
FLORIDA PUBLIC SERVICE COMMISSION 

Tallahassee, Florida 32399-0850 
Capital Circle Office Center 2540 Shumard Oak Boulevard 

TO: 

FROM : DIVISION OF COMMUNICATIONS (TUDOR, KING) 

DIRECTOR, DIVISION OF RECORDS AND # l # F m I ( B A ; )  

OFFICE OF GENERAL COUNSEL (MILLER) LPJ 
RE: DOCKET NO. 960598-TP-REQUEST FOR SUBMISSION OF PROPOSAL 

FOR PROVISION OF RELAY SERVICE, BEGINNING IN J[JNE 1997, 
FOR THE HEARING AND SPEECH IMPAIRED, IN COMPLIANCE WIRi 
THE FLORIDA T E L E ~ I C A T I O N S  ACCESS SYSTEM ACT OF 1991 

AGENDA: 05/19/98 - REGULAR AGENDA - PROPOSED AGENCY ACTION - 
INTERESTED PERSONS MAY PARTICIPATE 

CRITICAL DATES: BUDGET APPROVAL IS NEEDED FOR FTRI’S FISCAL 
YEAR WHICH BEGINS JULY 1, 1998. NEED TO ALLOW 
FOR LECS AND ALECS TO PROGRAM ANY SURCHARGE 
BILLING CHANGES EFFECTIVE JULY 1, 1998. 

SPECIAL INSTRUCTIONS: I:\PSC\CMU\WP\960598.RCM 

ANTICIPATE THB NEED FOR SIGN LANGUAGE 
INTERPRETERS AND ASSISTIVB LISTENING 
DEVICES. 

PLACE NBAR THE BEGINNING OF TlIE AGENDA TO 
REDUCE INTERPRETER COSTS. 

CASE BACKGROUND 

The Telecommunications Access System Act of 1991 (TASA) became 
effective May 24, 1991 and is found in Chapter 427, Part I1 of the 
Florida Statutes. TASA provides funding for the distribution of 
specialized telecommunications devices and provision of intrastate 
relay service through the imposition of a surcharge of up to $.25 
per access line per month. (Accounts with over 25 lines are billed 
for only 25 lines). 

Florida Telecommunications Relay, Inc. (FTRI), a non-profit 
corporation formed by the local exchange telephone companies, was 
named by the Commission to serve as the TASA administrator. 
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Currently, FTRI has over 145,000 Floridians in its client data 
base. 

Beginning July 1, 1991, the LECs began collecting the initial 
$.05 per access line surcharge pursuant to Order No. 24581; the 
surcharge was increased to $.lo per access line on July 1, 1992. 
The surcharge remained at $.lo per access line through November 30, 
1994. Effective December 1, 1994, the surcharge was increased to 
$.12 per access line. Due to expense reductions proposed by FTRI 
and a cash balance in its surplus fund account, the surcharge was 
reduced from $.12 to $.lo for the fiscal year 1995-1996. Staff was 
aware that the cash balance would be reduced during the fiscal year 
and that an increase in the surcharge would be inevitable for the 
1996-97 fiscal year. Accordingly, the surcharge was increased back 
to $.12 July 1, 1996 and remained at $.12 for the 1997-98 fiscal 
year. 

Issue 1 addresses Florida Telecommunications Relay, Inc.'s 
proposed budget for the fiscal year 1998-99. Issue 2 addresses 
two amendments to MCI's current contract which expires May 31, 
2000. 
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DISCUSSION OF ISSUES 

ISSUE 1: Should Florida Telecommunications Relay, Inc.'s proposed 
budget for the fiscal year 1998-99 be approved effective July 1, 
1998 as proposed by FTRI? 

RECOMMENDATION: Yes. Florida Telecommunications Relay, Inc.'s 
proposed budget (Attachment A) for fiscal year 1998-99 should be 
approved effective July 1, 1998. 

Local exchange telephone companies and alternative local 
exchange companies should be ordered to assess an $.11 surcharge 
beginning July 1, 1998. 

As is the case today, the budget shall be grouped into five 
categories. FTRI may move amounts between these five categories not 
to exceed 10% of the category from which the funds are being moved; 
greater movement would require prior Commission authorization. 

STAFF ANALYSIS: 

Staff believes the proposed $.11 surcharge is sufficient to 
fund FTRI's planned programs for the upcoming fiscal year. The 
budget projects total revenues at an $.I1 surcharge to be 
$13,514,900 and total expenses to be $14,328,239. The shortfall 
will be handled through a transfer from the surplus account which 
is expected to be approximately $4,400,000 at the end of the 
current (1997-98) fiscal year. While FTRI and staff attempted to 
reduce the surplus account, the final results will show an increase 
primarily due to a variance in the expenses for relay service (from 
s.745 per minute to $.60 per minute beginning June 1, 1997) and 
unexpected refunds attributed to reimbursement for historical 
interstate toll-free (800/888) relay usage. As of March 1, 1998, 
interstate toll-free service reimbursements totaled approximately 
$900,000. 

FTRI believes that reducing the surcharge to $.11 will enable 
it to maintain its current level of service while reducing the 
surplus account. Staff has reviewed FTRI's proposed budget and 
believes reducing the surcharge to $.11 is appropriate. At the 
last Advisory Committee Meeting (May 5, 1998), the Committee 
members in attendance reviewed FTRI's 1998/1999 budget proposal and 
made no suggestions for change. 
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ISSUE 2:  Should MCI's contract be amended to 1) reflect a change 
in the subcontractor from Deaf Education and Advocacy Foundation 
(D.E.A.F.) to GC Services Limited Partnership (GC Services) and 2) 
reflect MCI's current Contract Manager information? 

RECOMMENDATION: Yes, MCI's contract should be amended to reflect GC 
Services as the subcontractor replacing D.E.A.F. In addition, 
MCI's Contract Manager information should be changed to reflect the 
correct Contract Manager information. 

STAFF ANAZYSIS: The contract with MCI (which expires May 31, 2000) 
identifies its subcontractor for Communication Assistant (CA) 
staffing and management as D.E.A.F.. According to MCI it has been 
unable to reach agreement with D.E.A.F. for ongoing C A  staffing and 
management. D.E.A.F. has provided notice of its intent to terminate 
the Florida Relay Service (FRS) subcontractor relationship. 
D.E.A.F. has advised MCI it will cooperate in the transition of the 
services to a new subcontractor. 

In anticipation of this, MCI had been negotiating with GC 
Services to assume the portion of FRS operations performed by 
D.E.A.F. GC Services intends to offer employment to D.E.A.F.'s 
current active employees. MCI believes that the transition to GC 
Services will be transparent to the FRS users. GC Services 
subcontracts for a significant number of other MCI projects, 
including the staffing and operation of the California Relay 
Service center. Attachment B is an overview of GC Services. Staff 
does not object to this change. Furthermore, at the last Advisory 
Committee Meeting (May 5, 1998), the Committee members in 
attendance were briefed and had no objection to this change. 

The second contract amendment is an administrative change. 
MCI's Contract Manager has changed from Bryan Carrel1 to Charles 
Estes. The contract requires all changes in the Contract Manager 
be done in writing. On April 17, 1998, staff received written 
notification of the change and therefore recommends that this 
contract modification be approved. 
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ISSUE 3: Should this docket be closed? 

RFCOMMENDATION: No. 

STAFF ANALYSIS: Docket 960598-TP should remain open for the 
duration of the contract with MCI. 
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ATTACHMENT A 

(18.1 FRGHTKELECMM EO I 123,680 L sw,m $%.in 
110.) REGIONAL DlST CTRS 1710,124 se87.533 I 1770,lOLI 

.I WORKSHOP EWENSE I $18.148 I 118.148 118,148 g.1 TRAINING EXPENSE 139,112 172,444 I 170.08(1 
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Promotion from urirhin. 

On-site monitoring rystcmr in ULC e. 
Eaensive managranat w i g  programs and reviews. 

Proven follow-up ryrtemr and techniques. 

GC &mica is poired to commiC our diverue cewuccu h r  the ddopmcnt  of a 
high -, cort efficient p m p m  &tal to the nkd. of MCI TeleRchy Opaatuc 
Serviar. Our mmqpmmt apakny sophistiflbed aptmu mud procedwr, and 
&uncia! mouna c n ~ n  our dienb a a~casfd and profarioad appcorch to thek 
bshaarriwr needs 
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Wodd-Wide Coverage.. . 
6c SIrvi cas Srrvi c8 Can ter Loca ti on s 

by .mmbming the expda~ce of d e d  paonn* the propeiw concsptr 
inhamt in a modem compute$ opa?Ukm, and the @graphit c~wraga of our 
O h  
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In 1996, GC Suvicer and MCI Operptor Sorvica formed a new pannmhip- 
GC Scrvicer ntnfh and mnnclga Mmr statc-of-&c-nrt Operator Sarrics- 
Call Center in El ho, Terpr ThL Cpll center amploya over 1.000 people- 
and opartcr 24 how = day, 365 dap e year. In 1997, GC Servicu 
uprnded thii parnu&+ to include MCl'r opantor M c a  Call Center m 

ako opcnte, 24 houu 9 day, 365 days 0 yeu. 

In May of 1997, MCI nvsrded GC Sccvicea the subcontract to proside 
telaommuniucionr rclq lavicc from M a s  Ccnta in Rivetbank, 
California. 'IhL k the largest telesommunratlo ' ' nr relay contract of ib kind, 
rtxviang de& hacd-of-hcPring and speech-impaired California residenu. In 
October of 1397. GC sari- bcpn providing relay service for the rraidmtn 
of North cyolino from thii Rehy Cutlet. 

In January of 199& MCI d d  GC Semkra the national customer service 
contract for the relay setvice it p d d a  the rmks of Califomin, North 
Carolina, Mlsaachwem. Arb- Florida and Arkansa~ Our profcrriond, 
bilk& q d  trained cust~ner a& nprcMlptira handle c h e  to 4,000 
on-line and off-lime  in@^ uch month. 'Ibis project also op- 24 
houn a day, 365 clap a year. 

GC Servktx' ten year h h r y  with MCI ilhrsttates our a u t g  to p v i d e  
timely tclcrennan ' ' g within an cxpyrding bwinem environment for a d i m  

G ! d a r R a p i i , h  mi cllt catcrllas an emplop bnse of nearly so0 and 
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selection pmcua, GC Serpicer min- turnover coats and lost pmductivity while 
dowing s u p d o n  m focw th& tLnc on trainin& motk* and directing &. ' 
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In out centcrr. GC Services emplop p m p m  wch tu a r e a  ladden, md monthly, 
q w  md spontaneoue mntatl and incentive proenmr Y mmn of rtancting 
and reaini a competent workfcrcc One uach ;nccntira prognm is an 
atudmce-bsd initiative The high tardit~a~ md xkanteeiun f l t ~  oncc 
apaimced cornin off- wwe mgpifLMdy mhmd by impkmmting an 
incentive pmpm. GC sarica alm impkmara team building incentive prognma. 

GC SeRiOa kncran that by d n g  togrdrer, the d r  of the empbp. client and 
c o m p ~ ~  can bo achieved. GC S c r v i  llro o m  tuition reimbur8cmcnt. 
rmployce r e f e d  bonum, and profit ahuing-cmpbyee benetitr aimed at a t h c t h g  
the aype of workforce we need. We ailor thae  pcoprru specifically to suit the 
environment and mploJsc p m h  h d  in each of our divase eJI centem. 

GC Sariar’ gonad maganent phiboophy u bat dumbed thm wzf: OUT 
man-’ nabiota I. to tn.ur0 dhclr mqrloyrer hsve the roal. to bs - 
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