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Magalie Roman Salas

Office of the Secretary

Federal Communications Commission

445 12th Street, SW

Washington, DC  20544

Jenifer Simpson

Disabilities Rights Office

Consumer Information Bureau

Federal Communications Commission

445 12th Street, SW

Washington, DC  20544

RE:  TRS Consumer Complaint Log Summaries for June 1, 2000 through May 31, 2001

Docket # 98-67

Dear Ms. Salas and Ms. Simpson,

The Louisiana Relay Administration Board pursuant to the Federal Communications Commission’s courtesy notice of June 6, 2001, hereby submits the following summary of complaints 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 Louisiana Relay Administration Board to provide Telecommunications Relay Services in the state of Louisiana.  

Hamilton tracks all complaints and all other customer service activity for the Louisiana Relay Administration Board.  The Louisiana Relay Administration Board’s complaint summary is associated with the following database categories:

· Ring No Answer 

· Busy Signal/Blockage

· Relay Not Available 24 hours a day

· CA Typing Speed

· CA Hung up on the Caller

· Failed to use recording feature to record answering machines, interactive response recordings, etc.

· Failed to follow proper Emergency Call Handling Procedures

· Failed to use proper Speech to Speech Call Handling Procedures

· Failed to use proper Spanish to Spanish Call Handling Procedures

· Breach of Confidentiality

· Replaced CA improperly in the middle of a call

· Failed ASCII or Baudot Connection

· Carrier of Choice not Available or Other Equal Access problems

· Did not supply information on how to file a complaint with the FCC

The following complaints were all “filed” (reached Hamilton via e-mail, telephone, regular mail, etc.) with Hamilton, as our TRS provider in Louisiana, during the past year. 

15 Ring No Answer Complaints

· Relay callers tried to reach the relay at peak times.  Hamilton answered greater than 85 percent of all calls within 10 seconds on all days in which complaints were received.  All customers were satisfied with our resolution (to continue to hold for the next available CA). 

Three CA hung up on Caller Complaints

· Hamilton was unable to investigate the first complaint in this category as the person  who called to complain did not have the CA number and did not remain on the customer service line long enough to give us the other information that would help us identify the call.  From the information gathered, the customer stated that he/she had asked the CA to hold while he found the telephone number to dial.  At the time this complaint was taken, Hamilton CAs did not hold while a person found a telephone number.  Hamilton has since changed this procedure to hold when requested.

· Caller complained that CA did not offer to make another call before terminating the call.  Right before this complaint was made, Hamilton changed its procedure to no longer ask callers for another call.  This was done to speed up the call and to give relay users the control as to what happens next.  Hamilton now sends “person hung up GA” as its ending hot key leaving it open for the relay user to instruct the CA to place another call or to hang up.  This was explained to the relay user and the relay user was satisfied.

· Caller complained that CA hung up prior to gathering all the requested information on a recording.  The CA involved in the call said that she did type all the information and waited for the caller to respond.  The recording disconnected and the CA sent “hung up GA” to the relay user.  The TTY user than disconnected.  The CA did follow the correct procedure.  This procedure was explained to the user and the problem was resolved.

One CA Typing Speed Complaint

· The relay user complained that the CA was unable to keep pace with the voice user.  The CA involved remembered the call and admitted that she was unable to keep up with the voice user.  The CA used the correct language asking the voice user to slow down or repeat, but the voice user refused to do so.  This CA has a typing speed of 65 words per minute with an accuracy score of 93 percent meeting all FCC requirements. 

None of the other database categories listed above contained any complaints over the previous year.  Hamilton normally provides a resolution to all complaints within 72 hours unless otherwise stated.  None of the complaints set forth above remain unresolved unless otherwise stated.

Please contact the Louisiana Relay Administration Board at 225-342-4427 or Dixie Ziegler with Hamilton Relay at 800 618 4781 V/TTY with any questions regarding the above.

Sincerely,

Medford Magill

President, Louisiana Relay Administration Board 


