Idaho Relay Complaint Report

6/1/03
to
5/31/04
	External Complaints--Miscellaneous
Inquire Date  8/5/03
Record ID  5809
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  8/4/03
Resolution  8/4/03
	The customer wanted to let relay personnel know there are people calling through the relay purchasing large amounts of merchandise using a stolen credit card.  The business had already reported it to the police department.
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 thanked the caller for calling the police department as that is our recommendation under these circumstances.


	External Complaints--Miscellaneous
Inquire Date  11/24/03
Record ID  6116
Call Taken By  Supervisor
CA Number  
Responded By  Shelley Collingham
Response Date  11/25/03
Resolution  11/25/03
	Voice Customer wants all relay calls blocked from calling him through any of our services and stated that we are required by law to do this.  If have any questions call him.

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.  Customer understood.


	External Complaints--Miscellaneous
Inquire Date  1/15/04
Record ID  6209
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  1/15/04
Resolution  1/15/04
	Voice Customer called to report that an Internet Relay user has been calling him to order all kind of copier supplies.  
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  3/19/04
Record ID  6400
Call Taken By  Lead CA
CA Number  
Responded By  Jody Kent
Response Date  3/19/04
Resolution  3/19/04
	Customer wants to know if we can give him the identity of the person who keeps calling him/her through the relay.  There could be a violation of a protection order.
Lead CA explained that we are unable to identify or release information regarding callers because of confidentiality rules.  Customer Service suggested reporting this type of activity to the local authorities.  Customer Service further explained that if the customer gets a Court order, then we could release the call information to the Court.


	External Complaints--Miscellaneous
Inquire Date  3/16/04
Record ID  6402
Call Taken By  Supervisor
CA Number  
Responded By  Shelley Collingham
Response Date  3/17/04
Resolution  3/17/04
	Customer stated he/she has received fraudulent calls through the relay and wondered if there is anything we can do.
Supervisor will have Customer Service call Customer back to discuss 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.  Customer Service suggested reporting this type of activity to the local authorities.




	External Complaints--Miscellaneous
Inquire Date  3/6/04
Record ID  6407
Call Taken By  Lead CA
CA Number  
Responded By  Jody Kent
Response Date  3/6/04
Resolution  3/6/04
	Voice Customer received a harrassing relay call and called to find out what he can do.
Lead CA suggested he call the local police to report the incident and explained relay confidentiality. Customer Service further explained that if the Customer gets a Court order, then we could release the call information to the Court.  Customer was satisfied.


	External Complaints--Miscellaneous
Inquire Date  3/10/04
Record ID  6449
Call Taken By  Supervisor
CA Number  
Responded By  Shelley Collingham
Response Date  3/10/04
Resolution  3/10/04
	Customer received obscene relay calls and explained that she works for a disability agency and is familiar with ADA.  The relay caller mentioned her job and threatened her and her husband.  The relay number that showed up on her caller ID was that of relay and she wanted to know more information about how to identify the actual number of the caller.
Customer Service explained how Caller ID works through ITRS.  Customer stated she will call and talk to Operations Manager on Thursday.  Customer did not call back and did not leave a contact number.  



	Service Complaints--CA Hung Up on Caller
Inquire Date  3/23/04
Record ID  6396
Call Taken By  Supervisor
CA Number  1272(f)
Responded By  Shelley Collingham
Response Date  3/30/04
Resolution  3/30/04
	Customer stated that CA 1272 hung up on him Sunday night at approximately 7:00p.m. 

The customer also wanted to replenish minutes on his Hamilton Prepaid Calling Card. 

The Lead Supervisor apologized to the customer and explained that the problem would be invesitgated and the information forwarded to the CAs Supervisor for counseling.  The CA was counseled regarding hanging up on the caller and will be monitored closely by Quality Assurance.

The customer’s Hamilton Prepaid Calling Card was refreshed as requested.


	Service Complaints--Miscellaneous
Inquire Date  8/19/03
Record ID  5876
Call Taken By  Lead CA
CA Number  
Responded By  Barb/Shelley
Response Date  8/21/03
Resolution  8/21/03
	Customer had a CA with a “T” behind his/her CA number.  He requested that an experienced CA take over his call.  The relay was experiencing high call volumes at the time, so the on-duty Supervisor informed him that no other CAs were available and asked him to hang up and call back in to the relay to reach another CA.  The customer declined and said he would call Customer Service.
The Supervisor apologized to the customer for the inconvenience and explained that there were no other CAs available at the time of his call.  Customer Service then contacted the LRS Assistant Operations Manager, who determined that the Supervisor should have taken over the call.  The Supervisor in question was counseled and retrained on the appropriate procedures to follow in this situation.


	Service Complaints--Miscellaneous
Inquire Date  4/29/04
Record ID  6444
Call Taken By  Customer Service Rep
CA Number  3029(MT)
Responded By  Shelley Collingham
Response Date  4/30/04
Resolution  4/30/04
	Customer was uncomfortable with the actions of a CA they had just been in contact with.  The customer stated he/she was calling to activate a credit card.  The CA kept asking for a PIN number, which the caller thought was unusual. 

Customer Service apologized for the inconvenience and assured the customer that the situation would be investigated and the information given to the CAs Supervisor for counseling.  

Customer Service spoke to CA’s Supervisor, who talked to the CA.  The CA stated that the first time she dialed in, the recording asked for the PIN number.  The CA had to dial a second time, and that time, the recording did not ask for it.  

Customer Service returned the call to the customer and explained the differences in recordings.  The customer understood.  The CA was counseled and will be monitored closely by QA.


	Service Complaints--Miscellaneous
Inquire Date  5/8/04
Record ID  6571
Call Taken By  Lead CA
CA Number  
Responded By  Chris Doyle
Response Date  5/8/04
Resolution  5/8/04
	Customer was very angry about receiving relay calls very early in the morning.  The customer stated he/she had received several within a one hour time period.  The customer stated he/she did not want any more relay calls from this person and hung up.  

No further information was available regarding this call; therefore, no updates or investigation could be performed.


	Service Complaints--Miscellaneous
Inquire Date  5/10/04
Record ID  6572
Call Taken By  Lead CA
CA Number  
Responded By  Jody Kent
Response Date  5/10/04
Resolution  5/10/04
	Customer wants all relay calls blocked from calling him.

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.  Customer understood.


	Service Complaints--Miscellaneous
Inquire Date  5/13/04
Record ID  6575
Call Taken By  Supervisor
CA Number  
Responded By  Mila Simmons
Response Date  5/13/04
Resolution  5/13/04
	Customer called to express concern regarding relay calls from Nigeria and stated she has received 10 calls from this person.  The caller uses different names, the last of which was Peter Donald.  The caller gave an e-mail address of akabsgab@yahoo.com.  Customer wanted make relay aware of 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 reporting this type of activity to the local authorities.




	Technical Complaints--711 Problems
Inquire Date  8/5/03
Record ID  5818
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  8/5/03
Resolution  8/5/03
	Customer is very frustrated by the problems she has been having with 711.  She keeps trying to place a 711 call from her place of employment and someone keeps telling her she needs to call somewhere else.  
Customer Service suggested that the customer dial 711 and ask for a Supervisor, who will make sure the call goes through properly.  Customer Service also gave her the ITRS toll-free TTY access number and asked her to dial that number if 711 did not work and a Supervisor would be ready to observe her call.  Additionally, Customer Service asked the caller if she wanted to set up a customer profile so her calls would automatically connect to VCO.  The CSR completed the profile and sent it to the Technical Department for immediate activation.

The customer dialed the relay’s 800 number as requested and the call went through correctly. 

The Employer called ITRS Customer Service for assistance in setting up 711 in their PBX system.  The Customer is now able to place 711 calls from her place of employment.




	Technical Complaints--711 Problems
Inquire Date  8/30/03
Record ID  5910
Call Taken By  Outreach Coordinator
CA Number  
Responded By  Holly Thomas-Mowery
Response Date  9/1/03
Resolution  9/1/03
	Customer called to inform relay that 711 does not work from her bank, hardware store, dentist office, etc.
The Outreach Coordinator explained that businesses must program 711 into their PBX or phone system in order for 711 to be accessible and suggested that the customer contact those particular businesses to inform them of the necessity of 711 access and to instruct them to call ITRS Customer Service if they had any further questions on how to implement 711 in their phone systems.  Alternatively, Hamilton offered to assist the Customer as needed.  The customer was pleased.


	Technical Complaints--711 Problems
Inquire Date  9/2/03
Record ID  5911
Call Taken By  Lead CA
CA Number  
Responded By  Jody Kent
Response Date  9/2/03
Resolution  9/2/03
	Customer called in to say that she could not access 711 from the office at Mortgage Brokers.  
Customer Service explained that businesses must program 711 into their PBX or phone system in order for 711 to be accessible and suggested that the customer contact those particular businesses to inform them of the necessity of 711 access and to instruct them to call ITRS Customer Service if they had any further questions on how to implement 711 in their phone systems.  Alternatively, Hamilton offered to assist the Customer as needed.  The customer was satisfied.


	Technical Complaints--711 Problems
Inquire Date  10/1/03
Record ID  5993
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  10/1/03
Resolution  10/1/03
	Customer is having problems accessing a CA when dialing 711 to place relay calls.  There are both Voice and TTY users in the same househould.
Customer Service explained that since both Voice and TTY users use the same phone number, it would not be possible to implement a Customer Profile.  Customer Service also explained that when the TTY user calls into the relay, it connects in voice first.  If he waits, the CA will change the connection to baudot, which will allow him (TTY) to communicate with the CA.  The customer understood and made a test call into the relay.  The call went through correctly.  

Hamilton has since implemented a Remote Profile feature that allows customers to access their Profile from any phone or web-based computer.  It also allows customers with more than one person in their household to each create their own Profile.


	Technical Complaints--Carrier Choice not Available/Other Equal Access
Inquire Date  4/2/04
Record ID  6456
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  4/2/04
Resolution  4/2/04
	Customer stated that she was unable to make a long distance call through relay.  Her long distance company is Freetel Communications.  
Customer Service explained that Freetel is not a participating carrier through the relay service and therefore the relay was unable to select Freetel as her carrier.  Customer Service suggested that she contact Freetel and voice her concerns to them regarding this issue.  Customer Service also explained to her the process of becoming a carrier through the relay.  Alternatively, Hamilton offered to assist Customer as needed.  Customer stated she would contact Freetel.

At this time, Freetel is still not a long distance carrier accessible through relay.



