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Introduction
Relay Colorado
Colorado’s Telecommunications Relay Services Program, Relay Colorado, was first established over a decade ago by Senate Bill 89 – 171, which enabled citizens who could not use regular voice telephones to use telecommunications relay services to access all other phones though the use of a relay communications assistant.

Senate Bill 89 – 171 (Please see Appendix A) created the Colorado Disabled Telephone Users Fund (DTUF)

to reimburse providers for Telecommunications Relay Services and provide for the administration of the program. The bill also created a Commission for Disabled Telephone Users, which hired a Relay Administrator for the program. 

Colorado is most proud of it’s status as the second state in the United States of America to provide relay services, which later became mandatory with the passage of the Americans With Disabilities Act (ADA) at the federal level.  The ADA required functional equivalency in accessing telecommunications services.  House Bill 92 –1071 (Please see Appendix A) modified Colorado’s program to conform to the ADA, transferred it to the Public Utilities Commission, herein after referred to as either the Colorado Public Utilities Commission or CO PUC, and eliminated the Commission for Disabled Telephone Users.

The Colorado Public Utilities Commission initially set a TRS surcharge of ten cents per local telephone exchange access line per month, with state legislative provisions to change the surcharge should costs and/or call volumes increase.  The monthly fee assessments began immediately, but there was a delay in getting relay services established that met acceptable quality standards.  An initial surplus in the fund developed as a result.  The relay services have always been contracted out – first to an in-state company and then to Sprint in 1990 when the in-state company could not deliver the promised services.  

A second RFP for services beginning in F.Y. 1995 – 1996 resulted in competitive bids from AT&T, MCI, Sprint, and Hamilton Communications.  Sprint was awarded the contract for a second time.

A third RFP for a new three to five year contract was announced in 2001, resulting with the exact same vendors – AT&T, MCI, Sprint, and Hamilton – bidding for this contract.  Sprint was awarded this new three-year contract, commencing on April 19, 2002, with options for two one-year renewals on January 1, 2005 and January 1, 2006.

Relay call volumes have increased significantly since the inception of the program, but besides the initial surplus, several unanticipated factors have resulted in maintaining a healthy surplus in the fund.  The FCC created a separate funding mechanism to cover relay costs nationwide for interstate long distance calls. The

States, including Colorado no longer need to cover those costs.  The proposals for relay services were significantly less per call minute than what were paid previously due to increased competition for our relay business, technological efficiencies and partnering with non-profit agencies for relay agents.  Besides these factors that reduced anticipated expenditures, the internet boom, increased use of fax machines, electronic mail, and extraordinary population and economic growth in Colorado has resulted in the number of phone lines increasing, bringing significant surpluses to the DTUF.

It is important to note that the Tabor Amendment to the state constitution has had a significant effect upon surplus funds in the DTUF. Consequently, the General Assembly of Colorado has appropriated TRS surpluses for other worthwhile and beneficial programs for the deaf, hard of hearing, deaf-blind, blind, and speech disabled community.

The continuing surplus in the DTUF allowed Senator Jeff Wells to propose F.Y. 1998-99 funding of $93,800 for Reading Radio Services for the Blind, with offices in Boulder and Colorado Springs.  When that funding item came up in the State Librarian’s budget process the following year, both the Office of State Planning and Budgeting and the Joint Budget Committee of the State General Assembly suggested that the program continue to identify a cash funding source instead of making a request from the General Fund.  SB 99-165 (Please see Appendix A) was in response to this development.  The public deliberations by the Colorado General Assembly on the bill alerted members of the Deaf and hard of hearing communities that, with legislative approval, the relay fund surplus could be used for enhancements and initiatives.  At the request of the deaf and hard of hearing community, the bill was expanded to authorize a report from the CO PUC to survey the community on telecommunication equipment and service needs.

In 2000, the continuing DTUF surplus, at the request of the Deaf and Hard of Hearing Community, was used to appropriate funding for the creation of the Colorado Commission for the Deaf and Hard of Hearing (CCDHH).  The CCDHH was legislated by SB 00 – 194 (Please see Appendix A), sponsored by Senator Dorothy Rupert, co-sponsored by Representative Mark Larson, and received an initial appropriation from the DTUF for $600,000 and an annual appropriation of $25,000 per year.

Finally, in June of 2002, at the request of the Colorado Commission for the Deaf and Hard of Hearing and the statewide hearing impaired community, a Telecommunications Equipment Distribution Program (TEDP) was enacted into law by HB 02 – 1180 (Please see Appendix A), sponsored by Representative Mark Larson.  Funding for the TEDP was established at $650,000, with transfers from DTUF surplus funds in fiscal year 2002-2003.

The State of Colorado and the Colorado Public Utilities Commission is completely and wholeheartedly committed to Relay Colorado, which provides invaluable telecommunication assistance to all of our deaf, hard of hearing, deaf-blind, and disabled citizens, as we seek to implement functional equivalence.

The Colorado Public Utilities Commission has prescribed rules for the implementation of Article 17 of Title 40, C.R.S. regarding TRS (Please see Appendix A). The Commission has appointed, over a ten-year period, three State Relay Administrators, each with close ties to the Colorado Deaf and Hard of Hearing Community, and each who utilized Relay Colorado daily in their professional and personal lives, as they each have hearing impairments. The Commission has a Relay Colorado Advisory Committee, with representation from the deaf, hard of hearing, and disabled community, which gives advice and guidance to the State Relay Administrator and the Commission. Finally, the Commission appointed an Evaluation Committee, composed of four hearing impaired individuals – the State Relay Administrator, the President of the Colorado Association of the Deaf, the President of SHHH, and the Director of D.O.V.E. – and a representative from the Colorado Registry of Interpreters for the Deaf, to assist the two CO PUC Administrators, and two State Purchasing Department Officials, in the evaluation and selection of the 2002 relay provider.

The State of Colorado, the Colorado Public Utilities Commission, the CO PUC Evaluation Committee, the CO PUC Relay Advisory Committee and the Colorado Association of the Deaf strongly agree that Sprint, whose relay customers include 27 states and the federal government, is the national TRS leader. Most importantly, Sprint meets or exceeds all FCC requirements for TRS.  Moreover, Sprint is an FCC-Certified TRS provider, having been certified twice by the FCC, once in 1993 and again in 1998.

Colorado believes that Sprint has consistently led the industry in new product innovations. Sprint’s newest and most recent innovations, such as enhanced VCO, Internet Relay, National Video Relay, Captioned Telephone Trials in Colorado, Spanish Relay, E-Turbo, Speech to Speech, Real-Time Captioning Services for conference calls, Two Way Pager via relay, and direct 711 dialing, are indicative of their commitment to modern and quality Telecommunications Relay Services for all of our deaf, hard of hearing, deaf-blind, and speech disabled citizens.

Relay Colorado has been part of Sprint Relay’s heritage for over a decade. For twelve years, our Colorado citizens have had the double benefit of both Sprint’s technological TRS innovations and low cost relay services. Under our newly signed relay contract with Sprint, Colorado looks forward towards a continued successful and beneficial relationship for all of our citizens in the new millennium. 

Operational Standards

A.1   Communication Assistant CA

CA Employment Standards

Sprint has established a successful procedure to attract qualified applicants for CA positions.  The first step in the CA’s hiring practice is a validated test that screens for typing, language skills, and other skills related to the CA position.  When an applicant passes the test, a Human Resources representative screens the applicant over the phone or in person, for oral communication skills and work availability.  If the applicant passes this step, he/she is interviewed in person by an Operations Supervisor for specific job dimensions that relate to the success of a CA.  If the supervisor recommends the applicant for employment, the applicant undergoes a drug screen and security/reference check. This process ensures that only qualified applicants are hired to work at a relay center.

Please review the copy of Sprint’s oral-to-test typing test script, attached in Appendix B-1.

Communication Assistants Training Program

Sprint trainers use adult learning theories; training is adapted to each participant’s learning modality; incorporating lecture, visual graphics, flow charts, videos, role playing, and hands-on-call training, to stimulate the CA’s ability to learn. 

New hires receive training in Deaf Culture, ASL translation, Oral Deaf, and sensitivity to the needs of persons with hearing and speech disabilities by a qualified person who, if not deaf or hearing-impaired, possesses extensive knowledge in this area. During the CA’s initial training, he/she is trained and evaluated on how to accurately reflect the TTY user’s intent and on the CA’s role in the relay process. CAs' performance based skills such as grammar; spelling and oral communication abilities are evaluated. Sprint works closely with local deaf and hard of hearing communities to identify knowledgeable presenters to assist with the training. Sprint utilizes videos, role-playing, group activities and discussion groups to educate employees on the different needs of their customers to ensure sensitivity towards customers.

Additionally, applicants are given four written and hands-on evaluations to demonstrate their ability to spell, type accurately and process a call using live training terminals and role-plays written in varying levels of ASL.  The CAs also receive extensive training on how to improve their interpersonal skills so that they can work effectively with difficult and stressful situations that may arise during their employment. 

Please review the Sprint TRS, Speech-to-Speech (STS) and Video Relay Service (VRS) Training outlines in Appendix B-2 and the Sprint Diversified Culture (Deaf Culture) training module in Appendix B-3. Please note that the Sprint Diversified Culture training module is proprietary and Sprint has permitted release to the FCC as a courtesy for re-certification.

A team of ASL fluent Sprint employees developed ASL Training workbooks that are utilized by CAs for ongoing training.  These workbooks have been designed to provide supplemental training and to assist CAs toward the mastery of ASL translation on relay calls.   

Transmission of 60-WPM

All Sprint CAs type a minimum of 60-WPM. Sprint utilizes an oral-to-type test that simulates actual working conditions. The CA is tested on an ongoing basis to ensure that a 60-word-per-minute performance requirement is maintained. During this test we do not use technology-aided transmission to ensure the typing speed. The scores for each CA are the actual words-per-minute typed. 

Sprint utilizes technological aides during relaying such as pre-programmed macros and auto-correcting software, along with the CA’s natural skill, to provide optimal service.

Please see Appendix B-4 for a copy of the actual typing test results of 2,259 Sprint CAs.

CA Quality Assurance Programs

Individual Monthly Survey

Monthly surveys and formal reviews are used to monitor and evaluate the continuing training for our CAs. The survey process used is a product of a task force comprised of management staff. It evaluates all areas of work performance, personal effectiveness and attendance. The survey process goals are to respond to customer feedback and provide the CA with clearly defined and objective performance measures. Two surveys are completed on each CA every month and include areas such as Typing Accuracy, Spelling, Conversational English/ASL Translation, Clarity / Enunciation, Caller Control, and Etiquette/Composure.   

Quality Assurance Test Calls

To ensure that all CAs are focused on FCC requirements and state contractual commitments, Supervisors from every center pair up to perform 10 scripted test calls each on an alternate centers for a total of 700 test calls.  After each call, the supervisors fax the survey form to the appropriate center for the CA to receive immediate feedback.  This feedback and appropriate guiding performance measures for specific components are addressed with each CA. 

Account Management and Trainer Test Calls

Additionally, the Operations department and members of the Account Management Team identify areas of concern based on customer feedback, state feedback, individual survey results and customer contacts.  Approximately 300 test calls per month are conducted focusing on the identified monthly call-processing topic. Results are compiled and shared with Operations’ management. Based on the results, the trainers and management determine if refresher training is required and what method will be used for delivery.

A.2   Confidentiality and Conversation Context

Confidentiality Policies and Procedures

Sprint understands that measures to ensure confidentiality are crucial to the success of any TRS operation and has implemented procedural and environmental measures to safeguard customer and call information. In accordance with the FCC regulations, all information provided for call set up, including customer database and branding information, remains confidential and cannot be used for any other purposes.  Sprint also prohibits the use of any information obtained during the processing of a call.  After the inbound party disconnects, CAs lose the ability to view or access any information pertaining to that call. No written or taped information regarding the call is kept after the call is released from the CA position. After the call has been terminated, the billing information is transferred to the billing files and is no longer accessible except for billing purposes.

No one is permitted to watch or listen to actual calls except the CA and supervisory staff for the purpose of relaying, assisting or monitoring the call or for training purposes. 

CAs performs their work in cubicles that are bordered by high sound-absorption acoustic tiles and wear special noise reducing headsets. The cubicles are arranged to minimize the number of cubicles that are side by side. The CA work areas have a security card key access and visitors are not allowed in CA work areas. These special equipment and environmental arrangements reduce noise interference and supports confidentiality. 

All relay center personnel are required to sign and abide by a pledge of confidentiality that is a promise not to disclose the identity of any caller or any information learned during the course of relaying calls. Employees are expected to abide by the pledge of confidentiality during and after their period of employment. Sprint’s confidentiality policies are strictly enforced.

Sprint strictly enforces confidentiality policies including the following:

Communication Assistant (CA)

The prospective CA is screened in the interview process on issues regarding ethics and confidentiality. During initial training, the CA is presented with examples of situations that could be considered breaches of confidentiality.  

Stress can be a factor in maintaining confidentiality. CAs receive training on healthy detachment.  When a CA requires counseling due to a stressful call, they do not discuss any specifics about the call. Sprint contracts with professional agencies to provide our employees with the confidential assistance of professionally certified counselors.

Breach of confidentiality will result in termination of an employee. All claims of breach of confidentiality are fully investigated. If the investigation confirms that any employee committed a breach of confidentiality, the employee will be terminated.

When CAs require counseling due to a stressful call, they will not discuss specifics about the call.  Sprint has consulted with a medical agency to provide a confidential employee assistance program

Building

CA center has security key access.

Visitors are not allowed in the CA work area.

CA terminals screens are not visible from any window area.

Sprint CAs relay everything thing that is said and everything that is heard.  CAs do not omit or censor any aspect of the relay call.  CAs convey all conversation, including profanity.  All conversation during initial call set-up and acceptance of charges from the called party is relayed.  All comments directed to either party by the CA are relayed and typed in parentheses.  

Verbatim Relay and the Translation of ASL

CAs type to the TTY user or verbalize to the non-TTY user exactly what is said, verbatim, when the call is first answered and at all times during the conversation, unless either user specifically requests summarization or ASL interpretation.  

At the request of the relay user, Sprint CAs will translate written ASL into conversational English.  All Sprint CAs are able to translate the typed languages of relay users whose primary language may be ASL or whose written English language skills are limited to conversational grammatically correct English. Training is provided on various levels of English/ASL during the initial training, as well as throughout a CAs’ employment. In order to finish training successfully, the CA must demonstrate competent skills to translate the calls as requested. 

STS Limited Exception of Retention of Information

At the request of a caller, Sprint Speech-to-Speech (STS) CAs will retain information from a call in order to facilitate the completion of consecutive calls.  No information is kept after the inbound call is released from the CA position.

STS Facilitation of Communication

Sprint STS CAs receive training on how to facilitate STS communication without interfering with the independence of the user.  STS CAs are evaluated on monthly on their ability to facilitate the call without altering content of the conversation or compromising the user’s control.   Sprint relay users have full control of all of their relay calls.  

Please refer to Appendix C for the TRS Pledge of Confidentiality

A.3 Types of Calls

Sprint provides 24 hour, 7 day-a-week Telecommunication Relay Service (TRS) for standard (voice), Text Telephone (TTY), wireless, or personal computers (PC) users to place local, intrastate, interstate, and international calls. Sprint also processes calls to directory assistance and to toll free numbers. There are no restrictions on the duration or number of calls placed by any relay user. All relay users accessing Sprint retain full control of the length and number of calls placed anytime through relay. 

Sprint works in conjunction with the Local Exchange Enhanced Services to provide additional functionality for users of TRS. Sprint processes collect and person-to-person calls and calls charged to a third-party as well as calls billed to prepaid and non-proprietary calling cards offered by the local or any other interexchange carrier.  Sprint will also process calls to or from restricted lines e.g. hotel rooms and pay telephones.

When a TRS call is placed through Sprint, the user will be billed in the same manner that a non-relay user would be billed.  The relay user will only be billed for conversation time, (which does not include call setup time, in between calls and wrap up time) on toll calls.  Billing will occur within 60 days of the call date.   Sprint gives users the option of billing their calls to a non-proprietary LEC (local) or IXC (long distance) calling cards.  Sprint will process calling cards offered by the user’s carrier of choice if the carrier is a participant of Sprint’s Carrier of Choice (COC) program and as long as Feature Group D is at the Carrier’s access tandem.  Sprint works with the LECs and IXCs to compile and make available to all TTY users a list of acceptable calling cards. The user’s carrier of choice is responsible for providing call types and available billing options, and will also handle the rating and invoicing of toll calls placed through the relay.  

A complete list of all call types proved by Sprint may be found in Appendix I Sprint Standard Features Matrix. 

A.4   Handling of Emergency Calls

Please see Sprint’s procedure for handling E911 calls in Appendix D.

A.5   In-call Replacement of CAs

Sprint’s policy and procedure for 10 and 15-minute rule on in-call replacement of CAs may be found in Appendix E.

A.6   CA Gender Preferences

When a Sprint relay user requests a CA of the opposite gender to the CA who initially receives the call, the relay user is switched to an appropriate CA as soon as one becomes available. If a change of CA is necessary during the call, every attempt will be made to accommodate the previous gender request.

A.7    STS Called Numbers

Sprint’s relay customer database is available to Speech-to-Speech (STS) users. The database can be used to store a list of names, frequently dialed telephone numbers, and customer notes. The database automatically appears on the CA’s terminal screen each time a user dials into one of the Sprint relay numbers. The customer database helps to facilitate call set up and conversing preferences for the STS user. Customer profile information contained in the Sprint Customer Database will be transferred to any new provider at the end of the contract term.
Technical Standards

B.1   ASCII & Baudot

Each Sprint CA position is capable of receiving and transmitting in voice, Baudot including TurboCode™ and E-TurboCode™ as well as ASCII codes.  When a call is received at the CA position, TTY signals are automatically identified as either Baudot or ASCII. If the call is ASCII, the baud rate is detected.  Intelligent modems allow the CA to handle either voice or data lines from the same CA work station. 

This automatic identification of call types for incoming calls provides a quick and efficient technique for varied customer input and reduces the average CA work time to a minimum.

ASCII rates up to and including 19,200 bps are supported by the Sprint platform.  The domestic TTY baud rate of 45.5 and the international rate of 50 baud are also supported.

B.2   Speed of Answer 

Sprint’s Quality Assurance Program on Speed of Answer may be found in Appendix F.

B.3   Equal Access to Interexchange Carriers

Sprint provides Colorado callers with the ability to have their intrastate, interstate and international calls carried by any Interexchange carrier, which has agreed to participate in the Colorado Carrier of Choice (COC) program.  When a caller indicates their COC preference, the CA will verify that the requested carrier is a COC participant, if they are, the call will be routed accordingly.  Callers will be able to use any billing method made available by the requested carrier including collect, third party, prepaid and calling cards. 

The current participating members of Sprint Carrier of Choice program are:

AT&T

Broadwing Communications

Broadwing Telecommunications

Excel

Global Crossings LTD

LDDS

MCIWorldCom

McLeod USA

Metromedia

OPEX Long Distance

SimCom

Sprint

Touch America (formerly Qwest)

Verizon Long Distance

WilTel

Working Assets

WorldCom

10-10-220 (Telecom USA/ MCI)

10-10-222 (MCI WorldCom)

10-10-275 (WorldxChange)

10-10-288 (AT&T)

10-10-297 (Excel)

10-10-321 (Telecom USA/ MCI)

10-10-333 (Sprint)

10-10-502 (WorldxChange)

10-10-629 (WorldxChange)

10-10-636 (Clear Choice Five Talk)

10-10-781 (WorldxChange)

10-10-811 (VarTec FiveLine)

10-10-834 (WorldxChange)

If a Colorado caller does not indicate a COC preference to the CA either on-line or in their customer database (or if their preferred carrier is not a COC participant), the call will be carried over the Sprint network.  As with calls carried by Sprint, most COC participants limit billing methods based on the type of line from which the call originates. When the requested carrier is not a COC participant, Sprint has established a procedure where the carrier will be notified, verbally and in writing, of its obligation to provide access to TRS users and encourage their participation. 

Please see Appendix G for a sample of the Carrier of Choice letter.

B.4   TRS Facilities

Sprint TRS and Sprint relay Customer Service are both available 24 hours a day, every day of the year.  Sprint utilizes both UPS and backup power generators to ensure that the relay centers have uninterrupted power even in the event of a power outage.  UPS is used only long enough for the backup power generators to come on line – a matter of minutes.  The backup power generators are supplied with sufficient fuel to maintain operations for at least 24 hours.  The generators can stay in service for longer periods of time as long as fuel is available.

In the event of a power outage, the UPS and backup power generator ensure seamless power transition until normal power is restored.  While this transition is in progress, power to all of the basic equipment and facilities essential to the center’s operation is maintained.  This includes:

Switch system and peripherals 

Switch room environmentals 

CA positions (consoles/terminals and emergency lights)

Emergency lights (self-contained batteries)

System alarms

CDR recording.

As a safety precaution (in case of a fire during a power failure), the fire suppression system is not electrically powered.  Once the back-up generator is on line, stable power is established and maintained to all TRS system equipment and facility environmental control until commercial power is restored.  Please refer to the Disaster Recovery Plan provided in Appendix H for a complete explanation of Sprint’s back-up plan.

B.5   Technology

Voice Carry Over

Sprint has provided voice and hearing carryover as standard TRS features longer than any other provider.  Voice carryover (VCO) allows a user to speak directly to the person he/she is calling and receive responses by text through the CA (and vice-versa).  In addition, Sprint supports VCO-VCO, VCO-HCO, VCO-TTY, and Two Line VCO calls.

Hearing Carry Over

Hearing carryover (HCO) allows a person to listen directly to the person they are calling and provide their responses by text through the CA (and vice-versa). Sprint was the very first relay provider to offer HCO users what is known as voice progression technology.  This advancement eliminates the HCO users’ need for reading macros and allows him/her to hear the call set-up, ringing and the called party answering the telephone.  In addition, Sprint supports HCO-HCO, HCO-VCO, HCO-TTY, and Two Line HCO calls.

Internet Relay

Sprint provides a web-enabled, multi-language product – Sprint Internet Relay.  Sprint Internet Relay calls can take place anywhere there is an Internet connection.  This feature provides a secure and interactive relay experience using intuitive features designed for TRS users.

Video Relay Service

Sprint is the only provider with a web-based platform to support VRS. Users of VRS utilize video conferencing equipment and high-speed telecommunication lines to access the service.   90% of VRS customers use VRS through the Internet.  

Future Technology under Development

Sprint is currently investigating future communication enhancements including, Captioned Telephone, Real-Time Captioning service for conference calling, Speech to Text technology, Wireless Internet Relay through cell phone devices, wireless Video Relay accessibility, Palm Pilot and Two-Way Pager utilization through relay.      

Please see Appendix I for the Sprint Standard Features Matrix.

The State Relay Office envisions, for the immediate future, the development and establishment of these technologies:

· Caption Telephone

· Real-Time Captioning service for conference calling

· Wireless Internet Relay Services via laptop computers

· Wireless Video Relay Services via laptop computers

· Palm Pilot via Relay Services

· Two-Way Pager via Relay Services

· Message Service via Telecommunications Relay Services

The State Relay Office further envisions, for the distant future, the development and establishment of these technologies:

· Holographic Visual Relay Services (Three-dimensional “Video Relay”)

· Wireless Holographic Visual Relay Services

· Holographic Caption Telephone (No handset; captions projected)

· Wireless Holographic Captioned Telephone

· Holographic Real-Time Captioned Services (with captions projected)

· Wireless Holographic Real-Time Captioned Services (with captions projected)

· Holographic Conference Calling, with Real-Time Captioned Services Projected

· Wireless Holographic Conference Calling with Real-Time Captioned Services

· Holographic Internet Relay Services

· Wireless Holographic Internet Relay Services

B.6   Voice Mail and Interactive Menu (Hot Key)

When the Sprint relay caller reaches an answering machine, voice mail or interactive menu, the CA informs the relay caller by hitting a macro which reads (ANS MACH) or (RECORDING) to keep the caller informed of the call progress. The CA then, if necessary, presses a hot key to record the voice announcement and relay the message back to the caller. The CA utilizes Sprint’s recording technology to obtain all information necessary on the first attempt. The CA relays all of the recorded information to the customer and deletes the recorded message.

This technology greatly reduces the CA work time, as the CA does not need to make multiple out dials. In addition, Sprint relay callers are only charged for the first call. Subsequent redials to leave a message or enter information into an interactive menu are not charged to the customers. Sprint has developed a procedure using our Ultra WATS lines to ensure that with additional out-dials the customer does not incur toll charges.

Callers to Sprint relay services access 900 services by dialing a free 900 number to access relay. Use of a toll-free 900 number inbound to the relay center provides functionally equivalent access to the telecommunications network while preventing unauthorized end users from circumnavigating the LEC restrictions.  This process ensures that the LEC will only complete those calls into the relay service that do not have a 900 number block added to their phone lines.  The 900-service provider and the 900 number carrier will rate and bill the user as if the call was dialed directly from the originating user's telephone. Dialing 1-900-230-6161 may access these services.

Functional Standards

C.1   Consumer Complaint Logs

Sprint provides copies of each TRS Customer Contact form, which includes the date the complaint was filed, an explanation of the complaint, the date the complaint was resolved and explanation of the resolution and any other pertinent information to Colorado. Further, Sprint maintains a log of each individual complaint and provides comprehensive reports on a monthly and annual basis to each of the Sprint States. 

By June 25th of each calendar year, Sprint submits a copy of 12-month complaint log report for the period of June 1- May 31, as well as a summary of the complaint log. The Federal Communications Commission is annually provided with a copy of these yearly logs.

Please refer to Appendix J for the latest electronic copy available of the relay complaint log from the 2001-2002 monthly logs.

C.2   Contact Persons

Colorado’s contact for filing intrastate consumer complaints is: Joe Benedetto, State Relay Administrator, Colorado Public Utilities Commission, Office Level Two, 1580 Logan Street, Denver, Colorado 80203, phone, TTY 303 894 2512, (Persons wishing to make Voice calls may dial 711 and give the relay agent the TTY Number 303 894 2512), Fax 303 894 2065, Email Joe.Benedetto@Dora.State.Co.Us, website address http://www.dora.state.co.us/puc/index.htm.  

C.3   Public Access to Information

The Colorado Public Utilities Commission is strongly committed towards outreach and advertising in order to bring Telecommunications Relay Services to the attention of the general public as well as to all of our deaf, hard of hearing, deaf-blind, and speech disabled citizens. 

Relay Colorado has an extensive media campaign and has conducted hundreds of appearances over the past five years towards public access and outreach efforts.

Relay Colorado’s latest outreach effort was an innovative tech show in September 2002, jointly sponsored with Communications Services of the Deaf, CSD, which recently established a local office in Denver, Colorado.

The New Horizons Technology Show featured all of the latest TRS developments, such as Video Relay, Internet Relay, Captioned Telephone, and live captioning from Caption Colorado. The show provided close to four hundred visitors with an opportunity for “hands-on” telecommunications experiences and exposure to new TRS technology.

Please see Appendix K-2 for the full-page advertisement of the New Horizons Technology Show in the Colorado Association of the Deaf Newsletter, The Deaf Coloradan; please also see Appendix K-2 for photographs of the New Horizons Technology Show; electronically attached below is an announcement regarding the tech show sent out over the Internet:

Taste of Technology.
The Colorado PUC has a website, with specific telecommunication information, available to the public at this address: http://www.dora.state.co.us/puc/telecommain.htm
The Colorado PUC also has a CO PUC TRS site, which provides much useful relay information, at this address: http://www.dora.state.co.us/puc/telecom/relay_colorado.htm 

Information on the TRS monthly ten-cent surcharge can be found in the monthly telephone bill; the telephone directory, Dex, explains how to access Colorado relay services, including how to use 711 Dialing.  Please see Appendix K-1 for examples of this consumer information.

The Colorado PUC State Relay Administrator, Joe Benedetto, and the Sprint Relay Account Manager for Colorado, Rex Moers, both handle inquires, requests for information, and correspondence related to relay matters. They can be contacted at: Joe Benedetto, State Relay Administrator, Colorado Public Utilities Commission, Office Level Two, 1580 Logan Street, Denver, Colorado 80203, TTY 303 894 2512, Fax 303 894 2065, Email Joe.Benedetto@Dora.State.Co.Us; Rex Moers, Colorado Account Manager, Sprint Relay, 1099 18th Street, Suite 1400, Denver, Colorado 80202, LD TTY 800 230 8609, Local TTY 303 801 3877, Voice Mail 303 801 3813, Fax 301 801 3868, Email Mitchell.r.moers@mail.sprint.com. 

Our Relay Colorado contract with Sprint provides for additional community outreach activities beyond that provided for by Sprint for Colorado (Please see Appendix L, RFP, Section 4.11.)  Not only is Sprint required to provide 30K annually on outreach, the contract provides for up to an additional 200K to be spent on outreach efforts annually from the DTUF. The Sprint Relay Account Manager for Colorado works closely with the State Relay Administrator to co-ordinate outreach.  Funding covers outreach activities, outreach equipment, and outreach advertising.

Included in outreach, as listed below, is a sampling of our more recent materials, equipment, and activities for Relay Colorado. Please see Appendices K-1 (Electronically transmitted) and K-2 (Attachment A, shipped to the FCC):

· Extensive Media Campaign on Relay Colorado 711 Dialing – September-October 2001

· CO PUC 711 Dialing News Conference Press Kit  - September 5, 2001

· CO PUC Website (Please see Appendix K-1 for extensive consumer listings)

· CO PUC “Connections” Newsletter (Relay Articles)

· Typical Telephone Bill, Exhibiting TRS Surcharge and Explanation

· CO PUC State Relay Advisory Committee

· Two laptop computers with cameras for Video Relay Demonstrations

· Sprint 2002 Booth Display

· Relay Colorado Plastic Banners: “Want to Communicate? Go Ahead!”

· Relay Colorado Video (for distribution): “Connect to Your Future” (23 minutes)

· Relay Colorado Brochures: (2 Different Sets) “Keeping You Connected”

· Relay Colorado Magnets

· Relay Colorado Stickers

· CO PUC State Relay Administrator Business Cards

· Sprint Relay Colorado Account Manager Business Cards

· Relay Colorado Rabbit Coloring Books

· Relay Colorado Pens -711 Dialing 

· Relay Colorado Pens -711 Dialing /Video Relay Address/Internet Address 

· Relay Colorado Pens / Computer Brushes -711 Dialing/ Video Relay/ Internet Relay 

· Relay Colorado Monthly Full Page Ads in the Colorado Association of the Deaf (CAD) Newsletter, “The Deaf Coloradan”  

· Relay Colorado news articles in the monthly CAD Deaf Coloradan

· Relay Colorado Booth, Denver Disabled Cross Section Fair, August, 2002

· Relay Colorado Display, Colorado Deaf Awareness Month, Sept. 7, 2002, Downtown Denver

· Relay Colorado/CSD “New Horizons” Technology Show, Sept. 21, 2002, Denver, Colorado

· Sprint Internet Relay Press Release

· Sprint National Video Relay Press Release

· Sprint Flyers/Emails/Electronic Announcements:

· Video Relay Service

· Internet Relay Service

· Voice Carry-Over Direct

· Enhanced Turbo Code

· Relay Colorado Power Point Presentations / Equipment Demonstrations, Colorado Commission for the Deaf and Hard of Hearing, Fall, 2001, Denver Colorado

· Relay Colorado Booth Display, Colorado Association of the Deaf Convention, Summer, 2001, Greeley, Colorado

· Relay Colorado Booth Display, Colorado Registry of Interpreters for the Deaf, Spring, 2002, Westminster, Colorado

As part of our outreach efforts, Relay Colorado has met over the past five years with numerous local, state, and national organizations in various locations across the entire state. A selection of some of these organizations is listed below:
· Colorado Association of the Deaf

· Colorado School for the Deaf and the Blind

· SHHH in Boulder and Denver

· Colorado Commission for the Deaf and Hard of Hearing

· Rocky Mountain Deaf School

· Cherry Creek Schools

· Denver Public Schools

· Adams County Schools

· Pikes Peak County Schools

· Pikes Peak Center on Deafness

· Families with Hands & Voices

· Deafest in the Rockies Organization

· Front Range Community College

· DOVE, Advocacy Services for Abused Deaf Women and Children

· DTC Sertoma

· Colorado Registry of Interpreters for the Deaf

· Grand Junction Independent Living Center

· UNC Sign Club

· Goodwill Industries in Pueblo (Independent Living Center)

· Colorado Springs Public Schools District

· Air Force Academy (Government Insurance Agency)

· Meeting the Challenge (ADA)

· Colorado Disability Conference on ADA

· Mountain View Elementary School

· Arvada Fine Arts Center

· Town Hall Conference in Lakewood

· Silent Athletic Club

· Deaf News of Colorado

· Denver Deaf Senior Citizens

· Pikes Peak Deaf Senior Citizens

· Colorado School for the Deaf and the Blind Alumni Association

· Denver Commission on Disabilities

· Colorado Symposium on Deafness

· Colorado Hearing Foundation

· Sign Language Network

· Aurora Campus – Disability Awareness Day

· Rotary Club

· Access Advocacy Group and Council on Aging

· Kiwanis Club

· Chamber of Commerce Trade Show

· Annual Convention in Glenwood Springs and Copper Mountains

· Department of Vocational Rehabilitation

· Denver Ear Institute

C.4   Rates

Colorado users are charged no more for services than for those charges paid by standard “voice” telephone users. Colorado users, who select Sprint as their interstate carrier, will be rated and invoiced by Sprint.  The caller will only be billed for conversation time.  Those users, who select a preferred interstate carrier via the Colorado COC list, will be rated and invoiced by the selected interstate carrier.  

By FCC jurisdiction, Sprint has two separate Message Telephone Service rates – one for interstate and one for intrastate.  The table exhibits the discounted rates off Sprint’s MTS rates.

	
	Intrastate
	Interstate

	Day

(7 AM – 6:59 PM)
	35%
	50%

	Evening

(7 PM – 10:59 PM)
	25%
	50%

	Night/weekend

(11 PM – 6:59 AM;

 All day Saturday & Sunday)
	10%
	50%


C.5   Jurisdictional Separation of Costs

 All Colorado Relay intrastate and interstate minutes are reported separately and distinctly to the state on the Sprint invoice. The TRS Interstate Fund reimburses the interstate and international minutes.  The local and intrastate minutes are reimbursed by the State. 

Please see Appendices A and J-2.

C.6   Complaints

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or Operations Administrator is available 24 hours a day to accept complaints, document and forward documentation to the proper source for resolution. Supervisors provide immediate feedback to both the customer and the CA.  

Sprint will provide copies of each TRS Customer Contact form, which includes the date the complaint was filed, an explanation of the complaint, the date the complaint was resolved and explanation of the resolution and any other pertinent information to Colorado.  Further, Sprint maintains a log of each individual complaint and provides comprehensive reports on a monthly and annual basis to each of the Sprint States. 

Please see Appendix J for a copy of the 2001 - 2002 Customer Complaint Log, most recent months. Please also see Appendix L, RFP, which lists Colorado complaint log requirements

The complaint resolution procedure outlines the steps to ensure complaints are resolved within 180 days of filing.  If the complaint concerns a specific CA, an Operations Supervisor follows up and resolves the complaint.  The role of the supervisor is to: 

· Accept all types of complaints, issues and comments. 

· Handle all service type complaints. 

· Resolve complaints with Communication Assistants.

· Follow up with customers if requested by the customers.  

If the complaint concerns a specific technical issue, a trouble ticket is filed and the ticket number is documented on the customer contact form.  The ticket will be investigated and resolved by an on-site technician.  The Sprint Account Manager is responsible for tracking all technical complaints and following-up with customers on resolutions. 

If a miscellaneous complaint is filed with customer service, a copy is faxed to the Sprint Account Manager for resolution and follow-up with the customer. Colorado customers also have the option of calling the Sprint 24-hour Customer Service department (1-800-676-3777) or the Colorado Account Manager to file complaints or commendations.  

Sprint has the capability to transfer the caller on-line to Customer Service department.  A Customer Service representative will always answer the calls live.  The Account Manager is responsible for tracking all commendations and complaints and sending copies of Customer Contacts to the State Relay Administrator by the invoice due date of the following month. 

Further, it is the Policy of the Colorado Public Utilities Commission to adhere to the FCC’s informal complaint procedure of resolving complaints within 180 days.  Sprint has followed this policy and resolved complaints well within 180 days.

The Colorado Public Utilities Commission policy is that all informal complaints should first be sent to the utility in question, which in TRS is currently Sprint. Then, should the informal complaint not be resolved, would the Colorado Public Utilities Commission address the complaint. The PUC provides interpreting services, as well as real time captioning, to those complainants who requests these services.

The Colorado Public Utilities Commission has a number of steps available to consumers who wish to file a formal complaint with the Colorado Public Utilities Commission. They may request, in writing, by telephone, fax, or other electronic means, or by personal visit, a written or electronic copy from our publications list on how to file a formal complaint as well as a copy of the formal complaint procedures

It is understood and made clear that the complainant may, should he or she be unsatisfied with Sprint’s response to the informal complaint or unsatisfied with the decision of the Colorado Public Utilities Commission, initiate a formal complaint with the Federal Communications Commission.

Information on filing a formal complaint with the CO PUC can be electronically accessed at our website address: http://www.dora.state.co.us/puc/publications/fyi/fyi_p3_complain.htm 

Also the CO PUC formal complaint procedures can be electronically accessed at our website address: http://www.dora.state.co.us/puc/publications/fyi/fyi_p4_complaint.htm 

C.7   Treatment of TRS Customer Info

The Sprint Customer Preference Database includes such items such as types of call, billing information, speed dialing, slow typing, carrier of choice, as well as emergency numbers, blocked outbound numbers, language type (English, Spanish, ASL) and call notes are included in the customer profile.  At the end of the ensuing contract(s) Sprint will transfer all Colorado database records to the next incoming relay provider, at least 60 days prior to the last day of service, in a usable format. 

State Certification

Today Relay Colorado averages 89,000 calls per month with an average of 61,000 calls into the relay.  Regarding types of calls, 41% are TTY calls, 33%, Turbo calls, 19%, Voice calls, 5%, VCO calls, and 2%, ASCII calls.  Ninety-eight percent of the calls are answered within ten seconds. The average length of a call is about 5 minutes.  Please enter the links below for the latest electronic statistical information available for Relay Colorado:

Colorado 1999 Relay Statistics
Colorado 2000 Relay Statistics
Colorado 2001 Relay Statistics
Colorado 2002 Relay Statistics
Relay Colorado meets all operational, technical and functional minimum standards required by the FCC in 47CFR, 64.60. Please see Appendix L.

Relay Colorado’s TRS program does not conflict or circumvent federal rules and regulations as far as can be determined.  All three Colorado RFP’s over the last twelve years have required vendors to meet all minimum FCC standards. Further, Colorado has raised standards with new services requirements as set by the FCC in our new TRS RFP and 2002 TRS contract with Sprint. Sprint has met or exceeded all FCC TRS requirements over the last twelve years of service in Colorado. Sprint is an FCC-Certified TRS provider, having been certified twice by the FCC, once in 1993, and again receiving FCC-Certification in 1998.

The Colorado Public Utilities Commission and the state of Colorado have made available adequate procedures and remedies for enforcing the rules and regulations of the Relay Colorado TRS provided for by Sprint.  Such procedures and remedies can be found in the Request for Proposal and the State Sample Contract, in Appendix L, as follows:

· Audit Requirements, RFP, Section 4.13

· Billing Adjustment for missing ASA ,BRS, RFP, Section 4.14

· PUC Registration Required, RFP, Section 4.15

· Additional Requirements for FCC Certification, RFP, Section 4.18

· Performance Monitoring, Sample Contract, Section 16

· Audits and Inspections, Sample Contract, Section 17

· Statement of Services, Sample Contract, Section 30

· Statement of Services, Remedies, Sample Contract, Section 30, c, i, ii, ii, iv

· Termination, Sample Contract, Section 31

· Termination for Default, Sample Contract, Section 33

· Possible Billing Adjustment for Missing ASA or BRS, Sample Contract, Section 34

The intrastate TRS monthly surcharge of ten cents per line was communicated to the public via CO PUC public notice of hearings on TRS issues, via CO PUC public announcements, and via CO PUC deliberations, which are open to the public. The surcharge is also listed on the monthly telephone bills of Colorado telephone customers and is published in the Qwest Dex Phone Service Pages. In addition, there are a number of news releases and newspaper articles that mention the surcharge.

A copy of a typical residential Qwest telephone bill showing the ten-cent per month TRS surcharge is provided in Appendices K-1 and K-2. Also provided is a copy of the Qwest  Dex Phone Service Pages, Appendix K-1.  A copy of a typical news release by the Denver Post (on 711 Dialing), Appendix K-2, illustrates that the CO PUC publicizes the ten-cent monthly relay surcharge.  

Appendix A   Colorado Statutes, Colorado PUC TRS Rules

1989 Colorado C.R.S. Title 40, Article 17
1993 Colorado C.R.S. Title 40, Article 17
Senate Bill 99-165
Senate Bill 00-194.pdf
House Bill 02-1180
2001 Colorado C.R.S. Title 40, Article 17
4 CCR 723-28
Appendix B-1   Sprint Oral-to-Typing Test Script 
JIM THIS IS BOB  IT LOOKS LIKE WE’RE GOING TO HAVE TO CANCEL OUR FISHING TRIP  I HATE TO CALL ON SUCH SHORT NOTICE BUT IF U SAW LAST NIGHT S WEATHER REPORT U PROBABLY KNEW THIS WAS COMING  THEY SAID IT S GOING TO RAIN ALL WEEKEND  I HOPE EVERYTHING IS FINE AND CALL ME WHEN U GET IN BYE SKSK

JANE THIS IS BETH  I HEARD THAT SAM GOT SICK AND LEFT SCHOOL EARLY TODAY  I BET HE’S COMING DOWN WITH THAT NASTY FLU BUG  I HAD THAT LAST WEEK AND IT WAS AWFUL  IT SEEMED LIKE I WAS GOING TO DIE BUT I FINALLY GOT OVER WITH IT  I’M SURE SAM WILL BE JUST FINE GA

JANE I JUST HAD TO CALL AND START TELLING THE NEWS  I’M GETTING MARRIED  WOW  BOB ASKED ME LAST EVENING HE EVEN GOT DOWN ON ONE KNEE AND HELD MY HAND THEN HE GAVE ME A RING AND IT’S BEAUTIFUL  HE SAID IT BELONGED TO HIS GRANDMOTHER   IT’S VERY PRETTY AND I’M SO EXCITED I CAN HARDLY CONTAIN MYSELF GA

HELLO PEARL  THIS IS SCOTT  I NEED TO CALL AND GIVE YOU AN UPDATE ON MY CURRENT FINANCIAL STATUS  I JUST WON THE LOTTERY AND I WILL NOT BE COMING TO WORK FROM NOW ON  I ALSO WANT TO SHARE MY WEALTH WITH ALL OF MY FRIENDS SO GIVE ME A CALL   I’M PLANNING A BIG CRUISE FOR EVERYONE AND OF COURSE I’M PAYING FOR EVERYTHING  U KNOW HOW TO GET A HOLD OF ME SKSK

HELLO DONNA  I HOPE EVERYONE IS GOING WELL TODAY  IT HAS BEEN SO HOT  I CAN’T BELIEVE IT  I JUST HOPE RELIEF IS COMING SOON  WE SURE NEED SOME RAIN  MY GARDEN IS LOOKING TERRIBLE AND IT LOOKS LIKE I WON’T BE PICKING ANY SQUASH OR BEANS THIS YEAR  MAYBE NEXT YEAR WILL BE BETTER GA

HI JANET  I WAS JUST CALLING TO SEE IF U MIGHT BE ABLE TO PICK UP THE KIDS AFTER SCHOOL  I HAVE A JOB INTERVIEW AND I’M AFRAID I WON’T BE FINISHED IN TIME  IF U CAN DO THIS I WILL PICK THEM UP NEXT WEEK FOR U   GIVE ME A CALL IF U CAN’T PICK THEM UP AND IF I’M NOT HOME JUST PAGE ME  I APPREICATE THE HELP BYE SKSK

MARY  I REALLY NEED TO SPEAK TO U ABOUT THE TRIP.  WE’RE PLANNING ON LEAVING FROM THE BUS STATION PARKING LOT RIGHT AFTER WORK SO U NEED TO HAVE EVERYTHING U WANT TO BRING WITH U WHEN U GO TO WORK AND THEN U CAN GO STRAIGHT TO THE PARKING LOT   IF THIS WONT WORK FOR U THEN CALL ME THIS EVENING AND WE CAN TRY TO ARRANGE SOMETHING SKSK

BILL  I’VE BEEN TRYING TO REACH U SINCE LAST WEEK   CALL ME WHEN U GET IN  I NEED TO FIND OUT THE SPEED AND ACCURACY ON THOSE TYPING TESTS THAT U ADMINSTERED TO THE AGENTS   IF U CAN’T CALL ME THEN JUST SEND A FAX WITH THE RESULTS AND THAT SHOULD WORK OUT FINE  BYE SKSK

(REPEAT FROM TOP IF NECESSARY)

Appendix B-2   Sprint TRS Training Outline

                          Sprint Speech to Speech Training Outline

                          Sprint Video Relay Training Outline / Qualifications

Sprint TRS Training Outline

	Module
	Module Description

	Module 1
	Orientation

Objectives

Welcome & History

Future of Sprint

What is Relay?

CA Training

Call Flow Chart

	Module 2
	Phone Image

Objectives

Introduction

Communicating Information

Using Conversational Tone

Managing Dissatisfied Customers

	Module 3A
	Overview of System and Equipment

Objectives

Logging In

Logging Out

Screen Display

Checking for Understanding

Headsets

Modem

Error Correction

Keyboard

Last Typed Macro Feature

English Macros

Spanish Macros

Telephony Terms

	Module 3B
	Interactive Terminals

Knowing Your TTY

Closing a Conversation

Typing Background Noises

	Module 3C
	Overview of System and Equipment (FRS Only)

Malfunctions

Relay Procedures

Confidentiality

Statistics

Handling Obscene Calls

Requesting a Supervisor

Reporting

Macros

	Module 4A
	Call Processing Procedures

Objectives

Your Role as CA

Call Processing for All States 

	Module 4B
	Destinations of Traffic

Destinations not Allowed

IntraLata Competition

State Differences 

	Module 4C
	Answering Machines and Audiotext

Record Feature

Voice Answering Machine

Voice to TTY Answering Machine

Information Line

Audiotext 

Voice Mail

Pagers/Beepers (TTY-Voice)

Pagers/Beepers (Voice - TTY)

Variations

Answering Machine Retrieval

	Module 4D
	Voice Originated Calls

Local Call Description

Toll Free and Paid

Paid over Sprint Network

Paid over Alternate Carrier

Variations

	Module 4E
	Long Distance Calling

FONcard

LEC Card

Optional Cards

Pre-Paid Cards

Collect

Third Party

Immediate Credit

	Module 4F
	VCO and HCO

Voice Carry Over (VCO)

Inbound VCO Branding

Busy Line

No Answer

Two-Line VCO

Hearing Carry Over (HCO)

Non-Branded HCO

Branded HCO

	Module 4G
	Alternate Call Types

VCO to VCO

VCO to TTY

TTY to VCO    

HCO to HCO

HCO to TTY

TTY to HCO

	Module 4H
	Customer Database 

Customer Database Feature

Customer Notes Window

UCR Main Menu

Name Submenu

COC Submenu

InterLata COC

IntraLata COC

Billing Method Window

Billing Options

Numbers Submenu

Emergency Numbers

Frequently Dialed Numbers (FD)

Blocked Numbers

Customer Notes

	Module 4H
	Customer Database

Preferences

Answer Type

Language Type

Outdial Restrictions

Macros

Last Number Redial

	Module 4I
	Variations

Busy Signals

Poor Connection

No Answer

Request for Information

Speech Impaired

Pacing Voice Customer

Profanity towards CA

Request for M or F CA

CA Knows Customer

Suicide

Abuse

Illegal Calls

Sensitive Topics

Redialing

Switchboards

Young Children

Inbound ASCII

Repeating Information

Request for Relay Number

Restricted Calls

ASCII on Outbound Line

Regional 800

Two Calling From Numbers

LEC Service Office

Double Letters

Call Waiting

Conference Calls

Three-Way Calling

Changing CAs

800 Number Referral

Hard-of-Hearing Customer

Call Backs for TTYs

Multiple Calls

	Module 4I
	Variations

Call Modification

Holding

Alternate Language

Typing in Parenthesis

Product Information

Spanish Calls

Voice Customer Hangs Up

Variable Time Stamp

TTY Customer Hangs Up

Conversation being Recorded

Prompting Voice for "GA"

Non-Standard TTY Capability

Internet Characters

TTY does not type "GA"

Cellular Long Distance Calls

Party Line Calls

	Module 5
	Emergency Call Processing

Emergency Calls

Non-Emergency Calls

Emergency Incident Form

	Module 6A
	Performance and Procedures

Performance Measurement Plan

Quality Customer Service

Commitment

Personal Effectiveness

Assessment Survey and Replay

Emergency Procedures

Emergency Assistance Form

Checking for Understanding

	Module 6B
	Healthy Relay

Introduction

Analogy

Stretching Exercises

CA Reinforcement

Ergonomic Review

Setting up Workstation

GUAM - Get up and move

	Module 6B
	Healthy Relay

Ergonomic Relief

Slowing the Customer

Overtime Relaxation

	Module 7A
	Responding Positively

Stress Management

Thoughts and Feelings

Relaxing Emotionally

Thinking Powerfully

Exercise

Nutrition

Relaxation/Meditation

Energy Resource Assessment

Suggested Reading

Leader's Notes

	Module 7B
	Healthy Detachment

Interactive Communication

TDD Communication

Potential Stressors

Detaching

	Module 8
	Assessing Performance

Assessment Process

Coaching 

Feedback

Pass/Fail Guidelines

Role Plays

	Module 9
	Supervisor as Trainer and Coach

Introduction

Objectives

Being a Coach/Trainer

An Adult Learner

Giving Effective Instruction

Feedback

	Module 10
	A Healthy Approach to Relay

Learning Continuum

Adult Education

Dale's Cone of Experience

Elements of Lesson Design

Preparation for Training

Warm Ups

Voice Inflection

Handling Interruptions

Prep for Final

Hearing Thru (TDD - Voice)

Hearing Thru (Voice - TDD)

Voice Thru (TDD - Voice)

Voice Thru (Voice - TDD)

Audiotext

Information Lines

Business Answering Machines

Residential Answering Machines

Beepers

Spanish Answering Machine

TTY Answering Machine


         Sprint   Speech-to-Speech Training Outline
	
	

	Module 1
	Orientation

Objectives

Welcome & Introductions

Description

 History
	
What is Speech to Speech
Differences from Relay

Agent Training

	Module 2
	Speech to Speech Customers
Objectives

Introduction

Phone Image

Characteristics of Speech to Speech Customers

Breaking the Stereotypes
	
Varying Speech Patterns

Voice Synthesizers

Types of Calls
Transparency & Confidentiality Phrases

	Module 3
	Attributes of STS CAs

Objectives

Patience

Concentration

Listening Skills
	
Caller Control
Sensitivity and Understanding 

	Module 4A
	Call Processing Procedures

Objectives

Your Role as CA

Billing

Directory Assistance

Changing CAs 
	

	Module 4B
	Answering Machines and Audio text

Answering Machines

SA to SD Answering Machine

Busy/Disconnects

Audio text Message

Pagers/Beepers

	Module 4C
	Emergency Call Processing

Emergency Services

EM Numbers

Emergency Incident Form

	Module 4D
	Variations

Outbound to Relay

Personal Conversations

Operator Calls

Talking on Hold

Keeping the Customer Informed

Differentiating STS and Relay
Out dialing to STS 
	
Using GA
Spelling

Announcement

900 Calls

Request to Hold
SD to SD through STS
Non STS Calls


         Sprint Video Relay Service Training Outline / Qualifications
	Qualifications
	Certified by the NAD at levels III, IV, or V or certified by RID as IC/TC, CI, CSC, LSC or MSC of demonstrated State equivalent

Possess a minimum of three years interpreting experience

Possess English language skills at a college level

Observe strict confidentiality guidelines using RID’s Code of Ethics

Function in a totally transparent mode

Possess strong receptive and voicing skills

Possess sensitivity to the needs of the Deaf, Hard of Hearing and hearing parties

Have a wide range of experience working in the deaf Community utilizing ASL, PSE and Signed English Community utilizing ASL, PSE and Signed English communication modes in social, economic, and educational settings

Possess interpreting experience for persons who have minimal language skills

Possess computer literacy, including familiarity with current Windows operation system, and be able to operate computer and video equipment

Exhibit superior customer service skills.



	Training Modules
	History of Telecommunications relay services

Orientation of VRS work station, video software and equipment

Sign language interpreter code of ethics

TRS operator rules of confidentiality and code of ethics

VRS roles and responsibilities


Appendix B-3 Sprint Diversified Culture (Deaf Culture) Training Outline

NB: Please note that this Training Module is Sprint proprietary information and permission has been obtained to release this document to the FCC solely for Colorado TRS re-certification purposes.
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INTRODUCTION TO

DIVERSIFIED CULTURE

INTRODUCTION TO DIVERSIFIED CULTURE

I. Who uses the relay service?

A. Hearing-impaired:  a medical term encompassing all levels of hearing loss.

1. Deaf

2. Hard-of-hearing
3. Deafened
B. Deaf/Blind

C. Speech-Impaired
D. Hearing Population
II. Why is it important for us to understand our customers?

A. To dispel myths and misconceptions regarding deafness - see Attachment 1.1

B. Allows us to provide better quality service by meeting their needs.
III. Why is it important for us to recognize their special communication needs?

A. We can fulfill our role by providing equal telecommunication access.

B. We are committed to providing the best relay service possible. (Ask for additional responses)
IV. Pathological vs. Cultural View of Deafness

(Show comparison chart by Chris Wixtrom) - see attachment 1.2

V. Characteristics of Deafness (3 general background variables)

*Important to understand various speech and language skills.

A. Age of Onset

1. Parental impact/influences

a. Parents don't learn Sign language to communicate with their child.

b. Are there other siblings in the household?

2. Deaf parents and hearing parents react differently to the diagnosis of deafness in their children.

INTRODUCTION TO DIVERSIFIED CULTURE

a. Deaf parents are comfortable knowing their deaf child has barrier-free communication flow at home and can use the parents as role models in learning to cope with deafness.

b. Hearing parents may feel their child is different and go through a grief process when they first learn that their child is deaf.  When they try to get information and guidance, they may be confused by all the different opinions they receive.

3. Deafness can occur before or after language and speech skills develop.

a. Pre-lingual:  either born without hearing or lose hearing before age 5.  Both speech and language are affected to varying degrees.  When a hearing child starts first grade, they have a vocabulary of 3,000-15,000 words.  If the deaf child does not have exposure to language they are at a disadvantage.

b. Post-lingual:  those who became profoundly deaf, after age 5, but retained hearing long enough to establish fairly developed speech and language patterns.

B. Degree of Deafness

1. Relative loudness levels of common sounds - see Attachment 1.3

2. Frequency in cycles per second - see Attachment 1.4

3. Range of hearing loss






Normal

0-15   dB






Slight


15-25 dB






Mild


25-40 dB






Moderate

40-65 dB






Severe

65-95 dB






Profound

95+    dB

C. Cause of Deafness

1. 50% includes:

a. Illness during pregnancy - Rubella (German measles)

b. Childhood illness - Meningitis or Chicken Pox

c. Heredity

INTRODUCTION TO DIVERSIFIED CULTURE

2. Other 50% includes:

a. Adventitious:  caused by extrinsic factors like accidents, head trauma and unknown factors.

b. Presbycusis:  caused by natural aging process in humans.  Vast majority of "hard-of-hearing" people fall into this category; senior citizens, etc.

(1) Most deaf people have hearing children.

(2) More than 90% of deaf children have hearing parents.

IV. The Deaf Community

A. A community is a social system in which people live together, share common goals, and carry out certain responsibilities to each other.

B. A Deaf Community is a group of people who:

1. live in a particular region,

2. share the common goals of its members, and

3. work toward achieving their goals

C. Examples of Deaf communities

1. State association of the deaf

2. Local deaf club or chapter

3. Deaf athletic association

4. Schools for the Deaf and its alumni associations

5. Church/religious services

D. The Deaf Community is made of deaf and hard-of-hearing individuals who respect a common language (ASL), politics, common experiences and values, and a common way of interacting with each other and with hearing people.

INTRODUCTION TO DIVERSIFIED CULTURE

*Think about the various cultures around the world.  Each culture usually has its own language, norms of behavior, rituals, identity, values, beliefs and relationships that differ from the other cultures.  Give some examples!

I. Why is there a Deaf culture?

A. The Use of ASL as a Common Language

1. Through speech and lipreading, deaf people only get fragmentary information; however, ASL allows them to have a completely understandable, two-way conversation.

2. Not all deaf people are fluent in ASL.  They are divided into the following classes:

a. ASL monolinguals--Deaf people who can communicate only in ASL and who have no exposure to English.

b. ASL dominant bilinguals--Deaf people who are more comfortable communicating in ASL than in signed or written English.

c. Balanced bilinguals--Deaf people who are comfortable communicating in either language and switch between languages with ease.

d. English dominant bilinguals--Deaf people who are more comfortable communicating in signed or printed English than in ASL.

e. English monolinguals--Deaf people who can communicate only in signed and/or printed English and have no knowledge of ASL.

f. Semi-linguals--Deaf people who can communicate in both ASL and English, but have not mastered the languages.

B. Identity of Deaf People

1. How deaf people identify themselves is very important in Deaf culture.

a. To deaf people, "hearing-impaired" is a term invented by hearing people.  Deaf people who identify themselves as this are judged as not being able to accept their Deaf identity.

b. Deaf people immersed in Deaf culture identify themselves as "Deaf," while they refer to those outside Deaf culture as "deaf."
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c. Deaf people rarely use decibels as a measure of hearing loss.

d. People with good residual hearing are labeled "hard-of-hearing" and are often not completely trusted if they have not accepted their hearing loss and because they can pass off as a hearing person.

e. Deaf students who grow up oral are seen as social outcasts unless they learn ASL and accept Deaf culture.

f. Name Signs--Deaf people are often identified by their name sign within communities.

C. Cultural Values and Beliefs of Deaf People

1. Language, as in any culture, is the foundation of Deaf culture.  Deaf people strongly advocate the use of ASL and encourage its use in deaf education.

2. Speaking, or speech, is discouraged when communicating with Deaf people in sign language.  It is acceptable only if you are speaking with non-Deaf people.  Deaf people believe mouth movement while signing is to show expression, not utter words.

3. Social relations are strong in the Deaf community.  They tend to gather with Deaf friends at Deaf clubs, tournaments, and conventions due to the barrier-free communication environment.

4. Folk Stories and Beliefs

a. Abbe' de l'Eppe, founder of the first school for the deaf in France, is said to be the "father of sign language."  He actually learned the language through deaf peasants.

b. Laurent Clerc, father of Deaf education in America, is believed to have brought sign language to America with Thomas Hopkins Gallaudet.   Actually, sign language already existed, especially in Martha's Vineyard.

c. Origin of signs.  For instance, the signs for "boy" and "girl" were intended to indicate a baseball cap and a bonnet.  However, they were actually the signs for "le" and "la" in French.
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5. Literature, Plays and Poems

a. Gil Eastman's Sign Me Alice
b. National Theater of the Deaf productions - My Third Eye
c. Dot Miles - Gestures:  Poetry in Sign Language
6. Eyes and hands are referred to as deaf people's most valuable possessions.  Nothing is more important to them than the ability to communicate.

7. Deaf people prize residential schools, for that is where they are exposed to Deaf culture, learn ASL, and find their Deaf identity.  Thus, they fight to keep the schools open.

D. How to Communicate with Deaf People; Do's and Don'ts

1. Direct eye contact is important in Deaf culture.  If a person talking with a Deaf person looks the other way, it means he/she is not paying attention or ignoring the Deaf person intentionally.

2. Attention-getting

a. Tapping a Deaf person's shoulder

b. Waving your hands

c. Stamping on the floor or pounding on a table

d. Flashing the room lights, usually in a group situation, to get everyone's attention.

3. Greeting--it is considered appropriate to greet a person and chat for awhile, even if you are in a hurry.

4. Ritual of introduction--Deaf people always introduce others by their full name and tell where they are from and which school they attended.  The reason for this is Deaf people often form friendships by talking about a friend they have in common.  The Deaf world is small and it is not surprising to meet someone who knows a friend of yours.

5. Code-switching:  Deaf people talk to each other in ASL.  However, if they meet a hearing person, they will usually switch to a manual English form of communication.  It is always important to mention that a person is hearing during the ritual of introduction, so that they can code-switch.  The reasons Deaf people do this are to include hearing people in the conversation, as well as keep their language unique and used by Deaf people only.
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6. Joking with Deaf people is done in a different manner.  Facial expressions and exaggerated signs indicate that the Deaf person is joking.  If a Deaf person does not do this, he/she is taken seriously.

7. Intermarriages among Deaf people are very common; 85-95 percent do so.

8. Ritual of farewell--Deaf people often look at their watch and say, "I have got to go soon" but actually leave an hour and a half later.  Why?  This is a cultural habit.  Previously, the telephone was not used as a means of communication between Deaf people, so they had to take advantage of news in person.  This behavior was passed on.  Another reason is Deaf people prefer personal communication rather than talking on the TT/TTY, where it is hard to tell one's emotions.

9. Open/honest/straightforward talk--Deaf people are very blunt with each other.  If one Deaf person thinks that another is portly, he will say so.  Deaf people find no need to use politically correct terms or make indirect statements because they lose meaning.

E. Differences Between Hearing and Deaf Culture

1. Deaf people see, think and reason through vision.  ASL is a visual language.  Therefore, thinking in sounds is nonexistent among Deaf people.

2. Hearing people see, think and reason through sound.  English is a language of sound.  Therefore, thinking is auditory rather than visual.

3. Since two very different senses are used between the two groups to think and reason, cultural differences often surface.
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I. History in Europe

A. Aristotle concluded that the deaf were incapable of reason, due to their inability to hear.  People believed Aristotle and that is why the majority excluded Deaf people.  This belief was generally accepted up to the Middle Ages.

B. A handful of deaf people, mainly children of wealthy noblemen, were educated before the 1750's.

C. Charles Michel Abbe' l'Eppe founded the first permanent school for the deaf to employ sign language in Paris in 1755.

1. Abbe l'Eppe was concerned about deaf people's salvation and believed that teaching them language and educating them would save their souls.

2. When l'Eppe died in 1789, Abbe' Roch-Ambroise Cucurron Sicard headed the National Institution for Deaf-Mutes, aided by his two famous pupils, Jean Massieu and Laurent Clerc.

D. Samuel Heinicke founded the first public school for the deaf to embrace the oral philosophy in 1778  in Leipzig, Germany.

E. The Braidwood Academy, founded in Edinburgh, Scotland, became world famous and served as a model for many schools in Europe.

II. History in North America

A. History of the American School for the Deaf

1. Mason Cogswell, who had a deaf daughter named Alice, and William Bollings, who had two deaf children, wanted to establish a school for the deaf in America so that their children would not have to reside in Britain at the Braidwood Academy

2. John Braidwood, who left Scotland because of money problems, moved to America and attempted to open a school between 1812 and 1817, but failed.

3. Mason Cogswell's daughter, Alice, was playing alone when Rev. Thomas Hopkins Gallaudet noticed her and attempted to communicate.
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4. Mason Cogswell agreed to fund Gallaudet's journey to England in 1815 to learn the teaching methods of the Braidwoods.  However, the Braidwoods refused to teach him in order to protect the secret of their methods.

5. Gallaudet then went to the National Institution for Deaf Mutes in Paris, where he met Abbe' Sicard and Laurent Clerc.

6. Gallaudet convinced Clerc to come with him to America and establish a permanent school.  They spent the entire journey home teaching written English to Clerc and French Sign language to Gallaudet.

7. Clerc became the first Deaf teacher at the Connecticut Asylum for the Deaf and Dumb in 1817, which was later named American School for the Deaf.  Thomas Hopkins Gallaudet became the first superintendent.

8. Clerc and Gallaudet later married two of their students, Eliza Bordman and Sarah Fowler.

9. By 1843, six residential schools for the deaf were added in New York (1818), Pennsylvania (1820), Kentucky (1823), Ohio (1827), Virginia (1838) and Indiana (1843).

10. This time of the century was a peak for Deaf persons involved in deaf education because about half of the teachers of the deaf were Deaf themselves.

III. Alexander Graham Bell's View on Deafness

A. Bell's father and grandfather were elocutionists (teachers of oral speech and delivery).  His mother, Eliza, was deaf, but did not speechread well, so Bell often had to interpret for her through finger spelling.

B. Bell's interest in deafness developed as he toured with his father, giving demonstrations on Visible Speech, a system developed by his grandfather used to describe spoken sounds through written symbols.

C. Bell began teaching Visible Speech in 1870 to about 30 pupils at a school for the deaf in Boston.  Since they had a lot of residual hearing, he succeeded at improving their articulation.

D. In 1872, Bell began learning sign language and teaching speech at the American school at Hartford.  He left in 1873 to do private tutoring.
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E. That same year, in 1873, Bell met his wife-to-be, Mabel Hubbard, when he was hired to teach her speech.  Ironically, her father shared Bell's interest in telegraphy and agreed to help him financially in his attempt to improve upon telegraphy.

F. Bell introduced his invention of the telephone at the American Academy of Arts and Sciences in 1876.  He later used the money he earned to open and support oral schools and associations.

G. In 1877-1878, Bell went to England to establish an oral day school.  He founded another oral day school in Washington D.C. five years later.

H. Bell believed that day schools were better suited for deaf children because they allow interaction with hearing society on a daily basis.

I. In Bell's Memoir upon the Formation of a Deaf Variety of the Human Race, he expressed concerns about deaf intermarriages.  He believed they should be forbidden to prevent the production of deaf children, despite the fact that very few intermarriages produce deaf children.

J. Bell founded the Volta Bureau with $100,000 in 1886.  It is an organization supporting research on deafness.

K. In 1890, Bell founded the American Association for the Promotion of the Teaching of Speech to the Deaf (AAPTSD).  In 1956, it was renamed the Alexander Graham Bell Association.

L. Bell opposed the use of sign language because he believed it would impede development of speech.  He was committed to eliminating sign language.

M. Bell emphasized education for the good of society, trying to integrate deaf people into society as much as possible, so that they could make contributions.

IV. Edward Miner Gallaudet's View on Deafness

A. Edward Miner Gallaudet, born in 1837 to Thomas Hopkins Gallaudet & Sarah Fowler Gallaudet, followed in his father's footsteps in deaf education.

B. Edward's mother, Sarah Fowler Gallaudet, had no usable hearing and unintelligible speech.  Young Edward learned sign language in order to communicate with her.
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C. In 1851, Thomas Hopkins Gallaudet died, leaving Edward to work at the Hartford school part-time when he was 14 and attend Trinity College part-time.

D. In 1857, Amos Kendall--another wealthy man who had supported Samuel Morse in expanding communication in telegraphy--approached Gallaudet with an offer to head the Columbia Institution for the Instruction of Deaf and Dumb and the Blind in Washington, D.C.

E. Gallaudet proved himself an excellent lobbyist, visiting Congress yearly to expand the school's federally funded budget.

F. In 1867, Gallaudet took a tour of Europe to visit schools for the deaf.  He concluded that deaf children should be educated earlier, years of instruction should be increased, personnel increased, and speech and speech reading taught to those who can learn it.  This was the beginning of the shift from manual to combined education.

G. Edward Gallaudet believed that each child should at least have the opportunity to develop oral skills after learning manual communication.

H. Gallaudet strongly believed that sign language was the natural language of deaf people and they should not be deprived of their right to its use.

I. Gallaudet, unlike Bell, believed in emphasizing the individual in education.  He believed every person is different and should be treated accordingly.

V. The Oral/Combined Debate Escalates

A. Gallaudet and Bell had a mutual admiration for the other.  Bell was offered a professorship at the college in 1867, but he declined to focus his efforts on inventing the telephone.

B. Bell received his first honorary Ph.D. from Gallaudet in 1880.

C. During the summer of 1880, hearing educators of the deaf from all over the world met in Milan, Italy, to make a controversial resolution.

1. There were 164 participants at the second International Convention:  87 Italians, 56 Frenchman, 8 Englishmen, 5 Americans, and 8 others.

DEAF HERITAGE
2. All the participants (except the Americans) voted in favor of oralism as the best way to educate deaf children.  The decision in favor of oralism over sign language redesigned Deaf education for the next 80 years, causing numerous teaching methodologies to arise for Deaf children that resulted in a few bilinguists among Deaf persons.

3. European manual schools took a step backward when they banned sign language and changed to the oral method.

4. Ironically, the 5 Americans represented 51 schools with over 6,000 pupils, even more than the number of students represented by the other 159 members of the convention.

5. American schools for the deaf still used sign language, but oralism took the helm in education of the deaf and continued doing so until the 1960's.

D. 1886 - the Conference of American Instructors of the Deaf passed a resolution for all schools for the deaf to teach speech.  Both oralists and combinists agreed that the number of students receiving speech instruction actually dropped that year.  Bell blamed it on deaf teachers and asked Gallaudet to stop hiring them.

E. In 1890 Gallaudet tried to establish a school to teach instructors how to educate deaf people.  Bell opposed the move because he was against the idea of hiring deaf teachers.  He testified against it before Congress, even though Gallaudet verbally promised him not to hire deaf teachers.  Bell believed Gallaudet would hire deaf teachers anyway.  The Senate originally approved Gallaudet's proposal, then reduced the money involved.  At Bell's urging, they refused to continue funding of the school for instructors.  Gallaudet fought back and passed an amendment for a normal school, and it remains to this day one of the most respected schools of deaf education.

F. Bell and Gallaudet's resentment of each other grew to a climax in 1895 at the meeting of a possible merger of the CAID and the AAPTSD.  Gallaudet denounced Bell's efforts to prevent the establishment of the Normal College.  That incident marked a rift between the Combinists and Oralists that continues to this day.

VI. Alexander Graham Bell's Legacy

A. Alexander Graham Bell Association--the AGB Association still promotes the use of residual hearing and speech to integrate deaf people with the world around them.
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B. Volta Bureau--is located in Washington and performs research on deafness, including how to eliminate it.

C. The Volta Review is the major publication of AGB.

V. Edward Miner Gallaudet's Legacy

A. Convention of American Instructors of the Deaf continued serving as an association of teachers dedicated to improving the education of deaf children in America.

B. American Annals of the Deaf served to communicate the views of Deaf America.

C. Gallaudet University is the only liberal arts university for the deaf in the world.  Approximately 2,500 deaf and hard-of-hearing students attend Gallaudet.
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I.
Introduction to the Deaf Community
A. The Deaf Community represents a wide range of people associated with deafness in various roles.  The core of the Deaf community represents cultural values, political and social identity.  It has over 150 years of a rich social life and folklore.  Through efforts to meet their needs, deaf people have organized statewide, nationwide and international networks of social, religious, athletic, scholarly, political and literary organizations serving local, national and international memberships.

B. There are four avenues or ways to gain acceptance into the Deaf community - see Attachment 4.1
1. Political--ability to exert influence on matters that directly affect the Deaf community.  Example:  "Deaf President Now" rally at Gallaudet.

2. Audiological--refers to actual hearing loss.  Obviously not available to hearing people.

3. Linguistic--ability to understand and use ASL.  Level of fluency related to level of acceptance into Deaf community.

4. Social--participation in social functions with other members of the Deaf community.

C. A person's attitude toward deafness is the most important criteria for being accepted.  Everything is weighed in relation to a person's attitude toward deafness.

1. Hearing people generally are accepted on Linguistic and Social levels.

2. It is possible for a person who is deaf or hard-of-hearing not to be a member of the Deaf community.
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II. Establishment of the National Association of the Deaf

A. In the mid-1800's, Deaf people wanted to have a voice in what was happening to them.  They were concerned about education of the deaf, industrial training of the deaf and, discrimination and lack of understanding about deafness.

B. The first national convention took place in Cincinnati, Ohio, in August of 1880, a few months prior to the banning of sign language at the Milan Convention.  Three deaf men, Robert McGregor (its first president), Edmund Booth and Edwin Hodgson, founded the NAD.

C. The NAD worked to improve the image of Deaf people.  They discouraged peddling and took action when state governments tried to ban deaf people from driving.

D. Today, there are 51 affiliated State Associations, including the District of Columbia, that work with the NAD for the rights of Deaf people and try to further improve their lives.

III. Deaf People's Contributions to Society, but not limited to:

A. Communication

1. Samuel Morse, inventor of the Morse code for telegraphy, had a deaf wife.  He invented the Morse code in order to communicate with her.

2. Alexander Graham Bell invented the telephone thinking he was creating a device that would allow him to communicate with his deaf wife, Mabel.  Ironically, it isolated Deaf people even further until the invention of the TT/TTY and relay services.

B. Sports

1. Gallaudet quarterback, Paul Hubbard, invented the football huddle in1892.  He had to use the huddle because the other deaf football team could see everything they were signing.  The huddle caught on with other teams.
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2. Umpires first used signals to aid William "Dummy" Hoy, a deaf baseball outfielder for the Washington Senators and the Cincinnati Reds.  The umpires started raising their arms to indicate a strike and that practice has been used ever since.

IV. Establishment of Mainstreamed Schools

A. The Passing of Public Law 94-142

1. In 1975, Congress passed P.L. 94-142, which stirred controversy in the Deaf community.

2. It was originally intended to provide access for handicapped children to the "least restrictive environment," and targeted disabilities like blindness.

3. Some people took advantage of this law to place the residential schools as the last option and place the deaf children in mainstreamed schools as the first option.

4. This law was a reverse discrimination against Deaf teachers from teaching in the mainstreamed public schools.  Instead of hiring interpreters to voice for the Deaf teachers, public school systems hired "qualified" or "signed" interpreters without RID or state certifications to interpret.

5. P.L. 94-142 was renamed I.D.E.A., which stands for Individualized Development Education Act.

B. I.D.E.A. From a Hearing Parent's Viewpoint

1. The idea of mainstreaming appeals largely to hearing parents of deaf children because they usually have negative presumptions about residential schools.  The idea of deaf children coming home from school is very pleasing.

2. Parents are led to believe the same thing the oralists taught--that deaf children will be easily integrated into society if they are mainstreamed, but with a sign language interpreter.
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C. From a Deaf Person's Point-of-View

1. I.D.E.A. has been taken advantage of to "save money," that is, close down residential schools paid for by state taxpayers.  However, it is much more costly.

2. In a small town where there would be only 2 or 3 deaf pupils, the school would have to provide services like teacher training, sign language classes for interpreters, interpreter training expenses and salaries, speech teachers, a special psychologist for Individual Education Plans (as specified by I.D.E.A.), and so on.

3. The quality of the people hired may not be very high, since more professionals are needed, and there may be a shortage.

4. Some students may thrive in a mainstreamed environment, but like children who grew up oral, a lot of them grew up isolated.

5. Residential schools, with little budgets, would have centrally located resources with the best teachers, speech teachers, etc. if they had more financial support.

6. Deaf students at residential schools are accepted as equal, not looked down upon.  They are able to learn their native sign language and Deaf culture.
V. American Athletic Association of the Deaf, Deaf Olympics
A. American Athletic Association of the Deaf

1. World Games for the Deaf was first held in Paris in 1924.

2. American participation began in 1935 with two Deaf athletes representing the United States.

3. In 1949, the first Winter Games for the Deaf were held in Austria.

4. The World Games came to America for the first time in Washington, D.C. in 1965.
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5. The most recent World Games were held in Sofia, Bulgaria, during the summer of 1993.

VI. National Theater of the Deaf

A. The National Theater of the Deaf was established in 1967 after being ridiculed and rejected several times.

B. The NTD became the first theater company to tour all 50 states and has appeared in most foreign countries.

C. It inspired other countries such as England, Australia, France, Canada, and Sweden to establish their own theaters of the deaf.

D. The NTD has many actors and actresses famous in the Deaf community:

1. Bernard Bragg, who played in "The Quiet Man" and "And Your Name is Jonah."

2. Ed Waterstreet was the Deaf father in "Love is Never Silent."

3. Phyllis Frelich was the Deaf mother in "Love is Never Silent," and appeared in the Broadway play "Children of a Lesser God."

4. Linda Bove taught sign language on "Sesame Street" and appeared in the movie, "Children of a Lesser God."

5. Many other actors and actresses have pursued acting careers after performing with the NTD.

VII. Assistive Devices for the Deaf

A. Hearing aids--Most people don't realize that a hearing aid does not necessarily correct the hearing.  A hearing aid can distort background sounds that drown out what the person is trying to hear.

1. Audio tape--we will listen to a tape that will give you an idea of what the person wearing a hearing aid actually hears. (play tape)
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2. Discuss:  How did you feel?  Were you surprised?  How many of you know someone that wears a hearing aid?  Do you feel frustrated when they don't hear you?

B. Technology for Deaf people began only 30 years ago.

1. 1960s was the era of interpreters.

2. 1970s was the era of TT/TTYs.

3. 1980s was the era of closed captioning.

4. 1990s is the era of relay services.

C. Hearing ear dog

D. Flasher system

E. Closed-captioned television

F. Vibrating pagers

G. Vibrating alarms
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I.
Use of Sign Language Interpreters
A. Rules for using an interpreter.  See Attachment 5.1

B. Discussion on interpreters.  See Attachment 5.2

C. Certification of interpreters--some states, but not all, classify interpreters by categories of expertise.  Interpreters are tested on their expressive and receptive skills using the Quality Assurance Screening Test (QAST), Register of Interpreters for the Deaf (RID), National Association of the Deaf (NAD), or other state certification tests.  Interpreters that are extremely skilled are classified in the higher levels, while those who just got their certification usually start at lower levels and work their way up as their skills improve.

II. Different Communication Systems Used in the Deaf Community

A. ASL (American Sign Language) is a visual language with its own syntax, vocabulary and grammar.  The signs of this language are based on hand shape, position, expression, movement and orientation of the hands in relation to each other and the body.

B. MCE (Manually Coded English) are signing systems like Signed Exact English (SEE) made for hearing instructors who found it easier to sign according to their spoken language rather than learn ASL.  MCE follows English word order but is NOT a language; it is a teaching aid used in class instruction.

C. PSE (Pidgin Signed English) is a hybrid version of ASL and MCE.  Deaf people often use PSE to communicate with hearing signers, since most hearing people are taught MCE or PSE rather than ASL.  The reason for this is hearing people find it hard to learn ASL, and they find learning PSE easier because it still has English syntax rather than ASL syntax.

D. Cued Speech is a system of eight hand symbols that go with particular sounds near the mouth.  For example, in lipreading, it is difficult to tell the difference between "bat," "mat," and "pat."  With cued speech, a deaf student could learn to lipread by watching cues to understand what is being said.  However, cued speech is not a language of its own either; like MCE, it is merely a teaching aid.
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E. Finger spelling is a system in which hand shapes and hand positions combine to form individual letters of the alphabet by which one can literally spell out words.  As one develops skills, this can be read almost as fast as speech.

F. Oral communication uses speech and speechreading.

G. Simultaneous communication uses speech at the same time as signs and finger spelling.

H. Speechreading

1. Speechreading is achieved through the recognition of spoken words via lipreading, facial expressions and gestures.  Only 30% of the sounds can be recognized from lip shape.  Therefore, context clues and the use of residual hearing are essential for success at speechreading.

2. When speaking to someone who is deaf, speak normally.  Your lips automatically form the words.  If you try to emphasize movement of your lips, your lips don't form naturally and it makes it more difficult to read.

I. Total Communication includes the full spectrum:  gestures, speech, formal signs, finger spelling, reading and writing.

III. Why don't some deaf people have much exposure to English?

A. Most children grow up and "pick up" sounds around them.  They are able to identify different sounds when parents speak to them and they pick up language very rapidly in early childhood.  Deaf infants are deprived of this opportunity to pick up auditory information from their environment and therefore learn language later, missing the most critical part of their life for language development.
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B. Deaf children, when taught language at an early age, grow up using sign language as a native language; they learn English very well as a second language because they already know ASL as their first language.  This could be compared to a child that learns Spanish as his first language, but later learns English when he enters elementary school.  Unfortunately for deaf children, some hearing parents avoid teaching their children sign language and try to force them to speak English when they cannot even hear the language they are trying to learn.

C. Most children who grow up without language until a later age will never quite master English.  This happens to some Deaf people who grow up uneducated because their parents are uninformed about education options for their Deaf children.

D. Many Deaf people are ASL-dominant bilinguals.  They speak ASL fluently, but have not mastered English.  Every now and then, they may say something in ASL syntax using English words that may not make sense to an English monolingual.

E. Many schools for the Deaf are using a bilingual/bicultural approach.  This is a recent phenomenon.  They use ASL to communicate among Deaf people, but teach English, the major language, to Deaf children.  However, low expectations have hampered progress.  Also, language cannot be learned in the classroom unless one already knows a language.

F. English is one of the most difficult languages in the world to learn.  Its grammatical structure is rigid and some rules do not make sense to Deaf people.  Several examples:  the past tense of walk is walked; why not "goed" for go?  If the plural of mouse is mice, why not "hice" for houses?  Or if you say geese for plural of goose, why not "meese" for the plural of moose?

IV. Deaf President Now


Show "Deaf Mosaic" videotape of Deaf President Now
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V. Changes in Attitude Towards the Deaf Community

A. The Role of Deaf People in Education

1. Even though Gallaudet has a Deaf president, many administrators at various colleges for Deaf people across the country are not Deaf and may lack the necessary understanding of Deaf culture to teach their students effectively.

2. In 1880, the end of the Golden Age of the Deaf, 40 percent of teachers of the Deaf were Deaf themselves; right after the Milan Convention, this figure dropped to 31%.  In 1927, during the heyday of oralism, only 14% of the teachers were Deaf.  Sadly, this figure is about the same today.

3. More and more Deaf students are learning how to use a sign system that may be Exact English or Pidgin (combo of SEE and ASL).  ASL cannot be used with spoken English at the same time; therefore, Deaf students who do so have to use Pidgin Signed English or Signed Exact English, which is not a true language.

4. Evidence of bilingualism as an effective method of educating Deaf children has not been fully accepted.  According to some studies, Deaf children with Deaf parents who grow up using ASL do better than Deaf children with hearing parents who force them to learn English first.

B. Deaf People in the Entertainment Industry

1. Not many Deaf people were portrayed in Hollywood; this seemed to have changed with the appearance of Marlee Matlin, who won an Oscar for her performance in "Children of a Lesser God."

2. The National Theater of the Deaf wrote many plays expressing the views of the Deaf community to the public.  One of the most popular plays was My Third Eye, in which oralism was condemned and sign language was emphasized.  Various Deaf actors and actresses told tales of how they were treated in oral schools, such as having one's hands struck with a stick when he tried to sign; another was told not to laugh because he uttered 
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animalistic noises, and he laughed silently thereafter.  It was a powerful agent of change, along with the recognition of ASL as a language, and the Deaf community grew stronger during the 1970's.

C. Feelings of Pride Instead of Oppression

1. One key to the upsurge of Deaf pride is the discovery by William Stokoe that ASL is a language with similar linguistic rules as other languages.  Interest in Deaf heritage and culture increased.

2. The number of Deaf people in higher education increased, producing more educated and capable Deaf adults.

3. Especially after Dr. King Jordan became president of Gallaudet University, Deaf people raised their expectations and kept their hopes high for a better future.

VI. Recent Changes in the Deaf Community

A. Americans with Disabilities Act of 1990 (ADA)

1. The ADA prohibits discrimination against people with disabilities in employment, public accommodations and services provided by corporations, public services and telecommunications.

2. It is not an affirmative action statute, but it requires employers to provide reasonable accommodations, as long as there is no undue hardship on the employer and the business.

3. In the private sector, the ADA is the first piece of legislation that prohibits discrimination against people with disabilities in companies with more than 15 employees.

4. In the public sector, the ADA prohibits discrimination in public transportation that includes buses and rail and provides for all new vehicles to be accessible to individuals with disabilities, including those who use wheelchairs.

5. Title III of the ADA prohibits discrimination in hotels, restaurants, movie theaters, stadiums, convention centers and other public areas.
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6. Title IV of the ADA focuses on telecommunications accessibility.  It states that an intra- and inter-state relay service shall be established to enable those with hearing and speech impairments to use voice communication by wire or radio.  This is intended to increase the equality and enjoyment of life for those with speech or hearing impairments.

B. Equal Access

1. After ADA and the DPN movement, Deaf people became more active and visible among groups and organizations with decision-making power that impacted education and the social welfare of Deaf people and their community.

2. Unfortunately, some of their efforts were viewed negatively because the public did not understand their true intentions.  Deaf people want equality and the power to make decisions on issues that affect them and their community.

C. Cochlear-Implant Controversy

1. Recently, the cochlear implant has given some Deaf people the ability to hear sounds much better; however, it does not work for everyone and the sounds may be as distorted as if heard with a hearing aid.

2. Many Deaf people see it as a cultural issue since the cochlear implant has replaced the oralist movement as an effective alternative to "integrate" Deaf children into society.  Deaf people are concerned that parents may be mislead into believing that giving their deaf children cochlear implants will help them become hearing.  This is not the case and it reinforces the denial of accepting their children as deaf.  Also, there is no research to verify that no harm is done to the child or what the effects of the implant will be on their adult life.  People with cochlear implants cannot hear fully what hearing people can hear, so the Deaf community see them as "pale imitations of hearing people."

3. On the other hand, cochlear implants have proven to be effective with some patients, depending on the cause of the hearing loss.  They may be able to hear sounds more clearly.
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D. Bilingual/bicultural education has become common.  Simultaneous communication is used by 80 percent of Deaf children, and they learn ASL among other Deaf people.  Deaf children in residential schools are encouraged to find their Deaf identity, but not to isolate themselves from the "outside world."  They are encouraged to learn English and learn how to speak, though sign language takes precedence in education of the Deaf.

E. Relay Services provide deaf people with the ability to reach out and communicate with hearing peers.  Previously, it was necessary for both parties to have TT/TTYs or use interpreters to communicate, but relay services broke down the barriers of communication over the telephone.
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I.
What is ASL?
A. ASL is a visual language.  It is also considered a visual-gesture language.  See Attachment 6.1

B. Gestures can be simply defined as any movements of the body that occur for the purpose of communication.  In the past, people thought that the body movements of ASL were imprecise and irregular.  Now we know that gestures found in ASL are a special set of rule-governed behaviors called signs.  The units of ASL are composed of specific movements.

1. The hearing community also use gestures (that are not ASL but are part of the visual components important to ASL).  What does it mean to you when someone shrugs their shoulders?  Usually it means "I don't know."  If you weren't looking at them would you have gotten that message?

2. Hearing people use many signs.  Ask agents to think of signs they may use.  Give examples to get them started:  sleep, hair, OK, eat, boat, time, cry, house, walk, bye, comb, baby.

C. What is meant by visual?  Since ASL uses body movements instead of sound, listeners/receivers use their eyes instead of their ears to understand what is being said.  Because all linguistic information must be received through the eyes, the language is carefully structured to fit the needs and capabilities of the eyes.

1. Example:  a hearing person absorbs a lot of information through listening.  In a meeting where several people are talking and interrupting each other, a hearing person can follow the conversation.

2. Someone who is deaf receives information visually and needs to look at the person signing.  It is much more difficult to follow the conversation and the speakers.
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II. History of ASL

A. George W. Veditz, a deaf teacher--who became president of the National Association of the Deaf in 1904--said "As long as we have deaf people, we will have Sign Language."

B. Information collected through different centuries shows that Veditz was right.  Throughout the centuries, wherever there have been deaf people, there have been sign languages that they or their ancestors developed.  Why do deaf people develop and use sign languages, so they can effectively communicate with each other?

C. Languages do not have to be vocal-auditory; in fact, various scholars throughout the centuries have argued that the first languages used in pre-historic time were gestural languages.  There is even evidence suggesting that the vocal apparatus necessary for speech did not develop until later.  In any case, because deaf people do not hear, they therefore cannot effectively use a language composed of sounds and use a different kind of language better suited to their communicative needs, capabilities of the eyes.

D. Today's ASL evolved from the sign language of France by Thomas Hopkins Gallaudet and Laurent Clerc.  Approximately 60% of ASL is of French origin.  The communication mode of the deaf before 1817 was most likely home signs or gestures, which are signs invented by the people in the household.

III. ASL's Recognition as a Language of its Own

A. ASL was ignored and dismissed by linguists who believed it was not a true language.

B. Dr. William C. Stokoe began an interest in sign language in the mid-1950's.  He filmed different deaf people signing, and studied thousands of hours of sign language.

C. Stokoe discovered that ASL had points of contrast, syntactical patterns, and morphemes, which are involved with language.  In 1960, Stokoe published his findings, which were largely rejected, even by some members of the Deaf community.
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D. However, after Stokoe published another book in 1965, interest and acceptance of ASL as a native language exploded.  The Deaf community was studied from linguistic, anthropological, psychological and sociological perspectives.

E. Linguists dismissed ASL as ungrammatical when translated to English; however, most languages, when compared to English word for word, appear to be ungrammatical. 

F. ASL has a grammatical structure of its own.  In fact, ASL has been identified as having the same grammatical structure as the Navajo and Aztec languages. It can contain abstract concepts.

IV. Rules of ASL (as identified by Gallaudet Regional Center, Flagler College)

A. Location of pronouns--Put people in "space" around signer, i.e. "He (point) told me she (point) will arrive late."

B. Location/Direction of verbs--Incorporate location of people ("space") by direction of verb, i.e. "You tell her what happened.  I tell.. You tell me.."

C. Directionality--Use head position changes and shoulder shifts to show shifts in conversation when recounting a story.

D. Eye Gaze--Use to show who is talking.  Use to convey qualities (i.e. height).

E. Fronting for emphasis--Put most important part of sentence first (or the part that you want to emphasize).

F. Either or which--Signed at the end of the thought.

G. Conditional clauses--They always receive result, never left "hanging,"  i.e. "I won't give you candy, if you won't go to bed."

H. You--You is signed at the end of the sentence in a question, plus head bent forward, i.e. (Are you) "ready for the test, you?"

I. Pausing--in a sentence tells meaning.
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J. Facial expression--is essential to convey meaning (normally present in voice inflection).

K. Incorporation of manner--Use the body to help convey meaning.

L. Continuous aspect (Present Tense)--Show progressive verb tense by signing verbs in circular motion, i.e. "I am reading the book" vs. "I read the book. (finish)".

M. Incorporation of numbers and plural--Incorporate number in the sign, i.e. "every three weeks" (circle) "two months" (finish).  Use repetition in verb to show plural, i.e. "I gave the papers to three people."  (Show giving to three.  Don't sign "3.")

N. Showing negatives by use of head shake--Ex:  "Last night I studied."  (Shake head no.)

O. Distinguishing noun from verb--A noun is a more repetitive and shorter sign; a verb has more motion & longer sign.  Examples:  airport vs. fly; bed vs. sleep; glass vs. drink.

P. No use of the infinitive--Ex:  "I want to go to the movies" = "I want go to the movies."

Q. Time indicators--Occur at the beginning of the thought, i.e. "Last Monday, I went bowling."  Sign down (direction) for every Monday.  Can sign "will" for future at the end of the thought, i.e. "Monday I go bowling, will."

R. Finger spelling--Done very fast.  (Can't see all the letters, so learn to identify the movement.)  Examples:  back, job, car, what.

S. Sign selection--Choice of sign based on meaning (i.e. conceptually correct).  Example:  run (legs, pantyhose, management, engine, runny nose, etc.).

T. Sign production--Position, hand shape, movement and orientation.

U. Signing space--Use space around the body to convey meaning, i.e. "First I met Mary. Then we went to see Joe…."
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V.
Five Parameters of ASL

A. Hand shape--the way the hand is shaped and placed can change the word.  NAME and TRAIN, PHONE and WRONG.

B. Orientation--how the two palms are located in relation to each other.  HELP, SHOW, AGAIN

C. Movement--motioning forward indicates future and behind you indicates past.  TOMORROW, YESTERDAY.  Also, motion is important to determine behavior.  LOOK can be signed in many different ways.  (Glance, stare, look over a table, look all over a person, look repetitively.)

D. Location--where your hands are located in relation to your body.  ROOSTER, LOUSY, ELEGANT  (Also, explain how to distinguish between male and female signs.)

E. There is often a fifth parameter, non-manual expression.  Some signs to distinguish differences between signs with the same parameters of movement, orientation, movement and location.  SHY, SHAME, WHORE.  Because this parameter cannot be expressed when typing on the TT/TTY, the intent of the message is more difficult to correctly understand.


VI.
English Idioms vs. ASL Idioms
A. Examples of English idioms and their meanings--look at the words literally!

1. Dead to the world--fast asleep.

2. Put (one's) foot in (one's) mouth--to say or to do something inappropriate, causing embarrassment.

3. Hear from the horse's mouth--to hear something directly

4. Get wind of--to get news of, hear rumors about.

5. Kick the bucket--to die.

6. Needle in a haystack--something that will be difficult to find.

7. Burst at the seams--to be too full.

8. Bull in a china shop--to be very clumsy.

9. Got a frog in (one's) throat--to have to clear one's throat.

10. Fall upon deaf ears--to have spoken and not listened to.
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B. Examples of ASL idioms and their meanings.

1. Think, zero, me!--I can't think of anything, I know nothing about this.

2. Train gone (zoom), sorry!--I don't want to repeat this, I forgot what I just said.

3. Finish, finish, please!--All right, stop that, that's enough please!

4. Man pop up, late--The service man has not yet arrived.

5. Think yourself!--It's up to you, suit yourself.

6. Hands off shoulders!--It's not my problem, I'm not getting involved.

7. Jaw drop--I can't believe it.

8. Pity zero, me!--I don't feel sorry for you!

9. Inform me, late you!--You haven't told me about this yet.

10. Succeed, finish me!--I finally did it!

AMERICAN SIGN LANGUAGE

(Part 2)

I.
Evolution of ASL - Veditz to Present

A. In the early 20th Century, it was considered pleasing to have a Deaf person sign with his mouth closed, and his face with little expression.  Today, the opposite occurs.  Deaf people often move their lips to show strong expressions and use body language in order to communicate.

(Show Veditz's NAD videotapes to Preserve Sign Language, if available; this has signers like Veditz himself, Edward Miner Gallaudet, and other prominent figures in the Deaf community).

II. Is ASL the same throughout the country?
A. As in spoken language, ASL usage is various and depends upon the individual.  Some deaf people are proud of their ASL skills.  Others, with a good command of the English language, may show off their knowledge.

B. Signers from other countries who learn ASL may still have an "accent" from their native Sign language.  They would use native signs from time to time while using ASL, just as hearing foreigners would retain an accent from their home country.

C. Just as someone from the Bronx would speak differently from someone with a Tennessee twang, each region of the United States may have different signs for the same word.  The language stays the same in terms of grammatical rules but the actual sign may vary.

III. Syntax of ASL

*Syntax has a range from simple to complex grammar.

A. In English, sentences are mainly structured like modifier-subject-verb object (MSVO), but it is possible to have structures like SMVO, MSVO, and SVOM.

B. In ASL, however, the word order depends on what is emphasized in the sentence.  Usually, the word that is emphasized appears at the beginning of the sentence.
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C. In ASL, directional verbs describe nouns, subjects, and objects.  Some directional verbs are classifiers, which are not used in English.  (Give an example - car parked, driving, etc.)  The Navajo also use directional verbs and move their arms while they talk.

D. Mentioning a certain word in past, present or future tense indicates time.  Past tense is not expressed by "-ed".

1. Boat me buy me (I bought a boat.)

2. Yesterday boat red white me buy me (Yesterday, I bought a red and white boat.)

a. Notice how the word "yesterday" was used to indicate past tense.  The word "bought" was not used to indicate past tense.

E. The verb "to be" is not used.

1. You pretty (You are pretty.)

2. Tomorrow she race she (Tomorrow she will be in a race.) OR (Tomorrow she will run in a race.)

F. Commonly used words with different meanings depend on the content of the conversation.

1. "Finish"

a. School finish graduate me (School's over.  I graduated.) OR (I graduated from school.)

b. Bother finish (Stop bothering me.) OR (I've had enough of you bothering me.)

c. Me finish touch Houston (I have been to Houston.) OR (I have visited Houston.)  Notice the example shown above the use of the word "touch."  This usually means it has been experienced.

d. Finish!  (That's it!)
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2. "For for"

a. talk talk for for (Why are you talking so much?)

b. red faced for for (Why are you so embarrassed?)

G. Check for understanding activity.  Ask class to work in teams of two and write their translation to the following ASL sentences:

(Write sentences - not answers - on flipchart)

1. Stay up all night for for?  (Why did you stay up all night?)

2. Heard finish before you?  (I've already heard that.)

3. I, I, I finish you.  (Stop bragging.)

4. Laugh at me for for?  (Why are you laughing at me?)

5. Inform you finish me.  (I already told you.)

6. Time finish.  (Time's up!)


IV.
How to Translate ASL to English and Vice Versa
A. As a relay agent, you will change the text you receive from the TT/TTY user into conversational English by:

1. Slightly changing the word order, as we have done in the previous examples.

2. Adding, deleting, or substituting "non-essential" words.  However, be careful not to use bigger words to make it sound more impressive.

Example:  TT/TTY user:  I ALREADY APPLIED FOR WORK AND NEED A JOB  Voice - exactly as typed.  DON'T change to "I'm checking on the status of my application."

3. Polishing and relaying the message in the way it was intended.  KEEP THE SPIRIT OF THE MESSAGE!
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4. Activity:  Attachment 7.1 - Put examples on overhead.  Ask each table to work together to put into Conversational English.  Then call on a table at random.

5. The relay message is voiced as it comes over the TT/TTY.  You don't need to wait for the entire message as it appears.

B. If you do not understand the message, DO NOT second-guess!  Read the message word for word.  The voice caller may have a better understanding of the subject or the person's language than you do.

1. Example:  TT/TTY user types:  MONEY TO PAY NOT FIRST NO WAY TO COME TO HERE GO OTHER PAY Q GA

2. Voice caller may understand and reply, "OK Dave, that is fine.  So you will be paying me on the 15th, right?"

C. If the voice caller did not understand the above TT/TTY statement, ask them to hold.  Type to the TT/TTY user exactly what the voice caller said.

1. Example:  I DO NOT UNDERSTAND WHAT DO U MEAN GO OTHER PAY Q GA

2. Put the control of explaining back to the TT/TTY user.

D. If a word is misspelled, but you can decipher it, do so.  If you can't decipher it, in parenthesis, type to the TT/TTY user (WHAT MEAN ______ Q GA)

E. As a relay agent, you type exactly what the voice caller says back to the TT/TTY user.  In your ears and out your fingers!

1. This is referred to as "verbatim."

2. The agent attempts to type every word said by the voice caller.

3. If the voice caller is speaking too quickly, the agent tries to slow them down.

a. Use a phrase such as, "I'm sorry, could you please slow down.  It is important that I type everything you say."
b. Then read the last sentence you typed.
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c. Read the sentence at about the speed you are able to type it so the caller will have a better idea of how fast to talk.

d. When the voice customer takes a breath, this would be a good time to ask them to hold.  It is a more natural break.

F. Activity:  Attachment 7.2 - Show overhead.  Discuss with class how to put into Conversational English.  (These are a bit more difficult.)

G. Activity:  These samples are more difficult.  Challenge the class to convert to Conversational English.

1. Write the phrases on the flipchart.

a. There Canada sheep many (Up in Canada, there are many sheep.)

b. Shock sheep me finish buy (I bought an electric blanket.)

c. Hearing aid dead shock zero.  (Hearing aid battery is dead.)

2. Be sure to let the class know that this is not what they will see on a daily basis.  Reinforce the idea that supervisors are there to help and support.

H. Activity:  Attachment 7.3 - Show overhead.  Discuss with class how to put Conversational English into simpler terms that the TT/TTY user could understand.

TTYPHONY & TT/TTY COURTESY


I.
The First Teletypewriter (TT/TTY)

A. Robert Weitbrecht, a deaf physicist who built ham radios as a hobby, and James Marsters, a deaf orthodontist, were concerned about how they, as deaf people, could communicate over the phone.

B. In 1963, they experimented with teletypewriters at their own houses.

C. Weitbrecht developed an acoustic coupler in 1964 that allowed the teletypewriter to send audible signals to another teletypewriter over a telephone line.

D. Conveniently, many companies were getting rid of their teletypewriters, so surplus TT/TTYs were gathered and equipped with acoustic couplers and given to deaf people across the country.

II. Evolution of the TT/TTY to Today's Model, as written in the 1993 TDI Directory

A. In 1965-66, Weitbrecht formed R.H. Weitbrecht Company to sell TT/TTYs.

B. 1967 - R. H. Weitbrecht Company was renamed Applied Communications Company.

C. 1968 - 25 TT/TTY stations were in operation for/by the deaf nationwide.

D. 1971 - "Scanatype"--a digital readout version of TT/TTY--was introduced by ESSCO Communications.

E. In 1979, Telecommunications Device for the Deaf (TDD) was accepted as the appellation for all TT/TTY-like devices.

F. In 1985, Krown Research, Audiobionics, and Ultratec introduced new TT/TTYs.  Most other companies dropped out of the market as competition for low-cost TT/TTYs began.  Distribution programs further increased in Florida, Arizona, Nevada, Wisconsin, Illinois, Massachusetts and other states.
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III. Laws of Telecommunications Accessibility

A. In 1975, Congress passed Public Law 95-602, the Rehabilitation Act of 1973, which provided "reasonable accommodations" in Section 504 for people with disabilities.  The 1978 regulations of this law specifically mention TT/TTYs among those "reasonable accommodations."

B. In 1983, Public Law 97-410 contained the Telecommunications for the Disabled Act of 1982, which provides for appropriate equipment to make telephones accessible to deaf people as a reasonable accommodation.

C. California, in 1980, was the first state to distribute TT/TTYs to all deaf citizens, and about 15 other states followed.

D. The ADA, Title IV, provides for intra- and inter-state access to relay services across the country, as well as international access.

IV. TT/TTY Courtesy

Show TDI video "Using Your TTY/TDD."

Demonstrate a TT/TTY-to-TT/TTY call.

A. Things to remember, as identified by the Telecommunications for the Deaf, Inc. (TDI) in the 1993 TDI directory.

1. Always identify yourself immediately when you make or receive a TT/TTY call.  Since the person on the other end cannot hear you in a telephone call, it is important and polite to do this.

2. Remember that TT/TTY calls take longer than voice calls.  Before you make a business or long distance call, prepare what you plan to say and have any information that you will need handy for the call.

3. After you finish a call, be sure to turn your TT/TTY off and hang up the phone receiver or turn on the TT/TTY answering machine.  If you forget to hang up the phone and someone else tries to call you, they will get a busy signal.

4. It is polite to type "Good bye," "So long," "Thanks again," or some other closing remark before you type "SK."
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V. Development of Relay Service Market

A. In 1974, Converse Communications Center, Inc. started a relay service in Connecticut.  David Yoreo, a hearing man, made deaf friends at his church and realized that a relay service would help, so he established TT/TTYs in his home and office.  His family relayed calls from the office during the day and from home at night.

B. In 1975, Ben Soukup, a deaf man, started a statewide, 24-hour a day service in South Dakota funded by the state vocational rehabilitation service.

C. There is still an ongoing controversy about who established the first 24-hour, 7-days-a-week relay service, Connecticut or South Dakota.  Connecticut was first.  South Dakota was the first relay service founded by a Deaf person.

D. 1987 - California opened the first statewide, 24-hour-a-day, 7-days-a-week relay service funded by a phone company (AT&T).  The service in California became a Sprint relay service in 1992.

E. By 1992, 49 states and the District of Columbia had telecommunications relay services.

HARD-OF-HEARING CUSTOMERS & 

LATE DEAFENED ADULTS


I.
Characteristics of Hard-of-Hearing Customers

A. Out of 24 million people with hearing loss in the United States, 22 million are hard-of-hearing or late deafened.

B. The main difference between profoundly deaf people and hard-of-hearing people is that the latter have some residual hearing, which means they can or may be able to benefit from hearing aids either in the ear, in the canal, or behind the ear.

C. Most hard-of-hearing customers grew up learning spoken English rather than sign language and they may prefer to use Voice Carry Over (VCO) as most of them can speak very well.

D. Hard-of-hearing customers may not be familiar with TT/TTY etiquette.  They may have never used a TT/TTY and may feel uncomfortable using one.

II. Assistive Devices for Hard-of-Hearing Customers

A. Internal loop system

B. Hard-of-hearing customers may also use TT/TTYs, closed-captioned TVs, and light systems.

C. Cochlear implant

D. Telephone amplifier

E. T-coil in hearing aid for use with hearing-aid compatible telephone using electromagnetic induction, FM systems, infrared systems, televisions, and cassettes.

III. Establishment of the Self-Help for the Hard of Hearing (SHHH)

A. In 1979, Rocky Stone, a hard-of-hearing man, established SHHH for hard-of-hearing people who were not Deaf and not involved with Deaf culture.

B. The organization grew to have a national office in Bethesda, MD, a board of trustees, 270 chapters in 48 states and 17,000 members.
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C. SHHH provides information on all areas of hearing loss, technology to help the hard-of-hearing, legal rights, family issues, and so on.  It also pushes for the implementation of the ADA and other key legislation.

D. SHHH's philosophy is that given enough information, a consumer with a hearing loss can live up to his/her potential.

IV. Relaying for Hard-of-Hearing Customers

A. Some hard-of-hearing customers prefer to use VCO, since they grew up speaking and want to continue speaking on the telephone.

B. Hard-of-hearing customers may make a lot of calls on the job and they need agents to be efficient go-betweens on such calls.

C. If a hard-of-hearing person is calling someone on a TT/TTY, it is important for the agent to speak clearly and at a slower pace and with a stronger tone.  It is not necessary to speak louder because it often does not help.

D. It is important to be patient.  Some hard-of-hearing people have lost some of their remaining hearing, so it is frustrating to adjust to using the relay rather than making voice calls directly.

V. Characteristics of Late Deafened Customers

A. May not be familiar with TT/TTY etiquette.  They may feel displaced and face discrimination.

B. Grew up in hearing culture.  A late deafened person may feel displaced and face discrimination.

C. Example:  Dr. I. K. Jordan, President of Gallaudet University, became deafened after a motorcycle accident at the age of 21.  He went on to graduate from Gallaudet College.

D. Many late deafened adults became deaf from head injuries, toxicity, neurofirbromatosis type 2, Meniere's syndrome, presbycusis, acoustic neuromas, heredity, adverse drug reactions, aging and progressive loss for unknown reasons.
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E. Late deafened adults are often culturally hearing, but are audiologically deaf.  Even though some of them learn sign language, all of them have learned how to speak and often still have the ability to speak clearly.

VI. Establishment of the Association of Late Deafened Adults (ALDA)

A. ALDA was founded in 1987 by 13 late deafened adults at a Chicago party.  It has grown to 2,000 members in the United States, Canada, and several countries around the globe.

B. Marylyn Howe founded the first ALDA chapter outside Chicago in1989 Boston.

C. ALDA provides support and education to late deafened adults and their families and helps them cope with the changes in their lives resulting from their hearing loss.

VII. Relaying for Late Deafened Customers

A. Some late deafened adults, as well as hard-of-hearing customers, use computers with interactive systems.  They may use emoticons (emotions + icons) to show emotions.  For example, a smile may be shown with :). 

B. Relaying for late deafened customers is basically the same as relaying for hard-of-hearing customers, be sure that you relay what the other party says verbatim.  Late deafened adults grew up in the hearing world, and expect to be spoken to as if they were still hearing.  Try not to shorten or change words in any way.  This is true for all customers unless otherwise instructed.

DEAF/BLIND, SPEECH-IMPAIRED, SPANISH-SPEAKING, AND HEARING CUSTOMERS

I.
Characteristics of Deaf/Blind Customers

A. Dual disability

B. Use Helen Keller as an example.  Even though Helen Keller is the most famous deaf/blind person in American history, she ironically helped blind people, not deaf/blind people.  She was against the use of sign language to communicate.

C. Problems with communications and mobility.  Most deaf/blind customers sign and finger spell to communicate.  They also use Braille to read.

D. Approximately 40,000 people are deaf/blind in the United States.

E. About 20,000 to 25,000 deaf/blind people have Usher's Syndrome

1. Usher's Syndrome is a condition in which a person is usually born deaf and gradually becomes blind over his lifetime.  His eyesight shrinks like tunnel vision until nothing can be seen.

2. Age of total blindness varies.  A small percentage lose their eyesight in their twenties.  Though most become totally blind during their thirties or forties, a few have good eyesight until their sixties or seventies.

F. The American Association of the Deaf/Blind was founded in 1937 as a correspondence club, but has become an advocacy group with about 600 members.

II. Assistive Devices for Deaf/Blind Customers

A. TeleBraille TT/TTY System - there are only 250 TeleBraille machines existing in the United States, since it costs $5,500.

B. Large print device to connect to TT/TTYs.

C. Large visual display connected to a TT/TTY.
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III. Relaying for Deaf/Blind Customers

A. In the case of a customer using a TeleBraille TT/TTY, it is crucial that the agent types slower.  The customer may be typing quickly to the agent, but the TeleBraille machine requires the information it receives to come in at a much slower pace.

B. To remind yourself to type slowly, follow these guidelines:

1. After each word is typed, count to 3 before typing the next word.

2. After each word is typed, take a breath before typing the next word.

C. Be patient.  These calls may require more time, but remember how important each and every customer is to Sprint relay.  You are instrumental in providing equal access to all citizens.

D. Since most deaf/blind customers don't have TeleBraille machines, they may use relay interpreters who are deaf and utilizes a TT/TTY to call through the relay for them.  Be sure to type slowly and clearly so that the deaf interpreter can get the message across.  Again, this requires a lot of patience.  In such a case, deaf/blind customers will usually inform the agent that an interpreter is present.

IV. Characteristics of Speech-Impaired Customers

A. Speech-impaired customers usually are hearing and simply have the inability to speak clearly.

B. Show video tape, if possible.

V. Assistive Devices for Speech-Impaired Customers
A. HCO

VI. Relaying for Speech-Impaired Customers

A. Most speech-impaired customers have normal hearing, and would prefer to use HCO (Hearing Carry Over).  They type to the agent, and hear what the other person says.  This requires time and patience when switching back and forth.

DEAF/BLIND, SPEECH-IMPAIRED, SPANISH-SPEAKING, AND HEARING CUSTOMERS

VII. Relaying for Spanish-Speaking Customers

A. When a Spanish-speaking customer calls, type or say, "Un momento por favor" (one moment please), and proceed to transfer the call to a Spanish-speaking agent.

B. If the originator of the call wants to disconnect the call, say or type "Perdone la llamada" (excuse the call).

C. If the originator of the call wants to be transferred to a bilingual agent and one isn't available at the moment, type or say, "Llamaremos en un momento con una operadora espano.  Adios."

D. If the originator of the call speaks English and is using voice, and someone answers the TT/TTY in Spanish, the same Spanish phrase above will be used.

VIII. Relaying for Hearing Customers

A. Some hearing customers are reluctant when using the relay.  They may not have used the relay before or think it's a salesperson.  Be patient with them and be sure to explain clearly what the relay service is.  Some hearing people think the relay service is remarkable, but some others may think it is a waste of time.

B. Voice inflection is very important to the hearing customer.  A monotone voice sounds like a computer and is confusing to the customer unfamiliar with relay.  Using a conversational tone and good pacing will facilitate a smooth relay call.

Appendix B-4   Sprint Oral-to-Test Typing Results

	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	1
	82
	
	51
	62
	
	101
	66
	
	151
	72

	2
	80
	
	52
	80
	
	102
	90
	
	152
	84

	3
	86
	
	53
	61
	
	103
	75
	
	153
	83

	4
	79
	
	54
	75
	
	104
	95
	
	154
	74

	5
	61
	
	55
	76
	
	105
	77
	
	155
	69

	6
	63
	
	56
	76
	
	106
	61
	
	156
	84

	7
	82
	
	57
	94
	
	107
	78
	
	157
	91

	8
	105
	
	58
	64
	
	108
	70
	
	158
	84

	9
	78
	
	59
	84
	
	109
	70
	
	159
	89

	10
	62
	
	60
	76
	
	110
	66
	
	160
	86

	11
	85
	
	61
	70
	
	111
	79
	
	161
	69

	12
	72
	
	62
	94
	
	112
	76
	
	162
	72

	13
	85
	
	63
	64
	
	113
	75
	
	163
	68

	14
	80
	
	64
	62
	
	114
	95
	
	164
	98

	15
	64
	
	65
	81
	
	115
	72
	
	165
	63

	16
	77
	
	66
	84
	
	116
	73
	
	166
	88

	17
	75
	
	67
	94
	
	117
	72
	
	167
	70

	18
	76
	
	68
	70
	
	118
	83
	
	168
	64

	19
	67
	
	69
	76
	
	119
	108
	
	169
	68

	20
	88
	
	70
	80
	
	120
	65
	
	170
	63

	21
	77
	
	71
	99
	
	121
	71
	
	171
	88

	22
	78
	
	72
	93
	
	122
	87
	
	172
	71

	23
	81
	
	73
	62
	
	123
	90
	
	173
	102

	24
	65
	
	74
	74
	
	124
	84
	
	174
	68

	25
	60
	
	75
	75
	
	125
	63
	
	175
	79

	26
	96
	
	76
	63
	
	126
	74
	
	176
	64

	27
	76
	
	77
	86
	
	127
	68
	
	177
	61

	28
	61
	
	78
	71
	
	128
	75
	
	178
	80

	29
	67
	
	79
	101
	
	129
	66
	
	179
	81

	30
	100
	
	80
	94
	
	130
	64
	
	180
	64

	31
	90
	
	81
	71
	
	131
	103
	
	181
	60

	32
	91
	
	82
	80
	
	132
	96
	
	182
	89

	33
	76
	
	83
	60
	
	133
	96
	
	183
	60

	34
	71
	
	84
	68
	
	134
	68
	
	184
	61

	35
	84
	
	85
	115
	
	135
	86
	
	185
	90

	36
	74
	
	86
	65
	
	136
	61
	
	186
	92

	37
	72
	
	87
	101
	
	137
	72
	
	187
	73

	38
	76
	
	88
	98
	
	138
	71
	
	188
	67

	39
	76
	
	89
	68
	
	139
	63
	
	189
	77

	40
	75
	
	90
	82
	
	140
	99
	
	190
	69

	41
	79
	
	91
	84
	
	141
	72
	
	191
	68

	42
	62
	
	92
	90
	
	142
	84
	
	192
	65

	43
	77
	
	93
	60
	
	143
	60
	
	193
	71

	44
	89
	
	94
	64
	
	144
	83
	
	194
	75

	45
	92
	
	95
	82
	
	145
	68
	
	195
	74

	46
	76
	
	96
	70
	
	146
	95
	
	196
	69

	47
	84
	
	97
	86
	
	147
	68
	
	197
	67

	48
	83
	
	98
	73
	
	148
	91
	
	198
	72

	49
	89
	
	99
	68
	
	149
	63
	
	199
	62

	50
	77
	
	100
	68
	
	150
	63
	
	200
	78


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	201
	64
	
	251
	79
	
	301
	60
	
	351
	64

	202
	84
	
	252
	109
	
	302
	85
	
	352
	83

	203
	63
	
	253
	97
	
	303
	77
	
	353
	125

	204
	71
	
	254
	73
	
	304
	70
	
	354
	92

	205
	85
	
	255
	64
	
	305
	85
	
	355
	78

	206
	62
	
	256
	73
	
	306
	71
	
	356
	73

	207
	87
	
	257
	83
	
	307
	89
	
	357
	67

	208
	77
	
	258
	86
	
	308
	84
	
	358
	99

	209
	66
	
	259
	98
	
	309
	69
	
	359
	79

	210
	75
	
	260
	82
	
	310
	108
	
	360
	78

	211
	96
	
	261
	101
	
	311
	101
	
	361
	70

	212
	89
	
	262
	94
	
	312
	72
	
	362
	113

	213
	78
	
	263
	82
	
	313
	81
	
	363
	104

	214
	83
	
	264
	65
	
	314
	62
	
	364
	92

	215
	98
	
	265
	84
	
	315
	63
	
	365
	88

	216
	74
	
	266
	94
	
	316
	60
	
	366
	74

	217
	72
	
	267
	71
	
	317
	68
	
	367
	99

	218
	94
	
	268
	75
	
	318
	66
	
	368
	73

	219
	88
	
	269
	78
	
	319
	78
	
	369
	72

	220
	77
	
	270
	68
	
	320
	111
	
	370
	101

	221
	90
	
	271
	78
	
	321
	73
	
	371
	89

	222
	70
	
	272
	75
	
	322
	77
	
	372
	98

	223
	75
	
	273
	60
	
	323
	84
	
	373
	78

	224
	63
	
	274
	63
	
	324
	84
	
	374
	85

	225
	79
	
	275
	64
	
	325
	79
	
	375
	96

	226
	78
	
	276
	66
	
	326
	67
	
	376
	81

	227
	75
	
	277
	103
	
	327
	61
	
	377
	64

	228
	105
	
	278
	68
	
	328
	76
	
	378
	64

	229
	82
	
	279
	76
	
	329
	74
	
	379
	98

	230
	85
	
	280
	77
	
	330
	105
	
	380
	81

	231
	70
	
	281
	65
	
	331
	75
	
	381
	79

	232
	78
	
	282
	66
	
	332
	61
	
	382
	89

	233
	67
	
	283
	66
	
	333
	68
	
	383
	65

	234
	82
	
	284
	62
	
	334
	70
	
	384
	104

	235
	81
	
	285
	89
	
	335
	85
	
	385
	79

	236
	83
	
	286
	77
	
	336
	93
	
	386
	65

	237
	86
	
	287
	79
	
	337
	74
	
	387
	78

	238
	70
	
	288
	69
	
	338
	88
	
	388
	76

	239
	69
	
	289
	77
	
	339
	97
	
	389
	91

	240
	67
	
	290
	77
	
	340
	73
	
	390
	86

	241
	97
	
	291
	78
	
	341
	72
	
	391
	72

	242
	74
	
	292
	88
	
	342
	63
	
	392
	75

	243
	88
	
	293
	88
	
	343
	69
	
	393
	87

	244
	91
	
	294
	98
	
	344
	62
	
	394
	76

	245
	66
	
	295
	64
	
	345
	95
	
	395
	103

	246
	69
	
	296
	88
	
	346
	71
	
	396
	69

	247
	94
	
	297
	69
	
	347
	94
	
	397
	83

	248
	66
	
	298
	75
	
	348
	67
	
	398
	63

	249
	105
	
	299
	61
	
	349
	70
	
	399
	97

	250
	89
	
	300
	95
	
	350
	89
	
	400
	67

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	401
	75
	
	451
	67
	
	501
	75
	
	551
	71

	402
	71
	
	452
	71
	
	502
	74
	
	552
	81

	403
	70
	
	453
	84
	
	503
	89
	
	553
	63

	404
	75
	
	454
	73
	
	504
	69
	
	554
	62

	405
	66
	
	455
	119
	
	505
	64
	
	555
	83

	406
	84
	
	456
	74
	
	506
	97
	
	556
	76

	407
	83
	
	457
	74
	
	507
	88
	
	557
	82

	408
	66
	
	458
	88
	
	508
	70
	
	558
	62

	409
	70
	
	459
	77
	
	509
	66
	
	559
	89

	410
	80
	
	460
	82
	
	510
	95
	
	560
	100

	411
	108
	
	461
	94
	
	511
	70
	
	561
	90

	412
	77
	
	462
	76
	
	512
	82
	
	562
	92

	413
	83
	
	463
	74
	
	513
	60
	
	563
	85

	414
	95
	
	464
	62
	
	514
	94
	
	564
	63

	415
	75
	
	465
	101
	
	515
	79
	
	565
	80

	416
	120
	
	466
	60
	
	516
	71
	
	566
	60

	417
	78
	
	467
	69
	
	517
	91
	
	567
	64

	418
	77
	
	468
	82
	
	518
	70
	
	568
	77

	419
	61
	
	469
	73
	
	519
	91
	
	569
	86

	420
	90
	
	470
	77
	
	520
	65
	
	570
	70

	421
	83
	
	471
	68
	
	521
	64
	
	571
	67

	422
	74
	
	472
	84
	
	522
	90
	
	572
	63

	423
	103
	
	473
	63
	
	523
	75
	
	573
	83

	424
	89
	
	474
	88
	
	524
	75
	
	574
	76

	425
	83
	
	475
	73
	
	525
	70
	
	575
	68

	426
	84
	
	476
	66
	
	526
	72
	
	576
	78

	427
	69
	
	477
	62
	
	527
	83
	
	577
	62

	428
	81
	
	478
	78
	
	528
	88
	
	578
	97

	429
	80
	
	479
	82
	
	529
	66
	
	579
	90

	430
	80
	
	480
	67
	
	530
	77
	
	580
	65

	431
	78
	
	481
	81
	
	531
	70
	
	581
	100

	432
	81
	
	482
	96
	
	532
	66
	
	582
	68

	433
	64
	
	483
	79
	
	533
	62
	
	583
	89

	434
	78
	
	484
	80
	
	534
	103
	
	584
	63

	435
	73
	
	485
	69
	
	535
	94
	
	585
	113

	436
	101
	
	486
	104
	
	536
	90
	
	586
	61

	437
	86
	
	487
	94
	
	537
	91
	
	587
	87

	438
	89
	
	488
	60
	
	538
	76
	
	588
	60

	439
	68
	
	489
	87
	
	539
	63
	
	589
	102

	440
	66
	
	490
	78
	
	540
	62
	
	590
	87

	441
	68
	
	491
	72
	
	541
	84
	
	591
	66

	442
	62
	
	492
	82
	
	542
	64
	
	592
	63

	443
	63
	
	493
	77
	
	543
	68
	
	593
	77

	444
	101
	
	494
	68
	
	544
	69
	
	594
	81

	445
	83
	
	495
	72
	
	545
	100
	
	595
	74

	446
	75
	
	496
	70
	
	546
	78
	
	596
	72

	447
	83
	
	497
	69
	
	547
	78
	
	597
	102

	448
	80
	
	498
	62
	
	548
	62
	
	598
	67

	449
	77
	
	499
	66
	
	549
	107
	
	599
	91

	450
	70
	
	500
	60
	
	550
	60
	
	600
	71

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	601
	72
	
	651
	85
	
	701
	76
	
	751
	64

	602
	66
	
	652
	65
	
	702
	79
	
	752
	86

	603
	72
	
	653
	97
	
	703
	90
	
	753
	94

	604
	77
	
	654
	60
	
	704
	75
	
	754
	76

	605
	89
	
	655
	65
	
	705
	95
	
	755
	74

	606
	101
	
	656
	93
	
	706
	92
	
	756
	84

	607
	75
	
	657
	64
	
	707
	83
	
	757
	87

	608
	95
	
	658
	86
	
	708
	83
	
	758
	62

	609
	86
	
	659
	96
	
	709
	98
	
	759
	88

	610
	82
	
	660
	86
	
	710
	80
	
	760
	74

	611
	65
	
	661
	67
	
	711
	75
	
	761
	68

	612
	63
	
	662
	76
	
	712
	93
	
	762
	83

	613
	62
	
	663
	86
	
	713
	95
	
	763
	107

	614
	70
	
	664
	108
	
	714
	113
	
	764
	60

	615
	98
	
	665
	69
	
	715
	90
	
	765
	88

	616
	74
	
	666
	81
	
	716
	68
	
	766
	80

	617
	92
	
	667
	73
	
	717
	73
	
	767
	64

	618
	64
	
	668
	103
	
	718
	83
	
	768
	67

	619
	75
	
	669
	92
	
	719
	95
	
	769
	98

	620
	75
	
	670
	88
	
	720
	69
	
	770
	86

	621
	104
	
	671
	92
	
	721
	66
	
	771
	77

	622
	78
	
	672
	70
	
	722
	90
	
	772
	89

	623
	88
	
	673
	95
	
	723
	79
	
	773
	61

	624
	89
	
	674
	118
	
	724
	88
	
	774
	82

	625
	85
	
	675
	60
	
	725
	83
	
	775
	84

	626
	73
	
	676
	91
	
	726
	90
	
	776
	70

	627
	97
	
	677
	99
	
	727
	65
	
	777
	81

	628
	97
	
	678
	60
	
	728
	78
	
	778
	74

	629
	70
	
	679
	76
	
	729
	94
	
	779
	68

	630
	66
	
	680
	72
	
	730
	78
	
	780
	71

	631
	77
	
	681
	68
	
	731
	75
	
	781
	83

	632
	77
	
	682
	60
	
	732
	103
	
	782
	100

	633
	102
	
	683
	69
	
	733
	117
	
	783
	89

	634
	68
	
	684
	72
	
	734
	74
	
	784
	68

	635
	119
	
	685
	62
	
	735
	87
	
	785
	97

	636
	60
	
	686
	90
	
	736
	101
	
	786
	75

	637
	75
	
	687
	87
	
	737
	67
	
	787
	70

	638
	74
	
	688
	77
	
	738
	76
	
	788
	89

	639
	64
	
	689
	63
	
	739
	97
	
	789
	60

	640
	66
	
	690
	82
	
	740
	83
	
	790
	60

	641
	74
	
	691
	85
	
	741
	63
	
	791
	60

	642
	79
	
	692
	67
	
	742
	84
	
	792
	89

	643
	73
	
	693
	82
	
	743
	83
	
	793
	98

	644
	95
	
	694
	65
	
	744
	61
	
	794
	90

	645
	64
	
	695
	78
	
	745
	75
	
	795
	66

	646
	75
	
	696
	70
	
	746
	84
	
	796
	72

	647
	96
	
	697
	98
	
	747
	83
	
	797
	100

	648
	77
	
	698
	63
	
	748
	82
	
	798
	61

	649
	94
	
	699
	78
	
	749
	80
	
	799
	86

	650
	68
	
	700
	84
	
	750
	71
	
	800
	95

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	801
	80
	
	851
	87
	
	901
	73
	
	951
	71

	802
	86
	
	852
	82
	
	902
	74
	
	952
	90

	803
	91
	
	853
	86
	
	903
	61
	
	953
	97

	804
	77
	
	854
	85
	
	904
	64
	
	954
	79

	805
	68
	
	855
	71
	
	905
	78
	
	955
	62

	806
	66
	
	856
	68
	
	906
	63
	
	956
	60

	807
	94
	
	857
	70
	
	907
	73
	
	957
	70

	808
	63
	
	858
	61
	
	908
	96
	
	958
	72

	809
	67
	
	859
	63
	
	909
	79
	
	959
	60

	810
	77
	
	860
	77
	
	910
	80
	
	960
	71

	811
	61
	
	861
	94
	
	911
	89
	
	961
	72

	812
	64
	
	862
	60
	
	912
	78
	
	962
	67

	813
	62
	
	863
	64
	
	913
	71
	
	963
	77

	814
	60
	
	864
	63
	
	914
	86
	
	964
	94

	815
	91
	
	865
	66
	
	915
	61
	
	965
	71

	816
	72
	
	866
	64
	
	916
	64
	
	966
	64

	817
	63
	
	867
	62
	
	917
	75
	
	967
	78

	818
	85
	
	868
	62
	
	918
	77
	
	968
	61

	819
	97
	
	869
	62
	
	919
	66
	
	969
	63

	820
	66
	
	870
	104
	
	920
	84
	
	970
	91

	821
	84
	
	871
	66
	
	921
	66
	
	971
	85

	822
	74
	
	872
	64
	
	922
	78
	
	972
	66

	823
	66
	
	873
	67
	
	923
	74
	
	973
	61

	824
	69
	
	874
	68
	
	924
	77
	
	974
	79

	825
	77
	
	875
	80
	
	925
	82
	
	975
	84

	826
	66
	
	876
	89
	
	926
	87
	
	976
	84

	827
	79
	
	877
	79
	
	927
	67
	
	977
	87

	828
	83
	
	878
	90
	
	928
	79
	
	978
	87

	829
	73
	
	879
	66
	
	929
	86
	
	979
	87

	830
	85
	
	880
	72
	
	930
	74
	
	980
	78

	831
	89
	
	881
	74
	
	931
	100
	
	981
	117

	832
	79
	
	882
	63
	
	932
	87
	
	982
	68

	833
	71
	
	883
	71
	
	933
	61
	
	983
	68

	834
	69
	
	884
	70
	
	934
	67
	
	984
	65

	835
	64
	
	885
	91
	
	935
	68
	
	985
	69

	836
	79
	
	886
	75
	
	936
	71
	
	986
	96

	837
	73
	
	887
	77
	
	937
	106
	
	987
	70

	838
	101
	
	888
	75
	
	938
	65
	
	988
	84

	839
	66
	
	889
	67
	
	939
	91
	
	989
	71

	840
	79
	
	890
	71
	
	940
	64
	
	990
	73

	841
	82
	
	891
	73
	
	941
	73
	
	991
	76

	842
	73
	
	892
	81
	
	942
	67
	
	992
	74

	843
	76
	
	893
	82
	
	943
	60
	
	993
	75

	844
	82
	
	894
	66
	
	944
	72
	
	994
	72

	845
	99
	
	895
	74
	
	945
	83
	
	995
	74

	846
	82
	
	896
	79
	
	946
	86
	
	996
	67

	847
	86
	
	897
	92
	
	947
	70
	
	997
	75

	848
	95
	
	898
	84
	
	948
	68
	
	998
	96

	849
	96
	
	899
	88
	
	949
	93
	
	999
	106

	850
	63
	
	900
	89
	
	950
	71
	
	1000
	70

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	1001
	82
	
	1051
	78
	
	1101
	81
	
	1151
	75

	1002
	62
	
	1052
	79
	
	1102
	65
	
	1152
	95

	1003
	62
	
	1053
	66
	
	1103
	62
	
	1153
	72

	1004
	85
	
	1054
	79
	
	1104
	65
	
	1154
	72

	1005
	84
	
	1055
	77
	
	1105
	81
	
	1155
	81

	1006
	95
	
	1056
	75
	
	1106
	92
	
	1156
	66

	1007
	74
	
	1057
	73
	
	1107
	77
	
	1157
	69

	1008
	78
	
	1058
	63
	
	1108
	91
	
	1158
	68

	1009
	88
	
	1059
	73
	
	1109
	76
	
	1159
	71

	1010
	66
	
	1060
	71
	
	1110
	69
	
	1160
	87

	1011
	78
	
	1061
	88
	
	1111
	61
	
	1161
	87

	1012
	64
	
	1062
	64
	
	1112
	61
	
	1162
	74

	1013
	96
	
	1063
	66
	
	1113
	89
	
	1163
	75

	1014
	77
	
	1064
	83
	
	1114
	60
	
	1164
	85

	1015
	73
	
	1065
	60
	
	1115
	66
	
	1165
	80

	1016
	102
	
	1066
	82
	
	1116
	89
	
	1166
	61

	1017
	81
	
	1067
	88
	
	1117
	63
	
	1167
	69

	1018
	92
	
	1068
	62
	
	1118
	65
	
	1168
	92

	1019
	92
	
	1069
	83
	
	1119
	67
	
	1169
	69

	1020
	85
	
	1070
	60
	
	1120
	101
	
	1170
	61

	1021
	86
	
	1071
	77
	
	1121
	79
	
	1171
	82

	1022
	69
	
	1072
	67
	
	1122
	87
	
	1172
	68

	1023
	62
	
	1073
	71
	
	1123
	83
	
	1173
	60

	1024
	84
	
	1074
	84
	
	1124
	93
	
	1174
	66

	1025
	62
	
	1075
	76
	
	1125
	73
	
	1175
	74

	1026
	75
	
	1076
	60
	
	1126
	63
	
	1176
	76

	1027
	79
	
	1077
	98
	
	1127
	65
	
	1177
	62

	1028
	88
	
	1078
	69
	
	1128
	109
	
	1178
	70

	1029
	97
	
	1079
	70
	
	1129
	61
	
	1179
	60

	1030
	86
	
	1080
	60
	
	1130
	60
	
	1180
	87

	1031
	74
	
	1081
	71
	
	1131
	60
	
	1181
	64

	1032
	62
	
	1082
	61
	
	1132
	76
	
	1182
	76

	1033
	66
	
	1083
	83
	
	1133
	73
	
	1183
	70

	1034
	87
	
	1084
	62
	
	1134
	77
	
	1184
	61

	1035
	67
	
	1085
	69
	
	1135
	63
	
	1185
	65

	1036
	96
	
	1086
	65
	
	1136
	60
	
	1186
	86

	1037
	73
	
	1087
	110
	
	1137
	71
	
	1187
	64

	1038
	90
	
	1088
	60
	
	1138
	60
	
	1188
	74

	1039
	88
	
	1089
	91
	
	1139
	92
	
	1189
	81

	1040
	84
	
	1090
	67
	
	1140
	62
	
	1190
	60

	1041
	72
	
	1091
	75
	
	1141
	68
	
	1191
	91

	1042
	65
	
	1092
	82
	
	1142
	87
	
	1192
	70

	1043
	76
	
	1093
	94
	
	1143
	63
	
	1193
	73

	1044
	61
	
	1094
	82
	
	1144
	70
	
	1194
	93

	1045
	72
	
	1095
	96
	
	1145
	64
	
	1195
	76

	1046
	71
	
	1096
	73
	
	1146
	83
	
	1196
	61

	1047
	74
	
	1097
	62
	
	1147
	66
	
	1197
	77

	1048
	89
	
	1098
	78
	
	1148
	67
	
	1198
	87

	1049
	63
	
	1099
	65
	
	1149
	96
	
	1199
	70

	1050
	60
	
	1100
	88
	
	1150
	72
	
	1200
	84

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	1201
	77
	
	1251
	62
	
	1301
	84
	
	1351
	65

	1202
	70
	
	1252
	65
	
	1302
	62
	
	1352
	80

	1203
	67
	
	1253
	78
	
	1303
	64
	
	1353
	64

	1204
	81
	
	1254
	67
	
	1304
	100
	
	1354
	96

	1205
	71
	
	1255
	66
	
	1305
	77
	
	1355
	104

	1206
	60
	
	1256
	106
	
	1306
	89
	
	1356
	94

	1207
	62
	
	1257
	63
	
	1307
	60
	
	1357
	90

	1208
	64
	
	1258
	63
	
	1308
	88
	
	1358
	63

	1209
	65
	
	1259
	61
	
	1309
	73
	
	1359
	64

	1210
	88
	
	1260
	60
	
	1310
	78
	
	1360
	71

	1211
	84
	
	1261
	68
	
	1311
	75
	
	1361
	100

	1212
	92
	
	1262
	89
	
	1312
	62
	
	1362
	89

	1213
	97
	
	1263
	65
	
	1313
	79
	
	1363
	87

	1214
	78
	
	1264
	68
	
	1314
	90
	
	1364
	82

	1215
	74
	
	1265
	76
	
	1315
	66
	
	1365
	79

	1216
	73
	
	1266
	72
	
	1316
	61
	
	1366
	81

	1217
	73
	
	1267
	78
	
	1317
	66
	
	1367
	88

	1218
	62
	
	1268
	84
	
	1318
	60
	
	1368
	66

	1219
	77
	
	1269
	92
	
	1319
	61
	
	1369
	64

	1220
	113
	
	1270
	83
	
	1320
	63
	
	1370
	61

	1221
	68
	
	1271
	67
	
	1321
	70
	
	1371
	68

	1222
	64
	
	1272
	65
	
	1322
	98
	
	1372
	115

	1223
	68
	
	1273
	66
	
	1323
	74
	
	1373
	61

	1224
	76
	
	1274
	61
	
	1324
	69
	
	1374
	60

	1225
	61
	
	1275
	71
	
	1325
	85
	
	1375
	72

	1226
	70
	
	1276
	63
	
	1326
	73
	
	1376
	60

	1227
	62
	
	1277
	64
	
	1327
	80
	
	1377
	69

	1228
	85
	
	1278
	65
	
	1328
	96
	
	1378
	93

	1229
	71
	
	1279
	78
	
	1329
	81
	
	1379
	66

	1230
	75
	
	1280
	74
	
	1330
	86
	
	1380
	81

	1231
	69
	
	1281
	95
	
	1331
	91
	
	1381
	77

	1232
	65
	
	1282
	102
	
	1332
	80
	
	1382
	82

	1233
	71
	
	1283
	69
	
	1333
	63
	
	1383
	84

	1234
	61
	
	1284
	79
	
	1334
	83
	
	1384
	98

	1235
	102
	
	1285
	60
	
	1335
	94
	
	1385
	77

	1236
	98
	
	1286
	76
	
	1336
	81
	
	1386
	60

	1237
	88
	
	1287
	97
	
	1337
	60
	
	1387
	82

	1238
	62
	
	1288
	95
	
	1338
	99
	
	1388
	84

	1239
	94
	
	1289
	71
	
	1339
	84
	
	1389
	76

	1240
	76
	
	1290
	75
	
	1340
	62
	
	1390
	68

	1241
	63
	
	1291
	65
	
	1341
	69
	
	1391
	80

	1242
	74
	
	1292
	83
	
	1342
	61
	
	1392
	77

	1243
	63
	
	1293
	62
	
	1343
	66
	
	1393
	76

	1244
	65
	
	1294
	85
	
	1344
	61
	
	1394
	80

	1245
	62
	
	1295
	61
	
	1345
	88
	
	1395
	78

	1246
	96
	
	1296
	89
	
	1346
	74
	
	1396
	70

	1247
	93
	
	1297
	108
	
	1347
	66
	
	1397
	68

	1248
	89
	
	1298
	83
	
	1348
	72
	
	1398
	60

	1249
	73
	
	1299
	60
	
	1349
	68
	
	1399
	93

	1250
	73
	
	1300
	71
	
	1350
	96
	
	1400
	89

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	1401
	103
	
	1451
	60
	
	1501
	63
	
	1551
	60

	1402
	69
	
	1452
	62
	
	1502
	65
	
	1552
	60

	1403
	87
	
	1453
	60
	
	1503
	67
	
	1553
	60

	1404
	77
	
	1454
	60
	
	1504
	73
	
	1554
	60

	1405
	61
	
	1455
	68
	
	1505
	85
	
	1555
	60

	1406
	79
	
	1456
	60
	
	1506
	60
	
	1556
	60

	1407
	72
	
	1457
	65
	
	1507
	60
	
	1557
	60

	1408
	81
	
	1458
	60
	
	1508
	60
	
	1558
	61

	1409
	68
	
	1459
	60
	
	1509
	60
	
	1559
	61

	1410
	85
	
	1460
	60
	
	1510
	60
	
	1560
	61

	1411
	67
	
	1461
	61
	
	1511
	60
	
	1561
	63

	1412
	62
	
	1462
	61
	
	1512
	60
	
	1562
	63

	1413
	84
	
	1463
	60
	
	1513
	60
	
	1563
	66

	1414
	66
	
	1464
	60
	
	1514
	60
	
	1564
	67

	1415
	70
	
	1465
	60
	
	1515
	60
	
	1565
	68

	1416
	62
	
	1466
	60
	
	1516
	60
	
	1566
	69

	1417
	62
	
	1467
	60
	
	1517
	61
	
	1567
	71

	1418
	90
	
	1468
	60
	
	1518
	61
	
	1568
	85

	1419
	68
	
	1469
	60
	
	1519
	61
	
	1569
	60

	1420
	69
	
	1470
	62
	
	1520
	61
	
	1570
	60

	1421
	71
	
	1471
	62
	
	1521
	62
	
	1571
	60

	1422
	94
	
	1472
	65
	
	1522
	62
	
	1572
	61

	1423
	69
	
	1473
	60
	
	1523
	63
	
	1573
	61

	1424
	134
	
	1474
	60
	
	1524
	63
	
	1574
	61

	1425
	73
	
	1475
	60
	
	1525
	63
	
	1575
	61

	1426
	61
	
	1476
	60
	
	1526
	64
	
	1576
	62

	1427
	110
	
	1477
	60
	
	1527
	64
	
	1577
	62

	1428
	78
	
	1478
	61
	
	1528
	65
	
	1578
	62

	1429
	72
	
	1479
	61
	
	1529
	65
	
	1579
	64

	1430
	86
	
	1480
	61
	
	1530
	65
	
	1580
	65

	1431
	87
	
	1481
	61
	
	1531
	66
	
	1581
	65

	1432
	75
	
	1482
	61
	
	1532
	68
	
	1582
	66

	1433
	62
	
	1483
	62
	
	1533
	90
	
	1583
	69

	1434
	62
	
	1484
	62
	
	1534
	60
	
	1584
	71

	1435
	73
	
	1485
	63
	
	1535
	60
	
	1585
	73

	1436
	60
	
	1486
	63
	
	1536
	60
	
	1586
	75

	1437
	60
	
	1487
	66
	
	1537
	60
	
	1587
	60

	1438
	61
	
	1488
	66
	
	1538
	60
	
	1588
	60

	1439
	62
	
	1489
	67
	
	1539
	60
	
	1589
	60

	1440
	60
	
	1490
	69
	
	1540
	61
	
	1590
	60

	1441
	60
	
	1491
	69
	
	1541
	61
	
	1591
	61

	1442
	61
	
	1492
	73
	
	1542
	61
	
	1592
	61

	1443
	62
	
	1493
	93
	
	1543
	61
	
	1593
	61

	1444
	60
	
	1494
	60
	
	1544
	64
	
	1594
	62

	1445
	60
	
	1495
	60
	
	1545
	64
	
	1595
	65

	1446
	60
	
	1496
	61
	
	1546
	65
	
	1596
	65

	1447
	60
	
	1497
	62
	
	1547
	66
	
	1597
	65

	1448
	60
	
	1498
	63
	
	1548
	67
	
	1598
	68

	1449
	60
	
	1499
	63
	
	1549
	67
	
	1599
	70

	1450
	60
	
	1500
	63
	
	1550
	78
	
	1600
	74

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	1601
	75
	
	1651
	67
	
	1701
	62
	
	1751
	74

	1602
	94
	
	1652
	70
	
	1702
	62
	
	1752
	75

	1603
	60
	
	1653
	71
	
	1703
	62
	
	1753
	76

	1604
	60
	
	1654
	72
	
	1704
	63
	
	1754
	77

	1605
	60
	
	1655
	75
	
	1705
	63
	
	1755
	80

	1606
	60
	
	1656
	85
	
	1706
	63
	
	1756
	82

	1607
	60
	
	1657
	60
	
	1707
	64
	
	1757
	84

	1608
	60
	
	1658
	60
	
	1708
	64
	
	1758
	97

	1609
	60
	
	1659
	60
	
	1709
	65
	
	1759
	60

	1610
	60
	
	1660
	60
	
	1710
	65
	
	1760
	60

	1611
	60
	
	1661
	60
	
	1711
	65
	
	1761
	60

	1612
	60
	
	1662
	60
	
	1712
	66
	
	1762
	60

	1613
	60
	
	1663
	60
	
	1713
	67
	
	1763
	60

	1614
	61
	
	1664
	60
	
	1714
	67
	
	1764
	60

	1615
	61
	
	1665
	60
	
	1715
	68
	
	1765
	60

	1616
	61
	
	1666
	60
	
	1716
	69
	
	1766
	60

	1617
	62
	
	1667
	61
	
	1717
	71
	
	1767
	61

	1618
	62
	
	1668
	61
	
	1718
	72
	
	1768
	61

	1619
	62
	
	1669
	61
	
	1719
	75
	
	1769
	61

	1620
	62
	
	1670
	62
	
	1720
	76
	
	1770
	62

	1621
	63
	
	1671
	63
	
	1721
	80
	
	1771
	63

	1622
	63
	
	1672
	63
	
	1722
	89
	
	1772
	64

	1623
	63
	
	1673
	63
	
	1723
	91
	
	1773
	65

	1624
	65
	
	1674
	63
	
	1724
	60
	
	1774
	65

	1625
	66
	
	1675
	64
	
	1725
	60
	
	1775
	65

	1626
	66
	
	1676
	64
	
	1726
	60
	
	1776
	65

	1627
	67
	
	1677
	65
	
	1727
	60
	
	1777
	66

	1628
	69
	
	1678
	66
	
	1728
	60
	
	1778
	66

	1629
	70
	
	1679
	67
	
	1729
	61
	
	1779
	67

	1630
	71
	
	1680
	68
	
	1730
	61
	
	1780
	67

	1631
	72
	
	1681
	68
	
	1731
	61
	
	1781
	69

	1632
	76
	
	1682
	71
	
	1732
	61
	
	1782
	69

	1633
	82
	
	1683
	73
	
	1733
	61
	
	1783
	71

	1634
	85
	
	1684
	75
	
	1734
	61
	
	1784
	72

	1635
	60
	
	1685
	79
	
	1735
	62
	
	1785
	74

	1636
	60
	
	1686
	79
	
	1736
	64
	
	1786
	75

	1637
	60
	
	1687
	60
	
	1737
	64
	
	1787
	78

	1638
	60
	
	1688
	60
	
	1738
	64
	
	1788
	80

	1639
	60
	
	1689
	60
	
	1739
	65
	
	1789
	60

	1640
	60
	
	1690
	60
	
	1740
	65
	
	1790
	60

	1641
	61
	
	1691
	60
	
	1741
	65
	
	1791
	60

	1642
	62
	
	1692
	60
	
	1742
	68
	
	1792
	60

	1643
	62
	
	1693
	60
	
	1743
	69
	
	1793
	60

	1644
	62
	
	1694
	60
	
	1744
	70
	
	1794
	60

	1645
	63
	
	1695
	60
	
	1745
	71
	
	1795
	60

	1646
	64
	
	1696
	60
	
	1746
	71
	
	1796
	60

	1647
	64
	
	1697
	60
	
	1747
	72
	
	1797
	61

	1648
	65
	
	1698
	61
	
	1748
	72
	
	1798
	61

	1649
	65
	
	1699
	61
	
	1749
	72
	
	1799
	61

	1650
	65
	
	1700
	62
	
	1750
	74
	
	1800
	62

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	1801
	62
	
	1851
	72
	
	1901
	65
	
	1951
	60

	1802
	62
	
	1852
	75
	
	1902
	67
	
	1952
	60

	1803
	62
	
	1853
	76
	
	1903
	67
	
	1953
	60

	1804
	64
	
	1854
	80
	
	1904
	67
	
	1954
	63

	1805
	65
	
	1855
	84
	
	1905
	68
	
	1955
	63

	1806
	66
	
	1856
	87
	
	1906
	68
	
	1956
	64

	1807
	66
	
	1857
	88
	
	1907
	68
	
	1957
	64

	1808
	69
	
	1858
	92
	
	1908
	68
	
	1958
	64

	1809
	69
	
	1859
	93
	
	1909
	70
	
	1959
	64

	1810
	70
	
	1860
	97
	
	1910
	70
	
	1960
	64

	1811
	71
	
	1861
	60
	
	1911
	71
	
	1961
	65

	1812
	71
	
	1862
	60
	
	1912
	72
	
	1962
	66

	1813
	72
	
	1863
	60
	
	1913
	74
	
	1963
	67

	1814
	73
	
	1864
	60
	
	1914
	74
	
	1964
	68

	1815
	73
	
	1865
	61
	
	1915
	76
	
	1965
	68

	1816
	74
	
	1866
	61
	
	1916
	78
	
	1966
	69

	1817
	75
	
	1867
	61
	
	1917
	78
	
	1967
	69

	1818
	76
	
	1868
	62
	
	1918
	80
	
	1968
	70

	1819
	76
	
	1869
	62
	
	1919
	81
	
	1969
	70

	1820
	79
	
	1870
	62
	
	1920
	81
	
	1970
	70

	1821
	83
	
	1871
	63
	
	1921
	84
	
	1971
	74

	1822
	60
	
	1872
	63
	
	1922
	60
	
	1972
	74

	1823
	60
	
	1873
	66
	
	1923
	60
	
	1973
	85

	1824
	60
	
	1874
	66
	
	1924
	60
	
	1974
	86

	1825
	60
	
	1875
	66
	
	1925
	61
	
	1975
	60

	1826
	60
	
	1876
	67
	
	1926
	62
	
	1976
	60

	1827
	60
	
	1877
	67
	
	1927
	63
	
	1977
	61

	1828
	60
	
	1878
	67
	
	1928
	63
	
	1978
	64

	1829
	60
	
	1879
	68
	
	1929
	64
	
	1979
	65

	1830
	61
	
	1880
	71
	
	1930
	64
	
	1980
	66

	1831
	61
	
	1881
	73
	
	1931
	64
	
	1981
	66

	1832
	61
	
	1882
	75
	
	1932
	65
	
	1982
	67

	1833
	61
	
	1883
	77
	
	1933
	65
	
	1983
	67

	1834
	62
	
	1884
	77
	
	1934
	66
	
	1984
	67

	1835
	62
	
	1885
	81
	
	1935
	68
	
	1985
	67

	1836
	62
	
	1886
	87
	
	1936
	69
	
	1986
	69

	1837
	62
	
	1887
	90
	
	1937
	70
	
	1987
	70

	1838
	62
	
	1888
	60
	
	1938
	71
	
	1988
	72

	1839
	66
	
	1889
	60
	
	1939
	73
	
	1989
	72

	1840
	67
	
	1890
	60
	
	1940
	74
	
	1990
	73

	1841
	67
	
	1891
	60
	
	1941
	74
	
	1991
	75

	1842
	68
	
	1892
	61
	
	1942
	74
	
	1992
	75

	1843
	68
	
	1893
	61
	
	1943
	75
	
	1993
	83

	1844
	68
	
	1894
	63
	
	1944
	75
	
	1994
	88

	1845
	68
	
	1895
	63
	
	1945
	76
	
	1995
	89

	1846
	69
	
	1896
	64
	
	1946
	77
	
	1996
	92

	1847
	69
	
	1897
	64
	
	1947
	81
	
	1997
	67

	1848
	69
	
	1898
	64
	
	1948
	84
	
	1998
	73

	1849
	72
	
	1899
	64
	
	1949
	60
	
	1999
	83

	1850
	72
	
	1900
	64
	
	1950
	60
	
	2000
	85

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM
	
	Agent #
	   WPM

	2001
	87
	
	2051
	60
	
	2101
	87
	
	2151
	86

	2002
	72
	
	2052
	92
	
	2102
	73
	
	2152
	84

	2003
	66
	
	2053
	79
	
	2103
	64
	
	2153
	83

	2004
	60
	
	2054
	80
	
	2104
	87
	
	2154
	84

	2005
	73
	
	2055
	62
	
	2105
	80
	
	2155
	68

	2006
	78
	
	2056
	84
	
	2106
	87
	
	2156
	60

	2007
	61
	
	2057
	75
	
	2107
	102
	
	2157
	83

	2008
	85
	
	2058
	69
	
	2108
	94
	
	2158
	81

	2009
	65
	
	2059
	78
	
	2109
	91
	
	2159
	124

	2010
	65
	
	2060
	62
	
	2110
	76
	
	2160
	113

	2011
	60
	
	2061
	77
	
	2111
	67
	
	2161
	99

	2012
	63
	
	2062
	61
	
	2112
	89
	
	2162
	90

	2013
	92
	
	2063
	60
	
	2113
	83
	
	2163
	87

	2014
	73
	
	2064
	70
	
	2114
	88
	
	2164
	96

	2015
	71
	
	2065
	73
	
	2115
	98
	
	2165
	72

	2016
	80
	
	2066
	75
	
	2116
	67
	
	2166
	80

	2017
	86
	
	2067
	61
	
	2117
	90
	
	2167
	72

	2018
	81
	
	2068
	80
	
	2118
	79
	
	2168
	65

	2019
	64
	
	2069
	75
	
	2119
	103
	
	2169
	72

	2020
	67
	
	2070
	108
	
	2120
	90
	
	2170
	86

	2021
	101
	
	2071
	81
	
	2121
	73
	
	2171
	65

	2022
	65
	
	2072
	81
	
	2122
	106
	
	2172
	74

	2023
	70
	
	2073
	70
	
	2123
	104
	
	2173
	71

	2024
	65
	
	2074
	63
	
	2124
	95
	
	2174
	79

	2025
	63
	
	2075
	62
	
	2125
	70
	
	2175
	122

	2026
	69
	
	2076
	91
	
	2126
	95
	
	2176
	87

	2027
	71
	
	2077
	81
	
	2127
	110
	
	2177
	71

	2028
	67
	
	2078
	83
	
	2128
	99
	
	2178
	112

	2029
	102
	
	2079
	88
	
	2129
	101
	
	2179
	82

	2030
	63
	
	2080
	74
	
	2130
	84
	
	2180
	99

	2031
	97
	
	2081
	69
	
	2131
	114
	
	2181
	112

	2032
	80
	
	2082
	78
	
	2132
	77
	
	2182
	123

	2033
	60
	
	2083
	67
	
	2133
	102
	
	2183
	93

	2034
	82
	
	2084
	62
	
	2134
	83
	
	2184
	71

	2035
	80
	
	2085
	89
	
	2135
	79
	
	2185
	78

	2036
	63
	
	2086
	91
	
	2136
	95
	
	2186
	85

	2037
	65
	
	2087
	76
	
	2137
	116
	
	2187
	75

	2038
	63
	
	2088
	102
	
	2138
	66
	
	2188
	72

	2039
	68
	
	2089
	79
	
	2139
	85
	
	2189
	90

	2040
	69
	
	2090
	100
	
	2140
	115
	
	2190
	78

	2041
	65
	
	2091
	77
	
	2141
	85
	
	2191
	96

	2042
	86
	
	2092
	90
	
	2142
	71
	
	2192
	78

	2043
	68
	
	2093
	79
	
	2143
	92
	
	2193
	66

	2044
	82
	
	2094
	87
	
	2144
	76
	
	2194
	77

	2045
	74
	
	2095
	64
	
	2145
	102
	
	2195
	96

	2046
	66
	
	2096
	90
	
	2146
	90
	
	2196
	83

	2047
	62
	
	2097
	90
	
	2147
	90
	
	2197
	86

	2048
	78
	
	2098
	83
	
	2148
	103
	
	2198
	95

	2049
	60
	
	2099
	95
	
	2149
	66
	
	2199
	73

	2050
	65
	
	2100
	109
	
	2150
	91
	
	2200
	79

	
	
	
	
	
	
	
	
	
	
	


	Agent #
	   WPM
	
	Agent #
	   WPM

	2201
	76
	
	2251
	100

	2202
	71
	
	2252
	83

	2203
	98
	
	2253
	93

	2204
	70
	
	2254
	60

	2205
	78
	
	2255
	97

	2206
	74
	
	2256
	78

	2207
	82
	
	2257
	74

	2208
	67
	
	2258
	93

	2209
	87
	
	2259
	96

	2210
	93
	
	
	

	2211
	76
	
	
	

	2212
	60
	
	
	

	2213
	87
	
	
	

	2214
	78
	
	
	

	2215
	87
	
	
	

	2216
	98
	
	
	

	2217
	124
	
	
	

	2218
	93
	
	
	

	2219
	92
	
	
	

	2220
	66
	
	
	

	2221
	83
	
	
	

	2222
	95
	
	
	

	2223
	66
	
	
	

	2224
	74
	
	
	

	2225
	64
	
	
	

	2226
	79
	
	
	

	2227
	96
	
	
	

	2228
	92
	
	
	

	2229
	63
	
	
	

	2230
	65
	
	
	

	2231
	76
	
	
	

	2232
	76
	
	
	

	2233
	98
	
	
	

	2234
	63
	
	
	

	2235
	72
	
	
	

	2236
	81
	
	
	

	2237
	109
	
	
	

	2238
	82
	
	
	

	2239
	89
	
	
	

	2240
	117
	
	
	

	2241
	84
	
	
	

	2242
	73
	
	
	

	2243
	93
	
	
	

	2244
	87
	
	
	

	2245
	61
	
	
	

	2246
	72
	
	
	

	2247
	67
	
	
	

	2248
	79
	
	
	

	2249
	72
	
	
	

	2250
	96
	
	
	

	
	
	
	
	


Appendix C   Sprint Pledge of Confidentiality
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Appendix D   E 911 Call Procedure

Sprint uses a system for incoming emergency calls that automatically and immediately transfers the relay user to the nearest Public Safety Answering Point (PSAP). Sprint considers an emergency call to be one in which the user of the relay service indicates they need the police, fire department, paramedics, or ambulance. The following steps will be taken to connect the caller to the correct PSAP:

The CA, when told by a TTY/ASCII user (non-voice) that an emergency exists, will hit a “hot key”. 

The CA’s terminal sends a query to the E911 database containing the caller's geographic area ANI. 

The database responds with the telephone number of the PSAP that covers the geographic source of the call, and then, automatically dials the PSAP number, and automatically passes the caller’s ANI to the E911 service center.

The CA remains on the line until emergency personnel arrive on the scene unless previously released by the caller. The CA also verbally passes the caller’s ANI onto the E911 center operator. If the inbound relay caller disconnects prior to reaching E911, the CA will stay on the line to verbally provide the caller’s ANI to the E911 center operator.

Appendix E   Policy on 10 and 15 Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow.   Therefore, Sprint strives to keep the same CA dedicated to each call.   Sprint will ensure that the CA remains on the call for at least 10 minutes (or 15 minutes for Speech-to-Speech call).   If a change of the CA is unavoidable, CAs are trained to make this transition as smoothly as possible and will inform both parties.  

This ten-minute change of CA policy applies to all relay calls, except for Speech-to-Speech calls, which are set at 15 minutes before changing the CA.

A CA change may occur for the following reasons:

Customer requests change of CA

End user verbal abuse of CA or obscenity towards CA

The call requires a specialist (Speech to Speech, another language)

Illness

Potential conflict of interest (i.e. the CA identifies an end user as a family member or friend) 

In instances where it is necessary to change CAs, a second CA will plug in their headset at the position and watch the call for several minutes in order to assess the “spirit” of the call and make the transition smoother.  After several minutes of observation, the second CA will wait until the voice person stops speaking and all conversation has been relayed and will then type to the TTY user:

(CA# CONTINUING UR CALL).

The CA will say to the non-TTY user:  

“THIS IS CA # CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure.  In addition, a training video was developed that clearly shows the procedure and how to ensure it is as smooth as possible.

This ten minute CA policy also applies to Video Relay Services calls.

Appendix F   Quality Assurance Program on Speed of Answer

As our TRS vendor for over ten years, Sprint has developed the capability to effectively manage a human resource pool that provides unsurpassed quality. Sprint has grown their TRS Operations capability to handle approximately 27 million calls per year. Sprint has gained valuable experience in sizing its TRS Operations to accommodate contract requirements. Historical call detail is gathered by 15-minute periods throughout the years of providing TRS service. This historical information is combined with state-specific information to establish anticipated call patterns that accurately predict the personnel needs necessary to efficiently process the relay calls.  

Sprint meets the requirement of answering 85% of all calls within 10 seconds on a daily basis by a live CA.  (Abandoned calls are included in this 85/10 Service Level calculation.)  Sprint will ensure that no more than 30 seconds elapses between the receipt of the dialing information and the dialing of the requested number.

Sprint samples the average answer time a minimum of every 30 minutes for each 24-hour period. Sprint’s Traffic Management Control Center (TMCC) and our Enhanced Services Operations Control Center (ESOCC) are staffed with professionals who understand call processes, call volumes, distribution patterns, contract requirements and call routing, thus ensuring exemplary service. 

The Sprint Centers that serve Colorado are provided with sufficient facilities to provide a Grade of Service (GOS) of P.01 or better for calls entering the Colorado call center switch equipment.  Inbound calls that may be blocked within the Public Switched Telephone Network (PSTN) will receive a voice recording stating that all circuits are busy and to try the call again within a few minutes.   

Performance of inbound traffic on each toll-free number where it enters the Sprint network is measured continuously and reported both daily and monthly.  These measurements, which include traffic volume and blockage data, are compiled into a monthly report available to the state.  In addition, the dedicated trunk facilities that route the call from the terminating network switch to the ACD (Automatic Call Distributor) at the serving relay center are monitored daily for compliance with blockage limitations.  These data are monitored for both short and long-term trends to ensure the most cost-effective use of resources.

Appendix G   Sprint Carrier of Choice Letter of Invitation
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<insert date>

<insert carrier name>

<insert contact name>

<insert tel nbr or fax nbr>

<insert email address>

Re:  <insert customer (end user name)>

       <insert telephone number>

Thank you for your interest to complete <insert carrier name> Long Distance calls with Sprint Telecommunications Relay Service (TRS). As the default long distance carrier for processing relay calls in more than twenty-seven states (27), Sprint currently transports the traffic of customers who have selected you as their long distance carrier.  However, many of your customers would prefer to use <insert carrier name> LD for their toll calls. At present, Sprint TRS is unable to send the toll calls from the regional centers or state access tandem to your network. Hence, this letter is being written to make you aware of a potential service-impacting issue regarding TRS calls and measures your company can take to ensure your customers’ toll calls are completed through TRS. 

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established and are monitored by the Federal Communications Commission (FCC). TRS is a service that links telephone conversations between standard (voice) telephone users and people who are deaf, hard of hearing, deaf-blind, or speech disabled using Text Telephone (TTY) equipment.  The State Public Utilities Commission manages the day-to-day operations of TRS and has contracted with Sprint Corporation to provide relay service in their states. 

Both, the Americans with Disabilities Act of 1990 and FCC’s Order 00-56 on TRS mandate that all states provide TRS and that TRS users shall have equal access to their chosen interexchange carrier and to all other operator services, to the same extent that such access is provided to voice users.  In order to provide this access to your customers, your company is encouraged to submit a letter of authorization to accept TRS calls from Sprint. 

Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of 

Choice program.  If your company (or your facility based provider) is not currently listed, please 

review the following and determine the appropriate follow-up action needed to be taken:

Facility-based provider

1.  If you are a participating member at Sprint Carrier of Choice program, please disregard.

2. If you are not a participating member at Sprint Carrier of Choice program, you need 

to establish a network presence at the regional centers or state access tandem and accept calls 

from Sprint through the industry method of Feature Group D trunking and TRS billing codes 

of Info Digit Pair 60, 66, and 67 (see below).

Non-facility based provider

1. If your underlying toll carrier is a participating member at Sprint Carrier of Choice 

Program, Sprint can implement the IXC brand name and pass the toll call information 

to the underlying carrier’s CIC code.  Please submit a letter of authorization that would

advise Sprint to implement the carrier brand name and to send the toll call information 

to its underlying toll carrier. 

2. If your underlying toll carrier is not a participating member at Sprint Carrier of Choice 

program, you will need to work with your underlying toll carrier to establish a network 

presence at the regional centers or state access tandem and accept calls from Sprint 

through the industry method of Feature Group D trunking and TRS billing codes of Info 

Digit Pair 60, 66, and 67 (see below).

Before you submit a letter of authorization to Sprint TRS, please consider the following four factors:  

1. Your (or your underlying toll carrier) CIC codes associated with 1+, 0+, and 0- dialing 

must be loaded into the regional (and/or state) access tandems.

2. You (or your underlying toll carrier) will need to support Feature Group D tandem 

interconnection.

3. You (or your underlying toll carrier) will need to ensure that your translation tables 

are updated in order to appropriately receive, rate, and bill Sprint calls per Bellcore 

industry standards.  Sprint calls are designated as ANI II Digit Pair 60, 66, and 67.

4. If you utilize more than one underlying toll carrier to carry the toll traffic, select a single 

toll carrier that will accept Sprint traffic.

Note: For detailed information regarding access tandem interconnection and carrier of choice 

         provisioning through Sprint, please refer to ATIS/NIIF-008, the “Telecommunications 

       Relay service – Technical Needs” document.

Attachment B lists Sprint TRS Access Tandem Interconnection locations.  The best way to provide access to your long distance network through relay service for your customers is to designate the 8 Sprint Regional TRS center/Access Tandem combinations as the points at which Sprint will hand off long distance relay service traffic to you.  In this manner, any relay caller that wishes to use your services may be efficiently, and with minimal time delay, routed to your network.  Should you not have a presence at one or more of the Sprint regional center/access tandem combinations, the traffic may be handed off at one of the regional center’s access tandem.

Attachment C is a sample letter of authorization.  Once Sprint receives your written request to participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates in the next available release (usually 30 to 90 days).  Information obtained from the carriers will be used solely for the purpose of providing equal access for <insert carrier name> LD customers and shall be held proprietary.

Sprint welcomes your company's participation in our TRS Carrier of Choice program at no cost to you if your company has network presence at any of our listed regional center/state access tandem locations.  Your participation at the Sprint Carrier of Choice program will create a win-

win situation for our customers.  Through Sprint, as the relay provider, customers will be able to enjoy uninterrupted service and your company will be able to generate additional revenue. 

Thank you for your prompt attention to this matter. If you have any questions concerning with the letter, please do not hesitate to call me at <xxx-xxx-xxxx> or email at <insert email address>
Sincerely,

<insert name>

Account Manager –<Relay State>
Cc:  Michael Fingerhut, Federal Regulatory, Sprint

        <insert name>, Program Manager, Sprint

Appendix H   Sprint Disaster Recovery Plan

Sprint’s comprehensive Disaster Recovery Plan developed for Colorado details the methods Sprint will utilize to cope with specific disasters. The plan includes quick and reliable switching of calls, network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable, and problem reporting with escalation protocol. Besides service outages, the Colorado Disaster Recovery Plan applies to specific disasters that affect any technical area of Sprint’s Relay network.

The first line of defense against degradation of Colorado is the Intelligent Call Router (ICR) technology that Sprint employs. During a major or minor service disruption, the ICR feature bypasses the failed or degraded facility and immediately directs calls to the first available agent in any of Sprint’s eleven fully inter-linked TRS Call Centers. State-specific call processing software resides at each of Sprint’s Relay Call Centers. Communications Assistants (CAs) are trained in advance to provide service to other States; the transfer of calls between centers is transparent to users. 
Beyond the ICR, Sprint’s Disaster Recovery Plan details the steps that will be taken to deal with any problem, and restore Colorado to its full operating level in the shortest possible time.

Colorado Notification Procedure

To provide Colorado with the most complete and timely information on problems affecting their TRS, the trouble reporting procedure for Colorado will include three levels of response:

A 3-hour verbal report 

A 24-hour status report

A comprehensive final report within 5 business days.
Sprint will notify the CO PUC within three hours if a service disruption of 30 minutes or longer occurs. For service disruptions occurring outside normal business hours, the initial report will be provided by 8:30 AM on the next business day. This initial report will explain how the problem will be corrected and an approximate time when full service will be restored. Within 24 hours of the service disruption, an intermediate report provides problem status and more detail of what action is necessary. In most cases, the 24-hour report reveals that the problem has been corrected and that full service to Colorado has been restored. The final comprehensive written report, explaining how and when the problem occurred, corrective action taken, and time and date when full operation resumed will be provided to the Colorado State Relay Administrator within five business days of return to normal operation. Examples of service disruption to Colorado include:

ACD failure or malfunction 

Major transmission facility blockage 

Threat to CAs safety or other CA work stoppage

Loss of CA position capabilities.

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven days a week from Sprint’s Enhanced Services Operation Control Center (ESOCC) in Overland Park, KS. 

Disaster Recovery Procedures

If the problem is within the relay center serving Colorado, maintenance can usually be performed by the on-site technician, with assistance from Sprint’s ESOCC. If the problem occurs during non-business hours and requires on-site assistance, the ESOCC will page the technician to provide service remedies. Sprint retains hardware spares at each center to allow for any type of repair required without ordering additional equipment (except for complete loss of a center).

Time Frames for Service Restoration

Complete or Partial Loss of Service Due to Sprint Equipment or Facilities

Sprint Call Center Equipment(A technician is on-site during the normal business day. The technician provides parts and / or resources necessary to expedite repair within two hours. Outside of the normal business day a technician will be on-site within four hours. The technician then provides parts and /or resources necessary to expedite repair within two hours.

Sprint or Telco Network Facilities(For an outage of facilities directly serving Colorado, incoming TRS calls will immediately be routed to one of ten other centers throughout the US. No calls will be lost. Repair of fiber or network facilities typically requires less than eight hours.   

Due to Utilities or Disaster at the Center—Immediate rerouting of traffic occurs with any large-scale center disaster or utility failure. Service is restored as soon as the utility is restored, provided the Sprint equipment has not been damaged. If the equipment has been damaged the service restoration for Sprint equipment (above) applies. 

Due to Telco Facilities Equipment—A Telco equipment failure will not normally have a large effect on TRS traffic within the state unless it occurs on Telco facilities directly connected to the call center. In this case, normal Sprint traffic rerouting will apply. 

For a failure at a Telco central office in Denver, for example, only local Denver) residents would be affected until the Telco has performed the necessary repairs. For situations like this, it will be at Sprint’s discretion to dispatch a technician. The normal Telco escalation procedures will apply. The Telco escalation process is all during the normal business day; therefore, a trouble may be extended from one day to the next. 

Trouble Reporting Procedures

The following information is required when a Colorado user is reporting trouble:

Service Description - Colorado

Callers Name

Contact Number

Calling to/Calling from, if applicable

Description of the trouble. 

Service disruptions or anomalies that are identified by Colorado users may be reported to the Sprint Relay Customer Service 800 number (800-877-0996) at any time day or night, seven days a week. The Customer Service agent creates a trouble ticket and passes the information on to the appropriate member of Sprint’s Maintenance Team for action. Outside the normal business day, the ESOCC will handle calls from the Customer Service agents 24 hours a day, 7 days a week. The Maintenance Team recognizes most disruptions in service prior to customers being aware of any problem. Site technicians are on call at each of Sprint’s11 TRS Call Centers to respond quickly to any event, including natural disasters.

Mean Time to Repair (MTTR)

MTTR is defined and detailed in Tables A-1 and A-2:

Table A-1
Time to Investigate + Time to Repair + Time to Notify

	Time to Investigate
	The time needed to determine the existence of a problem and its scope.

	Time to Repair
	Repair time by Field Operations plus LEC time, if applicable. 

	Time to Notify
	From the time repair is completed to the time the customer is notified of repair completion.


Table A-2
Current MTTR Objectives

	Switched Services
	8 Hours

	Private Lines
	4 Hours (electronic failure)

	Fiber Cut 
	8 Hours


Sprint’s Mean Time to Repair is viewed from the customer’s perspective. A critical element in the equation is the Time to Notify, because Sprint does not consider a repair complete until the customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, a Colorado user may escalate the report to the next level. Table A-3 details the escalation levels.

Table A-3
Escalation Levels

	Escalation Level
	Contact
	Phone

	2
	Regional Maintenance Manager
	Office Phone Number (913) 315-8047 
Pager – 800-724-3329, Pin 3856901 (Numeric) 
Pager – 800-724-3508, Pin 3856901 (text)

	3
	Senior Manager, Technical Staff
	Office Phone Number (913) 315-7788


Service Reliability

Sprint’s service is provided over an all-fiber sophisticated management control networks support backbone networks with digital switching architecture that. These elements are combined to provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective of the Sprint network design. The Sprint network minimizes the adverse effect of service interruptions due to equipment failures or cable cuts, network overload conditions, or regional catastrophes.

A 100 percent fiber-optic network, with significant fiber miles in Colorado, provides critical advantages over the other carriers. These advantages include:

Quality

Since voice or data are transmitted utilizing fiber optic technology, the problems of outdated analog and even modern microwave transmission simply do not apply. Noise, electrical interference, weather-impacting conditions, and fading are virtually eliminated.

Economy

The overall quality, architecture, and advanced technology of digital fiber optics makes transmission so dependable that it costs us less to maintain, thereby passing the savings onto our customers.

Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber can grow. Due to the architecture and design of fiber optics, the capacity of the network can be upgraded to increase 2,000-fold.

Survivability

Network survivability is the ability of the network to cope with random disruptions of facilities and/or demand overloads. Sprint has established an objective to provide 100 percent capability to reroute backbone traffic during any single cable cut. This is a significant benefit to Colorado, and a competitive differentiation of the Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point of presence (POP) in every Local Access Transport Area (LATA). The two LATAs in Colorado are served by Sprint POP in Cheyenne, Wyoming. There are plans for additional fiber mileage, additional POPs, and added route diversity. There are more than 300 POPs in service on the network. With two POPs in the state, all areas will be adequately serviced by Sprint. 

Switched services are provided via 49 Northern Telecom DMS-250/300 switches at 29 locations nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton, CA, serve as international gateways. The remaining 46 switches provide switching functions for Sprint’s domestic switched services. Colorado would primarily be served by the DMS switches in Cheyenne, Wyoming, with other diversely located facilities also serving Colorado. 

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that inter-machine trunk (IMT) groups connect each switch with all other switches within the network. Each of these IMT groups is split and routed through the Sprint fiber network over SONET route paths for protection and survivability. As an extra precaution to preclude any call blockage, Dynamically Controlled Routing (DCR) provides an additional layer of tandem routing options when a direct IMT is temporarily busy.

Reliability is ensured through a corporate commitment to maintain or surpass Sprint system objectives. Beginning with the network design, reliability and efficiency are built into the system. Sprint continues to improve the network’s reliability through the addition of new technologies such as Digital Cross-connect Systems, SONET, and Signaling System 7.

The effectiveness of this highly reliable and survivable network is attributed to the redundant transmission and switching hardware configurations, SONET ring topology, and sophisticated network management and control centers. These factors combine to assure outstanding network performance and reliability for Colorado.

Network Criteria

System Capacity

The Sprint network was built with the capacity to support every interLATA and intraLATA call available in the US. With the continuing development of network fiber transmission equipment to support higher speeds and larger bandwidth, the capacity of the Sprint network to support increasing customer requirements and technologies is assured well into the future.

Service Restoration

Sprint provides for the restoration of service in the event of equipment malfunctions, isolated network overloads, major network disruptions and national/civil emergency situations. In the event of service disruption due to Sprint’s equipment, service typically is restored within four hours after notification. Sprint does everything possible to prevent a total outage at its switch sites or at any of its' POPs through the use of advanced site designs. All processors, memory, and switch networks within our switches are fully redundant. All switch sites are protected by uninterruptible power supplies and halon systems planned in conjunction with local fire departments. Most of our new sites are earth sheltered to increase survivability. A multi-pronged program is used to minimize outages:

Do everything possible to minimize the impact of a “single point of failure.” This includes:

Diversification of all facilities demands between switch sites. All switch sites are connected to the long haul network over at least two separate Sprint fiber routes; many have three paths.

Deployment of multiple switches at large switching centers. This prevents a single switch outage from disabling the site.

Have systems in place allowing for the rapid redeployment of network resources in case of a catastrophic outage. Fiber cuts, which can affect thousands of calls at several locations, are sometimes unavoidable. Response to these outages is maximized through the following procedures:

Utilization of established plans to respond effectively to these outages.

The capability to rapidly deploy network transmission facilities when needed.

Immediate execution of alternate routing in the digital switches and cross-connect systems to assist in the handling of temporary network disruptions and forced overloads.

The entire spectrum of survivability needs, expectations, and requirements can be met by the proper engineering of customer and Sprint switches and facilities.

Fiber Backbone Loop Topology and Reconfiguration

Fiber optic cable routes are designed to include redundant capacity to insure survivable fiber optic systems. Sprint’s SONET network, using four fiber bi-directional line switched ring capability, allows automatic switching to alternate paths to provide for traffic rerouting in the event of a route failure. The SONET fiber optic backbone topology is currently designed with more than 100 overlapping rings to ensure sufficient alternate paths for total network survivability.  Four operating SONET rings currently serve Colorado, with ring augmentation planned for 2002.

Sprint Route Outage Prevention Program

Call Before You Dig Program

This program uses a nationwide 1-800 number interlinked with all local/state government utility agencies as well as contractors, rail carriers, and major utilities. Sprint currently receives in excess of 60,000 calls per month for location assistance over the 23,000-mile fiber network.

Awareness Program

This Sprint program proactively contacts local contractors, builders, property owners, county/city administrators, and utility companies to educate them on Sprint’s cable locations and how each can help eliminate cable outages.

Route Surveillance Program

This is a Network Operations department program using Sprint employees to drive specific routes (usually 120 miles) and visually inspect the fiber cable routes. This activity is performed an average of 11.6 times per month or approximately once every 2-3 days.

Technician Program

Technicians are stationed at strategic locations and cover an area averaging 60 route miles. Each technician has emergency restoration material to repair fiber cuts on a temporary basis. Other operations forces within a nominal time frame accomplish total repair.

Fiber/Switch Trending Program

This includes a weekly summary of equipment failure events highlighting bit error rate (BER) and cable attenuation. As a result, Sprint identifies potential equipment problems and monitors performance degradation to establish equipment-aging profiles for scheduled repair, replacement, or elimination. Aging profiles are computer-stored representations of the characteristics of a fiber splice. The profile is stored at the time the splice is accepted and put into service. A comparison of the original profile and current profile are compared for performance degradation. Maintenance is scheduled based on this type of monitoring.

Network Management and Control Systems

The Sprint network is managed and controlled by a National Operations Control Center (NOCC) located in Overland Park, KS. As a back up, a secondary NOCC is located in Lenexa, KS. The NOCC is designed to provide a national view of the status of the network as well as to provide network management from a centralized point. The NOCC interfaces with the Regional Control Centers (RCCs) to obtain geographical network status. The RCCs are responsible for maintenance dispatch and trouble resolution, and are designed to provide redundancy for each other and back-up status for the NOCC. 

The NOCC and RCC work closely with the ESOCC in cases where a network problem may affect Colorado operations. In cases such as these, the NOCC or RCC immediately alerts the ESOCC of the situation so that appropriate steps can be taken to minimize service impacts. The NOCC and RCCs also serve as reference points for the ESOCC when problems are detected in the TRS center that are not the result of internal center operations.

Network Management

Commitment to a digital fiber optic network permits Sprint to use a single transmission surveillance protocol to integrate internal network vendor equipment. This enhances Sprint’s ability to automate and provide preventive, near real-time detection and isolation of network problems. The controlling principle is identification and correction of potential problems before they affect the Colorado call capabilities.

Sprint divides the major functional responsibilities, facilities maintenance and network management, into a two-level organization, which maximizes network efficiencies and customer responsiveness. The first level consists of the RCCs located in Atlanta and Sacramento. RCC personnel focus on the performance of individual network elements within predetermined geographical boundaries. The second level is the NOCC in Kansas City that oversees traffic design and routing for Sprint’s 23,000-mile fiber optic network and interfaces.

This two-level operational control organization, combined with architectural redundancies in data transport and surveillance, control and test systems, ensures an expedited response to potential problems in both switched and private line networks.

Appendix I   Sprint TRS Standard Features Matrix
Colorado Standard Features Matrix

                   Revised: 6/1/02

	Features
	Description/Benefits

	Answering Machine Retrieval
	This feature allows TRS callers to retrieve their answering machine or voice-mail messages through the CA.

	ASCII Split Screen
	This feature allows High Speed ASCII computer users and CAs to type and communicate more clearly and quickly. Similar to voice-to-voice conversation, it provides the interrupt capability, when appropriate, for the ASCII user and the voice party.

	Automated Number Identification (ANI)

Technology
	ANI is the telephone number of the line initiating a call. The number is identified by the switch and passed over the network to the CA workstation.

	Background Noises
	During the call, TTY callers will be informed of background noises through the CAs typing in parenthesis. 

	Beeper and Pager access
	Sprint provides functionally equivalent pager calls, which are made to beepers and pagers, interactively and non-interactively. Calls are relayed between interactive paging services and the TRS users. For non-interactive paging services, calls are made to leave specific numeric information to accomplish those calls.

	Branding of Call Type – Temporary
	System database ability to answer the incoming call based on the previous call’s communication mode (TTY, Voice, ASCII, VCO, HCO, Spanish, Turbo Code, Deaf-Blind).

	Branding of Call Type – Permanent
	System database ability to brand the caller’s preferred communication mode – TTY, Voice, ASCII, VCO, HCO, Spanish, Turbo Code, Deaf-Blind – permanently.

	CA Typing Speed
	60 wpm.

	CA 10-minute In-call replacement
	CAs are required to stay with each inbound TRS call for a minimum of 10 minutes and with each inbound STS call for minimum of 15 minutes.

	Caller ID
	A network-based Caller ID feature. Relay calls placed through the Sprint network will provide the originating calling party number (ANI), or Caller ID information, through the local exchange carrier for all local and most long distance calls.

	Caller ID Blockage
	This feature allows TRS callers to block their ID on a per call or per line basis.

	Caller ID – 

Per Call Block
	This feature allows TRS callers to block their ID on a per call basis.

	Caller ID – 

Per Line Block
	This feature allows TRS callers to permanently block their ID by utilizing the TRS Customer Database profile.

	Carrier of Choice
	System database that allows TRS callers to choose their preferred carrier for intrastate, interstate, and international calls.

	Cellular/PCS Phone Access
	Allows the TRS Cellular customers to reach the TRS’ 800 number(s) to complete relay calls.

	Choice of Gender
	Sprint Relay will accommodate requests for specific CA gender at the beginning of the call or, during a CA transfer.

	Customer Database
	Allows the TRS callers to enter specific information in a profile, i.e., carrier of choice, emergency numbers, last number redial, customer notes, call block, frequently dialed numbers, etc., to expedite their call set-up time.

	Name and Address
	Caller’s name and address. Available information could save valuable time when calling for emergency service.

	Long Distance profile
	Caller’s preferred carrier for In-State and Out-of-State long distance calls. Callers also  can indicate their preferred billing option when placing long distance calls.

	Frequently Dialed Numbers
	Up to 10 numbers, it allows “speed dial” calls through the TRS.

	Outdial Information
	It allows the CA to be aware as to how the caller will answer the phone and in which language type they will communicate.

	Customer Notes
	It informs CA of special requests to handle your call, i.e., do not announce the service, preferred operator gender, etc.

	Call Block
	Callers may enter telephone numbers from which they do not wish to receive relay calls.

	Outdial Restrictions
	Callers may restrict the type of call, i.e., long distance, international, 900, etc., to be placed through the TRS.

	Emergency Numbers
	Callers may enter emergency numbers such as fire, doctor, police, etc., to expedite the emergency call processing.

	Deaf-Blind Pacing (Slow-typing)
	The system provides functionality that automatically slows the transmission of data to Deaf-Blind users. The default speed is 15 wpm and the speed can be increased at the caller’s request in 5-wpm increments.

	Delayed Call Announcer 

(Generic)
	This feature alerts TRS callers that they are on-line and on hold for the next available CA when the call is not answered within 30 seconds. The message is, “WELCOME TO RELAY CENTER PLS HOLD FOR NEXT AVAILABLE CA.”

	Dialed Number Verification
	This feature echoes the number calling to and the call type in the TTY dial string macro. This feature re-verifies the called number being dialed to ensure the accuracy of the type of call being placed.

	Directory Assistance (Intrastate/Interstate)
	This feature allows the TRS callers to reach the local (LEC) directory operator or long distance (IXC) DA operator. When the number is obtained, the caller may choose to place the call through the TRS or call direct.

	Emergency Calls (E911)
	Through Sprint’s E911 database, this service allows Sprint TRS to forward the call to the appropriate Public Safety Answering Point as quickly as possible.

	Enhanced Modems
	New modems have been deployed to support enhancements in ASCII communication protocols. The capabilities of Sprint’s new modems include autodetection; connections with modems up to 19.2k; and faster ASCII detection (3 seconds).

	Error Correction
	Sprint TRS workstations are equipped with the Error Correction capability to automatically correct common typographical errors and spell out abbreviations while increasing typing speed and reducing conversational minutes.

	Gender ID
	This feature provides the gender of CAs in the TTY/HCO/VCO greeting macros.

	Hearing Carryover (HCO)
	HCO allows speech-disabled or mute users with normal hearing to listen to the person they are calling. The HCO user types his/her conversation for the CA to read and voice to the standard (voice) telephone user.

	HCO-HCO
	HCO users can contact HCO users through the TRS. The CA will voice to both parties what is typed on each user’s TTY.

	HCO Permanent Branding
	The permanent branding enables HCO callers to listen during call set-up. The HCO brand greeting macro is:

TRS 1234F YOU MAY HEAR VOICE 

OR USE TTY GA

	HCO-TTY
	HCO users can contact TTY users through the TRS. HCO users can listen while the CA is reading/voicing the TTY user’s typed message. The HCO user types their conversation directly to the TTY user.

	Inbound International
	From any International location outside the United States, TRS, STS, and Spanish callers can reach the TRS through Sprint’s International inbound 10-digit number, 

605-224-1837.

	Intelligent Call Router
	A dynamic call router technology that automatically and seamlessly routes TRS calls to the first available English or Spanish CA in the network.

	Intercept Message
	This feature provides intercept messages in voice and TTY in the event of a system failure occurrence within the TRS switch, center, or outbound circuits.

	Internet Relay Access
	This feature allows TRS users to place text-to-voice calls from the Internet. Sprint has developed the product and will make available to the State.  A dedicated web URL address will be assigned to the State.

	Last Number Redial
	The TRS users can request the CA to redial their last number. Sprint TRS is designed to store the user’s last number dialed and it is dialed upon the user’s command,

“LAST NUMBER REDIAL PLS GA” or 

“LNR GA”.

	LEC Calling Services
	Through the Customer Database feature, it allows the TRS callers to have traditional LEC services, i.e., Call Block, Frequently Called Numbers.

	Local/Extended Area Service
	Callers who subscribe to an extended area service plan will receive equivalent service through the TRS.

	Machine Recording Capabilities

(“Hot Key” Interactive Voice Response)
	This feature reduces redials when CAs receive audio-text interaction machines. In most cases, it allows the callers to receive all of the information on the first call. It eliminates the number of redials.

	Regional 800/888/877/866/855
	This feature allows the TRS callers to reach the in-state 800/888/877/866/855 toll-free numbers.

	Roaming Service
	This feature allows relay calls to originate and terminate outside of the State.

	Spanish to Spanish;

Spanish to English Translation
	Sprint offers Spanish Services, which provide Spanish to Spanish and English to Spanish translation handled by proficient bilingual (Spanish) CAs. Their workstations are modified to provide macros and other functions to the caller in Spanish.

	Speech Disabled Indicator
	The command (S) typed by a speech-disabled person would inform the CA that a speech-disabled person is on-line.

	Speech-to-Speech 
	Via dedicated STS toll-free access, it is the service for speech disabled customers who prefer to use their voice, with assistance from the CA if necessary, to communicate with the called party.

	Speech-to-Speech/Spanish 
	Via dedicated STS toll-free access, it is the service for Spanish speech disabled customers who prefer to use their voice, with assistance from the Spanish CA if necessary, to communicate with the called party.

	Speed of Answer (Service Level)
	85% of calls answered within 10 seconds daily. It measures the time it takes the call to hit the CA position from the relay center call controller switch.

	Text/Voice Transmission
	The system’s ability to toggle between inbound TTY, ASCII, TurboCodeTM, and Voice calls.

	Toll Discounts
	When TTY or Voice calls are carried over the Sprint network, in-state toll calls are discounted by 35% Day, 25% Evening, and 10% Night/ Weekend off the intrastate MTS rates and State-to-state toll calls are discounted by 50% off the interstate MTS rate. 

	Transfer Gate capabilities
	The system’s ability to transfer the TRS callers to Spanish gate, Speech-to-Speech gate, TTY Operator Service platform, and 24-hour Customer Service desk.

	TRS Customer Service
	On a 24x7 basis, TRS users will reach a live TRS Customer Service representative.  TRS users may request for additional information about TRS-related services or to provide commendations and complaints. The toll free number is 1-800-676-3777 TTY/Voice/ ASCII.

	TTY Operator Services (OSD)
	Sprint’s TTY Operator Services to complete a TTY to TTY call; obtain Directory Assistance information; or receive credit for erroneous billing. The toll free number is 

1-800-855-4000.

	TurboCodeTM
	Enhanced baudot transmissions speed up to 110 words per minute. It’ll enable the TRS TTY callers to haveTurboCodeTM capability to interrupt during transmission.

	E-Turbo Code/

Dial Through™
	Sprint offers the Enhanced Turbo Code/Dial Through technology. E-Turbo transmits data faster than the current Turbo Code product. It permits E Turbo TTY users to pre-enter the phone number and other information to be used through TRS.  Once connected to the TRS center, the information will be transferred and processed through the system without CA’s assistance. It speeds up the relay call set-up therefore enhances the relay experience.

	Two-line VCO
	This feature allows a VCO caller with two telephone lines to use one line for speaking directly to the hearing person while the other line is used to receive the CA’s typed responses at the same time. It provides a more natural flow of conversation without pauses required with single line calls.

	Variable Time Stamp Macro
	This feature (macro) enables the TRS callers to know when their called party has disconnected from the call.

	Voice Carryover (VCO)
	VCO allows deaf or hard-of-hearing people who prefer to use their own voice to speak directly to the party they are calling. The CA will type the voiced responses back to the VCO user who can read the typed messages across the TTY screen.

	VCO Gated services
	Through State’s VCO 800 number access, VCO users’ calls will be routed to primary and secondary VCO centers where their calls will be processed by a dedicated pool of VCO CAs.

	VCO-HCO
	VCO users can contact HCO users through the TRS. The VCO user speaks directly to the HCO user and the HCO user types their conversation directly to the VCO user.

	VCO Permanent Branding
	This feature enables VCO callers to set-up the call without typing. The permanent VCO brand greeting macro is:

RELAY STATE 1234F VOICE (OR TYPE) NOW GA

	VCO-TTY
	VCO users can contact TTY users through the TRS. The VCO user will use his/her own voice and the CA will listen to the VCO spoken words then type the message to the TTY user. The TTY user types directly to the VCO user without any CA interaction.

	VCO-VCO 
	VCO users can contact other VCO users through the TRS. The CA will listen to VCO users speak and type the spoken words for the parties at both ends.

	VCO w/ Privacy/NO GA
	This is similar to the standard VCO feature however; the CA will not hear the VCO caller speaking through the TRS. The CA will only type voiced responses back to the VCO user.

	Voice Call progression
	The system’s ability to allow Voice or HCO callers to listen during call set-up, i.e., ringing or busy.

	Voice Gender ID
	This feature (macro) informs the outbound TTY caller of the gender of their caller.

	900/800 Pay Per Call

Services
	Sprint provides a toll-free 900 number that allows the TRS users to make relay calls to any 900/800 Pay Per Call services.

	7-1-1
	With cooperation of Local Exchange carriers, wireless providers, and payphone vendors, Sprint Relay will accept 711 calls.


            Optional Features

	Features
	Description/Benefits

	French to French;

French to English Translation
	Sprint offers French-Creole services, which provide French to French and English to French translation handled by proficient bilingual (French) CAs. Their workstations are modified to provide macros and other functions to the caller in French.

	Speech-to-Speech/VCO
	This service enables the VCO users to call the voice users through a STS CA.  When the voice user’s requests are not understood or there is a request for clarification, the CA will assist verbally as needed and as they are capable.

	Video Relay Services
	Through videoconferencing technology, this service enables American Sign Language users to speak through sign language interpreters when placing calls to the standard (voice) telephone users or vice versa.


Appendix J-1   2001-2002 Colorado Consumer Complaint Log, Most Recent Months
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Appendix J-2   Link to Sprint Monthly Invoice, Example 

NB: Please note that the Sprint Monthly Invoice contains proprietary information that has been deleted.

Monthly Relay Statistics
Appendix K-1   Colorado Community Outreach

The Colorado Public Utilities Commission (CO PUC) website has much useful general information for interested citizens and consumers at: 

· http://www.dora.state.co.us/puc/index.htm  

The CO PUC website also features a site on telecommunications at:

· http://www.dora.state.co.us/puc/telecommain.htm  

The CO PUC website features the Relay Colorado site at:

· http://www.dora.state.co.us/puc/telecom/relay_colorado.htm  

The CO PUC website has a quarterly PUC newsletter, “Connections” at:

· http://www.dora.state.co.us/puc/publications/connections.htm 

Connections has published TRS news stories and articles at the publications site as follows:

· January, 2002: 711 Dialing Provides Fast Relay Access

· September, 2001:  711 For Relay Access Debuts Oct. 1

· March, 2001:  Starting Point: 711 Dialing

· December 2001: New Relay Administrator Also Serving on Commission for Deaf

Interpreter services and real-time captioning services  are provided upon request. Consumer Assistance is also provided by the PUC.  Utility customers have the right to file an informal or formal complaint with the Commission and participate in public hearings. 

The consumer assistance site is at:

· http://www.dora.state.co.us/puc/consumerassistance.htm  

Consumer complaints can be emailed at:

· Pucconsumer.complaints@dora.state.co.us 

Consumers may obtain information on how to file a complaint at:

· http://www.dora.state.co.us/puc/publications/fyi/fyi_p3_complain.htm 

Consumers may obtain information on formal complaint procedures at:

· http://www.dora.state.co.us/puc/publications/fyi/fyi_p4_complain.htm 

The CO PUC also lists Colorado Revised Statues (CRS), including Telecommunications Relay Services for Disabled Telephone Users – CRS Title 40-17 - at:

· http://www.dora.state.co.us/puc/statutes.htm  

Customer services and information for customers with disabilities can be found in the front of the local telephone directory in the first section, the phone service pages.  Qwest operates a Special Needs Center and provides a TTY number for their customers with hearing disabilities. AT&T lists twenty-four hour TTY operator service. 711 Dialing and relay services are explained in this section. Customers may also contact the online yellow page at:

· http://www.questdex.com  

Attached is a copy of this telephone directory resource from Dex:
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All local exchange carriers indicate on the monthly telephone bill the ten-cent surcharge imposed upon customers for relay services. Wireless services are exempt. 

Attached is a copy of a typical Colorado monthly residential telephone bill from Qwest, which indicates the monthly ten-cent telecommunications relay services surcharge on the eight line, under the heading, “Taxes, Fees, & Surcharges”:
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The CO PUC has a TRS State Relay Advisory Committee (SRAC) with provisions for representation from the deaf, hard of hearing, and speech disabled community, as well as from the local exchange carriers, Sprint Relay, and a member of the community who utilizes the relay.

The SRAC members are:

· Daniel Curl, President of the Colorado Association of the Deaf

· Debbie Mohney, President of Self Help for the Hard of Hearing

· Jennifer Pfau, Director of DOVE – For Abused Deaf women and Children

· Danelle Jansen, Representing the Colorado Registry of Interpreters of the Deaf

· Rex Moers, Representing Sprint

· Matt Kruzick, Qwest, Representing the Local Exchange Carriers

· Eric Durland, Representing the Hearing Community

· Joe Benedetto, Representing the Colorado PUC       

The SRAC meets quarterly and advises the State Relay Administrator and the CO PUC on Telecommunications Relay Services for the state of Colorado. Interpreting services are provided at all SRAC meetings; other services are available upon request.  Attached below is a copy of the Bylaws of the SRAC.

BYLAWS OF THE

STATE RELAY ADVISORY COMMITTEE

COLORADO PUBLIC UTILITIES COMMISSION

ARTICLE 1: ROLE AND FUNCTION

The purpose of the State Relay Advisory Committee (SRAC) of the Colorado Public Utilities Commission (CO PUC) is to advise the State Relay Administrator (SRA) and the CO PUC on Telecommunications Relay Services (TRS) for the state of Colorado. The SRA will take under advisement telecommunications issues and concerns raised by the SRAC and implement those suggestions which, in his/her judgment, are deemed feasible, appropriate, reasonable, possible, and in the best interest of the PUC and the State of Colorado. The role of the SRAC is strictly advisory and limited to that of only an advisory role.

ARTICLE II: MEMBERSHIP

The SRAC shall be composed of six (6) to eight (8) members representing the following consumer groups, as well as the PUC, the service provider, and the major carrier:

1. The State Relay Administrator, representing the Colorado Public Utilities Commission.

2. An official of the service provider, representing the service provider, which at present is Sprint.

3. An official of the major carrier, which at present is Qwest, representing Colorado’s carriers.

4. The President of the Colorado Association of the Deaf (CAD), or his/her designee, representing CAD.

5. The President of the State Self Help for the Hard of Hearing, or his/her designee, representing SHHH.

6. A Disabled Citizen, who utilizes the TRS, representing disabled consumers.

7. A Hearing Citizen, who utilizes the TRS, representing hearing consumers.

8. A Deaf Citizen, who utilizes the TRS, representing deaf consumers.

The Administrative Chief of the PUC and other PUC staff may sit in on meetings and provide necessary support and services to the Advisory Committee. The SRA will appoint those SRAC members representing the service provider, the major carrier, disabled, hearing, and deaf consumers. These members shall be appointed to a term of one year, and may be reappointed by the SRA. The SRA, or his/her designee, shall chair the meetings of the Advisory Committee. Members may express their views and recommendations via SRAC meetings, U.S. mail, facsimile, personal delivery, or electronic mail.

ARTICLE III: MEETINGS
The SRAC shall meet quarterly and at special meetings as set by the Chair. The Chair shall set the agenda, and may add to it items requested by the members. The Chair also calls SRAC meetings to order, may impose meeting time and deliberation limits, and determines meeting recesses and adjournments. 

ARTICLE IV: SUBCOMMITTEES

The Chair may appoint Subcommittees at his/her discretion and charge the Subcommittee with specific roles and duties.  The Subcommittee Members serve at the pleasure of the Chair.  

ARTICLE V:  AMENDMENTS

SRAC bylaws shall be adopted /amended by a two-thirds vote of the members present of the SRAC, and are subject to approval by the CO PUC SRA and the Administrative Chief. Those bylaws formally establishing the SRAC become effective January 1, 2002.

ARTICLE VI:  DISSOLUTION

The SRAC may be dissolved by the State Relay Administrator whenever in his/her judgment the best interests of the Commission would be served thereby.

The CO PUC held a press conference on 711 Dialing on September 5, 2001, for the news media and the deaf, hard of hearing, deaf-blind, and speech disabled community at the PUC Hearing Room for the purpose of announcing and promoting this new service. This new service was made possible by the cooperation of all Colorado carriers, including Qwest, and their willingness to announce and promote 711 Dialing. Copies of the CO PUC news release, as well as Sprint’s on 711 Dialing, and related information are provided below: 

Colorado PUC News Release

711 RELAY DIALING NOW AVAILABLE IN COLORADO


 A new abbreviated number that allows quick access to the Relay Colorado Service is now operational in Colorado, according to Joe Benedetto, Relay Administrator for the Colorado Public Utilities Commission (PUC).  The new 711 Dialing service is easy, secure, free and available 24 hours a day.


Relay Colorado is a telephone service that enables people who are deaf, hard-of- hearing or speech-disabled to communicate on the telephone with a hearing party.  Benedetto said with the implementation of 711, all callers can quickly access the Relay Colorado Service without needing to use a 10-digit toll-free number.


Similar to 411 for telephone information or 911 for emergencies, 711 has been designated by the Federal Communications Commission (FCC) as a national three-digit number for relay access.  By reducing the number of digits needed for accessing relay services, nationwide implementation of 711 will make relay access convenient, fast and uncomplicated. 


“We believe 711 will be very beneficial to people traveling throughout the United States, as well as first-time users who are unsure how to access the relay,” Benedetto said.  “It will improve access to Relay Colorado, and encourage and facilitate communication among individuals with hearing or speech disabilities and voice users.”


The Colorado State Legislature created the relay program in 1989.  Colorado was the second state in the country to provide relay services, which later became mandatory with the passage of the Americans with Disabilities Act (ADA) at the federal level.  About 58,000 Colorado relay calls are made each month.


Funding for the program is generated by a 10-cent monthly surcharge on  customers’ telephone bills.

###

Relay Colorado

Relay Colorado is a free service that provides full telephone accessibility to people who are deaf, hard of hearing, deaf-blind, and speech-disabled. 

Relay Colorado allows text-telephone (TTY) users to communicate with regular telephone users through specially trained relay operators.  This service is available 24 hours a day, 365 days a year, with no restrictions on the number of calls. All calls are confidential and no records of any conversation are maintained.  

Anyone wishing to use Relay Colorado simply dials the relay number – 711 – or the number for special services as listed below – to connect to an operator.  The operator will dial the requested number and relay the conversation between the two callers.

711 

711 is the new national number to access relay services from anywhere in the United States.  Simply dial 711 to connect with Relay Colorado and give the number you are calling to the operator. 

1 800 659 3656

Voice

The Voice number allows standard telephone users to easily initiate calls to Relay Colorado.  When calling a deaf person using a TTY, the relay operator will type the hearing person’s spoken words to the TTY user and then read back the typed reply to the hearing caller. This service can also be accessed via 711 dialing.

1 800 659 2656

TTY

The TTY number allows a person who is deaf, hard-of-hearing, or deaf-blind to use a TTY to type his/her conversation to a relay operator, who then reads the typed conversation to a hearing person.  The agent relays the hearing person’s spoken words by typing them back to the TTY user.  This service can also be accessed via 711 dialing.

877 659 8260

VCO

The Voice Carry-Over (VCO) number allows hard-of-hearing users to speak directly to hearing people.  When a hearing person speaks to you, a relay agent serves as your “ears” and types everything said to your TTY or VCO phone.  

1 800 659 4656

ASCII

Computer users can access Relay Colorado directly via the ASCII number.  Set your communications software to the following protocols at speeds ranging from 300 to 2400 baud:

                                8 Bits             No Parity             1 Stop Bit             Full Duplex

It may be helpful to set your “time out” to 100 seconds. When calling at a rate of 300 baud or below, follow the above setting using Half Duplex.

1 800 377 3242

Spanish Relay

TTY users can type in Spanish and the conversations will be relayed in Spanish to the called party.  TTY users can also request Spanish to English or English to Spanish translations via relay.  To make a Spanish relay call, dial the Spanish Relay number and instruct the relay operator how you want your call translated.

1 877 659 4279

Speech-to-Speech

Specially trained relay operators serve as the speech-disabled user’s voice and repeat his/her responses to the called party.  Operators are trained to ensure that speech-disabled users will be heard and understood.  There may be instances where an STS user will be asked to repeat his/her message to ensure that it is relayed correctly. Simply dial the Speech-to-Speech number.

FREQUENTLY  ASKED  QUESTIONS 

 ABOUT  RELAY  COLORADO

Q.
When did Relay Colorado start?

A.
In the 1989 Legislative Session, the State of Colorado granted the Commission for Disabled Telephone Users the authority to establish a statewide relay service.  Colorado was the second state in the country to provide relay services.  In 1992, the legislature transferred the relay program to the Colorado Public Utilities Commission and eliminated the Commission for Disabled Telephone Users.

Q.
How is Relay Colorado funded?

A.
Funding for the program is generated by a 10-cent monthly surcharge on customers’ telephone bills.

Q.
Is Relay Colorado operational all of the time?

A.
Relay Colorado is available 24 hours a day, 365 days a year, with no restrictions on the type, length or number of calls.

Q.
Who administers the Relay Colorado program?

A.
 Joe Benedetto is the Relay Colorado administrator for the Colorado Public Utilities Commission.  He can be reached at TDD 303-894-2512.

Q.
Who is the service provider for Relay Colorado?

A.
Every five years the state asks for proposals for providing the relay system.  Sprint recently won the state’s request for proposal for a new three-to-five-year contract.

Q.
Are relay conversations confidential?
A.
Yes.  Federal law mandates that all relay conversations are kept confidential and that no records be kept.

Q.
How much does it cost to use Relay Colorado?
A.
There is no extra charge to use Relay Colorado.  Long distance relay calls can be billed to your preferred long distance provider.  Give the Relay Operator your long distance information when placing the call.  If you do not provide a specific company, the call will be billed through Relay Colorado’s provider, which is Sprint.

Q.
How do I access relay service in another state when I am traveling?
A.
All states have 711 relay access as of October 1, 2001. 

Q.  What are some important numbers to utilize for various Relay Colorado services?

A.   Most callers utilize 711 to access the relay.  Other available numbers are:

· 1 800 659 3656   Voice

· 1 800 659 2656   TTY

· 1 877 659 8260   VCO

· 1 800 659 4656   ASCII

· 1 800 377 3242   Spanish

· 1 877 659 4279   Speech-to-Speech

HOW  RELAY  COLORADO  WORKS  USING  711

MAKING  CALLS  THROUGH  RELAY  COLORADO

If you use a standard telephone and want to call someone who uses a TTY, the Relay Operator types your words to the person who uses a TTY and voices the TTY users’ typed words to you:

1. Dial 7-1-1.

2. When a Relay Operator answers, give the telephone number of the person you want to call.

3. When the person answers, proceed as you would with a regular call.  Speak directly to the person you are calling, not to the CA.  Example:  “Hi Mary. How are you doing?”

4. Say “Go Ahead” or “GA” when you are ready for the other person to respond.

5. When you are finished with your conversation, end the call by saying “Go Ahead or SK (stop keying)” giving the TTY user an opportunity to continue or end the call.

If you use a TTY and want to call someone who uses a standard telephone, the Relay Operator voices your typed words to the person using a standard telephone and types the standard phone users’ words to you:

1. Dial 7-1-1.

2. When a Relay Operator answers, type the telephone number of the person you want to call.  Example: 303-894-2000 

3. When the person answers, proceed as you would with a regular TTY call. Direct your conversation to the person you are calling, not to the CA.

4. Type “GA” when you are ready for the other person to respond.

5. When you are finished with your conversation, end the call by typing “GA or SK (stop keying)” giving the person you are calling an opportunity to continue or end the call.

RECEIVING  CALLS  THROUGH  RELAY  COLORADO
If you use a standard telephone and are receiving a call from someone who uses a TTY, the Operator will say, “Hello.  A person is calling you through Relay Colorado.”  The Operator will provide you with his/her identification number and ask whether you have ever received a relay call before.  If you answer no, the Operator will explain how Relay Colorado works.   If you answer yes, the call will continue with the Operator voicing everything the TTY user types, and typing everything the standard telephone user says.

If you use a TTY, when you answer the phone, you will see a message stating incoming call with the Operator’s identification number.  The Operator continues by typing the standard telephone user’s greeting to you.   The call will continue with the Relay Operator voicing everything the TTY user types, and typing everything the standard telephone user says.

FOR IMMEDIATE RELEASE

New Calling Convenience for Deaf as Sprint Relay Processes 7-1-1 Service

Kansas City, Mo., and Herndon, Va., - September 28, 2001 – 

Sprint has announced its Sprint Relay service unit is ready to

provide 7-1-1 dialing convenience to telecommunications relay service

(TRS) users once local exchange carriers meet Federal Communications

Commission (FCC) requirements. The FCC established an October 1, 2001

implementation date for three-digit 7-1-1 dialing. TRS is available

nationally and facilitates telephone conversations between those that

have and do not have hearing or speech impairments.

Sprint is the leading provider of telecommunications relay services

(TRS) with over a decade of experience. The U.S. government, 27 states

and the Commonwealth of Puerto Rico currently rely on Sprint's 11 U.S.

Relay Operations Centers to offer the power of communications many take

for granted to a population that otherwise would be shutout or isolated.

The simplicity of 7-1-1 dialing will make the calling process more

convenient than having to remember or dial a seven or ten digit number

as is the case now.

"We have worked with state TRS administrators and local exchange

carriers regarding call processing," said Mark Seeger, TRS customer

relations manager. Sprint has been processing 7-1-1 calls routed from

common carriers for the past two years in states that began service

before the mandated start date. Some states offering 7-1-1 service have

seen call volumes increase as much as 28 percent due to 7-1-1 outreach

and the three-digit dialing ease. "We also encourage the hearing

population to utilize the Relay Service to return more phone calls and

to reduce the number of hang-ups on deaf individuals," Seeger said.

Every day hundreds of thousands of people rely on Relay Service - a

public service provided by each state - to keep in touch by telephone.

To place a call to a standard telephone user, a service subscriber with

a text telephone (TTY) terminal simply enters the relay number and gives

the Communications Assistant (CA) the phone number of the party they

wish to call. The CA facilitates the conversation by typing the standard

phone user spoken words to the recipient's TTY, and voices/speaks the

TTY user's text back to the standard telephone user. User

confidentiality is assured at all times.

Although 7-1-1 is not an emergency code and should not be confused with

9-1-1 service, the new three-digit relay number can also relay calls

from TTY users to 9-1-1 operators. Hearing as well as speech-disabled

individuals should continue to dial 911 to report an emergency.

Beyond providing TRS service, Sprint accommodates the communication

needs of employees who are deaf, hard-of-hearing or speech impaired.

"Our employees are provided the communication access that best meets

their needs; whether TTYs, VideoPhones, 2-Way Paging Devices, Live

Interpreting Services, Remote Interpreting Services, or access to

captioned media presentations," explained Tony D'Agata, VP/GM of

Sprint's Government Systems Division which provides the

Telecommunications Relay Service (TRS). "Sprint invests heavily in the

success of all of its employees, including those who are deaf, hard of

hearing and speech impaired."

Sprint's Government Systems Division (http://www.sprintbiz.com/gsd/)

provides Sprint Relay Services to the federal government, the

Commonwealth of Puerto Rico and the following states: Arizona,

California, Connecticut, Colorado, Florida, Illinois, Indiana, Iowa,

Maryland, Minnesota, Missouri, Montana, Nevada, New Hampshire, New

Mexico, New York, North Carolina, North Dakota, Ohio, Oklahoma, Oregon,

South Carolina, South Dakota, Utah, Texas, Washington and Wyoming.

Information about Sprint Relay Service is available at

(http://www.sprint.com/relay) or by calling TRS customer service at 800

676-3777.

Submitted by Mitchell Rex Moers, Account Manager 

Sprint Relay Colorado & Wyoming 

1099 18th Street, Suite 1400 

Denver, Colorado 80202 

303-801-3877 Local TTY

1-800-230-8609 outside Denver Area TTY

303-801-3813 Voice Mail 

303-801-3868 Fax 

Matt Kruzick, Qwest Manager, Regulatory Affairs, email of 7/16/01 to Ron Jack, PUC Chief Administrator, and Joe Benedetto, PUC Relay Administrator, on Qwest’s implementation of 711 Dialing and attachment of Qwest’s customer notice of 711 Dialing

Ron and Joe:

This is to alert the Colorado Commission that Qwest is now ready for 711 implementation.

The AIN (Advanced Information Network) platform is completed, 187 switch locations have been translated and a test call from each switch has been completed.

In addition, Qwest will be alerting its customers of 711 capability during  the mailing of its October, 2001 bills.

Attached is a copy of the customer notice which Qwest will be sending on the bill envelope.

Please call me on 3030-896-7841 if you have any questions.

Sincerely,

Matt Kruzick

Qwest Regulatory

(See attached file: 711 notice.pdf)


[image: image10.wmf]711 notice.pdf


Sprint sends out numerous press releases regarding new TRS developments and services throughout the years to print media, electronic sites, deaf, hard of hearing, and speech disabled organizations and newsletters. A sample is attached below:

Internet Relay Press Release
Video Relay Press Release
Voice Carry-Over Press Release
E-Turbo Code Press Release
Deaf Way II Announcement
Relay Colorado distributes a favorite for children, the Relay Rabbit comic and game book, attached below.

Relay Rabbit Activity Book
Sprint is conducting trials of the new experimental Captioned Telephone (Cap Tel) in the state of Colorado. A number of state leaders and interested persons who would benefit from this service were selected to participate in this experiment. During the experimental trial period, these individuals will share their observations with Sprint on Cap Tel.

Attached below, is a standard copy of the Sprint letter sent to  Cap Tel participants.

[image: image11.wmf]
August 23, 2002

Dear   Mr. Benedetto,   

Sprint Relay invites you to participate in an exciting “Sprint VIP Trial” of the new Captioned Telephone from Ultratec.  Use of a CapTel telephone and the service is available to you at no cost, in exchange for your valued feedback during the trial period.  In addition, Sprint Relay will cover the cost of all your long distance phone calls thru the Captel services during the trial.  

The Captioned Telephone, or “CapTel”, looks and works like an amplified telephone, with one important addition; everything your caller says is displayed in text, word-for-word while you are listening to the speaker (if applicable). CapTel is not a TTY.  It is a telephone with built-in captions, designed to let you have a more natural interactive conversation.  Just dial the number of the person you are calling and listen to them speak while reading the text of everything they say.  The captions are generated by a Captionist, who uses the latest voice recognition technology for near real-time transcriptions of your call.

We think you would be a great candidate to test the CapTel in “real-world” conditions.  As a participant, you’ll benefit from the advantages of CapTel Technology.  Plus, because CapTel is still under development, your feedback will help ensure this exciting new phone truly meets the needs of people with hearing loss.

Sprint Relay is sponsoring this VIP trial of CapTel technology with Ultratec for nine months, beginning in August 2002.  The Sprint Relay CapTel trial is available Monday through Friday from 8 a.m. to 11 p.m., Saturday 9am to 11pm and Sunday 2pm to 11pm  (EST). 

If you are interested, please fill out the attached CapTel User Profile form and return it to me via e-mail or  Fax to Dottie Cartrite at (303) 801-3868 by September 15, 2002.  Once we receive your profile form, Ultratec will ship your Captel phone to you via UPS (5-7 days).  If  you are not interested, please let me know ASAP, as others are on the waiting list.  Thank you.  

Sincerely,

Curtis L. Humphries

Program Manager,

Sprint’s VIP 

Captel trial

(410) 496-7071 

Appendix K-2   Exhibits and Items, Colorado Community Outreach
The following exhibits and items have been shipped to the FCC for inspection:

· Relay Colorado 711 Dialing Press Kit for the CO PUC Media Conference on 9/5/01

· Relay Colorado 711 Dialing News Stories: Rocky Mountain News, The Denver Post

· Relay Colorado Video (For Distribution): “Connect to Your Future” – 22 Minutes in Length

· Relay Colorado Brochures (Two Different Sets): “Keeping You Connected”

· Relay Colorado Magnet (Listing Relay Colorado Numbers)

· Relay Colorado Stickers (Listing Relay Colorado Numbers)

· CO PUC State Administrator Business Card

· Sprint Relay Colorado Account Manager Business Card

· Relay Colorado Pen (711 Dialing)

· Relay Colorado Pen (711 Dialing, Video Relay Address, Internet Relay Address)

· Relay Colorado Computer Brush (711, VRS, Internet Relay)

· Relay Colorado Relay Rabbit Comic and Game Book

· Sprint Sticker and Note Pad, “Want to Communicate? Go Ahead”

· Qwest Monthly Telephone Bill for September, 2002, Listing TRS Surcharge

· The Deaf Coloradan Newsletter (September, 2002) featuring:

· CSD of Colorado

· Assistive Technology Conference

· Full Page Relay Colorado Ad, “Want to Communicate? Go Ahead.”

· Video Relay Service Announcement

· Full Page CSD Ad featuring VRS

· Full Page Relay Colorado/CSD Ad on the New Horizons Technology Show, Denver, Colorado, September 21, 2002

· Selected Sprint National and Local News Releases and Flyers

· Selected Photographs of Relay Colorado Activities and Events

Appendix L   Colorado Request for Proposal and Sample Contract
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State of Colorado

INVITATION FOR BID/REQUEST FOR PROPOSAL COVER SHEET
	

	Date:
	April 6, 2001
	IFB/RFP Number:
	RFP-DT-00010-01

	Return all Sealed Bids/Proposals to:
	General Support Services

State Purchasing Office

225 E. 16th Ave., Suite 802

Denver, CO 80203
	Purchasing Agent:
	Denise Tatnall

	IFB/RFP Opening Date:
	Tuesday, May 29, 2001
	IFB/RFP Opening Time:
	2:30 p.m. (MST)

	All Bids Shall be Quoted F.O.B. Destination unless Otherwise Specified

COLORADO TELECOMMUNICATIONS RELAY SYSTEM

Per the attached specifications, terms and conditions



	F.E.I.N.:
	
	Payment Terms:

 (Minimum of Net 30)
	

	Delivery Date:
	
	
	

	Authorized Signature:
	

	Typed/Printed Name:
	

	Title:
	

	Company Name:
	

	Address:
	

	City:
	
	State:
	
	Zip:
	

	Phone Number:
	
	Fax Number:
	

	Contact for Clarifications:
	

	Title:
	

	Phone Number:
	
	Fax Number:
	

	E-mail Address:
	

	IMPORTANT: The following information must be on the outside of the Bid Return Envelope: 

Bid Number -Opening Date and Time

Please be advised that telegraphic or electronic bids (Fax, Western Union, Telex, e-mail, etc.) cannot be accepted directly in the Purchasing Office as a sealed bid.  Bidders are urged to read the solicitation document thoroughly before submitting a bid/proposal.  Contractors are required to submit Federal employer Identification Number (F.E.I.N.) prior to payment from the State of Colorado.

The State respects the environment and desires to do business with vendors who share this concern.  Accordingly, the vendor who is awarded this solicitation agrees that, wherever required, all reports, catalogs, correspondence, or other submittals will be made on recycled paper and with copying on both sides of the pages.  (Recycled paper meaning not less than 50% of the total weight consisting of secondary and post-consumer waste, and not less than 10% total weight consisting of post-consumer waste.)

Low Tie Bids: Low tie bids shall be decided in accordance with the provision of C.R.S., Section 24-103-202.5, as it currently exists or is hereafter amended, which give a preference to resident bidders.  Any bidder who wishes to be considered a "resident bidder" for purposes of the tie bid procedure provided in C.R.S., Section 24-103-202.5 shall include with their bid proof that he/she meets the definition of resident bidder as set forth in either C.R.S., Section 24-103-101(6)(a) or C.R.S., Section 24-103-101(6)(b).


The Department of Regulatory Agencies, Public Utilities Commission is soliciting proposals for the operation of Colorado Telecommunications Relay Services
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Section 1:

Introduction

1.1 Bid Information and Distribution System (BIDS) and Registration

This solicitation is published using the Colorado Bid Information and Distribution System (BIDS).  Offerors must be registered on BIDS in order to download solicitation documents and information and to be considered responsive at the time of proposal submission.  BIDS and its registration information may be linked through the State Purchasing Office link at http://www.gssa.state.co.us.

1.2 Structure of this Request for Proposal

The State of Colorado Solicitation Instructions and Terms and Conditions linked through the BIDS Solicitation Page govern except as modified or supplemented in these instructions.  In addition to the information on the BIDS Solicitation Page used on the BIDS website to announce this solicitation, this RFP consists of the following information:

Table of Contents

	Section 1 –
	Introduction

	Section 2 –
	Supplemental Solicitation Instructions

	Section 3 –
	Background Information

	Section 4 –
	Statement of Work

	Section 5 –
	Offeror Response Format

	Section 6 –
	Proposal Instructions, Evaluation and Award


1.3
Scope of the RFP/Basis for Award. 
The purpose of this RFP is to solicit proposals for providing telecommunications relay services for calls originating in the State of Colorado.  Evaluation and award will be based on the following factors in decreasing order of importance: technical merit of the proposal, management capability, (equal) and price.  

1.4
Term of the Contract

The contract awarded will be for a term of three years, with options for two one-year renewals, with a funding-out clause. 

1.5
Number of Awards

The State will award one contract as a result of this RFP.

1.6
RFP Cancellation

The State reserves the right to cancel this entire Request for Proposal or individual Phases at any time, without penalty.

Section 2:
Supplemental Solicitation Instructions

2.1 Official Means of Communication. During the solicitation process for this RFP, all official communication with offerors will be via notices on Colorado’s BIDS system.  Notices may include any modifications to administrative or performance requirements, answers to inquiries received, clarifications to requirements, and the announcement of the apparent winning offeror.  It is incumbent upon offerors to carefully and regularly monitor BIDS for any such notices.

2.2 Supplemental Solicitation Instructions. These instructions, and those in sections 5 and 6, supplement the State of Colorado Solicitation Instructions and Terms and Conditions linked through the BIDS Solicitation Page.
2.2.1
Issuing Office. This Request for Proposal (RFP) is issued for the Department of Regulatory Agencies, Public Utilities Commission by the Colorado State Purchasing Office, Division of Finance and Procurement, Department of Personnel/General Support Services.  The agency below is the sole point of contact concerning this RFP.

2.2.2
Inquiries. Offerors may make email, written or fax inquiries concerning this RFP to obtain clarification of requirements.  No inquiries will be accepted after the date and time indicated in the Schedule of Activities.  The State Purchasing Office prefers that all inquiries be sent by electronic mail to:

Denise.tatnall@state.co.us
State Purchasing Office, Division of Finance and Procurement

225 East 16th Avenue, Suite 802

Denver, Colorado  80203-1613

Fax: (303) 894-7440

RFP No. RFP-DT-00010-01
Address written or fax inquiries to:  Denise Tatnall 

Response to offeror's inquiries (if required) will be published as a modification on the BIDS system in a timely manner.  Offerors should not rely on any other statements, either written or oral, that alter any specification or other term or condition of the RFP.  Offerors are responsible for monitoring BIDS for publication of modifications to this solicitation.

2.2.3
Schedule Of Activities




Deadline (Mountain Times)

	1.
	RFP Notice Published On The Bids System
	
	April 6, 2001

	2.
	Prospective Offerors Written Inquiry Deadline (No Questions Accepted After This Date/Time)
	
	April 23, 2001
	5:00 PM

	3.
	Written Answers Provided For All Written Inquiries
	
	April 30, 2001

	4.
	Proposal Submission Deadline Submit Six (6) Copies Of The Proposal and one (1) electronic format on diskette
	
	May 29, 2001
	2:30 PM

	5.
	Oral Presentations/Site Visits
	
	N/A

	6.
	Contract Period
	
	7/01/01 
	THRU 
	6/30/03*

	7.
	The Resulting Contract May Be Renewed For 2 Additional Years, At The Sole Discretion Of The State.
	


· Offeror may request delay in start date.  See paragraph 4.9

2.3 News Releases.  News releases pertaining to this RFP shall NOT be made prior to execution of the contract without prior written approval by the State.

2.4 Proposal Submission/Copies.  Detailed instructions on proposal preparation and submission are in section 5.  It is the responsibility of the offeror to ensure that the Colorado Division of Finance and Procurement receives the proposal on or before the proposal opening date and time, regardless of the delivery method used.

The State of Colorado Invitation for Bid/Request for Proposal Cover Sheet MUST be signed in ink by the offeror or an officer of the offeror legally authorized to bind the offeror to the proposal.  Proposals, which are determined to be at a variance with this requirement, may not be accepted.  

2.5 Proprietary/Confidential Information.  Any restrictions of the use or inspection of material contained within the proposal shall be clearly stated in the proposal itself.  Written requests for confidentiality shall be submitted by the offeror with the proposal.  The offeror must state specifically what elements of the proposal are to be considered confidential/proprietary.  Confidential/Proprietary information must be readily identified, marked and separated/packaged from the rest of the proposal.  Co-mingling of confidential/proprietary and other information is not acceptable.  Neither a proposal, in its entirety, nor proposal price information will be considered confidential and proprietary.  Any information that will be included in any resulting contract cannot be considered confidential.

The Division of Finance and Procurement will make a written determination as to the apparent validity of any written request for confidentiality.  In the event the Division of Finance and Procurement does not concur with the offeror’s request for confidentiality, the written determination will be sent to the offeror.  Ref. Section 24-72-201 et. seq., C.R.S., as amended, Public (open) Records Act.

2.6 RFP Response Material Ownership.  All material submitted regarding this RFP becomes the property of the State of Colorado.  Proposals may be reviewed by any person after the “Notice of Intent to Make an Award” letter has been issued, subject to the terms of Section 24-72-201 et.  seq., C.R.S., as amended, Public (open) Records.  The State of Colorado has the right to use any or all information/material presented in reply to the RFP, subject to limitations outlined in the clause, Proprietary/Confidential Information.

2.7 Acceptance of Proposal Content.  The contents of the proposal and the terms of this request for proposals will become contractual obligations of the successful offeror.  

2.8 Proposal Prices.  Prices are expected to be firm, fixed price, with payment due at milestones as defined in this request for proposals. 

2.9 Selection of Successful Proposal and Notice of Intent to Award.  The State reserves the right to make an award on receipt of initial proposals, so offerors are encouraged to submit their most favorable proposal at the time established for receipt of proposals.  Offerors not meeting the requirements identified in the RFP shall be ineligible for further consideration.  The State may conduct discussions with offerors in the competitive range for the purpose of promoting understanding of the State’s requirements and the offeror’s proposal, to clarify requirements, make adjustments in services to be performed, and in prices.  Changes to proposals, if permitted, will be requested in writing from offerors. 

Upon review and approval of the Department of Regulatory Agencies, Public Utilities Commission recommendation for award, the Division of Finance and Procurement will issue a “Notice of Intent to Make an Award” letter to the responsible offeror whose proposal is determined to be most advantageous to the State.  Other offerors will be notified of the intent to award through posting of the award notice on the BIDS system.

2.10 Factors Considered in Evaluation.  In award of the contract, the following factors will be considered in decreasing order of importance: Technical merit, management capability, (equal) and price.  All offerors must meet the minimum requirements established by this RFP to be eligible for award.

2.11
Parent Company.  If an offeror is owned or controlled by a parent company, the name, main office address and parent company’s tax identification number shall be provided in the proposal.

2.12
Certification of Independent Price Determination

2.12.1
By submission of this proposal each offeror certifies, and in the case of a joint proposal each party, thereto, certifies as to its own organization, that in connection with this procurement:

a) The prices in this proposal have been arrived at independently, without consultation, communication, or agreement, for the purpose of restricting competition, as to any matter relating to such prices with any other offeror or with any competitor;

b) Unless otherwise required by law, the prices which have been quoted in this proposal have not been knowingly disclosed by the offeror and will not knowingly be disclosed by the offeror prior to opening, directly or indirectly to any other offeror or to any competitor; and

c) No attempt has been made or will be made by the offeror to induce any other person or firm to submit or not to submit a proposal for the purpose of restricting competition.

2.12.2 Each person signing the Invitation for Bid/Request for Proposal Cover Sheet of this proposal certifies that:

a)
He is the person in the offeror’s organization responsible within that organization for the decision as to the prices being offered herein and that he has not participated, and will not participate, in any action contrary to (1)(a) through (1)(c) above; or 

b)
He is not the person in the offeror’s organization responsible within that organization for the decision as to the prices being offered herein but that he has been authorized in writing to act as agent for the persons responsible for such decision in certifying that such persons have not participated, and will not participate, in any action contrary to (1)(a) through (1)(c) above, and as their agent does hereby so certify; and he has not participated, and will not participate, in any action contrary to (1)(a) through (1)(c) above.       

2.12.3
A proposal will not be considered for award where (1)(a),(1)(c),or (2) above has been deleted or modified where (1)(b) above has been deleted or modified, the proposal will not be considered for award unless the offeror furnishes with the proposal a signed statement which sets forth in detail the circumstances of the disclosure and the head of the agency, or his designee, determines that such disclosure was not made for the purpose of restricting competition.

2.13
Standard Contract. Except as modified herein, the standard State Contract Terms and Conditions and the Model Contract (see attached “modcon”) included in this RFP shall govern this procurement and are hereby incorporated by reference.  

2.13.1. Legislative Changes. The State of Colorado reserves the right to amend the contract in response to legislative changes, which affect this project.

2.13.2
Audit, Inspection of Records, and Monitoring. The successful offeror must permit the State, Federal Government, or any other duly authorized agent of a governmental agency to audit, inspect, examine, excerpt, copy and/or transcribe contractor's records during the term of the contract and for a period of three (3) years following termination of the contract or final payment, whichever is later, to assure compliance with the contract terms, or to evaluate the contractor's performance.  The contractor shall also permit these same described entities to monitor all activities conducted by the contractor pursuant to the terms of this contract.  As the monitoring agency may in its sole discretion deem necessary or appropriate, such monitoring may consist of internal evaluation procedures, examination of program data, special analyses, on-site check, or any other reasonable procedure. 

2.13.3
Error Reporting.  The successful offeror will promptly report any errors occurring with other programs throughout the duration of this contract.  A summary report must be submitted at least once every three months beginning with the date this contract is enacted.  Failure to disclose this information is grounds for termination of the contract for cause.

2.13.4
Order of Precedence. In the event of any conflict or inconsistency between terms of this request for proposal and the offer, such conflict or inconsistency shall be resolved first, by giving effect to the terms and conditions of the contract, second to the request for proposal, and third, to the proposal.

2.13.5
Venue. The parties agree that venue for any action related to performance of this contract shall be in the City and County of Denver, Colorado.

2.14
Offeror Proposed Terms and Conditions.  Except as specified in the offeror’s proposal, the submission of the offeror’s proposal will indicate its acceptance of these terms and conditions.  Offerors must disclose in their proposals terms and conditions or required clarifications of terms and conditions consistent with these instructions.  The State reserves the right to clarify terms and conditions not having an appreciable affect on quality, price/cost risk or delivery schedule during post-award formalization of the contract.

Section 3:

Background, Overview and Requirements

3.1 Background. Telecommunications relay services permit full and simultaneous communication between individuals using telecommunications devices for the deaf (TDDs or TTYs - teletypewriters) with those using conventional telephone equipment.  During the 1989 session of the Colorado Legislature, legislation was enacted creating a commitment by the State to provide telecommunications relay services to Colorado citizens with speech or hearing impairments requiring these services in order to provide equal access to basic telecommunications services available to everyone else.  The legislation also created the Colorado Disabled Telephone Users Fund.  During the 1992 session, Article 17 of Title 40, Colorado Revised Statutes, was revised, placing the administration of telecommunications relay services under the Public Utilities Commission and providing a funding mechanism to provide these services.  
3.2 Overview. The Public Utilities Commission is empowered to contract for Telecommunications Relay Services and oversee the Disabled Telephone Users Fund.  The source of revenue for the fund is a charge upon each telephone access line provided by each local exchange company in Colorado.  The current charge is ten cents per month per line, and the Commission has statutory authority to increase the charge, as needed, without having to receive any additional authorization from the legislature.  The Commission is also responsible for promulgating rules and regulations to implement the telecommunications relay system ensure that it complies with the federal Americans with Disabilities Act, and meets the certification requirements of the Federal Communications Commission (FCC).  The purpose of this RFP is to procure telecommunications relay services authorized by statute for a period of three years with provision for the State to elect to continue the service for two (2) additional one-year extensions.  

3.3 Requirements. The services must be provided 24 hours a day, for all 365 days a year, and a viable contingency plan must be in place to prevent any significant disruptions or impairments to service in the event of adverse or man-made or natural occurrences.  The state intends to maintain FCC certification for its services, so they must meet current FCC requirements for the types and quality of services provided.  Future enhancements required by the FCC will also be met and/or the state may determine that enhancements not required by the FCC should be initiated.  In either instance, this would likely result in negotiated price changes with the Contractor.  In the most recent fiscal year, from July 1, 1999 to June 30, 2000, call volumes averaged 92,378 calls per month and 395,498 call minutes.  A detailed breakout of monthly call volumes by type from July 1999 through January 2001 is provided in Attachment A to this RFP.  Colorado anticipates implementing 711 calling in September 2001, which, combined with an enhanced advertising and outreach campaign, should increase call volumes significantly.  A national advertising campaign anticipated after a mandated nationwide 711 implementation by October 1, 2001, should result in further increases in call volumes.  Existing legislation for the relay program will enable the state to generate increased revenues, as needed to pay for the anticipated increases in call volumes.  
Section 4:
Statement of Work
The purpose of this Request for Proposals (RFP) is to procure the telecommunications relay services authorized by statute for a period of three years beginning July 1, 2001, with the provision for the State to elect to continue the service for two additional one-year extensions. 
4.1 Definitions: In order to facilitate offeror understanding of this RFP, the following definitions apply:

4.1.1 FCC Definitions:

4.1.1.1 American Sign Language (ASL).  A visual language based on hand shape, position, movement and orientation of the hands in relation to each other and the body.

4.1.1.2 ASCII.  An acronym for American Standard Code for Information Interexchange which employs an eight bit code and can operate at any standard transmission baud rate including 300, 1200, 2400, and higher.

4.1.1.3 Baudot.  A seven bit code, only five of which are information bits.  Baudot is used by some text telephones to communicate with each other at a 45.5 baud rate.

4.1.1.4 Common carrier or carrier.  Any common carrier engaged in interstate communication by wire or radio as defined in section 3(h) of the Communications Act of 1934, as amended (the Act), and any common carrier engaged in intrastate communication by wire or radio, notwithstanding sections 2(b) and 221(b) of the Act.

4.1.1.5 Communications assistant (CA).  A person who transliterates or interprets conversation between two end users of TRS.  CA supersedes the term "TDD operator."

4.1.1.6 Hearing carry over (HCO).  A reduced form of TRS where the person with the speech disability is able to listen to the other end user and, in reply, the CA speaks the text as typed by the person with the speech disability.  The CA does not type any conversation.

4.1.1.7 Telecommunications relay services (TRS).  Telephone transmission services that provide the ability for an individual who has a hearing or speech disability to engage in communication by wire or radio with a hearing individual in a manner that is functionally equivalent to the ability of an individual who does not have a hearing or speech disability to communicate using voice communication services by wire or radio.  Such term includes services that enable two-way communication between an individual who uses a text telephone or other nonvoice terminal device and an individual who does not use such a device, speech-to-speech services, video relay services and non-English relay services.  TRS supersedes the terms "dual party relay system," "message relay services, "and "TDD Relay." 

4.1.1.8 Text telephone (TTY).  A machine that employs graphic communication in the transmission of coded signals through a wire or radio communication system.  TTY supersedes the term "TDD" or "telecommunications device for the deaf," and TT.

4.1.1.9 Voice carry over (VCO).  A reduced form of TRS where the person with the hearing disability is able to speak directly to the other end user.  The CA types the response back to the person with the hearing disability.  The CA does not voice the conversation.

4.1.1.10 Speech-to-speech relay service (STS).  A telecommunications relay service that allows people with speech disabilities to communicate with voice telephone users through the use of specially trained CAs who understand the speech patterns of persons with disabilities and can repeat the words spoken by that person.

4.1.1.11 Video relay service (VRS).  A telecommunications relay service that allows people with hearing or speech disabilities whom use sign language to communicate with voice telephone users through video equipment.  The video link allows the CA to view and interpret the parties signed conversation and relay the conversation back and forth with a voice caller.

4.1.1.12 Non-English language relay service.  A telecommunications relay service that allows persons with hearing or speech disabilities whom use languages other than English to communicate with voice telephone users in a shared language other than English, through a CA who is fluent in that language.

4.1.1.13 Qualified interpreter.  An interpreter who is able to interpret effectively, accurately, and impartially, both receptively and expressively, using any necessary specialized vocabulary.

4.1.2 Additional Colorado Definitions:

4.1.2.1 Turbo Code.  Enhanced baudot transmission speed up to 110 words per minute.  This enhancement enables TTY callers to interrupt during the transmission.

4.1.2.2 Internet Relay.  Transmission of a relay call with the TTY user connected over the Internet instead of over regular telephone lines.  If the initiating caller is the TTY user, it has not yet been determined how to identify what state the caller is from, and therefore which state should be billed for relaying the call.

4.2 Subcontractors:  Planned use of subcontractors shall be clearly explained in the proposal, including terms of any subcontract.  However, the prime contractor shall be responsible for contract performance whether or not subcontractors are used.  Current employees of the State of Colorado may not participate as subcontractors of the award.  The only contact with the State will be the prime contractor.

4.3 Compliance:  All offerors will submit positive statements with respect to their willingness to comply with all work requirements described in this RFP, and with the general contract requirements and the terms and conditions specified in Section VI of this RFP.  The Telecommunications Relay System must meet all requirements necessary for certification by the Federal Communications Commission (FCC); therefore, if any of the following requirements conflict with current FCC certification requirements, the FCC requirements shall prevail.  All offerors will clearly describe and explain any proposed deviations from or changes to the RFP or contract requirements for consideration by the State in the appropriate section of the proposal and in the transmittal letter.  The State reserves the right to reject any proposal including such deviations or changes.

4.4 Employment of State Personnel.  The contractor shall not knowingly engage on a full time, part time or other basis during the period of the contract, any individual involved in preparation of this RFP, or the selection and/or award of the resulting contract.

4.5 Payment.  After the close of each month, the contractor will submit an invoice to the project manager for the previous month’s work, and the State will make payment within thirty (30) days of receipt of said invoice.  Total reimbursement shall not exceed the total fixed bid per minute price submitted to and accepted by the State.

4.6 Operational Standards.

4.6.1 FCC Operational Standards.
4.6.1.1 Communications assistant (CA).  TRS providers are responsible for requiring that CAs be sufficiently trained to effectively meet the specialized communications needs of individuals with hearing and speech disabilities; and that CAs have competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and familiarity with hearing and speech disability cultures, languages and etiquette.  CAs must possess clear and articulate voice communications.  CAs must provide a typing speed of a minimum of 60 words per minute.  Technological aids may be used to reach the required typing speed.  Providers must give oral-to-type tests of CA speed.  TRS providers are responsible for requiring that VRS CAs are qualified interpreters.  A “qualified interpreter” is able to interpret effectively, accurately and impartially, both receptively and expressively, using any necessary specialized vocabulary. 

4.6.1.2 Confidentiality and conversation content.  Except as authorized by section 705 of the Communications Act, 47 U.S.C. § 605, CAs are prohibited from disclosing the content of any relayed conversation regardless of content, and with a limited exception for STS CAs, from keeping records of the content of any conversation beyond the duration of a call, even if to do so would be inconsistent with state or local law.  STS CAs may retain information from a particular call in order to facilitate the completion of consecutive calls, at the request of the user.  The caller may request the STS CA to retain such information, or the CA may ask the caller if he wants the CA to repeat the same information during subsequent calls.  The CA may retain the information only for as long as it takes to complete the subsequent calls.  (ii) CAs are prohibited from intentionally altering a relayed conversation and, to the extent that it is not inconsistent with federal, state or local law regarding use of telephone company facilities for illegal purposes, must relay all conversation verbatim unless the relay user specifically requests summarization, or if the user requests interpretation of an ASL call.  An STS CA may facilitate the call of an STS user with a speech disability so long as the CA does not interfere with the independence of the user, the user maintains control of the conversation, and the user does not object.  Appropriate measures must be taken by relay providers to ensure that confidentiality of VRS users is maintained.

4.6.1.3 Types of calls.  Consistent with the obligations of common carrier operators, CAs are prohibited from refusing single or sequential calls or limiting the length of calls utilizing relay services.  TRS shall be capable of handling any type of call normally provided by common carriers and the burden of proving the infeasibility of handling any type of call will be placed on the carriers.  Providers of TRS are permitted to decline to complete a call because credit authorization is denied.

4.6.1.4  Handling of emergency calls.  Providers must use a system for incoming emergency calls that, at a minimum, automatically and immediately transfers the caller to the nearest Public Safety Answering Point (PSAP).  In addition, a CA must pass along the caller’s telephone number to the PSAP when a caller disconnects before being connected to emergency services.

4.6.1.5 In-call replacement of CAs.  CAs answering and placing a TTY-based TRS or VRS call must stay with the call for a minimum of ten minutes.  CAs answering and placing an STS call must stay with the call for a minimum of fifteen minutes.

4.6.1.6 CA gender preferences.  TRS providers must make best efforts to accommodate a TRS user’s requested CA gender when a call is initiated and, if a transfer occurs, at the time the call is transferred to another CA.

4.6.1.7 STS called numbers.  Relay providers must offer STS users the option to maintain at the relay center a list of names and telephone numbers, which the STS user calls.  When the STS user requests one of these names, the CA must repeat the name and state the telephone number to the STS user.  This information must be transferred to any new STS provider.

4.6.2 Additional Colorado Operational Standards.
4.6.2.1 Standard Relay Product Features.  Colorado currently contracts with Sprint for its Relay Services.  As part of that contract, Sprint provides 53 services (listed in Exhibit D, pages D-1, D-2, D-3 and F-2, to this RFP) plus Turbo Code.  Relay users in Colorado now consider these to be standard services.  Offerors must demonstrate that they can provide all of these 54 services and the price per call minute in their proposal should be for relay services that include all 54.  To facilitate a comparison of proposals, offerors should review the list of 54 features and indicate which services they provide in an identical fashion, which they provide, but in a different fashion and what those differences are, and which they do not provide.  Offerors should also list additional services they would provide as standard features that are not included on the list.  

4.6.2.2 Placing Calls.  No more than 30 seconds shall elapse between receipt of dialing information and the dialing of the requested number during all times of the day.  Calls to the relay, which are placed on hold shall not be on hold longer than one minute.  Calls identified as emergency calls shall receive immediate priority over other calls.

4.6.2.3 Relaying the full content of communication.  Communications Assistants (CAs) must convey the full content, context and intent of the communication they translate.  CAs shall, to the best of their abilities, let the deaf or hearing-impaired user know the tone of voice the hearing caller is using.  For example, they can type in parenthesis that a person is being rude, is yelling, is being humorous, is laughing, is impatient, or other characterizations of behavior.  CAs shall also keep the user informed on the status of the call, such as dialing, ringing, busy, disconnected, on hold, or explaining the relay to a hearing caller.  When speaking for the TTY user, the CA shall adopt a conversational tone of voice appropriate to the type of call being made.  CAs shall indicate to the TTY user if another person (hearing) comes on the line.  CAs shall also announce to both parties to the call when there is a change of operators during a call.

4.6.2.4 Prohibited communications.  CAs shall not counsel, advise or interject personal opinions or additional information into any relay call.  This also means the CAs shall not make any value judgments on the obscenity of any messages.  Furthermore, the operators shall not hold personal conversations with anyone calling the Colorado Relay Service.  The State will not reimburse for any call minutes that violate this standard.

4.6.2.5 Preserving confidentiality.  Proposals shall specify the policies the offeror will use to preserve confidentiality.  Such policies may include mechanisms employees are encouraged to use to prevent unintentional disclosure of relayed conversations, denying employment as CAs to those who have deaf family members or acquaintances, and other methods.  Proposals shall specify the policy for handling violations of confidentiality. 

4.6.2.6 Spanish-to-Spanish calls.  In view of Colorado’s significant Hispanic population, English-to-English or Spanish-to-Spanish relay services are considered basic services and should be included in the offeror’s proposal.  English-to-Spanish and Spanish-to-English translation may be provided, if it is at no additional cost to the State.  Offerors proposing to include this translation service should state this in their proposal.

4.6.2.7 Internet relay calls.  The technical capability exists for TTY users to initiate relay calls using the internet instead of regular phone lines, but there are several unresolved issues relating to whether such a relay call should be billed as a local or long distance call, identification of the state (or country) from which the call was initiated and is therefore billed for the relay services, etc.  Very likely, these issues must be resolved at the national level before Internet relay calls can be processed and paid for appropriately.  Offerors shall describe how they would propose these issued should be resolved and assuming that proposal, how they would provide process Internet relay calls.  Indicate what, if any, additional hardware, personnel and/or procedures would be required and whether the changes in the billing rate per call minute or other contractual changes might be required.

4.6.2.8 CA community contacts.  Offerors shall propose a method for a relay user to uniquely identify a relay agent in the event a complaint is filed or a user wants to praise the work of the CA.  Offerors proposing an in-state center shall describe how they will handle the confidentiality concerns related to possible social contact or the provision of other services by relay agents for members of the deaf and hearing impaired community that use the relay.  

4.7 Technical Standards.
4.7.1 FCC Technical Standards. 

4.7.1.1 ASCII and Baudot.  TRS shall be capable of communicating with ASCII and Baudot format, at any speed generally in use.

4.7.1.2 Speed of answer.  TRS shall include adequate staffing to provide callers with efficient access under projected calling volumes, so that the probability of a busy response due to CA unavailability shall be functionally equivalent to what a voice caller would experience in attempting to reach a party through the voice telephone network.  TRS shall, except during network failure, answer 85% of all calls within 10 seconds by any method which results in the caller’s call immediately being placed, not put in a queue or on hold.  The ten seconds begins at the time the call is delivered to the TRS center’s network.  The call is considered delivered when the relay center’s equipment accepts the call from the local exchange carrier and the public switched network actually delivers the call to the TRS center.  Abandoned calls shall be included in the speed-of-answer calculation.  A provider’s compliance with this rule shall be measured on a daily basis.  The system shall be designed to a P.01 standard.  A LEC shall provide the call attempt rates and the rates of calls blocked between the LEC and the relay center to relay administrators and relay centers upon request.

4.7.1.3  Equal access to interexchange carriers.  TRS users shall have access to their chosen interexchange carrier through the TRS, and to all other operator services, to the same extent that such access is provided to voice users.
4.7.1.4 TRS facilities.  TRS shall operate every day, 24 hours a day.  TRS shall have redundancy features functionally equivalent to the equipment in normal central offices, including uninterruptible power for emergency use.  TRS shall transmit conversations between TTY and voice callers in real time.  Adequate network facilities shall be used in conjunction with TRS so that under projected calling volume the probability of a busy response due to loop trunk congestion shall be functionally equivalent to what a voice caller would experience in attempting to reach a party through the voice telephone network.  Relay services that are not mandated by this Commission are not required to be provided every day, 24 hours a day.
4.7.1.5 Technology.  No regulation set forth in this subpart is intended to discourage or impair the development of improved technology that fosters the availability of telecommunications to person with disabilities.  VCO and HCO technology are required to be standard features of TRS.
4.7.1.6 Voice mail and interactive menus.  CAs must alert the TRS user to the presence of a recorded message and interactive menu through a hot key on the CA’s terminal.  The hot key will send text from the CA to the consumer’s TTY indicating that a recording or interactive menu has been encountered.  Relay providers shall electronically capture recorded messages and retain them for the length of the call.  Relay providers may not impose any charges for additional calls that must be made by the relay user in order to complete calls involving recorded or interactive messages. 
4.7.1.7 Pay-per-call calls.  Relay services shall be capable of handling pay-per-call calls.
4.8 Functional Standards.

4.8.1 Consumer complaint handling.  Offerors shall describe the steps to be taken in resolving complaints regarding services or personnel.  The complaint procedures, or a reference to them, must be included in all printed materials about the relay service for the community outreach program and any material distributed for the public or relay users.  The contractor shall ensure that any caller to the relay center will be able to reach a supervisor or administrator while still on line during a relay call if they have a complaint.  Proposals must guarantee that a consumer complaint log and complaint resolution procedures meeting FCC requirements will be maintained by the TRS vendor.  The log must include, at a minimum, the date the complaint was filed, the nature of the complaint, the date of resolution, and an explanation of the resolution.  Beginning July 1, 2002, the contractor shall submit summaries of logs indicating the number of complaints received for the 12-month period ending May 31 to the State and FCC by July 1 of each year.  Proposals must include a sample of the written notification that will be sent to all consumers registering a complaint that explains the procedures for the resolution of complaints, including contact information for both the State Relay Administrator and the FCC should they not be satisfied with the resolution of the complaint by the TRS vendor.  To enable the State to both meet its complaint resolution responsibilities to the FCC and to monitor the relay services being provided to ensure that the Contractor is providing good relay services and making reasonable efforts to resolve complaints, the TRS vendor will make the full contents of the complaint log available, on request, and provide the names and address or phone numbers of any complainant available to the State Relay Administrator upon request.  Offerors shall propose a method to make the resolution of any complaint available for such review.  If complaints are issued a unique identifier (number), for instance, an acceptable method would enable the State Relay Administrator to identify a sample of identifiers and receive the details of those particular complaints and contact information of the complainants from the TRS vendor.

4.8.2 Long distance calls.  Offerors must provide billing for long distance services and state how the FCC’s carrier of choice requirement will be met.  TRS users shall pay rates for intra-state and interstate long distance calls that are no greater than the rates paid for functionally equivalent voice communication services with respect to such factors as the duration of the call, the time of day, and the distance from the point of origination to the point of termination.  Offerors shall specify the long distance service to be used if the caller does not specify a carrier of choice, and whether any special discounts will be provided to TRS calls.

4.8.3 Treatment of TRS customer information.  Consistent with FCC requirements, should a different TRS vendor be selected to provide relay services for the State in the future, the TRS vendor awarded a contract as a result of this RFP shall provide for the transfer of TRS customer profile data from the outgoing TRS vendor to the incoming TRS vendor.  Such data must be disclosed in usable form at least 60 days before the provider’s last day of service provision.  Such data may not be used for any purpose other than to connect the TRS user with the called parties desired by that TRS user.  Such information shall not be sold, distributed, shared or revealed in any other way by the relay center or its employees, unless compelled to do so by lawful order.  The vendor may not use any information obtained from relay calls to support other business interests.

4.8.4  Staffing.  Offeror shall provide a listing of proposed additional staffing that will be required to handle the State’s calls, either in a separate new relay center or additional staffing system wide, including, if appropriate, shift supervisors, clerical staff, CAs, management personnel and other needed positions on the various shifts during a week.  Include job descriptions and qualifications for the various positions that will be added.  Describe any efforts that will be made for the active recruitment of employees with American Sign Language and relay service experience and with expertise working within the deaf community.  Include an example of the form CAs will be required to sign pledging to protect the confidentiality of TRS users.  The relay center shall not utilize volunteers as CAs.

4.8.5 Proficiency testing.  Provide an example copy or detailed description of a standardized, quantifiable, performance-based Relay Operator Proficiency Examination or other screening procedures that covers spelling, typing, dictation, procedures, characteristics of ASL as it may be reflected in the written language of TDD users, deaf culture, ethics and confidentiality, and professional judgement that ensures that CAs hired and retained by the offeror will meet or exceed the minimum qualifications identified in this RFP.  Explain the provisions that will be taken to ensure that material from these tests are not available to CAs prior to taking the test and changes that are made to the tests to ensure that CAs are truly qualified, not just familiar with specific items that will be on the test.  Describe the procedures that will be used to ensure that CAs continue to meet the minimum requirements after they are hired.  

4.8.6 Staff development.  Each offeror shall demonstrate how they will provide ongoing staff training.  The provisions for operator training shall include, but not be limited to, American Sign Language “gloss” and grammar, deaf culture, and operation of the relay telecommunications equipment.  Offerors shall provide a description of their training plan in their proposals.  In-service training for operators shall be provided by experts in the field of sign language interpreting, ASL and deaf culture, or the contractor must demonstrate that they have on their own staff such experts.  This is to be considered only part of the in-service training program.

4.8.7 Consumer input.  As described later in sections 4.10 and 4.11 of this RFP, a Relay Advisory Committee will be established as one mechanism for consumer input on the operation and improvement of the state’s relay program.  Consumer complaints and account representative meetings with community groups are obvious mechanisms for obtaining consumer input.  Offerors are invited to provide other examples of how they would obtain and use consumer input (e.g., relay user or internal CA surveys, etc.).

4.9 Location and Capabilities of Relay Center(s).  The offeror must demonstrate its ability to put in place a fully-functioning relay center (or centers) meeting the operational, technical and functional standards described previously and elsewhere in this section of the RFP.  If the offeror proposes either building a new relay center or expanding the capability of existing relay centers, it must provide documentation demonstrating that they will be able to secure the needed building space, telecommunications and other necessary equipment and trained personnel to provide the proposed services.  Originally, this RFP would have required that offerors demonstrate the ability to put these new services in place by July 1, 2001, and the state is prepared to start paying for relay services with the Contractor selected through this RFP process as early as that date.  Because of the release date of the RFP, however, offerors may propose a later start date, stated in terms of the number of calendar days needed after two critical events in the contracting process:  notification of the intent to award the contract and the eventual receipt of the fully executed contract.  The critical activities occurring between those two events will be a seven working day appeal period after the notice of award is sent, negotiation of the final wording of the contract and the state’s contract approval process through the Personnel, Attorney General and State Controller’s Offices.  Evaluation points for proposals from offerors proposing a start date for fully operational relay services within a reasonable time period after receipt of a fully executed contract will be the same as they would be if they proposed offering services on July 1, 2001.  Any references to a July 1, 2001 start date appearing anywhere else in this RFP should be interpreted in this context.  The State is prepared to extend its current Relay contract for an interim period in order to secure to best possible relay services for the next three to five years.  Areas to be addressed in an offeror’s proposal should include:
4.9.1 Site Requirements.  Offerors shall document ability to provide building space for a relay center to handle the state’s calls, perform all necessary site preparation work, provide all office furniture and office supplies and furnish all recurring and non-recurring physical plant needs.  There also shall be individual work stations for operators of each terminal.  Building and office space shall demonstrate expansion capability to handle any increased call volume.  An offeror already operating one or more relay centers should provide details of their existing facilities and document how they would accomplish needed building expansion to handle the State’s relay calls and their ability to further expand to respond to increased call volumes system-wide.

4.9.2 Location.  The building housing the operators may be located in the State of Colorado or outside the state where the offeror is already operating a relay system for another state or states.  Offerors may also propose various combinations of in-state and out-of-state facilities to handle the Colorado relay operation at different times of the day or days of the week.  Offerors proposing that any portion of relay services be provided in an in-state center can route calls to an existing relay center outside the state for as long as they wish prior to establishing an in-state center.  

4.9.2.1 Incentives for providing an in-state center.  Though no evaluation points will be awarded for proposing an in-state relay center unless it would result in improved relay services, offerors are encouraged to propose establishing a regional relay system in Colorado that incorporates Colorado relay services with those of other states.  No requirements in this RFP should be construed to discourage the establishment of such a regional center.  Offerors considering proposing a relay center located in Colorado are encouraged to contact: 

Drew Bolin

Deputy Director for Business Development

Colorado Office of Economic Development and International Trade

1625 Broadway, Suite 1700

Denver, CO 80202

(303) 892-3840

drew.bolin@state.co.us
Mr. Bolin may be contacted to:

(1) Assist offerors in identifying location alternatives for a relay center;

(2) Coordinate site selection efforts with other state agencies, local entities and private economic development professionals;

(3) Address inquiries regarding various state programs and incentives.

4.9.3 Equipment.  Furnish all necessary telecommunications equipment and provide and arrange for all telephone service into and out of the relay center.  The Transmission circuits shall meet or exceed interexchange performance standards for circuit loss and noise.  The center must have telecommunications equipment capable of receiving and transmitting in both Baudot and ASCII codes.  Relay systems must be capable of automatically identifying incoming TDD signals as either Baudot or ASCII. 

4.9.4 Back-up.   Offeror shall demonstrate an adequate back-up system, or show how relay calls could be rerouted to another relay center with sufficient capacity to handle the additional load in the event of a power outage, fire, cut trunk line or other disaster making a relay center inoperable for a period of time.  If the offeror has experienced relay centers going off line in the past, they should provide information on how that contingency was handled, and the extent of the disruption in service that was experienced by relay users.  If the offeror does not own a back-up relay center, then proof of a contractual agreement with a proposed back-up center must be provided.  The offeror shall also demonstrate how it will maintain an auxiliary source of power which is functionally equivalent to normal central office auxiliary sources of power so that the TRS will continue to function during power outages.

4.10 Account Representative.  The Contractor shall assign an account representative for the State’s relay services with good communication skills in both ASL and written English who may also be the representative for other states served by the Contractor.  Offerors shall describe the full duties and qualifications of the account representative including a job description, what other states besides Colorado will be assigned to the representative, where the individual will maintain his primary office, what portion of the time the representative will actually be in Colorado, the community and business group meetings that will be attended, and the respective roles of the account representative and others who will be handling consumer complaints, concerns and ideas.

4.11 Advertising, additional community outreach and travel reimbursement.  Offerors should fund normal activities for the account representative from their primary source of income from the State – the cost per minute for relay services.  Additional reimbursement will be made available on a dollar-for-dollar basis for three other activities when approved in advance by the PUC.  Up to $200,000 of reimbursement may be provided per year to the Contractor for these additional costs.  Since, by their nature, these costs are likely to change from year to year, by providing dollar-for-dollar reimbursement for these additional costs rather than asking the Contractor to include them in their cost per minute for relay services, it is anticipated that the cost to the state will be less and there will be much more flexibility in meeting specific needs in any given year.

4.11.1 Advertising.  Reimbursable advertising, pre-approved by the State Relay Administrator, will be provided for the relay program, including informative brochures and promotional items, production and airing of Public Service Announcements, especially once 711 relay dialing is implemented and other effective methods of making citizens throughout Colorado familiar with the Relay Program.  Offerors shall provide examples of advertising materials and programs that have proven effective in other states and which could be modified for use in Colorado.

4.11.2 Additional community outreach.  By July 1, 2001, the PUC will have in place a Relay Advisory Committee of six-to-eight members from different groups of relay users, including members of the deaf, hard of hearing and speech-impaired communities.  The Contractor will provide needed interpreting and other services for these meetings, typically quarterly, for which reimbursement will be provided through the following month’s bill.  There may be other community outreach activities that go beyond those normally performed by the account representative that, when pre-approved by the State Relay Administrator, will also qualify for reimbursement.  Offerors should provide examples of community outreach activities that would be part of an account representative’s normal duties and those that would qualify for additional reimbursement. 

4.11.3 Travel reimbursement.  The Contractor will pay for travel reimbursement for both Relay Advisory Committee members in attending the meetings and for the State Relay Administrator and potentially other PUC technical or management staff for the yearly meeting of the National Association of State Relay Administrators, possible yearly meetings of SRAs from states served by the same vendor, site visits to relay centers or other travel directly related to effective administration of the relay program.  The Contractor will be reimbursed for these costs through the following month’s bill.  

4.12 Reports.  The contractor shall provide a monthly report with the monthly billing statement which will enable the State Relay Administrator to monitor whether the relay service is meeting each of the FCC and State performance standards.  The report shall also include summary information on complaints received and their resolution as well as information on specific complaints, when appropriate.  When applicable, the monthly report should include information on any hardware, procedural or service enhancements made to the relay service.  After receiving authorization from the Public Utilities Commission, the selected Contractor may request designation of certain written reports as proprietary, consistent with the Colorado Open Records Law.  If so designated by the PUC, these reports will be available only to the Commission and their staff, who are bound to keep such information from being publicly disclosed.  (Information related to pricing or statistical components which reflect what is being paid for, generally, will not be considered proprietary information.  The public is entitled to a specific accounting of what they are paying for.)  Offerors shall provide sample copies of monthly reports they already issue to other states and any changes they would propose to meet the requirements for Colorado.

4.13 Audit Requirements.  The State is using a competitive bid process through issuance of this RFP as the primary mechanism to ensure it pays a fair price and receives excellent relay services.  The State has not conducted a formal audit of its relay vendor since the inception of its relay program and does not envision a specific need to do so in the future.  It nevertheless retains audit privileges to check on the service quality and the costs incurred by the contractor providing relay services to the State.  The Contractor shall make all requested financial information available to the state for audit on request, including: salaries and benefits associated with both operators and managerial employees, local exchange access charges, operating expenses, building rent and utilities, equipment depreciation, corporate overhead allocations, outside consultants and temporary help and account management.  The Contractor shall also make all telecommunications hardware, software and procedures available for audit by an engineer sent by the State to check that calls and their duration are being accounted properly in billings and sent to the State.

4.14 Billing adjustment for missing ASA and blockage rate standards.  The State Relay Administrator, at his or her sole discretion, may adjust the billing for a given month by reducing the payment by $1000.00 (about ten percent of a day’s relay costs) for any day in which the FCC standards related to blockage rate (less than one percent) or average speed of answer (less than ten seconds 85 percent of the time) are not met.   If there is a reoccurrence of the same problem within ten calendar days, the SRA may adjust the payment by an additional $2000 for that day, $3000 for a third problem day within ten days of the second, etc.  The SRA will assess the adjustment only after consideration of any natural or man-made problems (weather event, line cut, etc.), whether the Contractor is making reasonable efforts to restore service to established standards and whether there are indications that the State’s service by the Contractor has fallen significantly below that provided to other states by the same Contractor.  Offerors should comment on this provision, including describing an alternate mechanism they feel would accomplish the same goals in a way more agreeable to them and performance standards in addition to ASA and blockage rate they may be willing to include under the mechanism.  If the inclusion of this provision in the RFP has resulted in an increase in their proposed cost per minute, offerors should indicate the amount of that increase.

4.15 PUC Registration Required.  The Contractor must obtain a registration as a Provider of Non-Optional Operator Service from the Colorado Public Utilities Commission prior to commencement of providing relay service, consistent with Colorado Revised Statutes Title 40, Article 15.

4.16 Call Efficiency.  The reimbursement rate paid to the Contractor shall be on a cost per call-minute basis, but the ultimate cost of the relay service to the state will be based on three factors: the cost per call-minute, the number of calls and the efficiency of the relay center in handling calls.  It is anticipated that a more efficient relay service could handle calls more rapidly, perhaps resulting in fewer minutes per call and a reduced cost to the state per call.  It is also anticipated that increased call efficiency would also make the relay service more attractive to both voice and TTY users, thus resulting in greater use of the relay service and possible increased and very justifiable costs to the State.  Lacking a way to measure call efficiency precisely, offerors shall indicate the combination of hardware, software, staffing, training or procedural innovations they will use to maximize call efficiency.  Offerors should report the results of any internal studies conducted to measure improvements made in call efficiency that could be expected as part of the proposed services.  

4.17 Additional services.  This RFP specifies minimum requirements for the State’s relay services.  Nothing in this section or other sections of the RFP is intended to prohibit an offeror from offering additional telecommunications services to users and the State at no additional cost.  Offerors should specify any additional services that will be provided at no additional cost for which additional points may be awarded by the Evaluation Committee.  The offeror should also describe other services they could provide at a small additional cost.  

4.18 Additional Requirements for FCC Certification.  Offerors shall identify other FCC requirements for certification related to TRS vendor operational, technical or functional performance not otherwise listed in this section of the RFP and specify how those requirements will be met.

4.19 Identification of possible onerous provisions of this RFP.  In issuing this RFP, the State does not anticipate that it has added any requirements beyond those already required for FCC certification or part of a state’s basic relay service that should add significantly to the cost per minute charged by a relay vendor.  If an offeror agrees that there are no such requirements, it should so state.  Alternatively, offerors should identify any such requirement and an estimate of the cost per minute that would have to be charged to meet it. 

Section 5:
Offeror Response Format

Submit six hard copies of the proposal and one electronic copy of at least the main body of the proposal, not including attachments.  One of the hard copies must have original signatures on the Information For Bid/Request For Proposals cover sheet provided with this RFP.
5.1 Transmittal Letter/Overview/Summary Statement.  Offerors shall provide a transmittal letter on company letterhead signed by an individual authorized to commit the company to the work proposed.  The letter shall identify all material and enclosures being forwarded collectively as a response to this RFP.  The Transmittal Letter must be signed by an individual authorized to commit the company to the work proposed.  The offeror must clearly identify all intended subcontractors in the transmittal letter which may be needed to satisfy the requirements of this RFP.  The offeror must acknowledge receipt of any amendments to the RFP by amendment number.  If the offeror is willing to comply with all requirements of the RFP, the offeror must make a positive statement to that effect in their transmittal Letter.  If the offeror is unwilling to comply with any terms, conditions, or other requirements of the RFP, or with any contract provisions provided in the sample contract accompanying this RFP, the offeror must so indicate here and in the appropriate section of the offeror's proposal.  If in the body of the proposal the offeror indicates through either lack of response or technical noncompliance with the RFP, the offer may be rejected by the Evaluation Committee notwithstanding any assurances in the Transmittal Letter.  Offerors are invited to use the Transmittal Letter or begin their proposal with a separate Summary Section as an opportunity to provide an overview of their proposal or other summary information that will provide a valuable context for the detailed review of the remaining contents.  

5.2 Technical Component (Response to the Statement of Work).  Starting with paragraph 4.2 in the Section 4: Statement of Work portion of this RFP, offerors shall respond to each paragraph and subparagraph of the section using the same numbering system.  Offerors must respond directly to each paragraph and subparagraph either with a complete response or with at least a one-sentence summary response and a reference to a specific page number and paragraph in another document or attachment that is part of the proposal.  Evaluation points will be assigned to each paragraph and subparagraph, so failure to respond to anything in the Statement of Work would at best result in none of the evaluation points being awarded or at worst the proposal being rejected as unresponsive.

5.3 Cost Component (Proposed Cost per Call Minute). This section of the proposal must contain the offeror’s fixed price per call minute for the total effort required to implement and operate the proposed services not otherwise paid for separately (see paragraph 4.11 of the Statement of Work).  Estimated proposal prices are not acceptable.  Best and final offers cannot be considered in determining the apparent successful offeror.  Payments will be based upon contracted services actually performed in accordance with the fixed price determined through this competitive bid.  The state will reimburse the contractor monthly at the fixed price rate for all billable call minutes.  To ensure that all offerors use the same criteria to determine billable call minutes, a call minute is defined as the time, in minutes and seconds, from the moment when a relay agent is ready to render assistance and/or ready to accept information to process a call until both relay users disconnect.  This shall not include the time prior to the moment when a relay agent is ready to accept information to process a call, or time that the caller is in a queue or on hold waiting for the relay operator.  Each offeror will submit a total price per call minute (flat rate) based upon information derived from this RFP.  It is anticipated that each offeror will carefully evaluate numerous factors in arriving at their proposed price.  Effectiveness of outreach efforts and increased advertising, especially when tied in with implementation of 711 calling in September 2001, will have a direct bearing on future call volumes.  Paragraph 4.11 in the Statement of Work provides funding for double the outreach and advertising performed previously.  A flat rate per call minute over a three-year period should take into consideration the anticipated continued increases in call volumes and the resulting economies of scale.  Efficiencies gained through anticipated technological advancements over the three years should also be considered.  It is especially important that offerors consider the additional separate reimbursement available for advertising and outreach efforts of up to $200,000 per year under paragraph 4.11 that must often be included in the overall cost per call minute in other states.  A final consideration should include the presence of the state’s mechanism that gives it the ability to impose modest billing adjustments for missing average speed of answer or blockage rate performance standards and not making reasonable efforts to solve the problems (paragraph 4.14).  Offerors must submit a firm price quotation.  Estimated prices or incomplete prices may be used as a basis for rejection of a proposal.  The price contained in the offeror’s proposal shall be binding for the initial three years of the contract period.  For the next two one-year extensions which may be granted at the sole discretion of the State, the price can not be increased by more than five percent (5%) each year unless the contractor and the State mutually agree that a 5% cap is unrealistic or unfair.  No deviations, qualifications or counter offers will be accepted.  The State reserves the right to reject all proposals.

5.4 Management Component (Qualifications and Track Record of the Offeror) 
5.4.1 Description of offeror, subcontractors and management approach.  Provide comprehensive descriptive information about the company that will be providing the relay service; a delineation of the relationship between the offeror and any and all subcontractors; general internal management procedures for accomplishing the activities and an overview of any existing relationships with the state.  Provide information on key individuals on the management team that will be responsible for instituting and maintaining the relay services.  Provide an organization chart that demonstrates how  relay services and individual relay centers fit into the overall organization.

5.4.2 Offeror resources.  The offeror, together with any subcontractors, must demonstrate that they have the financial resources to perform all requirements of this RFP.  The offeror must demonstrated that they can financially carry out all start-up and expansion costs to provide the state’s relay services for the first two months before it receives reimbursement from the state under the normal billing/payment process without endangering the offeror financial stability.  The offeror must demonstrate adequate financial funding and technical ability to handle the relay calls that will be generated by the state, including possible 5% increases in call volumes each year.  The offeror shall also demonstrate that they have the depth of personnel resources necessary to carry out all aspects of this RFP within existing financial constraints.  The offeror will be required to show financial statements form the last three years or, if the offeror has not been in business for three years, since the business began.  

5.4.3 Offeror Experience Providing Relay Services.  Offerors shall provide sufficient information to allow the evaluation committee to determine the scope of the offeror’s experience which would enable them to provide the type of services described in this RFP.  The offeror shall describe all experience they have had in providing relay services or telecommunications equipment to the disabled.  Two or more year’s experience in providing a State Telecommunications Relay Service is desired.  For applicable experience, provide a description of services, the State in which they were performed, and the names and phone numbers of State Relay Administrators or other persons with the serviced entities responsible for evaluating the quality of services rendered and compliance with the contractual obligations.  Offerors currently providing relay services for other states should provide current call volume data provide a context for the provision of relay services to Colorado.

5.4.4 Responsiveness to the Views of Relay Users.  Offerors shall describe their commitment to recruiting and hiring people with hearing or speech impairments, the presence of such individuals on their management team or board of directors or other mechanisms used to ensure that the needs and desires of relay users are considered in the provision of relay services.

Section 6:
Proposal Instructions, Evaluation and Award

This section supplements paragraph 3.8, “Evaluation and Award,” in the Colorado Solicitation Instructions/Terms and Conditions that are available through the link on the BIDS solicitation page.  

6.1
Submission and General Instructions.  Proposals must be received on or before the date and time indicated in the Schedule of Activities.  It is the responsibility of the offeror to ensure that the Colorado Division of Finance and Procurement receives the proposal on or before the proposal opening date and time, regardless of the delivery method used.

Submit one original and five (5) copies of the proposal, as well as an electronic copy in Word or Adobe Acrobat PDF format.  The proposal package shall be delivered or sent by mail to:

State Purchasing Office
225 East 16th Avenue, Suite 802
Denver, Colorado   80203-1613
Attention: Denise Tatnall 

The proposal must be signed in ink by an officer of the offeror who is legally authorized to bind the offeror to the proposal.  Proposals, which are determined to be at a variance with this requirement, may not be accepted.  A proposal signature page has been provided on the BIDS Solicitation Page.  Proposals must be submitted and sealed in a package with an appropriate label affixed.  The label must show the following information:

Offeror’s Name
RFP-No.DT-0010-01
Proposal Due Date and Time

The Division of Finance and Procurement desires and encourages that proposals be submitted on recycled paper, printed on both sides.  While the appearance of proposals and professional presentation is important, the use of non-recyclable or non-recycled glossy paper, as well as the use of unnecessarily elaborate proposals, is discouraged.

6.2 Process.  A review committee will evaluate the merits of proposals received in accordance with the evaluation factors stated in this RFP and formulate a recommendation.  The Public Utilities Commission in the Department of Regulatory Agencies will make a formal recommendation to the Division of Finance and Procurement for award.

Failure of the offeror to provide any information requested in this RFP may result in disqualification of the proposal.  This responsibility belongs to the offeror.

The sole objective of the review committee will be to recommend the offeror whose proposal is most responsive to the State's needs while within available monetary resources.  The specifications within this RFP represent the minimum performance necessary for response.

The proposal with the highest evaluation score will be recommended for award.

6.3
Evaluation Factors

6.3.1
Technical Component (Responsiveness to the Statement of Work).  Each of the paragraphs and subparagraphs in the Statement of Work Section of this RFP, starting with paragraph 4.2, will be assigned maximum possible evaluation points.  The Evaluation Committee will evaluate each proposal's response to each paragraph.

6.3.2 Cost Component.  Of the qualifying proposals, the one with the lowest cost per call minute will be awarded the maximum possible evaluation points for this component.  Other proposals will be awarded a proportion of the maximum points for this component based on dividing the lowest proposed cost by the cost in a particular proposal. 

6.3.3 Management Component (Qualifications and Track Record of the Offeror).  As specified in Section 5, paragraph 5.3 of this RFP, evaluation points will be awarded for this component based on four factors:

6.3.3.1  Description of offeror, subcontractors and management approach
6.3.3.2  Offeror resources
6.3.3.3  Offeror Experience Providing Relay Services
6.3.3.4  Responsiveness to the Views of Relay Users
NOTE:  The Evaluation Committee will judge the merit of proposals received in accordance with the criteria described above with the following weights: Technical 35%, Management 35%, and Cost 30%.

Section 7:
Sample Contract

A sample contract is included as an integral part of this RFP to list provisions that will be incorporated into the contract between the State and the successful offeror for the Telecommunications Relay Service.  Offerors agreeing to abide by the requirements of the RFP are also agreeing to abide by the terms of the sample contract, so offerors should identify any problems with contract wording in their proposal, or better yet, in their initial questions about the RFP so that any inadvertent oversights can be corrected prior to the preparation of proposals.  It may be possible to fine-tune some of the wording in the final contract, but there are many provisions, such as all of those contained in the General and Special Provisions pages, that cannot be changed.   

	Department or Agency No:

SGA

	CONTRACT ROUTING NO.



	


CONTRACT


THIS CONTRACT, made this _______________ day of         , 2001, by and between the State of Colorado for the use and benefit of the Public Utilities Commission, a division of the Department of Regulatory Agencies, 1580 Logan Street, Office Level 2, Denver, Colorado, hereinafter referred to as the State, and              , hereinafter referred to as the Contractor.

FACTUAL RECITALS


Authority exists in the law and funds have been budgeted, appropriated, and otherwise made available and a sufficient unencumbered balance thereof remains available for payment in Fund No. ______________________, Appropriation Code _________________, and Contract Encumbrance No. __________________; and 


Required approval, clearance, and coordination has been accomplished from and with appropriate agencies; and


Article 17 of Title 40, C.R.S., requires the State to provide a Telecommunications Relay Service (TRS) which enables disabled telephone users with speech or hearing impairments to access the telecommunications system in a manner equal to that of individuals with no impairment; and


Contractor submitted a proposal in response to a Request for Proposal (RFP) for a TRS which satisfied the criteria of the RFP and was recommended by the RFP Evaluation Committee to be awarded the contract for the TRS; and


NOW THEREFORE, it is hereby agreed that:

1.
Purpose:  The purpose of this contract is to state the terms and conditions under which the Contractor will provide TRS.

2.
Term:  The Contractor shall be the exclusive provider of a statewide TRS within the State of Colorado during the term of this Contract, for the State, for fiscal years 2001-2002, 2002-2003, and 2003-2004.  Accordingly, the term of this Contract shall be July 1, 2001, through June 30, 2004, and is renewable at the State's option for each of two additional fiscal years (July 1, 2004, through June 30, 2005 and July 1, 2005, through June 30, 2006).  The State shall review this Contract on or before April 1, 2004, and shall notify the Contractor by letter of the Executive Director of the Department of Regulatory Agencies, on or before May 1, 2004, if the State elects to continue this agreement for fiscal year 2004-2005. The same procedure will be followed for fiscal year 2005-2006 with notification accomplished on or before May 1, 2005. These letters will contain the appropriation/contract amount for each fiscal year.  The letters shall be executed by the Contractor, the State, and the State Controller in the format as shown in Exhibit C.

3.
Consideration: In consideration of the promises and payment provisions of this contract, the Contractor grants an option to the State for total TRS call minute, as defined in the original RFP, Exhibit A hereto, reimbursement at no more than
   cents times total call minutes for fiscal years 2001-2002, 2002-2003, 2003-2004 (July 1, 2001, through June 30, 2004) in the manner and with the services as detailed in the Contractor’s proposal in response to the State’s original RFP in Exhibit B. In addition, the state agrees to reimburse the contractor on a dollar-for-dollar basis for up to $200,000 per year for pre-approved expenditures for advertising, community outreach activities and travel reimbursement for Relay Advisory Committee members as specified in Paragraph 4.11 of the RFP (Exhibit A).  The State and the Contractor agree that should the State exercise it’s option to extend this contract for each of the fiscal years 2004-2005 and 2005-2006 that the call minute rate of reimbursement cannot exceed the originally agreed upon rate of reimbursement plus five percent for each year that the State exercises it’s option unless the State and the Contractor mutually agree that five percent increase is unrealistic or unfair.  The State and the Contractor agree that this provision shall not be interpreted to mean that the State cannot contract with the Contractor for TRS services for fiscal year 2004-2005 and 2005-2006 for less than  

 cents per call minute.

4.
Scope of Work: The Contractor shall establish and implement TRS in accordance with the State's RFP No. DT-0010-01 which is Exhibit A and the Contractor’s Proposal which is Exhibit B.
5.
Scheduling and Completion of Work: The Contractor shall implement the TRS on a statewide basis no later than July 1, 2001. Statewide implementation shall be achieved when Contractor's relay center(s) is/are able to receive and process calls from all parts of the State of Colorado.6.
Compliance with applicable laws: The Contractor shall at all times during the execution of this Contract strictly adhere to an applicable federal and state laws and implementing regulations as they currently exist and may hereafter be amended. This includes protection of the confidentiality of all applicant/recipient records, papers, documents, tapes and any other materials that have been or may hereafter be established which relate to this Contract. The Contractor acknowledges that the following laws are included: 

a. Title VI of the Civil Rights Act of 1964, 42 U.S.C. Sections 2000d-I et. seq. and its implementing regulation, 45 C.F.R. Part 80 et. seq.; and 

b. Section 504 of the Rehabilitation Act of 1973, 29 U.S.C. Section 794, and its implementing regulation, 45 C.F.R. Part 84; and 

c. The Age Discrimination Act of 1975, 42 U.S.C. Sections 6101 et. seq. and its implementing regulation, 45 C.F.R. Part 91; and 

d. Title VII of the Civil Rights Act of 1964; and 

e. The Age Discrimination in Employment Act of 1967; and

f. The Equal Pay Act of 1963; and 

g. The Education Amendments of 1972; and

h. Immigration Reform and Control Act of 1986, P.L. 99-603; and 

i. The Americans with Disabilities Act of 1990, P.L. 101-366; 

and all regulations applicable to these laws prohibiting discrimination because of race, color, national origin, age, sex, religion and handicap, including Acquired Immune Deficiency Syndrome (AIDS) or AIDS related conditions, covered under Section 504 of the Rehabilitation Act of 1973, as amended, cited above. 

Any person in Colorado who feels that he/she has been discriminated against has the right to file a complaint either with the Colorado Department of Administration or the Colorado Civil Rights Commission. If the person or alleged discrimination occurs outside the State of Colorado, the person has the right to file such a complaint with the appropriate agency in the State in which the alleged discrimination occurred.

7.
Conflict of Interest:

a. Definition - Appearance of Conflict of Interest: The term applies to the relationship of a contractor with the State when the contractor also maintains a relationship with a third party and the two relationships are in opposition. In order to create the appearance of a conflict of interest, it is not necessary for the Contractor to gain from knowledge of these opposing interests. It is only necessary that the contractor know that the two relationships are in opposition.

b. Appearance of Conflict of Interest: During the term of the contract the Contractor shall not enter any third party relationship that gives the appearance of creating a conflict of interest. Upon hearing of an existing appearance of a conflict of interest situation, the Contractor shall submit to the State a full disclosure statement setting forth the details that create the appearance of a conflict of interest. Failure to promptly submit a disclosure statement required by this paragraph shall constitute grounds for the State's termination, for cause, of its contract with the Contractor.
8.
Proprietary information: 

a. Definition: Proprietary information for the purposes of this Contract is information relating to a party's research, development, trade secrets, business affairs, internal operations and management procedures and those of its customers, clients or affiliates, but does not include information (1) lawfully obtained from third parties, (2) that which is in the public domain, or (3) that which is developed independently.

b. Neither party shall use or disclose directly or indirectly without prior written authorization any proprietary information concerning the other party obtained as a result of this Contract. Any proprietary information removed from the State's site by the Contractor in the course of providing services under the Contract will be accorded at least the same precautions as are employed by the Contractor for similar information in the course of its own business.
9.
Confidentiality: 

a.
Definition: Proprietary or confidential information for the purposes of this Contract is information relating to a party's research, development, trade secrets, or business affairs and those of its customers, clients or affiliates, but does not include information (1) lawfully obtained from third parties, (2) that which is in the public domain, or (3) that which is developed independently.

c. Neither party shall use or disclose, directly or indirectly, any proprietary or confidential information concerning the other party obtained as a result of this Contract. Any proprietary or confidential information removed from the State site by the Contractor in the course of providing services under this Contract will be accorded at least the same precautions as are employed by the Contractor for similar information in the course of its own business.

10.
Patent or Copyright Information:
a.
The Contractor, at its expense, will defend any claim or suit which may be brought against the State for infringement of United States patents or copyrights arising from the Contractor's or State's use of any equipment, materials, or information acquired, prepared, or developed by Contractor in connection with performance of this Contract, and in any suit will satisfy any final judgment for such infringement. The State will give the Contractor written notice of such claim or suit and full right and opportunity to conduct the defense thereof, together with full information and all reasonable cooperation.

b.
If principles of governmental or public law are raised or involved, the State may participate in the defense of such action, but no costs or expenses shall be incurred for the account of either party by the other without the other party's written consent.
11.
Work/Product Ownership: The State shall have rights during the term of the Contract to use all materials, programs, procedures, etc., designed and/or developed by the Contractor in the performance of this Contract. State is not permitted to retain or use any proprietary information, so marked, after termination of the Contract.

12.
Liability Insurance/Fidelity Coverage: During the term of this Contract, and any extension(s) hereof, Contractor agrees that it will keep in force an insurance policy or policies, issued by a company authorized to do business in Colorado, in the minimum amounts specified below (per 24-10-101, et. seq., C.R.S., as amended):

a.
General liability insurance with limits of no less than $600,000 for any injury to one person in any single occurrence, and, no less than $1,000,000 for an injury to two or more persons in any single occurrence (injury includes both bodily injury and property damage), and


b.
Automobile liability insurance, for all contractor and/or non-contractor vehicles used for Contract business, with limits of no less than $600,000 for any injury to one person in any single occurrence, and, no less than $1,000,000 for an injury to two or more persons in any single occurrence (injury includes both bodily injury and property damage), and 


c.
Fidelity bonding covering the activities of any of its employees, agents, and/or subcontractors responsible for the implementation and/or administration of this Contract in an amount acceptable to the State to make reparations for any wrongful acts, omissions, and/or defalcations of the Contractor, and


d.
Employee unemployment and worker's compensation insurance as required by, and in accordance with Colorado Statutes.  (Workmen's Compensation Act, Section 8-40-101 et seq., and Employment Security Act, Section 8-70-101 et seq., C.R.S., as amended), and


e.
Errors and omissions insurance to cover the acts of operators and supervisor.

Certificate of Insurance shall be provided to the State (within 10 working days after receipt of award).  In the event of cancellation of any such coverage, Contractor shall immediately notify the State of such cancellation.

13.
Licenses/Approvals/Insurance:  Contractor certifies that, at the time of entering into this Contract, it has currently in effect all necessary licenses, approvals, insurance, etc. required to properly provide the services and/ or supplies covered by this Contract.

14.
Records Maintenance:  The Contractor shall maintain a complete file of all records, documents, communications, and other materials which pertain to the operation of the TRS or the delivery of services under this Contract.  Such files shall be sufficient to properly reflect all direct and indirect costs of labor, materials, equipment, supplies and services, and other costs of whatever nature for which a contract payment was made.  These records shall be maintained according to generally accepted accounting principles or the uniform system of accounts and shall be easily separable from other Contractor records.

15.
Records Retention and Availability:  All Contractor records, documents, communications, and other materials shall be maintained by the Contractor, in a central location and custodian, on behalf of the State, for a period of three (3) years from the date of final payment under this Contract, or for such further period as may be necessary to resolve any matters which may be pending, or until an audit has been completed with the following qualification:  If an audit by or on behalf of the state government has begun but is not completed at the end of the three (3) year period, or if audit findings have not been resolved after a three (3) year period, the materials shall be retained until the resolution of the audit findings.

The central location may be outside the State of Colorado.  The records shall be available to the State after reasonable notification.

16.
Performance Monitoring:  Contractor shall permit the State and any other duly authorized agent or governmental agency, to monitor all activities conducted by the Contractor pursuant to the terms of this Contract as the monitoring agency may in its sole discretion deem necessary or appropriate.  Such monitoring may consist of evaluation of internal operating and management procedures, examination of program data, special analyses, on-site checking, formal audit examinations, or any other reasonable procedures.

The State may utilize and observe the Contractor's technique for assuring the accuracy of relayed communications, operator procedures, training procedures, office procedures, and testing procedures.  The State may not monitor the relay of actual conversations without the approval of both parties to the conversation.  The State may arrange for calls to test the accuracy of relayed communications or other factors relating to full and equal access without the permission of the Contractor or the operator involved.  The Contractor understands that this will occur at any time. 
The calls will not be identified as test or monitoring calls.  The State may ask consumers to maintain a written copy of relayed conversations to assist in monitoring.

All monitoring shall be performed in a manner that will not unduly interfere with Contract services.  However, since this is expected to be a 24-hour, 7 days a week service, the monitoring may occur at any time.  Furthermore, there shall be no requirements for advance notice of this monitoring.  Therefore, duly authorized agents have the right to make on the spot checks at any time without any warning.  The Contractor must make provisions to allow duly authorized agents this capability. Contractor procedures for monitoring employee performance may include monitoring of actual calls relayed as part of the TRS.

17.
Audits and Inspections:  The Contractor authorizes the State to perform audit and/or inspections of its records at any reasonable time during the term of this Contract and for a period of three (3) years following the date of final payment under this Contract, to assure compliance with its terms and/or to evaluate the Contractor's performance hereunder.  The State shall give the Contractor reasonable prior notice before each audit. The contractor shall make all requested financial information available to the state for audit. The contractor shall also make all telecommunications hardware, software and procedures available for audit by an engineer sent by the state to check that calls and their duration are being accounted properly in billings sent to the state.
18.
Assignment/Delegation/Subcontracting:  Except as herein specifically provided otherwise, the duties and obligations of the Contractor arising hereunder shall not be assigned, delegated nor subcontracted except with the express prior written consent of the State.  Subcontracts permitted by the State shall be subject to the requirements of this Contract, and the Contractor is responsible for all subcontracting arrangements and the delivery of services as set forth in this Contract.

19.
Authorized Agent/Signatory:  Exhibit D is a Declaration identifying a Contract Administrator authorized to execute agreements on behalf of (Relay Provider)
20.
Successors:  Except as herein specifically provided otherwise, this Contract shall inure to the benefit of and be binding upon the parties hereto and their respective successors and assigns.

21.
Representatives:  For the purposes of this Contract, the individuals identified below are hereby designated representatives of the respective parties.  Either party may from time to time designate in writing a new or substitute representative(s):



For the State:




For the Contractor:



Bruce N. Smith








Director









Public Utilities Commission 



22.
Notice:  All notices required to be given by the parties hereunder shall be given by certified or registered mail to the individuals at the addresses set forth below.  Either party may from time to time designate in writing a substitute person(s) or address to whom such notices shall be sent:


To the State:




To the Contractor:


M. Michael Cooke






Executive Director






Department of Regulatory Agencies



1560 Broadway, Room 1550





Denver, Colorado 80202

23.
Litigation:  The Contractor shall promptly notify the State in the event that the Contractor learns of any litigation in which it is a party defendant in a case which involves services provided under this Contract.  The Contractor, within five (5) calendar days after being served with a summons, complaint, or other pleading which has been filed in any federal or state court or administrative agency, shall deliver copies of such document(s) to the State's Executive Director.  The term "litigation" includes an assignment for the benefit of creditors, and filings in bankruptcy, reorganization and/or foreclosure.

24.
Severability:  To the extent that this Contract may be executed and performance of the obligations of the parties may be accomplished within the intent of the Contract, the terms of this Contract are severable, and should any term or provision hereof be declared invalid or become inoperative for any reason, such invalidity or failure shall not affect the validity of any other term or provision hereof.  The waiver of any breach of a term hereof shall not be construed as a waiver of any other term, or the same term upon subsequent breach.

25.
Payment: Payment pursuant to this Contract will be made as earned, in whole or in part, from available state funds encumbered in an amount not to exceed $ 



, for the purchase of the within-described services.  It is further understood and agreed that the maximum amount of State funds available for the term of this Contract for the purchase of TRS services statewide during State fiscal years 2001-2003 is in the amount of $



.  Should the State elect to extend this contract for fiscal years 2004-2005 and 2005-2006, the maximum amount of state funds available is 



 for fiscal year 2004-2005 and  


 for fiscal year 2005-2006.  Expenditures exceeding these amounts will be paid only upon approval of an amendment to this Contract by the State Controller consistent with revised expenditure projections and available revenues.  The liability of the State, at any time, for such payments shall be limited to the unspent amount remaining of such encumbered funds.

26.
Billing/Payment Procedure:  The State shall establish billing procedures and reimburse the Contractor on a monthly basis for actual, reasonable and necessary expenses incurred in providing services pursuant to this Contract, based on the submission of monthly expenditure statements, on forms prescribed by the State.

27.
Payment - Miscellaneous:
a. In the event this Contract is terminated for cause, final payment to the Contractor may be withheld at the discretion of the State until completion of final audit. A final audit must be completed within ninety days of termination for cause; however, final payment may be withheld until audit findings have been resolved.


b. Incorrect payments to the Contractor due to omission, error, fraud, and/or defalcation shall be recovered from the Contractor by deduction from subsequent payments under this Contract or other contracts between the State and the Contractor, or by the State as a debt due to the State or as otherwise provided by law. 
28.
Advance Payments:  No advance payments shall be made by the State for services provided pursuant to this Contract.  "Advance payments" are those made prior to the actual rendition of services by the Contractor.

29.
Program Policy Statements:  Contractor may ask the State to issue written policy determinations or operating guidelines required for proper performance under this Contract, and State shall respond in writing in a timely manner.  Contractor shall rely upon and act in accordance with such policy determinations and operating guidelines, and shall incur no liability in so doing, unless Contractor acts negligently, maliciously, fraudulently or in bad faith.

30.
Statement of Services:

a.
The Contractor is not authorized to change the statement of work delineated within this Contract, to take any action which would commit the State beyond the terms of the Contract, or to make any change which would affect the price, terms, conditions or scope of the services of the Contract to be provided without prior State approval.

b.
The State may modify in writing any of the functions, scope, parts hereof, statement of work or any other portion of the Agreement.  If any modification shall cause an increase or decrease in the cost of the performance of the work under this Agreement, or otherwise affects any other provisions of the Agreement, a mutually satisfactory adjustment shall be made in the Agreement price, if appropriate, or the provisions affected by the modification and the Agreement shall be amended in writing according to State law.

c.
Remedies: The Executive Director of the State or designee may exercise the following remedial actions should he or she find the Contractor substantially failed to satisfy the statement of work found in this Contract.  Substantial failure to satisfy the statement of work shall be defined to mean incorrect or improper activities or inaction by Contractor.  These remedial actions are as follows:

i.
Withhold payment to Contractor until the necessary services or corrections in performance are satisfactorily completed;

ii.
Request the removal from work on the contract of employee(s) and/or agent(s) of Contractor whom the Executive Director or designee justifies as being incompetent, careless, insubordinate, unsuitable, or otherwise unacceptable, or whose continued employment on the contract he/she deems to be contrary to the public interest or not in the best interest of the State;
iii.
Deny payment or recover reimbursement for those services or deliverables which have not been performed and which due to circumstances caused by Contractor cannot be performed or if performed would be of no value to the State. Denial of the amount of payment shall be reasonably related to the amount of work or deliverable lost to the State;
iv.
Terminate the Contract for cause immediately without notice and without compensation for termination costs.

31.
Termination:

a.
The performance of services to be provided under this Contract may be terminated, in whole or in part, by the State, when for any reason (except the unavailability of monies) the State determines that such termination is in the best interest of the State of Colorado.  In the event of such termination, the State will give written notice to the Contractor no less than thirty (30) days prior to the date on which such termination shall be effected.

b.
Upon termination for any reason, as provided, the Contractor shall cancel its outstanding commitments hereunder covering subcontracts and the procurement of materials, supplies, equipment, and miscellaneous items applicable to this Contract.  In addition, the Contractor shall exercise all reasonable diligence to accomplish the cancellation or diversion of its outstanding commitments covering personal services extending beyond the date of termination to the extent they relate to the performance of any work terminated by notice.  With respect to such canceled commitments, the Contractor agrees to (1) settle all outstanding liabilities and all claims arising out of such cancellation of commitments, with the approval or ratification of the State, which approval or ratification shall not be unreasonably withheld, and which shall be final for purposes of this clause, or (2) upon request of the State, to assign to the State all the right, title, and interest of the Contractor under the orders and subcontracts so terminated, in which case the State shall have the discretion to settle or pay any or all claims arising out of the termination of such orders or subcontracts or to take such other action as it deems proper.

c.
If the Contract is terminated prior to the expiration date herein, the Contractor shall be paid by the State for costs incurred for the remainder of the Contract period which are the result of legally binding and irrevocable obligations which the Contractor assumed prior to the notice of termination, and which were necessary and reasonable for performance of Contractor's obligations under this Contract.

32.
Termination because of unavailability of monies: The State shall fulfill its obligations under this Contract, subject to and contingent upon the availability of monies lawfully applicable for such purposes. If at any time during the Contract term, State, in its sole discretion, determines that monies lawfully applicable to this Contract shall not be available for the remainder of the term, State shall issue a Termination Notice to Contractor stating a fixed Termination Date, after which contract funds will no longer be available. Obligations of the parties hereto shall end as of the Termination Date specified in the Termination Notice, and this Contract shall at such time be considered terminated by mutual agreement. If the Termination Notice is delivered to Contractor by State sixty (60) days or more before the State established Termination Date, no termination cost will be incurred by State. If delivered within less than sixty (60) days, termination costs will be incurred by the State to Contractor according to termination cost guidelines as described in the Cost Principles for Non-profit Institutions, 45 CFR 74.

33.
Termination for Default:

a. The failure of the Contractor to fully comply with any material term, condition, or provision of this Contract shall constitute a default by the Contractor. In the event of default, State shall notify the Contractor of the specific act or omission of the Contractor which constitutes default. The Contractor shall have 15 calendar days from the date of receipt of such notice to cure such default. In no event shall the existence of this "grace period" be interpreted to preclude assessment of liquidated damages during the "grace period. " In the event of default, and during the above-specified "grace period", performance under this Contract shall continue as though the default had never occurred. In the event the default is not cured within the 15-day period, State may, at its sole option, terminate the Contract for default. Such termination shall be accomplished by written notice of termination forwarded to the Contractor by certified or registered mail, return receipt requested, and shall be effective at the close of business on the date specified in the notice. If it is determined, after notice of default is sent, that the Contractor's failure was due to causes beyond the control of and without error or negligence of the Contractor, the termination shall be determined a termination for convenience.

b. In the event of termination for default, in whole or in part, as provided by this clause, the State may procure, upon such terms and in such manner as the State may deem appropriate, supplies or services similar to those terminated, and the Contractor shall be liable to the State for any excess costs for such similar supplies or services. In addition, the Contractor shall be liable to the State for administrative costs incurred by the State in procuring such similar supplies or services.
c. In the event of a termination for default, the Contractor shall be paid for those deliverables which the Contractor has delivered to State. Payments for completed deliverables delivered to and approved by State shall be at the Contract price. Payment for partially completed deliverables delivered to and not yet approved by State shall be in an amount determined by State.
34.
Possible billing adjustment for missing Average Speed of Answer or Blockage Rate standards:  As specified in Paragraph 4.14 of the RFP attached to this contract as Attachment A, the State, at its sole discretion may adjust the contractor's billing for a given month by reducing the payment by $1000.00 (about ten percent of a day’s relay costs) for any day in which the FCC standards related to blockage rate (less than one percent) or average speed of answer (less than ten seconds 85 percent of the time) are not met.  If there is a reoccurrence of the same problem within ten calendar days, the State may adjust the payment by an additional $2000 for that day, $3000 for a third problem day within ten days of the second, etc.  The State will assess the adjustment only after consideration of any natural or man-made problems (weather event, line cut, etc.), whether the Contractor is making reasonable efforts to restore service to established standards and whether there are indications that the State’s service by the Contractor has fallen significantly below that provided to other states by the same Contractor. 

35.
Remedies:  The rights and remedies of the State provided herein shall not be exclusive and are in addition to any other rights and remedies provided by law or under the Contract.

36.
Equipment Reliability and Service Integrity:  To insure equipment reliability and service integrity, the relay system shall include redundancy of the processor controlling the switching equipment and battery power backup and generator. Any service outage exceeding 4 hours in length within a 24 hour period will subject the service provider to a penalty equivalent to an average of one day's (24 hours) billing in the prior calendar month for the service, provided that the service provider shall not be responsible for any delay or failure in performance hereunder caused by foes, embargoes, requirements imposed by civil or military authorities, acts of God or by the public enemy or similar causes beyond such party's control. However, delay or failure to perform shall not be excused by a default of any of its subcontractors or suppliers unless such default arises out of causes beyond the control of both the service provider and its subcontractor or supplier and without the fault or negligence of either of them,
37.
Force Majeure:  Neither the State nor the Contractor shall be considered in default in the performance of its obligations under this Contract to the extent that the performance of such obligations is prevented or delayed by any cause beyond the reasonable control of the affected party which such party could not, by due diligence, have avoided.  Such causes, including but not limited to acts of God, acts of governmental authority, floods, explosions and riots, shall not relieve such party of liability in the event of its failure to use diligence to remedy the situation and remove the cause in an adequate manner and with all reasonable dispatch and give notice and full particulars of the same in writing to the other parties as soon as possible after the occurrence of the cause that prevented or delayed performance obligations.

38.
Transition to New Vendor: At the conclusion of the term of this Contract, the Contractor agrees to cooperate with any new vendor for the service and to provide assistance to facilitate the transition of services to the new vendor.
GENERAL CONTRACT PROVISIONS
COLORADO DEPARTMENT OF REGULATORY AGENCIES - hereinafter, under the General Contract Provisions, referred to as “CDORA”.

1.
THE CONTRACTOR SHALL PERFORM ITS DUTIES HEREUNDER AS AN INDEPENDENT CONTRACTOR AND NOT AS AN EMPLOYEE.   NEITHER THE CONTRACTOR NOR ANY AGENT OR EMPLOYEE OF THE CONTRACTOR SHALL BE OR SHALL BE DEEMED TO BE AN AGENT OR EMPLOYEE OF THE STATE.   CONTRACTOR SHALL PAY WHEN DUE ALL REQUIRED EMPLOYMENT TAXES AND INCOME TAX AND LOCAL HEAD TAX ON ANY MONIES PAID PURSUANT TO THIS CONTRACT.   CONTRACTOR ACKNOWLEDGES THAT THE CONTRACTOR AND ITS EMPLOYEES ARE NOT ENTITLED TO UNEMPLOYMENT INSURANCE BENEFITS UNLESS THE CONTRACTOR OR A THIRD PARTY PROVIDES SUCH COVERAGE AND THAT THE STATE DOES NOT PAY FOR OR OTHERWISE PROVIDE SUCH COVERAGE.  CONTRACTOR SHALL HAVE NO AUTHORIZATION, EXPRESS OR IMPLIED, TO BIND THE STATE TO ANY AGREEMENTS, LIABILITY, OR UNDERSTANDING EXCEPT AS EXPRESSLY SET FORTH HEREIN.   CONTRACTOR SHALL PROVIDE AND KEEP IN FORCE WORKERS’ COMPENSATION (AND SHOW PROOF OF SUCH INSURANCE) AND UNEMPLOYMENT COMPENSATION INSURANCE IN AMOUNTS REQUIRED BY LAW, AND SHALL BE SOLELY RESPONSIBLE FOR THE ACTS OF THE CONTRACTOR, ITS EMPLOYEES AND AGENTS.

2.
Either party shall have the right to terminate this contract by giving the other party thirty days notice by registered mail, return receipt requested.  If notice is so given, this contract shall terminate on the expiration of the thirty days, and the liability of the parties hereunder for the further performance of the terms of this contract shall thereupon cease, but the parties shall not be relieved of the duty to perform their obligations up to the date of termination.

3.
This contract is intended as the complete integration of all understandings between the parties.  No prior or contemporaneous addition, deletion, or other amendment hereto shall have any force or effect whatsoever, unless embodied herein in writing.  No subsequent novation, renewal, addition, deletion, or other amendment hereto shall have any force or effect unless embodied in a written contract executed and approved pursuant to the State fiscal Rules.

4.
By signing and submitting this contract the contractor states that:


a)  the contractor is in compliance with the requirements of the Drug-Free Workplace Act (Public Law 100-690 Title V, Subtitle D, 41 U.S.C. 701 et seq.);


b)  the contractor is not presently debarred, suspended, proposed for debarment, declared ineligible, or voluntarily excluded from covered transactions by any federal department or agency.

5.
To be considered for payment, billings for payment pursuant to this contract must be received within 60 days after the period for which payment is being requested and final billings on the contract must be received by CDORA within 60 days after the end of the contract term.

6.
If contractor receives federal funds in an aggregate amount per year from CDORA which exceeds the applicable threshold dollar amount specified in the Office of Management and Budget circulars A -128 or A-133, contractor agrees to have an annual audit, by an independent certified public accountant, which meets the requirements of Office of Management and Budget circular A-128 or A-133, whichever applies.  If contractor is required to submit an annual indirect cost proposal to CDORA for review and approval, contractor’s auditor will audit the proposal in accordance with the requirements of OMB Circular A-87, A-21 or A-122.  Contractor agrees to furnish one copy of the audit reports to the CDORA Accounting Office within 30 days of their issuance, but not later than nine months after the end of contractor’s fiscal year.  Contractor agrees to take appropriate corrective action within six months of the report’s issuance in instances of noncompliance with federal laws and regulations.  Contractor agrees to permit CDORA or its agents to have access to its records and financial statements as necessary, and further agrees to retain such records and financial statements for a period of three years after the date of issuance of the audit report.  This contract (DOES/DOES NOT) contain federal funds as of the date it is signed.  This requirement is in addition to any other audit requirements contained in other paragraphs within this contract.

7.
Contractor agrees to not use federal funds to satisfy federal cost sharing and matching requirements unless approved in writing by the appropriate federal agency.


SPECIAL PROVISIONS

CONTROLLER'S APPROVAL
1. This contract shall not be deemed valid until it shall have been approved by the Controller of the State of Colorado or such assistant as he may designate.  This provision is applicable to any contract involving the payment of money by the State.

FUND AVAILABILITY

2. Financial obligations of the State of Colorado payable after the current fiscal year are contingent upon funds for that purpose being appropriated, budgeted, and otherwise made available.

BOND REQUIREMENT

3. If this contract involves the payment of more than fifty thousand dollars for the construction, erection, repair, maintenance, or improvement of any building, road, bridge, viaduct, tunnel, excavation or other public work for this State, the Contractor shall, before entering upon the performance of any such work included in this contract, duly execute and deliver to the State official who will sign the contract, a good and sufficient bond or other acceptable surety to be approved by said official in a penal sum not less than one-half of the total amount payable by the terms of this contract.  Such bond shall be duly executed by a qualified corporate surety conditioned upon the faithful performance of the contract and in addition, shall provide that if the Contractor or his subcontractors fail to duly pay for any labor, materials, team hire, sustenance, provisions, provendor or other supplies used or consumed by such Contractor or his subcontractor in performance of the work contracted to be done or fails to pay any person who supplies rental machinery, tools, or equipment in the prosecution of the work the surety will pay the same in an amount not exceeding the sum specified in the bond, together with interest at the rate of eight per cent per annum.  Unless such bond is executed, delivered and filed, no claim in favor of the Contractor arising under such contract shall be audited, allowed or paid.  A certified or cashier's check or a bank money order payable to the Treasurer of the State of Colorado may be accepted in lieu of a bond.  This provision is in compliance with CRS 38-26-106.

INDEMNIFICATION

4. To the extent authorized by law, the Contractor shall indemnify, save, and hold harmless the State, its employees and agents, against any and all claims, damages, liability and court awards including costs, expenses, and attorney fees incurred as a result of any act or omission by the Contractor, or its employees, agents, subcontractors, or assignees pursuant to the terms of this contract.

DISCRIMINATION AND AFFIRMATIVE ACTION

5. The Contractor agrees to comply with the letter and spirit of the Colorado Antidiscrimination Act of 1957, as amended, and other applicable law respecting discrimination and unfair employment practices (CRS 24-34-402), and as required by Executive Order, Equal Opportunity and Affirmative Action, dated April 16, 1975.  Pursuant thereto, the following provisions shall be contained in all State contracts or subcontracts.
During the performance of this contract, the Contractor agrees as follows:

(a) The Contractor will not discriminate against any employee or applicant for employment because of race, creed, color, national origin, sex, marital status, religion, ancestry, mental or physical handicap, or age.  The Contractor will take affirmative action to insure that applicants are employed, and that employees are treated during employment, without regard to the above mentioned characteristics.  Such action shall include, but not be limited to the following: employment upgrading, demotion or transfer, recruitment or recruitment advertising; lay-offs or terminations; rates of pay or other forms of compensation; and selection for training, including apprenticeship.  The Contractor agrees to post in conspicuous places, available to employees and applicants for employment, notices to be provided by the contracting officer setting forth provisions of this non-discrimination clause.

(b) The Contractor will, in all solicitations or advertisements for employees placed by or on behalf of the Contractor, State that all qualified applicants will receive consideration for employment without regard to race, creed, color, national origin, sex, marital status, religion, ancestry, mental or physical handicap, or age.

(c) The Contractor will send to each labor union or representative of workers with which he has a collective bargaining agreement or other contract or understanding, notice to be provided by the contracting officer, advising the labor union or workers' representative of the Contractor's commitment under the Executive Order, Equal Opportunity and Affirmative Action, dated April 16, 1975, and rules, regulations, and relevant Orders of the Governor.

(d) The Contractor and labor unions will furnish all information and reports required by Executive Order, Equal Opportunity and Affirmative Action of April 16, 1975, and by the rules, regulations and Orders of the Governor, or pursuant thereto, and will permit access to his books, records, and accounts by the contracting agency and the office of the Governor or his designee for purposes of investigation to ascertain compliance with such rules regulations and orders.

(e) A labor organization will not exclude any individual otherwise qualified from full membership rights in such labor organization, or expel any such individual from membership in such labor organization or discriminate against any of its members in the full enjoyment work opportunity because of race, creed, color, sex, national origin, or ancestry.

(f) A labor organization, or the employees or members thereof will not aid, abet, incite, compel or coerce the doing of any act defined in this contract to be discriminatory or obstruct or prevent any person from complying with the provision of this contract or any order issued thereunder; or attempt, either directly or indirectly, to commit any act defined in this contract to be discriminatory.

(g) In the event of the Contractor's non-compliance with the non-discrimination clauses of this contract or with any of such rules, regulations, or orders, this contract may be canceled, terminated or suspended in whole or in part and the Contractor may be declared ineligible for further State contracts in accordance with procedures, authorized in Executive Order, Equal Opportunity and Affirmative Action of April 16, 1975 and the rules, regulations, or orders promulgated in accordance therewith, and such other sanctions as may be imposed and remedies as may be invoked as provided in Executive Orders, Equal Opportunity and Affirmative Action of April 16, 1975, or by rules, regulations, or orders promulgated in accordance therewith, or as otherwise provided by law.

(h) The Contractor will include the provisions of paragraphs (a) through (h) in every subcontract and subcontractor purchase order unless exempted by rules, regulations, or orders issued pursuant to Executive Order, Equal Opportunity and Affirmative Action of April 16, 1975, so that such provisions will be binding upon each subcontractor or vendor.  The Contractor will take such action with respect to any sub-contracting or purchase order as the contracting agency may direct, as a means of enforcing such provisions, including sanctions for non-compliance; provided, however, that in the event the Contractor becomes involved in, or is threatened with, litigation, with the subcontractor or vendor as a result of such direction by the contracting agency, the Contractor may request the State of Colorado to enter into such litigation to protect the interest of the State of Colorado.

COLORADO LABOR PREFERENCE

6a. Provisions of CRS 8-17-101 & 102 for preference of Colorado labor are applicable to this contract if public works within the State are undertaken hereunder and are financed in whole or in part be State funds.

b. When a construction contract for a public project is to be awarded to a bidder, a resident bidder shall be allowed a preference against a non-resident bidder from a State or foreign country equal to the preference given or required by the State or foreign country in which the non-resident bidder is a resident. If it is determined by the officer responsible for awarding the bid that compliance with this subsection .06 may cause denial of federal funds which would otherwise be available or would otherwise be inconsistent with requirements of Federal law, this subsection shall be suspended, but only to the extent necessary to prevent denial of the moneys or to eliminate the inconsistency with Federal requirements (CRS 8-19-101 and 102).

GENERAL

7. The laws of the State of Colorado and rules and regulations issued pursuant thereto shall be applied in the interpretation, execution, and enforcement of this contract.  Any provision of this contract whether or not incorporated herein by reference which provides for arbitration by any extra-judicial body or person or which is otherwise in conflict with said laws, rules, and regulations shall be considered null and void.  Nothing contained in any provision incorporated herein by reference which purports to negate this or any other special provision in whole or in part shall be valid or enforceable or available in any action at law whether by way of complaint, defense, or otherwise.  Any provision rendered null and void by the operation of this provision will not invalidate the remainder of this contract to the extent that the contract is capable of execution.

8. At all times during the performance of this contract, the Contractor shall strictly adhere to all applicable federal and State laws, rules, and regulations that have been or may hereafter be established.

9. Pursuant to CRS 24-30-202.4 (as amended), the State Controller may withhold debts owed to State agencies under the vendor offset intercept system for: (a) unpaid child support debt or child support arrearages;  (b) unpaid balance of tax, accrued interest, or other charges specified in Article 21, Title 39, CRS;  (c) unpaid loans due to the Student Loan Division of the Department of Higher Education;  (d) owed amounts required to be paid to the Unemployment Compensation Fund;  and (e) other unpaid debts owing to the State or any agency thereof, the amount of which is found to be owing as a result of final agency determination or reduced to judgment as certified by the controller.

10. The signatories aver that they are familiar with CRS 18-8301, et. seq., (Bribery and Corrupt Influences) and CRS 18-8-401, et. seq., (Abuse of Public Office), and that no violation of such provisions is present.

11. The signatories aver that to their knowledge, no State employee has any personal or beneficial interest whatsoever in the service or property described herein:

IN WITNESS WHEREOF, the parties hereto have executed this Contract on the day first above written.

Contractor:

 STATE OF COLORADO

PRINT Full Legal Name:

BILL OWENS, GOVERNOR
_____________________________________________


_________________________________________________

_____________________________________________

M. MICHAEL COOKE, EXECUTIVE DIRECTOR



DEPARTMENT OF REGULATORY AGENCIES

SIGNATURE:_________________________________



Position (Title)_________________________________



_____________________________________________



                          Social Security Number or Federal Identification Number



If Corporation:)



Attest (Seal)

By__________________________________________

                    Corporate Secretary, or Equivalent, Town/City/County Clerk

APPROVALS:

ATTORNEY GENERAL

STATE CONTROLLER



Arthur L. Barnhart

By______________________________________

By________________________________________________
Colorado Telecommunications Relay Service
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	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	OPERATIONAL STANDARDS

	( 64.604 A.1
	Communications Assistant (CA)   - Competency Skills

60 WPM typing  speed (although technological aids may be used to reach the required typing speed);

Spelling; Clear & articulate voice communication;

Familiarity with hearing & speech disabled cultures; ASL Translation;

VRS ‘qualified’ 

Interpreters
	X

X

X

X

N/A
	N/A


	-Provide a copy of vendor’s employment standards           

-Provide a copy of CA Training Program – TRS & Speech-to-

  Speech

-Reference vendor’s oral-to-type tests of 60 WPM

-Reference CA Quality Assurance Programs

       ~ 60 WPM

       ~ Spelling

       ~ Clear and articulate voice communications

       ~  Familiarity with Hearing & Speech Disabled cultures

       ~ ASL Translation

-Reference CSDVRS qualified VIs
	N/A: COLORADO HAS A COPY OF SPRINTS’S NATIONAL VRS IN ATTACHMENT B-2 

	( 64.604 A.2


	Confidentiality & Conversation Context – CAs are prohibited from disclosing the content of any relayed conversation regardless of content & w/a limited exception for STS CAs, from keeping records of the content of any conversation beyond the duration of a call. At the request of the user, STS CAs may retain info from a call in order to facilitate the completion of consecutive calls, & only for the period of subsequent calls. If no illegal use of phone company facilities, the CA must relay the call verbatim.
	X

X

X

X

X
	
	 -Provide a copy of vendor’s TRS Pledge of Confidentiality 
 Form & CSD’s Pledge of Confidentiality for VRS CAs/VIs


-Reference vendor’s policies & procedures to ensure

  confidentiality of calls and/or for breach

-Reference to TRS CAs to relay verbatim unless requested for summarization or interpretation of ASL call

-Reference to STS CAs limited exception to retain info for consecutive calls at the request of STS user or STS CA

-Reference to STS CAs ability to facilitate the call as long as it doesn’t interfere w/the caller’s control & independence
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Appendix B
	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	OPERATIONAL STANDARDS

	( 64.604 A.3
	Types of Calls – Consistent w/duties of all Common Carriers, CAs are prohibited from refusing single or sequential calls or limiting the length of calls utilizing relay services. TRS shall be capable of handling any type of call normally provided by common carriers. Providers of TRS are permitted to decline to complete a call because credit authorization is denied.
	X

X
	
	-Reference no limit on the number or the length of calls

-Reference a checklist of Types of Calls provided in the State


	

	( 64.604 A.4
	Handling of Emergency Calls – Providers must use a system for incoming emergency calls that, at a minimum, automatically and immediately transfers the caller to the nearest PSAP. In addition, a CA must pass along the caller’s number to the PSAP when a caller disconnects before being connected to emergency services.

	X

X
	
	-Provide a copy of vendor’s E911 call procedure

-Reference vendor’s call procedure on how the ANI is  

 passed to PSAP when the inbound caller disconnects the  

 call
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	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	OPERATIONAL STANDARDS

	( 64.604 A.5
	In-call Replacement of CAs – CAs answering and placing a TTY-based TRS or VRS call must stay with the call for a minimum of 10 mins.  STS CAs – 15 mins.
	X

X
	
	-Provide a copy of vendor’s policy on the in-call 

 Replacement for TRS (10 minutes)

-Reference vendor’s policy on the in-call 

 Replacement for VRS (15 minutes)
	PLS. SEE APPENDIX E

	( 64.604 A.6


	CA Gender

Preferences – TRS providers must make best efforts to accommodate a TRS user’s requested CA gender when a call is initiated and, if a transfer occurs, at the time the call is transferred to another CA.
	X
	
	-Reference vendor’s call procedures on CA gender  

 preferences
	

	( 64.604 A.7
	STS Called Numbers – Relay providers must offer STS users the option to maintain a list of names and phone numbers that the SWTS user calls.  When the STS user requests one of these names, the CA must repeat it and state the phone number to the user.

	X

X
	
	-Reference vendor’s ability to maintain a list of names and 

 telephone numbers

-Reference the list being transferable to the next STS  

 provider
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	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	TECHNICAL STANDARDS

	( 64.604 B.1
	ASCII & Baudot – 

TRS shall be capable of communicating with ASCII & Baudot format at any speed generally in use.
	X
	
	-Reference basic transmission modes (Baudot, TurboCode, E-TurboCode, ASCII)
	

	( 64.604 B.2
	Speed of Answer – 

TRS shall include adequate staffing in ensure 85% of all calls answered within 10 seconds by any method which results in the caller’s call immediately being placed; Abandoned calls shall be included in the speed-of-answer calculation.; A provider’s compliance with this rule shall be measured on a daily basis; P.01 standard;

Upon request, LECs shall provide P.01 reports between LEC and relay center(s).
	X

X

X

X
	      
	-Show evidence of 85% of calls within 10 seconds daily

-Reference abandoned calls in the 85/10 calculation

-Reference the P.01 requirement

-Provide a copy of vendor’s quality assurance 

 program(s) on the speed-of-answer
	

	( 64.604 B.3
	Equal Access to IXCs – TRS users shall have access to their chosen IXC carrier through the TRS and to all other operator services, to the same extent that such access is provided to voice users. 


	X

X
	
	-Provide a list of IXC and dial-around carriers available 

 in your State

-Reference the process vendor uses to obtain new 

 carriers to the TRS platform
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Appendix B
	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	TECHNICAL STANDARDS

	( 64.604 B.4
	TRS Facilities – TRS shall operate everyday, 24 hours a day.  TRS shall have redundancy features functionally equivalent to the equipment in normal central offices, including uninterruptible power for emergency use.  Adequate network facilities shall be used in conjunction w/TRS. 
	X

X

X

X
	
	-Reference State’s 24 x 7 service

-Reference State’s 24 x 7 Customer Service 

        (1-800-676-3777)

-Indicate in-state facility or out-of-state network distribution of traffic

-Provide a copy of vendor’s Disaster Recovery Plan


	

	( 64.604 B.5
	Technology – No regulation set forth in this subpart is intended to discourage or impair the development of improved technology that fosters the availability of telecomm to people with disabilities.  VCO & HCO technologies are required to be standard features of TRS.
	X

X

 
	X

X

X
	-Reference VCO and HCO services

-Provide a copy of the Standard Features Matrix

-Reference Internet Relay Service & provide URL address

-Reference Video Relay Service & provide URL address

-Describe future technologies during the next re-certification period (10/1/03 – 9/30/08)
	EXCELLENT VISION

AND INNOVATIVE SERVICES

	( 64.604 B.6
	Voicemail & Interactive Menus – CAs must alert the TRS user to the presence of a recorded message & interactive menu thru a hot key on the CA’s terminal. TRS providers shall electronically capture recorded msgs & retain them for the length of the call, & may not impose any charges for add’l calls that must be made by the user in order to complete calls involving recorded or interactive msgs. TRS will handle pay-per-calls.
	X

      X

     X
	
	-Provide vendor’s current procedures to access Voicemail and IVR systems

-Reference vendor’s “hot key” feature

-Reference vendor’s ability to handle pay-per-call services.  Provide the 900 number for the State.
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90-571

Appendix B
	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	FUNCTIONAL STANDARDS

	( 64.604 C.1
	Consumer Complaint Logs – States must maintain a log of complaints including all complaints about TRS. It shall at a minimum include the date the complaint was filed, the nature of the complaint, the date of resolution and an explanation of the resolution.  States & TRS providers shall submit summaries of logs indicating the number of complaints received for the 12-month period ending May 31 to the Commission by July 1 of each year.
	X

X
	
	-Reference maintenance of consumer complaint logs including date, nature of complaint, date of resolution and explanation of the resolution.

-Reference annual filing no later than July 1, 2002.
	

	( 64.604 C.2
	Contact Persons – States must submit to the FCC a contact person or office for TRS consumer information and complaints about intrastate TRS.
	X
	
	-Indicate State’s contact name or office for filing intrastate consumer complaints.
	

	( 64.604 C.3
	Public Access to Info –Carriers, through publication in their directories, periodic billing inserts, placement of TRS instructions, including 711 access, in phone directories, DA services, & incorporation of TTY numbers in phone directories shall assure that callers are aware of all forms of TRS.
	X

X

X
	
	-Provide a summary of all venues of the State’s TRS outreach program(s).

-Provide a copy of information on TRS in telephone directories, billing inserts, newsletters, websites, etc.

-Include information about State TRS Advisory Board or Council.
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90-571

Appendix B
	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	FUNCTIONAL STANDARDS

	( 64.604 C.4
	Rates – TRS users shall pay rates no greater than the rates paid for functionally equivalent voice communication services with respect to such factors as the duration of the call, the time of day, and the distance from the point of origination to the point of termination.
	X

X

X
	
	-Reference contract language requirement (RFP, contract) that the TRS users pay rates are no greater than the rates paid for functionally equivalent voice calls.

-Reference to Sprint’s discounted rates off MTS 

 rates for intrastate TRS calls.

-Reference to Sprint’s 50% discounted rates off MTS rates for interstate TRS calls.
	INTRASTATE

MTS DISCOUNTED RATES ARE:

7:00AM - 6:59PM: 35%

7:00PM – 10:59PM:  25%

11:00PM – 6:59AM:  10%

SATURDAYS:           10%

SUNDAYS:                10%

	( 64.604 C.5
	Jurisdictional Separation of Costs – 

(i) General, where appropriate, costs of providing TRS shall be separated in accordance with the jurisdictional separation procedures and standards set for in the Commission’s regs (ii) Cost recovery, Costs caused by interstate TRS shall be recovered from all subscribers for every interstate service, utilizing a shared-funding cost recovery mechanism (iii) Telecommunications Relay Services Fund - NECA
	X

X

X
	
	-Provide brief explanation of how the State’s intrastate TRS program is funded.

-Include a copy of the State’s legislation or PUC Order.

-Provide brief explanation on how the State’s interstate TRS calls are funded (NECA).
	


	FCC Order Ref.

90-571

Appendix B
	REQUIREMENT
	IN COMPLIANCE
	Explanation of Requirement
	COMMENTS

	
	
	Meets
	Exceeds
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	FUNCTIONAL STANDARDS

	( 64.604 C.6
	Complaints – (i) Referral of complaint, (ii) Intrastate complaint resolution, (iii) Jurisdiction of Commission, (iv) Interstate complaint resolution, (v) Complaint Procedures
	X

X

X
	
	-Describe, including all of the methods, State’s and/or vendor’s procedures for filing and resolving complaints.

-Reference State’s adoption of FCC’s informal complaint procedures, within 180 days.

-Provide a copy of State’s 2001 & 2002 Annual Consumer Complaint Log Record.
	

	( 64.604 C.7
	Treatment of TRS Customer Info – All future contacts between the TRS administrator and the TRS vendor shall provide for the transfer of TRS customer profile data from the outgoing TRS vendor to the incoming TRS vendor. Such data must be disclosed in usable form at least 60 days prior to the provider’s last day of service, and shall not be sold, distributed, shared or revealed in any other way by the relay provider or its employees, unless compelled to do so by lawful order.
	X
	
	-Reference contract language or other documents that the TRS profile information is transferable, at least 60 days prior to the outgoing TRS vendor’s last day of service from the outgoing TRS vendor to the incoming TRS vendor.
	THIS PROVISION AND LANGUAGE IS IN THE COLORADO RFP AS WELL AS IN THE SAMPLE CONTRACT. PLS. SEE APPENDIX L

	( 64.605


	State Certification - Per

FCC’s Public Notice on TRS State Re-cert released 5/1/02, the FCC requests an application be submitted through State’s Office of the Governor or other delegated executive office empowered to provide TRS.
	X

X

X

X
	
	-Provide a copy of the State’s current RFP & sample contract.

-Explain how your State TRS program does not conflict or circumvent the federal requirement.

-Write a brief statement on how the intrastate TRS funding was originally or is currently communicated to the public.

-Include a copy of the phone bill showing the surcharge or legislation or Order (base rate method) that promotes understanding of TRS and how to access TRS.
	PLS SEE A COPY OF THE COLORADO RFP AND SAMPLE CONTRACT AS PROVIDED IN APPENDIX L  PLEASE ALSO SEE APPENDIX K-1 AND K-2  FOR COPY OF PHONE BILL AND ACCESS INFO IN DEX
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771111 dd ii aa ll ii nn gg iiss hheerree......







Now it’s easier than ever to communicate with 
friends, family and business associates who are 
deaf, hard-of-hearing or speech disabled.


• Just dial 771111 on your regular phone, at no additional cost!


• You’ll be connected with a Communications Assistant who uses 
a TTTTYY machine and is trained to help conversations flow accurately 
and with ease.


• Provide the telephone number for the person you want to call 
and begin speaking. Calls are handled with strictest confidentiality.


771111 is available 2244 hours a day, 77 days a week.
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_1094625774.xls
Jun 2001

												June 2001

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		9070		06/06/01		3		Customer stated that agent failed to follow instructions and lost control of call.  Supe Darcy minimized problem.  I must have control, by calling it feedback.  I told him, in no uncertain terms, it was a formal complaint.		06/09/01		Apologized for inconvenience and we'll talk to the agent regarding the incident.  Agent was coached on importance of following customers' instruction.

		3051C		06/10/01		4		Customer said she has not called our dept for a long time and has been trying to talk to supes directly about her problems she experiences.  However, she has been noticing a problem occuring more and more often.  She receives incoming calls and the CA's do not give their ID nbrs.    CS apologized to customer and thanked her for callling.  Customer had tried to call R. Moers but cannot get ahold of him.		06/11/01		On 6/11 via ITP to Relay - VCO - customer was thrilled to get my call.  I had left her a msg to call me back.  She was confused about billing, etc.  She is clear now and will touch base w/me later if problems continue.  She is satisfied w/clarification and the resolution.

		4229		06/11/01		4		Relay agent refused to tell me if a live person answered the phone, when customer asked.  Customer thought that was rude.  (supe assisted w/call - agent dialed # given & ans mach picked up.  Agent typed & ID the msg.  Customer asked for redial.  Agent redialed.  On 2nd try, line was busy.  Agent informed caller.  Customer asked repeatedly if live person answered or if live person was there.  Agent said Relay did not have that info - that the line was busy.  Customer got upset & did not understand when supe tried to explain)  Customer was not want follow up contact, said she was ok w/discussion.		06/11/01		CA followed correct procedure.

		4229		06/11/01		17

		4237		06/13/01		4		Agent did not inform VCO when she took over the call (agent change during call).  Agent also did not adequately inform customer when the person she was calling disconnected.		06/13/01		Apologized to customer & thanked her for feedback.  Told her agent would be coached.  Customer was satisfied w/discussion and does not want a follow up contact, but does want copy of complaint forwarded to AM.  Agent was coached in proper call takeover procedures & in keeping customer informed.

		4240		06/13/01		3		CO VCO user frustrated at agent for not enunciating clearly & not processing his call thru his MCI calling card as requested.  Also a supe who assisted after that call was completed did not satisfy the user, only defended the agent's actions, saying that MCI was used.  This user did not retain agent nbr or supe nbr.		06/13/01		Apologized and attempted to obtain immediate credit for his erroneously billed call.  However, this caller was also frustrated w/the awkward voice to voice process for the immediate credit procedure and also frustrated at the MCI opr lack of help.  I suggested checking thru Sprint, but the user was too frustrated.  This user does not request contact at this time, as he said he will write letters about this poor service.

		4240		06/13/01		8

		4242		06/15/01		4		CO VCO user was frustrated when she received a Relay call.  Agent did not announce Relay to her.  He only typed to her voice now GA to begin the call.		06/15/01		Apologized and thanked her for her time.  I assured her that agent would be coached on the announcement policy.  Customer satisfied and did not need feedback.  Consulted w/agent and he did not remember the call, but I reminded him that OB VCO customers should be sent the ALT 5 announcement.

		4245		06/16/01		21		CO VCO user confused when agent typed ans mach hung up - voice now GA.  This user did not know what to do.		06/16/01		Apologized and said agent would be talked to in order to find out what happened.  In consulting w/agent, she had understood that the voice now GA was to be used instead of GA for VCO users, in order to prevent the VCO user from switching to TTY, in which case the agent would miss info.  I informed the agent that the convention is to simply type ans mach hung up GA and expect the most recently used mode of communication.

		4246		06/17/01		4		CO VCO user is concerned, as user, said she wanted to reach a live banker for her call, and was frustrated when agent typed (recording) and (waiting for live person) w/o typing co name that was reached.  Then when attempting to get agent's attention by repeatedly typing XXXXXXX VCO pls ga, customer did not receive a timely response and was more frustrated.				Apologized and asked if she would like feedback after we determine what problem was and she said yes and gave email address.  Spoke to agent and a timing problem seems to have been evident as a live person did answer, delaying immediate response to the user, then each time the agent switched the IB line to her headset in response to the VCO pls GA she only heard TTY tones, thus switched back to expect more typing.

		4254		06/19/01		4		During a recent voice to VCO call this customer received, the agent did not announce Relay & had trouble connecting.  At end of call, the agent did not send "person hung up" macro.		06/20/01		Thanked customer for feedback, apologized for the bad experience and told her this would be discussed w/agent & appropriate action would be taken.  Customer wanted copy forwarded to AM.  Followed up w/CA & he stated that he sent macro twice - it was possibly technical problem.

		4254		06/19/01		11

		4254		06/19/01		24

		3095C		06/20/01		11		Customer called in to report that he received an incoming call thru CO Relay from his brother.  The agent did not provide their ID nbr, nor announce call.  The customer reports there was some difficulty in getting the call started as he was getting nothing from the agent at all.  He kept asking for the agent to give their ID nbr or respond and nothing happened until finally he began receiving typing from his brother.  The customer's brother said he was able to hear his brother speaking just fine, but it appeared that the Relay line was dead at first.  The agent was not responding to either party.  Customer wasn't sure if it was something technical or if the agent was unfamiliar w/VCO calls.  The customer was also upset that even at the end of the call the agent still refused to provide their ID nbr.		09/03/01		AM tried contacting customer on 6/29 - no answer, 7/17 - no answer, 8/14 - no answer, and on 9/3 at 8:22 connected and customer satisfied w/resolution.

		4257		06/21/01		9		CA missed a lot of info while she retrieved the msg from voicemail recording.		06/21/01		Apologized for inconvenience.  Discussed about coaching CA.  Coached CA immediately to use the macro so she could get all info from the voicemail recording.

		4256		06/21/01		17		Customer stated CA was rude, interrupting caller.		06/25/01		Apologized for inconvenience.  CA will be coached immediately - caller satisfied w/discussion.  CA hit wrong macro key, then apologized - but still provided an interruption to user.

		9501		06/23/01		17		Customer stated that female opr who handled his wife's call was rude and out of line.  His wife was arguing w/her mother on call and at end of call, opr told his wife to behave herself and then disconnected the line.		06/23/01		I spoke to caller and apologized for horrible service provided by agent.  Informed caller to please try to remember opr's nbr when they use Relay service.

		9416		06/30/01		3		VCO customer explained that agent dialed incorrect nbr and when agent was asked to repeat nbr dialed - agent refused.  VCO requested supe and supe implied agent did not have to repeat nbr.  VCO customer stated supe & agent were rude.		07/02/01		Couldn't follow up due to lack of info.
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Jul 2001

												July 2001

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		4279		07/02/01		3		Customer asked agent to type "wells" instead of typing recording msg & then to wait for live person.  Instead, agent typed "finding live person" & then after live person answered, agent typed "wells (explaining Relay)…"  Customer wants agents to listen, pay attention, and follow her instructions.		07/02/01		Thanked customer for feedback & apologized for inconvenience.  She was satisfied w/our discussion & does not want follow up contact.  She does, however, want CO AM notified of this.  Agent misunderstood the special instructions and agreed to listen more carefully & clarify when needed.

		3171D		07/03/01		00		Customer states, after I made my phone call, I wanted to make another call and gave agent another nbr to dial.  I waited and waited a long time.  Finally, I typed GA several times.  No response.  I typed -  pls respond to me Relay - and finally agent dialed nbr I had given her.  I asked for her supe and she refused to get one stating that no supes were allowed.  I couldn't believe it and just hung up and called RCS.  Agent had bad attitude to go along w/poor performance.  RCS thanked customer for letting us know and assured him that this would be turned in as a complaint to be further investigated by the supe at the ctr.  Also explained that at times the computers do seem very slow in outdialing but that the agent should have never given him this type of info when requesting a supe and that this also would be looked into.  Also apologized for any inconvenience that this caused him.		07/05/01		I spoke w/the agent, who remembered the call in question.  She did have problems that day and had a hard time concentrating.  She knew she messed up.  However, she said the customer asked to be transferred to CS and that she did transer the call to CS as requested.

		4281		07/03/01		4		Customer was calling to a hospital and asked the agent to ask for a particular dept.  Agent did not confirm to customer that he had asked for that dept, so the start of conversation was awkward.  Also, at end of call agent typed (Person hung up) but did not send macro w/"Agent # GA or SK"  However, agent's typing was excellence.		07/10/01		Thanked customer for this feedback and told her a supe would coach the agent.  Customer was satisfied w/discussion and no follow contact is necessary.  Spoke w/CA & told him to always type (asking for…) & to always confirm person/extension to TTY/VCO customers.  I also coached him to use all macros when applicable.

		3173D		07/04/01		4		Customer complained that she was cut off by agent for the 3rd time this wk.  When asked, she explained that the agents are not typing the recording or ans mach msg.  They just type recording and hang up the OB line.  I don't have any way to know if we connected to the right nbr or not.  Isn't there anything that can be done about these agents?  CS assured customer that her complaint would be forwarded to the AM.		07/06/01		Agent does not recall an instance of not typing the recording w/o being told to do so.  But I reminded him we do type what we hear verbatim unless otherwise instructed.

		4285		07/05/01		12		CA didn't complete 2LVCO procedure and she needs more training.		07/05/01		Apologized for inconvenience.  Passed it on to her appropriate supe for coaching.  Agent said she needed additional training in 2LVCO.  Agent was trained.

		3186D		07/06/01		3		Customer complained that the agent did not follow her instructions for how to handle a call to her bank.  The agent was to just type the name of the bank as it is stated in the automated recording then follow the prompts to get a bank rep on line.  The agent dialed out and just typed recording, agent did not type the first part of the recording.  When customer tried to interrupt the agent was rude and told her could not listen to the recording and hung up on the customer.  CS thanked customer for letting us know about the problem and told her this would be forwarded on to the appropriate person.		07/09/01		Spoke to CA & CA said she did type the company's name as requested.  She did not turn on VCO because the OB recording was playing.  I told the CA to ignore recording & open VCO.  She did not hang up on customer.

		3184D		07/06/01		3		Customer complained that she was cut off.  She gave agent specific instructions on how to let her know they were connected to Wells Fargo bank automated system and then agent was to just get a banker on the line.  When the agent dialed out and connected, agent typed recording, did not type the identifying msg.  Customer attempted to interrupt and get agent to identify the party & agent disconnected the customer.  CS thanked customer for letting us know about the problem and told her this would be forwarded on to the appropriate person.		07/12/01		Agent does not remember call.

		4298		07/10/01		2		Agent typed ans mach msg and sent holding macro.  CDB notes say hang up on ans mach and do not send hldg macro.  2 other agents today have made same mistake.  Customer thinks agents need better training to read CDB notes.		07/10/01		Thanked customer for feedback, apologized for error and told him I would coach the agent.  Customer was satisfied w/our discussion.  He said he would leave it up to the AM whether or not to contact him.  Follow up w/agent:  Coached agent (new - first day) to read CDB notes & follow instructions.

		4296		07/10/01		21		Customer does not like our policy of explaining Relay before typing how the OB line was answered.  I explained to her that our ctr was required to do this by the ACDHH.  This is a bad procedure for the person who has to pay the bill and customer also stated she has on occasion had to stay on the line w/only "explaining Relay" displayed only to then find out she had reached a wrong nbr.		09/03/01		7/17 & 8/14 no answer. 9/3 7:40p connected - Customer was glad we connected. She wanted as to continue on improving and is satisfied.

		5119		07/12/01		2		Customer stated that CA did not follow CDB notes regarding not sending hldg macro.  When I relieved the call, the CDB notes window was closed.  Told customer that a contact form would be filed and the CA would be instructed on proper use of CDB.		07/18/01		Reviewed procedure w/CA.  Unable to contact @ phone nbr given.  Sent follow up letter to customer.

		5120		07/12/01		2		CA did not follow CDB notes requesting CA to hang up on ans mach instead of typing the msg out.  The previous CA may have closed notes window before being relieved.  Told customer that a contact form would be filed and CA would be instructed on proper use of CDB.		07/18/01		Reviewed procedure w/CA.  Unable to contact by phone.  Sent follow up letter to customer.

		4306		07/13/01		2		CA did not follow the database instructions.		07/13/01		Apologized for inconvenience and thanked the customer for the feedback.  Coached CA not to turn off the macro and to follow the database instructions.

		4311		07/15/01		3		Had the agent call to a nbr wanted only to know if the ans mach was on.  All she did was say ans mach GA.  How am I suppose to know who I called.		07/24/01		Thanked customer for feedback & apologized for the trouble.  Told her this would be passed on to the agent's team leader.  She would like this faxed to AM.  Spoke w/agent & agent said she was confused at the instructions. Told agent just to type the person's name and ans mach..

		4311		07/15/01		11

		4313		07/16/01		26		CO VCO user wants  technical documentation that after many mths, garbling may be a problem again.		07/16/01		Apologized  for the problem & offered suggestions of:  turning off turbo, branding his phone as VCO and including CDB notes.  Entered TT#04011785.

		8691		07/16/01		2		VCO was very upset CDB notes were not followed.  He has a no holding macro note as well as hang up on ans mach.  The hldg note was not used.  8665F sent the hldg macro several times.		07/23/01		Apologized to the person & told them this CA will be coached.  Agent did admit not following CDB notes.  She simply forgot.  In the future, she will be more careful, observing notes as well as requests.

		4320		07/18/01		21		Agent really messed up call & gave poor service.  No specifics given other than agent only responded w/one word answers of "yes" when asked question.		07/19/01		Apologized to customer and informed her the agent's supe would be informed of situation.  Agent coached to be more careful w/the service and follow the customer's question.

		3256D		07/19/01		18		Customer dissatisfied w/agent when trying to leave message.		07/24/01		CA stated that she didn't recall the call.  Feedback on how to proceed the voice mail msg.

		6495		07/20/01		22		Customer is VCO user.  Customer has to call in 5 or 6 times in a row to get branding to come up on call.  Supe said he would have our tech check her nbr.  Supe also put in CDB notes that she is VCO user.		07/20/01		Supe filled out TT on problem so Tech could investigate.

		4327		07/23/01		18		Agent did not type ans mach msg.		07/23/01		Apologized for the inconvenience & thanked customer for feedback.  Told her I would make sure agent was familiar w/correct procedure.  Customer was satisfied & does not want follow up contact.  Coached agent to always type recorded msgs unless instructed differently by customer.

		6503		07/23/01		7		Agent's typing very sloppy getting messages off of ans mach and cut first and last letters off of words and occasionally turned into nbrs.		07/26/01		Apologized and said will let supe for this agent know so they can talk to agent.  FL response:  After reviewing some of this agent's blind monitored evaluations, her typing has never been an issue.  It seems as if the customer may have been receiving garble from her TDD because some of the words were turning into nbrs.

		4331		07/24/01		3		Customer gave CA instructions to type the name of the co she called if she reached a recording, but not to type the recording.  CA did not follow instructions.		07/24/01		Spoke w/CA and told her just to type the co's name and (recording playing).  CA was confused at the customer's instructions.  I also apologized to customer.

		3287D		07/25/01		5		Customer stated she usually tries to ask for a supe when she has problems but she has had so many problems w/FL agents, she wanted to let us know.  Also, this time when she asked for a supe she was disconnected.  When agent placed call, they reached ans mach and did not inform customer what office had been reached.   CS thanked customer for calling and apologized.		07/26/01		FL response:  Agent remembered call.  Customer requested to leave msg immediately and to only type the name on the ans mach.  Agent did that and sent the ALT 8 macro.  What came across the customer's screen was garble because she did see the ALT 8 macro.  The call dropping may have been a result of a T hit.

		3287D		07/25/01		18

		3307D		07/27/01		3		CA did not follow customer's instructions.		07/31/01		CA was confused w/the instruction.  Coached & explained how to follow her instruction.  AM attempted contact w/customer on 8/14 - no answer.  On 9/3 at 7:40 AM connected w/customer who stated "Overall, Sprint is the best" and was satisfied w/resolution.

		3307D		07/27/01		4

		3310D		07/27/01		2		Agent did not read/follow CDB notes.  CS apologized and stated complaint would be documented and forwarded to appropriate ctr for follow up w/agent.		08/01/01		Agent was coached to follow a customer's database instructions more carefully.

		3308D		07/27/01		21		Agent did not type correct info given by dr's asst.		07/30/01		CA is still new.  Feedback regarding stopping & clarifying for correct info.  We had a good discussion how to perform correct procedure.

		4335		07/27/01		2		TTY user was upset that agents don't seem to follow CDB notes.  Notes stated to hang up on the ans mach and don't use the holding macro.		07/30/01		I apologized for his inconvenience and assured the TTY user that I would file this complaint.  Did not feel it was necessary for AM to contact customer.  I asked if there was anything else I could do and the conversation terminated.  Spoke w/CA & she apologized and misunderstood the instruction.

		4336		07/27/01		2		CA # 4585F did not pay attention w/CDB notes.		07/28/01		Apologized for inconvenience and thanked customer for feedback.  The customer satisfied w/our discussion.  Agent said she read CDB notes saying not to send holding macro.  She had forgot during the call though and sent it.  She knows not to do it in the future.

		9646		07/27/01		2		Agents did not pay attention to CDB notes, even when interrupt key was depressed on Ultratec Superprint Pro88 Gold.  Spoke to agent & she explained that customer sent (interrupt request) while she was typing recording right after interrupt was sent - live rep came on line, so she informed customer that live person was on line.		08/02/01		Both agents were coached to follow callers' instructions & next time caller sends interrupt request - that means that the agent should stop typing and just wait for a response from the caller.
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Aug 2001

												August 2001

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		3328D		08/02/01		21		Opr handled one call for me and after the call I thanked her and told her to have a nice day.  She typed back "ur welcome SKSK".  I waited for the agent to hang up but she remained on the line and typed to me "agent waited 3 mins" she kept typing this several more times, then finally she typed "disconnecting now" and then hung up.  I always wait to be sure that agent has nothing more to say and until they hang up before I disconnect.		08/07/01		CA followed correct procedure and waited for VCO caller to disconnect then she called the bridge to inform that she waited for 3 min disconnect.

		3329D		08/02/01		21		Opr broke transparency.  Customer asked for DA and opr typed city and state pls.  Customer gave her Delta, CO.  Then she dialed to DA and typed "explaining Relay" then typed "typing now", then "machine hung up".  Why was she explaining Relay to a machine?  Normally the agent just types back the nbr requested from DA.  CS thanked her for letting us know and told her the report would be sent to the call ctr.		08/20/01		Spoke w/agent and agent stated VCO customer called in & gave instructions to dial DA.  Agent dialed DA & waited for opr.  When DA opr came on line, the agent asked for the listing.  The IB customer typed VCO please.  Agent turned on VCO.  Customer started speaking saying "wait a min, wait a min, if you give me a min I will explain it myself".  The DA recording was playing giving the requeseted nbr, while the VCO cusotmer was talking.  Agent typed machine hung up.  Explained the proper way to handle DA requests and that she should have kept caller informed throughout call process.  Agent was coached on processing DA calls & procedures.  Monitoring and test calls will be administered to make sure agent is following procedures.

		3335D		08/03/01		7		Agent was careless when typing specific info to me from my wife.  The agent typed the time we were to meet as 8:00 when my wife specifically said 5:00.  This could really have caused us a problem.  Please have this agent coached on being more careful w/specific info.  CS thanked customer for letting us know and assured him that we would turn the complaint in so that it could be further investigated w/the supe and corrected.		08/10/01		Coached CA to make sure typing correct and make sure use pacing for clear up.

		4344		08/03/01		1		Customer was upset that agent did not dial his nbr quickly enough.  He typed the nbr & GA -  the hello GA & received no response for a long time.		08/03/01		Apologized to the customer & said I would write a formal complaint & speak w/the agent.  Agent needed assistance understanding CDB notes but did not type "one moment pls" & left caller not knowing what was going on.  I coached agent to respond sooner.

		6200						VOID - customer only requested AM's #.  (not a complaint)

		4347		08/05/01		9		Customer complained agent did not type recording properly.  States agent needs to pay more attention.		08/09/01		Apologized to user & stated form would be sent to team leader for agent coaching.  Thanked customer for input.  CA knows to utilize record feature properly, after coaching, to avoid missing words and to ensure proper relay.  She also knows to type words unclear or recording skipped when appropriate.

		4346		08/05/01		2		Customer complained that CA didn't follow instructions & didn't do a right procedure.  Customer gave info to enter, CA had typed the rec msg.  In addition, CA didn't follow customer's database not to type the msg if ans mach.  Apologized to customer & assured custoemr that CA would be coached in proper procedure.		08/05/01		Coached CA to type ans mach instead of typing the whole msg.  CA explained the info customer had given was insufficient.  There was a screening procedure.  I suggested CA to type (need 10 digit nbr to enter)

		4346		08/05/01		3

		4352		08/08/01		17		Customer said agent was rude and also broke transparency while he was connected to the person he called.  He said his good byes to both TTY & Relay when the agent abruptly jumped into conversation saying "I can't do that connected to both lines".		08/14/01		Apologized to customer & said the supe would speak to the agent.  Customer wants call back on issue from AM.  Follow up w/agent:  Agent is now aware that her comments broke transparency.  Coached her in proper procedure & will monitor her progress.  On 8/14 at 2:40 p.m., AM spoke w/customer and he is satisfied w/resolution.

		4352		08/08/01		21

		9094		08/08/01		8		Could not understand Relay agent.  Heavy accent male.  Agent even left msg on ans mach that was not comprehensible.  Person understands we have diversity in hiring but to please ask agents w/accents to be mindful af the fact that they may not be understood by everyone across country and to please make extra effort to speak as clearly as possible in American English.  If males would please speak up and clear, it would be very helpful.  Apologized to customer for inconvenience and person hung up.		08/08/01		Will be coaching those agents that fall into that category, so they are able to speak a bit more clearly and understandable.

		6211		08/10/01		4		Customer asked to call nbr and agent dialed reaching ans mach.  Customer requested redial, transfer to ans mach then leave msg.  Agent didn't keep customer informed & said there was only a long pause then received Alt 9 macro.  Customer asked to speak to supe and agent sent Alt 9 macro again.  Asked to speak to supe again and received no one is available and then agent hung up.		08/20/01		Spoke w/agent and she said that when she sent Alt G to inform customer that ans mach was playing.  Customer started to type.  After several unsuccessful attempts to send macro Alt G, agent left msg and sent the Alt 9 macro.  Explained to agent that the customer was always in control of call - when the TTY starts to type, wait and follow the TTY user's instructions.  Will follow up w/scans and will be sent to refresher on ans mach processing.  When asked why a supe was not requested, agent said that the caller never asked to speak w/a supe.  Agent was advised to notify a supe if difficulties are experienced on a call.

		3375D		08/11/01		15		Customer says agent did not type the recording on the OB connect.  Customer did not know what co they had connected to.  Agent paraphrased the recording.  CS assured customer her complaint would be forwarded for review.		09/03/01		9/3/01 7:40p Pleased with resoluton - Agent got trained.

		3378D		08/12/01		3		When customer called in, she told agent that he did not need to explain Relay, just to say that grandma was calling and they would know it was Relay.  She gave CA info and he dialed nbr.  It was busy, so she asked him to try a couple more times.  She got busy - person hung up xxx busy  person hung up xxx busy.  She got this nine times.  She said she should have known better than to try w/a FL agent, they never seem to get it right.  They need a new TM so that the agents can be properly trained.  CS thanked her for calling in and let her know this would be forwarded to ctr.		08/15/01		Agent listed was in nesting period of training at time of complaint.  Agent never graduated from training.  AM attempted to contact customer on 8/14 - no ans and on 9/3 at 7:40 p.m. connected w/customer who stated that "Overall, Sprint is best" and was pleased w/resolution.

		3382D		08/13/01		27		Customer has MCI selected for COC for LD Relay calls in database profile.  All her LD calls should automatically bill to MCI, but since last Thursday, this is not happening.  Customer notes were added:  1) COC MCI & 2) Do not ask customer which carrier they want to use, just use MCI.  Notes are not appearing on agent computer screen when customer calls CO Relay.  She reached agent 9155F and 9109F at FL ctr.  (QWEST is local phone co, CS called QWEST to confirm that MCI is her selected COC and it is and she is in good standing on her billing).		09/11/01		9/3 no answer   9/6 no answer  9/11  no answer. Caller was unavailable. TT closed - verified MCI as COC if problem continues TT 04123598 for reference.

		3379D		08/13/01		4		Customer had bad experience w/opr when placing call thru Relay CO.  Opr did not give nbr and hung up at end w/o closing or ID nbr.  Took over 10 mins to place simple call.  Had to repeat nbr to dial twice.  Typing was bad, screen full of xxxx's.  There were plain blanks on screen where the agent could not keep up w/typing, so just left info out and screen blank, and what was typed didn't make sense.  Wanted to leave msg on ans mach, but does not think that was successful.		09/06/01		9/3 no answer  9/6/01 connected. Appreciated the call, next time will have agent # ready. Satisfied customer.

		3379D		08/13/01		7

		3379D		08/13/01		9

		3379D		08/13/01		11

		3380D		08/13/01		2		Customer frustrated that agents asked her who her LD carrier is when she has that info in her database profile.  CS apologized to customer and offered to put an extra note in the database profile telling agents that MCI is the LD carrier and not to ask her who her carrier is.  Assured her it was in the customer database profile and if she received any charges for calls thru a different carrier after 8/6, when we entered MCI in the database, that we would help her get it credited.		08/14/01		Addressed agent regarding this complaint, agent states that when the call came in there were not any CDB notes on the screen.  Agent says she entered "to" nbr and pressed complete and the COC screen appeared, then she asked the customer "which LD carrier would you like to use".  Agent says she asked because there were no notes and the COC screen came up.

		3403D		08/17/01		9		Agent did not type how phone was answered.  Did not type recording.  CS apologized to customer for problem and told her complaint would be forwarded to call ctr.		08/17/01		Spoke w/agent - she stated that because the customer typed "I hope this call goes better than the last one"- she became very nervous.  Agent said that she became confused while trying to read CDB notes and dial the nbr.  Agent was informed that we must keep the customer informed at all times, because of customer request, agent did not type the content of the msg but just the fact that the msg was playing.  Supe discussed various scenarios and responses that would be appropriate in this case.  In particular, to clarify exactly how the customer would like their call placed before outdialing.  Agent feels more confident and will be monitored for progress.

		4364		08/20/01		21		Customer does not like Relay rule that agent cannot repeat info from a relay call after call is over.  In this call, the voice user hung up and customer asked how the person sounded.		08/20/01		Thanked customer for her feedback & explained the policy to her.  She siad she understood, but still does not like the rule.  She does not want follow up contact.  Told her we would pass along her feedback.

		3416D		08/20/01		26		Call came in to CS & was garbled.  CS requested customer repeat info.  Caller requested supe and asst. supe was busy, so co-worker assisted.  Complaint was regarding garbling, and customer upset that CA let him continue to type for 15 mins w/o interrupting him to inform him that much of his typing was unclear & garbled.  CS explained to customer that agents are never to interrupt TTY or VCO user, but that the hearing person has the option to do so or vice versa.  Agent must wait for GA in order to inform customer of garbling issues.  Customer disagreed w/policy and felt waste of time to retype everything.  CS explained agents are following guidelines set up thru the state contracts and also explained variables that can cause garbling.  CS apologized for problems experienced and thanked him for taking time to call us regarding issue and advised customer that AM would be notified.		08/21/01		CA did the right procedure.  It's possible inappropriately placed the phone and/or technical problem w/TTY.

		3425D		08/21/01		21		Voice customer received 2 CO Relay calls left on her voice mail earlier today, both from agent 4395M.  The first one was the agent talking to his co-workers talking about the msg that the TTY user was going to leave.  He also was using a lot of "explicatives".  The 2nd msg was the agent actually leaving the TTY user's msg.  Customer does not think the agent knew his voice was being recorded on her voice mail on the 1st msg.  CS apologized to the customer and let her know I would forward this to the ctr where he was located.  Also asked if customer would provide name & nbr for follow up w/AM and that was provided.		09/11/01		Agent was consulted & appropriate action taken. (per S. Morehouse)

		3423D		08/21/01		3		Customer told agent she may get an ans mach, and if so to just type 4 letters when they say it.  CA just typed ans mach playing GA.  Then customer asked her why agent typed that and got no response.  Then agent typed "ur msg left".  Customer did not give any msg to be left, so asked for supe.  Assistant Becky stated agent thought she understood customer instruction and thought they followed that.  CS apologized for problem customer had w/instructions being misunderstood and thanked her for letting us know.		08/22/01		Follow up w/agent:  Agent heard customer say if ans mach, she wanted to leave msg.  When agent heard ans mach she told customer "ans mach" GA and customer left a msg.  She thought she had done what customer instructed.  In the future, agent will ask customer to clarify instructions if she has any doubt what they mean.

		3430D		08/22/01		2		Customer uses TTY sometimes and VCO sometimes, so he is not branded either way.  He told agent 9355M that he would like to use VCO, but agent never switched him over after requesting VCO.  Customer also has a note in place that says not to use the hldg macro, however, agent 9080M used it anyway.  CS apologized to the customer for any inconvenience these things may have caused him.  Told him this would be documented for supe to follow up on.  Thanked him for taking the time to bring this to our attention.		08/23/01		Spoke w/agent & he stated that he beame confused because his screen & keyboard froze.  VCO user was speaking.  Agent was not able to respond due to the technical difficulty as a rsult the VCO user disconnected.  Agent was advised that he must always request a supe's assistance when a problem w/terminal occurs and affects the call processing.  AM contacted customer on 9/3 at 8:22 p.m. and customer was pleased w/resolution.

		9699		08/23/01		4		Agent was doing a great job and then all of a sudden the agent stopped typing and would not respond.   The TTY user stated that the line was not disconnected and the agent stopped typing in the middle of the sentence, but before the agent was very good.  Supe thanked customer for comments and apologized for inconvenience.		08/24/01		Spoke w/agent and she stated that she was experiencing technical difficulties in the middle of the call.  She requested a supe for assistance, the supe had to close out the system and restart.  The call was lost in this process.  Tech checked out PC and determined that application hung up.  Problem could not be duplicated and console was monitored.  No TT completed at tech's request.

		9539		08/27/01		5		Customer stated that the agent was having a problem understanding him and hung up on him w/o asking to repeat, after he requested VCO be turned on.		08/30/01		Supe met w/agent to review complaint.  VCO process reviewed and agent demonstrated IB and OB VCO connections.  Supe discussed nature of complaint and to report any technical problems or instances where calls do not connect to their console.  Agent has been observed correctly processing VCO calls.

		4371		08/28/01		1		CO voice user stated agent incompetent as it took 6 attempts to get nbr dialed to his VCO wife.  Agent refused to give agent nbr until supe got on line.  Agent also refused to acknowledge theuser when he voiced concerns/questions.  Apologized for frustration.  User wants contact regarding resolution.		08/31/01		Agent stated that she repeatedly asked the VCO user to repeat the phone nbr because she did not understand what was being said.  The customer's husband took the phone, began yelling, and provided the nbr then put his wife back on the phone.  Agent was in training when this occurred & Trainer was w/agent thru call and observed what happened, and also wrote a customer contact form.

		4371		08/28/01		17

		9555						VOID - same complaint as 4371.
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												September 2001

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		4378		09/05/01		3		Customer said agent did not follow her instructions not to type an ans mach recording but only to abbreviate the company name & type GA at the "beep" to leave msg.		09/05/01		I checked the screen and saw that agent followed customer's instructions perfectly and completely w/the abbreviation of the co given to her by the customer.

		3006E		09/06/01		3		Customer complained that agent did not process call correctly.  The agent was kinda controlling the call.  Three different msgs were sent that were wrong.  Agent needs to be more professional.  Told customer the complaint would be forwarded to the agent's supe.		09/07/01		Trainer addressed agent regarding call.  Agent admitted to sending the incorrect macros.  Agent was coached on how to correct this.  He also explained that he redialed upon the customer's request but forgot to send the redialing macro.  Agent was coached on keeping the customer informed and sending the correct macros.  This agent is new on floor and will be monitored closely to make sure that he is following procedures.

		3007E		09/06/01		24		Customer says "I have used same nbr to call Relay for 8 yrs from work at Sherriffs Dept and now when I call Relay it answers on voice line first."  CS asked if his phone line is dedicated to the TDD and he said it is and not going through a switchboard.  Customer's ANI showed area code 303 XXX XXXX and CS suggested that there may have been a change in the phone system at work that needs to be investigated and suggested he have their telephone specialist call us.  He said he will not have their telephone specialist call us to straighten this out as we suggested.  Customer says he will instead use the ATT Relay service and inform his Congress lady at the town mtg w/the deaf.  I suggested he contact the CO Relay AM and customer refused nbr and said congresswoman will be in touch.		10/10/01		9/11 no answer 10/3 no answer 10/10 no answer  - unable to follow thru.

		3027E		09/09/01		17		Customer called regarding a call she placed on 9/8 at approx 5 pm.  The agent was rude and refused to answer a direct question.  A supe came on line.  OB party later told customer that agent had disconnected the call, she, herself had not hung up.  Thanked customer for letting CS know about problem.		09/11/01		Checked w/ACU & confirmed that this VCO user did not give the special instructions to agent that she says were ignored and prompted the perception of rudeness.

		4386		09/10/01		3		Person complained that many Relay agents are not leaving the msg he types to them before calling an ans mach.  They either forget to leave it & redial again or ask him to repeat it.  He wants it left the first time.		09/10/01		Apologized to the customer and said I would document the complaint to let our ctrs know.

		3036E		09/11/01		17		Agent rude on call to hearing friend.  She let IB know about it during call and did not appreciate it.  CS thanked customer for letting us know and assured him that we would turn in a complaint so that this issue could be investigated further.		09/12/01		Spoke w/agent & he did not recall any occasion of him being rude, but I told him of the complaint & said that whenever he has to pace or speak as the agent to be pleasant.

		3063E		09/18/01		21		Customer made a call w/agent 4234F and when she dialed the nbr all she typed was ans mach GA.  Customer had no way of knowing if the right party was reached.  Was wonder is this a new training procedure.  CS thanked the customer for letting us know & assured her that there were no new procedures to type only "ans mach GA".  Told her I would pass this info on to the call ctr and to mention this to the training dept.		09/19/01		Spoke to CA.  She stated that she followed the CDB note and informed the trainer about the procedure.  CA performed correct procedure.

		4395		09/21/01		4		Agent did not type greeting and did not keep customer informed through transfers & other events.		09/21/01		Apologized to customer for problem & thanked her for the feedback & assured her agent would be spoken with and make sure proper procedures were being followed.  Agent was confused because much was happening at once on the call.  Coached her on proper procdures and gave her tips for handling those situations.

		4395		09/21/01		9

		3078E		09/21/01		21		Agent did not provide agent ID nbr until after being asked several times.		09/24/01		Trainer spoke with the agent regarding this complaint. Agent states that she recalls the VCO user asking for the number but she does not recall the voice caller asking. This is a fairly new agent and she declined to give the outbound party her ID number because she thought it would be breaking transparency. The agent was advised regarding giving her ID number at the start of each call and she is also required to give her ID number when either party (inbound or outbound) request it.

		3085E		09/23/01		1		Customer had difficulties trying to reach DA.  CA apologized for inconvenience and provided info customer had been trying to get.  Also informed customer that complaint would be documented.		09/25/01		In consulting w/agent, slow response time was due to attempting to apply user's specific instructions to this particular call while properly setting up call upon OB answer.  ACU was assisting agent and able to verify that the IB hung up while we were still connected to OB.  Relay did not hang up IB.

		3085E		09/23/01		4

		3085E		09/23/01		5

		3086E		09/23/01		3		Customer's specific instructions for a call were not followed.		10/08/01		Spoke with CA and CA said that she was confused by the customer's instructions and did make mistakes. But did not hang up on the customer. Customer hung up first.

		3086E		09/23/01		5

		3090E		09/24/01		4		Customer was calling family and told agent no need to explain Relay and just say mom is calling.  When customer tried to VCO, they got no response.  When customer typed voice pls, then call proceeded.  At the end of the call, the customer asked agent what happened and requested a supe and agent disconnected call.  CS thanked customer for letting us know about issue and assured that complaint would be sent in for further investigation.  Also assured her that we would alert the TD to her suggestions of agents need more time in training or at least someone w/them at least 2 wks to monitor their calls.		09/25/01		Spoke w/CA & he is new and had a little trouble at beginning of call, but got it started and then had no problems.  At the end of the call, he had an ACU plug in who confirmed that the agent did not hang up on the customer.

		3090E		09/24/01		11

		4399		09/24/01		3		Customer upset that she was not able to leave a complete msg in an ans mach the 1st time.  She said agent typed too much of ans mach recording and took too much time away from her ability to leave a msg.  She gave him instructions on what to do.		09/24/01		Apologized to customer & said agent would be coached.  Coached agent on what to do when asked to ignore recordings & allow voice over capability.

		9994		09/24/01		2		Agents are not following CDB notes.  This is happening often and wanted to know if notes are still available.  The customer notes state do not use hldg macro, just type hldg.  Agent used hldg macro.		09/24/01		Spoke w/agent about the importance of reading the CDB notes to avoid any problem in future.  The agent stated they were trying to read notes but the customer kept typing GA repeatedly.  Sometimes there isn't enough time to read the notes and dial out in a timely fashion, the CDB notes were very long & that's why agent made the mistake.  I informed agent that this was inexcusable and that she could continue reading the CDB notes after dialing out and while the phone is ringing.  It was determined that the agent was not paying attention.  Agent will be closely monitored by QA Dept. to make sure she is following instructions and processing calls properly.  Appropriate action will be taken as needed.

		9994		09/24/01		3

		3093F		09/25/01		3		VCO reports that her instructions regarding ans mach were not followed.  CS apologized for problem and advised complaint would be forwarded.		10/02/01		Spoke w/CA.  She was confused w/VCO caller's instructions.  Coached CA to ask & clarify before processing call.

		3093F		09/25/01		17

		3097E		09/25/01		3		VCO reports that her instructions regarding ans mach were not followed.		09/27/01		Upon speaking w/agent regarding call, she admitted to sending the macro <ans mach playing> then typing "Jensen GA" as instructed by customer.  Agent states ths she inadvertently sent the macro by force of habit and attempted to follow the instructions and type "Jensen GA".  Agent was coached regarding following customer instruction.  Agent will be monitored to make sure she is following the customer instruction at all times.
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												October, 2001

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		4406		10/06/01		03		Customer stated she gave CA # to call and instructed CA to ask for a specific person or to just say grandma is calling. CA asked VCO caller to pls repeat #. Customer sent voice macro twice with no response. CA typed again pls repeat number calling to. Customer sent voice macro 4 times. Customer asked CA for supervisor and customer said CA then typed ok one moment then CA hung up on her. I apologized and informed her that the agent would be coached. Customer satisfied with conversation. no follow up needed.		10/13/01		Agent sent voice now macro and then hit the keys to hear the VCO user.  VCO user was speaking during the time the macro was being sent across so agent was unable to hear the VCO's voice response. CA understand to make request and just open the bridge instead of sending the voice now macro.

		4406		10/06/01		04

		4406		10/06/01		05

		4407		10/06/01		9		Customer complained that this agent did not type the ans mach message at all they just typed (ans mach) (beep) GA. Apologized to the customer that the agent did not follow procedures. Told her someone would coach the agent. Customerwas happy with that.		10/06/01		Coached the agent saying type all recordings unless otherwise told so.

		3162E		10/08/01		21		Customer stated that she called a voice friend and they conversed back and forth for a while and then suddenly customer got a lot of garble. Customer kept saying hello are you still there? Finally operator came back on. I did not get a person hung up or anything.  I asked for a sup and the assist sup apologized for the agent . She told me that the agent was brand new and just graduated last friday. She said she is a good operator with a lot of potiential and just needs more experience. Customer felt sorry for new opr but did not understand why new opr was not better supported by sups and trainers being with them for coaching when they are brand new. Customer felt that she still needed to report this because there needs to be more support for new agents.  CS rep apologized that her call became confusing and thanked her for calling to let us know. Told her this report would be sent to the call center and copied to the AM for follow up on better new training measures that could be provided.		12/20/01		11/27 no answer    12/4 no answer   12/20 left message. 12/20 returned call and pleased that these are resolved.

		3166E		10/08/01		4		Customer states that she gave agent 4960M the number to dial and told him toask for customer service. The agent never did tell her when the company answered the phone but just typed (holding to music) then when the customer tried several times to interrupt him with "voice please" the agent never responded. The customer gave him several XXXX's and again there was no response. Finally he answered and the customer told him that she did not understand what he was doing on the call and he proceeded to hang up on the customer. She then called Relay CS to turn in a complaint. CS rep responded by thanking the customer for letting us know and assured her that we would turn in a complaint so that this could be investigated and so agent could receive further coaching.		10/12/01		Talked with agent and he said he followed customer instructions and asked for CS. Agent saw xx's typed and activataed VCO and heard tty tones. Turned off VCO to read type but none appeared. This sequence repeated itself nuntil finally he heard the customer say something in angry tone and then hang up. Agent followed correctr procedure according to agents account.

		3166E		10/08/01		11

		3165E		10/08/01		17		Agent dialed wrong number on first try. Customer gave agent specific instructions on how to handle connecting to her bank. Agent did not follow instructions and again had dialed wrong number. Customer gave the number again and instructed agent. Agent typed as instructed, kept customer informed of call progress then typed PERSON HUNG UP. Customer asked agent what he said that they hung up as she makes the call often, agent told her he no longer had the information. When customer tried to question the agent further he hung up on her. Customer is very frustrated with the poor service she is getting from Sprint Relay. CS rep told the customer she understand her frustration and that I would foward her complaint to the agent supervisor.		10/09/01		Agent dialed number provided and waited for live rep, per instructions, when rep answered, agent announced relay and person hung up. Agent did not realize he should have told cust agent had announced relay and person hung up at the time it occurred. Coached him in keeping the customer informed.

		3165E		10/08/01		9

		3165E		10/08/01		7

		4409		10/08/01		11		Customer said that the call was very confusing. She said that the agent needs more training. Explained to the customer that this agent just graduated and customer suggested that new people have seasoned agents sit with them for a while		10/08/01		Spoke with the CA and she requested that a buddy sit with her during VCO calls. Today was her 1st day.

		3167E		10/09/01		4		Customer placed a CO relay call through agent 9746F. When the hearing party ended the call the agent just typed SKSK after the other partys remarks and did not send the correct macro "person hung up" ga or sk. Customer then kept trying to speak to the agent to place another call or to check and see if the hearing person hung up, but never got a response. Apparently the agent just typed sksk and hung up. CS rep thanked the customer for calling and apologized.		10/10/01		Spoke with the agent regarding this complaint. The agent did recall processing this particular call. Agent states that the VCO user was the outbound party. When the inbound voice customer disconnected, agent typed sksk to the VCO user and waited for the system to disconnect the call. the outboundVCO user wanted the agent to place a call. Agents cannot place calls for the outbound party because when the inbound party disconnects, the system will automatically disconnet the outbound paryt in approx 40 - 60 sec. Agent was informed that she should have sent the person hung up sksk macro then pushed the key to disconnect the call. Agent is now fully aware of the procedure.

		3167E		10/09/01		5

		3168E		10/09/01		15		Customer placed a CO relay call through agent 3111M. She says when he reached the other party he just typed "recording playing" and entering info. The only thing she had told him to do was to ask for Lana whens someone did answer. Customer was not sure she had reached the right place since agent did not type the name of the place reached. I thanked the customer for calling. I did explain to her that if the agent types the entier recording to her they would have to redial a second time to reach someone most likely, although I understand that she did not know what place she had reached. She kept trying to get the agents attention by pressing voc pls and xx's and the call got very confusing. I thanked the customer for calling and apologized for the problem.		12/20/01		11/27 no answer  12/4 no answer  12/20 left message  12/20 returned my call and pleased that thesse matters are resolved.

		9930		10/09/01		3		TTY customer complained that the agent did not follow instructions. Customer typed redial for live person. Agent typed (ans mach) and did not redial for a live person. Apologized to the customer and informed the tty customer if the line was answered by an answering machine then there was no option  for a live person.		10/09/01		Spoke with agent regarding this complaint and agent states that she sent the answering machine macro to inform the customer that it was an answering machine not a recording playing. The agent followed proper procedure in keeping the customer informed.

		3193E		10/12/01		25		Caller said she requested agent to dial a number, she received the dialing macro then garble. Two times she asked agent are you there and got no answer. Then agent disconnected. She said she thought there might have been a tech problem but was not sure.  CS rep apologized to agent and let her know that I would send the complaint to the AM		12/20/01		11/13 no answer   11/27 no answer   12/4  no answer  12/20  no answer.  12/20 left message  12/20 returned my call satisfied with this report.

		1614		10/15/01		21		Customer was upset because they wanted CA to repeat part of conversation after the call had ended. I told them I was sorry but relay policy does not allow the CA to reapt conversation. They would need to ask outbound person to repeat. Caller said it was CA's job to repeat info because they heard it and it was not fair because they ask tty to repeat if it's garbled. TTY was upset and wanted CA to redial and ask person to repeat.		10/15/01		Team Lead explained policy and offered to have CA place a call. Customer eventually accepted new CA to place call to same outbound. When call was completed customer requested sup and stated same concerns. Asked sup to find 1st CA and ask what part of the earlier call was mistyped or garble.  TL expressed that I understood her frustration but due to relay policy for confidentiality we did not have any record of past calls nor could we locate the past CA to discuss the past call content. Offered to have an AM contact her for further discussion of policy twice...caller hung up.

		3195E		10/15/01		11		Customer requested agent to just type S.T. when Senior Transportation recording had come on line and then give the GA when it was time for customer to leave message. Agent typed ST GA all at once and not as customer requested. Customer wanted agent to space it out during the message then give GA when it was time to leave a message.  Customer asked for sup and after explaining to sup what happened sup said this was an unusual request and because it was out of the ordinary it confused the agents until they are explained about it further. Customer didn't think it was such a hard request for the agent.  CS rep thanked the customer for letting us know about it. Assured her that we would turn in the complaint and have it checked into further if anything more could be done.		12/20/01		11/13 no answer  11/27 no answer  12/4 no answer  12/20 left message  12/20 returned my call - satisfied and pleased that matters are resolved.

		3200E		10/16/01		29		ATT cell phone customer lives in Wash DC and he is in Colorado now. He is using his cell phone with a Krown pocket speak n read device. When customer calls CO relay the agent gets recording that his Long Distance has been temp disconnected. The number showing on the agent's screen is different than his cell phone. Customer said he called from NY relay last week and was able to place his call with no problem. CS rep apologized to the customer that he is having this problem calling thru CO relay and told him I would pass this info on to resolve the issue.		12/20/01		Could not follow up due to lack of customer info.

		3203E		10/16/01		21		Customer called in stating that after she was finished talking to her mother the agent never let her know that her mother had hung up the phone. She asked for sup (Sherri) and told her the problems. Sup told customer that it did show up on the screen that the agent informed the customer that the party had hung up. Customer thought both the agent and sup were covering up.  When the customer first came into CS it was ASCII and did not get a response from the customer. The second time finally got a response from the customer and the CS rep told the customer about this situation of what happened and that there might be a problem with the customer's equipment. Customer became very agitated and said that she thought the CS rep was trying to cover up too. she hung up after that.		10/19/01		spoke to CA and the CA did send  the macro which the sup saw so therefore the CA did follow procedure.

		4420		10/17/01		11		Customer was upset because agent did not hear her when she asked for them to redial. She called the number and got a busy signal and the agent didn't press the key fast enough to hear the customer say redial. Thanked customer for feedback and apologized for the inconvience.		10/19/01		Coached agent on making sure that she is responsive to the macros promptly. Agent was comfortable with my recommendation to have the trainer review the VCO procedure with her.

		3219E		10/21/01		3		VCO customer complained that the agent did not follow her instructions on several calls that she placed such as typing out an entire message instead of just typing Wells like the customer instructed.  VCO customer is concerned about this agent and thinks they need training. CS rep apologized for problems encountered and advised the complaint would be fowarded to sup		10/22/01		Agent followed procedures on most areas except one and that one agent was coached on to follow instructions more precisely.

		4422		10/21/01		3		Customer complained that the agent did not follow her instructions by asking the agent to dial the number and just type the company name and wait for a live person. The agent typed recording playing and started to type Wells when she was interrupted by the customer. She typed Wells and waiting for banker and was interrrupted by the customer again. After the call completed customer asked for sup. Apologized for any difficulty with the call and told her this would be followed up for coaching. Customer satisfied. Thanked customer for her input.		10/23/01		Followed up with agent and found that the agent did the right procedure.

		3223E		10/22/01		6		Customer wanted to file a complaint against this agent because she had the worst spelling skills the customers ever seen. They were simple words and clearly not typos. Customer would like to see more training for the agents. CS rep thanked the customer for taking the time to call and let us know and apologized for the frustrations she went through. Told her the report would be sent to the call center where the agent is located.		10/25/01		After reviewing this complaint the agent was blind monitored and it was discovered that this agent does have problems spelling. Appropriate action was taken.

		3225E		10/22/01		4		Customer complained that the agent did not keep her informed when she called her pharmacy she asked that they say her name and can I speak with the pharmacist. The agent only put the ringing and (M) GA. Customer asked if it was the pharmacy and told the agent she should have told her the name of the place she reached. Agent thought that since she was told to ask for the pharmacist that she wanted to be connected right away. Customer asked for sup and waited and waited then discovered she had been hung up on. CS rep apologized that the call was not handled so that she would know that she had reached the correct number, and that the opr disconnected her call, without getting the sup first. Thanked her for letting us know and told her the complaint would be sent to the call center.		10/23/01		Agent admitted that she did not type the outbound person's greeting. Agent received first warning about following relay procedures. Agent also stated that when the customer requested a sup she requested the sup assist. However the sup was assisting another agent. By the time the sup arrived the customer had disconnected. Agent was also coached on the importance of keeping the customer informed. QA will continue to monitor this agent.

		3225E		10/22/01		5

		3227F		10/22/01		3		Customer called CS and their type was garbled. When garbling cleared customer asked for different CS rep.  Another rep took over and said that all relay agents do not follow her instructions that are in her notes. CS rep thanked the customer for letting us know about this and ler her know in the future if she could get an agent number then we could turn in a complaint so that a sup could investigate the problem further and that without any specific info nothing could be done. It was also mentioned that the customer call into CS was garbled and it was possible that her calls into relay were also garble therefore possibly causing some of the problem. With that the customer hung up on CS rep.		12/20/01		11/13 no answer 11/27 no answer  12/20 10:11a usin Krown tty research porta printer saying she is a manic depressive on meds and can't remember what she was saying. Gave my nbrs if any problems persisted. Explained to get agent # so we can track the problems.

		3229E		10/23/01		21		Customer complaining that the agent broke transparency when both parties were saying their goodbyes the customer said thank you….and thank you agent gask. The customer received Thank you (her name). The customer thought the other person was still on the phone and continued the conversation. No macro was sent informing the customer that the person had hung up. Customer asked for a sup after finding out that the agent said thank you (her name). Sup said the standard line of making sure the CA was coached about procedures and that she apologized for the inconvience. Customer says the sup stuck up for the agent. CS rep told her that she would write this up and foward it to the AZ center and thanked her for calling in.		10/24/01		CA should have sent the macro ( you are welcome) SK.  But it was seen that the agent remained transparent at the closing of the call.

		3238E		10/24/01		3		Customer stated that the agent left their number on the answering machine without their authority to do so. CS rep thanked the customer for calling in to let us know and apologized for this happening. Told the customer that the agent's sup would be made aware of this ASAP and that the agent would be coached for this. Customer thanked me and the call ended.		11/12/01		Coached agent not to leave msg on ans mach unless instructed from VCO user.

		3235E		10/24/01		35		Customer was upset that he was billed for long distance charges when he called his wife from out of town.  He was told that if he used the 800 number he could call anywhere in the US. CS rep asked him to send in his bill and she would see what she could do but could not promise to be able to take care of it. Customer will send in the bill.		12/20/01		11/15 I requested a copy of his billso I can get a better understanding of what he is trying to tell me. I explained to him that and LD calls will be billed- defaulted to Sprint if not mention his carrier. He understood and said he'll try to fax me the bill. Appreciated the talk. 11/28 no answer    12/4 no answer    12/20 no answer.

		6599		10/26/01		4		Customer was not kept informed when the agent called DA by not letting them know that they were entering info and not typing everything that was said.  Apologized for the problem and said I would coach the agent.		10/26/01		Talked with the agent about proper procedure for DA when given all info up front. Gave agent a copy of DA procedural differences.

		1614				26

		4223

		4419

		7743		10/26/01		3		Customer asked agent to just type the name of the person on the ans mach so they would know they reached the right person. Agent typed the whole message. Agent then had to redial so that customer could voice their message and this time just typed ans mach and still did not type the name of the person on the ans mach. Told the customer that I would let the sup know and thanked them for the feedback.		10/26/01		Coached agent on following instructions and she will ask the customer to clarify if she doesn't understand the next time.
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		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		1642		11/01/01		11		Customer states CA didn't type recording but only typed (recording playing) instead. Did a great job on other calls. Great typist customer did tell CA not to type whole recording. Sup told customer CA would be coached on proper procedure.		11/01/01		CA was coached to type name of company on the recording before typing (recording playing) when customer asks to not type "whole" recording.

		3265E		11/01/01		3		Customer calls frequently and complains that FL has been a real pain for a long time. Customer was calling to Sears but did not have the nbr so asked the agent to call DA telling agent if they ask you turn it back over to me. Well I never heard back from		11/03/01		Addressed the agent regarding the above complaint. The agent states that he was not sure of how to process a DA call. Did not respond to the customer because he became frantic and vervous and requested a sup assistance and forgot to inform the customer of

		3265E		11/01/01		4

		4522		11/03/01		17		Customer called stated agent 9568 was very rude when reading tty user's response. Stated she has been using relay for a long time and states there was no reason for excuse for the agent to be so rude. Said agent was "ugly tempered" and very "bad mannered"  Apologized to customer for the problem. Explained it would be followed up on. Customer would like a letter written to her for follow up. Thanked customer for input.		11/07/01		This id number is currently not issued to any agent nor was anyone logged on using this id nbr on the date in question

		3279E		11/04/01		3		VCO reports: instructed agent 4114F to call xxx ans mach and to only type four key strokes. Type ST and GA and she would leave her voice message. Agent dialed and typed ringing ringing SR (recording playing_ voice now GA. VCO asked agent if she wa new. Ag		11/05/01		CA followed the callers instructions. CA said VCO caller was angry at the end of the call. She didn't hung up on her.

		3279E		11/04/01		5

		4442		11/06/01		26		Customer complained that the msg was garbled constantly. CA 4770F messed up the call.		11/06/01		I apologized to the customer for the inconvenience it may have caused. I identified that the problem was due to Turbo used key stroke now customer read it clearly. Added to customer notes. Plus explained to customer on how to make changes on tty machine.

		9962		11/07/01		00		Customer said : Agent 9126M didn't follow up. I typed Hello Ga Hello GA Hello Ga. Then hung up. I apologized to the customer for the inconvenience and told them the agent would be addressed regarding this matter.		11/09/01		Spoke with agent regarding this complaint.  The agent states he doesn't remember having any trouble on calls on the day in question. The agent was coached on the importance of answering and responding to calls immediately and to fillout a ca feedback form

		3304E		11/08/01		3		Customer was calling an ans mach. Told CA to type ST and GA and she would leave her voice message. Agent got ans mach she just typed GA. When I asked her later after leaving my message why she didn't type as Ihad requested the ST GA. I then asked if I cou		11/03/01		Agent acknowledges she forgot to type ST until it was too late. She realizes the need to follow customer instructions and will try harder.Agent said customer did not ask to speak with a sup and that the customer disconnected the call.

		3304E		11/08/01		5

		7283		11/13/01		8		Customer said agent refused to re-read the tty msg. Customer said message was not grammatically correct. When she asked agent to repeat agent continued to type "like a robot" and made no effort to make call smoother. Asked agent for an agent nbr and recei		11/17/01		Discussed complaint with agent. Reviewed correct procedures for voice tone, conversational English and giving agent ID to ensure agent understood correct procedures.

		3316E		11/13/01		4		Customer said: I told the opr to call the  safeway store and gave the nbr to dial. Agent 4890F typed dialing local call. Then she typed recording playing, she did not type what the recording said or whether or not I had reached Safeway store or anything.		11/15/01		CA 4890f remembered the call very well and customer had given a specific instruction therefore CA did right procedure.

		3321E		11/14/01		18		Agent placed a relay call through agent 4895F. An ans mach was reached and the agent only typed (ans mach playing) and did not type what the ans mach greeting said. Customer said she did not know if she had reached the correct place. Customer then asked f		11/15/01		spoke with agent and explained that the ans mach recording must be typed if customer does not give instructions not to type it. She understood and will do so in future.

		3323E		11/14/01		3		Customer works at Pizza Hut and received a relay call for an order.  The customer was trying to tell the agent that he could not hear what was being said, but the agent kept typing everything, even though he was talking to the agent abou the volume. The a		11/14/01		Could not follow up  due to lack of customer info.

		3323E		11/14/01		17

		4453		11/16/01		4		Customer complained that CA 4162F asked for # again without any reason given. Customer had no idea whether CA was able to read or not. Apologized to customer for an inconvenience it may have caused.		11/16/01		CA 4162F explained that she missed the nbr due to the call rolling over going into a cycle trying to find which line to drop into. I coached CA to explain a reason  (sorry CA missed the nbr pls repeat) customer was satisfied with the solution.

		3333E		11/16/01		3		Customer called in stating that she gave the CA the nbr to dial and the instructions that if an ans mach is reached to type just the first two words then give her the GA so that she can leave a message. The CA typed the entire recording. Customer then ask		11/16/01		After taking the complaint I spoke with the agent. The agent states that she thought she should always type the recording even if the customer says not to. I informed the agent that she should always pay attention and follow the customer's instructions as

		3333E		11/16/01		18

		3378E		11/18/01		9		Agent reached an ans mach and just typed ans mach ga. Agent did not type everything heard on the ans mach message and caller did not know what nbr she had reached. I apologized to caller for the problem and let her know I would file the complaint.		11/29/01		Addressed agent regarding this complaint. She states that she does not remember processing this paarticular call. The agent was able to demonstrate all the steps to follow when processing and answering machine call. The procedure was reiterated to the agent. The QA dept will closely monitor the agent to ensure that procedures are being followed.

		3376E		11/18/01		9		Agent reached an ans mach and just typed ans mach ga. Agent did not type everything heard on the ans mach message and caller did not know what nbr she had reached. I apologized to caller for the problem and let her know I would file the complaint.		11/30/01		Coached CA on typing complete ans mach msg unless instructed otherwise by customer.

		3342E		11/19/01		4		Customer called in stating that she was placing a call to a company. The call itself went very well, at the end of the call the company rep said thank you. Customer responded thank you have a nice day gask. The rep again replied thank you. Customer said y		11/20/01		CA said she may have sent a ur welcome macro by mistake confusing the customer. Reviewed correct call closure.

		3342E		11/19/01		9

		4461		11/20/01		9		Customer complained that agent did not type the name of the company from the recording when the outbound line was connected. Sup observed on the screen agent had begun to type the recorded msg but the customer had interrupted with x's. Live person picked		11/20/01		Customer was not satisfied, but said she does not want follow up contact. Sup observations and follow up discussion with agent led to sup's conclusion that agent followed correct procedure.

		3351E		11/21/01		4		Customer reports that the agent dialed the nbr provided. After it rang a couple of times the agent typed, "recording playing" then a pause followed by let me get xxx for you. The customer is upset that the agent did not follow procedure for recordings by		11/27/01		CA did right procedure since there was an instruction given. I coached CA to keep customer informed by adding macro that CA was asking for a  person. In addition I coached CA not to offer to get a sup since customer may feel uncomfortable.

		3351E		11/21/01		9

		3351E		11/21/01		15

		3354E		11/21/01		25		Customer contacted relay CS due to a problem on of his wirelss customers is experiencing with relay service. He reports that he called from xxx xxx xxxx and go agent 9631 and asked to dial a pager number xxx xxx xxxx. He received a recording that said the		12/20/01		Techs get recording that the number reached is not in service and check the number again. Tried to again to no avail. Tech already called the customer to call his LEC about it.

		4463		11/21/01		3		CO VCO user frustrated at 2 agents. After giving agent 9231F a number to dial the agent dialed and after the person answered agent only typed your message left, twice, no live greeting was typed and the outbound hung up. User requested to redial but no re		12/18/01		Couldn't follow up with customer because of lack of info.

		4463		11/21/01		5

		3360E		11/23/01		29		When dialing 711 in Colorado person has excessive waiting periods and sometimes does not get connected at all. Assured customer that a TT would be done. 04533500 to investigate the problem.		12/20/01		The tech asked the customer to contact the LEC to resolve this matter. Am tried to call 3 times and no answer on all of them.

		6664		11/24/01		4		Agent's screen"jumped" and disconnected the LD call. Per customer request agent called opr or immediate credit. Agent did not keep customer informed that agent calling Sprint opr. Said agent did not understand English and was rude and told he will let agent's sup know. Thanked customer for feedback.		11/24/01		Coached agent on keeping customer informed on progress of call.

		6664		11/24/01		17

		4466		11/26/01		3		Customer complained that she needs to call the school and CA 4899 didn't process her call.		11/26/01		I apologized for an inconvenience it may have caused. I explained that CA 4899M did a right procedure. There was a recording that Sprint LD is not in service. She would need to give alternate # COC to bill since she was calling from a business. She was st

		3377E		11/28/01		11		The agents are starting to not type the recordings when I call to an 800 number. I asked to speak to xxxx in the insurance dept and instead of the agent letting me know what company we reached, and typing to me the recorded message she typed " recording"		12/04/01		Talked to agent regarding customer instructions and relay call processing procedures.

		12000		11/28/01		8		Caller said that there was a pause nd then agent came on line, introduced himself and was robotic. Cut off and unacceptable unlike the agnet who started the call. When the agent requested my assistance, I asked the caller to be more specific about what the agent did. She kept rambling about problems in her life and when I asked her again to give me specifics about the agent she began to use abusive language. I advised her that the call would be disconnected if she continued to be abusive, she continued, I then disconnected.		11/28/01		Immediately after the call I spoke with agent regarding the complaint. The agent states that the customer became angry when they switched agents and when he attempted to pace her because she was speaking too fast. The agent states that he then requested a sup because the voice user began to yell and curse. The agent followed proper procedure, requesting a sup when the customer became irate, however the agent was coached on voice tone, relaying with expression, and conversational flow. This agent will be monitored by the QA dept to make sure he is providing quality service.

		3387E		11/30/01		3		Customer called in stating that she gave the  CA specific instructions if an ans mach was reached to just type the names so that I would know that I reached the right party and could leave a message. The CA typed (m) (ans mach) ga. Customer asked her why		12/04/01		talked to agent regaring customer instructions and sprint call processing procedures.
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Dec 2001

												December 2001

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		3405E		12/04/01		3		Caller complained that agent did not follow her instructions. She said she asked the agent not to type the full ans mach messsage and agent did it anyway, twice. I apologized for the problem and let her know that I would file the complaint.		12/05/01		spoke with agent regarding this call. The agent states that the customer did not inform her at the beginning of the call that she did not want her to type the ans mach message. After placing the first call the agent was then instructed to redial and allow her to leave her own voice message. The agent proceeded to redial and allowed the customer to leave her own voice message, after leaving the message the customer began to complaint about the way her call was processed. The agent was coached on the proper procedure for processing ans mach calls and following the customer's instructions. Agent will be closely monitored by the QA dept to make sure all procedures are being followed.

		3426E		12/07/01		29		Customer stated that they can't reach 711 from their nbr and they tried 5 different times. RCS rep: Apologized and assured that we would send in a TT on the problem # 04594759		02/06/02		Technician was unable to duplicate problem. Advised customer that their LEC would need to be contacted as this is a new Sprint Contact.

		3419E		12/07/01		11		Customer stated that when we redialed to my calling nbr agent 6199F didn't even let me know if that person could hear me. It was an important call to the internet tech support and I got no response from this agent for a long long time. I tried to interrupt the agent several times and just get her to answer me. RCS response: Apologized for the inconvenience and frustration that the customer incurred and let her know that we would turn in a complaint on the problem so that it could be investigated further. Thanked her for letting us know.		12/17/02		Coached agent on call porcess. 1/4 - called customer no answer; 1/25 - called customer no answer; 2/6 - no answer- closed due to the inability to reach the customer.

		3420E		12/07/01		4		When calling my DR's office this agent did not type to me who we had reached - she just typed recording playing then holding (f). I don't like it when the agents don't let me know for sure that I have reached the right phone nbr. It seems that more and more agents are taking this short cut and not typing the name of the company reached. Please pass this on to training dept to have them look into this. RCS response: Thanked the customer for letting us know and assured her that we would turn this in for further investigation and would also pass it on to the training dept.		12/07/01		agent said this customer asked agent to get a live person, so agent did not type recording msg per relay procedure. Agent followed correct procedures.

		3426E		12/08/01		5		TTY user said my brother called thru agent 9617 and the last letter was an L not M or F and my brother asked me a very short question, and while I was answering him it became apparent that the agent cut us off I called my brother back, actually he called me back, hewas not on a cell phone, he was at home and he had no idea the agent had cut us off and never heard my reply, so wanted to report this. Apologized for the problem and advised complaint would be forwarded to sup.		12/12/01		After reviewing this complaint and speaking to the agent, she stated that she was not working on the date of this complaint. Reviewed the agent profile reports for the above date, discovered that no one logged on using id 9617 on that date.

		3429E		12/10/01		4		VCO reports that agent 4325F didn't process call correctly. At the end of long call to dr office the agent typed "talk to u later GA" and vco spoke hello hello but agent didn't respond for a long time then agent typed hello ga. VCO advised agent she didn't know if the person was still on the line or if they hung up. Agent did not respond. VCO requested to make another call. Agent dialed and typed recording ga. VCO did not know who was reached or any info about recording.  Apologized for the problem and advised the complaint would be forwarded to managment.  Also complained that the agent didn't follow her other instructions and not sending right macros.		12/18/01		Spoke to CA. She didn't recall that call. Coached CA to type the name of the recording to keep VCO caller informed. CA heard a click and thought the line was disconnected. CA coached to clarify the greeting from outbound caller.

		4481

		3433E		12/12/01		3		Customer called to report many typos and agent taking control of her call. She asked the agent to dial nbr and told the agent to only type the name of the hospital when it was answered. The agent typed the gender of the party that answered and then typed in ( ) getting dept and it went on from there. The typing the customer received after that point was very confusing. There seemed to be a voice person answer, then there was a typed out ans mach message and the machine hung up before the customer had time to say anything. The customer advised the agent before dialing out that if ans mach was reached she did not want to leave a message and not to type the message to her. I apologized for the typing errors and overall communication breakdown the customer experienced with her call. I told he I would document her complaint and forward it to the call center where the agent is located for coaching with a sup.		12/17/01		Spoke with CA. Instructed her on proper procedure when given info and following customer instruction.

		3433E		12/12/01		7

		4489		12/20/01		3		Customer said this agent did not follow her instructions.		12/20/01		Apologized to customer for agent's confusion. Told her agent did not understand instructions and that I would coach the agent and document the complaint. The customer was satisfied.

		3466E		12/22/01		3		VCO reports that  she provided calling to nbr and advised she was calling to xxxx but if ans mach was reached to type MCC only. Not to type all of ans mach. Agent called and reached ans mach and typed and mach playing. VCO asked agent why she didn't type mcc as requested and also told agent she didn't know what ans mach was reached because agent only typed ans mach playing. Agent typed to vco when you make specific request we are trained to handle these calls differently and that is why you received this info. VCO complained that agent did not follow her specific instructions and the agent is in error regarding the processing of specific instructions. Advised complaint would be forwarded to management and apologized for problem.		04/15/02		CA said VCO did say to type MCC when connected with outbound.  CA said she typed (recording playing for MCC) then VCO wanted CA to let her know  when msg was over so she could voice her msg so CA typed (ans. Mach playing).  Then VCO left msg and told CA why didn't she type out ans. mach that she reached.  CA did type out MCC as instructed, did not type ans. mach recording because customer said not to.  Customer hung up before supervisor could get there.  CA said was following instructions and keeping customer informed and would continue to do so and get TL.

		3685		12/28/01		9		Voice person uses relay all the time and has never had this happen before. Customer said agent typed like a robot.  And when voice person asked for clarifiation of letters by asking A like apple the agent typed that back to the deaf person. Customer says that confuses everyone all around. I explained to the customer that we are here to act as live telephone wire and are trained to type everything heard. She hopes that can be changed. I told the customer that I would be sure to put her request in a complaint. customer thanked me and I thanked her as well.		12/28/01		Agent relayed everything heard and followed correct procedure.
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Jan 2002

												January 2002

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		3495E		01/01/02		21		Customer called in stating that she was talking with another person and they were discussing her personal info. She was trying to get her balance and she got a different figure twice. She said to the agent to pls be careful with her typing and the agent responded back that she was and what her balance was which came across garbled. Customer said that the coversation had a lot of garbling which she did not think was the agent's fault, she felt though that the agent broke transparency by speaking to her during the coversation with the outbound. I thanked the customer for calling in: I also verified that she did speak to the agent that she did speak to the agent while on the line with the outbound. I let her know that I would write this up and forward it on to the proper ctr.		01/04/02		CA recalls the situation. VCO had expressed her frustration about garbling and this was heard  by the outbound. The outbound person then commented are you clear now…the balance is… So the vco user thought they were the CA's words were actually spoken by outbound caller. CA did demonstrate proper knowledge of transparency policy.

		3004E		01/03/02		3		Customer uses vco and gave agent instructions to just type the name of the company when the recording came on since it is a verl ong msg, to let her know who she had reached as she was trying to save the agents fingers in typing. After the agent dialed she typed "listening to menu" lots of xx's waiting for and voice pls. Customer says it may have been an accident but she thinks the agent disconnected on purpose. I thanked the customer for calling in to let us know and apologized for the agents mistake, explaining that agents are trained to type everything heard and sometimes out of force of habit they will do so, but in this case the agent didn't follow basic procedure or any of her instructions. customer understood this but says it continues to happen. She feels she needs to let us know about this type of mistake. I told her we appreciate her info, thanked her again and the call ended.		01/04/02		Coached the CA and said this customer makes the same or similar requests often and said to just type what is requested.

		3004E		01/03/02		4

		3017F		01/06/02		21		Customer stated that when the call came in they asekd for the agent's id nbr and it was not given. While she was talking with her daughter, she asked her daughter to ask for the agent's id nbr and got no response from the agent. They continued talking and she asked for the nbr again directly to the agent, and again got no response. Finally at the end of the call, she asked yet again for the agent to give the nbr and the agent said 9836M and I'm sorry I didn't give it to sooner we were changing seats. Thanked the customer for calling  and let her know that she would give the complaint so it could be written up and forwarded to the proper ctr.		01/06/02		Addressed the agent regarding this complaint and he did remember the call. The agent stated that when the call was connected to the outbound VCO user, he forgot to send ALT 5 Agent also states that niether party requested ID # during the call but the VCO user did request his ID # at the end of the call, that's when the agent tyepd 9836M I'm sorry I didn't give it to you sooner we were changing seats" Agent says he gave the additional info because he had just logged onto that console and was rushing. Agent was coached on the proper set up of a VCO call. Also infoemd the agent that he is to provide his ID# immediately upon request. The QA department will continue to minotr this agetn and disiplinary action will be taken against this agent.

		3055F		01/11/02		26		Customer complained of garbling problems in recent weeks. On 1/10 caller said he filed a complaint with a sup while on a call (did not have details) on 1/11 he had a problem with agent 7658F. Caller said he got the nbr and then everything became garbled. (call took place at 6:05p. Caller said he had another call with agent 6403 at approx 7:00p with no problem. Opened TT 04715058. Apologized to caller for the problem and let him know a TT would be done.		04/19/02		1/15 - left cutomer msg; 2/6 - Met with bari to do test calls - garbling experienced;  3/26 - left msg; 4/9 -left msg; ;4/19 - Connected - understood the garbling problems and are satisfied with resolution.

		3059F		01/14/02		9		Caller said agent 4201 did not type what was heard on an ans mach that was reached. Caller asked to speak to sup steve and he told caller that she should have notes put into her db saying that she wants ans mach mesg typed in full. I confirmed with caller that relay procedure is that agent will typed everything heard unless instructed by the caller differently. I apologized that she had this problem with AZ relay service and assured her a complaint would be filed.		01/17/02

		5222		01/14/02		3		TTY caller said that CA 8156F did not follow instructions to wait for someone to talk with and instead CA hung up the call. TTY user said the CA told them that the tty caller had to tell the CA to hold for someone before placing a call. TTY user was advised that the complaint would be given to the CA's sup and I apologized for the inconvenience and assured tty caller that we do want CA's to follow instructions. TTY caller didn't answer if wanted to be contacted back but instead wanted to place a call now. I placed the call for tty user. TTY user thanked me for my good call procedure this time and said goodbye sksk.		01/16/02		Opr was conseled on paying attention to customer instructions by me, her team leader.

		6728		01/14/02		5		Customer was upset said agent hung up on him. Informed customer would forward this info to this agent sup apologized any problems or delays this had caused.		01/18/02		upon receiving this complaint the agent was blind monitored. There was no evidence of disconnecting customers. Spoke with agent regarding this complaint agent stated that she remembers this call, and filled out a CA feedback form because the customer used profanity and disconnected. Based on the evidence agent followed correct procedures.

		5222		01/14/02		3		TTY caller siad that CA 8156 did not follow instructions to wait for someone to talk with, and instead CA hung up the call. TTY user said the CA told them that the tty caller had to tell CA to hold for someon before placing call. TTY user was advised that the complaint would be given to the CA's sup and I apologized for the inconvenience  and assured tty caller that CA would be coached. TTY caller did not answer if wanted to be contacted back but instead wanted to place a call now. i placed the call or tty user. TTY user thanked me for my good call procedure this time adn said goodbye.		01/16/02		Operator was couseled on paying attention to customer instructions by me, her team leader.

		4517		01/14/02		4		Colorado vco user frustrated at agent 4201M for not typing company name that was reached, after user gave instructions for agent to outdial to reach a specific dept.		01/14/02		I offered user a transfer to customer service, and also offered to enter such a request in her db. She opted to call customer service onh her own. Agent did proper procedure.

		4520		8:20p		26		Colorado TTY user complaining that he sometimes receives garbel from realy. It I san ongoing problem. This is regardless of turbo code mde switched to on or off.		04/19/02		TT results - The customer's TTY device had an aption under communications set to Baudot. The customer changed the setting to automatic. After a test call the customer did not receive garble from Relay. Got connected and understood what was causing garbling and accepted the resolution.

		3074F		01/16/02		4		Customer told the agent to listen to the recording because she wanted a live rep and not to type the recording. The agent dialed the nbr and typed recording. Then the customer says there was a long delay. The customer began typing vco pls ga to get the agent's attention to find out what was going on. The next thing she received from the agent was garbled. She hung up and will call to get a different agent to complete her call. This cusotmer is very frustrated with the agents in the FL cal ctr. She reports repeated problems with agents in the FL call ctr and still nothing is being done. She said that she is not sure if the sup really follow up on the complaints or if they do follow up if the agents are just ignoring it. I apologized and told her I would document her complaint and forward it to the call ctr for follow up with a sup. I told her I would forward this info to the AM as well tokeep them aware of the continuing problem with agents in the FL call ctr		01/18/02		Spoke with agent regarding this complaint. Agent remembered processsing this call and stated that she sent recording and did not send anything else because the recording was still playing. Informed agent that she must keep the customer informed at all times. If the recording was extremely long she could have typed recording still playing to keep the customer informed. Complaint was placed in agent's file. Agent was coached on how and why she must keep the customer informed. Agent will be monitored by the QA dept to make sure she is following proper procedures.

		3079F		01/17/02		29		Customer received normal vco greeting from this agent followed by ur caller id will transmit. She questioned the agent what that meant. He correctly advised her that if the person she was calling had the caller id feature with their local phone co. that her name and ph nbr may appear on it. CS has not been advised if the feature  has been added to CO relay. Not sure if it is a tech problem  or if the feature was added and we were not made aware. I told her I would open a TT for tech to check itout if it was an error. I also told her I would forward the info to the AM who could verify if indeed that feature has been added, and if so exactly how it works. The customer was confused thinking that the macro was telling her that she had to buy that feature from her phone co and that relay was forcing her to have a feature that she didn't want to have. I attempted to explain with no luck. She will await a call from AM for clarification.		04/15/02		TT results - this is not a technical issue - Caller ID has been turned on - TT closed.   4/15 - Via email apologized for being so slow to answer my email. Customer was really very satisifed with how customer svc handled his complaints and concerns. Custmer satisfied.

		3094F		01/19/02		18		VCO reports instructing agent at 10:55a to call nbr if ans mach is reached to only type we can't and then ga. When she could leave her msg. She was calling her daughter and family. She knows what their ans mach says and doesn't need relay to type all of msg but wants a very short protion of msg to recognize it's her family's ans mach. agent dialed and typed entire ans mach msg. Apologized for problem. VCO doesn't understand why agents cannot be trained to process ans mach calls correctly. Apologized for problem.		01/29/02		Spoke with agent regarding this call, agent did not remember this particular call. Agent was blind monitored and did not have nay problems processing ans mach calls or following customer's requests. Agent was coached on the following: keeping the customer informed, following  customer's instructions and basic ans mach procedures. QA dept will continue to monitor agents to makes sure quality service is being provided.

		4525		01/21/02		26		Customer complained that CA couldn't read his msg. Attempted to switch to turbo on. Yet the problem persists. I apologzed to customer for his frustration. I tried to work with him to resolve his issue. Both tty machine and computer switched turbo on/off back and forth. The problem still exist. At time I was able to read him. Then the msg garbled ap0peared again. Customer wants a follow up. TT entered # 04748484		04/19/02		2/6 - Met with Bari at his home did test calls garbling experienced. Techs found echo consollers were causing problems - 4/19 - understood problems and was satiisfied w/ resolution.

		4524		01/21/02		3		Customer was upset that CA didn't repeat the msg when the msg was garbled. Apologized to the customer for the frustration they had. Explained that the CA did the right procedure to remain transparent, but can only repeat the last line.		01/21/02		I coached the CA that he could repeat the last line. Customer said they would call CSD about that.

		3104F		01/22/02		5		Customer received greeting and noticed a change. It said CO relay opr 4556F voice or type nowga. The customer hadn't noticed the change previously and asked the opr is this sprint relay. The opr responded by typing nbr you are calling please ga. The customer repeated her question and the opr responded by saying I don't know. it's the same greeting you always get I guess. The customer became upset with the opr and asked to speak with a sup. The agent then hung up without getting a sup. I apologized for the agent not answering her question. I told that as of Jan 17 th the identifier had been changed from agent to opr. I told her I would document her complaint and forward it to the call ctr where the agent is located for follow up with sup.		01/22/02		CA said she was confused by the questions, because she did not realize that the macro had changed. She said the customer became upset calling her rude and then customer hung up. I coached agent to summon a sup if she is unsure how to respond to a customers questions.

		3104F		01/22/02		17

		3103F		01/22/02		18		vco reports she instructed this agent to place a call and not to announce relay say xxxx is calling. Agent reached an ans mach and typed ans mach playing ga. Vco reports this is a common problem with relay agent not typing the ans mach msg. Vco does not know ans mach has been reached when relay only types ans mach ga. apologized for problem. advised complaint would be forwarded to mgmt		01/22/02		CA acknowledges she made the error. I coached her to always type full recordings unless the customer has instructerd her otherwise.

		3109F		01/23/02		29		Customer reported that she did not receive the macro ur caller id will send along with the standard vco greeting. I apologized for the inconsistency and explained that she should receive the macro everythimg she calls into relay. I told her I would document and open a tt for the tech in that call ctr to ensure that she will receive the macro every time. TT 04756767		01/23/02		Technician caled customer to explain that the BETA test position have been different software loaded on them and the macros she receives will be different when reaching one of those positions. She now understands and is familiar with macro she is getting.

		1730		01/23/02		26		TTYcustomer was concerned that CA's messages were garbled until turbo code was turned on. Whne turbo code was off CA's can't read his typing. He said he is currently working with techs to have this problem resolved and would like someone to call him back.		4/119/02		TT results- Reboot resolved the problem. 4/19 - Customer accepted resolution.

		3110F		01/23/02		21		Customer reports that when her call was answered by 5120 she received the macro ur caller id will send along with the standard vco gretting. The customer explained that she did not want to see that macro and the agent told her that it could be blocked. The customer also spoke with a sup who told her that she could place a note in her db instructing oprs not to sed that macro. I apologized for the misinfo and explained to the customer that the macro is not something the agents manually send, but it is sent auto. I explained that the sup did not place any such note in her db and further than this is not a possiblility as the agents have no control over that macro. In discussing this feature further with the cusotmer she decided to block her name and nbr from appearing on someone else's caller id unit for her outgoing calls. i selecte4d no for the caller id send portion of her db. She decided she would liek to see the name and nber of anyone calling her thru relay and I explained that she would need to call her local phone co to sign up for the service and purchase a caller id unit. I told her I would document her complaint due to the misinformation by both the agent and the sup.		01/29/02		Reviewed info with sup and agent.

		3119F		01/25/02		3		Customer states that she first made a call to an ans mach and then when calling back the 2nd time she told the agents to save your fingers and you do not need to type the whole msg but just to type we can't com and then give the GA. Then agent did as asked and on the redial did not type the msg bu typed ans mach and then after the msg was left your msg has been left ga. Customer states that the agent should ahve used common sense and typed a few words of the msg so she would know they reached the same party. RCS response: rep asked th customer if she did tell the agent not to type the whole msg on the redial. Customer stated that yes she did but the agent should have known to type at least a few words to let her know that they had reached the same party. Let the customer know that we would turn int he complaint so that it would be investigated further. Also let the customer know that it might be causing the agents confusion when they are told not to type the whole msg and then are expecting them to type a few words without making the info clear to them		01/31/02		Situation was confusing. Coached agent on following customer instructions. Agent expressed that she made the assumption customer knew that redialing meant going back to the same nbr. Coached on this.

		6744		01/27/02		26		Person gets garbling on their line. Sup said he would have tech look into the problem. Customer was pleased. No call back requested. Sup completed a TT.		01/27/02		Could not do follow up due to lack of information.

		3143F		01/30/02		21		Customer states that he was trying to call the FCC investigator about his constant garbling  problem when using the relay service agent 9181M and his call was so garbled that he could not talk to him. Customer asked the agent to get a sup on the line and sup Jimmy came on the line. The call was still garbled but within 60 to 120 sec that sup hung up on the customer. Customer felt this was very rude and should not b e done in that short of time. Could have at least tried to converse with him. RCS response: Apologized for the inconvenience and let customer know that we would send in complaint to the ctr where sup was. Customer also requested a tt be entered about this constant problem. TT 04788350		02/25/02		Addressed agent and sup regarding this complaint. Agent stated that the customer was complaining about garble and not receiving text on his screen. Customer then requested sup. Jimmy assisted  on the call. Jimmy states that he identified himself and the cusotmer typed Jiimy whatever you typed I could not see what you typed. Jimmy then typed can you read me now? the customer responded no after typing and waiting for a response 3 times the customer disconnected. I also spoke with the tech suppoort and was informed that they are working with this particular customer regarding the garbling problem.

		4536		01/30/02		26		TTY user is informing us of his effort to resolve the garbling problem he has with relay. After communicating with sprint tech, he is still experiencing garbling from the relay oprs. This is after making an adjustment on his tty and also using the 800 relay nbr not 711. Both as suggested by the sprint techs. He is expecting further communication from sprint techs. I apologized for the continued frustration, hoping a resolution can be found soon. I assured him another tt would be submitted. Customer is expecting a callback from sprint tech. TT 04788466		01/31/02		Technican re-programmed and corrected all echo cancellors.

		3702		01/30/02		3		CO VCO customer has been experiencing severe garbling problems. They placed a LD call tonight and after approx 15 - 20 min the garbling began. They disconnected with the outbound. At theat time they requested to speak to a sup. They were placed on hold for a while and then without warning transferred to CS. They state this happens frequently. The customer would like the call traced to determine the agent id nbr. They also requested a follow up from AM. I apologized and explained it was not common practice to transfer without approval. Suggested the cusotmer document agent id nbrs. Customer suggested when a call is transferred to CS that the agent id's # follws through the transfer. Forwarded this info to the AM for follow up.		04/19/02		Bari understood the problems and are satisfied with resolutions.

		12128		01/31/02		01		Customer Called in upset about the call. Customer stated agent took 20 minutes to dial the nbr and that when the nbr was dialed, the agent typed (M) instead of the correct gender, which was (F). After reviewinng the call I noticed the customer provided too many nbrs to be dialed. I apologized for the delay., and informed the customer that I would follow up with the agent and the QA dept. I also coached the agent on alternative procedures that she could have followed to help in getting the correct nbr from the customer. The agent understood and agreed the customer understood and requested a diffrent agent to continue the relay call.		02/15/02		After receiving this complaint the agent was blind monitored to further investigate. While monitoring several calls, processed by the agent, It was observed that she does dial the calling to nbr promptly and also send the correct gender. Addressed the agent regarding the complaint however she had no recollection of this call. I informed the agent of the 6 sec dial out policy that must be adhered to at all times. I also informed her that if too many nbrs are provided that she should clarify the nbr with the caller. If the caller is unresponsive a Sup should be alerted to further assist with the call. Regarding the incorrect gender she should immediately make the necessary correction by using the backspace key. The agent QA file was also reviewed to investigate how the agent had performed on processing calls. The QA department will continue to monitor this agent to ensure that she continues to perform quality work and customer satisfaction.

		3133F		01/29/02		26		Account mgr has had an ongoing complaint about garbling from onecustomer and reports multiple complaints recently regarding the same. I took necessary calling from and to nbrs and agetn id and opened a TT for a Tech to investigate the cause of such. Told him I would forward copy to him		04/23/02		Techs found problem w/ echo concellors - fixing problem - I accept this resolution.
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Feb 2002

												February 2002

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		4539		02/04/02		26		TTY user says that he always receives garble from relay. He says garbling started approx 1 1/2 weeks ago. He futher stated that garbling happens wheter calling from home or from work. Asked if the tech could call him. I apologized for the problem that he has been experiencing. TT was give to tech for follow up.		02/04/02		received email from customer stating no more problems and was grateful.

		3170F		02/08/02		11		Customer states that she requested that the agent not type the whole ans mach in order to save her fingers but to please type the xxxx's so that she knows she is reaching the right nbr to leave a msg. When we dialed the nbr the agent typed ans mach and nothing further. The agents are not typing what I'm requesting they are only following 1/2 of what I'm requesting for them to do. This keeps happening over and over with the agent. I'm not sure why they can't follow my simple directions clearly. RCS response: Thanked the customer for letting us know and assured her that we would send in a complaint so that this issue could be investigated further.		02/19/02		Team leader spoke to agent. Agent said customer never said to type the name of the recording but only said do not type ans mach msg. The agent was positive about this and remembered call clearly.

		3176F		02/10/02		5		Customer called in stating that she had given the agent instructions as to how to process this long distance call if someone ans as well as if there was an ans mach. If it was an ans mach she only wanted the first word so that she would know that she had reached the right party. The agent typed out the whole ans mach msg. When customer asked her why she typed the whole msg and asked her to redial so that she could leave a msg, the agent hung up on her. Thanked her for calling in, let her know that i would get his written up and forwarded to the proper ctr. She believes that this agent may be new.		02/14/02		Coached agent on vco call. Agent did not hang up on customer, vco customer disconnected the call.

		12181		02/13/02		21		VCO user stated that she informed the agent that her name wasxxxxxx however the opr typed xxxxx as the vco user's name. Vco user also stated that she spelled her name out to the agent but it was still wrong. I apologized to the customer for the inconvenience and assured her that the complaint would be investigated.		02/13/02		Addressed agent regarding this complaint and she stated that when the vco user stated her name it sounded like xxxxx, the agent also stated that the vco user did not spell out her name as stated in her complaint. I informed the agent to always get clarification on the name and the spelling if she was not sure. Having the correct info is important especially when the vco user has a special announcement, which includes their name, which was the case in this call. Agent QA file was also reviewed.

		4554		02/15/02		21		Customer complained that the system did not recognize the nbr quickly enough and that the agent did not switch over to vco quickly enough. He said the agent interrupted him  when he was trying to give her the nbr to dial and he ahd to repeat the nbr 3 times. Then she dialed the wrong nbr and he repeated all his complaints twice to make sure I got them down. Apologized for the inconvenience to the caller. The vco caller stated that he had  a bad attitute. Asked if he wanted a follow up and he declined.		02/15/02		CA did right procedure. Sup states when vco caller requested for a sup I took over and he stated that this agent interrupted him and I checked that it was possibly computer system that both vco caller and ca typed at the same time. Apologized for his inconvenienced and I told him I would be happy to have ca dial the nbr again and process it. CA typed the whole recording and unfortunately, the nbr again and process it. CA typed the whole recording and unfortunately the nbr was incomplete or no longer in service. Then he requested for a sup again and I asked assist sup to take over so  I stood by with my interpreter to resolve the issue, but customer kept accusing CA for making some errors. He stated that he had a bad attitude. I verified CA did right procedure and dialed the right nbr.

		3194F		02/18/02		21		Customer asked the agent to call a company and told her she did not have to type the whole menu just to reach the cs dept of the company. The agent typed that the phone just kept ringing and ringing and finally the customer did interrupt and asked the agent to  ask what nbr did you dial? The agent's reply was relay does not have that info. RCS response: Thanked the customer for letting us know and assured that we would send the info in for further investigation into the matter.		02/19/02		I followed up with CA. She recalled the call and said the customer was asking for city and area code. CA didn't have that info. She did the correct procedure.

		3196F		02/19/02		11		Customer states that this agent broke transparency. She had asked the caller to repeat the nbr as it was garbled when she received the typing and instead of letting the caller repeat it the agent butted in and gave the corrected nbr. After the call the customer told the agent that she had broken transparency and that she should not have done that and asked for a sup. She waited a long time on the phone and finally the phone got disconnected. She immediatley called the rcs to report the agent. RCS response: Thanked the customer for letting us know and assured that we would turn int he complaint so that it could be investigated further.		02/25/02		transparency protocol was reviewed with agent. Agent did ring assist bell. I was on floor and responded. While I was reviewing call, caller hung up. I did have time to see that agent typing was okay. No garbling or typos at this end.

		3201F		02/20/02		26		Customer reported when callig relay this agent handled the call indicationg fl ctr and received garbling and could not read the agent's typing. Apologized to customer for the problem and let her know a tt would be opened to investigate the issue. Tt 1000009203		04/15/02		TT results - tech found problems with echo consellors and are patching it and rerouted to avoid those echo canellors. Follow up with customer via email.

		3199F		02/20/02		9		Customer reports that the agent dialed the nbr provided and reached an ans mach. The agent did not type what the ans mach said but instead typed ans mach ga. The customer asked was that an ans mach and the agent replied sure ga. The customer asked for a sup who was not communicating clearly so the customer hung up and dialed to CS to report this problem. Apologized to the customer and agreed that the agent should have typed the entire ans mach msg. told the customer the complaint would be documented and forwarded to the call ctr where the agent is located for follow up with a sup.		02/20/02		Addressed agent regarding this call and she vividly remembered processing this call. The agent stated that there was a short msg which stated hello and that was it. She informed the vco user of that and also sent the macro. The vco user then requested a sup. Sup assisted the agent on the call and observed what the agent had typed to the caller. Sup redialed the nbr and heard first hand what the agent had described. She attempted to explain what transpired to the customer, but she hung up before the sup could finish her explaniation. The agent also filled out a ca feedback form to document the incident/

		3212F		02/24/02		3		VCO reports she requested agent call nbr and type  S T for Senior Transportation and then give the GA when she could leave her msg agent dialed nbr and typed (ans mach playing). VCO typed voice pls ga and agent typed waiting for then beep beep beep and typed hung up while u were typing. VCO reports this problem is getting worse and worse and the agents do not listen to her instructions. She is only trying to save their hands. VCO asked if agent don't care about their jobs? and training needs to make sure agents understand the importance of listening to the callers specific instructions. VCO advised she called CO relay and agent 4224M processed the call. Apologized for problem encountered advised complaint would be forwarded to mgmt.		06/14/02		Followed up with CA 4224M.  He couldn't the call.  Coached him to follow cust's instructiions.  Explained to Ca to use a macro as playing then open voice in order for cust to leave a msg.

		3223F		02/26/02		29		Customer using prepaid calling card thru relay and also getting billed casually by Sprint for same calls. Open TT 10000015595. Apologized to customer for the problem. Customer to send in bill.		04/23/02		Sent letter to customer requesting more info.TT closed due to lack of communication / info.

		3221F		02/26/02		4		Customer states that this agent dialed a nbr to the bank and when they answered she got a recording but negleted to type anything that the recording said to the customer. Instead she simply typed recording playing she never even let the customer know the name of the company that had been reached. the customer typed xxxx's to her trying to interrupt the call when the agent typed pls hold for the next available teller. after teh call ended the customer asked to speak to a sup and instead was transferred to RCS. RCS: Apologized to the customer and thanked her for letting us know and assured her that we would be sending in the complaint so that a sup could investigate the issue further.		02/28/02		Unable to contact customer with number provided.  No further action possible.  Agent followed correct procedure and didn't realize customer was attempting to interrupt.

		3233F		02/28/02		5		Customer stated that they just had this agent and her typing was attrocious. I gave her the nbr to dial then she typed back to me voice now ga. Then type your caller id is blocked, dialing local call, rang 5 times then she typed you reached xxx you but if you leave  msg we'll get back to you M.... then the I was cut off, my light went off on my tdd. CS: I apologized to the customer that she had been disconnected and thanked her for letting us know. Told her this report would be sent to the call ctr where the agent is located.		02/28/02		Addressed the agent regarding this complaint and she did remember this call. The agent stated she typed the ans. Machine message verbatim however mid way through relaying the message, the red box appeared stating inbound line disconnected. The agent was informed that if the nbr had already been provided, it was not necessary to send CTRL 0 (VOICE NOW) GA. She was also coached on the proper procedures to be followed when processing a branded VCO call. The customer also stated that the agent had typed "your call ID is blocked." I believe the agent presed CTRL O which is a toggle key to block and unblock caller id's was accidentally pressed when attempting to press CTRL 0. The agent was also coached on the proper procedures to be followed when processing Branded VCO calls. The agent was also informed of the consequences for disconnecting calls. Agent 9319F is a recent graduate and is being paired with a Lead Agent to provide on-going feedback to the agent. The QA department will closely monitor the agent and continue to track her progress.

		3234F		02/28/02		3		Caller said she told agent to call Wells Fargo Bank but not to type the entire message, just type Wells. She said the agent did not type "Wells"--just typed "recording playing" and when caller asked "what recording" the agent said Maam the recording si playing. Caller thought the agent did not handle the call correctly. Apologized to the caller for the problem and let her know a complaint would be issued. .		04/15/02		Coached agent regarding this - reminded agent to follow all customer instructions.  Customer satisfied with the way we handled the resolution via e-mail.

		3242F		02/28/02		26		Customer called with complaint of garbling. She cannot read what is being typed to her when call is connected. I apologized to caller for the problem and let her know a trouble ticket would be opened. TT is 1000021616.		04/23/02		Techs were able to locate problem -cuased by the new echo cocellors models - being reprogrammed and rereouted the rest so they will not go thru echo concellors. Tried to reach customer 3/18, 4/12; 4/23 - no answer, Closed due inability to reach the customer.

		12201		02/27/02		2		The customer complained that agent 9061M did not follow the customer notes. When the agent reached an answering machine he tyepd the entore message to the customer when the notes advised all agents not to type answering machine messages. I apoogized to the customer for the inconvenience and informed the caller that I would address the agent regarding this complaint.		02/27/02		Addressed the agent reagrding this complaint and he stated that he did not see the customer notes. However when I assited the agent on the call, I observed the customer notes informing agents not to tyep ans machine meaasges. I coached the agent on the importance of reading and adhering to the customer notes. The agent was advised that if the customer notes and requests are not followed that it could lead to disiplinary actions. The agent displayed a lack of interst in the consequences of not adhering to proceudres and as a result will be terminated from the account.
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												March 2002

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		3241F		03/01/02		11		Customer states that she had told the CA to just say mom is calling and that she didn't have to explain the relay.  The phone rang 5 times and then the customer received typing, "Anwering machine playing - beep,  Agent hung up" When the customers asked about it the agent said, "the computer dialed and then it typed this message to me and not to you."  RCS response: Thanked the customer for letting us know and apologized for the inconveneince and assured that we would send the complaint in for further investigation.		03/04/02		Agent was coached to always type answering machine message unless otherwise instructed.

		3239F		03/01/02		03		Florence called in stating that she gave the agents the instructions up front that she would most likely reach a lengthy recording and to simply type the name of the company and "GA: so that she knew she had reached the right place.  The agent simply typed "(recording playing)ga", Florence didn't know whether she had reached the right place or not.  When Florence asked her why she didn't follow her instructions the agent replied that she thought she wanted to talk to a live person, she had made a mistake and was sorry.		03/12/02		Spoke to the operator-she is a very good one-no other problems-was reminded to always follow customer instructions.

		3257F		03/05/02		04		VCO reports asking agent 9090M to dial a nbr when agetn reached an ans mach agent typed(ans mach playing) ou can leave ur msg as beep beep.  VCO didn't know who they reached VCO didn’t tell aget that atheare wld be an ans mach VCO didn't know they wld reach an ans mach when VCO asked agent why they didn't type the recording agent typed "its been my experience that VCO users want to leave a msg 1st time we have received complaints from VCO users because they don't want to be treated like TTY users."  VCO states that Relay agent shld know each call is difference and not take it upon themselves to make determination of how call shld be handled. (apolozized for the problem advised complaint wld be forwarded to supervisor) FAxed to FL Center		03/08/02		Addressed agent regarding this complaint and the agent did recall handling this particular call.  The agent stated that when he processes VCO to Voice Answering machine calls following proper procedures, the callers sometime complain about the procedures that are to be followed.  Therefore, he allows the callers to leave a msg once an answering machine is reached so that thye may leave a message the first time.  I explained to that agent that he is not following proper call set up procedures when handling this type of call.  I coached him on the proper procedures to follow and explained to him that he only time that he can deviate from procedures is if a customer instructs him to do so.  The agent was receptive to the feedback that was provided however due to the nature of this complaint disciplinary actions will be taken.

		4567		03/06/02		26		Customer just wanted to inform us that agent 9467m's equiptment garbled badly and shld have it checked.  The gave no more info.		04/23/02		Techs locaated problem to echo cancellors - reprogrammed and re-routed calls to avoid echo cacellors.

		3263F		03/06/02		03		Customer called to say I ask the agt to dial my family ph nbr and did not expect to reach the ans machine the agent typed whole ans machine message - then said ans machine ga, I told the agent to redial and I wld leave a msg but not to type the ans machine message and I wld not have time to leave my message before it wld hang up.  Agent typed (alt 7) redialing to leave msg then (alt e) redialing then (alt g) ans mach playing ga  I don't think this is proper procedure and this is happening to many times and I am getting tired of it.  this is not what I ask the agt to do.		03/09/02		Addressed the agent regarding this complaint and he stated that he was not given any specific instructions by the caller as to how she wanted her call processed.  After dialing the calling to number, he reached an answer machine, which he relayed the message to her.  The call was set up as follows:  (Beep) (F) (ANS MACH) GA.  The customer then informed him that he wanted to leave a mesage but she did not want him to type the message again.  He stated that he then sent the CTRL 3 macro, (PLS VOICE UR MSG WHEN U SEE "GA" REDIALING), and once the answering machine began to play, the ALT 3 macro was sent, (ANS MACH PLAYING).  Once the beep was heard, that info was typed to the caller followed by F9.  She then began voicing her message on the answering machine.  Based on the info provided by both parties, proper prcedures were followed.  The QA department will monitor the agent to ensure the proper procedures continue to be followed.

		3267F		03/08/02		25		I just tried to place a relay call (9:45a.m. Colorado time) got agent 4890F.  I gave her the number to dial then waited.  No response of outdialing or anything.  The line just disconnected after I gave the number to dial"		03/08/02		Agent did not remember the call apparent techinical Problem. 4/15/02 - Customer is satisfied w/ the way we handled complaint and resolution. Florence - is making connection ok no need to do a TT. - Rex Moers

		4573		03/10/02		21		Inbound VCO customer made a seris of three calls.  After the last call, Agent sent Alt-W (person hung up sksk) This was sent after the outbound voice was disconnected, but should have been Alt 0 (person hung up) Relay State XXXX ga or sk.  User expected "GA or SK" but only got "SKSK"		03/13/02		I coached CA to use Alt 0 when VCO/TTY are the inbounders & use Alt W if VCO or TTY are the OB- CA understood & corrected his error.

		4578		03/11/02		17		Colorado TTY user upset that operator 9442F was rude in interrrupting this user.  This user was attempting to give the operator the nbr to dial and instructions for an ans mach operator interrupted sending "Relay Colorado OPR 9442F (ur caller ID will send) Nbr CAlling Pls".  This only happened today -- not happen often.		03/19/02		Agent was addressed regarding this complaint and she recalls having the call come in but the msg was garbled. The agent then resent the macro F3 in case the caller hadn't received it at the beginning. Coached agent on proper procedures to follow when a msg comes in garbled. Send macro CTRL 2 instead of F3. When doing this the caller knows that their msg is coming through garble. The agent advised if the same problem persists to request a supv to assist with the call and document the incident for a troublke ticket. The agent was also scanned and found no problems ragarding calls. The QA department will continue to follow up with QA scans and evaluations to ensure that the agent is following proper call procedures.    4/23/02 - used relay to connect - reached a # that doesn't accept solicitation case clsoed due to inablility to reach customer.

		12250		03/04/02		26		Customer complained about experiencing garbling from the relay center.  He was not able to read any of the messages that were typed by the agent.		03/08/02		I spoke with our on-site technicians regarding this issue and was informed that Call Center Technical Support is currently investigating this matter.  However, a trouble ticket was entered.  Trouble ticket number is I000029958. Tech found echo concellors were causing garbling Patch ed an re routed calls so that they do not touch those new models. Bari was satisfied with this resolution.

		3301F		03/18/02		17		I just received a call thru Relay service and I want to make a complaint.  Agent 9620F handled the call, the call lasted about 30 min and during the entire call the agent kept sighing very loudly in my ear and when she was not sighing she was yawning.  She sounded like she haged her job, and I took it as being rude.  It was to the point where I wld liek to ask for termination of her job."		04/26/02		Received on 4/23 - met with agent and was infoemd that the voume on her microphone was at high setting. Thus, when she would breath calmly, it was heard loudly on the line, which was misinterpreted as sighing. When the voice commented on the heay breathing the agent moved the microphone away from her face. The agent was coached on the importance of being courteus and remaining professional when speakig with customers.  Attempted to contact customer - May 3 - no answer; May 20 - Cindy not in Office;  MAy 31 - LEft mssg of resolution

		3297		03/18/02		26		VCO report receiving garbled messages for weeks via CO Relay  VCO reported CA #'s 9129, 9358, 9603 on most recent calls when garbling occurred.  VCO uses Ultratec Uniphone (VCO did not have model#)  VCO reports receiving a lot of XXX on her screen and hears clicking sounds while she's talking after she tells Relay opr she is receiving garbled messages she reports the proble is resolved or less garbling she is having many problems completing calls via CO Relay due to continued garbling problems.		04/23/02		Techs located problems w echo cocellors and problems being patched and rerouted. 3/26 - tried to contact customer no answer; 4/12 - " " " no answer; 4/23 - Got hunag up. Clsoed due to inabilitiy to reach customer.

		3305F		03/19/02		02		VCO reports that operator 9479F did not process her call correctly.  VCO rquested the operator to call 800 number to check information about her calling card.  She instructed the operator to only type the company name on recording and then at voice prompt the operator didn't have the 8-digit number provided by VCO.  VCO thought her instructions were clear but evidently not.  Relay operator redialed and typed (ans mach) and holding etc etc.  VCO kept tying to interrupt finally the operator asked if she was trying to interrupt.  VCO told operator she didn't know who she had reached and that she had requested the company name be typed on the recording.  VCO asked Relay opr why she didn't type the name of the company reached and the operator informed the VCO that Relay is not required to type the recording, only required to type (ans mach).  VCO knows this is not correct and continues to have this problem through FL center.  VCO requests the complaint be forwarded to supervisor as well as training personnel at FL center.		04/15/02		Addressed agt regarding this complaint and she did remember handling this particular call.  The agt stated that she was provided with an 800 nbr and was instructed to get a a live representative.  Once the recording began plaing the agt sent the ALT Q macro, (Recording Playing), and informed the caller that she was waiting for a representative.  The caller then inquired why the agt did not type the name of the business and agt replied that she did not do so because whe was attempting to get a live representative as requested.  The vco user eventually disconnected after holding for an extended period of time for a representative.  The agt was coached on relaying the name of the business so that the customer is aware of where they are calling.  Also, the agt was coached on how she cld have better asisisted the customer and she was very receptive to the feedback provided.  The QA department has monitored the agt and reviewd her performance file and has never had a problem adhering to customers requests.  However, the QA dpeartment will continue to monitor the agt to ensure customer request are honored.

		3295F		03/18/02		26		TTY user reports having garbling problems since 711 was implemented, October 2001 having garbling problems from residence using Ultratec 420 Mini Print as well as public TTY from workplace does not have agent numbers garbling throughout call does not have turbo code on Ultratec 420.		04/23/02		Tech located problem to echo consellors - the resolution was to patch and re-route the calls to avoid those models. 4/12 - left msg for customer. 4/23/02 - left msg for customer.

		3331F		03/26/02		11		Customer is branded VCO. She read back her tty tape to me regarding a problem she had with agent 9283F. Her call was answered in accordance with the branding "vco or type ga" The customer gave the agent nbr to dial. The agent typed "hello are you there ga" The cusotmer repeated the nbr to dial. There was a long delay and then the agent again asked "hello are you there ga" The customer sent her macro 'VCO Please GA" There was no response from the agent. The customer sent this macro 4 more times and on the 4th time the agent finally said, 'nbr calling please ga" The customer said "I'm on voice ca you hear me GA" The agent responded "the nbr calling please GA" The customer again asked if the agent cld hear her. The agent told her yes she could hear her and again adked for the nbr calling/ The customer asked the agent why she wasn't able to hear heer at first. The agent offerd no reply so the customer asked the agent to call a sup over to assist if there was a technical problem but the agent did not do so. The customer isi unaware if the agent opened a trouble ticket.  I apologized to the customer and she accepted saying she just did not want this to happen to other customeres or to her again. Note that I ddi not open a trouble ticket since when the customer read her tty tape back to it appeared that her branding did appear to the agent.		03/28/02		The agent addressed shortly after this complaint. The agent stated that the call came in on the voice line. The line switched back and forth a few times before the agent finally pressed ALT V to find out if it was a VCO user. She discovered that it was and proceeded to ask the caller for the nbr she wished to dial. The caller requested a sup as she felt that the agent was experiencing technical dDifficulties at her terminal. However the agent failed to alert the sup as she felt that she was not experiencing technical problems and evetually the call was transferred to customer service. The agent was coached on proper procdures to be followed in this situation. The agent was blind monitored and did not seem to have any difficulty processing VCO calls. However, after furtger investigating and working closely with one of on-site technicians regarding this matter, it was discovered that this cal was branded and wld never have come in on the voice line. Based on the info gathered, disiplinary action will be taken.

		3321F		03/22/02		21		Agent dialed a wrong nbr and when caller asked for an instant credit the agent transferred her to Customer Service to do it. I explained to the caller that the agent has to issue the isntant credit cust svc can olny give credit after the bill is generated. I apologized to the customer for the problem.		03/31/02		Coached on how to handle Instant Credit whenn this typ of misdial happens. Agent now knows that at the customer's request she should have dialed 0 for the opretaor.

		4593		03/27/02		3		Customer complained that agent 4990F interrupted her while she was typing calling instructions to the agent. The customer wanted to call a pager anf have their # entered but the agent dialed the nbr without waiting for a "GA" and the rest of the customers instructions. When the customer complained the agent hung up on her. Apologized tot he customer and said I wld see to it that this is taken care of and that xomeone meets with the agent. They thanked me and appeared happy w this.		03/31/02		The agent does not remember this call but is aware that premature out dialing is to be avoided as it has happened before and has now been coached on the subject.

		4593		03/27/02		5

		3332F		03/26/02		4		VCO reports that Opr didn't follow relay prcedures VCO requested opr dial 800# to medicare and connect with fraud dept. Opr dialed 800# and typed recording playing hold. VCO finally typed VCO GA 2x to get opr attention. VCO told opr she didn't know whom she had reached and didn't know if opr chose correct option to redial and type entire recorded msg. VCO responded no she wld call cust svc. VCO reports this problem is happening many times. Realy oprs do not type name of office or company reached on recording just type recording playing. Aplogized for the problem encountered advised complaint would be forwarded to FL center.		03/28/02		Agent was addressed regarding this complaint and remebers handling call. The agetn stated she was instructed to press an option for the fraud department however while listening to the options she noticed that the VCO user was attemptig to communicate with her therfore the agetn pressed F9 so that the VCO user may speak. However in doing so she did nto hear the option for the fraud dept. When setting up the call the agent did nto type the anme of the the business which was not required in the past however we encouraged all agents to do so as a courtesy to customers. The agetn was made aware of the new procedure.

		5259		03/25/02		26		The call came in on the VCO line but the party requested to type. The Ca follwed correct procedures. Alll of the messages were terribly garbled from what I cld gather the customerm had prblems trying to place a call prioe to this one. Now having problems again .Complained took too long hated waiting I apologized for any inconveneince or delays in placing call and let then know about their garbled messages.		03/26/02		No further action possible.

		8/1/12		03/29/02		3		Customer complained that CA 4890F did not follow customer's instructions from the customer notes not to type the re msg but type ans mach.		03/29/02		Apologized to customer. Mentioned that CA 4890F had realized that she did not read the customer notes. Assured that it won't happen again. Customer was satisfied with resolution.
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												April 2002

		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		3363F		04/03/02		17		VCO reports that agent 5132F did the same thing two days in a row if VCO gets the agt again she's going to hang up and call back to Relay to get another agt.  VCO asked agt to dial to # and if reach recording get customer service on line agt dialed the nbr but did not type the name of the company typed recording playing then holding macro VCO tried to interrrup by typing to agt by sending msg "voice please ga" agt typed holding macro VCO again interruped "voice pls ga" and agt did not respond VCO hung up.		04/23/02		CA followed correct procedure in not typing recording.  Ca was advised to allow a customer to interrupt & give further instructions, even if the line is holding.  (if agent is able to see customer interrupting)  Unable to contact customer at number given.

		3361F		04/03/02		17		VCO reports that she asked opr 5124F for the time where opr was located opr typed "nbr calling pls?" VCO asked again and opr typed CO Relay macro VCO hung up.		04/16/02		Unable to contact customer at nbr given.  CA followed correct procedure.

		6830		04/04/02		06		Agent seemed tired - typing had lots of typos & misspellings - like "Mary" for Merry" etc.		04/04/02		Discussed situation w/agent encouraged her to let supervisor (me) know how she was/is doing.

		6830		04/04/02		07

		4602		04/05/02		03		Customer complained that CA 4212F continued saying the # is invalid.		04/05/02		CA 4212 went ahead and redialed the #.  The lines busy.  Customer was satisfied w/resolution.  I coached CA to ensure that she dials the correct # because I noticed the are code wasn't same as given.

		3375F		04/05/02		3		I returned a call to this CO TTY customer who was complaining about greeting macros including state CA identifier, caller ID and nbr calling please, take entirely to long and is a serious waste of her time. Customer uses Realy to make several call sat a time and she feels that agents should follow her instructions to not send the person hun g up on the CA - GA or SK macro, as this is ridiculous and wastes her time. Everyone knows about the caller ID being in place for 2 months in AZ and she feels MCI AZ Relay does a far better job. She says, "Agents are rude and insist on typing out the macros even spacing their words like, P E R S O N  H U N G  U P, every CA does this." Customer reports she is an attorney who set up the original relay in AZ and that none of this required or written in the contract. She could not provide any agent ID numbers so I can not determine if calls were handled through MCI or Sprit Relay. I attempted to suggest if she could provide ID nbrs for agetns and she interrupted again, saying she could not waste her time with this as she would spend all day calling in to complain. I explained that we no longer provide the AZ relay service but did not get the opportunity to refer customer to AZ Relay / MCI as customer used interrupt feature many times. I further told her that we are bound by contracts as we are governed by the state adn the board including deaf members and that agents are trained to use macros after each caller hangs up and that greeting macros are automatic in the computer., thus the agents have no control over some of them. I did agree that agents are trained to follow customers instructions apologizing for the rudeness. I added they are trained to treat each call individually. Customer requests that now everyone knows caller ID will send that the macro be romeved. Customer does not want to be contacted as she feels ths woudl also waste her time. She did not include her name or nbr. I am entering the complaint upon customers request but question the validity to Sprint  Relay as there were no agent ID nbrs provided and our old nbr now transfers to MCI relay.		04/23/02		Case closed due to lack of customer information.

		3375F		04/05/02		17

		3375F		04/05/02		21

		3380F		04/07/02		04		VCO reports that agent 4978F did not type male or female when the pharmacist answered at pharmacy  also at end of call pharmacist said thank u and agent typed thank u but did not give ga and no further response from agt. VCO sent "voice pls GA: msg several times and agt did not respond line was disconnected ( apologized for problem & advised complaint wld be sent to supervisor)		04/08/02		Agent acknowledges that she may have forgotten to gender.  Agent also acknowledged room for confusion as there was at least one time when VCO user was already talking when agent typed "GA: and switched on VCO during the call.  Agent knows to pay attention to gender and call for help if awkward situation develops.

		3380F		04/07/02		05

		4605		04/09/02		18		Customer received gargle from relay, and agent did not type ans mach message on first dial.  Instead agent dialed "(ans mach) ga."		04/09/02		Asked agent about it - agent said customer instructed her at start of call that she was in a hurry - if it was an answering machine "just let it go."  I explained to customer that this seemed like a misunderstanding and apologized again.  Customer was satisfied with the discussion.

		4605		04/09/02		26

		3386F		04/09/02		04		Customer asked the agt to dial a nbr.  She received, "dialing local call ringing, ga"  The agent didn't type how the call was answered or the gender of the party.  The customer asked who was speaking and proceeded with her call.  AT the end when the party she'd called hung up, she asked the agt what happened.  He simply said, "operator apologizes, sorry".  Flroes says this is getting to be a habit that the FL agts don't perform to Sprint Quality standards.  She wishes she cld avoid the FL call center altogether.  She has reported problems iwth the FL agts to Rex Moers several times but feels he is not able to do anything about it .  She says she will continue to report any and all problems she experiences with FL agts specifically.		04/10/02		Addressed the agent regarding this complaint and he vividly remembered processing this particular call.  The agt stated that the customer proved specific instsructions as to how they wanted their call processed such as; do not explain relay and once the line is answered by the hearing person only type "GA".  At the end of the call when the customer inquired about what happened, he figured that he must have misunderstood the customer's request, which is why he apologized.  The agent was informed that if a customer provides instructions that he is unclear on, that he shld verify the instructions with the customer before processing their call.  The QA dept blind monitored the agt and he did not have any problems with adhering to customer's request.  We will follow up with QA scans and evaluations.

		3386F		04/09/02		09

		4608		04/11/02		04		Customer complained that CA 4189F didn't relay a complete 10 digits phone nbr left out the last 4 digits.  A hosptial gave nbr for her to clal back to make an appt.  But she is unable to do so.  It was done thru VCO.		04/11/02		CA 4189F stated that she didn't recall the call at all.  I reminded her to be cautious & relay the whole ten digits phone nbr.   4/23 - Left msg to call me back; 5/3  -Left msg;  5/4 - left msg to call me back;   Closed due to lack of response from customer. - Rex Moers

		3398F		04/12/02		29		Customer experiencing garbling problems and also not seeing the "dialing nbr verification" when making calls.  This happened with two different agts 9067F and 9709F on 4/12/02.  A trouble ticket was opened to address issue - 10000101925.		04/15/02		Echo canellors were re-programmed and all corrected.  Customer stated she is pleased on how we handle complaints and resolutions via email.  Customer will contact technican after vacation for test calls.

		3404F		04/14/02		18		VCO reports that she instructed Relay opr to call a nbr and reach and answering machine instructed opr to type S T and type GA when she cld leave her msg opr dialed nbr and typed (ans machine playing) GA when VCO asked opr why she didn't indicate what answering machine had been reached the opr advised when an answering machine is reached they always type (ans mach playing) VCO continues to encounter problem with Relay Opr not indicating what answering machine has been reached.		04/15/02		Agent submitted a report to supv immediately following this call.  Agent said VCO did not instruct agent to type "ST" on this call.  Instead VCO said only that if ans mach she wanted to leave a message.  According to agent's memory of this call, agent following correct procedure.

		3410F		04/15/02		04		"I Just placed a relay call to my pharmacy and I instructed agent #9062F that I was calling to Safeway pharmacy, and to listen for the option to press for pharmacy then press the option for Tom.  She typed ringing 1…2…recording playing.  I asked her to type the party she reached, but she did not type any of the recording so I didn't know if I had reached the correct nbr.  If she had just typed "Safeway", at least I wld know whom I reached.  I had to end the call, so now I have to make the call all over again."		04/16/02		Addressed the agent regarding this complaint and she stated that she did remember handling this call.  The agent stated that she did not type the name of the recording because she did not think we were required to do so.  It was explained that in the past the name of the busines was typed as a courtesy to the customer however the agt was informed that we are now required to type the name of the business on recording calls, when the caller has provided specific instructions.  Our center has been informing all agts of the change in procedures when handling this type of call.  The QA dept will follow up with scans and evaluations to ensure the new procedure is adhered to.

		4618		04/16/02		09		Customer stated she did not realize she wld get an ans mach, had told agt she wld speak to whoever answered but did not instruct agt not to type ans mach or recording.  Agt relayed recording.  Customer states Agent is a loser, customer will call customer service manager.  Also said agent did not send "redialing to leave msg" macro after the "beep" but before the "ga" customer did not want to leave msg.		04/16/02		Thanked customer for call, explained agt is required to type recording and ans. Mach unless othewise instructed (cust confirmed she knows that) Customer called agt a loser again, informed me she wld call customer service. *Note: agt followed relay procedures.

		3416F		04/16/02		26		Customer states that he has a new tty phone that he received in Oct. 2001. Experiencing garbling		06/21/02		Echo Cancellors were reprogrammed and re-routed all calls. Technicians wanted customer to call back. Closed trouble ticket on 4/22/02.  Contacted customer's mother, said it really improved latedly, thanking me.

		3428F		04/18/02		05		Customer dialed to relay and ask the agent to call the pharmacy and told the agt to just pick the option to speak to the pharmacist.  The agt dialed the nbr and it rang twice and then hung up.		04/22/02		Coached agent on proper procedure.

		3429F		04/18/02		03		Customer asked the agt to call a nbr and when the recording picked up not to type the whole recording but just to type Safeway so she'd know she had connected to the proper nbr.  The agt dialed and didn't type Safeway as instructed.  Instead the agt typed "(recording)" and nothing else.  The customer did not know if she even had dialed the right nbr.		04/19/02		Addressed the agent regarding this complaint, however she had no recollection of the call.  The agent state that if a customer informed her not to type the whole recording, she would simply type the first part of the recordingk followed by  (recording playing) and (holding).  However the agent was coached on the importance of adhering to customer requests.  Our center has informed all agents that if a customer provides specific instructions and a recording is reached, they are required to type the name of the business followed by ( recording playing).  The QA dept will continue monitoring all agents to ensure proper procedures and customer requests are adhered to.

		4622		04/18/02		03		Customer told agent to redial and type "ST GA," so she cld leave a msg.  Instead agent typed "(ans mach) GA. "		04/18/02		Agt said she heard the instructions as "type FT GA when they say it."  Agent was confused because "they never said that on the msg.  I coached the agt to always get clarification prior to outdial when instructions are not clear.  (Customer asked that I forward complaint to Acct Mgr.  She does not want him to call her, but she plans to email him to follow up.  Faxed Rex Moers.  Couldn't follow up due to lack of customer info.  4/23/02

		3438F		04/22/02		04		I just had the worst Relay call EVER!  The CA did not keep me informed during the call as to who I had reached.  It took over 25 mins to make this call just toget through on the line.  I waited and waited after CA 9417F dialed and she never came back on the line.  I had called to Memorial Hospital, I told her not to type the recording, just to ask the switchboard for patient Info.  But she typed the recording, " Montrose Memorial Hospital",  I said " voice please" , she typed "its on".  What was on ? I didn't kknow what she was talking about.  I was waiting  and waiting, then she typed, "operator is waiting for instructions".  She finally disconnected me after typing, 9417F GA or SK."		04/24/02		Met with agent.  Coached agent on the proper procedures to be followed.  Also coached agent on the importance of using the appropriate macros to keep the customer informed.

		3440F		04/22/02		05		I just placed one relay call, and at the end of the call  I told the operator I would like to place another call.  CA 4160F then disconnected me.		04/22/02		CA #4160 said she received several VCO calls & processed with no problem.

		4630		04/22/02		17		CA #9014F was rude and refused to answer TTY's question - She thinks it was her TTY problem because the # was continuously garbled.  The caller requested CA if she could read the phone # but CA didn't response.		04/22/02		Met with agent and she stated that the customers msg was garbled therefore she was unable to read their msgs.  The customer was informed that their msg appeared garbled.  Coached on the importance of displaying professionalism at all times when communicating with customers.

		4631		04/22/02		06		Customer said this agent 8334 was absolutely terrible:  could not type, spell, or comprehend voice customer.		04/29/02		Operator does not recall any difficult calls on this date.  Supervisor reveiwed complaint and explained that opr needs to maintain her composure at all times.  Opr suggested maybe garbling?  Denise Stayton, Team Leader

		1891		04/24/02		04		VCO caller reports the agent did not keep her informed - she had asked agent to dial to - company & get a cust. Svc. Rep. Caller dispointed the agent did not tell her she had reached - company agent sent (recording playing) (waiting for rep)		04/24/02		Agent did follow policy for reaching a live rep as observed on screen.

		3457F		04/29/02		04		Customer said agent 9422m handled the call proficiently until the call was about to end.  Customer said goodbye to her friend, but CA 9422M did not send the macro stating the outbound had disconnect.  Customer asked agt for ID # and he was slow in providing it to her.  Customer stated she is well aware of the procedure relay CA's are to follow and the call did not follow relay procedure.		04/29/02		Met with agent. Coached agent on the importance of keeping the customer informed. Also coached agetn on the importnace of providing ID nbr without hesitation.

		1905		04/30/02		03		VCO user was upset cuz she was calling a recording & she gave the opr the pin # and said to get a live rep. VCO user was upset cuz she didn't feel the opr was following her instructions.  When the opr dialed out recording asked for SS#. Did not give option of entering a pin. opr typed recording. VCO user tried to interrupt opr while recording was being typed. VCO user upset opr wasn't listening.		04/30/02		I apologized to VCO user for any confusion or frustration.  Explained to her that if she starts talking to the opr while opr istyping the opr is unable to hear her.  Offered to have opr redial for her.  She have same instructions.  Reached same recording and were unable to reach a live rep.  w/o entering SS# VCO user hung up.  Opr followed proper procedure.

		4644		04/30/02		24		Mr. Davis complained that our Area has change all users from modem mode to TDD Mode and he wants it changed back. He has had throuble connecting with Relay the past three days because of this. He has called back 10 or 12 times before successfully linking up. His friends tell him they are having same problem. Apologized and thanked cust. Submitted trouble ticket 328293. Customer does not want follow up contact but wants this changed back.		6/3/2002 6/10/2002		Tech couldn't find anything wrong.  Need to open TT if still having problems.  Called Ken Davis still having problems opened TT I000220434.  Three possiblities: 1. Customers may be behind a PBX that gets re-branded.  2. Someone using same # using different system. 3. Set up ASCII incorrectly.   6/10/02 No answer.  6/10/02 @4:15pm customer understood and will file if new problem arise again.  Thanked us for trying to fix it.  Case closed.
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		Tracking		Date of		Cat. #		Nature of Complaint		Date of		Explanation of Resolution

		#		Compl.		of Compl.				Resolution

		4646		05/01/02		18		Customer complained that an attorney called her thru relay operator 9163M and left a msg on her TTY answering machine.  The message was clear until the end when a phone nbr was provided to call back.  After the area code the first three digits were missing.  This caused a major problem.		05/02/02		Met with agent.  Coached agent on the importance of relaying everything heard verbatim and accurately.

		3460F		05/01/02		18		VCO reports that 4111F dialed wrong nbr when she requested opr to dial 800 nbr opr asked her to repeat last four nbrs then opr dialed nbr and typed "dialing local call" even though VCO was calling 800 nbr  VCO tried to signal to opr to stop call because she only received part of the nbr dialed and knew it was not correct pls it was not a local nbr opr did not respond  VCO hung up before reaching a wrong nbr.		05/01/02		Opr 4111F said she knew she dialed the right nbr because cust gave business name at start, and business name was on the ans mach that picked up while agent was typing message,  she saw the VCO user try to interrupt, agent stopped typing, activated vco, and the cust hung up CA followed correct procedure.

		3467F		05/05/02		01		Customer voiced the nbr and instructions to opr 1436F. Opr asked customer to repeat.  Customer repeated.  Opr 1436F then said "I had nbr , but I thought you gave me a code to enter."  Customer said "what I told her was to ask for customer service, and I told her again."  Call was then processed to the dept. customer had requested, and a recording said due to a problem with maintenance your call cannot be processed at this time...  customer then stated she tried to talk to the oprt, and the opr didn't listen to her but then took it upon herself to paraphrase what athe recording had jsut stated.  Relay opr typed to me "the recording told me the computers are down and you shld call back."  I again tried to talk to the opr, but she didn't give me a "ga"  I t yped a lot of XXXX's on the screen to get her attention but she never gave me the "ga" to talk again.		05/07/02		1;11 - - unbranded VCO -CA missed ALT V in time to receive dialing instructions. Coached CA to ALT V immediately after CTRL O to open voice path & GA to get full msg.  Offered GA alternate phrases to use to have info repeated.                                           21 --  Customer had requested customer svc. CA dialed & reached recording, typed entire recording which did not offer cust svc option.  Customer became agitated that CA did not follow instructions.  That's when CA paraphrased recording.  Coach CA to not paraphrase past info from disconnected call-suggested using processing phrases such as (Ca followed instructions, no option for requested dept; Recording was typed, recording hung up)                                            6 -- Poor spelling not a CA issue xxx's indicated in notes above mean customer tried xxx's to get Ca attention.

		3467F		05/05/02		06

		3467F		05/05/02		11

		3467F		05/05/02		21

		3472F		05/06/02		03		Agent did not follow customer instructions to just type the word "Jenson: to let customer know she had reached the correct ans mach to leave her messagae.  Instead caller said the agent just typed "beep' to leave a msg.		05/07/02		I followed up w/CA4152F.  She said Asst Sup was a presence.  Ca typed "Jensen" but not beep(AnsMach) because the recording was short & fast that gave her insufficient time to use a macro.  CA listened to make sure that customer left a msg on the ans. mach.  CA had followed customer's instructions.

		3473F		05/07/02		03		VCO reports this problem call was the worst experience she ever encountered with Relay opr 1436F is either new or doesn't belong at Relay.  VCO instructed opr to call busy doctor's office not to explain relay provided nbr to call opr sent dialing macro info with callilng to nbr but VCO cld nto read part of the nbr opr sent ringing macro 5 times opr typed residential ans mach message.  VCO tried to interrupt becuz she knew opr didn't dial currect number VCO tried to signal 6 times but opr did not respond VCO sent "VCO pls GA" msg repeatedly but opr did not respond when VCO finally talked to opr telling her she dialed incorrect nbr opr typed "I dialed 970 249 0684"  VCO knows she didn't dial that nbr becuz she didn't reach doctor's office then Opr  typed" sorry about confusion repeat nbr calling".  VCO very frustrated with this experience and will not process any further calls with opr 1436F.		05/07/02		CA had difficulties connecting back to VCO while dial windo was up.  Reviewed w/ca steps between dial windows & Alt V.  CA is sure she dialed # given.

		3476F		05/07/02		24		Caller is VCO and uses a cell phone with relay calls.  She says that every call she makes the operators have a problem getting her calls to go thru.  A trouble ticket was issued as the relay agents continue to get msg saying "Your LD service has been temporarily disconnected".  Trouble ticket was opened 151033.		06/08/02		6/1 Not answering the call 8:50p     6/5 No answer  6/8 no answer        6/8 Closed due to the inability to reche the customer.  Trouble Ticket A CDR search ws performed.  After locating calls it was determined that agent did not process call as local override.

		3475F		05/07/02		04		"I just tried to make a relay call and agent number 4619F typed:  dialing, ringing, 1…2…3…4…5… then typed "answering machine beep".  That is all I got, no name of the nbr I had reached or anything.  I do not know if I reached the right person or not.  This is happening more and more the agent does not tell me what the machine says."		05/08/02		Opr 4619F tried to follow cust notes which said "Type name of co. and GA" on ans mach opr could not understand voice on recording because it was fast & unclear, so she typed "Beep GA" so cust could leave her message. Opr did the best she could. But was coached to inform cust of what happened in these situations.

		4655		05/07/02		11		Customer received "voice now" then customer gave the # via voice and nothing happened.  Customer received a macro-msg garbled & no respond to voice at all.		05/07/02		I coached CA to notify VCO user that she didn't get the last 4 digits instead of using a macro-msg garbled.  I explained to CA that after 'GA' she needs to open the line in order to hear the VCO person repeating #.

		4659		05/09/02		03		Customer concerned this agent did not type any of the recording they had reached.  She had asked the agent to type at least the company's name, but not the whole recording.		05/09/02		I coached the agent and explained to him that he only needed to type the company name but not the entire recording.

		12592		05/12/02		04		Customer complained that agent was given a message to be left if an answering machine was reached however the line was answered by a voice person but the agt did not let the TTY user control the call.  The agt relayed the message without letting the voice person know that the TTY user was on the line.		05/13/02		ID number unassigned.  Was not logged into sytem on that particular day.

		3004G		05/16/02		03		Customer reports that she asked the agent to dial a nbr and not type the whole recording but at least type the name of the place she was calling,  "Safeway", so that she'd know she'd reached the right nbr.  The agt dialed and typed, "recording playing, the pharmacy is closed, Safeway".  The customer is upset that the agent did not type "Safeway" first, she says this is a continuing proble she experiences frequently with other agents.		05/16/02		VCO person never specified to type Safeway and the phone answered wit hteh pharmacy is closed, safeway was never part of message to type and she never told me to type safeway.  I know to be sure to type the business name first.

		3012G		05/21/02		02		I would like to make a complaint that the agents never follow my notes.  Today agent 9071F did not follow the note that says "do not type answering machine message".  I am tired of this.		05/23/02		Met with agent.  Coached agent on the importance of reading and adhering to customer's notes.

		4676		05/23/02		04		Cust. Stated agent did not inform him that part of his msg was garbled throughout the call, agent voiced to outbound and where text was garbled, agent said to outbound caller "msg garbled" then continued with the rest of the un-garbled text.  Cust. Was informed by outbound caller that agent had said there was garble in parts of his typing.  Cust states that because he was not informed that parts of his typing was garbled he lost control of the call and his outbound caller was very, very, confused.  cust. asked agent if there was garbling and asked agt for his nbr four times during the call, agt refused to give his agt nbr.  Cust. states he thought that an agent is to inform the call when garbling is occuring and also supply the agt nbr when requested.  cust. wants copy of this report sent to the acct mgr and also wants a follow up regarding this matter.  cust. provided name, address and nbr.		05/29/02		5/26/02 Called customer to infom him that due to the holiday, there will be a few days delay in getting a complete resolution on this.           Consulted with agent 4650.  He was under the misconception that in relay mode we cannot give out our agt nbr.  I informed him of the process of doing that.  In garbling issue, our training dept is distibuting an update on the proper procedure to inform users of small portions of garble in a majority of readable text.                         5/29/02 called customer at above nbr at 2:35pm to inform him of the above info.  Reached TTy answering machine and left msg with above info, my call back nbr, and that I wld try to give him another call to catch him live without his machine. Done at 6:50 pm 5/29.

		4676		05/23/02		21
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