
Before the 

Federal Communications Commission

	TRS Renewal of State Certification Application, State of Missouri.
	))
	

	
	
	


APPLICATION FOR RENEWAL OF CURRENT

MISSOURI TRS CERTIFICATION





Respectfully submitted,








DANA K. JOYCE








General Counsel








____________________________________








Eric William Anderson

Associate General Counsel


Missouri Bar No. 47253








Attorney for the 








Missouri Public Service Commission








P. O. Box 360








Jefferson City, MO 65102








(573) 751-7485 (Telephone)








(573) 751-9285 (Fax)








eanderso@mail.state.mo.us

October 1, 2002

I. Introduction

The Missouri Public Service Commission (“MoPSC”) hereby submits its Application for renewal of the certification of its Telecommunications Relay Services (“TRS”) State Program by the Federal Communications (“FCC”).

This application will establish, as required by the FCC’s public Notice (DA 02-1006) released May 1, 2002, that the Missouri TRS Program (1) meets or exceeds all operational, technical, and functionally minimum standards contained in 47 CFR § 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 MoPSC certifies that it has and will continue to comply with the ADA’s standard relay guidelines and will oversee its current TRS provider, Sprint, to ensure that all requirements are met.

In 1990, the Missouri legislature enacted House Bill Nos. 1132 and 1315 for the purpose of establishing a program to provide 24-hour per day, seven-day per week TRS to relay conversation between people who use a Text Telephone (“TT” or “TTY”) and people who use the general communications network.  This legislation resulted in a program known as Relay Missouri.

The MoPSC is the administrative authority, which has oversight of the Missouri TRS.  The legislation established that a surcharge was to be the method of funding the TRS, and mandated that the MoPSC complete its initial investigation within six months of July 10, 1990.  

On October 16, 1990, the MoPSC approved a draft request for purchase to be forwarded to the Office of Administration, Division of Purchasing, which in turn led to a contract with Sprint to provide Missouri with unrestricted telecommunications relay service.  An agreement was reached between the State of Missouri and Sprint to begin operations of Relay Missouri.  On June 8, 1991, Missouri TRS began serving residents of Missouri from its Independence, Missouri site.  The relay service is accessible via a toll-free number, 1-800-735-2966 (TT/TTY) and 1-800-735-2488 (V), as well as via “711.”

A 12-member Advisory Committee was established to monitor the ongoing provisions of the relay service to its users.  The Advisory Committee currently consists of four representatives from the deaf, hard-of-hearing, and speech-impaired community; one representative each from the Missouri Commission for the Deaf, Sprint, and the Office of the Public Counsel, the Missouri Telecommunications Industry Association, a speech therapist, and two representatives from the MoPSC.

The Relay Advisory Committee assists in evaluating promotional efforts, responds to complaints and/or needs of the deaf, hard-of-hearing and speech-impaired communities; acts as a liaison between the contractor and the deaf, hard-of-hearing, and speech-impaired communities, and responds to and evaluates the need for relay service enhancements that may improve the efficiency of the service.  The Advisory Committee may then make recommendations to the MoPSC for its consideration and ultimate resolution.

Missouri’s Adaptive Telephone Equipment Program (“ATEP”) began on July 1, 1997.  The ATEP provided adaptive telephone equipment to individuals with disabilities so that they may obtain basic telephone access.  Basic telephone access did not include access to optional features such as the equipment to use Caller-ID or computers to access the Internet.  

Effective August 28, 2000, SB 721 modified and transferred the ATEP program to the Department of Labor and Industrial Relations.  For the FCC’s convenience, we have enclosed a copy of Missouri Senate Bill 721 as Attachment A.

II. Operational Standards

A. Communications Assistants (“CAs”)

Sprint implements extensive employee recruitment and selection procedures to assure persons who are selected and employed as Sprint CA’s meet all proficiency requirements.  Further, in order to ensure that each CA receives the opportunity for continuous quality improvement, Sprint has established a Training Outline that is used in the continual training of its CAs.  Attachment B is a copy of the Training Outline used in Missouri.  CAs for the Missouri TRS demonstrate skills including:

· Basic skills in English grammar;

· Minimum typing speed of 60 words per minute;

· Minimum spelling skills enabling CAs to quickly and easily spell words normally used in beginning college level conversations;

· Basic Skills in telephone etiquette;

· Ability to convey the full content, context, and intent of rely communication they translate.  CAs must strive to maintain functional equivalence for both the TTY relay user and the non-TTY relay user when a communication is relayed;

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

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

· Sprint Services 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.

Sprint has established a successful procedure to attract qualified applicants for CA positions.  The first step in the CA’s hiring practice is a validated test that screens for typing, language skills, and other skills related to the CA position.  When an applicant passes the test, a Human Resources representative screens the applicant over the phone or in person, for oral communication skills and work availability.  If the applicant passes this step, he/she is interviewed in person by an Operations Supervisor for specific job dimensions that relate to the success of a CA.  If the supervisor recommends the applicant for employment, the applicant undergoes a drug screen and security/reference check. This process ensures that only qualified applicants are hired to work at a relay center.  A copy of oral-to-test typing test script is attached in Attachment C.

All Sprint CAs type a minimum of 60-WPM. Sprint utilizes an oral-to-type test that simulates actual working conditions. CAs are tested on an ongoing basis to ensure that a 60-word-per-minute performance requirement is maintained. During this test we do not use technology-aided transmission to ensure the typing speed. The scores for each CA are the actual words-per-minute typed. 

Sprint utilizes technological aides during relaying such as pre-programmed macros and auto-correcting software, along with the CA’s natural skill, to provide optimal service.

A copy of the actual typing results of 2,259 Sprint CAs is attached in Appendix D.

Sprint trainers use adult learning theories; training is adapted to each participant’s learning modality; incorporating lecture, visual graphics, flow charts, videos, role playing, and hands-on-call training, to stimulate the CA’s ability to learn. 

New hires receive training in Deaf Culture, ASL translation, Oral Deaf, and sensitivity to the needs of persons with hearing and speech disabilities by a qualified person who, if not deaf or hearing-impaired, possesses extensive knowledge in this area. During the CA’s initial training, he/she is trained and evaluated on how to accurately reflect the TTY user’s intent and on the CA’s role in the relay process. CAs' performance based skills such as grammar; spelling and oral communication abilities are evaluated. Sprint works closely with local deaf and hard of hearing communities to identify knowledgeable presenters to assist with the training. Sprint utilizes videos, role-playing, group activities and discussion groups to educate employees on the different needs of their customers to ensure sensitivity towards customers.

Additionally, applicants are given four written and hands-on evaluations to demonstrate their ability to spell, type accurately and process a call using live training terminals and role-plays written in varying levels of ASL. CAs also receive extensive training on how to improve their interpersonal skills so that they can work effectively with difficult and stressful situations that may arise during their employment. 

Please review the Sprint TRS, Speech to Speech (STS) and Video Relay Service (VRS) Training outlines in Appendix B.  In addition, Sprint’s Diversified Culture training module is also attached in Attachment E.  (Sprint considers this information proprietary and it is being filed as proprietary).

A team of ASL fluent Sprint employees developed ASL Training workbooks that are utilized by CAs for ongoing training.  These workbooks have been designed to provide supplemental training and to assist CAs toward the mastery of ASL translation on relay calls.

B. Confidentiality and Conversation Content

The Code of Ethical Behavior for Communications Assistants is used to offer the needed guarantee of confidentiality between CAs and TRS users.  This Code serves to ensure confidentiality and accuracy of telephone conversations.

CAs are required to sign a TRS Code of Ethical Behavior affidavit, pledging adherence to rules and regulations.  Any breach of this Code will result in disciplinary action that may lead to termination of employment.  (See Attachment F, Relay Center Code of Ethical Behavior).

The TRS Code of Ethical Behavior covers three areas:

1. Confidentiality

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

· Hard copies of conversations are not kept.

· CA screens are not to be visible to visitors touring the Relay Carrier.

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

· CAs do not give out their own names.

2. Accurate Interpretation

· Conversations are relayed as given unless paraphrasing as specifically requested by user.

· All conversations, which are transmitted by ASL, are translated to English by the CAs.

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

3. Objectivity

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

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

· 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 the calls.  CAs are permitted to decline to complete a call when credit authorization is denied.  Additionally:

1. There is no limit on the number of the length of calls made to the Missouri TRS.  For the month of May 2002 (latest month reported), the average length of inbound calls was 4.83 minutes and the average length for outbound calls was 4.46 minutes.  

2. CAs are required to handle emergency calls using the established procedures developed by Sprint Services.  These procedures are detailed in Attachment G, Emergency Call Processing.

3. Making and receiving Interstate calls to and from anywhere in the United States is a required capability and is available.  During the month of May 2002, Missouri TRS completed 3,484 of 5,324 outbound interstate calls.

4. Making and receiving intrastate calls to and from anywhere within the state is a required capability and is available.  During the month of May 2002, Missouri TRS completed 61,762 of 83,436 outbound intrastate calls.

5. Full international calling capability is also required and provided for callers to make and receive calls to and from anywhere in the world.  During the month of May 2002, Missouri TRS completed 18 of 36 outbound international calls.  

6. Extended Area Service (“EAS”) is required to be provided where approved and available to all Missouri residents in those approved areas.  This ensures that TRS callers are not billed for toll usage when completing EAS calls, including calls made by or to subscribers of optional EAS plans.

7. Directory assistance calling is required and available to Missouri callers.  During the month of May 2002, Missouri TRS completed 327 directory assistance calls.

8. Missouri TRS relayed a total of 123,853 calls during May 2002.

9. Gender Preferences - When a Sprint relay user requests a CA of the opposite gender to the CA who initially receive the call, the relay user is switched to an appropriate CA as soon as one becomes available.  If a change of CA is necessary during the call, every attempt is made to accommodate the previous gender request.

10. STS called numbers – Sprint’s relay customer database is available to Speech-to-Speech (STS) users.  The database can be used to store a list of names, frequently dialed telephone numbers, and customer notes.  The database automatically appears on the CA’s terminal screen each time a user dials into one of the Sprint relay numbers.  The customer database helps to facilitate call set up and conversing preferences for the STS user.  Customer profile information contained in the Sprint Customer Database will be transferred to any new provider at the end of the contract term.

11. Sprint’s policy and procedure for 10 and 15 minute rule on in-call replacement of CAs may be found in Attachment H. 

III. TECHNICAL STANDARDS

A. ASCII and Baudot

Missouri TRS is capable of accepting data transmission from computers operating with 28,800 BPS modems, successfully distinguishing and processing calls at baud rates of up to 2400 bps.

B. Speed of Answer

The Missouri TRS center meets and exceeds the requirement to answer 85% of all incoming calls within 10 seconds as well as the requirement that the dialing of the requested number be accomplished within 30 seconds.  Sprint’s Quality Assurance Program on Speed of Answer may be found in Attachment I.

C. Equal Access of Interexchange Carriers

Callers to the Missouri TRS have their InterLATA calls carried by any interexchange carrier that has agreed to participate in Sprint’s Carrier of Choice (“COC”) program.  If a customer indicates his/her COC preference to the CA, the CA will determine if the carrier is a participant; if so, the call will be routed over that carrier’s network.  Callers are able to and will continue to be able to use any billing method made available by the requested carrier.  If the caller does not indicate a COC preference, or his/her preferred carrier is not a COC participant, the call will be carried over the Sprint network.  The Carrier of Choice Plan currently in effect in Missouri is shown at Attachment J.

D. TRS Facilities

1. Missouri TRS operates 24-hours per day, seven days per week, 365 days per year.  Additionally, users of Relay Missouri can call the Sprint Customer Service toll-free number 24-hours per day to express their complaints, comments or recommendations about relay calls.

2. There are emergency back-up systems that serve as the TRS center’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 has a minimum capacity of one hour and a maximum capacity of 24 hours.  The Disaster Recovery Plan for Missouri TRS is described in Attachment K.

3. Missouri TRS transmits conversations between TT/TTY and voice callers in real time, unless specified by the end user (e.g., when the user has Cerebral Palsy and is using a computer modem that allows the user to type a conversation ahead of time and to send the message through the relay to the designated party at a later time.  In all cases, the caller has control over the conversation.

4. Missouri requires that the daily blockage rate be no greater than 1% and that the relay service have the capabilities of handling between 150,000 and 200,000 calls per month.  This is measured by sampling the number of calls being blocked during a minimum of 30 minutes each 24-hour period.

E. Technology

Missouri TRS provides Voice Carryover (“VCO”) and Hearing Carryover (“HCO”) as standard features of TRS.  Please see Appendix L for Sprint Standard Features Matrix.  The VCO feature allows a customer who is unable to hear on the phone, but has voice capabilities, to speak directly to a standard phone user via the TRS.  The CA will type 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 via the TRS.  The CA will voice the HCO user’s conversation as it is typed.  In addition, automated branding of VCO and HCO is a service enhancement provided in Missouri that allows VCO users to set up their calls without typing and HCO users to listened during call set up.

Additionally, Missouri’s TRS Program offers the following enhanced features:

· Customer Database is an enhanced feature that allows numerous aspects of initiating calls by users to be automated.  These aspects include but are not limited to the following:  Communication Mode (TTY, Voice, ASCII), Carrier Preference, Preferred Billing Method, Frequently Dialed Numbers.

· The CA will relay messages and leave messages for telephone answering devices at the request of the caller even if doing so requires a return call.

· Customer Initiated Dialing (“CID”) allows the caller to input his/her desired outbound call number before speaking with the CA.  After the call is set up, it is transferred to the CA position.

· The “VCO with Privacy and no GA” feature allows VCO users to use the standard VCO feature without needing to say “Go Ahead” or “GA.”  Additionally, the CA does not listen to the VCO user’s spoken words.

· When all CAs are busy, Missouri TRS calls area automatically routed to another Sprint Relay Center to help ensure that the answer rate for Sprint doesn’t exceed its minimum requirements.

· VCO-to-VCO allows two VCO users to communicate with each other through the Missouri TRS.  The CA types the spoken words for both VCO users.

F.
Voice Mail and Interactive Menu (Hot Key) – when the Sprint relay caller reaches an answering machine, voice mail or interactive menu the CA informs the relay caller by hitting a macro with reads (ANS MACH) or (RECORDING) to keep the caller informed of the call progress.  The CA then, if necessary, presses a hot key to record the voice announcement and relay message back to the caller.  The CA utilizes Sprint’s recording technology to obtain all information necessary on the first attempt.  The CA relays all of the recorded information to the customer and deletes the recorded message.


This technology greatly reduces the CA work time, as the CA does not need to make multiple out-dials.  In addition, Sprint relay callers are only charged for the first call.  Subsequent redials to leave a message or enter information into an interactive menu are not charged to the customers.  Sprint has developed a procedure using “Ultra WATS” lines to ensure that with additional out-dials the customer does not incur toll charges.

G.
Callers to Sprint relay services access 900 services by dialing a free 900 number to access relay.  Use of a toll-free 900 number inbound to the relay center provides functionally equivalent access to the telecommunications network while preventing unauthorized end users for circumnavigating the LEC restrictions.  This process ensures that the LEC will only complete those calls into the relay service that do not have a 900 number block added to their lines.  The 900 service provider and the 900 number carrier will rate and bill the user as if the call was dialed directly form the originating user’s telephone.

IV. FUNCTIONAL STANDARDS

A. Consumer Complaint Logs and Summaries


Sprint provides copies of each TRS Consumer Contract form, which includes the date the complaint was filed, an explanation of the complaint, the date the compliant was resolved and explanation of the resolution and any other pertinent information to Missouri.  Further, Sprint maintains a log of each individual complain and provides comprehensive reports on a monthly and annual basis to each of the Sprint States.


By June 25th of each calendar year, Sprint submits a copy of 12-month complaint log report for the period of June 1-May 31, as well as a summary of the complaint log.
 The Complaint Log and Complaint Tracking for June 1, 2000 through May 31, 2001 are attached as Attachment M.

B. Enforcement 


In the event that the MoPSC fails to take action within 180 days after a complaint if filed about its TRS Program at the Missouri Public Service Commission, the MoPSC understands that the FCC shall exercise jurisdiction over the complaint.  The MoPSC also understands that the failure to meet the deadlines for resolving a complaint my adversely affect the continued certification of its TRS Program pursuant to 47 CFR §64.605.

C. Public Access to Information


Public access to information has been provided through public service announcements on network T.V. stations across Missouri, interviews done on radio stations promoting Relay Missouri, periodic bill inserts, Directory Assistance available through Local Exchange Carriers (“LECs”), directory assistance and AT&T’s operator services for the deaf, and by a descriptive paragraph of Missouri TRS printed in the Customer Guide of LEC telephone directories.  

D. Rates


All long-distance charges for relay calls are based on point-of-origin to point-of-destination.  No additional charges are placed on the end user of the relay service that would not be applicable for a user of the basic communications network.  Sprint provides long-distance discounts of 50% for intrastate and interstate relay calls.


Relay users in Missouri incur no additional telephone charges when using Relay Missouri.  The rates that users incur are “no greater than the rates paid for functionally equivalent voice communication service with respect to such factors as the duration of the call, the time of day, and the distance for the point of origination to the point of termination” as required by 47 CFR §64.604(c)(3).

E. Jurisdictional Separation of Costs


Missouri’s TRS Program observes all jurisdictional separation procedures and standards set forth in the FCC regulations as required by 47 CFR §64.604(c)(4).  The Missouri TRS Provider is reimbursed for its costs in performing interstate and toll-free calls from the Interstate TRS Fund administered by the National Exchange Carriers Association (“NECA”).


By Missouri Statute, Missouri TRS is to be funded by a surcharge.  The MoPSC initially approved a six-cent surcharge per telephone line as limited by Section 209.255 RSMo. 1994.  The surcharge was increased to thirteen cents in November of 1992 and was maintained at that level until April of 2001, when it was lowered to nine cents, pursuant to subsequent reviews as required by statute.

F. Complaint Procedure


Missouri’s TRS Provider provides 24-hour per day, seven-days per week, Customer Service using a toll-free access number that is TTY or voice accessible for those users wishing to file a complaint.  Complaints filed with Sprint’s Customer Service are immediately addressed by the Account Manager for the Missouri TRS.  The Missouri TRS has a full-time Account Manager who is available solely to Missouri operations.  The Customer Service number for Sprint is 1.800.676.3777 (TTY/Voice).


In Missouri, relay users have several options available to direct their concerns, complaints or recommendations.  Some of these options include:

· A user may request, during or immediately after a relay call, that the CA locate the Relay Supervisor to discuss the matter personally.

· At any time after the relay call has been completed, a user may contact the Sprint Account Manager for Missouri.

· At any time after the relay call has been completed, a user may contact the national Sprint Customer Service Center at 1.800.676.3777 (TTY/Voice/ASCII).

· The MoPSC offers a toll-free number during business hours to users who wish to discuss the service; that toll-free number is 1.800.392.4211.  Complaints filed with the MoPSC are documented and addressed immediately either by letter or by making an informal call to the complainant.

· Some complaints may be filed directly with the FCC without initially going through the internal complaint mechanism available in Missouri.  The MoPSC has and will be supportive of the FCC complaint mechanism.  


Customer Service Representatives of the TRS Provider are available to answer questions, explain the services, listen to and respond to concerns.  The Customer Service Center provides another avenue for users with concerns about CAs and/or Relay Supervisors.  The Missouri TRS Provider maintains a complaint log and provides monthly reports to the MoPSC as to the number and nature of the complaints.  This log has proven to be a good source of information for improvement of the service, although the number of complaints has generally been very low.  For the month of May 2002, there was one complaint noted on the log which is extremely small compared to the  123,853 calls logged in the same month.


The State of Missouri contact person for TRS consumer information and complaints about intrastate TRS is:


Tom Solt


P.O. Box 360


Jefferson City, MO 65102-0360


(573) 751-7526 (v) Information Inquiries


tsolt1@mail.state.mo.us

(573) 751-1847 (fax)



(800) 392-4211 (v) Consumer Complaints

V. NO CONFLICTS WITH FEDERAL LAW

FCC Rules and Regulations specify that where a State TRS program exceeds the mandatory minimum standards, the state must establish that its program in no way conflicts with federal laws.  The MoPSC has determined that the State TRS Program, as it currently exists, in no way conflicts with any known federal law.


WHEREFORE, the Missouri Public Service Commission requests renewal of its Certification of the program known as Relay Missouri for the five-year period beginning July 26, 2003 and continuing through July 26, 2008.
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