Nebraska Relay Complaint Report

6/1/03
to
5/31/04
	External Complaints--Miscellaneous
Inquire Date  9/10/03
Record ID  5891
Call Taken By  Program Mgr
CA Number  
Responded By  Barb Handrup
Response Date  9/10/03
Resolution  9/10/03
	Customer received a relay call in which the person ordered 30 pairs of shoes, billed them to a credit card and requested they be shipped to West Africa.  She suspected fraud and wanted to report it to us.

The Operations Manager 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.  The Manager informed the 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.  The Manager suggested reporting this type of activity to the local authorities.


	External Complaints--Miscellaneous
Inquire Date  10/15/03
Record ID  5968
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  10/15/03
Resolution  10/15/03
	Customer has been receiving fraudulent calls through Internet Relay.  Customer stated he/she knows it is fraud because they order $1000.00 of toner cartridges or ink cartridges, and have them shipped to New York or somewhere else out of the country.
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 thought 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  10/22/03
Record ID  6023
Call Taken By  Supervisor
CA Number  
Responded By  Mila
Response Date  10/22/03
Resolution  10/22/03
	Customer called to report they received threatening phone calls through relay and wanted to know if they could get any information.  Customer asked if the operator has to relay the call even if threatening? 
Supervisor explained relay and the rules that require the service to relay all calls verbatim regardless of content.  Supervisor further explained the rules governing confidentiality and 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.


	External Complaints--Miscellaneous
Inquire Date  11/23/03
Record ID  6051
Call Taken By  Lead CA
CA Number  
Responded By  Chris
Response Date  11/23/03
Resolution  11/23/03
	Customer reported he has been receiving harrassing calls through relay and does not want to receive any relay calls.
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 her 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 the call information to the Court.  Customer understood.


	External Complaints--Miscellaneous
Inquire Date  12/29/03
Record ID  6137
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  12/29/03
Resolution  12/29/03
	Customer reported that both she and her daughter, who lives out of state, were receiving prank calls through the relay and wanted to know how they got their telephone numbers.  Customer stated the calls are coming from a (216) area code.
Customer Service explained the relay service and informed the Customer that the person calling them would already have the number to call when they call into the relay.  Customer Service suggested reporting this type of activity to the local authorities.


	External Complaints--Miscellaneous
Inquire Date  12/30/03
Record ID  6146
Call Taken By  Program Mgr
CA Number  
Responded By  Barb Handrup
Response Date  12/30/03
Resolution  12/30/03
	Customer called to complain that she and other family members received relay calls in which the caller informed these people of a tragedy that was not true.  Customer had filed a complaint with the County and gave the telephone numbers to which the calls had been placed.

Program Manager explained to the Customer that we would document the complaint and gave a general description of relay.  Program Manager further explained that if the Customer gets a Court order, then we could release the call information to the Court.  Customer was satisfied with that information.


	External Complaints--Miscellaneous
Inquire Date  1/14/04
Record ID  6190
Call Taken By  Supervisor
CA Number  
Responded By  Mila S.
Response Date  1/14/04
Resolution  1/14/04
	Customer reported receiving prank calls through relay and wanted all relay calls blocked.
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  2/5/04
Record ID  6257
Call Taken By  Supervisor
CA Number  
Responded By  Christa Cervantes
Response Date  2/5/04
Resolution  2/5/04
	Customer stated his son received two relay calls about midnight last night on cell phone.  They did not recognize the numbers on the caller ID so did not answer.  This morning he had a message about IP Relay on his cell phone.  Customer then called Alltel who said the numbers were fax numbers.  She wanted relay to look up the numbers and tell them who the calls are from.
Supervisor explained relay.  Supervisor verified that the message was identified as IP Relay and explained that a different relay provider identifies their calls as IP.  Supervisor suggested she call that relay provider if she felt the call was a prank or call the local authorities.  Customer was satisfied with the information given.


	External Complaints--Miscellaneous
Inquire Date  2/29/04
Record ID  6290
Call Taken By  Supervisor
CA Number  1171
Responded By  Brenda M.
Response Date  2/29/04
Resolution  2/29/04
	Customer was angry because he/she was receiving harassing relay calls and does not want to receive any relay calls.  Customer had asked the CA to quit calling but the CA continued to call.  Customer is going to report this to the Attorney General.

The 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 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  2/22/04
Record ID  6293
Call Taken By  Lead CA
CA Number  
Responded By  Vicki H.
Response Date  2/22/04
Resolution  2/22/04
	Customer wants to block all relay calls.
The Lead CA explained to the Customer that ADA and FCC rules for functional equivalency do not allow us to block relay calls.  The Lead CA suggested that the Customer call her local telephone company or report the incident to local police.  The Lead CA further explained that if the Customer gets a Court order, then we could release call information to the Court.


	External Complaints--Miscellaneous
Inquire Date  3/8/04
Record ID  6388
Call Taken By  Supervisor
CA Number  
Responded By  Christa Cervantes
Response Date  3/8/04
Resolution  3/8/04
	Customer has received several fraudulent calls through relay in which the caller wants items shipped to Nigeria.

The Lead Supervisor 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.  

The caller said the calls came through Sprint Relay.  The Lead Supervisor explained that Sprint Relay is a different company than Hamilton Relay or Nebraska Relay and suggested the Customer contact Sprint to report the incident.


	External Complaints--Miscellaneous
Inquire Date  4/29/04
Record ID  6458
Call Taken By  Lead CA
CA Number  
Responded By  Shelley Collingham
Response Date  4/30/04
Resolution  4/30/04
	Customer reported receiving a possible fraudulent call through relay. 

The Lead CA informed the Customer that Customer Service would call them back on the following day.

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  4/26/04
Record ID  6461
Call Taken By  Supervisor
CA Number  
Responded By  Shelley Collingham
Response Date  4/27/04
Resolution  4/27/04
	Customer said her daughter had just called her a few minutes ago and the male CA relaying the call was singing profanity.  The customer did not know the CA’s number, but thought it was 7 something.  

The Supervisor apologized to the customer and assured her that this incident would be investigated.  The customer was satisfied with the information given by Customer Service.  The Technical Department determined that this relay call did not go through any of Hamilton’s Relay centers.


	External Complaints--Miscellaneous
Inquire Date  4/20/04
Record ID  6475
Call Taken By  Lead CA
CA Number  
Responded By  Tina Collingham
Response Date  4/20/04
Resolution  4/20/04
	Customer is receiving fraudulent calls from Nigeria through relay.  She thought the calls were from Sprint but this is not sure.  Customer also wants to block the number 234-080-334-88140.
The Lead CA 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.  The Lead CA 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.

The Lead CA explained to the Customer that ADA and FCC rules for functional equivalency do not allow us to block relay calls.  The Lead CA suggested that the Customer call her local telephone company or report the incident to local police.  The Lead CA further explained that if the Customer gets a Court order, then we could release call information to the Court.


	External Complaints--Miscellaneous
Inquire Date  4/14/04
Record ID  6480
Call Taken By  Supervisor
CA Number  
Responded By  Christa Cervantes
Response Date  4/14/04
Resolution  4/14/04
	Customer reported receiving two relay calls today, in which the caller ordered stethoscopes valued at $4939.00 and wanted them sent to Nigeria. 

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.




	Service Complaints--CA Hung Up on Caller
Inquire Date  6/24/03
Record ID  5059
Call Taken By  Program Manager
CA Number  1244
Responded By  Barb per Dee
Response Date  6/26/03
Resolution  6/26/03
	Customer reported that CA 1244 typed “person hung up” when the call was finished and then disconnected.  Customer had an additional question but the CA had disconnected her.

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 was counseled and has been monitored more frequently.




	Service Complaints--CA Typing
Inquire Date  10/15/03
Record ID  5946
Call Taken By  Supervisor
CA Number  3091
Responded By  Brenda M.
Response Date  10/15/03
Resolution  10/15/03
	Customer was not happy with CA 3091’s typing and stated the CA made too many errors, put xxxs in the conversation and typed a lot of strange words, like jore.  The customer thought the conversation was hard to follow.
Customer Service assured the customer that the CA’s Supervisor would be notified.  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 85 wpm with 100% accuracy.


	Service Complaints--CA Typing
Inquire Date  12/19/03
Record ID  6159
Call Taken By  Customer Service Rep
CA Number  3031
Responded By  Shelley/Kay
Response Date  1/5/04
Resolution  1/5/04
	(via fax) Voice Customer indicated she was unhappy with the CA because the CA kept asking her to repeat and to speak slower.  When the CA would ask her to repeat after… (then would read back the last part of the conversation), it was things that the caller had not said.
The Lead Supervisor spoke with the CA about this call.  The CA stated that the person was speaking very quickly and was difficult to keep up with.  It was determined the CA followed correct procedures for asking the customer to speak slower and to repeat.  The Outreach Coordinator contacted this person and explained the situation.  Customer was satisfied with the answers given.  In checking the CA's typing scores it was found that the CA has a typing speed of 72 wpm with 99% accuracy.


	Service Complaints--CA Typing Speed
Inquire Date  8/17/03
Record ID  5840
Call Taken By  Lead CA
CA Number  
Responded By  Tina Collingham
Response Date  8/17/03
Resolution  8/17/03
	Customer uses a Dialogue VCO phone and reported having trouble reading the CAs typing.  CAs are typing too fast.
Customer Service checked the customer’s profile, which did not indicate slow typing.  Customer Service explained that CAs will ask the called party to speak slowly, but sometimes the person on the receiving end of the call forgets, and talks very quickly.  The CAs have to type quickly in order to keep up.  Customer Service also suggested that the caller ask the CA if he/she is connected in Baudot or Turbo Code.  Turbo Code sends information at a quicker rate than Baudot, and this could be causing the customer some problems as well.  The customer thanked Customer Service for the information and was satisfied.


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  9/30/03
Record ID  5980
Call Taken By  Lead CA
CA Number  
Responded By  Shelley Collingham
Response Date  10/1/03
Resolution  10/1/03
	Customer was upset because the CA had typed only part of a recording and then asked the caller if he wanted to leave a message.  The caller asked the CA if that was the entire message message.  The CA typed “No” and typed the message again.  The customer also wanted to know if there was any information in his customer profile about leaving messages.

The Lead CA checked the customer’s profile, which indicated no answering machine messages be typed to him.  The caller asked to have his profile changed so the CAs would again type all answering machine messages to him.  The customer was satisfied.


	Service Complaints--Didn't Follow Voice Mail/Recording Procedure
Inquire Date  12/5/03
Record ID  6088
Call Taken By  Lead Supervisor
CA Number  1222 & 3022
Responded By  Christa
Response Date  12/5/03
Resolution  12/5/03
	Customer stated that he did not feel the CAs were typing the entire recording on his calls.  When asked by the caller, both CAs said they had typed the recordings in their entirety but he was not sure that was true.  The customer requested the Lead Supervisor take over his call to assure all information was being typed.  The customer also changed his profile to indicate that no recordings be typed to him unless he specifically requests it.  The customer also had questions regarding being charged high rates by AT&T on his telephone bill.

The Lead Supervisor took over the call and typed the answering machine message as well as the options given afterwards.  The caller said he had not seen those options before and thanked the Lead Supervisor for typing them.  The Lead Supervisor explained he would need to choose a long distance carrier and add it to his customer profile in order to be billed by a company other then AT&T.  Customer Service also suggested he send a copy of his telephone bill to Customer Service so a refund could be made.  The customer was very happy.  Both CAs were counseled and retrained on the correct Recording Procedures.


	Service Complaints--Miscellaneous
Inquire Date  9/30/03
Record ID  5981
Call Taken By  Program Mgr
CA Number  3091
Responded By  Barb Handrup
Response Date  9/30/03
Resolution  9-30/03
	Customer received a call through the relay and thought it took CA 3091 a long time to respond after the GA.
The Operations Manager apologized and told the customer CA 3091 would be counseled to see if there was a technical reason for this problem.  If there was not a technical problem, the CA will be monitored closely to be sure that the calls are being processed as quickly as possible.  The CA was counseled and no technical problem was found.  The CA will be monitored more frequently to ensure procedures are being followed.  The customer was satisfied.


	Service Complaints--Miscellaneous
Inquire Date  11/19/03
Record ID  6036
Call Taken By  lead supervisor
CA Number  1283
Responded By  Christa Cervantes
Response Date  11/19/03
Resolution  11/19/03
	Hardington Telephone Company called to say a customer reported that CA 1283 told her she could not use her long distance carrier of choice for her call.  The customer said the CA stated she would have to use AT&T.
Upon investigation, the Lead Supervisor determined that the called number would not dial through on Worldcom, the Customer’s carrier of choice.  The Lead CA tried dialing the number using AT&T as a carrier and discovered the line was busy.  No reason could be determined why Worldcom was not letting the busy signal come through to the CA.  The Lead Supervisor returned a call to Hardington Telephone Company, explained the situation, and asked if the customer would try their call again.  He was satisfied with the information given.

The CA was also counseled on how to handle this situation in the future.


	Service Complaints--Miscellaneous
Inquire Date  5/6/04
Record ID  6535
Call Taken By  Supervisor
CA Number  
Responded By  Christa Cervantes
Response Date  5/6/04
Resolution  5/6/04
	Customer reported they are receiving relay calls early in the morning intended for their underaged daughter and wants to know what he can do to block them.
Lead 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.  Customer Service further explained that if the Customer gets a Court order, then we could release call information to the Court. 


	Service Complaints--Miscellaneous
Inquire Date  5/25/04
Record ID  6558
Call Taken By  Lead CA
CA Number  
Responded By  Vicki Hawthorne
Response Date  5/25/04
Resolution  5/25/04
	Business owner reported receiving a lot of scam calls through relay and wants to block all relay calls.  Customer stated already contacted the police who are unable to help.
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.

The Lead CA explained to the Customer that ADA and FCC rules for functional equivalency do not allow us to block relay calls.  The Lead CA suggested that the Customer call her local telephone company or report the incident to local police.  The Lead CA further explained that if the Customer gets a Court order, then we could release call information to the Court.


	Service Complaints--Ringing/No Answer
Inquire Date  6/30/03
Record ID  5765
Call Taken By  Operations Mgr
CA Number  
Responded By  Barb Handrup
Response Date  6/30/03
Resolution  6/30/03
	Customer called 711 and did not get an answer.
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.  Customer Service also explained that additional staff had been called in to help with the situation.  The customer understood.  

On this date, a carrier that supplies telecommunications services to Hamilton experienced an outage forcing all calls to centers still in production.

On 6/30/03 – NRS was not in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (84% of calls were answered within 10 seconds on this day.)


	Service Complaints--Ringing/No Answer
Inquire Date  6/30/03
Record ID  5766
Call Taken By  Operations Mgr
CA Number  
Responded By  Barb Handrup
Response Date  6/30/03
Resolution  6/30/03
	Customer called 711 and did not get an answer.
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.  Customer Service also explained that additional staff had been called in to help with the situation.  The customer understood.  

On this date, a carrier that supplies telecommunications services to Hamilton experienced an outage forcing all calls to centers still in production.

On 6/30/03 – NRS was not in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (84% of calls were answered within 10 seconds on this day.)


	Service Complaints--Ringing/No Answer
Inquire Date  6/30/03
Record ID  5767
Call Taken By  Operations Mgr
CA Number  
Responded By  Barb Handrup
Response Date  6/30/03
Resolution  6/30/03
	Customer called 711 and did not get an answer.
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.  Customer Service also explained that additional staff had been called in to help with the situation.  The customer understood.  

On this date, a carrier that supplies telecommunications services to Hamilton experienced an outage forcing all calls to centers still in production.

On 6/30/03 – NRS was not in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (84% of calls were answered within 10 seconds on this day.)


	Service Complaints--Ringing/No Answer
Inquire Date  6/30/03
Record ID  5768
Call Taken By  Operations Mgr
CA Number  
Responded By  Barb Handrup
Response Date  6/30/03
Resolution  6/30/03
	Customer called 711 and did not get an answer.  The user stated they only let the phone ring a couple of times, and then hung up.
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.  Customer Service also explained that additional staff had been called in to help with the situation.  The customer was pleased with the information received.

On this date, a carrier that supplies telecommunications services to Hamilton experienced an outage forcing all calls to centers still in production.

On 6/30/03 – NRS was not in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (84% of calls were answered within 10 seconds on this day.)


	Service Complaints--

Ringing/No Answer
Inquire Date  10/2/03

Record ID  5977
Call Taken By  Supervisor
CA Number  
Responded By  Mila S.
Response Date  10/2/03
Resolution  10/2/03
	Customer tried to call relay and did not get an answer.

The Lead CA explained that if all CAs are busy, the line will ring until someone is free.  The customer understood.  

On 10/2/03 – NRS was in compliance with the FCC rule that states 85 percent of all relay calls must be answered within ten seconds.  (95% of all calls were answered in 10 seconds on this day.


	Technical Complaints--711 Problems
Inquire Date  3/24/04
Record ID  6373
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  3/24/04
Resolution  3/24/04
	Customer called in because he/she was not able to access the relay by dialing 711.  He/she could reach the relay by dialing the 800 number.

Customer Service suggested the caller contact his/her local telephone company regarding the 711 issue since they are able to reach the relay by dialing the 800 number.  The Customer thanked Customer Service for the information and stated he/she would contact their local telephone company regarding the problem.  Customer Service told the Customer to have the phone company call the Customer Service number if they did not understand the problem or need further assistance.  The problem was isolated to a portion of the Omaha/Bellevue area and was fixed by the telephone company the same day.


	Technical Complaints--711 Problems
Inquire Date  3/24/04
Record ID  6376
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  3/24/04
Resolution  3/24/04
	Customer called in to say that she could not access relay by dialing 711.

Customer Service suggested the caller contact his/her local telephone company regarding the 711 issue since they are able to reach the relay by dialing the 800 number.  The Customer thanked Customer Service for the information and stated he/she would contact their local telephone company regarding the problem.  Customer Service told the Customer to have the phone company call the Customer Service number if they did not understand the problem or need further assistance.  The problem was isolated to a portion of the Omaha/Bellevue area and was fixed by the telephone company the same day.


	Technical Complaints--711 Problems
Inquire Date  3/24/04
Record ID  6377
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  3/24/04
Resolution  3/24/04
	Customer called in to say that she could not access relay by dialing 711.  

Customer Service suggested the caller contact his/her local telephone company regarding the 711 issue since they are able to reach the relay by dialing the 800 number.  The Customer thanked Customer Service for the information and stated he/she would contact their local telephone company regarding the problem.  Customer Service told the Customer to have the phone company call the Customer Service number if they did not understand the problem or need further assistance.  The problem was isolated to a portion of the Omaha/Bellevue area and was fixed by the telephone company the same day.


	Technical Complaints--Carrier Choice not Available/Other Equal Access
Inquire Date  10/20/03
Record ID  6027
Call Taken By  Lead CA
CA Number  
Responded By  Shelley Collingham
Response Date  10/21/03
Resolution  10/21/03
	Customer just recently switched long distance companies from AT&T to Great Plains and wondered why they could not use them as a carrier through the relay service.  Customer requested a return call.
The Lead CA explained to the Customer that Great Plains had not chosen to be a carrier with the relay service; therefore, the CA could not access that carrier.  Customer Service contacted Great Plains Communications regarding the carrier issue, but no one from their company returned the calls.

Customer Service left a message at the number requested by the Customer and suggested that the Customer contact Great Plains and voice her concerns to them regarding this issue.  Customer Service also explained the process of becoming a carrier through the relay to the Customer and offered to assist Customer as needed.  At this time Great Plains is not a carrier available through relay.


	Technical Complaints--Miscellaneous
Inquire Date  1/23/04
Record ID  6221
Call Taken By  Customer Service Rep
CA Number  
Responded By  Shelley Collingham
Response Date  1/23/04
Resolution  1/23/04
	A customer called the relay and was transferred to Customer Service because the CA could not hear him.  The customer said he had tried three different times and CAs were not able to hear him any of those times.  The customer was not sure if it was his phone or something with relay.

Customer Service explained that she could hear him fine and apologized for the inconvenience.  Customer Service investigated the incident and talked to the Supervisor and CA involved in the call.  No technical problems could be detected, but the Technical Department was notified of the problem.  It has not occurred since.


