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OF

TRS STATE CERTIFICATION

by the

Indiana Telephone Relay Access Corporation

for the Hearing and Speech Impaired

I.  State Program Narrative
In response to the Americans with Disabilities Act of 1990, the Indiana General Assembly enacted a statute authorizing the creation of the Indiana Telephone Relay Access Corporation for the Hearing and Speech Impaired (InTRAC). (A copy of the InTRAC Act is attached as Exhibit A.)  InTRAC is a private, nonprofit corporation of which each local exchange telephone company (LEC) operating in Indiana is a member.  The sole purpose of InTRAC is to provide, at the lowest cost reasonably possible, adequate and dependable telecommunication relay services (TRS) that meet or exceed the requirements of regulations promulgated by the Federal Communications Commission.

In addition to providing for the creation of InTRAC, the InTRAC Act also required each LEC to impose a monthly surcharge on each residential and business line (or line equivalent) of its customers.  The monthly surcharge is now 7 cents per line, regardless whether these customers use the relay service.  As such, the surcharge is not an end-user charge.  As long as InTRAC fulfills its purpose and complies with various requirements prescribed by the InTRAC Act, the LECs are required to forward the amounts collected from this surcharge to InTRAC.  These sums are then used by InTRAC to fund and recover the costs of providing TRS in Indiana.

The InTRAC Act was amended to authorize InTRAC to implement a TTY loaner program for hearing- and speech-impaired persons unable to afford a TTY.  The program was initiated in March 1997.  As of January 2001, InTRAC updated one of the models in the loaner program.  The Ultratec 4425, which includes a printer, is now being loaned to new applicants and is being offered to persons who received older models three years ago.  Through September 30, 2001, InTRAC has lent a total of 1500 units.  While InTRAC has saturated the pent-up demand, InTRAC still receives about six to twelve applications each week.  Both the hearing-and speech- impaired communities have expressed their appreciation for this service.

InTRAC strives to exceed minimal requirements in providing telephone relay service.  In Indiana, the service began eight months ahead of the required schedule, on October 1, 1992.  Additionally, the implementation of 711 Dialing began June 1, 2001.  This was four months prior to the required date.   Indiana implemented the Caller ID feature April, 2001 and was in negotiations to provide Video Relay Service in the Spring of 2002.  Of course, VRS is now available at no cost and a website for Indiana’s VRS can be found at www.INVRS.com.  Customers can obtain more information regarding InTRAC at www.relayindiana.com 

While the InTRAC Act imposes certain requirements on InTRAC, the corporation is governed by its Articles of Incorporation and Code of By-Laws, copies of which are attached as Exhibit B. Under the Code of By-Laws, the corporation’s business, property and affairs are managed by a Board of Directors consisting of seven members.  One of these directors is the Director of Indiana’s Office of Deaf and Hard of Hearing Services, and the remaining six directors represent the member LECs.

II.  Contract Status
Pursuant to an agreement between InTRAC and Sprint Communications LLC, Sprint is providing InTRAC and its members TRS that meet the requirements of the ADA and any regulations promulgated by the FCC.  Sprint is required to indemnify InTRAC for any failure by it to meet these requirements.

On October 1, 1992, Sprint began providing TRS under this agreement through three TRS centers located in Independence, Missouri; Sioux Falls, South Dakota, and Charlotte, North Carolina.  Those services are now provided through 11 centers located in Tucson, Arizona; Miami, Florida; Sioux Falls, South Dakota; Baltimore Maryland; Moorehead, Minnesota; Independence, Missouri; Albuquerque, New Mexico; Syracuse, New York; Dayton, Ohio; Austin, Texas; and Lubbock, Texas.

The TRS provided in Indiana are advertised under the name of “Relay Indiana.”  The features of Sprint’s TRS in Indiana are summarized on Exhibit C.

III  OPERATIONAL STANDARDS


A.
Communications Assistants

Sprint implements extensive employee recruitment, selection and training procedures to assure that persons who are selected and employed as communications assistants (CA) meet all proficiency requirements, such as:

1.
Basic skills in English grammar at a minimum of a 12th grade level;

2.
Minimum typing speed of 60 words per minute (actual results of 60 WPM typing and the script for the oral-to-type test are attached as Exhibits F and G);
3.
Minimum spelling skills (i.e, those required to quickly and easily spell words normally used in beginning college level conversations);

4.
Ability to understand American Sign Language (ASL) users as they borrow English, and to translate this communication into English;

5.
Ability to convey the full content, context, and intent of relay communications they translate.  CAs must strive to maintain functional equivalence for both TTY relay users and non-TTY relay users.

Sprint’s CAs must complete 10 days of rigorous training, including a minimum of 20 hours of Diverse Culture training.  Sprint also provides high quality CA training which includes: “gloss” and grammar, deaf culture, needs of speech-impaired users, confidentiality of calls, and the operation of relay telecommunications equipment (Exhibits D and E).

All prospective CAs must pass a performance-based CA Examination covering spelling, typing, dictation, procedures, characteristics of ASL, deaf culture, ethics, confidentiality, etiquette, and professional judgment.  Test questions are not available to CAs before testing and are changed at least annually.


B.
Confidentiality and Conversation Content

Telecommunications Relay Service (TRS) Code of Ethical Behavior for Communications Assistants is used to ensure the confidentiality between CAs and TRS users.  This Code ensures the confidentiality and accuracy of telephone conversations.

CAs are required to sign a TRS Code of Ethical Behavior affidavit (a copy is attached as Exhibit H) pledging adherence to rules and regulations; any breach of this Code will result in disciplinary action that may end in termination of employment.

The TRS Code of Ethical Behavior covers three areas:

1.
Confidentiality


a.
All calls and related information are not to be revealed, including the fact that the call was performed (except as allowed by Section 705 of the Communications Act, 47 U.S.C. § 604).


b.
At the request of a Speech-to-Speech (STS) caller, the 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.

c.
Hard copies of the conversation are not kept.


c.
CAs’ screens are not to be visible to visitors touring the relay center or visible to other CAs.


d.
Information learned from a call is not to be used for personal gain.


e.
CAs do not give out their own names.

2.
Accurate Interpretation


a.
Conversations are relayed as given unless paraphrasing is requested by user.


b.
The CA is to transmit exactly what is said in the way it is intended, including profanity.

3.
Objectivity


a.
CAs are not to advise, counsel or interject personal opinions, even when asked to do so by the customer.


b.
CAs do not make judgments on the content of relay calls.

c. CAs convey in their tone of voice the conversation typed and not their own emotional response.

C.
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.  CAs are permitted to decline to complete a call when credit authorization is denied.  In addition:

1.
There is no limit on the number of length of calls made to Relay Indiana.  In 2001, on average, for every call made to Relay Indiana,  1.4 were placed out of the center.  For the month of June 2002, the average length of inbound calls was approximately 4.38 minutes and the average length of outbound calls was approximately 4.31 minutes.

2.
Full interstate/intrastate calling capability is available through Relay Indiana to and from anywhere in the United States.  For the month of June 2002, interstate long distance calls were a total of four calls or .00008 percent of monthly volumes; intrastate long distance calls comprised .002 percent of monthly call volumes or 207 calls; the remainder were local calls.  InTRAC has agreed to compensate Sprint only for intrastate and interstate calls that originate in Indiana.

3.
Full international calling capability also is required and provided for callers to make and receive calls to and from anywhere in the world.  During the month of June 2002, Relay Indiana processed 64 international calls.

4.
Extended Area Service (EAS) is required and available to all Indiana residents.  This ensures that TRS users are not billed for toll usage when completing EAS calls, including calls made by or to subscribers of optional EAS.

5.
Directory assistance calling is required and available to Relay Indiana callers.  In 2001, the average number of this category of TRS calls was 224 per month.

6.
Capability for 900 calling is required and available for Relay Indiana callers.  In 2001, the average number of this category of TRS calls was 14.5 per month.

D.
Emergency Calls.  CAs are required to handle emergency calls in accordance with the established procedures developed by Sprint, which are described in Exhibit I.  Using Sprint’s E911 database, CAs forward emergency calls to the appropriate Public Safety Answering Point as quickly as possible.
E.
In-Call Replacement of CAs.  CAs are required to stay with each inbound TRS call for a minimum of ten minutes, and with each outbound STS call for a minimum of 15 minutes.  InTRAC’s policy is attached as Exhibit J.
F.
CA Gender Preferences.  Relay Indiana accommodates requests for a specific CA gender at the beginning of each call, or during a CA Transfer.  A gender ID provides the gender of CAs in the TTY/HCO/VCO greeting macros.
G.
STS Called Numbers.  Relay Indiana provides dedicated speech-to-speech toll-free access for speech-disabled customers who prefer to use their voice, with assistance from the CA if necessary, to communicate with the called party.

IV.  Technical Standards
A.
Transmission Modes.

Relay Indiana is capable of receiving and transmitting Baudot or ASCII communications up to 28,800 BPS.  Since 1999 Indiana has offered TurboCode.  In the second quarter of 2002, Indiana also offers Video Relay Service (VRS) and Internet-accessible relay (IP Relay).

B.
Speed of Answer/Call Set-Up.

Under FCC regulations, 85% of the calls received in the relay center must be answered in 10 seconds or less, on a daily average.  InTRAC has consistently exceeded this standard; average answer time for all calls in 2001 (the latest data available) was 1.88 seconds.  InTRAC’s quality assurance program on speed of answer is attached as Exhibit K.  Also in 2001, Indiana’s call set-up average was :50.  In sequential order, the set-up time includes 1) receiving dialing information; 2) receiving and responding to special requests as to how to use the relay service; 3) outdialing and completing the connection; and 4) providing any special instruction to the called party on how to use the relay service, if requested.  InTRAC’s 2001 call volume and answer performance is attached as Exhibit M.

C.
Equal Access of Interexchange Carriers

Users of Relay Indiana can choose the carrier they wish to carry their long-distance calls, to the same extent those not using the center may choose a long-distance carrier.  If a user of Relay Indiana does not specify that his intrastate intraLATA call be carried by a certain company, the call will be carried by Sprint.  InTRAC’s contract with Sprint provides that Sprint shall charge its customers to whom it provides TRS services discounted rates of 35% off daytime rates; 25% off evening rates; and 10% off night-time and weekend rates.  InTRAC’s carrier of choice letter is attached as Exhibit L.
D.
TRS Facilities

1.
Relay Indiana operates 24 hours a day, seven days a week, 365 days a year;

2.
Relay Indiana transmits conversations between TTY and voice callers in real time, unless specified by the user.  For example, if the user has cerebral palsy and is using a computer modem that allows her to type her conversation ahead of time and then send the message through the relay to the designated party, her call will not be sent in real time.  In either case, the caller has control over the conversation.

3.
In Indiana, the daily blockage rate can be no greater than P01.  Sprint measures this rate by sampling the number of calls being blocked a minimum of every 30 minutes for each 24-hour period.  Relay Indiana has consistently exceeded the standards for blockage.  In 2001, Relay Indiana handled more than 80,132 inbound or 112,480 outbound calls a month.

4.
Emergency back-up systems serve as Relay Indiana’s uninterruptible power supply.  In the event of a power failure, the uninterruptible power supply is activated immediately, and begins operating within 30 seconds of the power failure.  The uninterruptible power supply system (UPS) has a minimum capacity of one hour and a maximum capacity of 24 hours.

In addition, Sprint maintains a comprehensive disaster recovery plan to respond to potential natural and man​made system failures.  The plan details various levels of emergency service, depending on the source and severity of the service disruption, to restore service.  For example, in the event of a complete power outage, incoming calls will be routed to other Sprint TRS facilities.  In the event that a route blockage occurs, courtesy messages are provided to the calling party, informing the caller of the situation.  A summary of the plan is attached as Exhibit N.

E.
Technology

Relay Indiana provides Voice Carryover (VCO) and Hearing Carryover (HCO) as a standard feature of service.  The VCO feature allows a customer who is unable to hear on the phone, but has voice capabilities, to speak to a standard phone user.  The CA types the standard phone user’s conversation to the VCO user.  The HCO feature allows a speech disabled customer to listen directly to a standard phone user.  The CA will speak the HCO user’s conversation as it is typed.  In addition, automated branding of VCO/HCO is a service enhancement provided by Sprint that allows VCO users to set up their calls without typing, and HCO users to listen during call set-up.  Other features are summarized in Exhibit C.
F.
Voice Mail and Interactive Menus.  CAs alert relay users to the presence of a recorded message and interactive menu through a hot key.  Recorded messages are electronically capture-recorded and retained for the duration of the call.  No charges are allowed for additional calls, which must be made by the relay user to complete these types of calls.

V.  Functional Standards
A.
Complaints.

1.
Sprint provides 24 hours a day, 7 days a week, customer service using a toll free access number that is TT or voice accessible for those users wishing to file a complaint.  Complaints filed with the Customer Service are immediately addressed by Sprint Services’ Account Manager for the Indiana TRS.  The Customer Service number is 1-800-676-​3777 (V/TT).  Relay Indiana customers can also directly contact the Account Manager at 1-317-469-0609 (TTY) or 1-800-377-1101 (TTY).
2.
Sprint maintains a complaint log and provides monthly reports to InTRAC listing the number and nature of the complaints.

3.
InTRAC offers voice and TTY access by phone (317/469-0803) during business hours, and web and e-mail access at all hours to users who wish to file a complaint.  Complaints filed with InTRAC are documented and addressed immediately either by letter or by making an informal call to the complainant.

If Relay Indiana fails to act within 180 days after a complaint is filed about its TRS program, Relay Indiana understands that the FCC shall exercise jurisdiction over the complaint.  Relay Indiana also understands that the failure to meet the deadlines for resolving a complaint may adversely affect the continued certification of our TRS program.  (47 C.F.R. § 64.605).

B.
Consumer Complaint Logs.  InTRAC is in full compliance with the requirement of FCC Rule and Order of June 30, 2000 to file Annual Reports of Complaints.  Copies of the Consumer Complaint Logs for 2000 and 2001 are attached as Exhibit O.  Users of InTRAC’s relay centers have been extremely pleased with the overall quality of the service.  The 1,309,295 calls processed by the center during InTRAC’s fiscal year 2001 resulted in 31 commendations and only 146 complaints – about one-hundredth of one percent (0.01%).  Sprint’s Customer Service recorded 2,150 inquiries into the relay service.
C.
Public Access to TRS Information

1.
Public access to information is provided through the following:


a.
Public service announcements - air time will be requested on network TV. stations across Indiana;


b.
Radio - interviews will be done on radio stations promoting Indiana TRS;


c.
Descriptive paragraph on Indiana TRS printed in the Customer Guide of LEC telephone directories; and,


d.
Directory assistance - the Indiana TRS number is available through LEC directory assistance and AT&T’s, MCI’s and Sprint’s Operator Services for the Deaf.

2.
In cooperation with InTRAC and Sprint, Community Outreach Meetings, Outreach to Business Workshops, and information forums have been implemented to provide information and referral support to Indiana’s diverse population.

Exhibit P shows the outreach events and activities that have been held to ensure that callers in Indiana are aware of the availability and use of Relay Indiana.

D. Portability of Consumer Data.

Relay Indiana’s Customer Preference Database includes such items 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.  At the end of the ensuing contract(s) Sprint will transfer all Indiana database records to the next incoming relay provider, at least 60 days prior to the last day of service, in a usable format.

E.
Rates

1.
Indiana TRS provides multiple toll free numbers for all relay user access: 1-800-743-3333 or 711, for TTY/ASCII/Voice; 1-877-743-8231, for speech to speech calls; 1-800-743-4869 for Spanish; 1-800-743-5207 or 711 for VCO; 1-800-676-377 for Sprint Relay Customer Service; and 1-800-855-4000 for Sprint TTY Operator Service.

2.
Long distance charges are based on point of origin to point of destination.

3.
Relay users incur no telephone charges when using the relay.  Users of Relay Indiana 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 origin to the point of destination.  InTRAC has agreed to compensate Sprint only for those interstate long distance calls processed by Relay Indiana that originate and terminate in Indiana.

4.
Sprint provides the following long-distance discounts for intrastate and interstate relay calls:  35 percent off day rates, 25 percent off evening rates, and 10 percent off night/weekend rates.

F.
Jurisdictional Separation of Costs

Relay Indiana observes all jurisdictional separation of costs as required by 47 C.F.R. § 64.604(c)(4).  Sprint is reimbursed for its costs in performing interstate and toll-free calls from the Interstate TRS Fund administered by the National Exchange Carriers Association.

VI.  Procedures and Remedies
Relay Indiana makes available adequate procedures for enforcing requirements of its TRS program.  InTRAC is administered by a Director of Operations who oversees the daily operation of all TRS matters.  The Director of Operations is in daily contact with the Indiana Account Manager for Sprint and is made aware of any interruption in service or of any complaints filed through Sprint.  The procedures for processing Complaints are listed in Exhibit O.  The Director of Operations ensures that Sprint’s financial, service, and administrative performance adheres to the provisions set forth in InTRAC’s contract.

VII.  Exceeding FCC Minimum Standards.
Under its agreement with InTRAC, Sprint is contractually obligated to comply with all FCC regulations regarding TRS.  One of these regulations requires that, if a state program exceeds the mandatory minimum standards for TRS prescribed by the FCC, the state program can in no way conflict with federal law.  Thus Sprint is required to ensure that the TRS it provides to InTRAC for its state TRS program do not conflict with federal law.  Neither InTRAC nor Sprint believes that, to the extent that Relay Indiana exceeds the FCC’s mandatory minimum standards, the services that Relay Indiana provides conflict with federal law.

VIII.  Method of Funding.
InTRAC is funded by a seven-cent surcharge on the monthly bill of every residential and business telephone line or line equivalent.  This surcharge is communicated to the public via a line-item labeled “Telecommunications Relay Services” on monthly telephone bills.  A sample of the monthly bill with the surcharge notice is attached as Exhibit Q.
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