
T E  I E C  0 M M U N I C A T  I O  N 5 

December 3 I ,  2008 

Kentucky Public Service Commission 
Attn: E,xecutive Diiector 
21 1 Sower Blvd 
PO Box 615 
Frankfoi,t, ICY 40602 

RE: Administrative Case 172 

-" ~ __ ~ ---. 
1001 Twelllh Street * Aurora, Nebraska 68818 

voice 402 694 5101 * TTY 800 821 1834 
loll free 800 821 1831 *lax 402 694 2848 

e-mail: inlo@ hamillonlei corn 
"'$ F'" f: 1 web site: www hamillonlel corn i,,% A:, %vi ! .*" 

Kentucky Relay Service Invoice 

December 2008 

Total session iiiinutes 

Lcss iiitcrstate session minutes 

Net billahle scssion iiiiiiutes 

Applicable talc 

Total Usage Billing 

Otlm Serviccs Iiitrast CM 
Captel 29,442 47 

Liquidated damages 

Advisoiy Boaid Meeting Expense: 

Total monthly billing 

63,161 17 

(8,699.29) 

542x1 8 1  

S 0.950 

s 51,567.74 

I 5 6  s 45,930 25 

s 97,497.99 

Contact Name: Phillip Hup l  
Tclephone Number: 402-694-5 101 

Fax Nutiiber: 402-694-2848 
phillip liupf~liamiltonrclay coin 

Telephone * Long Distance * Internet ' Inlormalion Systems - Contact Center * Managed Hosting * Relay 



a 

--* ___ ~- T E L E  COMM U N I C A T 1  0 N s -~ 

Deccliiber 3 I, 2008 

Kentucky Public Service Commission 
Attn: Executive Director 
Zi I Sower Bivd 
PO Box G I 5  
Frankfort, KY 40602 

RE.: AdinioistIative Case 372 

voice 402 694 5101 * TTY 800 821 1834 
toll free 800 821 1831 *lax 402 694 2848 

e-mail: inlo@hamiilontel cam 
web site: www harnillontel corn 

JAN 2 0  2009 
PUBLIC; SERVICE 

COMMISSION 

Billing for Dec 08 

Payments: 
12/23/08 

Adjustments: 

Balance due 

I<entuc..j Rc.. y Service Monthly Statement 

December 2008 

Balance torwaid Deceiiibcr I ,  2008 !i 85,770 1 1  

97,497 99 

(85,770 I I) 

Subsequent payinents: 

!CCil r .31 , ;  

Current balance due 

!i 97,497.99 

$ 97,497.99 

Telephone Long Distance * Internet * Informalion Systems * Contact Center * Managed Hosting Relay 



Run Date: 01/1.3/09 

All Calls Handled 
Gencial Assistance 

Local 
Intrastate Intralaia 
Intrastate Inteilata 
Iiitrastatc DA 

Total Intrastate 

Interstate - KY orig 
Iiiteistate - iiot KY orig 
Inletstate DA 

Total Interstatc 

Intcrnattonal 
8xx Toll Free 
900 Info Service 

Total Outgoing Call Attempts 
Month Total 

Complete Calls 
L.ocal 
Intrastate Inttalata 
Inttastate ltitcrlata 
Intrastate DA 

Total Inttastate 

lntetstate - KY ortg 
lntetstate I not KY ottg 

Intoslate DA 
Total Interstate 

liiternational 
8xx Toll Free 
900 Info Service 

Month Total 

KENTUCKY RELAY SERVICE 

Jurisdiction Summary 

Work 

5,240 44 

4.?,795 I O  
746 76 

1,030 91 
48 03 

45,620.80 

4,589 97 
728 79 

0 00 
5,318.76 

LO 3 3  
6,980 79 

0.00 
57,940 68 
63,181 . I2  

- 

41,311 64 
646 88 
92.3 I .3 

42.39 
42,926.04 

4,214 17 
678 44 

0 00 
4,892.61 

8 53 
6,904.44 

0 00 

54,731 62 

Total Minutcs with Toll Free 61 900 Allocation 

Intrastate + 49% of 8xx 61 900 

Interstate t 5 I % of 8xx 61 900 

54,281 83 

8,899 29 

Month Total 63,181 I ?  

Conversation 
Minutes 

32,056 29 

500 18 
680 67 

.20 21 
33,257.35 

.3.435 08 
607 89 

0 00 
4,042.97 

0 22 
6,084 71 

0 00 

43,385 25 

36,218 86 

7,146 39 

43.385 25 

Repoi t A 
Data Month: Dee 2008 

Nuinbei %of All 

10387 44 62 

105?4 45 25 
20 I 0 86 
329 I 4 1  

I 2  0 05 
47.58 --- I IO76 

909 3 90 
I 10 0 47 

0 0 00 
1019 4.38 
- 
- 

6 0 03 
793 3 41 

0 0.00 
I2894 55.38 
23281 100 00 

8254 35 45 
124 0 53 
219 0 94 

I O  0 04 
8607 36.97 

624 2 68 
67 0 29 

- 
- 

0 0.00 
69 I 2.97 - 

I 0 00 
715 3 07 

0 0 00 

10014 43 01 



Riun Date: OI/l3/09 

Call Method 

Voice 
Total 

ASCII Voice 
Total ASCll 

IHCO Voice 
Total MCO 

Speech Spcccli 
Total Speech 

TTY TTY 
TTY vco 
TTY Voice 

Total TTY 

vco TTY 
vco vco 
vco Voice 

Total VCO 

Voice TTY 
Voice VCO 

Total Voice 

Outbound 
Calls 

3 

KENTUCKY RELAY SERVICE 

Workload by Call Method 

26 
26 

65 
G5 

1 

I 

I6 
II 

6092 
61 19 

-- 

7 
7 

,3050 
3064 

3034 
582 

3616 

Month Total 12894 

Percentage 
- 

0 02 
0.02 

0 20 
0.20 

___. 

- 

0 50 
0.50 

0 01 
0.01 

II__ 

- 

0 12 
0 09 

47 25 
47.46 
- 
_____ 

0 05 
0 05 

23 65 - 
23.76 - 
2.3 5.3 
4 51 

28.04 
__. 

.___ 

Avg Sess 
Miti pet Call 

0 45 
0.45 

____ 

7 90 
7.90 

4 05 

- 
- 

4.05 

I 30 
I .30 

2 26 
4 84 
4 56 
4.56 

3 40 
10 53 
5 30 
5.3 I 

~ 

- 
.____ 

- 
- 

- 

2 79 
8 31 
3.68 - 
4.49 = 

Report B 
Data Month: Dec 2008 

Avg Conv 
Min i)cr Call 

0 3 1  
0.3 I 

6 59 
6.59 

2 73 
2.73 

0 03 
0.03 

I 00 
2 62 
3 37 
3.36 

2 09 
8 94 
4 14 
4.15 

- 
- 
- 
I___ 

__I 

- 
~ 

- 

- 
- 

- 

I 8 0  
7 38 
2.70 
- 
- 

3.36 - - 



Run Datc: 0lil3109 KENTUCUY RELAY SERVICE Report C 
Data Month: Dec 2008 Call Summary 

Inbound Calls 

Number of Calls: 

liiboutid ~ 7 I I 

Inbound - Other 

Inbound ~ Total 

Not placcd i n  queue 

Placcd i n  queue 

Answeied fi om qucue 

Abandoncd i n  qucue 

Outbound Calls 

Number of Calls: 

Outbound 

Complete - I1 I 

Complete - Other 

Coiiiplere - Total 

Busy f no answer 

Weckday average 

Weeltcnd avei agc 

Month Total 

13519 

6734 

20253 

18584 

I669 

I I 9 5  

474 

Month Total 

12894 

623 I 

3783 

10014 

2ss0 

440 

348 

Complete Calls 

Month A v e t a a  

1 1 3  

4 33 

Set-up / wrap-up minutes per call 

Conversation niinutes per call 



Run Date: 0lil3109 

1 2 a ni 
w 
01 Moil 0 34 
02 Tue 0 33 

03 Wed 0 92 
04 Thu 0 14 
05 Frl I 1 3  
06 Sat 0 71 
07 Sun 0 81 
08 Moil 1 8 7  
09 Tuc 1 3 7  
10 Wed 0 05 
1 1  Thu 0 02 

12 F l l  0 42 
13 Sat 0 I 1  
14 Sun 0 09 
15 Mon 0 33 
16 Tue 0 45 
17 Wed 0 72 
I8 Tliu 0 24 
19 Fri 0 29 
20 Sat 0 02 
21 sun I 0 3  
22 Mon 1 4 9  
23 Tue I 4 1  
24 Wed 0 07 
25 Thu 0 19 
26 Frt 0 79 
27 Sat 0 29 
28 Sun 0 08 
29 Mon 0 39 
30 Tue 0 29 
3 1  Wed 0 53 

0.43 
____ 
___. - 

IUCNTUCKY RELAY SERVICE 

Avg CoiivMiii I’er Inbound Call 

6 a in 

3 08 
3 31 

2 50 

2 26 
2 27 
I 8 4  
I 5 0  
2 78 
2 5 5  

2 46 
1 9 3  
I 64 
2 12 

2 18 

I 9 6  
2 73 
2 46 
I 7 4  
1 3 3  
2 32 
I 4 2  
2 49 
? 00 

I 1 9  
2 28 
2 69 
1 4 7  
0 67 

2 81 
1 7 0  
1 9 7  

2.15 
- 
- - 

Noon 

2 91 
2 62 
2 5 3  
2 59 
2 29 
3 19 
2 90 
1 7 8  
2 13 
2 03 
1 5 9  
1 9 6  
I 9 5  
2 IO 
2 31 
2 65 

2 00 
2 14 
1 7 8  
I 3 3  
2 06 
2 28 
2 46 

18 

62 

90 
58 
87 

2 94 
2 13 
I 8 2  

2.16 
I__ 

- - 

R.epori D 

Data Month: Dec 2008 

6 p iii 
lo 12 a in. 

5 49 
3 04 
2 21 

2 85 
2 86 
2 78 
2 81 
2 46 
2 08 
2 15 

2 16 
2 44 
2 27 
1 9 7  
3 50 
2 78 
2 71 
3 08 
2 59 
I 5 0  
2 03 

2 22  

2 89 
2 26 

2 14 
2 60 
1 48 
3 I O  
2 03 
2 98 
3 11 

2.56 
__ 
- - 

- Total 
3 39 
2 84 
2 40 
2 28 
2 35 

2 50 

2 39 
2 28 
2 23 
I 9 1  
1 7 2  
1 90 
2 02 
I 9 5  
2 30 
2 58 
2 16 
2 13 
I 6 2  
1 5 8  

I 7 9  
2 3 1  

2 42 
I 1 6  
I 9 6  
2 28 
1 44 
I 5 8  
2 62 
2 17 
2 I? 
2.14 
- 
- - 



Run Date: 01/13/09 

01 Moil 
02 Tue 
03 Wed 
04 Tliu 
05 F I I  
06 Sat 
07 Sun 
OX Mon 
09 Tue 
10 Wed 
1 I Tliu 
1 2  Fri 
13 Sat 
14 Sun 
15 Mon 
I6 Tue 
17 Wed 
I8 Tliu 
19 FII 
20 Sat 
21 sun  
22 Mou 
23 Tue 
24 Wed 
25 Tliu 
26 FII 
27 Sat 
28 SUI1 
29 Moil 
30 Tuc 
3 1  Wed 

12 a in 

0 1  
0 0  
0 0  
0 1  
0 0  
0 0  
3 8  
0 9  
0 0  
0 0  
2 3  
0 0  
I 3  
0 0  
1 1  
0 0  
1 0  
0 0  
0 0  
0 0  
0 8  
0 0  
0 0  
0 2  
0 0  
0 2  
0 0  
2 6  
0 0  
0 4  
0 1  

0.6 - 
____I 

KENTUCKY RELAY SERVICE 

Average Answer Seconds 

6 a m * 
3 3  
1 7  
4 1  
5 0  
0 5  
0 4  
0 1  
0 0  
I 1  
0 6  
1 3  
I 5  
0 0  
2 1  
2 1  
1 1  
0 8  
1 9  
1 0  
6 7  
0 9  
7 3  
1 1  
0 0  
1 4  
0 8  
0 0  
1 2  
I 2  
1 5  
0 3  

Noon 

3 0  
1 8  
1 4  
2 0  
1 7  
0 6  
0 0  
0 0  
0 1  
2 4  
2 9  
1 8  
0 0  
0 2  
2 0  
5 0  
4 3  
0 0  
5 5  
4 3  
0 8  
0 3  
1 5  
0 0  
0 2  
0 7  
0 0  
0 8  
1 6  
1 7  
0 5  

6 p m 
t o 1 2 a m .  

16 7 
0 6  
4 6  
0 7  
5 4  
0 0  
2 6  
0 0  
0 5  
3 5  
0 7  
0 0  
0 4  
0 9  
1 8  
0 1  
31 
0 3  
8 6  
1 7  
1 3  
3 2  
0 8  
0 0  
3 6  
0 1  
0 4  
8 5  
0 4  
3 0  
0 3  

Report E 

Data Month: Dec 2008 

To(al 

5 1  
1 4  
3 0  
2 8  
2 1  
0 3  
1 0  
0 0  
0 5  
1 9  
1 8  
1 2  
0 2  
0 8  
2 0  
2 5  
2 8  
0 6  
3 8  
3 9  
1 0  
3 3  
1 1  
0 0  
1 5  
0 6  
0 1  
30  
I 2  
1 9  
0 4  

1 7  
- 
- - 

Y o  AIlS 

in 10 Scc 
83 
95 
89 
91 
94 
99 
97 

IO0 
97 
92 
94 
95 
99 
96 
94 
93 
90 
98 
86 
87 
97 
92 
95 

I00 
93 
97 
99 
91 
95 
92 
98 

94 
- 
- ___ 

Monthly blockage rate: 0 % 



Run Date: 01/13/09 

NPA 
20 1 
202 
203 
205 
209 
210 
2 1 3  
214 
215 
218 
219 
225 
248 
253 
256 
260 
262 
269 
270 
276 
28 1 
303 
304 
305 
307 
309 
310 
313 
314 
317 
32 1 
323 
3 30 
334 
336 
347 
352 
36 I 
386 
402 
404 
407 
410 
412 
417 
423 
434 
435 
440 
469 

KENTUCKY RELAY SERVICE 

Inbound Calls by Origiiietiiig NPA 

NXX-used iiiost 
485 
580 
268 
393 
918 
2 24 
864 
680 
710 
879 
309 
29 1 
571 
212  
852 
786 
623 
370 
866 
546 
328 
294 
736 
304 
237 
338 
324 
882 
566 
946 
271 
383 
478 
295 
883 
826 
430 
793 
295 
694 
605 
89? 
377 
414 
225 
5 39 
566 
787 
238 
2 3 3  

__ r r y  
0 
0 
I 
0 
1 
I 
1 
1 
I 
1 
0 
3 
2 
0 
1 
0 
0 
2 

2220 
1 
0 
0 
4 
2 
0 
0 
1 
0 
0 

I O  
0 
2 
0 
1 
0 
0 
1 
0 
0 

14 
3 
0 
0 
I 
0 
I 
1 
0 
0 
0 

Pogc I 01 3 

3 
3 
I 
1 
0 
0 
0 
3 
3 
0 
1 

44 
1 
1 
1 

I O  
1 
0 

2278 
1 
9 
5 

1 1  
I 
3 
3 
I 
4 
I 
0 
1 
3 
5 
0 
1 
1 
1 
I 
I 
6 
3 
I 
2 
2 
I 
6 
5 
1 
2 
1 

Repoi t F 

Data Month: Dcc 2008 

Total 
3 
3 
2 
I 
1 
1 
1 
4 

I O  
1 
I 

41 
3 
I 
2 

I O  
I 
2 

4498 
2 
9 
6 

15 
3 
3 
3 
2 
4 
1 

10 
I 
5 
5 
I 
1 
I 
2 
I 
I 

20 
6 
I 
2 
3 
1 
7 
6 
1 
2 
I 



Run Dale: 01/13/09 

- NPA 
480 
484 
502 
503 
507 
509 
513 
517 
518 
540 
571 
574 
583 
586 
60 I 
605 
606 
608 
610 
614 
615 
618 
619 
630 
636 
662 
701 
702 
703 
704 
706 
708 
713 
714 
715 
716 
718 
720 
127 
731 
732 
740 
757 
763 
765 
770 
773 
774 
78 I 
785 

ICENTUCUY RELAY SERVICE 

Inbound Calls by Originating NPA 

NXX-used most 
295 
557 
45 1 
285 
537 
543 
276 
490 
229 
408 
277 
875 
109 
703 
853 
996 
364 
827 
284 
507 
692 
524 
757 
397 
614 
862 
228 
464 
863 
883 
279 
371 
690 
210 
614 
650 
866 
352 
686 
247 
309 
82 1 
537 
208 
40 I 
442 
263 
847 
769 
248 

rn 
0 
0 

3394 
0 
0 
1 
7 
0 
I 
0 
1 
0 
I 
0 
0 
0 

2195 
6 
4 
0 
4 
0 
0 
I 
0 
0 
0 
0 
1 
2 
2 
0 
0 
I 
0 
1 
0 
I 
0 
3 
0 
7 
I 
0 
0 
4 
4 
0 
1 
0 

Pngc 2 of 3 

Vaice 
1 
I 

2591 
1 
I 
2 

30 
2 
0 
5 
I 
I 
0 
2 
I 
I 

2576 
35 

0 
9 

16 
4 
1 
2 
1 
- ? 

I 
2 
2 
6 
1 
I 
I 
I 
1 
I 
1 
0 
8 
7 
2 

20 
I 
? 
4 
2 
2 
5 

I 
0 

Report I: 

Data Month: Dec 2008 

To(al 
1 
I 

5985 
1 
I 
3 

37 

1 
5 
7 
I 
1 
2 
I 
I 

477 I 
41 

4 
9 

20 
4 
1 
3 
1 
2 
I 
2 
3 
8 
3 
I 
I 
2 
I 

1 
I 
8 

I O  
1 

22 
2 
2 
4 
6 
6 
5 
1 
1 

? - 

> 



Run Date: 01/13/09 

NPA 
787 
800 
803 
804 
810 
812 
813 
814 
815 
817 
818 
830 
847 
850 
859 
862 
863 
864 
865 
866 
870 
877 
90 I 
904 
908 
91 1 
912 
913 
914 
917 
920 
93 1 
937 
940 
94 1 
954 
970 
972 
989 

NXX-used iiiost 
24 1 
238 
835 
539 
265 
989 
286 
371 
715 
228 
209 
370 
859 
3 04 
268 
224 
610 
878 
254 
808 
413 
7 24 
388 
8 24 
317 
825 
8 39 
602 
502 
447 
725 
627 
725 
230 
488 
377 
963 
398 
306 

KENTUCKY RELAY SERVICE 

Iebo~ind Calls by  Oiiginatiiig NPA 

rn 
0 
I 
0 
0 
0 

1 2  
0 
0 
0 
0 
0 
0 
I 
0 

1949 
0 
0 
0 
3 
5 
0 
2 
z 
2 
1 
1 
1 
I 
I 
0 
0 
4 
6 
0 
1 
0 
1 
0 
0 

9915 

Voice 
2 
I 
1 
2 
I 

115 
5 
I 
1 
I 
3 
7 
0 
3 

2324 
1 
2 
1 
3 

I 2  
2 
6 
I 
3 
0 
I 
2 
I 
I 
1 
2 

I8 
13 

I 
0 
2 
0 
2 
3 

10338 

R.eporl I; 

Dah  Month: Dec 2008 

Total 
- J 
2 
1 
2 
I 

127 
5 
I 
I 
1 
3 
7 
I 
3 

4273 
1 
2 
1 
6 

17 
2 
8 
3 
5 
1 

3 
2 
2 
1 
2 

22 
19 

I 
I 
2 
1 
2 

J 
I 

3 
20253 

3 or 3 



Run Date: 01113109 KENTUCKY RELAY SERVICE Chart A 

Data Month: Dec 2008 Percentage of Outbound Calls by Type 

S b eech O 02% 

TTY 
47 46% 



Run Date: 01113109 IiENTUCICY RELAY SERVICE Chart 13 

Data Month: Dcc 2008 Percentage of Session Minutes by Type 

Hc:4 ASCII 
0 4  

TTY 
46 2 



ni 
Y 

co 



Run Date: 01/05/09 

Confidential & Propi ietary 

KENTUCKY CAPTEL SERVICE 

Jurisdiction Summary 

All Calls tlsndled 
General Assistance 

Inti astate 

Interstate 

Inter tiatioiial 

Two line 

Toll Flee 

900 Info Stvc 

Total Outbound Call Attempts 

Month Total 

Complete Calls 

lntiastate 

lntci state 

lintel inattonal 

Two line 

Toll Flee 

900 illr0 SIVC 

Month Total 

Session Conversation 

610 I1 
m m 

27,153 34 

6,605 75 

48 55 

4?747 I O  

4,308 96 

0 00 

42,863 70 

43,473.8 I 

26,344 79 23,506 87 

6,459 39 6,152 99 

46 31 43 89 

4,747 10 4,440 04 

4,264 83 4.048 90 

0 00 0 00 

Repot L G 

Data Month: Dcc 2008 

&l& 

1784 

8696 

987 

9 

I306 

856 

0 

I I854 

13638 

96 of All 
Calis 
1.3 08 

63 76 

7 24 

0 07 

9 58 

6 28 

0 00 

86 92 

100.00 

728 1 53 39 

772 5 66 

6 0 04 

I306 9 58 

728 5 34 

0 0 00 

41,862.42 38,192.69 10093 74.01 

Total Minutes with Allocation 

Tia .t 49% TF.900 4- 89% 2 line 29,442 47 

T e r + 5 1 % ~ r l ~ , 9 0 0 +  llO/b?line 9,374 05 8,750 22 

Month Total 43,473.81 38,192.69 

34,099 I6  



I<ENTUCI<Y CAPTEL SERVICE 

Usage Summary 

Run Date: 0 1/05/09 

Confidential & Piopiietaiy 

LW 
01 Mon 
02 Tue 
03 Wed 
04 Tliu 
05 Fii 

06 Sat 
07 Sun 
08 Mon 
09 rue 
I O  Wed 
I I Tliu 
12 Fi i  

13 Sat 
I 4  Sun 
I 5  Moil 
16 rue 
I 7  Wed 
I 8  Tliu 
19 Fri 
20 Sat 

21 Sun 
22 Mon 
23 Tue 
24 Wed 
25 T l l U  

26 Fii  

27 Sat 
28 Sun 
29 Moil 
30 Tue 
3 1  Wed 

Aiiswei ed 
499 

466 

519 

468 
4 79 

3 3 1  

26 I 

575 
481 

514 

414 

47 I 

3 26 

21 3 

527 

485 

592 

478 

501 

302 

336 

568 

5 23 

34 I 

3 76 

423 
360 

268 

562 

412 

507 

13638 

GA 
56 

72 

56 

64 

65 

45 

38 

76 

85 

77 

52 

61 

37 

44 

68 

65 

78 

58 

81 

33 

38 

56 

40 

40 

49 

69 

60 

34 

78 

41 

68 

I784 
____( 

- - 

Outbound 
4 4 3  

394 

463 

404 

414 

286 

223 

499 

396 

437 

362 

410 

289 

229 

459 

420 

514 

420 

420 

269 

298 

S I ?  

483 

30 I 

327 

354 

300 

234 

484 

371 

439 

11854 

Complete 
377 

327 

392 

340 

338 

236 

I89 

421 

336 

361 

332 

36 I 

25 I 

I75 

395 

371 

446 

385 

355 

224 

255 

435 

430 

271 

26 I 

794 

256 

168 

418 

317 

368 

I0093 

Rcport 1-1 

Data Month: Dec 2008 

Session Miii 
1,522 23 

1,533 85 

1,579 36 

I ,54 I 02 

1,558 97 

1,01742 

917 86 

1,884 77 

1,415 1 3  

1,587 95 

1,468 26 

1,672 86 

1,070 34 

975 90 

1,723 32 

1,744 94 

1,917 71 

1,61990 

1,406 23 

966 23 

1,359 I S  

1,862 9 I 

1,515 92 

1,075 60 

1,050 20 
988 25 

1,027 10 

759 22 
1,781 78 

1,279 84 

1,649 39 

43,473.81 

C o w  Min 
1,325 69 

1,345 75 

1,386 69 

1,348 I8 

1,383 44 

872 95 

798 21 

1,679 70 

1,236 76 

1.391 89 

1,325 96 

1,494 30 

943 81 

870 45 

1,523 49 

1,561 18 

1,695 77 

1,448 42 

1,210 91 

842 33 

1,208 5 8  

1,656 52 
1,331 72 

954 01 

893 92 

81232 

883 14 

634 67 

1,563 98 

1,119 10 

1,448 85 

38,192 69 



Kentucky Customer Service Suinmary - December 2008 
The I(entucky Relay Service Customer Service Department responded to 14 inquii,ies, concerns, 
complaints and compliments duiing December 

CALL BREAKDOWN: 
00 - CapTel 
00 - Compliments 
00 - Customer Profile 
07 - Equipment 
00 - E.xteInal Complaints 
00 - Features 
02 - General Information 
00 - Long Distance/ Billing Issues 
04 - Outreach 
00 - Service Complaints 
01 ~ Technical Issues 
00 - Technical Complaints 

Total Z 
CapTel: 

00 - Availability 
00 - Connection Issues 
00 - Miscellaneous 
00 - Equipment 

Total 00 
Compliments: 

00 - CA Praise 
@ - Overall Praise 

Total 00 

Customer Profile: 
00 - Update/Change 
00 - Miscellaneous 
00 - Setup 
00 - Clarification 

Total 0 0  

Equipment: 
01 - Miscellaneous 
00 - Request Infolmation on Equipment Procedures 
04 - Request Information on Equipment Resouices 
01 - Teclinical Issue with Customer Equipment 
01 - Test Customers Equipment or Devices 

Total E 



Features: 
00 - VCO 
00 - 2-Line VCO 
00 - STS 
00 - Miscellaneous 
00 - I-IC0 

Total 00 
External Complaints: 

00 - Miscellaneous 

00 - 91 1 Calls 
00 - LEC Busy 

Total: 00 
General Information: 

00 - Access Related 
00 - Deaf/ I-IOH/Speech Disabled/Spanish Services 
00 - Directory Assistance 
00 - Explanation of'Relay/ Phone Numbers 
00 - Interpreter Requested 
00 - international Access Number 
01 - Miscellaneous 
00 - Policy/ Procedure 
00 - Relay Information/ Brochures/ Materials 
01 - How to Place/Receive a Relay Call 
00 - Request Other States Relay Number 
00 - Request Telephone Service 
00 - STS Info/ Brochures/ MaterialslExpIanation 
- 00 - Wrong NumbedHang Up 

Total 02 

Long Distance/ Billing Issues: 

Total 00 

Outreach: 
04 - Presentation 
00 - Publication/Miscellaneous 
- 00 - Home Visit 

Total 04 

Service Complaints: 
00 - CA Accuracy/ Spelling/Verbahn 
00 - CA Did Not Keep lJser informed 
00 - CA Gave Wrong Information 
00 - CA I-Iung IJp on Caller 
00 - CA Misdialed Number 
00 - CA Rude 
00 - CA Typing 
00 - Customer Dislike Policy/ Procedure 
00 - Didn't Announce the Call 
00 - Didn't Give CA Number 



00 - Didn't Follow Instructions 
00 - Fraiidulentil-Iarassing Calls 
00 - Miscellaneous 
00 - Poor Vocal Clarityi~,nutlciatioll 
00 - Ringing/ No Answer 

Total 00 

Technical Complaints: 
00 - Line Disconnected 
00 - 71 1 Probleins 
01 -Miscellaneous 
00 - Caiiiei Choice not availableiother equal 
00 - Gal bling 

Total E 

Technical Issues: 
00 - 71 1 Issues 
00 - Miscellaneous 
00 - PC Settings 
00 - Busy Signal 
00 - VCO 
00 - Garbling 

Total 00 

Customer Service Sunznzccry 
12/1/08 to 12/31/08 

Techiiical 
Complaints--Miscellaneous 

Inqiiire Dule 12/29/2008 
Record ID 11924 
(311 7id;eii Bp Customer Service 

CA Niuiiber 
Respoiiflefl B IZ  Deborah 
Re.s/ioti,",t"c D i i f C  12/29/2008 
Resoliilinir 12/29/2008 

Cuslomer stated he was unable to place long dislance calls through the relay Customer stated they 
would ask a representative from AT&T to contact relay 

customer Service spoke with a representative from AT&T who discovered a block was placed on 
the customer's long distance Customer was notified 



Kentucky Relay - Monthly Report 
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Total Number of Valid CapTel Phones 
As of Decembei 31~1, 2008 

617- CapTel phones available foi use (not all inay have bceii distiibuted) 

ICapTel CA Statistics 
Average Word Per Miirute (WPM) = 156 04wpm 
Average Rate of Accuracy = 99.24% 
Average Rate of E.rror = 0.76% 

Captel, Inc. Confidential 
December 2008 
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