
47 C.F.R. § 64.604 – Mandatory Minimum Standards

	47  C.F.R. § 64.604 – Mandatory Minimum Standards
	Meets/Exceeds
	Description

	a.  Operational Standards
	
	

	  1.  Communications Assistant (CA)

· Typing

· Grammar and spelling

· Cultural interaction of Operators

· ASL Translation
	Exceeds
	Maryland Relay exceeds the FCC rule by requiring that training of Relay operators includes special call type processing, cross cultural training, and on-going training and interaction of the various user communities for all operators. 

Typing speed of 60 WPM with a 5% error rate

The vendor to assess the grammar and spelling skills of the operators and report these results to the State

Ongoing user presentations to operators

The opening conference rooms of the center to various user groups for their meetings, ensuring interaction between users and relay center staff

ASL Translation as the default with an ASL translator on the floor 24 hours a day, 7 days a week to assist operators with translation to and from ASL gloss/conversational English.

Quarterly independent evaluation of operator skills



	    2.  Confidentiality and conversation content
	Meets
	

	    3.  Types of calls
	Exceeds
	Maryland exceeds the FCC requirement by providing all required, unrestricted calls, ASL translation as the default, and  IP Relay.

	    4.  Handling of emergency calls
	Exceeds
	Maryland exceeds the FCC requirement by being the first to require the provider to have the technology available to accept all incoming call digits and call information and pass that information through to the outdialed number.  In the case of PSAPs, this means that the PSAP will obtain the call information from the originating NPA NXX XXXX in a functionally equivalent manner to direct calls.  The call information from IP Relay and cellular calls through Maryland Relay is not transmitted to the PSAP.  Currently, this is equivalent to the inability of transmitting information to the correct PSAP from IP and cellular call.  See provider procedures for handling emergency calls.

	   5.  In-call replacement of CAs
	Meets
	

	   6.  CA gender preferences
	Meets
	

	   7.  STS called numbers
	Exceeds
	Maryland exceeds this FCC requirement.  The provider has the ability to record a Speech-to-Speech customer’s calling preferences (to include the required name and phone numbers most frequently called) in an equivalent manner to all other relay users.  In addition, the STS user may indicate whether he/she prefers the operator to relay the conversation in a passive or active manner.  Passive means only re-voicing when necessary for the non-speech disabled person and active means re-voicing all words without waiting to see if the person understands the speech disabled person.  Maryland also requires that the speech-disabled person be allowed to mute their voice or allow the other person to hear their voice on a call-by-call basis.

The Maryland Relay requires that STS operators have a hearing test to assure that they are competent to understand people with a variety of speech disabilities.  Each STS operator must score 92% or higher in each ear using a 50 word, W-22 or NU6 speech recognition test.  Each STS operator must measure hearing acuity of 20dB or less in each ear using a pure tone test. The audiologist shall be a State licensed professional audiologist or be certified by the American Speech-Language-Hearing Association with a Certificate of Clinical Competence in Audiology (CCC-A.)

	
	
	

	b.  Technical Standards
	
	

	    1.  ASCII and Baudot
	Meets
	

	    2.  Speed of answer
	Exceeds
	Maryland exceeds the 85/10 FCC requirements by requiring a daily ASA of 3.3 seconds.  Even on the days when call volumes are very high and the 3.3-second ASA is not met, the 85/10 requirement is still well within regulations.

Although the provider’s technology answers immediately and then puts the caller in queue for the next available operator, the State measures ASA from the time the call hits the provider’s switch until the call is answered by an operator ready to process the call.

Maryland sees this process as providing more control and information to the relay user.  Now if the phone rings for a long period of time, the user knows that the LEC circuits are overloaded.  When the user then sees flashing lights indicating a voice, they know it is a LEC message.  Since the majority of LEC messages are not in text, this is an imperative piece of information during national emergencies, inclement weather, or high volume calling times such as holidays.  The user will now know if the relay center is busy or if it is the LEC that is busy.

Maryland exceeds the P.01 blockage by requiring that any call not answered by a live operator ready to process the call within 90 seconds be counted as a blocked call.



	3.  Equal access to inter-exchange carriers
	Exceeds
	Maryland provides access to more carriers than almost any other state.  We have accomplished this by aggressively pursuing carriers to join the platform both directly and in conjunction with the carrier.

The Maryland provider regularly tests the relay switch to detect the IXC’s resident at that switch.  Any IXC available from the switch will be available to relay users.



	4.  TRS facilities
	Meets
	

	5.  Technology


	Exceeds
	Maryland exceeds the FCC regulation.  Maryland’s most recent RFP and resulting contract requires the provider to utilize the newest switch technology to provide more functionally equivalent features for relay users.  These include:

Functionally equivalent Caller ID – with the new switching technology required, a call block on the originating line can be detected and passed to the terminating call.  The majority of TRS centers in other states do not have this capability and operators must ask the caller if they want to their number blocked on each call.

Delivery of originating call information to a PSAP as described in Operator Standards (4).

Conference Calling with High Speed Captioning – a Maryland Relay user can reserve a high-speed captioner to send the information on a conference call (of 4 people or more) at a higher rate of speed, enabling the TTY user to more fully participate in a conference call.

Multiple Customer Profiles for multi-user households and for use away from the home NPA-NXX-XXXX – In the past, one customer profile was tied to one NPA-NXX-XXXX causing problems for households or businesses where there may be persons who are deaf, hard of hearing, speech disabled, DeafBlind, and/or hearing users using one NPA-NXX-XXXX.  With multiple profiles, an individual can set up a unique profile that can be accessed by a PIN.  Although there will be a primary profile attached to an NPA-NXX-XXXX, anyone can access his/her own profile by entering their PIN.  This PIN can be used from any phone, anywhere, enabling Maryland residents to access their personal preferences no matter where they are.

IP Relay – login/password is required by Maryland to ensure that Maryland users have access to Maryland operators and the higher standards of Maryland Relay and to prevent international usage of the relay service and free long distance calling that is funded by NECA.

	    6.  Voice mail and interactive menus
	Meets
	

	c.  Functional standards
	
	

	    1.  Consumer complaint logs
	Meets
	

	    2.  Contact persons
	Meets
	

	    3.  Public access to information
	Exceeds
	Maryland exceeds this requirement. Maryland has an extensive outreach and advertising campaign for Maryland Relay and the Maryland Accessible Telecommunications (MAT) program, which includes, but is not limited to: information and phone number listings in phone books, advertisements in target user publications, articles in Maryland newspapers and publications, and on-site presentations throughout the state.

	    4.  Rates
	Meets
	

	    5.  Jurisdictional separation of costs
	Meets
	

	    6.  Complaints
	Meets
	

	    7.  Treatment of TRS customer information
	Meets
	



