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INTRODUCTION

In response to the Federal Communications Commission (the Commission) Public Notice DA 02-1006 (Notice), released May 1, 2002, the New York State Public Service Commission (NYPSC) submits this application for re-certification of the New York Telecommunications Relay Service (NYTRS) program.  This NYTRS application meets the requirements of the Commission's rules regarding re-certification, and therefore, re-certification should be granted.   

Background

On July 8, 1993, the Commission certified the NYTRS as consistent with Title IV of the Americans with Disabilities Act of 1990, § 225 of the Communications Act of 1934 as amended, and §§ 64.601 - 64.605 of the Code of Federal Regulations 47 C.F.R §§ 64.601 - 64.605.  In 1987, the NYPSC directed all local exchange carriers (LECs) to develop an intrastate relay system to facilitate communication between users of text telephones and audio telecommunications equipment.  The NYPSC required that the relay system begin operation by January 1, 1989, and required that it incorporate the following operational standards:


(1)
The system should operate 24 hours a day;


(2)
The system should provide a level of service comparable to that provided by LECs in the existing voice network;


(3)
The cost of the system should be treated as normal operating expenses of LECs;


(4)
Charges for calls should be calculated from point-of-origination to point-of-termination, regardless of the calls’ routing; and,


(5)
Information about the relay system should be included in all local telephone directories and bill inserts at least once a year.


On April 5, 1988, the NYPSC approved an agreement between AT&T Communications of New York, Inc. (AT&T) and the 41 New York LECs for the operation of a relay service at AT&T's facility in Clifton Park, New York.  An advisory board, comprised of representatives of the AT&T, the LECs, the NYPSC, and members of the hearing and speech impaired community, was established to provide guidance to NYTRS in such areas as Communications Assistant (CA) training, problem solving, and future enhancements.  On January 1, 1989, the NYTRS began operation. 


In December 1995, the contract between the LECs and AT&T expired.  After a Commission directed request for proposal (RFP) process, the LECs awarded, and the Commission approved, a contract with Sprint as the new TRS vendor in New York.  Sprint commenced full operation of TRS in August 1997 in a new center located in Syracuse, New York.  Sprint was granted a two-year extension of its contract in the summer of 2002 and continues full operation at present.

Compliance
Section 64.604 Mandatory Minimum Standards

The NYTRS meets all operational, technical, and functional minimum standards contained in 47 C.F.R. § 64.604.


(a)
Section 64.604(a) Operational Standards: 



(1)
CAs:  Sprint implements extensive employee recruitment and selection procedures to assure persons who are selected and employed as Sprint CAs meet all relevant State and Federal proficiency requirements, including:



--Successful completion of 10 days of CA training which includes a minimum of 20 hours of diverse culture training.  Sprint provides CA training that includes: ASL "gloss" and grammar, deaf culture, needs of speech disabled users, confidentiality of calls, and the operation of relay telecommunications equipment.  



--Successful performance of a CA examination including spelling, typing, dictation, characteristics of American Sign Language (ASL) as it may be reflected in the written language of text telephone (TTY) users, deaf culture, ethics, confidentiality, and professional judgment.



--Telecommunication Relay Service (TRS) CAs must, at a minimum, possess the following qualifications:  (1) spelling skills at a 12th grade level and the ability to exercise proper telephone etiquette: (2) basic skills in English grammar at a minimum of a 12th grade level; (3) minimum typing speed of 60 words per minute; (4) the ability to understand ASL users as they borrow English, and to translate such communication into English; and, (5) the ability to convey the full content, context, and intent of relay communication they translate.  CAs must strive to maintain functional equivalence for both TTY relay users and the non-TTY relay users when a communication is relayed.



(2)
Confidentiality and Conversation Content:  The TRS CAs are prohibited from revealing the content of any conversation relayed and from keeping records of the content beyond the duration of the call.  CAs are further prohibited from intentionally altering a relayed conversation and must relay all conversation verbatim unless the relay users specifically request summarization.  



(3)
Types of Calls:  NYTRS can handle any type of call normally provided by common-carriers.  CAs are prohibited from refusing single or sequential calls and from limiting the length of calls using relay services. 



(4)
CAs must pass along the callers’ number to the public safety answering point (PSAP) when a caller disconnects before being connected to emergency services.  NYTRS, at a minimum, automatically and immediately transfers the caller to the nearest PSAP.  CAs can handle emergency calls.



(5)
CAs answering and placing a TTY-based TRS or video relay service (VRS) calls must stay with the calls for a minimum of 10 minutes.  Speech-to-Speech (STS) Calls – 15 minutes.



(6)
TRS providers must make best efforts to accommodate a TRS users’ requested CA gender when a call is initiated and if a transfer occurs, at the time the call is transferred to another CA.



(7) 
Relay providers must offer STS users the option to maintain a list of names and phone numbers that the STS users call.  When the STS users request one of these names, the CAs must repeat it and state the phone number to the users.


(b)
Section 64.604(b) Technical Standards:


(1)
ASCII and Baudot: NYTRS is capable of receiving and transmitting Baudot or ASCII communications at any speed generally in use.  NYTRS also offers enhanced protocols of Turbo Code and E-Turbo Code.



(2)
Speed of Answer: The TRS center meets and exceeds the requirement to answer 85% of all incoming calls within 10 seconds daily.  The TRS blockage rate is measured by sampling the number of calls being blocked at a minimum of every 30 minutes for each 24-hour period.  Sprint is required, under the contract, to meet the blockage rate of one call out of every hundred standard.   Daily test calls by the LECs confirm that the standard is being met.  Conversations between TTY and voice callers are transmitted in real time, unless specified by the end user.  In all cases, callers have control over their conversations.  



(3)
Equal Access of Interexchange Carriers: Callers to the TRS Program have, and will continue to have, their inter local access transport area (LATA) calls carried by any interexchange carrier that has agreed to participate in the Carrier of Choice (COC) program.  If a customer indicates their 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.  Approximately sixteen carriers have established trunk groups into the Syracuse tandem to receive relay traffic.  Callers are able to, and will continue to be able to, use any billing method made available by the requested carrier.  If the callers do not indicate a COC preference or their preferred carrier is not a COC participant, the call will be carried over the Sprint network.



(4)
TRS Facilities: NYTRS center operates 24 hours a day, 7 days a week, 365 days a year.  Relay users can call Sprint's TRS provider's Customer Service toll-free number 24 hours a day at 800-676-3777 to complain, comment or make recommendations about their relay calls.  There is a back-up to the automatic call distributor and two separate facility links.  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 maximum capacity of 24 hours.  


Sprint maintains a comprehensive disaster recovery plan to respond to potential natural and man-made system failures.  This disaster recovery plan details various levels of emergency procedures to restore service, depending on the source and severity of the service disruption.  For example, in the event of a complete power outage, incoming calls will be routed to other Sprint TRS facilities.  If a route blockage should occur, courtesy messages will be provided to the calling party informing the caller of the situation.  



(5)
Technology: NYTRS provides Voice Carryover (VCO) and Hearing Carryover (HCO) as standard features of TRS.  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 relay.  The operator will type the standard phone users’ conversation to the VCO user.  The HCO feature allows a speech disabled customer to listen directly to the standard phone users via the relay.  The operator will voice the HCO users’ conversations as they are typed.  In addition, automated branding of VCO/HCO is a device enhancement provided by Sprint that allows VCO users to set-up their calls without typing and HCO users to listen during call set-up.



Additionally, the NYTRS Program offers the following enhanced features:



--Customer Database.  Numerous aspects of initiating calls by users may be automated.  These aspects include, but are not limited to, the Communication Mode (TTY, Voice, ASCII); Carrier Preference; Preferred Billing Method; and, Frequently Dialed Numbers;



--Flexible Billing.  Relay state callers may complete calls from anywhere to any place in the world;



--Last Number Redial.  A customer may redial a number without having to provide the outdial number information;



--Marine Calling.  Relay state callers may place a ship-to-shore call, or vice-versa, through Marine operators;



--Single Line Answering Machine Retrieval.  Relay state callers may retrieve their voice-mail messages on the inbound leg of the call;



--Sprint Call Distribution.  State-of-the-art call routing technology allows a customer to reach the next available CA through Sprint and its partnered TRS centers;



--Two-line VCO. VCO users may communicate using a personal computer with ASCII compatibility and a second line with conference calling capability.



(6)
Voice Mail and Interactive Menu: CAs alert the TRS users to the presence of a recorded message and interactive menu through a hot key on the CAs’ terminals.  The TRS providers electronically capture recorded messages and return them for the length of the call and do not impose any charges for additional calls that must be made by the users in order to complete calls involving recorded or interactive messages.  TRS handles pay-per-calls.


c.
Section 64.604(c) Functional Standards


(1)
Enforcement:  In the event that the NYPSC fails to take action within 180 days after a complaint is filed about its TRS Program, the NYPSC understands that the Commission shall exercise jurisdiction over the complaint.  The NYPSC understands that the failure to meet the deadlines for resolving a complaint may adversely affect the continued certification of the NYTRS Program. 



(2)
Contact Person:  Leonard Silverstein – New York State Public Service Commission, 161 Deleware Avenue, Delmar, New York, 12054, (518) 474-1788.



(3)
Public access to TRS information carriers, through publication in their directories, periodic billing inserts, placement of TRS instructions, including 711 access, in phone directories, DA services, and incorporation of 774 numbers in phone directories shall assure that callers are aware of all forms of TRS.




(4)
Rates:  NYTRS provides the following toll-free numbers for access to relay: (1) Voice: 800-421-1220; TTY: 800-662-1220; and (3) ASCII: 800-584-2899.  Long distance charges are based on point-of origin-point-of-destination.  Relay users incur no telephone charges when using the relay.  The rates that relay users incur are 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 for the point-of-origination to the point-of-termination.  Certified speech and hearing impaired customers receive long-distance discounts for interstate relay calls at the rate of 50 percent off day rates.  All LECs provide a 50 percent discount to certified speech and hearing impaired customers on intraLATA calls.



(5)
Jurisdictional Separation of Costs: The TRS Program observes all jurisdictional separation of costs as required by 47 C.F.R. § 64.604(c)(4).  Our TRS provider is reimbursed for its costs in performing interstate and toll-free calls from the Interstate TRS Fund administered by National Exchange Carriers Association (NECA).


The TRS provider is reimbursed for its costs in performing intrastate calls from a target accessibility fund (TAF) established by the NYPSC.



(6)
Complaint Procedure: The NYPSC has established, with the TRS provider, a mechanism for receiving and resolving complaints from users of the relay.  Below are several options from which relay users may choose in directing their concerns, complaints, or recommendations:



--During or immediately after a relay call, the users may request that the CA contact the relay supervisor;



--The users may contact the New York State Telephone Association (NYSTA) Manager; the NYTRS Account Manager number is: 1-800-664-6349 Voice; 835-5515 Text; 

or 



--The user may contact the national Sprint Customer Service Center at 800-676-3777 (TTY/Voice/ASCII); and in addition, Sprint provides a 24-hour-a-day, 7-day-a-week, Customer Service toll-free Voice and TTY number (800-676-3777) for TRS users desiring to file a complaint or recommendation.  Complaints and recommendations filed with Customer Service are immediately addressed by the Sprint Account Manager for the NYTRS services.  The customer service center provides another avenue for users with concerns about CAs and/or a relay center's supervisor.



--The NYPSC may also be contacted at 1-800-342-3377.



(7)
Treatment of TRS Customer Information: The Program Preference Database includes types of call, billing information, speed dialing, slow typing, carrier of choice, emergency numbers, blocked outbound numbers, and language type (English, Spanish, ASL).  Call notes are included in the customer profile.  At the end of the ensuing contract(s), Sprint will transfer all New York database records to the next incoming relay provider, at least 60 days prior to the last day of service, in a usable format.  

CONCLUSION

The NYPSC certifies that the foregoing is true and correct and that the NYTRS meets the requirements contained in the Commission's regulations, and should be re-certified.  The NYPSC also certifies that the NYTRS program in no way conflicts with federal law. 
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