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Application for FCC Re-certification of Maryland Relay

I. OVERVIEW 

On behalf of the Telecommunications Access of Maryland (TAM) program, a division of the Maryland Department of Budget and Management, we submit the enclosed application for renewal of the certification of our Telecommunications Relay Service program, known as Maryland Relay, by the Federal Communications Commission.

As required by the FCC’s Public Notice DA 02-1006 released:  May 1, 2002, this document will establish that Maryland Relay (1) “meets or exceeds 

all operational, technical, and functional minimum standards 

contained in 47 C. F. R. § 64.604;”  (2) “makes available adequate procedures and remedies for enforcing the requirements of the state program;” and (3) where our program “exceeds the mandatory minimum standards contained in § 64.604, it in no way conflicts with federal law.” 

The Telecommunications Access of Maryland program certifies that it 

has and will continue to comply with the ADA’s standard relay guidelines and will oversee its current TRS provider, AT&T, to ensure that all requirements are met.  For the FCC’s convenience, we have enclosed a copy of the enabling legislation, HB 853, and the promulgated legislation as recorded in State Finance and Procurement Article Title §3.801 – §3.807 & §3.901. For a copy of the Finance and Procurement Article, see Appendix A.

II. BACKGROUND

The Telecommunications Access of Maryland (TAM) program was 

established by the 1987 Maryland General Assembly through 

enactment of House Bill 1006.  This bill called for the State to provide a Telecommunications Relay Service (TRS) 24 hours per day, seven days per week to permit citizens of Maryland with a hearing or speech disability 

to communicate by telephone through the public switched telephone network with those who do not have such a disability, and vice versa.  

In response to the Americans with Disabilities Act of 1990 and the 1987 legislative mandate, the 1991 Maryland General Assembly passed House Bill 853.  This bill gave the Department of General Services (DGS) administrative authority over Maryland’s TRS, established a Universal Service Trust Fund as the funding mechanism, and mandated that the service begin by December 31, 1991, and be fully operational by July 1, 1992. 

On September 4, 1991, the Maryland Board of Public Works approved a three-year contract with Sprint to provide Maryland residents an unrestricted telecommunications relay service.  An agreement was then negotiated between the State of Maryland and Sprint to begin operation of the Maryland Relay by December 1, 1991.  Maryland’s contract with Sprint was subsequently approved for two one-year renewals in 1994 and 1995.  

In April 1996, TAM released an RFP (Request For Proposal) for continuation of the State’s telecommunications relay service.  Following the bid process, Sprint was re-awarded the TRS contract for Maryland on September 4, 1996.  That contract was for a period of three years, with seven one-year renewable options for a potential contract period of 10 years.

During the 1997 Legislative Session, the Maryland General Assembly passed SB 103, which established the Maryland Accessible Telecommunications (MAT) program, with responsibility for its development and administration given to the TAM office.  The MAT program provides free telecommunications equipment and specialized customer premises equipment to Maryland residents meeting specific eligibility requirements.  To meet eligibility, applicants must be:

• deaf, hard of hearing, DeafBlind, speech or mobility disabled or have other functional limitations preventing the use of standard telephones,

• a legal resident of Maryland with a valid Maryland address,

• a recipient of SSI, SSDI, AFDC/TCA, or TEMHA,

• currently in the process of applying for telephone service in their home.

Since the program’s inception in January 1997, more than 2,500 pieces of equipment have been distributed and new applications are received on a regular basis.  To date, over 1,100 individuals have been served by this program. 

In February 1999, Maryland was the first state in the continental United States to establish 7-1-1 access to Relay.  Maryland consumers had 7-1-1 access more than 19 months before the FCC’s mandated implementation date of October 1, 2001.

III. Quality Assurance

In September 1998, the TAM program contracted with Devaney & Associates, a full service advertising agency, to conduct a Customer Satisfaction Survey.  This survey measured the degree of satisfaction of Maryland residents with specific aspects of the Maryland Relay.  The survey was sent to 1,500 Maryland Relay customers, from whom 537 responses were received for a 31.9% response rate.  The survey criteria and response rate are summarized below:

Criteria



Percent responding “Always” or “Most of Time”

Operator dials calls correctly





96.8%

Operator is patient






92.2%

Operator spelling skills





88.0%

Operator typing speed






88.5%

Operator typing of background noises



63.4%

Operator typing of voice tones




36.4%

Operator remaining transparent throughout calls


80.2%

The results of this survey indicated that more frequent users of Maryland Relay tended to be less satisfied with selected services than less frequent users.  Older respondents tended to be more satisfied with Maryland Relay than younger respondents.  Overall, the survey indicated that Maryland Relay must maintain a focus on achieving a high level of service satisfaction with every customer interaction and to continue reminding frequent users of the relay of the variety of services and benefits available to them.  For a complete copy of this study see Appendix B.

In February 2001, the TAM program contracted Devaney & Associates Inc.  to conduct a statewide survey of the awareness of Maryland Relay.  A total of 5,339 random calls were placed and the recipients responded to questions about their age group, their familiarity with anyone with a problem hearing or speaking over the phone, their awareness of Maryland Relay, what it is, how they learned about Maryland Relay, and their understanding of 7-1-1.  The responses indicated that most people did not know 

anyone who had trouble hearing or speaking over the phone, and that 25% of respondents indicated awareness of Maryland Relay, a significant increase over previous surveys.  A significantly lower number of people were aware of 7-1-1 and its purpose.  Twenty-five percent of people indicated they were aware of the state program that provides free telephone equipment to people with disabilities. The survey concluded that recent marketing communications efforts appear to have had an impact on awareness of Maryland Relay among the general population and that there continues to be potential for increasing market awareness.  For a copy of the survey report, see Appendix D.

During the month of March 2001, the TAM program contracted with an independent agent to conduct Quality Assurance Testing.  This testing included a series of 505 scripted test calls to determine the degree to which Maryland Relay operators were adhering to contractual requirements.  The areas measured were typing accuracy, typing speed, providing their operator ID number, following caller instructions, verbatim relaying of calls, provision of relay explanation, and the number of garbled calls.  The 

performance of 223 operators from six Sprint relay centers handling Maryland Relay traffic was evaluated. The general findings of this study indicated operators were significantly deficient in the following critical areas; relaying of a standard phone user’s greeting verbatim, following the caller’s instructions, informing TTY users of call progression, spelling, use of non-standard abbreviations.  For a copy of the test summary, see Appendix E.

In September 2001, the Quality Assurance Testing was repeated with a total of 403 test calls.  The findings were similar to those of the previous testing.  For a copy of the Quality Assurance Survey see Appendix F.

The previously mentioned quality assurance evaluations were undertaken to test specific measurements of the FCC and Maryland State regulations for TRS.  This testing was a proactive response to anecdotal complaints registered with TAM staff regarding TRS in Maryland.  TRS providers register only operator specific complaints that have all call information such as operator number, date, and time attached to the complaint.  Results from these two independent evaluations, and emerging technologies available for TRS were the impetus for the State of Maryland’s decision not to renew the final two option years on the contract.  

IV. New Technology/Trials

From January 19, 1999 to October 15, 1999, the TAM program offered a Video Relay Interpreting  (VRI) Trial, with 12 separate locations across the State for public access.  This trial, which sought to measure the feasibility, acceptance, and efficacy of video relay services, employed sign language interpreters instead of relay operators to make telephone calls.  The new service allowed deaf and hard of hearing persons who used sign language a means to communicate faster and more fluently in a medium they were most comfortable using.  Results of this trial indicated that VRI was feasible and desirable for its ease of use and especially for the speed and clarity with which relay calls were made.  The trial also showed that users were not willing to drive to a location outside their home to access video relay.  For a full report of the Video Relay Interpreting Trial see Appendix C.

Maryland conducted a six month Speech to Text Trial from February 1999 through September 1999.  The purpose of this trial was to test the use of speech recognition software as an adjunct to the human operator to obtain faster translation of the spoken word to text.The trial revealed that the technology used was faster than manual 

typing and the future potential will be exciting, but not ready to be fully incorporated into a TRS platform.

Maryland is currently conducting a CapTel Trial scheduled to run from March 2002 – November 2002, with the possibility of two three-month extensions.

CapTel varies from standard Voice Carry-Over (VCO) and appeals to a wider range of consumers due to the ability to receive voice and text simultaneously. This allows people who want to use their residual hearing to be backed up by reading a captioned version of the other person’s words. The Maryland CapTel Trail has approximately 200 registered participants, ranging in age from eight years of age to those in their 90’s.

Hours of operation are limited during the trial to Monday – Saturday, 9 a.m. – 11 p.m. and Sunday, 2 p.m. to 11. p.m. Eastern time.

Feedback from users has been positive and the State is looking forward to the possibility of having CapTel as a communication tool for our consumers on an ongoing basis in the future.

V. Contract Status

On November 20, 2001, TAM released an RFP (Request For Proposal) 

with higher standards and cutting edge products and technology for Maryland Relay.  Following the bid process, the Maryland Board of Public Works voted to approve awarding of the contract to AT&T on March 27, 2002.  AT&T began providing the operation of the Maryland Relay on June 1, 2002. The existing contract is for a period of three years, with two 1-year renewal options for a potential total contract period of five years. Maryland Relay is accessible by dialing 7-1-1 in Maryland or by using any of the dedicated numbers listed below:

1-800-735-2258 (TTY/HCO)

1-800-201-7165 (Voice)

1-888-826-9673 (Voice Carry-Over)

1-877-258-9854 (2-Line Voice Carry-Over)

1-877-735-5151 (ASCII)

1-800-785-5630 (Speech-to-Speech)

1-900-344-3323 (Pay Per Call/English)

1-900-344-4889 (Pay Per Call/Spanish)

1-800-877-1264 (Spanish Relay)

A unique feature that sets Maryland Relay apart from other state relays is that Maryland citizens continue to have the capability of using their own State relay regardless of where they travel in the United States.  Maryland Relay is available from anywhere to anywhere for Maryland citizens.

VI. OPERATIONAL STANDARDS

To establish certain standards for the operation of Maryland Relay, 

the TAM program has adopted the following practices governing the 

provision of relay services in the State of Maryland:

“Person-first” terminology is used in all written and spoken communication about Maryland Relay by TAM and vendor staff.

“Telecommunications Relay Services” is used by TAM and vendor staff when referring to relay services instead of “dual party relay services.”

“Operator” is used in all written and spoken communication by TAM and vendor staff in lieu of “Communications Assistant.”  This was changed to facilitate acceptance of relay calls from the general public, as a more recognizable and readily accepted term.

“TTY” is used in all written and spoken communication, replacing “TDD or TT” in response to TAM’s sensitivity to feelings of the deaf community.

“Conversation” is used rather than “messages” in all written and spoken communication when referring to relay calls.  This was changed to reduce confusion in the general population as to whether relay was a message service or a means of interactive communication.  

Requirements by the FCC:

Maryland Relay meets all 47 C. F. R. § 64.604 mandatory minimum standards regarding mandatory services.  Video Relay Service is not a mandatory service and is not provided by the State of Maryland at the time of this re-certification.

In the following instances, Maryland exceeds the mandatory minimum standards.


(a) Operational Standards

(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.

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. In addition, the Maryland RFP requires each operator to participate in a minimum of one outreach event per calendar year to ensure community interaction.

· CAs have competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and familiarity with hearing and speech disability cultures, languages and etiquette. 

Maryland exceeds the FCC requirement by requiring:

· Typing speed of 60 WPM with a five percent 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, seven days a week to assist operators with translation to and from ASL gloss/conversational English,  quarterly independent evaluation of operator skills.

· 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.

Maryland exceeds the FCC requirement by increasing the standard of the 60 WPM rule to require that at least 95% of all calls be relayed at a minimum speed of 60 WPM, which includes an error rate of no more than five percent.  Operators are given an auditory typing test.

 The formula to calculate words per minute consists of five keystrokes (four alphanumeric characters plus one space) per “word” requiring 300 keystrokes per minute to achieve sixty words per minute.  (Macros that are executed by one function key count as one keystroke regardless of the number of alphanumeric characters “attached” to that macro.  Similarly, a macro executed with two key strokes shall count for two keystrokes regardless of the number of alphanumeric characters “attached” to that macro.)
(2) Confidentiality and conversation content.

Maryland meets standards.

Maryland RFP requires:

Written confidentiality policies are in place and copies are provided to users upon request.  The contractor has in place a policy for reviewing alleged violations of confidentiality, which was approved by the Department.  An operator or supervisor who, after investigation, is found to have violated the confidentiality policy, is reprimanded, suspended, or terminated.  Automatic termination for a second occurrence is imposed.  All violations are reported to the Department monthly.

Only that personal information necessary to provide and bill for the Relay service being rendered. This information is not used for any other purposes and may be collected by the vendor.

If a user is in an emergency or life-threatening situation or causes an emergency situation to exist by threatening the operator or the Relay Center, names and specific information may be disclosed by the operator to a supervisor to expeditiously address the situation.  In the case of threats against the Relay Center, operators, supervisors, or other personnel, such information may be disclosed to appropriate law enforcement agencies.

See attachment for copies of the vendor’s confidentiality policies and the oath required of each operator.  For a copy of the Provider Procedures, see Appendix G.

(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.

Maryland meets standards. 

The Maryland Relay RFP requires:

The Relay Center must operate 24 hours per day, seven days per week, and 365 days a year.  No restrictions shall be placed on the length or number of calls placed by customers.

Maryland Relay processes the following call types:

· Voice

· TTY

· VCO

· Two-Line VCO

· HCO

· ASCII

· Turbo Code

· Speech-to-Speech

· Spanish-to-English

· Spanish-to-Spanish

· ASL Translation (default)

· IP Relay

· Pay-Per-Call (English and Spanish access)

For charts of call types, see Appendix L.
(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.

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 out dialed 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. For a copy of the provider procedures, see Appendix G.

(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. 

Maryland meets the FCC requirement.  Change of operators during a call is discouraged.  An operator must stay on a STS call for a minimum of 15 minutes or on a non-STS call for a minimum of ten minutes. If a change is necessary, both parties shall be informed.  If a change of operators is requested by the TTY or standard phone user without explanation, it shall be done without question.

A change in operator is indicated to both parties by the words, “relief opr XXXX (M/F).”

(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. 

Maryland meets the FCC requirement.  The Maryland RFP states:  A Relay user shall be given the operator’s identifying number and gender at the beginning and end of the Relay call and informed if there is a change of operator during the call.  Upon request of the Relay user, the operator will be switched to the requested gender.  The new operator will indicate his/her operator number and gender.

(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. 

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. TRS shall be capable of communicating with ASCII and Baudot format, at any speed generally in use. 

Maryland meets this requirement by requiring that the provider’s terminals, keyboards, and modems must be compatible with TTY devices in service and must receive (or access), and handle TTY calls at any Baud rate generally in use.  These devices must also receive, access, and communicate with computers at any speed generally in use. See Attachment H – percent of call types processed.

(2) Speed of answer. TRS shall include adequate staffing to provide callers with efficient access according to 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 an attempt 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 10 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.

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 regulation.

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.

For a copy of the Maryland ASA reports, see Appendix H.

(3) Equal access to inter-exchange carriers. TRS users shall have access to their chosen inter-exchange carrier through the TRS, and to all other operator services, to the same extent that such access is provided to voice users. 

Maryland provides access to more carriers than almost any other state.  We have accomplished this by aggressively pursing carriers to join the platform both directly and in conjunction with the carrier.

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

List of Carriers currently on the Maryland Relay platform:

· 10-10-220 (Telecomm USA [MCI])

· 10-10-275 (WorldxChange)

· 10-10-297 (Excel)

· 10-10-321 (Telecomm USA [MCI])

· 10-10-345 (AT&T Lucky Dog)

· 10-10-432 (Qwest)

· 10-10-502 (WorldxChange)

· 10-10-629 (WorldxChange)

· 10-10-636 (Clear Choice FiveTalk)

· 10-10-781 (WorldxChange)

· 10-10-811 (VarTec FiveLine)

· 10-10-834 (WorldxChange)

· AT&T (0288)

· Broadwing Communications (0948)

· Broadwing Telecommunications (0071)

· Excel (0752)

· Global Crossings, LTD (0444)

· LDDS (0222)

· MCIWorldCom (0222)

· McLeod USA (0725)

· Metromedia (0222)

· Opex Long Distance (0444)

· Qwest (0432)

· Sprint (0333)

· VarTec

· Verizon Long Distance (5483)

· WilTel (0222)

· Working Assets (0649)  

(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.

Maryland meets these requirements. Maryland provides 24 hour service every day of the year that is backed up with redundancy of equipment and an uninterruptible power source in the center.  Customers do not receive a busy signal due to loop trunk congestion.

It is important to note that there is seldom a problem where the customer receives a busy signal; the problem arises after reaching the provider switch and either receiving a continuous ring or waiting on hold for the next available operator due to all operators being busy.

Although this requirement strives to ensure that a TRS customer can reach an operator in an equivalent time period to that of a voice user placing a call, other State and FCC minimum requirements render this impossible.

Providers schedule operators to meet the FCC’s 85/10 requirement or a stronger state ASA requirement.  However, because ASA is a Daily Average and not a per call measurement equivalent to direct voice calls, some calls could ring for 10 minutes or longer if the overnight and slow call volume times are answered within a few seconds, thus still keeping the daily average within required limits.

If providers scheduled operators to meet an equivalent per call answer time rather than a daily average, the number of operators necessary would make the cost of TRS prohibitive.
(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 persons with disabilities. VCO and HCO technology are required to be standard features of TRS.

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 four 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, deaf-blind, 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. 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. Relay services shall be capable of handling pay-per-call calls. 

Maryland meets this requirement.  If a customer knows there will be an interactive menu in advance, he/she may give the operator the instructions for obtaining the correct selections at the beginning of the call.

If the operator does not receive instructions up front, the customer will be informed that there is an answering machine or menu.  The operator will then begin to record the message so it can be played back and typed to the TRS user.

There is no additional cost for redials.

Maryland Relay has a separate inbound number for pay-per-calls.  This is necessary to insure that the call is billed to the originating number and not to the Maryland Relay center.

For a copy of the Provider procedures, see Appendix G.


(c) Functional Standards 

(1) Consumer complaint logs. 

Maryland submitted a complaint log on July 1, 2002.

In addition to the complaints received by the provider, the Maryland Relay staff solicits feedback from users by phone, email, web page, newsletter, personal interaction at events, and by inviting users to the Relay center.

(2) Beginning July 1, 2002, states and 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, 2001 of each year. Summaries of logs submitted to the Commission on July 1, 2001 shall indicate the number of complaints received from the date of OMB approval through May 31, 2001. 



     Contact persons. 

Maryland meets this requirement.  The State of Maryland and the Maryland Relay provider, AT&T have submitted the necessary contact information to the FCC and it is posted on the FCC Web site.

(3) Public access to information. Carriers, through publication in their directories, periodic billing inserts, placement of TRS instructions in telephone directories, through directory assistance services, and incorporation of TTY numbers in telephone directories, shall assure that callers in their service areas are aware of the availability and use of all forms of TRS.  Efforts to educate the public about TRS should extend to all segments of the public, including individuals who are hard of hearing, speech disabled, and senior citizens as well as members of the general population. In addition, each common carrier providing telephone voice transmission services shall conduct, not later than October 1, 2001, ongoing education and outreach programs that publicize the availability of 711 access to TRS in a manner reasonably designed to reach the largest number of consumers possible.

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.  For a copy of the PR materials, see Appendix I.

(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. 

Maryland meets this requirement.  The current provider’s technology allow the system to detect the TRS user’s local calling area and place calls that terminate within that area at no extra cost to the user.  If the terminating number is outside the user’s calling area, he/she can use their carrier of choice (IXC) to carry and bill the call.  If the chosen IXC is not resident at the Maryland Relay switch, the provider will carry the call at their lowest subscriber rate (currently $.07) without adding casual user fees or additional monthly fees often associated with low cost long distance plans.

Our previous provider did not have the ability to detect local calling areas for callers.  Consequently, they used a mileage measurement of 40 miles from the originating call location.  During our transition, we found that this caused a misconception among hearing users and TTY users who assumed that the calls were free because they were (or were calling) “disabled users.”  Now that we have functionally equivalent long distance calling through Maryland Relay, we find that we were propagating a myth about TRS users in the past contract.

(5) Jurisdictional separation of costs.

Maryland meets this requirement by assessing a fee of $.20 on current bills rendered for switched local exchange access service in the State and $.20 per 6.5 lines on a Centrex system.

Interstate and IP relay calls are reimbursed by the NECA fund.

(6) Complaints.

Maryland has had only one official complaint about an interstate long distance carrier and it was resolved within the required time period by the TAM program in coordination with the Maryland Public Service Commission (PSC).  Qwest refused to accept TRS calls and join the TRS platform in Maryland.  The Maryland PSC served notice requiring compliance to which Qwest complied. For a copy of the PSC letter to Qwest, See Appendix J.

(7) Treatment of TRS customer information.

Maryland meets this requirement by requiring the vendor, upon loss of the Maryland contract, to transfer all customer information to the new vendor.  Vendors are prohibited from using any information gathered while operating the Maryland Relay for any other purpose.

During our recent transition, the previous provider transferred information to the current provider.  A problem ensued when the carrier of choice field contained only the underlying carrier information, not the reseller information. Since Maryland had less than 300 profiles with the previous vendor, we corrected the problem by sending profiles to the 8,000 people on our mailing list.

VII. 47 C. F. R. § 64.605 - State Certification

(a) State documentation.

(b) Requirements for certification.

Maryland received certification in 1997 and has submitted all pertinent information for current certification.

(1) Maryland meets or exceeds all minimum standards.

(2) Maryland has a multi-level and proactive complaint and issue collection and resolution mechanism in place.  Maryland ensures that customers receive information about Maryland Relay in alternate methods as outlined in (c) Functional Standards (3) and that complaints and feedback are addressed as outlined in (c) Functional Standards (1).

(3) Maryland exceeds minimum standards by providing services and technical capabilities over and above the FCC requirement.  All Maryland requirements in excess of FCC minimum standards have been reviewed by legal council and in no way violate or contradict Federal law.

(4) Maryland is proactive in determining the needs of the user community and matching them with existing technology while always looking to the future.

(5) Maryland staff participate in national relay associations, CTDTAC, and meet frequently with the FCC to keep abreast of concerns, issues, and future products and services available to TRS. See appendix M.


