
Operator Training – Arizona Relay Service

MCI provides its Arizona Relay Service Operators extensive training in all aspects of relay communications. In addition to call processing, training includes interpretation of typed ASL, Deaf cultural awareness, TTY usage, confidentiality, ethics, emergency call handling and relay etiquette.  

MCI utilizes a variety of techniques in its approach to Operator training including, but not limited to, lectures/demonstration, videoes, overhead projections, group activities, interactive games and quizzes, peer presentations and hands-on experience.

Newly hired Operators receive 75 hours of customized training, sixty-four (64) of which are conducted in the classroom and eleven (11) on the relay floor. Within the classroom, trainees learn and practice on hardware and software identical to that used on relay floor. This classroom time includes 13.5 hours of practice call sessions. The training room is equipped with various types of equipment, including a variety of TTY devices and answering machines. Training covers the various relay modalities, e.g., VCO, HCO, VCO to VCO, etc. Practice calls are conducted in these modalities using call scenarios, which include, but are not limited to, answering machines, voice mail and automated response systems. Operators and trainees who have completed initial training are also allowed to utilize the equipment to continue practicing and improving their call handling skills during their regularly scheduled work hours, provided that such practice does not interfere with the Center’s ability to promptly answer all calls.

Of the eleven (11) hours of training time on the relay floor, four (4) hours are spent observing highly qualified Operators handling live calls, and seven (7) hours handling calls with Operators providing back-up and guidance.

The following is a sample of MCI’s training curriculum:

	Class Name
	Description

	Intro To Relay
	Reviews the history and purpose of relay service, including:

· Introduction to the TTY and discussion of TTY history

· Discussion of ADA

· Introduction of concepts of Equal Access, Functional Equivalence and Pledge of Confidentiality and Relay Code of Ethics

	TTY Etiquette / Using TTYs
	Introduces the proper use of abbreviations, elimination of punctuation, and purpose and use of “GA” and “SK”. Trainees place calls to each other on TTYs

	Relay Experience
	Trainees place calls through relay (using a separate Training Gate so as not to affect reporting or center performance) to understand the perspectives of TTY and voice users, and the role and importance of the Operator

	OPR Experience
	Experienced Operators give presentations regarding their call-handling experiences without violating call confidentiality. This class provides an “insider’s view” and serves as the initial basis for the students’ transition to the relay floor

	Who uses the Relay?
	An overview of user populations incorporating the thoughts and ideas of consumers and their expectations of relay service

	Pledge of Confidentiality and Relay Code of Ethics
	In depth discussion on the importance of confidentiality and the ethical handling of relay calls

	Voicing
	Trainees are introduced to the concept of voicing verbatim, in full thoughts and with conversational inflection, and translation from typed ASL to spoken English, and is reinforced with call scenarios

	Decision Making:  The Ethical Way
	Trainees are exposed to sample questions that relay users may present to during call processing and learn to use proper judgment

	Workstation Professionalism
	This class covers appropriate and inappropriate behavior at the workstation and on relay calls

	Ergonomics
	Presentation regarding the meaning and purpose of ergonomics in the workplace and practice relaxation exercises and stress management techniques

	Technical Training
	This class provides an introduction to the relay workstation, including keyboard functions and customer profiles

	Call Processing
	This in-depth class provides practice to ensure fast, efficient,  handling of the  variety of call types:

· TTY to Voice

· TTY to Voice Answering Machines

· TTY to Voice Automated Systems/Pagers/Voicemail

· Voice to TTY

· Voice to TTY Answering Machines

· Voice Carry Over (TTY to Voice/Voice to TTY)

· Hearing Carry Over (TTY to Voice/Voice to TTY)

· VCO to VCO

· 2-Line VCO

· TTY to VCO

· VCO to TTY

· HCO to HCO

· Billing Options

· Emergency Calls



