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	Purpose of Study
	At the request of Telecommunications Access of Maryland, a second independent study was conducted to measure the quality of service for the Maryland Telecommunications Relay Service. 


	Methodology
	Forty-two scripted conversations were developed to survey the operators’ ability to relay a variety of business, technical and social calls. 

· Scripts one through four were voice originating calls

· Scripts 5 – 38 were TTY originating to a live person

· Scripts 39, 40 and 41 were to a voice answering machine

· Script 42 was a voice retrieval

Calls were placed starting August 21st through September 26th, 2001.  Calls were placed during morning, afternoon and evening hours. A tape recorder was used to capture the voice caller and operator’s conversation and a TTY printout was used to capture the TTY caller and operator’s typed conversation. 

Each call was evaluated for overall typing accuracy, percent verbatim, typing speed, and adherence to relay procedures specified in this document.  The specific guidelines used to evaluate performance are contained in Attachment A at the end of this report.


	Report Summary
	The table shown below contains a summary of the survey results of the quality of service for the Maryland Telecommunications Relay Service.


	Criteria Measured
	Results

	Number of Calls Evaluated
	403

	Number of Operators Surveyed
	160

	Overall Typing Accuracy
	84.7

	Overall Typing Speed
	67.9

	Percent of Operators providing ID Number
	97.5

	Percent of Operators providing Relay explanation 
	98.4

	Percent of Call relayed verbatim
	90.1%

	Percent of calls with garble
	0%

	Percent of Voice Retrieval Call handled correctly
	53.8


	Operators Surveyed
	The Call Monitors surveyed 160 operators from three centers.

· 117 Maryland operators accounted for 350 calls or 86.8% of the calls

· 42 Missouri operators accounted for 52 calls or 13.2% of the calls

· 1 Texas (?) operator accounted for 1 call


	Typing Accuracy
	The overall typing accuracy for all operators surveyed was 84.7%

· Maryland operators averaged 84.3%

· Missouri operators averaged 87.1%

· 1 call with 100% accuracy

· 140 calls (34.7%) with 90% to 99% accuracy 

· 145 calls (36%) with 89.9% to 80% accuracy

· 75 calls (18.6%) with 79.9 to 70% accuracy

· 21 calls (5.2%) with 69.9 to 60% accuracy

· 9 calls (2.2%) with 59.9 to 50% accuracy

· 5 calls (1.3%) with 49.9 to 40% accuracy

· 1 calls with 39.9 to 30% accuracy

· 4 calls (1.0%) with 29.9 to 20% accuracy

· 1 call with 19.9 to 10% accuracy

· 1 call with 7% accuracy

With the exception of 6 calls, calls with accuracy below 60% were answering machine or voice retrieval calls.


	Typing Speed
	Operator typing speed was measured in 271 calls.  The average typing speed was 67.9 words per minute with Maryland operators averaging 67.3 and Missouri operators averaging 73.9 words per minute.  Operators met the 60 words per minute requirement on 77.9% of the calls.

· 4 calls with 109.9 to 100 words per minute

· 23 calls with 99.9 to 90 words per minute

· 44 calls with 89.9 to 80 words per minute

· 69 calls with 79.9 to 70 words per minute

· 71 calls with 69.9 to 60 words per minute

· 36 calls with 59.9 to 50 words per minute

· 18 calls with 49.9 to 40 words per minute

·   6 calls with 39.9 to 30 words per minute


	Verbatim
	During this test period, a standard was developed to determine the percentage of the call relayed verbatim. Omitted or changed words were scored against the verbatim rating.  Unlike the overall accuracy rating, verbatim does not include an operator’s spelling errors with the following exceptions:

· Misspelled proper names

· Misspellings that correctly spell a different word

· Incorrect dollar amounts 

The overall verbatim for all operators surveyed was 90.1%

· Maryland operators averaged 89.8%

· Missouri operators averaged 91.8%

· 13 calls (3.2%) with 100% accuracy

· 238 calls (59.1%) with 90% to 99% accuracy 

· 95 calls (23.6%) with 89.9% to 80% accuracy

· 32 calls (7.9%) with 79.9 to 70% accuracy

· 13 calls (3.2%) with 69.9 to 60% accuracy

· 5 calls (1.2%) with 59.9 to 50% accuracy

· 2 calls (.5%) with 49.9 to 40% accuracy

· 2 calls (.5%) with 39.9 to 30% accuracy

· 2 calls (.5%) with 29.9 to 20% accuracy

· 1 call (.3%) with 19.9 to 10% accuracy


	Operators Providing ID
	Operators provided their identification number 97.5% of the time.  Operators failed to provide their number to the voice person on 10 occasions on TTY originating calls. 

	
	


	Familiarity With Relay
	The operator asked if the voice person was familiar with relay 98.4 of the time on TTY originating calls.  Operators failed to ask on 5 occasions.


	Answering Machine Protocol
	Forty-six calls were made to answering machines or voice mail systems where the operator has the ability to capture the message and relay it to the TTY caller.  The overall accuracy for these calls was 69.1%. Percent of call relayed verbatim was 79.7.

Script 42 was a call to retrieve voice messages.  The operator was instructed to erase the message by the TTY caller.  On six occasions, the operators did not follow the caller’s instruction and left the message in the mailbox.


	Requesting Person or Department
	The operators were evaluated on how well they handled calls when the called party answers the call.  Voice callers requested the operator to ask for a specific person on seven calls.  The survey showed operators following the voice caller’s instructions four out of seven times.  

On TTY originating calls, the operator is required to keep the TTY user informed of the call progress, including typing to the TTY caller (ASKING FOR ____).   Operators followed proper procedure on 24 out of 57 calls, or 42% of the time.


	Garbling
	No garbling was experienced during any of the 403 test calls. 


	General Comments
	General areas of weakness continue to be the same areas of performance as the previous study:

· Use of non-standard abbreviations 

· Dropping insignificant words such as “a” “an”, “the”

· Typing “UR” for “you are” or “you’re” 

· Relaying verbatim on calls to an answering machine or voice message retrieval

· Operators do not type everything that is said when a voice person answers the phone.

· Spelling errors due to spacing, which could be equipment, not a typing mistake.

· Operators do not let the TTY user know when they remind the voice caller to speak directly to the caller.  


Examples of Verbatim 

The examples shown below are excerpts from script 1.  This is a call to from a doctor’s office to review test results.  This call was used 10 times during the test period with an average verbatim rating of  79.9%.  See excel spreadsheet for actual call results. This is one segment taken from Script 1 for three of the operators tested.  

The voice caller’s message is shown on the left and the message typed by the operator is shown on the right.  Words underlined on the left were omitted; words underlined on the right were substituted.  Words in bold italics are typing or spelling errors.

	Well, your total cholesterol was slightly elevated at 207 and the limit we like to see is 200, but that’s what I spoke to Marie about and she said that your ratio was still very good meaning that your good cholesterol was high so that brings your overall cholesterol level up as well and your bad cholesterol was low so she said that we are still happy although the total number may be a little high.  Go ahead

Total Words = 76

Word Correct = 29    38.2%

Words Verbatim = 32      42.1%


	
	WELL UR TOTAL COLESTERAL WAS SLIGHTLY ELEVATED AT 207 ANDLIMIT WE LIKE TO SEE IS 200, BUT THATS WHAT I SPOKE TO MARIE ABOUT BUT SHE SAID UR RATIO WAS VERY GOOD MEANING THAT YOUR GOOD CHOLESTRAL WAS UP SO THAT WE ARE HAPPY GA

	Well, your total cholesterol was slightly elevated at 207 and the limit we like to see is 200, but that’s what I spoke to Marie about and she said that your ratio was still very good meaning that your good cholesterol was high so that brings your overall cholesterol level up as well and your bad cholesterol was low so she said that we are still happy although the total number may be a little high.  Go ahead

Total Words = 76

Words Correct = 42   55.3%

Words Verbatim =  46   60.5%


	
	WELL, UR TOTAL CHOLESTEROL WA S 207 AND THE LILMIT WE WOULD LIKE TO SEE 200 BUT I SPOLE XX SPOKE TO MARIE ABOUT IT BUT SHE SAID UR RATIO GOOD CHOLESTEROL WAS HIGH BUT THE OVER ALL CHOLIEST
EROL WAS UP AS WELL AND UR BAD WAS LOW SO SHE SAID THAT WE ARE STILL HAPPY ALTHOUGHT UR TOTAL CHLOESTEROL WAS HIGH  GA



	Well, your total cholesterol was slightly elevated at 207 and the limit we like to see is 200, but that’s what I spoke to Marie about and she said that your ratio was still very good meaning that your good cholesterol was high so that brings your overall cholesterol level up as well and your bad cholesterol was low so she said that we are still happy although the total number may be a little high.  Go ahead

Total Words = 76

Word Correct = 32    42.1%

Words Verbatim = 34      44.7%
	
	WELL UR TOTAL CHOLESTROL WAS SLIGHTLY ELIVATED AT 207 AND WE WOULD TO SEE LIMIT OF 200 AND I SPOKE TO MARIE ABOUT THAT SHE SAID YOUR RATIO WAS VERY GOOD AND THAT MEANS  UR GOOD CHOLESTEROL WAS HIGH SO IT BRING UR BAD LOW SO THAT’S WHY SHE STATED IT WAS GOOD GA
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