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COMMONWEALTH OF KENTUCKY

PUBLIC SERVICE COMMISSION
211 SOWER BOULEVARD

POST OFFICE BOX 615

FRANKFORT, KENTUCKY 40602-0615

www.psc.state.ky.us

(502) 564-3940

Fax (502) 564-3460

June 29, 2001

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 Kentucky Public Service Commission respectfully 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 State of Kentucky to provide Telecommunications Relay Service.  

Hamilton tracks all complaints and all other customer service activity for the State of Kentucky.  The State of Kentucky’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 our TRS provider. 

Three Ring No Answer Complaints

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

· The third relay caller was having difficulty with their own telephone lines.  This was resolved within 5 days.

Two CA Hung up on Caller Complaints

· The CAs involved in each complaint did not follow proper procedure.  Each CA was retrained and monitored to ensure correct use of message keys and disconnect procedures.

One complaint regarding use of recording feature

· Relay user called to ensure that he was not billed for another call to a recording.  The caller was not billed, but the CA did not follow the correct procedure (sent the incorrect message key).  The CA was retrained and monitored closely to ensure correct use of message keys.

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

Please feel free to contact myself at 502-564-3940 ext. 238 or Dixie Ziegler with Hamilton Relay at 800-618-4781 V/TTY with any questions regarding the above.

Sincerely,

Jim Stevens, CPA
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