported that the CA has slow typing and occassionally interrupts during the conversation with a Deaf friend.  The user also stated that the CA talked extremely slow and did not voice concepts.
Customer Service apologized for the Customer’s inconvenience and assured the Customer that the incident would be investigated.

Upon counseling, the CA did not recall this particular call and stated she tends to wait for the GA to begin voicing.  The CA was retrained on procedures regarding voice inflection and asking the voice user to speak more slowly.

Customer Service followed up with the Customer and explained the situation.  The Customer was satisfied.

In checking the CA's typing scores it was found that the CA has a typing speed of 61.6 wpm with 95% accuracy.  


	Service Complaints--Poor Vocal Clarity/Enunciation
Inquire Date  12/8/03
Record ID  12962
Call Taken By  PB/TB/JB
CA Number  6862
Responded By  BW
Response Date  12/10/03
Resolution  12/11/03
	(Via email) Voice Customer stated that the CA voiced word for word at the exact pace it was typed, and the CA's voice sounded very monotone.  When the CA asked for clarification, it was done in an unprofessional manner.  Customer had to repeat and clarify often for CA.
Customer Service apologized to the Customer for the inconvenience and explained that the CA will be counseled and will be monitored frequently to ensure procedures are being followed.

The CA has been retrained on proper procedures and will be monitored frequently.


	Service Complaints--Ringing/No Answer
Inquire Date  8/13/03
Record ID  12466
Call Taken By  DW/SS
CA Number  
Responded By  DW
Response Date  8/13/03
Resolution  8/13/03
	The Customer asked the CA to get a Supervisor immediately and complained about getting a relay answering machine.
The Supervisor explained that the relay was experiencing high traffic volumes at the time and suggested that the Customer stay on the line for the next available CA.

On 8/13/03 – WTRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (92% of calls were answered within 10 seconds on this day.)


	Service Complaints--Ringing/No Answer
Inquire Date  8/25/03
Record ID  12510
Call Taken By  SS
CA Number  
Responded By  SS
Response Date  8/25/03
Resolution  8/25/03
	Customer reported problems getting through relay to make a call and he wanted to know if there is a relay center problem.
Customer Service explained that the relay was experiencing high traffic volumes at the time and suggested that the Customer stay on the line for the next available CA.

On 8/25/03 – WTRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (91% of calls were answered within 10 seconds on this day.)


	Service Complaints--Ringing/No Answer
Inquire Date  9/3/03
Record ID  12558
Call Taken By  KH/TT
CA Number  
Responded By  KH
Response Date  9/3/03
Resolution  9/3/03
	The Customer complained that he got a gibberish reply, no response, then a continuous ringing when he called the relay few times.  He wanted to find out why the relay center was not working right.
Customer Service explained that the relay was experiencing high traffic volumes at the time and suggested that the Customer stay on the line for the next available CA.

On 9/3/03 – WTRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (89% of calls were answered within 10 seconds on this day.)


	Technical Complaints--711 Problems
Inquire Date  8/27/03
Record ID  12536
Call Taken By  JT/SS
CA Number  
Responded By  SS
Response Date  8/29/03
Resolution  8/29/03
	VCO Customer was unable to connect with the CA when dialing 711.  The Customer had dialed 711 ssuccessfully several times before.
Customer Service explained that Customer needs to send “ VCO on” to the CA when dialing 711.  Customer Service also suggested that the Customer complete a Customer Profile and select the “VCO without keyboard” option.  The Customer was thankful.


	Technical Complaints--Carrier Choice not Available/Other Equal Access
Inquire Date  2/3/04
Record ID  13199
Call Taken By  
CA Number  
Responded By  JB
Response Date  2/3/04
Resolution  2/9/04
	The Customer was unable to process a long distance call through relay.  The Customer had already contacted CenturyTel, who reported no problem in their system that would prevent her from making long distance calls.
The Technical Department contacted CenturyTel in order to resolve this issue.  After several follow up calls from this Customer, Customer Service informed the Customer that we would call them back when this issue is resolved.

The Technical Department has since resolved the issue with CenturyTel.  Customer Service informed the Customer, who was satisfied.


	Technical Complaints--Carrier Choice not Available/Other Equal Access
Inquire Date  3/23/04
Record ID  13456
Call Taken By  BJR/TT
CA Number  
Responded By  TT
Response Date  3/24/04
Resolution  3/24/04
	Customer stated that N Sight is not listed on the relay carrier of choice list and she would like to use them as her long distance carrier through relay.  
Customer Service suggested that she contact N Sight and ask them to become a participating relay carrier.  Customer Service also explained to her the process of becoming a carrier through the relay.  Alternatively, Hamilton offered to assist Customer as needed.  
At this time, N Sight is still not a long distance carrier accessible through relay.


	Technical Complaints--HCO Break-Down
Inquire Date  11/13/03
Record ID  12871
Call Taken By  BJR
CA Number  
Responded By  BJR
Response Date  11/13/03
Resolution  11/13/03
	Customer is helping a middle school student use HCO for first time and could not complete a call.  They did not receive any response after requesting HCO at the relay and the line was disconnected.
Customer Service told the Customer that they were doing everything correctly and informed the Customer to request a Supervisor if they type "HCO pls ga" and don’t receive a response in typing from the CA.  Customer Service encouraged the Customer to call us back should they experience any more problems or have any questions.  The Customer was satisfied.


	Technical Complaints--Miscellaneous
Inquire Date  3/30/04
Record ID  13496
Call Taken By  TT
CA Number  6977
Responded By  TT
Response Date  4/1/04
Resolution  4/1/04
	Customer was frustrated that the CA did not follow her request to place charges to SBC for a long distance relay call.  The Customer kept informing the CA to remember SBC.  
The Supervisor apologized for the Customer’s inconvenience and explained that the workstation had a technical problem due to a new software load.  The CA had selected SBC, but AT&T appeared on the CA’s monitor so the CA did not dial out and was attempting to correct the situation when the call was dropped.  

Customer Service followed up with the Customer and stated that the Technical Department had installed a newer version of the software which resolved the problem.  The Customer was satisfied.


