Appendix | Quality Assurance Program on Speed of Answer

As our TRS vendor since January 1992 Sprint has developed the capability to effectively
manage a human resource pool that provides unsurpassed quality. Sprint has grown their
TRS Operations capability to handle approximately 27 million calls per year. Spnint has
gained valuable experience in sizing its TRS Operations to accommodate contract
requirements. Historical call detail is gathered by 15-minute periods throughout the years of
providing TRS service. This historical information 1s combined with state-specific
information to establish anticipated call pattems that accurately predict the personnel needs
necessary to efficiently process the relay calls.

Sprint meets the North Carolina’s requirement of answering 90% of all calls within 10
seconds on a daily basis by a live CA. (Abandoned calls are included in this 90/10 Service
Level calculation.} Sprint will ensure that no more than 30 seconds elapses between the
receipt of the dialing information and the dialing of the requested number.

After reaching TRS, 90% of all calls must be answered by TRS i 10 seconds and the average
time shall not exceed 3.3 seconds on daily basts.

Sprint samples the average answer time a minimum of every 30 minutes for each 24-hour
period. Sprint’s Traffic Management Control Center {(TMCC) and our Enhanced Services
Operations Control Center (ESOCC) are staffed with professionals who understand call
processes, call volumes, distribution patterns, contract requirements and call routing, thus
ensuring exemplary service.

The Sprint Centers that serve North Carolina are provided with sufficient facilities to
provide a Grade of Service (GOS) of P.01 or better for calls entering the North Carolina call
center switch equipment. Inbound calls that may be blocked within the Public Switched
Telephone Network (PSTN) will receive a voice recording stating that all circuits are busy
and to try the call again within a few minutes.

Performance of inbound traffic on each toll-free number where it enters the Sprint network
is measured continuously and reported both daily and monthly. These measurements, which
include traffic volume and blockage data, are compiled into a monthly report available to the
state. In addition, the dedicated trunk facilittes that route the call from the terminating
network switch to the ACD (Automatic Call Distributor) at the serving relay center are
monitored daily for compliance with blockage limitations. These data are monitored for

+ both short and long-term trends to ensure the most cost-effective use of resources.

27



%60°0 %600 %BLIO %0F0 %L01 BoYYy %0T'8 E YA TIVIOL

%900 %300 %ST0 %610 %171 BOLY %798 %BER'H8 20/82/20
BYO'0 %00 %EL'D %9£°0 %91'L BY6't %638 BSH b8 T0/LT/20
%BT00 %010 %170 %150 %OE'1 %B6LY %198 %SS'+8 20/92/20
BYO0 %00 %810 %E9°0 %01°1 %96°S BI66 %ES TR 20/S2/20
BLIO %01°0 %BED %10 %680 %96°€ BIYL %1598 20/Y2120
%600 B0 %070 %BPE0 %990 %86°€ BLY'Y BYLLY Z0/€2/20
%TL0 %P0 BIT0 %ES0 BLO'T BOO'Y BIER B1LSR 2022120
%Y10 %800 %900 %60 %60°1 BOL'Y %9L'8 %TIPY 20/12/20
%800 %10 %900 %8F0 BLT1 %B6E Y BYT6 BYE S 20/02/20
%300 %010 %810 %BLY O %61'1 %BYEY %99°8 BLE VR 20/61/20
%80°0 %010 %900 %150 %701 BISH %oY'8 BST'GY Z0/81/20
BLIO BLED %OT0 BLED %660 %B16E %099 BYLLY Z0/L1/Z0
B0 %00 BSED %S1°0 %880 BYTE B6S L By LY Z0/91/20
%B8O0 B0 %010 BLYO %980 BSO'F B8 BIEYY 20/S1/20
BELO %600 %ST0 BLYO %EE'T %01'S %80'8 %YSH8 ZO/P1/20
BP0 %800 %81°0 BET0 %880 %9y %553 %658 Z0/£1/20
%T10 B30°0 %90°0 BIED %ST'1 %60°S BYE6 BYLES Z0/21/20
%90°0 %00 %610 %SED BST'1 %BRE Y %B3E'3 BYLYS Z0/11/20
BELD BLOD %070 %BLS O %TS'1 %S1'p BV L %06'S8 20/01/20
%80°0 %01°0 %800 %B9T0 BI60 BILE B16°C %683 T0/60/20
%010 %900 BEL0 BYED %980 %91 %95'L %6L93 Z0/30/70
%80°0 %010 BITO %6E0 AR %8O°S BLEL %SOS8 Z0/LO/Z0
%910 BYT0 %010 %Y 0 %81°1 B6TY %6E 8 %9158 Z0/90/70
BIT0 B0 %ET'D %BEPD %101 BISS BSLL %96 b8 20/S0/20
%80°0 %900 %BST0 %S0 %S0°1 %60°S %88 BET V8 Z0/P0/20
BLOD %R0 %9E"0 BLYO B0l %06'T %BS6'L BYI'LY 20/€0/20
%610 %BSO0 %610 %BOE0 BP0 BYO'E %09'9 %8L'88 0120170
%300 %90°0 %T10 %BSE0 BILO %66°€ %08 %L998 Z0/10/20
SILANIN  SELANIN  SALANDN  SAUANIN  SHLANIN  SELONIW  SALANIN  SELONIN aLva
+09 09 0} +05 05 01 +0¥ Ob 01 +0€ 0€ 01 +0¢ 0z 01 401 01 014§ S0 h
= 9vd ON MOA OVINADHAL S + 40 SAHWNN FTHOU TIVD ANIHdS

2007/8T/T6 A LVANNY SHOIAYAS AVTHI NOLLYIINNIWINODTTAL b -1 HOVDS LU0



NV 9l MO

SPCIASIORZL0

86 LZEER | LIEVPIE zervee | voe | zmee | vzvsz | ves | w62 foeconzz | ces |sevzz| esooes | Les | ocme | iseszel | o |uewel | RiCRL o | oees | osocos | wza | ozw |owerrs ] Lwe |mmie | el Fos | cer'sL | T8 | En | wtiln | e | 085
86 66 | EELZ | LOOLIE 2696 |46 | w00 | GrlL | 266 | 2L | 4€l0€ |Ze6 | zoc | seor |o9s | ey | veore |86 | svE | eaen { 66 | 51 | mee [ 666 | S J9u6LL | 568 [FOZI Vig peL (LPE| € cee (86| » IE
96 | v | espz | Louske 126 loce | 66 | ozes | 566 | v9 | €995e | ¥96 | oz | ioz8 |28 | o6 | coees |oee | 995 | o8 | 26 | 6 | 2z w08 | vz [georzy |gee juvzi| zey |08 | 2 | 68 tee b v | ese |Eme| o1 | oo
86 | 66 | 1GLE | LEVEIE V66 | 596 | B¥ | 005 |B@B | S |9220) |66 |Sith | @196t |ows |ust | sozoe [ce6 | vaz | esz | 88 | © | wivl [€Be | 51 |0€LESL | 966 | 0ESI ze zez {re6) € | sen |968 | 2L | 62
96 | 66 | ®EEc | €2LIEE saic | ve6 | vt | 666 |66 | 01 |oszas |ces | ees | eczh |9s6 | vz | wwo0s | 1esf wis | eeel | 68 | w1 | sz |oes | £2 |SPRSLI | 66 | 8841 ¥0B 281 |oe6| z | sest [Les| o1 | &2
@ | 66 | BLEC | ¥ZOSEE oozz | vee | 8z | o6 | 966 | £ |909z0v | 568 | icor | 6206 | 96 | gol | eiver |@es| 005 | oast | ee | o1 | osez |zwe | sz ousoss [ses feist| Lz pe0e | €| v82 ve6 | € | 68 |r8) 6 | L2
%6 | 86 | viet | e@psee GovL | Z26| 18 | 6oy | 266 | S | coovn | w66 | 269 | Seoze |66 | tec | ovole |46 | Szo | sove o001 | St | Zubr foze | gy |12652) |euefoezly 68 |vee ] | ogo 26| L | ®8EL |1E6 | ¥ | 92
96 | 86 | 96EE | SISELE 9ice |26 | 101 | w85 |z68 | © | 182az | 186 | cos | ozvec |9ee | oot | eez6s | 99a | 619 | oizy |owe | o | eves |oee| 81 |ocowei oee Joser | ey (eS| § | BiE T8 9 | egsez [vee]| v2 | S2
86 | 66 | 8502 | SzBv02 ess |1e6] 5 | 66z |g66 ]| £ oovie |ves|2ie | wbze |ces | co | secer |8i6 )| 66v | 001 (988 | + | 8izc |56 | ve [oovwii @8 [ewil| TBL | VIE) 2 L] 586 ¥Z
86 16 | 8z | vESiEZ 02t [zes | 8L [4:] SBUST | 016 | 08 | 8zoul | o6 | ey | zveey |ese | 1l | ao J&e | o1 | oeoez [ese | 92 [r0siZ ) SE6 |EE2Y 108 gaL |6e6 | 2 | oZee jsu6| ¥E | EC
g6 | 86 | ¥90e | EOLICE Z85t |16 0S | 86t | 066 | Z | 6vees | oe6 | 206 | zosez |ees | mez | Sseve |ove | cov | zeey [oes | er | Lewn j€E6 | BI 7162901 | 968 [ESEL 068 ez |zoe| ¢ | evzz |um6 | €2 | 22
w6 86§ Oive | SREEET Tooo 226§ s | ey | ves | z | 6600 | 286 | 121 | 6iz8z | z66 | ez | vweer | 596 | €23 | seez |E6 | ot | ot |Ei6| o€ |oses9) [wee [sone ] saiL (w06 | €1 | €8S 146 g | 2oz [vi6] e | 12
86 66 | 8208 | 96L08E G106 |66 | o6 | 869 | £661 L |ovws0l | v66 L0001 | ceioz |66 | 692 | wezer |owe | bvw | teoL [ces | 1t | scvl |6@8 | 91 |€is0vl joee jB0vL] 1B9 [ 106 ) L g6z lEes| £ | 6801 Q66| 1 | OZ
76 g6 | 2926 § SO60ZE EozoL | 666 | 691 | 68 | 066 | v |9iczii | G66 |OviL | ouasz | ve6 | 1oe | ket {296 | 8sc | oSt |oee | o1 | veos |oew | 2 [eecoss|iee [sizi| o8 @68 ) € ¥ig fTes| & | os0z [Sse6| 12 | &
96 | o6 | ssee | woOLLE g6l | 626 | viz | vt | 198 | * | 90tcL | 456 | veL | wsizz | 6os | otz | ceese | o6 | wwe | cozz |ace | ce | szzs | o8| 45 | £utos joee joue | a0z 1206 ) €2 | 8962 |GLE 9z | ecoe |eee| 68 | &1
86 8 | £pZC | {6Z6LZ Sieo | 626 69 | 661 |66 | 2 | 2900r | 496 | 90v | coees | 068 | 102 | 16665 | ¥SG | 629 | 26vt | 566 | St | ov0s |wee | vs {veooe [ses |98 | 6L 568 | T 0’46 s6v |Lee] S £}
96 | .6 | s2sz | Lo2eeE (168 |@Z6 | 96 | 862 [©66 | € | 0iLEE | €46 | 49 | D0Sze |2me | mez | 25e0¢ | 196 | eeL | 9ssz |wes | 62 | woue | 9em | SE | 2I066 ;TG | 896 006 Bz |seef £ | o1 o098 | @1 | 9L
86 | 46 | MSEC | DOBWZE oe6ol | 1ce | 281 | v6z | 186 | © | G9czc | 696 | 352 | 6569¢ | 446 | Bee | 1e6ce | €96 | 9oL | sooe 628 | o6 | esek |ees [ vy |2oc0zi|lue |sezi | o6 |68 7os |ees] e | 9s0s |2 25 | 5
28 £6 | 928 | cEBKOE G812y | £26 | 261 | £25 | 596 8 | 99zes | 228 | 129 | oieer |owe | zev | oee |9u6 | €£oa | voos lase [ €5 | zee |goe | v [iomoijovs vini]| 2B 806 | Z ozr (@06 | 8 | 2oy |SE6] 1S [ ¥t
g | 66 | sove | segece GbZ6 |C96 | 06 | 689 | @66 | © |1080L: | 986 |SLii | £1B6L | 166 | o0z | 9swod |26 | 648 | £89L | 066 21 | é5kt | 1@ | 81 |SiklLE [ 986 jOZIE 68 296 861 |vee | v | EI
% | 66 | .vEE | S9SIEE Zeva |2c6| 69 | 661 | 966 Z | S066. | 896 | 608 | 0S60E |S66 | Lit | Geenz |96 | miz | zuiz [ L9 | zz | 2101 [o0@8{ b (€L59EL | 66 | OLE) 106 oot |ose| # | 2i92 |oee| 2 | 2
86 | 96 | ZvSE | L9vvC EES0L | 626 | Shb | 96C | v66 | ¥ |28Cc0L | v'B6 |¥¥OL | €628 | 226 | 286 | serzs |96 | 662 | svos [oes | 15 | 2:20 |eos | vi [SESELL| 166 [BKLL ¥05 ziv feve| s | 2292 |Ees| 22 | 1
g6 | ¢6 | a0z | soel02 5150 1ea| oL | L6s |@Be| . |608ce (606 L 0SE | E4Szt |26 |6z | 20665 096 | 919 | ovie [wbe | of | oecZ {008 | 1€ | Siivl | V06 | 28 o8 196 |eesf o | €01 [weB| b | 0
96 | 96 | @igz | L2912 Zi2or \ioe [sir | oes |vie | o | szzzr |azs | 61 | 2ecet | 296 | 2zt | 2veis | 996 | o6 | voee |ous | oc | eos [iee | 1o [ocose [Lue|ped | ooe |Sia| v | 2 06| € [ esBE |ses o | 6
96 | 66 | &L1E | GRLPIE 26998 | 995 | U8 | €62t | 966 | B | 5028 | w66 | £es | 1602 |Z96 | 2L | ooovs | 686 | éxz | ceze |oes | €. | ezee |ewe | vE [sevDZi|ve6 [Zizi) 08 (€68 ( | ze, |oo6| z | ooz |ees| & ]
86 6 | BOEE | ISMIZE 2060t |ze6 1 21t | Bz |#e6 | £ | 6zvem |06 | 028 | coese | e | vaz | oveze |sue | ove | vace [oee | e | wsw [zos ] o1 Jewemrh|rue i) 08 | £06 S gog |voe ) 6 | 0L1Z [Eee| T L
66 | 001 [ BiZE | 9r29cE 606E | 166 | zr | sk |was | S0 | 022001 | 566 (L103 | ¥SILPE | weB | E¥Z | E199L | @66 | BB | B8O |L66 ) L wzzz |@zs | vz JeceZis (068 MELL| 6B R | 8 |5E]| L 88 |68 | B 9
86 66 605€ £0LLVE ZocrL | 056 | 6FL | 00E [E86 [ € |2LE00L | 566 (8901 | #£2v2 | 966 | yrZ | 65869 |O®E | €12 | £601 | €68 | LI @80k | S8 [ 21 |ozeZ) | ree |seeL | 6Ll Ees | 2 86z |698| € 928 |#i8| & E} )
f6 66 199€ 0ESE9E oElle | 986 | 22C | ¥68 | Ee6| 6 80158 | 1’66 | 650 | SEBEL | 6°06 | 161 grtr8 | 1868 | 258 | Gi6E |r66 | OF ocz | vwe | 8z [ecszzi | ses [1E2L] 00C jO08 | ¥ 6961 | ¥E6 | O 086 06| O v
96 85 £622 PE692Z 08991 | 666 | 401 | 962 |Lle@ | € ZL¥SE | 06 | 65€ | 0228 | 066 ] B B.685 | 186 | S09 1821 | 968 | B 04y |28 | 2r | o088 | 698 |S001 | ERI gis| 2 o'6e 498 | 986 ] 6 E
6 596 BELT E55892 10282 | 206 | Ov2 | BRY | L2868 & EZEEE [ 698 | 1GC | L0WOZ [ T40 | 0LZ | £5140 | 096 | BOG | €062 [ 998 | ME 16zz | 918 | sz | opess | 406 | aT8 V08 Bz |CE6| ® O8¥E 106 | 9E Z :
86 96 18554 65952 GeFZEZ | LB6 | 822 | GBOL | 986 | LI | BRESE | 1’06 | OLB | BOS¥Z | 1'E8 | &v2 10065 | S48 | Lve | 0802 |Vea ] 12 TilL | V0B | €1 |E6HHTL | B'BE | 2BZL 108 89 |S96 | & egs | veé [4 3
IAS [QTAS| S4BD | SidTIAS Sld IAS SIRD [ 'Rd IAS SIBD| Rd IAS SID| Rd AS s#eD ‘Rd JAS SMD [ Wd | IAS s | sd AS W0 | 6id  JAS WD | ®d  JAS WED| md  AS SIED ‘Bd  IAS  SIED | 8]
NS NG S AS wMs M8 ns WS S A8 TAS
aww_|Aeg | el [E1eL 200¢
CEIES [T H0SGUI Big XNoKg 7] %000 SovepuBdepU WL —eIouEy TRV “Snhrnbnary ey
Ajleq Spuo2as 0] UM 24,06 :Juswatinbay %86 1|oA9 9o1nles paybiam eujjored YUoN




