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STATE OF DELAWARE'S
APPLICATION FOR RENEWAL OF STATE CERTIFICATION

FOR TELECOMMUNICATIONS RELAY SERVICES (TRS)
INTRODUCTION


This narrative description of the Telecommunications Relay Service, available to the citizens of the State of Delaware ("State"), is submitted to the Federal Communications Commission ("FCC") as the application for renewal of the certified state Telecommunications Relay Services ("TRS") program.


A Telecommunications Relay Service was established to serve the State of Delaware on January 1, 1991.  It has operated continuously since then to provide the citizens of the State who have a hearing or speech disability with 24-hour, 7-day per week access to facilities which permit them to communicate with those who do not have such a disability, and vice versa. On September 30, 1992, the State applied for initial certification of this TRS to the FCC. Certification was granted by the FCC on July 26, 1993 and the TRS program was recertified on July 26, 1998 for an additional five years ending July 26, 2003.   On May 1, 2002, the FCC gave public notice that it would accept renewals of state TRS program certifications from July 26, 2002 to October 1, 2002.  This renewal application has been prepared in response to that notice. 

BACKGROUND


On July 6, 1989, the Governor of the State of Delaware signed into law the provisions of 26 Del. C. § 220, which, among other items, directed the Delaware Public Service Commission ("DPSC") to require a public utility supplying local exchange telephone service
 to provide a statewide Telecommunications Relay Service.


The DPSC initiated proceedings to consider rules and regulations, and a funding mechanism for the provision of TRS in Delaware. At that time the Diamond State Telephone Company ("DST") prepared a Request for Proposal for the provision of TRS.  The responding bids were reviewed by a Bid Review Committee established by the Governor.  AT&T was the winning bidder and, in September 1990, DST signed a contract to have AT&T establish TRS in Delaware beginning January 1, 1991.  Concurrently, an Advisory Committee was established by the Governor to provide advice to DST and AT&T regarding matters related to TRS customer service and overall 

effectiveness. This Advisory Committee was thereafter formally established by legislation effective July 10, 1991.
 


Since 1991, TRS has been provided to citizens of Delaware under tariffs filed with the DPSC by VDI through TRS Centers operated by AT&T. Delaware's "main" center for TRS service is in Rhode Island. However, AT&T has instituted “Network-based Dynamic Call Routing”, a technological improvement that routes callers to the Next Available Assistant (“NAA”) in the relay system. This means that the CA answering the call could be located in one of several different states. The routing procedure facilitates faster, more consistent performance and helps control the cost of providing service.


TRS relay service is available by dialing 711 inside the state and through the following toll-free numbers, 1-800-232-5460 (Text Telephone, or TTY), 1-800-232-5470 (voice only), 1-800-229-5746 (Speech to Speech or STS English) and 1-866-2609470 (Speech to Speech or STS Spanish).  A copy of the current applicable Verizon tariff –P.S.C. No. 1 –Section 1E is attached as Exhibit "A" of this application. 


On September 29, 1992, the DPSC entered Order No. 3483 which adopted revised regulations to govern the provision of TRS service in light of the passage of the American with Disabilities Act of 1990 and the implementing regulations of the Federal Communications Commission.  These Delaware regulations are attached as Exhibit "B".


The current contract with AT&T has been in effect since January 1, 1998 and will continue in effect until December 31, 2002. Negotiations are currently underway to extend the contract term for an additional period of up to (3) years. See Exhibit “C” – Request for Quotation (RFQ) No 97DMF0166, Telecommunications Relay Services for the State of Delaware. 

STANDARDS

1. Operational Standards
Communications Assistant Competency Skills -§64.604 A.1


The DPSC is advised that AT&T, the VDI TRS contracted provider for the State of Delaware, through its recruitment and selection procedures, seeks to assure that persons employed as Communications Assistants ("CA") meet proficiency requirements. CAs are required to possess good typing, spelling, customer service, and sensitivity skills regarding Delaware citizens with hearing or speech disabilities. AT&T reports that CAs attained competency levels which met or exceeded FCC minimum standards in all areas. 



Typing speed - The average typing speed of AT&T CAs is 76 Wpm.  The error rate is less than three errors per hundred words, 95 % of the time.  The current contractual requirement is 60 WPM with 95% accuracy. AT&T administers annual typing assessments of all incumbent CAs.



Grammar - CAs must pass initial tests and Continuation Assessment Tests with a pass rate equivalent to a 12th grade grammar level. This standard is currently being met and exceeded.



Spelling - CAs must pass initial tests and Continuation Assessment Tests with a pass rate equivalent to a 12th grade spelling level.  Additionally, the system has Spell Correction capability.  This standard is currently being met and exceeded.



American Sign Language (ASL) Translation - CAs must meet proficiency standards upon hiring and during Continuation Assessment Tests.  This standard is currently being met and exceeded.



Clarity of Speech - CAs must meet proficiency standards upon hiring and during Continuation Assessment Tests.  This standard is currently being met and exceeded.


AT&T also reports that training is an integral part of the competency program. CA training includes cross cultural, customer service, telephone etiquette, ergonomics and technical training, as well as continuation training in areas of proficiency skills. Training includes both simulated and live on-line call handling. Additionally, ongoing training is provided to update CAs when necessary software changes, revised call handling procedures or other enhancements are put in place to ensure effective performance.
As an additional check and as part of AT&T’s Quality Assurance program, AT&T reports that every other month, they make 300+ “mystery shopping” test calls to their relay centers to verify compliance with different methods and procedures

Confidentiality and Conversation Content
 -§ 64.604 A.2


AT& T has developed a Telecommunications Relay System Code of Ethics based on the Code of Ethics for the Registry of Interpreters for the Deaf, which governs the CA’s performance as an interpreter.  See Exhibit “D” – Telecommunications Relay Code of Ethics   Additionally, all CAs are required to sign a Delaware TRS Pledge of Confidentiality form pledging adherence to TRS rules and regulations. The pledge specifically requires that the CA maintain the confidentiality of each relayed conversation and must strictly adhere to the secrecy of all communications. See Exhibit “E” Pledge of Confidentiality.


CAs are not permitted to make value judgments regarding message content, legality, or obscenity. CAs are not permitted to counsel, advise, or interject personal opinions or additional information into any communication which they are translating. Conversations between the CAs and the relay user must be relayed verbatim unless the relay user specifically requests summarization.

Types of Calls - §64.604 A.3

The TRS is designed to handle any call which would normally be provided by the local exchange carrier including local, intraLATA, toll, interstate toll, non-coin sent paid, third number, calling card, collect and international calls. The system excludes call types which are not technically feasible under current TRS design.


The Types of calls include:


Text Telephone (TTY) to Voice, Voice to TTY, Voice to-Voice Relay (VTV), Text to Voice Carryover (VCO), VCO-to-Text (VTT), VCO-to-Hearing Carryover (HCO), VCO with Privacy, Hearing-to-Hearing (HTH), HCO-to-VCO, Text-to-HCO, HCO with Privacy, HCO-to-Text, Speech-to-Speech (STS), Spanish-to-Spanish, and Pay-per-call.

See attached Exhibit “F”, AT&T TRS Service Features provided by the vendor for more specific call type descriptions and services.

Emergency Calls- §64.604 A.4

CAs are trained to handle emergency-type calls such as 911, police, fire, crisis intervention, etc. Each CA position has access to a national Emergency Database to assist in the processing of these types of calls. Using the caller's Automatic Number Identification (ANI), the CA can quickly secure the emergency agency listing and complete the relay call, providing quick emergency attention to the TRS user.  The CA needs to use only two keystrokes to route the call to the emergency center. In an emergency situation a supervisor will be immediately assigned to the CA who is relaying the call. In the event of a disconnection the CA will pass the caller’s telephone number and other information to the emergency agency to ensure prompt attention to the TRS user’s situation. However, though its telephone directories, VDI has encouraged callers who have a hearing disability to dial “911” directly in an emergency.

In-Call Replacement of CAs - §64.604 A.5


CAs answering and placing a TTY-based call stay with the call for a minimum of 10 minutes and Speech-to-Speech CAs must stay with the call for a minimum of 15 minutes.  If a change of CAs is necessary during the course of the call, both parties will be notified prior to the change.

CA Gender Preferences -§64.604 A.6


The TRS provider has procedures in place which ensure that every effort is made to accommodate a relay user’s request for a specific gender CA when a call is initiated. This also applies if a transfer occurs to another CA during the course of the call.

STS Called Numbers -§64.604 A.7

Speech-to-Speech service is an enhancement that enables a speech-disabled person to use the Relay service with his or her own voice synthesizer, rather than using a TTY.  Specially-trained STS CAs function as human translators for people with speech disabilities who have trouble being understood on the telephone. The CAs repeat the words of the speech-disabled caller (as speech interpreters do in a face-to-face setting.)   Training for STS CA’s includes “orientation to various types of speech disabilities and audio training with samples of speech recorded by individuals with speech disabilities”.  This training is accomplished through both simulated and live on-line call handing.  


AT&T also provides, as part of the Relay Choice profile, a feature that allows the user to enter up to twenty memory dial listings with name and associated phone numbers. When an STS customer requests one of these listings by name, the CA will repeat the name and state the telephone number to the user before placing the call. 

2. Technical Standards
ASCII and Baudot - -§64.604 B.1


The TRS serving the State of Delaware is capable of receiving and accessing TTYs and personal computers at standard transmission baud rates between 300-2400, Baudot at 45.5 baud rate and Turbo Code at 100 baud rate.

Speed of Answer - §64.604 B.2

The Delaware TRS is required to achieve an Average Speed of Answer ("ASA") for incoming calls of 85% answered within 10 seconds and no more than 30 seconds shall elapse between receipt of dialing information and the dialing of the requested number.  AT&T reports the ASA for 2001 is equal to 3.68 seconds.  Additionally, they report that 94% of the incoming calls are answered within 10 seconds and 98% within 60 seconds.


According to the TRS contract, AT&T states that the average daily blockage rate for all calls into TRS shall be not greater than 1%.  AT&T reports that it is meeting that standard.

Equal Access to Interexchange Carriers - §64.604 B.3


As the TRS contractor, AT&T provides equal access to Interexchange carriers through the Industry's Standard Carrier of Choice (COC) process. COC enables the user to choose any carrier in any jurisdiction provided that the carrier meets the minimum industry standard for TRS Carrier of Choice.  Customers may also choose to incorporate their COC preference in their "Relay Choice Profile". This feature is designed to increase the speed of the call by allowing users to pre-select options such as interstate and intrastate carrier of choice, connection mode and speed dialing.

TRS Facilities - §64.604 B.4

TRS is available 24 hours per day, 365 days per year. With the AT&T Next Available Assistant technology, calls are routed to the next CA available in the AT&T relay system.  This feature facilitates faster and more consistent performance, as well as access to services at all times.


The TRS provided to the State of Delaware from the Rhode Island Center includes the redundancy of the processor controlling the switching equipment, battery power-back, and a generator to ensure equipment reliability and service integrity.  AT&T asserts that its TRS Disaster/Recovery Plan coupled with the Next Available Assistant traffic balancing ensures virtually uninterruptible customer service. 

Technology - §64.604 B.5


The TRS system servicing the State of Delaware provides Voice Carryover ("VCO") and Hearing Carryover ("HCO") as standard features.  As listed in Section of this application, AT& T offers several enhancements to the basic VCO and HCO services as well as Speech-to-Speech and Spanish–to–Spanish call types.  See attached Exhibit “F”, AT&T TRS Service Features provided by the vendor for more specific call type descriptions and services. 

Voice Mail and interactive menus. - §64.604 B.6


Each CA workstation is equipped with a proprietary product which supports and facilitates the management of calls in situations where the TRS call terminates at an answering machine, pre-recorded message or Voice Response System (“VRS”). The CA will capture the message for the TRS user and determine whether the user would like to leave a message either by voice or TTY. Each message left by the user is automatically obliterated after each call and no records of the message are kept by the CA or the system. No additional call charges are imposed on the TRS user regardless of the number of calls required to retrieve and convey the answering machine message or to leave a message. 

3. Functional Standards
Consumer complaint logs -  §64.604 C.1


Beginning with July 2001, AT&T, as the TRS provider for the State of Delaware, has complied with the requirement that complaint logs be maintained and summary reports be submitted to the FCC by July 1 of each year.  As reported to the FCC on June 28, 2001 and June 24, 2002, the Delaware Public Service Commission has no consumer complaints during the reporting periods: and therefore, had no summary complaint log to file with the FCC. 

Contact persons -  §64.604 C.2


The contact for consumer complaints for the State of Delaware is Verizon Delaware in contract with AT&T.  AT&T’s assigned contact person is Theresa Feeney, AT&T Customer Care, 100 S. Jefferson Street, Suite 115, New Castle, PA 16101. Toll free numbers for customer complaints are 1-800-682-8106, TTY 1-800-682-8786 and Fax 1-888-288-2184. Complaints can also be entered at the AT&T Relay Services website at http://www.att.com/relay/feedback.html. 


Verizon also offers a toll-free number (1-800-570-8400) during business hours for users who wish to file a TRS complaint.  Complaints filed with Verizon are documented and responded to promptly, either by letter or by informal response to the complainant.


The DPSC Rules of Practice provide for the filing of both formal and informal complaints with the Commission, and the Commission Regulations, attached as Exhibit "B", require that formal complaints will normally be addressed by Commission Order within 180 days from the filing of the complaint.  Every reasonable effort is made by the Commission staff to effect an informal resolution of the complaints involving a public utility service, such as TRS, prior to the filing of formal written complaints.

Public Access to Information -  §64.604 C.3

Information concerning TRS is published in all Verizon Delaware Directories. Brochures are available upon request which provide information about both TRS and 711 services.  Verizon and AT&T Relay Services also provide information on their websites. AT& T Relay Team members are available for community presentations. AT&T also encourages that use of relay services by providing information for articles in print publications, advertising in local publications and conference program books, and participating in various community activities, such as forums.  See Exhibit “G” for attached public information samples.

Rates -  §64.604 C.4


TRS users making relay calls, both local and toll (intraLATA and interLATA) are billed at the same rate that would apply if the relay center were not involved in completing the call.   Relay calls are billed at Verizon Delaware’s applicable Guide rate or, for interLATA calls, the carrier’s applicable tariff rate. TRS toll calls, carried by VDI, are eligible for discounts as provided under VDI’s Guide for Detariffed Services - Competitive, Section 27. Other carriers, as provided in their tariffs, may also offer various discounts for TRS toll calls.



Jurisdictional separation of costs -  §64.604 C.5

Delaware TRS costs are properly accounted for between interstate and intrastate jurisdictions. AT&T bills intrastate minutes to Verizon Delaware Inc. VDI considers TRS charges part of the cost of doing business. VDI accounts for these TRS costs as part of their normal operating expenses and recovers these expenses across the rate structure. TRS funding is not a separate line item on the customer’s bill for telephone service; therefore, there is no issue. Interstate minutes are submitted to the National Exchange Carriers Association (NECA) for reimbursement pursuant to FCC's Third TRS Report & Order dated July 20, 1993.  

Complaints -  §64.604 C.6

The Delaware Public Service Commission, Verizon Delaware Inc. and AT&T, the Delaware Relay contracted provider, comply with the TRS complaint procedures as provided for in §64.604 C.6. As explained above in the section entitled Contact persons -  §64.604 C.2, AT&T offers toll free numbers for voice, TTY and Fax complaints as well as a website complaint form. In addition, VDI provides a toll free number for TRS complaints. Customers may also choose to contact the DPSC directly and file a complaint informally or formally as outlined in the Rules of Practice and the Delaware TRS Regulations attached as Exhibit “B”.

Treatment of TRS customer information  -  §64.604 C.7


If in the future, there is a change of vendors to administer the TRS program. AT& T as the outgoing vendor shall provide for the transfer of TRS customer profile data from AT&T to the incoming TRS vendor.  The use of such data will be restricted as directed by the FCC Federal TRS Regulations.

ENFORCEMENT 


The DPSC Regulations relating to the provision of TRS are adopted by Commission Order, and compliance with such orders is enforceable under 26 Del. C. § 217 by the imposition of penalties of up to $1000 per day.

NO CONFLICT WITH FEDERAL LAW

The minimum standards as outlined in section §64.604 of the FCC Regulations for the Provision of Telecommunications Relay Services are the basis for the Delaware TRS program. Therefore, the Delaware TRS program, as provided, does not conflict with federal laws by imposing Delaware standards that exceed those mandated by the FCC.

STATE CERTIFICATION REQUEST


Based upon the foregoing narrative description and the hereinabove described attachments, the Federal Communications Commission can, and should, determine that Delaware's approach to providing TRS service through the regulation of public utilities providing local exchange telephone service meets or exceeds all operational, technical, and functional minimum standards established by the Regulations of the FCC.


Furthermore, the FCC should determine that the documentation provided establishes that there are available procedures and remedies for enforcing the requirements of the DPSC concerning the provision of TRS, and that the Delaware program and its minimum standards for the provision of TRS in no way conflict with other federal laws. 

�  At that time, the Diamond State Telephone Company was the sole provider of local exchange service in the State of Delaware. Since then Diamond State Telephone Company's name was changed to Bell Atlantic-Delaware, Inc. ("BA-Del") and then to Verizon Delaware Inc. (“VDI” or “Verizon”) in July 2000. 





�  See 26 Del. C. § 221.


� Twenty-six Del. §222 provides an exemption from criminal and civil liability arising from the relay of any message in the course of providing or operating a statewide TRS.





    � State rules do not require coin-sent paid calls pending resolution of the FCC's docket regarding the requirement to carry such calls. In FCC 01-89, the FCC continued the suspension of the requirement to provide TRS service for such calls pending the publication of final rules adopted in the proceeding. Until that time, carriers and TRS providers must make payphones accessible to TRS users under the terms of the Alternative Plan set forth in the earlier 1997 Suspension Order. The alternate plan requires the provision of free local calls, when relay users make calls from a pay phone; calling card calls at rate not to exceed the rate paid if coins are used; and, prepaid call rates which vary with the particular provider.  Verizon provides the free call service as directed by the alternative plan.









