
September  17,  2002

To:
Marlene H. Dortch


Office of the Secretary


Federal Communications Commission



445 12th Street, SW/Room TW-A325



Washington, DC 20554

From:
Georgia Public Service Commission



State Office Building Annex



244 Washington Street, SW



Atlanta, Georgia 30334-5701

Subject:
TELECOMMUNICATIONS RELAY SERVICE (TRS) STATE CERTIFICATION APPLICATION

Pursuant to the requirements of Title IV (Telecommunications) of the Americans with Disabilities Act (ADA) and the Federal Communications Commission’s (FCC) Public Notice of May 1, 2002, the Georgia Public Service Commission   (Georgia PSC, Commission or PSC) submits, on behalf of the state, the Georgia TRS State Certification Renewal Application.  This submission is made by Georgia Public Service Commission as a result of its statutory responsibilities under Official Code of Georgia Annotated O.C.G.A §46-5-30.

This renewal application provides a brief history of the Georgia Telecommunications Relay Service  (formerly the Dual Party Relay Service) and addresses the three requirements for certification listed by the FCC regarding TRS State Certification in the Public Notice of May 1, 2002:
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(1) “The state program meets or exceeds all operational, technical and functional minimum standards contained in 47 C.F.R. §64.604;

(2) The state program makes available adequate procedures and remedies for enforcing the requirements of the state program; and

(3)
Where a state program exceeds the mandatory minimum standards contained in §64.604, the state establishes that its program in no way conflicts with federal law.”

The renewal application, as required, is in narrative form.  Reference documents are appended as attachments.

Questions concerning this application should be directed to:







K. H. Ellison







Assistant Director, Utilities Division







Georgia Public Service Commission







244 Washington Street, S.W.







Atlanta, GA 30334







404.656.4536 (Voice)







404.656.0980 (Fax)







E-mail: kellison@psc.state.ga.us
____________________


_________________________________

Date






David L. Burgess








Chairman








Georgia Public Service Commission
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History of the Georgia TRS
The origin of the Georgia TRS can be traced to the spring of 1989 when Senate Bill 310 was enacted by the General Assembly.  This bill required the Georgia Public Service Commission to “…undertake a study of the feasibility of establishing…a statewide dual party relay system.”  Such a study was then undertaken by the Commission and included significant input from telecommunications carriers, other state agencies and the hearing/speech impaired community.  This study was approved by the Georgia Public Service Commission in September 1989 and submitted to the General Assembly for consideration.  The study recommended that a TRS be established in Georgia.

In the spring of 1990 the General Assembly enacted Senate Bill 591 O.C.G.A §46-5-30 (Attachment 1)  which required the Georgia Public Service Commission to “…establish, implement, administer, and promote a state-wide single provider dual party telephone relay system…”  A Dual Party Relay System (DPRS) Task Force was then formed by the Commission to draft the DPRS service provider bidding document, the Request for Proposals (RFP).  This Task Force included representatives from the hearing/speech impaired community, telecommunications carriers and other state agencies.  In July 1990, the Commission approved and released this RFP.  Bids were received in September 1990, and following evaluation of offers, AT&T was awarded a contract to provide the Georgia TRS.  The Georgia TRS became operational on April 1, 1991, three months ahead of the statutory deadline established in Senate Bill 591.

The Georgia TRS serves in excess of 600,000 hearing/speech impaired Georgians on a twenty-four hour-a-day basis.  Initially intrastate, the TRS added an interstate, international calling capability on August 15, 1992.  The technological capabilities of Georgia TRS have been continually improved over time.  The FCC requirement for Abbreviated Dialing Code NXX 711 was accomplished under the Commission’s 12th Amendatory Letter Order of November 13, 2000  (Attachment 2).  The TRS funding mechanism is a state mandated monthly maintenance surcharge on residential and business local exchange access facilities.
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Georgia TRS Contract Status
AT&T won a second competitive bidding in 1997 to provide the Georgia TRS.  AT&T’s contract to provide this service expires on March 31, 2003 (The GA PSC/AT&T Relay Service Agreement and Agreement Amendments 1 and 2 are Attachments 3, 4, and 5 respectively).  In  July 2002, the Commission released a request for proposals for a TRS service provider to begin providing these services on April 1, 2003.  On September 17, 2002, pursuant to this RFP, the Commission will select a vendor to provide the Georgia TRS beginning on the subject date in 2003. Once  this selection process has been completed and a new service agreement has been signed, the GPSC shall notify the  FCC.

Certification Renewal Application
Certification requirements are stated, followed by appropriate documentation.

Requirement 1
Establish that the state program meets or exceeds all operational, technical functional minimum standards contained in 47 C.F.R. §64.604.

(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; and that CAs have competent skills in typing, grammar, spelling, interpretation of typewritten ASL and familiarity with hearing and speech disability cultures, languages and etiquette.  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.  TRS providers are  responsible for requiring that VRS CAs are qualified interpreters.  A “qualified interpreter” is able to interpret effectively, accurately, and impartially , both receptively and expressively, using any necessary specialized vocabulary.

Documentation: The Georgia Telecommunications Relay Service Agreement states that:
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A. “Each Communications Assistant shall be trained to be familiar with the special communications needs of persons who are hearing/speech impaired.  The Contractor shall work with organizations with prior experience in the provision of services to the hearing/speech impaired community.  Each Communication Assistant’s training shall include appropriate testing to document that the required proficiency has been achieved.  On-going training shall be provided on not less than an annual basis.”  (Service Agreement Paragraph 4A).

B.  “Communications Assistants shall be required to pass a typing skills test of a minimum of 45 words per minute  and demonstrate skills in English grammar at a minimum of 12th grade level.”  (Service Agreement Paragraph 4B).  AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002, (Attachment 6) includes a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix which states the CA typing speed meets a minimum requirement of 60 words per minute.

C. “Communications Assistants shall convey the full content and context of the communications they translate, using language most readily understood by the person receiving the information.”  (Service Agreement Paragraph 4C).

D. “Communications Assistants shall not counsel, advise, or interject personal opinions or additional information into any communication which they are translating.”  (Service Agreement Paragraph 4D).

E. “Communications Assistants shall be available to accept calls in English and written syntax (speech idioms) of American Sign Language.”  (Service Agreement Paragraph 4E).

(2) Confidentiality and conversation content.  (i) Except  as authorized by Section 705 of the Communications Act, 47 U.S.C. §605, CAs are prohibited from disclosing the content of any relayed conversation regardless of content, and with a limited exception for STS CAs, from keeping records of the content of any conversation beyond the duration of a call, even if to do so would be inconsistent with state or local law.  STS CAs may retain information from particular call in order to facilitate the completion  of  consecutive calls, at the request of the user.  The caller may request the STS CA to retain such information, or the CA may ask the caller if he wants the CA to repeat the same information during subsequent calls.  
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The CA may retain the information only for as long as it  takes to complete the subsequent calls.  (ii) CAs are prohibited from intentionally relayed conversation and, to the extent that it is not inconsistent with federal, state or September 17, 2002 local law regarding use of  telephone  company facilities for illegal purposes, must relay all conversation verbatim unless the independence  of the user, the user maintains control of the conversation the relay user specifically requests summarization, or if the user requests interpretation of an ASL call.  An STS CA may facilitate the call of an STS user with a speech disability so long as the CA does not interfere with, and the user does not object.  Appropriate measures must be  taken by relay providers to ensure that confidentiality of  VRS users is maintained.
Documentation: The Georgia Telecommunications Relay Service Agreement states that:

A. “The system shall protect the privacy of persons to whom relay services are provided and shall require all Communications Assistants to maintain the confidentiality of all telephone messages.  The confidentiality and privacy of persons to whom relay services are provided will be protected by means of the following:

1. The relay center shall not maintain any form of permanent copies of messages relayed by their Communications Assistants or allow the content of telephone messages to be communicated to, or accessible to, non-staff members;

2.
Persons using the relay services shall not be required to provide any personal identifying information until the party they are calling is on the line and shall only be required to identify themselves to the extent necessary to fulfill the purpose of their call and allow proper billing;

3. Communications Assistants shall not leave messages with third parties unless instructed to do so by the person making the call;

4. Communications Assistants  shall not intentionally alter a relayed conversation; and

5. Communications Assistants shall not refuse calls or limit the length of calls.”  (Service Agreement Paragraph 5).
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B. “Communications Assistants shall convey the full content and context of the communications they translate, using language most readily understood by the person receiving the information.”  (Service Agreement Paragraph 4C).

C. “Communications Assistants shall not counsel, advise, or interject opinions or additional information into any communication which they are translating.”  (Service Agreement Paragraph 4D).

(3)
Type 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.  

Documentation: The Georgia Telecommunications Relay Service Agreement states that:

A. “Communications Assistants shall not refuse calls or limit the length of calls.”  (Service Agreement Paragraph 5E).

B. The contractor has advised (AT&T letter to Ketron H. Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) that the Georgia TRS now handles all call types which are technically feasible, including pay per call.  

 (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. 

Documentation:  The Georgia Telecommunications Relay Service Agreement states that:



“Upon receiving an emergency call from a TDD user, the Communications Assistant shall be prepared to handle the call expeditiously and effectively.
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The Contractor shall implement standard procedures which shall be utilized in responding to emergency calls although the TRS is not designed to be a substitute for 911 centers where they exist.”  (Service Agreement Paragraph 4J).

(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.

Documentation: The contractor has advised (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix  “CA’s remain on the call for a minimum of 10 minutes.  STS call CAs remain on the line for a minimum of fifteen minutes.”

(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.

Documentation: The contractor has advised (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix that “AT&T has procedures in place for making every effort to accommodate a relay user’s request for a specific gender to relay the call.  Additionally, if a switch occurs during a relay conversation, every effort is made to provide the same 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 the 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.

Documentation: The contractor has advised (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix that “AT&T has STS procedures in place in which STS CA will repeat the name and 
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state the telephone number to the STS user before dialing the call; STS user has  the option of utilizing the AT&T Relay Choice Profile to maintain a list of names and telephone numbers.”

(b) Technical standards.

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

Documentation:  The Georgia Telecommunications Relay Service Agreement states that  the TRS shall have the “Ability to access and be accessed by computer of  up to and including 9600 band via ASCII codes, and up to 45 baudot.”  (Service Agreement Paragraph 3E).  Additionally, the contractor has advised (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix that it provides  ASCII speed of 300-2400, Baudot of 45.5 and Turbo Code of 100. 

(2)
Speed of answer.  TRS shall include adequate staffing to provide callers with efficient access under 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 attempting 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 ten 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.

Documentation: The Georgia Telecommunications Relay Service Agreement states that:
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A. “Sufficient Communications Assistants and facilities to meet the …Communications Assistants quality of service standards set forth in Paragraph 6.”  (Service Agreement Paragraph 3C).

B. The quality of service provided by the System shall be as follows:

1. “Under normal usage conditions, no more than one call in 100 shall receive a busy signal when calling the relay center.”  (Service Agreement Paragraph 6A).

2. “After reaching the relay center, 85 percent of all calls shall be answered by the relay center within 10 seconds during all times of the day.   No more than 30 seconds shall elapse between receipt of dialing information and the dialing of the requested number.  Contractor shall have and reasonably seek to obtain the goal of an average answer time of 3.3 seconds or less.”  (Service Agreement Paragraph 6B).

3. “Transmission circuits shall meet or exceed interexchange performance standards for circuit loss and noise.”  (Service Agreement Paragraph 6C).

Additionally, the contractor has advised (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix that it provides 85/10 performance on a daily basis.

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

Documentation: The Georgia Telecommunications Relay Service Agreement, Amendment No. 1, under AT&T Basic TRS Service,  contains the following:  “AT&T has provided Carrier of Choice since  July 26, 1993.  Carrier of Choice enables the user to choose participating carriers in any jurisdiction, provided that the carrier meets the minimum industry standard for TRS Carrier of Choice.”

(4) TRS facilities.  TRS shall operate every day, 24 hours a day.  TRS shall have adequate 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 

September 17, 2002

Page –12-

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 or trunk congestion shall be functionally equivalent to what a voice caller would experience in attempting to reach a party through the voice telephone network.

Documentation: The Georgia Telecommunications Relay Service Agreement states that: 

A. “The TRS shall provide continuous relay service for all Georgia exchanges at all times, (i.e. for the full time of every day).”  (Service Agreement Paragraph 1).

B. The TRS shall have the following capabilities:


“Uninterruptible Power System to ensure that the TRS will continue to operate for a minimum of 12 hours time in the event of a power failure.”  (Service Agreement Paragraph 3G).

C. The TRS shall:

1. “Accept calls from telecommunication devices for the deaf (“TDD”) or computer equipped callers; place such calls to hearing and voice capable individuals; and translate electronic messages to voice messages and voice messages to electronic messages in order to complete the communications links; and

2. Accept calls from hearing and voice capable callers; place such calls to “TDD” or computer equipped individuals; and translate the voice messages to electronic messages and electronic messages to voice messages in order to complete the communications link.”  (Service Agreement Paragraph 1).

D. The quality of service provided by the  System shall be as follows:

Under normal conditions, no more than one call in 100 shall receive a busy signal when calling the relay center.  (Service Agreement Paragraph 6A).

(5) Technology.  No regulation set forth in this subpart is intended to discourage or impair the development of improved technology that fosters 
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the availability of telecommunications to persons with disabilities.  VCO and HCO technology are required to be standard features of TRS.

Documentation: The contractor has confirmed (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix that the following types of calls may be placed through the Georgia TRS: “TTY to Voice, Voice to TTY, Voice to Voice (VTV), Text to VCO (TTV), VCO to Text (VTT), VCO to HCO, VCO with Privacy, Hearing to Hearing (HTH), HCO to VCO, Text to HCO, HCO with Privacy, HCO to Text, Speech to Speech, Spanish to Spanish, and Pay-per-call (e.g. 900, 976).”

(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 which 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.

Documentation: The contractor has advised that (AT&T letter to Ketron Ellison (GA PSC) from Mitchell Levy (AT&T) of June 10, 2002) in a Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix the “CA work station is equipped with a proprietary product.  This tool is for CAs, supports and facilitates the call management in situations where the TRS call terminates at an answer machine, pre-recorded message or a multiple-choice Voice Response System (VRS) menu.  No records is (sic) kept each message is automatically oblitejrated.”

(c) Functional standards.

(1) Consumer complaint logs.  (i) States must maintain a consumer complaints including all complaints about TRS in the state, whether filed with the TRS provider or the state, and must retain the log until the next application for certification is granted.  The log shall include, at a minimum, the date the complaint was filed, the nature of the complaint, the date of resolution, and 
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an explanation of the resolution.  (ii) Summaries of logs must be submitted annually to the Commission and at the time of certification.

Documentation: Both the Georgia Public Service Commission and the Georgia TRS service provider, AT&T, have submitted the complaint logs in a timely manner (Copies of GA PSC and AT&T submission are  found in Attachment  7).

(2)
Contact persons.  (i) States must submit to the Commission a contact person or office for TRS  consumer information and complaints about intrastate TRS.  The submission must include, at a minimum, the name and address of the state office that receives complaints, grievances, inquiries and suggestions, voice and TTY telephone numbers, fax number, e-mail address, and physical address to which correspondence should be sent.

 (2)(ii) Providers of interstate TRS and relay providers having state TRS contracts must submit to the Commission a contact person or office for TRS consumer information and complaints about the provider’s service.  This submission must include, at a minimum, the name and address of the office that receives complaints, grievances, inquiries and suggestions, voice and TTY telephone numbers, fax number, e-mail address, and physical address to which correspondence should be sent.

Documentation:  The Georgia Public Service Commission has provided this information to the Federal Communications Commission.  A copy of the GA PSC’s submission to the FCC in this regard is Attachment 8.  AT&T has likewise provided this information to the FCC, a copy of which is contained in the Georgia Telecommunications Relay Service Mandatory Minimum Standards Matrix attached to the June 10, 2002 letter from Mitchell Levy (AT&T) to Ketron Ellison (GA PSC).

(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 the telephone directories, shall assure that
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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 hearing or speech disabled and senior citizens, as well as members of the general population.  

Documentation: The GA PSC Letter Order of December 4, 1990 (Attachment 9) requires that certain steps be taken by carriers to ensure public access to information.  These required steps are:

A. For the Contractor: “AT&T of the Southern States, Inc.:   Provide all local exchange companies not later than December 11, 1990, sample bill inserts and white/yellow directory listings explaining the nature and functioning of and manner to access the relay system.”

B. For Southern Bell Telephone and Telegraph Company and all Local Exchange  Companies: “Publish and distribute to each end user the initial and annual bill inserts and white/yellow page directory listing designed by the Commission and service provider.”

Additionally, the contractor engages on outreach on several different levels which include brochure and media, TRS Website and AT&T Relay team members providing outreach activities at the Georgia Relay Center and other locations in Georgia.  Contractor outreach brochures are included as Attachment 10.

(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.

Documentation: The Georgia TRS Service Agreement states that:

“Calls placed through the TRS shall be billed to the users of the TRS at the same rate that would apply if the calls had been placed without the use of TRS Communication Assistants.  Calls in which the called and calling parties reside in the same local exchange shall result in no charge to the users.  The TRS must ensure that relay users are not billed for toll usage when completing EAS calls, 
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specifically mandatory EAS calls.  It shall be the responsibility of the Contractor to obtain information concerning these routes.  Calls, which would normally result in intraLATA or interLATA toll rates, will be billed to the calling party at the provider’s Commission approved toll rates, which shall include any applicable discounts.  Existing end user telephone billing arrangements shall be used to bill for usage of the TRS.  End user billing shall be performed by the Contractor or its billing agent.”  (Service Agreement Paragraph 7)

(6) Jurisdictional separation of costs.

(i) General.
Where appropriate, costs of providing TRS shall be separated in accordance with the jurisdictional separation procedures and standards set forth in the Commission’s regulations adopted pursuant to  §401 of the Communications Act of 1934 as amended .

Documentation: AT&T’s letter of June 10, 2002 to Ketron Ellison (GA PSC) affirms that “AT&T Bills Intrastate Minutes to the state.  Interstate  Minutes are Billed to NECA, According to the Third TRS Report and Order, July 20, 1993.”

(ii) Cost recovery.  Costs caused by interstate TRS shall be recovered from all subscribers for every interstate service, utilizing a shared-funding cost recovery mechanism.  Except as noted below with the respect to VRS, costs caused by intrastate TRS shall be recovered from the intrastate jurisdiction.  In a state that has a certified program under §64.605, the state agency  providing TRS shall, through the state’s regulatory agency, permit a common carrier to recover costs incurred in providing TRS by a method consistent with the requirements of this section.  Costs caused by the provision of interstate and intrastate VRS shall be recovered from all subscribers for every interstate service, utilizing a shared-funding cost recovery mechanism. 

Documentation: Cost recovery for intrastate TRS was addressed in Senate Bill 591 (1990 Georgia General Assembly), the enabling legislation, which established a monthly maintenance surcharge on residential and business local exchange access facilities to fund the relay service (Telephone Cooperatives (4) were excluded).  The amount of this surcharge has been adjusted periodically to provide adequate funding for TRS payment requirements.  This surcharge is separately identified on each local exchange company subscribers monthly bill as:
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 “Telecommunications Relay Service Fund.”

or in the alternative:

“Georgia Relay Service Fund.”  (Attachment 11)

 (iii) Telecommunications Relay Services Fund.  Effective July 26, 1993, an Interstate Cost Recovery Plan, hereinafter referred to as the TRS Fund, shall be administered by an entity selected by the Commission (administrator).  The initial administrator, for an interim period, will be the National Exchange Carrier Association, Inc.

Comment: The interstate TRS Fund is outside of the state of Georgia’s responsibilities with regard to the Georgia TRS.

(6)
Complaints

Documentation: User complaints of the Georgia TRS are addressed four ways:

A. By the contractor internally. AT&T follows up internally to determine the cause for individual complaints and to effect the appropriate solution to each complaint.

B. By the Georgia Public Service Commission in reviewing monthly Relay Center performance reports.  The PSC staff continually monitors complaints recorded by the contractor to determine the cause  for, and solution to,  each complaint.  Complaints are reviewed over time for trends.

C.
Through the Georgia Relay Service Advisory Council.  The PSC’s Letter Order of December 4, 1990, states that:

“…the Commission Chairman will appoint, within thirty days from the awarding of the contract, an Advisory Council consisting of not less than ten or more than twelve members.  The Council will consist of representatives from the hearing/speech impaired community, local exchange companies, the Dual Party Relay Service provider, the business community, and the Georgia Public Service Commission.  The Georgia Relay Service Advisory council will be responsible for evaluating the relay service in the state and 

September 17, 2002

Page –18-

advising the service provider on issues of training, out-reach and customer service  (Advisory Council Bylaws are Attachment 12).

Commission staff is hereby directed to formulate the membership, bylaws, procedures and such documents as may be necessary for the operation of Council.”


The Council Bylaws (Article III B) state “The Advisory Council shall receive and consider complaints and requests of Georgians and make recommendations, as indicated, to the Georgia Public Service Commission and to the relay system provider.”


The Advisory Council has been a very useful sounding board for system user complaints and questions.  Input from Council members receive the attention of the GA PSC staff and system provider on a continuing basis.  (Sample Advisory Council meeting agenda is Attachment No. 13).

D.
By the Georgia Public Service Commission in accordance with the following PSC Utility Rules (Attachment 14):

1. 515-2-1-.04 Applications, Petitions, and Complaints.  Amended.

2. 515-2-1-.05 Public Hearings

3. 515-2-1-.06 Parties of Record

4. 515-2-1-.07 Final Decisions

5. 515-2-1-.08 Rehearing, Reconsideration, and Oral Argument

These rules describe the GA PSC’s procedures for submission and resolution of complaints made to the PSC.

(7) Treatment of TRS customer information.  All future contracts between the TRS administrator and the TRS vendor shall provide for the transfer of TRS customer profile data from the outgoing TRS vendor to the incoming TRS vendor.  Such data must be disclosed in usable form at least 60 days prior to the provider’s last day of service provision.  Such data may not be used for any 
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purpose other than to connect the TRS user with the called parties desired by that TRS user.  Such information shall not be sold, distributed, shared, or revealed in any other way by the relay center or its employees, unless compelled to do so by lawful order.

Response: The GA PSC shall ensure that this requirements is met in all future contracts between the TRS Administrator (the GA PSC) and the TRS vendor.

Requirement 2

Establish that the state program makes available adequate procedures and remedies for enforcing the requirements of the state program, including that it makes available to TRS users informational materials on state and Commission complaint procedures sufficient for users to know the  proper procedures for filing complaints.

Documentation: The Georgia Public Service Commission enforces the requirements of the State TRS program on a continuing basis in a number of different ways:


A. Continually monitoring TRS monthly operational reports submitted to the Georgia Public Service Commission by the service provider.  Of special interest are the call volumes, average speed of answer, percent of calls answered within 10 seconds, blockage  rate, number of commendations and complaints, average length of call, percent of calls being made by TDD/TTY users, and the number of callers using 711 dialing code access to the TRS.  GA PSC staff requests additional information from the service provider when any of the above categories of information either fail to meet our expectations.  Over recent years we have been especially pleased with the increased speed of answer and degree of 711 dialing code access to the  TRS.  We are pleased that complaints are very few in number, especially compared to the number of calls being placed through the TRS.

B. Requesting and coordinating comprehensive audits every two years of TRS operations for the previous two calendar years.  The GA PSC has engaged, 
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 at its own expense, Certified Public Accountants specializing in  telecommunications  matters, to conduct these audits  (most recent audit report is Attachment 15).  The scope of these audits, which have been done for each  year of Georgia TRS operations from 1991-2000 inclusive (GA PSC staff anticipates  requesting the Commission to engage a CPA early in 2003 to perform a TRS audit for 2001-2002), include the following:

1. Audit of the TRS service provider’s compliance with the provisions of GA PSC TRS orders, including utilizing service data to ensure the accuracy of billed intrastate source data to ensure the accuracy of billed intrastate minutes of TRS use and other call data.

2. Audits of four Local Exchange Companies (BellSouth and three of the remaining 31 other LEC’s, selected either at random or due to their suspected non-compliance with GA PSC TRS orders) to review their compliance with GA PSC TRS orders.  We are especially concerned with reviewing the timeliness and accuracy of monthly maintenance surcharge collections and deposits from LECs to the TRS Fund, the proper listing and amount of TRS monthly bills, the proper listing and amount of TRS monthly maintenance surcharges or subscribers monthly bills, the proper application of discounts for TRS toll calls by subscribers, the appropriate listings of TRS information in LECs directories and in the provision of an annual TRS information bill insert by each LEC.

3.
Audit of the GA PSC staff to ensure the accuracy of TRS Fund transactions and accounting, especially the payment of TRS invoices to the TRS service provider.  The Georgia State Department  of Audits also conducts periodic audits of the GA PSC TRS Fund accounting documentation.

4. Audit of the TRS lockbox account at a financial institution through which TRS monthly maintenance surcharge deposits are received and monthly invoice payments to the TRS service provider are made.  The bulk of TRS Fund monies are located in an investment fund managed by the Georgia Office of Treasury and Fiscal Services.
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C.
Audits of all LEC’s (in intervals) by the GA PSC staff to confirm compliance with the GA PSC’s TRS orders specifically with respect to annual TRS information bill inserts and TRS information provision in ILEC telephone directories (Attachment 16).

D.
Concerning complaint procedures, the GA PSC has received very few TRS-related complaints since its inception in 1991.  The GA PSC has published information on its website concerning our point of contact for submitting complaints (Attachment 17).  The Staff has continually reviewed complaints received by our TRS service provider and been active in our TRS Advisory Council, including soliciting feedback on TRS complaints.

E.
Additionally, in the last year, the Georgia Department of Families and Children’s Services (DFCS) has become interested in receiving information concerning the Georgia TRS.  GA PSC staff sent TRS information to DFCS offices across the state in response these requests (Attachment 18).

Requirement 3

Where a state program exceeds the mandatory minimum standards contained in §64.604, the state establishes that its program in no way conflicts with federal law.


Discussion: The Georgia TRS service provider, AT&T, states they  “…cannot definitely say that we exceed” the standards contained in §64.604.  Therefore, no additional response to this requirement by the Georgia Public Service Commission is required.
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