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EXECUTIVE SUMMARY 

Sprint is honored to have served the citizens of Florida by providing 
the most reliable and comprehensive Telecommunication Relay Service 
(TRS) available. Sprint was entrusted with Florida Relay Service (FRS) in 
June 2000 and established a TRS system to meet the specified contract 
requirements. After four and a half years of evolving and partnering 
with the Florida Public Service Commission (FPSC), Sprint stands ready 
to take FRS into the hture by providing a service that is not only 
appropriate and affordable, but sets a new benchmark for service 
standards. 

ACCESSIBILITY A N D  DISASTER RECOVERY 

Sprint Relay is the most accessible TRS in the world, providing TRS for 
30 states, the Federal Government and Puerto Rico. In addition to our 
national presence, we are proud to announce that New Zealand has 
chosen Sprint to implement a nation-wide Relay Service in the country. 
With such a large and diverse customer base, Sprint maintains the most 
sophisticated and geographically diverse system of Call Centers, 
utilizing thirteen sites across the United States. Please refer to the Map 
below which illustrates Sprint’s presence in the marketplace in Figure 1 
below. 

Figure 1 
. -  

A 

Although other TRS providers describe detailed Disaster 
Recovery plans, no other provider has the number of 
physical seats and employee-base required to process FRS 
traffic in the event of a loss of a Center. Regardless of the weather 
or other call-impacting situations anywhere in the country, Sprint Relay 
is always available. 
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f i e  Sprint Relay Network has remained in operation since its inception 
in 1990. No other provider can demonstrate this uninterrupted level of 
service. Specific to Florida, Sprint has continuously operated FRS even 
during significant emergencies which have occurred over the past four 
and a half years, providing access to communication when it was most 
needed. 

P On September 11, 2001, when terrorists attacked the United 
States, calls from Sprint's Centers in Maryland and New York were 
re-routed. Although two Call Centers were affected and call 
volumes across the nation increased, the team at Sprint mobilized 
it's resources and ensured that every call was processed efficiently. 
Sprint Relay and FRS experienced no interruption of service. 

P East Coast Blackout -August 2003, the East Coast experienced a 
blackout which shut down most of New England and Canada. 
Without power in New York, New Jersey, Pennsylvania and 
Eastern Canada, calls that would normally have been handled in the 
New York Center were immediately re-routed to Sprint's other 
Centers. This took place seamlessly and was transparent to users. 
Again, Sprint Relay Network and FRS experienced no interruption 
of service. 

P Hurricane Isabel - September 2003, this devastating storm 
slammed the East coast causing mass destruction and flooding. 
Once again, the Sprint Relay Network and FRS operated with no 
interruption of service. 

P Hurricane Charley, Frances, Ivan, Jeanne- With each 
Hurricane this season, Sprint has expanded it's hours of service in 
Centers located outside of the Hurricane's paths, activated 
positions and secured overtime across the network to ensure 
continuous service, as well as providing periodic updates with all 
State Administrators on the status of the Network. Although 
staffing levels in the Miami Relay Center were drastically affected, 
FRS experienced no interruption of service during any of these 
destructive storms, as seen in the table below: 
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Storms, cable-cuts, regional and national situations are all non-events 
for Sprint Relay users. With Sprint as your provider, FRS is always 
available regardless of the situation. 

- 
-Sprint __ 
-ATST 

-mi 

SERVICE RELIABILITY 

1995 19% 1997 1998 1999 2000 2001 2002 2003 _____ 
12 9 8 3 4 3 4 2 2 
18 19 14 8 15 27 17 17 10 

16 28 23 13 19 9 27 6 4 

Sprint is the most reliable Telecommunications Company in the world, 
Sprint owns and controls the Sprint Relay Network. For the ninth 
consecutive year, Sprint has the lowest FCC Outages of any provider, as 
evidenced in the FCC Outage Table 1 below. 

Table 1 - FCC Outage Table 1995-2003 
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Sprint Relay is the most appropriate choice for the State of Florida 
because the diversity of features and services provided meet the varied 
and multiple needs of Deaf, Hard-of-Hearing, and Speech-Disabled 
citizens throughout this geographically diverse State. Sprint is the 
only provider to offer a technological solution to support 
Visually-Impaired users as well as over 250 product 
enhancements currently in place to support the 
communication needs of the community. Sprint is the appropriate 
choice because we are able to provide a full menu of features and 
services while at the same time, providing the most reliable and 
trouble-free network in the country, all at a fair and competitive price. 
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Sprint was awarded the contract to provide TRS for the State of Florida 
beginning in June 2000. Sprint has worked closely with the FPSC and 
with the Deaf and Hard-of-Hearing communities in Florida to improve 
on expectations on what TRS can and should offer. This experience has 
not been without its occasional challenges. However, Sprint has 
remained steadfast and committed to listening to customer concerns 
and acting on those concerns to improve service provision to 
Floridians. We are proud of the partnership we have established with 
the FPSC and the citizens of Florida and we welcome the opportunity to 
continue this relationship and offer even greater service quality as 
described in this proposal. We trust that upon evaluation of Sprint's 
offer, that it will be clear that Sprint is not only the most accessible TRS, 
but the most appropriate for the growing and changing needs of 
Florida. 

PROPOSAL HIGHLIGHTS 

Telecommunication Relay Services have changed considerably over the 
four years that the current contract has been in place. Sprint is pleased 
to have this opportunity to reacquaint the FPSC with the quality features 
and services we provide. In addition, Sprint offers several 
enhancements to the level of service currently provided. A few of these 
are highlighted below: 

> Jacksonville Relay Center - Sprint will establish a Relay Center 
in Jacksonville, Florida dedicated to serving FRS consumers and 
operated by Communication Services for the Deaf, Inc. (CSD). 
Sprint will ensure that only qualified personnel are employed at 
the new Florida Relay Center, including an in-house Quality 
Manager. Sprint and CSD have a long, successful relationship and 
have been providing TRS together for 12 years. CSD was 
recognized by The Society of Workforce Planning Professionals 
(SWPP) with its Call Center of the Year Award in September, 2004. 
Sprint's and CSD's experience in the TRS industry will bring a level 
of quality and individual attention that the State of Florida expects. 

> Florida Quality Manager - Sprint will provide a Florida Quality 
Manager, at no additional charge to the State, to ensure that all 
quality assurance activities are fully implemented and that 
operational issues are understood and addressed quickly. This is a 
unique position never before provided to any other State. The 
Florida Quality Manager will reside in Florida, be located in the 
Jacksonville Relay Center, work closely with the Center's Location 
Manager, Trainer, Account Manager and the FPSC Contract 
Administrator, and will be available to work directly with the 
Florida community. 

8 



-7 &Sprint 

P 

r' 

i Independent Evaluation Service - Sprint will engage a third- 
party, independent company specializing in the assessment of CA 
accuracy, productivity and quality to conduct independent 
monthly evaluations of typing speed and accuracy at no cost to the 
State. This is another unique approach to quality assurance that 
Sprint has never implemented in any other State. The results of 
the evaluations will be reported to the FPSC on a monthly basis. 

Florida Account Manager - Sprint will provide an Account 
Manager, at no additional cost to the State, who will reside in the 
State of Florida to work with the Commission and the community, 
An in-state Florida Account Manager will ensure that community 
feedback is addressed quickly, that Sprint is active in the 
community and available to respond immediately to any issues. 
The individual selected for this position will coordinate with 
Florida Telecommunications Relay Inc. (FTRI) but will mainly he 
responsible for representing Sprint and enhancing 
communications concerning the services provided and the 
people relying on those services. 

i Economic Development - In addition to establishing a new Call 
Center in Jacksonville, Sprint will maintain its current Call Center 
in Miami to process network traffic for Sprint's other TRS 
customers. By doing so, Sprint Relay will provide and 
maintain approximately 500 jobs in the State. This is three 
times the amount required to support FRS alone. Over the life of 
this co.ntract, Sprint estimates an annual investment of nine million 
dollars in economic development by maintaining two Centers in 
the State of Florida. Sprint is honored to demonstrate our 
commitment to the State of Florida by providing this unique 
solution to address the specific quality needs of the State, while 
continuing to support economic development in the Miami area. 

i Sprint Legislative and Regulatory Team - In addition to the 
Sprint Relay employees supporting FRS, Sprint also has a 13 
member team, located in Tallahassee, who have over a decade of 
experience working with the FPSC. This team understands the 
challenges and the goals of the Commission and will continue to 
support FRS by providing easily accessible communication and 
complete understanding of issues. Sprint is proud to be a local, 
long distance, wireless and TRS provider in the State of Florida. 
Sprint is honored to work with the government of Florida to 
ensure that all services provided are appropriate and fiscally 
responsible. 
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OUR EMPLOYEES MAKE THE DIFFERENCE 

3 The National Association of the Deaf (NAD) presented Sprint with 
the 2004 President's Award for outstanding service and support of 
the Deaf community. Sprint's concern for the Deaf community, as 
well as the success of Sprint Relay in becoming the nation's largest 
provider of TRS, are both directly related to our employees and to 
the company's dedication in supporting this service. 

presented Sprint Relay Communication Assistant (CA) George 
Littlejohn with the prestigious Employee of the Year 2004 award. 
George Littlejohn is totally blind and has worked for Sprint Relay 
for 10 years. As an active component of inclusion for employees, 
Sprint has adapted the internal TRS system to allow for and 
encourage the employment of Visually - Disabled CAS. 

F The National Business & Disability Council (NBDC) recently 

From the inception of Sprint Relay, Deaf and Hard-of-Hearing people 
have been an integral part of Sprint's team. Sprint Relay employs 
over 45 Deaf, or Hard-of-Hearing people who influence and 
direct the development and quality of Sprint Relay Services 
and make Sprint uniquely qualified in the TRS industry. Our 
team is comprised of Deaf and Hard-of-Hearing Account Managers, 
Customer Relations Managers, Program Managers, Business 
Development Managers, Account Executives and Directors who are 
daily users of TRS services. 

TRS ACCESSIBILITY TO SPECIAL NEEDS POPULATIONS 

P Speech-to-Speech Services - Dr. Bob Segalman, founder of 
Speech-to-Speech services was a featured speaker at the annual 
FTRI conference in November, 2003 and delivered training on 
Speech-to-Speech services for TRS. Sprint sponsored Dr. 
Segalman's attendance at this event and is fully endorsed as the 
premier Speech-to-Speech provider by Dr. Segalman as 
evidenced by his letter of support in Appendix Z. 

J 

P Variable Typing Speed - Sprint is the only provider to offer a 
technological solution for Visually Impaired users. Variable 
Typing Speed is currently being utilized by FRS users. This feature 
allows the user to set the rate of transmission speed . The CA is 
able to type the message at the FCC required 60 WPM and the 
system automatically transmits the message at the appropriate rate 
for the 'ITY user. Without this fcature the non-"Y user is often 
required to speak one word at a time making the conversation 
awkward for both parties. This technological feature provides a 
communication solution for this specific user group. 
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r' SERVICES AND TECHNOLOGICAL ENHANCEMENTS 

Over the la.st decade and a half, Sprint has been the provider who has 
designed and shaped the products that are now industry standards. 
From Speech-to-Speech to Video Relay Service (VRS), Sprint has 
continually worked towards the ultimate goal of true equal access to 
telecommunications. 

Sprint launched both Sprint Relay Online (SRO) and VRS in 2002. Sprint 
and CSD are the recipients of the Robert Weitbrecht Award from 
Telecommunications for the Deaf, Inc. (TDI) for our pioneering efforts 
in VRS. We are honored that so many citizens in Florida choose to 
make use of these national products on a daily basis. Users in Florida 
average 80,000 minutes a month using SRO and over 7,000 
minutes a month using Sprint VRS. 

Sprint predicts that during the life of this next contract, the face of TRS 
will again undergo dramatic changes. For example, Sprint intends to 
continue to lead the nation in TRS technological advances and has the 
resources in place and the demonstrated commitment to make true 
functional equivalency a reality. Sprint will be offering Voice-to-Text 
technology on the Sprint Network and plans to begin incorporating 
this revolutionary technology into traditional TRS. 

Additionally,, we are excited to offer Sprint Relay Conference 
Captioning (SRCC) to Florida. Sprint will provide a one year trial 
of service :it no cost to the State, subject to the terms on the 
Pricing Page. Deaf and Hard-of-Hearing individuals will be able to fully 
participate in multi-party conference calls with SRCC. Transmission 
speeds average 250 words-per-minute (WPM), making SRCC an ideal 
option for co'nference calling needs. Using the same high-quality 
Stenocaption.ers that produce closed captioning for live television, 
news, sports and weather; users receive live, real-time text streamed to 
any Internet-connected computer - anywhere in the world. 

Sprint will continue to provide all of Sprint's Standard Features listed in 
Appendix A and offer users the following services only available 
through Sprint: 



'P Redundant TRS Network 

ETurboTM Enhanced dialing currently being provided by FRS with 
EDP managed by FTRI 

% Sprint Variable Typing Speed for Visually-Impaired users 

'P Sprint Relay Online (SRO) Internet access to TRS 

'P Sprint VRS (Video Relay Service) 

'P Sprint Relay Conference Captioning (SRCC) 

'P Sprint Wireless Relay (SWR) Pager access to TRS 

'E Extensive Carrier-of-Choice options 

% 60% Long Distance (LD) Discount and 3 minutes free LD on each 
Intrastate Call 

ALL OTHER FACTORS OF THE RFP 

Sprint will meet, or exceed all Florida RFP requirements and has 
developed a plan to takes FRS into the future. Sprint has balanced 
quality, technology, visibility and economic development to provide 
Florida with the best value TRS solution in the industry. It has been our 
pleasure to work with the FPSC and the Florida TRS community for the 
last four years and are honored to continue as the premier provider of 
FRS. 
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TRANSMllTAL LElTER 

+sprint. 
Gooemment Systems Division 

Anthony C. D ' A g u  
VP & CM o,fCSD 

132?1 Woodland Pork Rood 
Hcnrdon. VA 20171 
7el: (703) 9M-200J 
Far: 17OJl9M-2612 

Moilrrop: VAHRNAWI5 

Mr. Rick Mosmts 
c/o Mr. Blancr Bay6 
Director of the Division of Commission Clerk and Administrative Services 
The Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee. FL 32399-0850 

Subject: 

Reference: Docket No. 040763-TP 

Dear Mr. Mos~:~: 

Propasal to provide a TRS system in Florida 

Sprint is pleased to have this opportunity to submit the attached proposal to continue providing 
Telecommunication Relay Services for the State of Florida. The attached proposal describes 
Sprint Relay. a TRS service that is fully compliant with a11 terns and conditions of both the 
referenced R E P  and the FCC Rules for the provision of TRS. 

This proposal is submitted by the Government Systems Division (GSD) within the Global 
Markets Group of Sprint Communications Company. L.P. I, Anthony G. D'Agata. as the Vice 
President and General Manager for GSD, have the authority to contractually obligate and bind 
the company to the terms and conditions of the atlached proposal. 

Maggie Schocslar. Government Account Executive. wi l l  serve as Sprint's point of contact for 
issues and quostions concerning the submitted proposal. Maggie's contact information is as 
follows: 

Maggie Schoolar 
Sorint 
I i 2 l  Rutherford Lane. #I20 
Austin. TX 78753 
Voice: (512) 873-1020 
Facsimile: (512) 873-1086 
E-Mail: M ~ i e . s c h o o l a r @ m a i l . s ~ ~ ~ t . c o m  

Sprint's prapoial shall remain valid through February 28, 2W5. 

Sincerely. 

E*- .. . 
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EVALUATION CHECKLIST 
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CERTIFICATE OF PUBLIC CONVENIENCE AND NECESSITY 
AND REGISTRATION 

i Sprint is authorized to provide interstate and international service 
in Florida under Certificate of Public Convenience and Necessity 
No. 83. 

0.0. 
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CONFLICT OF INTEREST 

Sprint has read, understands and will comply. 

m m n w  
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COMMENCEMENT DATE 

1%- L. Corn lllell~ccn~c 111 I k l  tc 

? % C '  l ' ~ ~ ~ l l l l l ~ ~ l l < ' ~ ' i l ~ ~ ' l l ~  I / r I l ( '  ,/<JI' / / I < '  .S<,l'i'i<.c' i S  , / i i i i<'  1. ? I / ( / $ .  8 i l / l / l a l . . <  
.sl!rill prcwirle I I  i c ~ , i . k  sclwdiile slmii . i i i ,q Iioic. / l x : i ,  c s i i i  iiir'a?/ I l r r i i  
r l ~ ~ r t r l l i i t v  r i i i r l  shrrN p v o t , i r l c  ( I  .st,'i/eiiie~it / h r i /  / I ? < < ) ,  ( ' c i i i  p ! w t , i c l t ,  t l , , )  
l ~ O i i i / J  / e l  1. s C'I'I ,ice I,.], I 11 ri I d r r  t <,. 

Sprint has mad, understands and will comply. 

Sprint, as the incumbent TRS provider with a Call Center operating in 
Miami, Florida; will not have to implement new service and will be fully 
operational on the commencement date of June 1, 2005. Assuming the 
award schedule for this contract closely adheres to that posted in the 
RFP; Sprint will also have the new Call Center operational by the 
commencement date for service. 
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TERM OF CONTRACT 

B. THE SERVICE TO BE PROVIDED 
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SCOPE OF SERVICE 
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ACCESS NUMBERS 

4 Speech-to-Speech -877-955-5334 

'P French/French Creole - 877-955-8707 

s Pay-Per-Call - 900-230-6868 

Sprint's Intelligent Call Processing terminals allows CAS to process all 
call types frmom any CA position, offering the maximum flexibility in 
instances where the customer dials into the incorrect access number. In 
addition, Sprint's system allows transfers to alternate language services 
and/or Custsomer Service. FRS users who wish to place a 900 call must 
utilize the 900 toll-free access number in order for TRS to accurately 
detect restrictive blocks placed on the calling party's telephone line by 
the Local EX.chdnge Carrier (LEC). This is done to circumvent fraud and 
increase the functional equivalence of Pay-Per-Call services as described 
in section 2'5 of this proposal. 

.iCl-L'.SS Sll<i l ' /  l i / S O  />e ~>l'f)f';l/<'l/ I ' i I i  " -1  1"  li'/~/l~/l . S / l < C / /  /> i l l i l l  I O  / / I < '  

XOO 9 5 i ~ 8 - - ( l  i i i i i i i ~ i ~ i ~ .  

Callers to the Florida Relay may continue to use the abbreviated dialing 
code 7-1-1 tmo reach the Florida Relay Service, which points to the toll- 
free Voice access number (800-955-8770). 
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AVAILABILITY OF THE SYSTEM TO USERS 

B-6. .I\vailability of the  System to Users 

The service shnll be rlesigned to r r l q ~  local. irifrnstnfr. itiferstcite, 
rrrirl iiiteriintioirnl cnlls that origiiinir or trr-eriirrtte in I lor*idrr. 
Rela-y s r w k e  sknll be rwriilrrble 2, Itotrrs pei. dn.y e i w y  r l q  of ilw 
)'en I :  

Sprint has read, understands and will comply. 

FRS will continue to be available 24 hours-per-day, 7 days-a-week, 365 
days-a-year and will relay all local, intrastate, interstate, and international 
calls that originate or terminate in the State of Florida. 

The Outbound Call Routing diagram in Figure 2 shows the extensive 
complexity of Sprint's Relay platform including standard call paths for 
local, intra-state, regional 800, and Carrier-of-Choice calls. 

Figure 2 

FLORIDA TRS PROPOSAL 
Outbound Call Routing 

FLORIDA TRS CENTER 

+splint. 
Orsp7l"L"eqwC Sprint Proprietary Information 
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N o  restrictions shalt be placed on the lengt?J or mmzber of calls 
placed by customers through the relay ceriter. 

print has read, understands and will comply. 

Sprint Relay never places any restrictions on the length or number of 
calls placed by users of the Florida Relay Service. 

ud 
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MINIMUM CA QUALIFICATIONSrrESTING 

i !?P j>lY>l'i<ie'l '  . V i l r t / !  l f i t < ~ q Z l l f / L ' ~ l '  .Stf/Jc~l-l'i.V<' r l l l l i  i l ' ~ l i t f  i f S  <',it/>io~l','<':\ l r  

: * I i l , c t . ! , . s  / / e  c < ) / i i . i ( w i i s .  ~ . t , i i . ~ i t l ' , i . r t t c .  t i i i t i  v[riciclft i t 1  / / r c , i r .  < . (> , t i ( rc ' t  
. . , ) : t i  l /erf l i l lg .~ f f . l i l?  ;I.\ C I I Y l O I I I C ' I ' Y  r r r 1 c l  ti.,'. p, , l l i ic  iff : < c * P f ' , , . ~ f l ,  < f , l ' t  

'$ l,</ll < ~ < i t / d f f ( ~ I  pe>riodi i~ t*r~al t r i r t i r~rrs  / ( I  c t i s t i w  t l i r r f  c o i t t ' / v o 1 1 >  
', is l i<~i14g ; . V I I ~ ~ , I ~ < V / ,  

Sprint has read, understands and will comply with a-e below. 

As expressed in Sprint's purpose statement, we are committed to 
listening to our customers and providing solutions to connect them 
with their world; and we are committed to a culture of inspired, 
innovative and empowered employees. 

Sprint realizes that FPSC and the FRS consumers expect consistently 
high-quality services delivered by competent, courteous and efficient 
employees. Thanks to a close working relationship with the FPSC and 
the Florida community, Sprint has an in-depth understanding of quality 
issues and has partnered with the FPSC to take steps to improve the 
TRS experience for Florida consumers. Sprint will continue to 
implement quality-improvement actions that directly benefit every FRS 
user, including the following special approaches, which will be unique 
to Florida: 

Jacksonville Relay Center - Sprint will establish a Relay Center in 
Jacksonville, Florida dedicated to serving FRS consumers and 
operated by Communication Services for the Deaf, Inc. (CSD). 
Sprint will ensure that only qualified personnel are employed at the 
new Florida Relay Center, including a Quality Manager. Sprint and 
CSD have a long, successful relationship and have been providing 
TRS together for 12 years. CSD was recognized by The Society of 
Workforce Planning Professionals (SWPP) with it's Call Center of the 
Year Award in September, 2004. Sprint's and CSD's experience in 
the TRS industry will bring a level of quality and individual attention 
that the State of Florida expects. 

+ Florida Quality Manager - Sprint will provide a Florida Quality 
Manager to ensure that all quality assurance activities are fully 
implemented and that operational issues are understood and 
addressed quickly. This is a unique position never before provided to 
any other State. The Florida Quality Manager will reside in Florida, be 
located in the Jacksonville Relay Center, work closely with the 
Center's Location Manager, Trainer, Account Manager and the FPSC 
Contract Administrator, and will be available to work directly with 
the Florida community. 

party, independent company specializing in the assessment of CA 
accuracy, productivity and quality to conduct independent monthly 
evaluations of typing speed and accuracy at no cost to the State. This 
is another unique approach to quality assurance that Sprint has never 
implemented for any other State. The results of the evaluations will 

+ Independent Evaluation Service - Sprint will engage a third- 



.... be reported to the FPSC on a monthly basis. 

The Jacksonville Relay Center will be staffed by CAS and Supervisors 
who have been trained to always be courteous, considerate and efficient 
while delivering the highest quality Relay experience to FRS customers 
or while interacting with members of the public. 

FOCUS ON CA QUALITY 

Sprint's CA quality assurance efforts incorporate four essential 
functions: Staffing, Developing, Evaluating and Feedback. Each of these 
functions is briefly described in the following chart and explained in 
greater detail elsewhere in this section. 

I 
What Sprint Does How Sprint Does It 

Builds a diverse 
workforce from a 
broad applicant pool. 
Screens applicants 
using reliable work- 
related selection tools. 
Verifies information 
provided by 
candidates. 
Confirms candidates 
understand thetype of 
work to be performed 
and agree to standards 
of performance. 

Continuously 
communicates work 
expectations. 
Provides 
comprehensive, 

Equal Opportunity Employer and complies with Affirmative 
Action Plan. 
Posts al l  employment opportunities in conspicuous 
locations in accordance with EEOC and state regulations. 
Distributes opportuniD/ information to agencies and 
organizations that represent diverse populations. e.g. 
minorities, veterans, perrons with disabilities, un- and 
under-employed populations. 
Recruits at colleges. universities and job fairs. 
Encourages referrals by employees. 
Requires resumes and comprehensive employment 
applications. 
Human Resources professionals review resumes and 
applications for qualifications. 
Preference is given for work experience with persons 
who are Deaf, Hard-of-Hearing or Speech Disabled, 
knowledge of American Sign Language or experience 
with Relay. 
HR representative discusses job expectations with 
candidates, including confidentially, ethics, courtesy, and 
accuracy and more; evaluates communication skills and 
administers typing, spelling, grammar and comprehension 
tests; verifies work, criminal and educational background. 
Operations Supervisors trained in interviewing technioues 
determine candidates' suitabilm/ in several work 
dimensions and discuss work expectations with 
candidates. 
Requires all finalists to undergo a testthat screens for 
illicit drugs. 
HR reviews work expectations, confidentiality. ethi 
courtesy, training requirements, scheduling, work 
environment and compensation with candidates a 
secures understanding attime of job offer. 
Confirms identity and employment eligibility and se 
signed Relay Confidentiality Agreement on first day of 
employment. 

Certified Trainers explain policies, practices and call 
procedures in detail during initial training period. 

J Trainers follow documented training curriculum 
addressing all information and skills required for FRS; 
BPP~V a d u k u n u w  ethod- 
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I What Sprint Does Hob Sprint Does It 

training using 
professionally 
recognized 
instructional 
methodologies 
Tests for 
understanding and 
mastery of training 
content. 
Provides ongoing 
training opportunities 
and updatesfor 
continuous 
improvement and 
growth. 
Communicates 
industry developments 
and customers' 
expectations. 
Provides supervision 
and supportfor 
immediate assistance 
with service to 
customers. 

Evaluating 

Feedback 

Directly observe work 
performance. 
Collect customer 
feedback. 
Analyze and interpret 
performance data from 
all sources to verify 
actual performance 
meets expectations. 
Determine 
performance and 
processes to be 
changed. 

Continuously 
communicate work 
expectations and 
performance 
measurements to 
individuals on a regular 
and ongoing basis. 
Communicate new and 
revlsed processes and 
reasons for change. 
Recognize exceptional 
performance. 
Provide guidance and 
motivation for , performance 
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How Sprint Does 1 -- 
improvement. 
Refer individuals for 
ongoing training and 
professional growth 
opponunities. 

vities toencourage continuous improvement and peer ' 
pelformance above and beyond Me expected level is 
nowledged with center activities and incentive 

embers of management 
develop their CA skills as well as 
vidual development plans to 
TESL ,~ 

Bidders slJnll  SpeCixv 15011' I h q y  plaii lo deinonstmte t lmt  CAS meet 
all iiccessniy proficirvic-11 i-eqrrii*einrnts. CAS s l ~ n l l  be nble to quicklij 
arid nccirrcite@ t)"pe TDD relny iiirssnges. 

The proc~irici* s l m N  iise i d i d ,  riiibinsed tests ,for CAS on subjects 
inchding. but not linrited to: 
n .  A Conipetetrt skills i n  tj,ping, grnniimir, spellirig, isterpi*etntioii 

CAS iiiiist possess 

Sprint has employed a number of measures to evaluate CA competency 
skills in typing, grammar, spelling, interpretation of typewritten ASL, 
familiarity with Hearing- and Speech-Disability cultures, languages, 
etiquette and clarity of voice communications. 

CAS are continuously evaluated through individualized monthly surveys. 
Surveys include an evaluation of the CA's typing speed and accuracy in 
the performance of actual Relay calls. Supervisors provide survey 
feedback to CAS and arrange for additional training and practice as 
necessary to improve skills. 

Only CA applicants who can type a net 60 words-per-minute (wpm) are 
considered for employment to serve Florida customers. Applicants are 
required to pass a computer-based, valid and unbiased typing test. 
Applicants who fail to achieve 60 wpm after subtracting errors are not 
considered for employment. During training, CAS are required to 
demonstrate that they are able to quickly and accurately type l T Y  
messages and to pass an oral-to-text typing test at 60 net wpm or 
better. 

of t.~~peir~i-ittem ASL. arid ,fnnzilinrit-v i r t i t l ~  bensiiig nnd spec12 
disability ciiltrwes, lniigccnges niid etiquette. 
clear arid nr-licrrlnte i,oice c-on,niiiiricntioiis. 

TRAINERS TEST CALL PROGRAM (MONTHLY) 

Sprint Trainers conduct 300 test calls per month, each month focusing 
on a specific monthly call-processing topic. This far exceeds the State's 
requirement of 150 test calls per month. Based on the results, Trainers 
and Management determines if refresher training is required and if so, 
what method will be used for delivery. The Trainers Test Call Program 
will focus on data collected from the following sources: 

State Feedback 

+ Quality Test Call Program 
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+ Marketing Feedback 

Random Test Calls 

+ Customer Service Feedback 

Monthly Customer Contacts 

The Trainers Test Call Program is conducted by 13 Trainers across the 
Nation. Specific scripts and survey forms are used to focus on the topic 
being tested. Trainers compile the information and supporting data. 
The information is sent to the Sprint Operations team where it is 
analyzed. Feedback is provided to the Trainers and a determination is 
made as to what action is required. 

An example of one monthly topic (Trainers 360 Test Call Program) is 
provided in Appendix E. 

The table below details Test Call activity from June, 2003 through 
August, 2004. 

Converting ASL to Conversatmnal English 

Abbreviation use 

Specific Person, Typing accuracy, Complete 
message. SpiriVExpression 

Center noise detection 

I 
I 

Background noise 

Recorded message typed verbatim 

Outdial time 

SRO Call processing ,".. 

Background sound 

Repeat SRO call processing 

OA call processing 

CA following customer typed information 

Inbound Customer Notes Instructions 

Recording typed Verbatim 

Voice greeting typed Verbutim 

After graduation from training, Sprint conducts quarterly typing tests of 
all CAS using a voice-to-text, computer-based test that simulates actual 
Relay working conditions. Testing software ensures the voice-to-text 
test is for a five-minute duration. The quarterly typing test assesses 
speed and accuracy. 



CA SKILLS ASSESSMENT 

+Grammar 
All CA applicants will be required to pass a valid and unbiased high 
school level grammar test to be considered for employment to 
serve Florida customers. Applicants' communication skills, including 
grammar, are also evaluated by Human Resources professionals and 
Relay Operations Supervisors during the applicant screening 
process. Only those applicants with strong communication skills and 
who pass the grammar test will be considered for employment. 

All CA applicants will be required to pass a valid and unbiased high 
school level spelling test to be considered for employment to serve 
Florida customers. 

CA trainees will be required to pass a valid and unbiased written test 
to demonstrate that they can correctly interpret typewritten ASL 
phrases. Trainees must achieve a score of 80% or better before being 
allowed to complete training and process Relay calls. 

languages and etiquette 
During training, members of the Hearing- and Speech-Disability 
communities provide presentations and lectures to CAS. CA trainees 
are required to pass a comprehensive knowledge and skills test that 
includes an understanding of Hearing- and Speech-Disability culture, 
languages and etiquette with a score of 80% or better. Trainees who 
do not pass the test are not permitted to process Relay calls. 

CA applicants are screened to ensure that they possess good 
communication skills, including clear and articulate speech. 
Applicants who do not demonstrate strong oral communication 
skills are not considered for employment. CA trainees are taught the 
importance of speaking clearly to all customers. CA trainees must 
demonstrate that they can speak clearly and articulately while 
relaying 'lTY messages as part of the skills assessment portion of a 
comprehensive test. Sprint understands the need for CAS with clear 
voice communication skills to serve the diverse Florida customer- 
base. 
When the FPSC expressed concern about accent issues of some CAS, 
which was impacting the quality of Relay Service, Sprint worked 
aggressively to resolve these concerns. The issues were addressed 
with individual CAS to help them eliminate the negative impact of 
their accents. CAS who could not satisfactorily improve their speech 
clarity were no longer allowed to relay calls. The CA applicant 
screening process was revised and strengthened to include two 
interviews by different members of Management to evaluate the 
clarity and intelligibility of the applicant's voice. Applicants who 
have strong accents or other voice qualities that make them difficult 
to understand are not considered for employment. 

+ Spelling 

+ Interpretation of typewritten MI. 

+ FamUarity with Hearing and Speech-Disability cultures, 

+ Clear and articulate voice communications 
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The FSPC has since indicated that their concerns on this matter have 
been effectively addressed and no further complaints about CA 
accents have been received. 

MONTHLY SURVEYS 

Once training is complete, the CA's performance is regularly evaluated 
through individualized monthly surveys. Supervisors use a Sprint CA 
Performance Survey while observing CAS process actual Relay calls. The 
Performance Survey is a comprehensive assessment tool designed to 
evaluate CA performance on 44 aspects of Relay call processing. The 
Performance Survey addresses, among many aspects of quality Relay 
performanc'e, appropriate grammar, spelling, voice clarity and 
articulation, typing speed and accuracy, m - A S L  interpretation, 
etiquette, language and cultural understanding. The CA Performance 
Survey provides a detailed perspective on individual performance and 
is used as a basis for feedback to the employee; to identify strengths 
and weaknesses, and for employment and compensation decisions. All 
CAS are required to meet expectations in all areas of the Performance 
Survey. If a CA does not meet a specific expectation, additional training 
and an opportunity for improvement are offered. CA's who do not 
satisfactorily improve in a reasonable time are subject to formal 
corrective amction, up to, and including termination of employment. 

See Appendix B for a copy of Sprint's CA performance survey. 
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Sprint requires CAS to possess either a high school diploma or a 
General Educational Development (GED) grade equivalent diploma. 
Sprint screens and evaluates CA applicants for English comprehension, 
grammar and communication skills and regularly monitors CA 
performance to ensure that they appropriately use their skills in the 
performance of their jobs. 

As part of Sprint's commitment to continuously improve quality, Sprint 
Relay is adding new pre-employment testing to ensure that CA 
applicants pass a high school level English comprehension and 
grammar test. Sprint Relay is working with Sprint's National Staffing 
Selection System, Assessment Strategies Group and Human Resources 
to development valid, unbiased tests, including an English 
comprehension and grammar test. CA applicants who cannot pass pre- 
employment tests will not be considered for employment. 

Please see Aqpendix C for a copy of pre-qualification tests administered 
to potential candidates. 
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Sprint has worked closely with the FPSC to determine the most 
accurate way to evaluate CA performance. Through this process, 
Sprint has developed a good understanding of the challenges and 
necessity of evaluating live typing speed and accuracy. This has been 
a time and labor intensive initiative on the part of both FPSC and 
Sprint. To underscore our commitment to this effort, Sprint is 
offering an additional layer of quality assurance. Sprint will provide 
the State of Florida with an independent third-party evaluator funded 
solely by Sprint to support these efforts. 

+ Independent Evaluation Service - Sprint will engage a 3rd party 
company that specializes in assessing CA performance in accuracy, 
productivity and quality to conduct an independent audit of our 
typing speed and accuracy. Results will be reported to the FPSC on a 
monthly basis. This is the first time in Sprint Relay history that a third 
party has been engaged to measure typing speed and accuracy. 
The third party contractor will conduct a minimum of 150 live Relay 
typing test calls per month, using prepared scripts that reflect 
typical Relay conversations and measuring typing speed using the 
FPSC methodology described in this RFP. 

Annual Typing Testing - It is Sprint's objective to test all CAS at 
least once per year using the live test call methodology. If a CA does 
not demonstrate a minimum typing speed of 60 wpm on a live test 
call, the CA will not be allowed to process Rekdy calls until he/she is 
able to demonstrate compliance. Sprint's Account Manager will 
provide the results of monthly live Relay test calls to the FPSC 
Contract Manager by the 15th of the following monthSprint will also 
continue using other test formats for measuring CA typing speed 
and accuracy to ensure that CAS meet the minimum typing skill 
requirement of at least 60 wpm on live Relay calls and continuously 
improve their typing skills during employment. 

I t  slirrll he / l ie  o l j j c e l i i ~ c  of I l ,c / ~ ~ ~ t c ~ i r l c * i .  Irt Ic,sl r * i r t . l l  ( 1 
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+ Pre-Employment Testing - Sprint Relay conducts a pre- 
employment typing test of all CA applicants. Only applicants who 
demonstrate a minimum typing speed of 60 wpm, using specialized 
typing test software, are considered for employment. 

+ Training Typing Tests - During training, each trainee is required to 
demonstrate the ability to type 60 wpm on a voice-to-text typing test 
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that simulates a Relay call. CAS who cannot pass this test are not 
allowed to graduate from training and process Relay calls. 

QUALITY TEST CALL PROGRAM (QUARTERLY) 

Sprint launched a quarterly Quality Test Call Program in 2001. This 
program focuses on basic call procedures and the CA's ability to 
process basic calls. This program is conducted by Sprint Trainers and 
Supervisors. 

Typing tests are identified for each quarter and are not posted or 
distributed in advance. Test software scores gross words-per-minute 
and the total number of errors. During this test, Sprint does not use 
technology-aided transmission to test typing speed. The test 
administrator manually adjusts accuracy scores to reflect the Relay 
environment. Adjustments are permitted for the following: 

+ Spacing used in substitution for punctuation 
+Words typed as approved standard abbreviations 

+ Words typed which are included in Sprint's Automatic Error 
CorrectiodWord Substitution enhancement software 

The Test Administrator will re-apply the formula to determine the 
accuracy score. Sprint's Quality Manager will provide the results of the 
quarterly typing tests to the FPSC Contract Manager by the 15th of the 
month following the conclusion of the quarterly typing tests. 
Components of the program are as follows: 

Test Call Evaluation Guidelines 

+ Test Call Script (changed each quarter) 

Survey Form 
Relay Service Explanations 

+ Quality Test Call Notes to the Supervisors 

Center Number Matrix 

Each Tester and their partner (inbound TIY - outbound voice) 
conducts and scores 70 test calls each, to the 12 TRS Centers (excluding 
their home Center), for a total of 910 test calls per quarter. The follow- 
up process is outl ied below: 

+ After each test call, the Tester and their partner discuss the results 
and fill out the survey form. 

+ The 'ITY tape is attached to the back of the survey form and faxed 
immediately to the Center Manager where the CA resides. 

+ The Center Manager and/or an Operations Supervisor reviews the 
survey with the CA and provides immediate feedback to the CA. 
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+ The Center Manager will overnight all completed original surveys and 
'MY tapes to the Operations Training Department for final review 
and computation of results. 

+ Once the final results are compiled for each Relay Center, that 
information is distributed to the approriate Center, and posted for 
the CAS to view. 

A copy of the test results from the above mentioned activities will be 
provided to the Florida Public Service Commission (FPSC) Contract 
Manager on a monthly basis. The table below addresses test 
methodology and testing timelines. 

Typing Skill Frequency Methodology 

Please see Appendix E for a copy of Sprint's Quality Test Call Program 
Script 
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Throughout initial and on-going training, CAS receive information 
and guidelines on professional conduct with an emphasis on ethics 
and Confidentiality, based on Sprint’s “Relay Center Code of Ethical 
Conduct” and “Principles of Business Conduct”. CAS are presented 
with possible situations involving ethical issues and are taught how to 
apply the conduct guidelines to each situation. Additionally, Sprint 
Relay eniployees receive training on the appropriate protocol to 
protect ilelay user’s privacy and how to prevent the unintentional 
disclosure of Relay communications. CAS role-play various scenarios 
which demonstrate the correct way to request assistance from a 
Supervisor without divulging call-specifics. Examples of ethical issues 
and challenging circumstances are reviewed and discussed with CAS. 

During initial training, CAS are required to pass a series of written and 
skills-demonstration ~tests, which include their understanding of the 
Relay Center Code of Ethics and how to apply the code to 
hypothetical situations. CA trainees who do not pass these tests are 
not utilized as CAS. 

:. I i , i ~ / ~ ~ i ~ , i i i ~ ~ i l j / ~ ~  

Sprint believes that measures to ensure confidentiality are crucial to 
the success of TRS operations and has implemented procedural and 
environniental measures to safeguard customer and call information. 
In accordance with FCC regulations, all information provided for call 
set-up, irrcluding customer database information remains 
confidential and cannot be used for any other purpose. After the 
inbound party disconnects, CAS lose the ability to view or  access any 
information pertaining to that call. No written or taped information 
regarding the call is kept once the call is released from the CA 
position, After the call has been terminated, billing information is 
transferred to billing files and is no longer accessible, except for 
billing purposes. 

Sprint has policies in place to protect user’s confidentiality: These 
policies establish high standards for ethical behavior and employees 
are subject to disciplinary action, including termination of 
employment, for violating ethical and confidentiality standards. 

Sprint Relay employees receive training on confidentiality and ethics. 
Employees are trained to understand why confidentiality is 
important, how to protect confidentiality, the appropriate protocol 
to protect Relay user’s privacy, how to prevent the unintentional 
disclosure of Relay communications and the consequences of not 
following all confidentiality requirements. CAS role-play various 
scenarios which demonstrate the correct way to request assistance 
from a Supervisor without divulging call-specifics. 

During initial training, CAS are required to pass a series of written and 
skills-demonstration tests, which include their understanding of the 
requirement to maintain confidentiality of all customer information 
and call content. CA trainees who do not pass the tests are not 
utilized as CAS. 
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All CAS and other Relay Center personnel are required to sign and 
abide by the Sprint Relay policy for confidentiality. These 
confidentiality expectations are strictly enforced and employees are 
expected to comply with this policy during and after their period of 
employment. 

The Relay Center Code of Ethics requires the following of CAS: 

Keep all TRS call-related information strictly confidential 

Keep no records of customer information or content of any TRS 
call. 

Nothing may be edited or ommitted from the content of the 

Nothing may be added or interjected into the content of the 

Assure maximum customer control. 

Strive to further skills and knowledge through training, workshops 

conversation or the spirit of the speaker. 

conversation o r  the spirit of the speaker. 

and reading literature available in the field. 

Sprint strictly enforces confidentiality policies in the Center, which 
include the following: 

Prospective CAS are screened during the interview process on 
issues regarding ethics and confidentiality. 

Stress can be a factor in maintaining confidentiality. CAS receive 

Each CA must sign the Pledge of Confidentiality Agreement form, 

Breach of confidentiality may result in termination of employment. 

All Sprint Relay Centers have security key access. 

Visitors are not allowed in CA work areas. 

All employees attend annual confidentiality meetings wherein the 

Supervisors are present in the work area to observe behavior. 

three (3) hours of training on healthy detachment. 

as found in Appendix D. 

confidentiality agreement is reviewed and re-signed. 

Any person who has not passed the tests referenced above will not 
be utilized as a Sprint Relay CA. 

48 



&Sprint 7 

P 

CA TRAINING 

I . : .%. (:.t'lrainiiig 

~ ' I I C I I  l l i d r l < ~ l ~  .sl)Illl r l ~ ~ l r l o l r . s l l ~ r l l c ~  i l l  i l S  ~ ~ l ~ f l ~ l f , . s I l l  l l < > l l ~  r , l l ~ o i l l < ~  c I 

o/' 11 p l ~ ~ l ~ ~ r l . s l ~ r l  < . A  t l~~l i l l i l lg  / > / < I l l .  I 7 1 c p  ~ l l ~ r , l ~ i s i o l l s  , / f W  c... I l l ~ r l i l l i l l ~  
\ l i , I l l  i f f ~ ~ l l l < d l ~ .  I>ltI 1 1 0 1  Ill, lirrritrrl IO. 1111 r l l l r l c ~ I ~ . ~ l l ~ l r ~ l i l l ~ ~  C?/ '  l ~ l l l ~ l l ~ ~ l  

I ~ ' ~ l ; ~ ~ ~ ~ ~ . s ~ l l i t ~ l l .  l ~ ~ ~ ' ~ l ~ l l l i ~ ~ l !  I ! /  1 ~ < 4 I I , l ~  l ~ ~ l ~ ~ ~ , ~ l l f l l l l t ~ l i ,  * l l i < , i i \  P < ~ I ~ / / > l l ! < . , ~ / .  

l r f i i t t i t t ' c  will  111, / i r ~ ~ o r ~ i ~ l c r l  1?1, i t ic l i~r l i t~g w i i h  i1.s / > ~ ~ ~ q ) c ) s l ~ l  t o 1  , , l t i / ; t ~ c ~  

i ~ ~ r i / / ~ w  l711~:lis11 rrri8rl  I T I .  d ~ /  1 . o l i u : x ~ .  I I L , L * ~ ~ >  ,!/ j~,,'l~~;tl~< ~ t n d  ,,pcjl,t / >  

! / * i t ( ,  I ? /  r.rric-e, ~ ~ o ~ t s i s l ~ ~ t l l  w i l l :  I / ? ( .  i t i l v u i  i r r r r l  w < > c d  (,+/' f , l i c b  

I I f ,  / i<t i i t l / , ,  /at*iit.iiic i i r r f l  1 i,ic-3., ( , II .*'>,-OI c , ~ . ,  ,./I;;< \ 

t ~ f ~ ~ l l / l ! ( ' d  C I I I I I  l ! l l l l l  .YC'l l ,Vf*l: l '  ~ l l l / > I l ~ l ~ ~ ~ f /  1151'1'S. l l ~ J t / ~ / ~ ]  / I ,  .S / ) l ' ( l / . '  l ! !  t !  

i ~ ~ ? f / ~ ~ ~ ~ ~ l l ~ ~ I l / ~ ~ , l ~  l l l 2 [ !  f J l ! l ( ' l '  l ~ ~ ~ ~ ~ l l ~ ~ ~ ~ l l ~ ~ ~ l l / . ~  <!/ 1/l<* I'l'f>;';</c',l'.S lJ[J<~l',i/ll2,q 

. ! i ~ ~ / I t . i c . x  r t r i i l  j > t ' r ) c ~ e d i t i . i . s .  
i l 1 i I l  l i 1 , c .  f l l ~ ~ l i l l , ~  C l l l l  /l,llllllill~. 

Sprint has read, understands and will comply, 

Sprint will establish a Relay Center in Jacksonville, Florida dedicated to 
serving FRS consumers. The new Jacksonville, Center will be managed 
by CSD (Communication Service for the Deaf) with Sprint's support. 
Sprint will ensure that only qualified personnel are employed at the new 
Florida Relay Center, including an in-house Quality Manager. Sprint and 
CSD have a long, successful relationship and have been providing TRS 
together for 12 years. CSD was recognized by The Society of 
Workforce I'lanning Professionals (SWPP) with its Call Center of the 
Year Award in September, 2004. Sprint's and CSD's experience in the 
TRS industry will bring a level of quality and individual attention that the 
State of Florida expects. 

CSD was established in 1975 in South Dakota. It was the beginning of a 
long and successful history for CSD. Today they have a staff of 
approximately 3,000 qualified individuals in 42 offices all across the 
nation who assists CSD in providing a broad continuum of direct 
services. Th~is specially trained staff is familiar with the unique needs of 
Deaf and Hard-of-Hearing individuals. 

1 t . i i i i i i t q  . s l r r r l /  l i t<  i t t<lc,  i . i i i i r  . s i t i i > ! / l i / c , ' /  
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Quality Manager  

Sprint will staff the Florida Relay Center with a Sprint Quality Manager 
from Sprint. The Quality Manager will act as the conduit between the 
State and the Relay Center working closely with the CSD trainer to 
address the specific levels of quality for the Jacksonville Center. The 
Quality Manager will work closely with the Florida user community and 
organizations in addressing any concerns they may have. Because the 
Quality Manager will be on site at the Jacksonville Center, response time 
to address concerns will be at a minimum. 

Sprint Relay Trainer 

Sprint Relay Trainers have a combined 25 years of experience in 
training. Many of those Trainers have college degrees or are in college 
working on degrees in Journalism, Mass Communication, Health 
Management, Business Administration and Psychology. Assistant 
Trainers who are in the program to become Trainers are part of a 
Training Coach program. They assist Trainers with classroom activities; 
ensuring trainees are processing calls correctly and assist them when 
they take live calls. The Assistant Trainers help with every aspect of 
training and provide assistance to the Trainer. When a training position 
becomes available the Trainer is selected from this program. In order 
for a CA to participate in the Assistant Trainers program the CA needs 
to be on the Sprint team for a minimum of six months. The CA must 
have solid Relay skills; have good QA scores, good attendance and a 
positive attitude. Once selected for the program, the assistant Trainer 
must serve as an Assistant Trainer for a minimum of six months to be 
considered for a Trainer position. 

The CSD and Sprint training team meets weekly to receive updates, 
discuss changes and discuss concerns and how to address them. The 
training team is located in 13 CSD/Sprint Centers across the country. 
This team along with the support of the Location Managers, Supervisors 
and CAS has one goal and that is to provide excellent service to our 
customers. 

INSTRUCTIONAL METHODS 

All of Sprint's training programs are developed using adult learning 
theories. Sprint incorporates various instructional methods to enhance 
the CA's ability to learn such as: 

Lectures 

Visual graphics 
Flow charts 

Videos 

Role-play scenarios 

Actual hands-on training 

J 
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INITIAL TRAl NI NG 

Sprint's initial training addresses all areas of CA proficiency including: 

9 Typing speed 

9 Accuracy 

P Spelling 

P Appropriate grammar use 

Initial training for Sprint Relay CAS consists of 80 hours of curriculum, 
workshops, and exercises to train CAS to effectively meet the 
specialized communications needs of Relay users who are Deaf, Hard- 
of-Hearing, Late-Deafened, and Speech-Disabled. Training in the 
operation of TRS equipment includes both simulated on-line call 
handling, as well as assisted live call handling. 

As a part of initial training, Sprint CAS are trained to always use clear 
articulation and enunciation. During the CAS initial training, he/she will 
be trained and evaluated on accurately reflecting the XTY user's intent 
and on what the CA's role is in the Relay process. Equally important, 
Sprint CAS are taught to be expressive and vary their tone of voice and 
rate of speaking by creating a verbal picture with their voice. For many 
customers it may be their first experience using a Relay Service. Hearing 
customers using Relay rely on the tone of voice and inflection to better 
understand the message. How information is relayed may have a greater 
impression than what is said. 

CAS are given five ( 5 )  written and three hands-on performance 
evaluations. CAS must demonstrate their ability to: 

Spell 

Type accurately 

Process a call using live training terminals 

Role-play scenarios written in varying levels of ASL. 

Please see copies of Initial Training Tests in Appendix F. 

Sprint CAS must demonstrate Relay skill level in all aspects of call 
processing prior to graduation from training. 

Please review Sprint's Training Module Outline in Table 2 below for a 
complete overview of topics covered during initial training. 

.... 
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+Sprint 

Module 

Table 2-  Initial Trainino Modules - I 
Orientation 

Customer Benefits 

Objectives 

Welcome and Introductions 
Sprint: Vision, Goals 81 Values 
History of Sprint 

Relay Agent Training 

Call Flow Chart 

Objectives 
Log In and Log Out Process 

Screen Displays 
Headset and Volume Control 
Modems 
Error Correction Function 
Keyboard 
Macros 
Last Typed Macro Feature 

English Macro 

verview of System and Equipment 

Spanish Macros 
Telephony Terms 

Objectives 
In t roduct ion 
How Phone Image is Created 

Why Phone Image is Important 

Greet ing 
How tnformation Is Communicated 

Using Conversational Tone 
Descriptive Words 

hone Image 

Background Noises 
Expressing Conversational Tone to TTY 
Transparency I Caller Control 
Redefining the Agent Role 

Overview of a TTY 
TTY Etiquette 
Closing a Conversation 

TTY Practice 
Agent Responsibility 

Abbreviations and Terms 
Typing for the TTY User 

he TTY 

W 

rb, 
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I LII Processing 

I 
Module Customer Bepifits 

meeting to  Relay 

Objectives 
Your Role as Agent 
Turbocode 
Enhanced Turbocode 

ASCII 
Sprint Relay On-line - Internet 

7-1-1 
Cellular/Wireless 

isic Call Processing Procedures 
Y Originated Calls 

Local, Toll Free and Paid 
Operator Role Closure 
Specific Person, Dept. or  Extension Request 

No Answer 
Busy Signals 
Swi tchboards 
TTY - Voice answered TTY 
TTY-Voice Call Take Over Procedures 
Variations 

irectory Assistance 

Directory Assistance 
Variations 

sstinations of Traffic 
Destinations of Traffic 
Destinations Not Allowed 
Origination and Termination 
Multiple State Traffic 
Intralata Competition 
Sprint International and Sprint National 

Harris County Correctional Facilities (Texas) 

Marine Calls 
Dedicated Relay Numbers 

Roaming 
900 Numbers 



... I - nswering Machines El AUOIOIBXI 

Customer Benefits 

Record Feature 
Voice Answering Machine 

Voice to TTY Answering Machine 
Information Line 

Audiotext  

Touch Tone Window 
Voice Mail 
Privacy ManagerKall Intercept 

Pagers/Beepers (TTY - Voice) 
Pagers/Beepers (Voice - TTY) 

Wyndtell Pagers 
Deaf Wireless 
Answering Machine Retrieval 

Variations 
oice Originated Calls 

Voice Originated Call Description 
Auto Detect Feature 
Outbound Answer Types 
Local Call Description 
Toll Free Description 

Paid Cal l  Description 
Alternate Carrier-of-Choice Description 

Optional Card Descriptio1 
Pre-Paid Cards 
Collect Calls 

Third Party Billing 
Immediate Credit 
Variations (new) 
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Customer Benefits I 
:0 

Voice-Carry-Over (VCO) 
Non-Branded VCO 

Branded VCO 
No Answer 
Busy Signals 
VCO Answering Machine 
VCO with Privacy Feature 

Voice to  VCO - VCO Answers 
Two Line VCO 
Reverse Two line VCO 

VCO Call Take Over Procedures 
Variations (new) 

Voice-Carry-Over (HCO) 
co 

Non-Branded HCO 
Branded HCO 
HCO with Privacy Feature 
Voice to HCO - TTY Answers 

HCO to Voice Answering Machine 
HCO No Answer 
HCO Busy Line 
HCO Call Take Over Procedures 
Variations 

ilternate Call Types 
vco to vco 
VCO to TTY 
TTY to VCO 
VCO to HCO 

' HCO to HCO 

' HCO to TTY 
1 TTY to HCO 
b HCO t o  VCO 
b 

:ustomer Service 
1 Funct ions 
1 Language 
DSD 
Operator Services for the Deaf 

Funct ions 
OSD to TRS 
TRS to OSD 

Tip-Hint Sheet (new when see typing, headset etC.) 

0 . m .  
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Customer Benefits 

Jstomer uatabase 

Customer Datab Description 
Customer Notes Window 
Main Menu 
Name Submenu 
Last Number Redial 

COC Submenu 
InterLata COC 
Intralata COC 

Billing Method Window 
Numbers Submenu 

Frequently dialed Numbers - FD 
Emergency Numbers - EM 
Blocked Numbers 
Customer Notes 
Preferences 

Caller ID 
Answer Type 

Language Type 
Outdial Restrictions 

Macros 

Emergency Services 
TTY Inbound 

Voice Inbound 
Inbound Disconnects 

No Call From Number 
Data Retrieval Errors 
Transparency 
Non Emergency Calls 

Emergency Form 

mergency Call Processing 
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Module 6 

. . . 

. 

. 

. 

. . . . . . . . 

. . . 

. 

Variations 

In t roduct ion 
Static or Poor 
Connect ion 

Request for 
In format ion 

Profanity Towards 
A g e n t  
Request for M or F 
A g e n t  
Request specific agent 

Agent knows customer 
Suicide 
Abuse 
Illegal Calls 

Sensitive Topic 
CTRL A 
Young Children 

Changing Agents 
Leaving a Message V- 
TTY Ans V 
Repeating Information 
Tone Judgments 
Request for Relay 
Number 
Restricted Calls 
ASCII Detection on 
Outbound Line 
Customer Requests t o  
call Relay Service 
Regional 800 

Two calling from 
numbers 
LEC Service Office 

Double Letters 
Call Waiting Feature 
Conference Calls 
Three-way Calling 
Request for  Calling 
From Number 

kderal Relay' Service - FRS 
' Relay Procedures 

' Requests Macros 
Repor t ing 

I ~. Hard-of-Hearing r ~~ 

. -  
~~ -,,,Customer Uses F 
~ ~ : ~ & t a n d a r d  ~ Phone ~~ - 

agent to  Modif;/ Call 
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Customer Benefits 

peech-to-Speech 
Introduction and History 
Descr ipt ion 
Characteristics of Customers 

Stereotypes 

Speech Disabilities 
Attribute6 of Speech-to-Speech Agents 
Call Processing 
Variations 
Emergency Call Processing 

ealthy Detachment 
Survival Skills 

Relay Traps 
Perception 
Ways to  Reduce Stress 

Hospi ta l i ty 

Ergonomics 
Analogy 
Stretching Exercises 
Agent Reinforcement 

Ergonomic Review 
Setting Up Workstation 

’GUAM - Get Up and Move 
Ergonomic Relief 
Slowing the Customer Down 
Overtime 

Relaxation 

Learning Continuum 
Dale‘s Cone of Experiencf 
Elements of Lesson Design 
Effective Instruction 

~~ 

,dult Learning 

ssessing Performance ~~ 

The Assessment Process Experleflce 

Coaching 
Assessment Definitions 

Assessment Form 

w 

Y 
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Deaf Cultui l Role-Plays 

Perspectives of Deaf People 
Introduction t o  American Sign Language 
Communicating with Deaf people 
Myths about Deafness 
V ideos  

. 

Sprint's comprehensive Training manual can be found under separate 
cover. The CA Workbook can be found in Appendix I.  

Newly hired employees also receive training in Deaf Culture, ASL 
translation, and sensitivity to the needs of persons with Speech- 
Disabilities by a qualified person who, if not Deaf or Hearing-Impaired 
themselves, possesses extensive knowledge in this area. 

A 

A 
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AMERICAN SIGN LANGUAGE (ASL) AND DEAF CULTURE TRAINING 

In addition to the 80 hours of initial training, CAS receive 20 hours of 
training dedicated to Deaf Culture. All role-plays are written to reflect 
ASL communication. CA's are tested on basic ASL skills prior to 
completing training. If the CA does not demonstrate the ability to 
convert basic ASL to conversation English, the CA is not allowed to 
process live calls. The CA will receive additional training if needed. If 
the CA cannot grasp the concept of converting basic ASL to 
conversational English, the CA will be terminated. 

Supervisors and Operations Administrators who are knowledgeable of 
Deaf culture are available to support and assist CAS in translating ASL as 
needed. 

After initial training, each CA is provided with an ASL workbook. This 
workbook is completed by the CA and returned to the Supervisor. The 
Supervisor and CA together review the workbook and the CA's ability 
to translate ASL to conversational English. The CA keeps this manual for 
future reference. Please see Appendix G for a copy of the ASL 
Workbook. 

Throughout employment CA's continue to expand on their skills and 
improve their knowledge of ASL and Deaf Culture. Daily processing of 
calls brings to the CA a better understanding of their role and the 
culture they are serving. Throughout on-going training CA's are 
exposed to additional Deaf Culture material in the form of training 
modules. These modules are an extension of the initial Deaf Culture 
training. Please see Appendix H for a copy of Sprint's Deaf Culture 
Modules. 

DIVERSIFIED CULTURE TRAINING 

All Sprint employees, including Management participate in 20 hours of 
Diversified Culture training. Representatives from local Deaf 
organizations and/or Sprint staff with appropriate experience deliver 
this portion of training. Sprint Relay works closely with each Call 
Center's local Deaf community to identlfy knowledgeable presenters to 
assist with training. Sprint utilizes the following methodology in it's 
Diversified Training Program to educate employees on the different 
needs of users: 

Videos 

Role-plays 

Group activities 
Discussion groups 

Sprint's Diversified Training Program addresses disability issues related 
to: 

ASL 
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Deafculture 

Hard-of-Hearing issues 

Speech-Disability issues 

Diversity 

Ethics 

Confidentiality 

Sprint Relay’s training and quality team have developed a 
comprehensive hiring and training program that prepares employees 
for this challenging position and ensures all communications are of the 
highest quality. Employees continue to expand their knowledge of Relay 
and the importance of providing quality services to the customers they 
serve throughout their employment as a CA. 

SPEECH-TO-SPEECH (STS)TRAINING 

In addition to initial training, STS CAS receive eight hours (8) of 
additional training specifically on Speech-to-Speech services. This 
training is delivered by individuals with professional experience related 
to Speech-Disabilities and/or consumer experts. Two (2) of those hours 
are spent specifically on voicing for Voice-Synthesizers users. 

Video and audio tapes featuring Dr. Segalman, who conceived the 
concept of STS and participated in the original California STS trial and 
start-up are used to demonstrate a wide range of speech patterns. This 
ensures that STS CAS are well-equipped to meet the specialized needs 
of STS users. Please see Appendix J for copies of the STS Survey Form. 
The STS training outline is below: 

.... 
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Relay CATraining 

Takingovercalls 
CA work performance 

Make busy to not take calls is unacceptable 

Teamwork - support peers 

Confidentiality and Transparency 

e 7- Speech-to-Speech Training 

%B Objectives After completing Module 7 on Speech-to- 
Speech, the CA will be able to: 

Talk with understanding about the 
Speech-to-Speech product. 
Develop resources available to facilitate 
high performance. 
Process all call types available. 
Probe for information provided by the 
customer, using appropriate phrases. 
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The Speech-to-Speech module will 
provide the CA with information about 
understanding Speech-to-Speech users 
and their various communications 
needs. 

observations the CA will get a first hand 
opportunity to understand the role of a 
Speech-to-Speech CA in greeting and 
dealing with Speech-to-Speech 
customers. 

Through lectures, videos and 

Upon completion of the Speech-to-Speech 
module, new Relay CAS wiU have a basic 
understanding of processing Speech-to- 
Speech calls and meeting the needs of a 
wide variety of disabled Relay users. 

P 7  ON-GOING TRAl Nl NG 

All Relay skills are continually reinforced throughout employment and 
as a part of supplemental training programs. Sprint develops refresher- 
training programs and on-going training labs to ensure CA work skills 
are maintained and remain consistent with basic TRS training. 

On-going training is provided to update CAS monthly on software 
changes, revised call handling procedures, and refresher training on 
disability awareness. In addition to the monthly test call program, on- 
going training is provided to update CAS on software changes, revisions 
to call-handling procedures, refresher training on disability awareness, 
and other pertinent topics. 

ONGOING TRAINING TOPICS 

+ Interpersonal Skills 
+ Positive Phone Image 

+ Performance Coaching 

+ Organizational Communication 

+ Healthy Detachment 
+ Conflict Management 

+ FCC Mandates 

+ Voice Inflection Workshop 

D.B. 
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... I 4 Answering Machine Workshop 

4 TIY Pagers 

4 Operation of Equipment 

4 American Sign Language 

4 Calling Card/Prepaid (Debit) Card 

4 ASCII Split Screen 

4 Enhanced Turbocode 

4 Specific Person, Department, Extension Requests 

4 Background noise 
4 Relay verbatim 

4 VCO Call Processing 

4 2 Line VCO 

4 Reverse two-line VCO 

4 HCO 

4 Changing CAS 

4 Information line recording 

4 Cellular/Wireless 

4m-m 
4 Operator Services for the Deaf (OSD) 

4 Alternate Billing 

4 Customer Service 

4 Conference Calls 

4 Perspectives on Deaf Culture 
See Appendix H for Module 2, Perspectives on Deaf Culture Training 
module. 

CA QUALITY ASSURANCE 

As stated previously, CAS continue to be evaluated through 
individualized monthly surveys. Sprint’s comprehensive, performance- 
based assessment tool has proven to be effective in assuring quality CA 
performance. 

These Performance Surveys provides a detailed perspective on 
individual performance and allows for the assurance of 44 aspects of a 
CA call processing performance. All CAS are evaluated on a monthly 
basis and are required to meet expectations in all areas. When a CA does 
not meet a specific expectation, they are provided feedback and 
additional training if appropriate. 
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Please refer to Section #7 - Minimum Qualifications and Testing for 
additional CA Training information, and Section If 9 - Staff Training - for 
an outline of the Diversified Training Program. 
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STAFF TRAINING 

B-9. Staff Tr;tining 
AI1 relay center staff; including tnanagement, shaM receive training 
in ASL, deaf culture, needs of hearing, speech and dual sensory 
impalred users, and ethics and ConfidenEialtty. Each proposal 
should include an outline of a staff training plan indicating 
trainlng topics and time frames as well as explaining how 
indlvtduah or organizations (such as deaf serwice centers, state 
agencfes, Florida Telecommunicat3ons Relay, Inc., universities, 
etc.) representing the hearing and speech impaired comtntrnity 
u w u M  be used to assist with the training. 

Sprint is dedicated to e that it's entire staff f tx  

Admiiistration a n P n g ( 5 1 5  hours) 

ram the first day of training, Sprint wants each CA to know what is expected from them. 
This time is spent reinforcing all Center policies, as well as ensuring tha t  each CA has 

mastered all objectives to process calls in  accordance with contractual guidelines. 

Qall Process/n$ (30.5 hohrs) 1 ' -  
CAS fully understand the operation of the call processing terminal. This allows them to 
uickly and efficientlymeet customer requests. Additionally, training focuses on learning 

o use correct procedures to process each call-type, an understanding of billing methods, 
stress management and howto handle emergency and hotline procedures. 

to receive both simulated and on-line cal l  processing experience. 

e 
I Diiversified Clilture (20 hours) 

apriiii s uiversiiieo bunure rraiiiing rnoouie represenui a commmnem IO ensuring mar 
employees develop a sensitivity and understanding to Relay customers. Sprint's 

iversifiad Culture training was researched and written by a Deaf college intern, utilizing a 
of organizations and individual contributors. The Diversified Culture trainina module 
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Diversity Training 
The new Florida Relay Center will serve as the training site for CAS and 
will have dedicated resources for training. The Quality Manager will be 
located in the Jacksonville Center and will work closely with the local 
and State user community and disability organizations to continuously 
improve Relay services in the State of Florida. The Quality Manager will 
coordinate with the FPCS and other interested organizations to assist 
with training. Some potential organizations include the following. 

+ Florida Association of Speech-Language Pathologists and Audiologists 

National Self-Help for Hard of Hearing 

+ National Association of the Deaf 

+ FTRI 

All CAS are familiar with Hearing and Speech-Disability cultures, 
language and etiquette. Hiring preference for CAS, managerial and 
administrative support positions is given for applicants with experience 
in the Deaf and Hard-of-Hearing community and knowledge of 
American Sign Language. In addition, all Sprint Relay Center employees, 
including management, participate in a 20-hour Diversified Culture 
training during the initial training period. Please see Sprint's Diversified 
Training Outline below: 

DIVERSIFIED CULTURE TRAINING TOPICS OUTLINE 

why is it important to understand our customers? 
ottant to recognize their special 

Characteristics of Deafness 
The Deaf Community 
Myths about Deafness 

* Why is there a Deaf Culture? 
DeafHeritage 
Bell's View on Deafness 
Gallaudet's View on Deafness 

~ 

Establishment of the National Association of the Deaf 
Use of Sign Language Interpreters 
Different Communication Skills Used in the Deaf 
Community 
Chanees in Attitude Toward the Deaf Communitv 

~ '7 

Americans with Disabilities Act 
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American Sign Lanrmaee 

a What is ASL? 

____.._I.__- 
* History of ASL 

ASLs recognition as its own language 

RulesofASL 
Parameters of ASL 
English Idioms versus ASL idioms 

Evolution of ASL 
Syntax of ASL 
How to Translate ASL to English 

__ 

______..__ ~ ~. ~- - ~- 

~ . 

____._I__ ~ ~. ~ 

TTY Language Samples 
~ .~ ~~ ~. 

'MY Courtesy 

Customers %it Hard-of-Hearing and Late Deafened 

Characteristics of Hard-of-Hearing Customers 
Assertive Devices for Hard-of-Hearing Customers 
Establishment of Self Help for Hard-of-Hearing (SHHH) 
and Alexander Graham Bell Association (AGBell) 

~___s_ ~ ._I_.__ I ~~ . 

Relaying for Hard-of-Hearing Customers 
Characteristics of Late-Deafened Customers 
Establishment of Association of Late-Deafened Adults 
(ALDA) 

- ~~. .  __ 

Relaying for Late-Deafened Customers 

%it Speech-to-Speech 

Characteristics of Speech-Impaired Customers 
Assistive Devices for Soeech -1mDaired Customers 

Relaying for Speech-Disabled Customers 

Hearing Customers 

Characteristics of Deaf/Blind Customers 
Assertive Devices for Deaf/Blind Customers 

Relaying for Deaf/Blind Customers 
Characteristics of Speech-Disabled Customers 
Relaying for Spanish Speaking Customers 

Relaying for Hearing Customers 
Deaf/Blind Pacing - allows the CA to slow down the 
transmission to the Braille machine. 

4 DeaVBlind, Speech-Disabled, Spanish Speaking and 

.. .~ ~~~~~~~ . ~ . ~ .  ~ ~ 

___ ____.l______-l_..__.....~..~.__--___. 

_s__~__l___. _.__I_ ~___ __ 

__ __ ______...__I__._. ~ __ 

69 



.. 

E O 8 0  Sprint has utilized a number of organizations and/or literature in the 
development of our Diversified Culture Program. They include those 
seen in the table below: 

Table 3 -Sprint's Diversifieo Culture Program 

I 
National Association fol 
the Deaf 

Silent News 

Association of Late- 
Deafened Adults, Inc. 

American Speech and 
Hearing Association 

Self Help of Hard-of- 
Hearing, Inc. 

Deaf Nation 

National Black Deaf 
Advocates 

Winter and Summer 
World Games forthe Deaf 

- 

Telecommunications for 
the Deaf, Inc. 

United Cerebral Palsy 

American Athletic 
Association forthe Deaf 

National Theater forthe 
Deaf 

Deaf Life 

Gallaudet University 

National Technical 
Institute ofthe Deaf 

California State University 
at Northridge 

University of Arkansas- 
Dept. of Rehabilitation 

Florida School forthe 
Deaf and Blind 

Clark School forthe Deaf 

Local Deaf Clubs 

Florida School forthe 
Deaf and Blind 

Florida Association for the 
Deaf 

FTRl 

Local Deaf clubs 

DeafIHard-of-Hearing 
Programs 
(Mainstreaming) 

Spriiit State Advisory 
Boards 

State Contract 
Administrators 
(S.T.A.R.S.) 

Sprint Account Managers 

Individuals representing 
Speech-Disabled 
Community (Speech-to- 
Speech Service) 

C - LL CENTER INDUSTRY ADVISORY COUNCIL (CIAC) 

Sprint and CSD will utilize the Call Center Industry Advisory Council 
(CIAC) Certification program for training and certifying it's 
Management staff. The CIAC is a not-for-profit, industry organization 
established in 1998. Its role is to be the standards and certifying body 
for Customer Care and support Center professionals. CIAC was formed 
in response to the need for an objective, third party to establish and 
maintain competency standards that define the knowledge, skills, 
abilities, and behaviors for superior job performance, and to serve as 
an impartial, independent body to award and govern professional 
certification for the customer care and support Center industry. 

The primary business objectives of CIAC are to: 

k Advance the Customer Care and support Center profession and 
industry. 

+ Establish role-specific competency standards that define the 
knowledge, skills, and behaviors required for superior job 
performance. 
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Y Certify professionals based on the ability to demonstrate mastery 
of industry-established competency standards for the job role. 

I Provide industry-recognized competency standards that enable 
training providers to effectively prepare professionals to succeed 
in Customer Care and support Center job roles. 

Y Promote a positive image of customer care and support centers 
by educating the general public, government, and business 
community on the economic and strategic value of these centers 

H Serve as the voice of the industry on issues relating to customer 
care and support Centers and the professionals that lead, manage, 
and work in these Centers. 

MANAGEMENT TRAl N I NG AND CERTl FI CAT1 0 N 

4 Call Center Operations Manager (CCOM) 
The Call Center Operations Manager receives specialized training and 
subsequently receives CCOM Certification through CIAC. This 
certification process takes an individual on average 18-24 months to 
complete. Please see Appendix K for a copy of the CIAC-Certified 
Operations Manager Test 

CCOM Certification is comprised of a 6 step progress: 

Step 1 -36OReview 

Step 2 -Knowledge Assessment on People Management skills 

Step 3 -Knowledge Assessment on Customer Relationship 

Step 4 -Knowledge Assessment on Business and Leadership 

Step 5 -Knowledge Assessment on Operations Management 

Step 6 -Work Product - Application of Knowledge assessments 

blanagement skills 

CCOM certification requires re-testing every 3 years in order to keep 
current on issues in the Call Center industry. 

e Supervisory Training Track 
The Supervisor Training track includes a 10-part comprehensive 
curriculum and covers the following Supervisory topics: 

1. Personnel and Legal Issues that Affect Call Center Management 

2. Recruiting and Hiring Call Center Staff 
3. Proven Strategies for Staff Retention 

4. Defining Performance Goals & Objectives 

5. Diagnosing & Treating Performance Problems 
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6. Techniques for Shaping Staff Performance 

7. 100 Ways to Improve Motivation and Morale 

8. Supervisor's Guide to Call Center Staffing 

9. Managing by the Numbers 

10. Beginner's Guide to Call Center Technologies 

The following training and certification will be made available for FRS 
staff: 

s Training Manager 
The Training Manager participates in training sessions within the 
company to ensure proper knowledge, contract compliance, and the 
ability to administer training to their staff, upper management and the 
CA population, if needed. Each Trainer receives Level I1 Certification. 
This level of Training is designed to address Adult Learning Theory, 
enhance presentation skills and instruct in the development of Training 
materials. 

4 Team Manager Certification 
Each Team Leader goes through the 10-week supervisory track Call 
Center Certification program. This includes all aspects of Center 
Management and ensures metrics are satisfied and promotes a strong 
relationship with peers. 

4 Quality Assurance Representative (QAR) Certification 
QAR Certification training is designed for Quality Assurance (QA) 
Representatives to promote an understanding of metrics, goals, and the 
benefits of calibration sessions with members of the Operations teams 
and other Departments to ensure CA quality performance. Quality 
Assurance Supervisor Certification is designed to gain better 
performance from the Quality Assurance teams and ensure top 
performance at the CA level. 

'p! Refresher Training 
CA refresher training is conducted monthly. This training consists of 
communicating any system changes, customer needs or Center needs 
to ensure Team Managers and CAS are up to speed on the latest 
procedural updates. 

4 Corporate University Program 
The following on-going training programs are available through the 
Corporate University Program, and are available to Management and 
support staff: 

Customer Friend or Foe? 

Financial Management 

Project Management 

J 
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*FISH Philosophy 

Effective Coaching 

English in the Workplace 

The Healthy Interpreter 

Tools for an Effective Mentor 

What Mode Are You In? 

Supervisors Guide to EAP 

Training the Trainers 

Targeted Selection 

Conflict Resolution 

Outlook Training 

Positive Recognition and Discipline 

Electronic Messaging 

Adult CPR & First Aid 

Time Management 

ASL 

The following courses on Deaf Culture are also available through the 
Corporate IJniversity curriculum: 

Deaf Mannerisms 

The differences between Hard-of-Hearing, Deaf, late-Deafened 
populations 

Deaf Sayings 

Deaf History 
Cognition of the Deaf 

Aspects of ASL and their applications in Deaf Culture 
Differing the Pathological Model with the Cultural Model 
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+sprint 

COUNSELING OF CA'S AND STAFF 

Sprint has read, understands and will comply. 

Sprint and it's subcontractors provide the very best support available 
to CAS regarding the emotional aspects of Relay. During initial training, 
all CAS work through various scenarios that will help them handle 
emotional calls. While on the job, if a CA needs counseling, Supervisors 
and Management staff are trained to work with employees by providing 
support and guidance through emotional calls, as well as after calls. 
Supervisors do not provide group discussion but rather one-on-one 
guidance to protect confidentiality concerns. If the Supervisor 
determines that the CA needs additional counseling, they will encourage 
the CA to contact the Employee Assistance Program (EAP). 

EMPLOYEE ASSISTANCE PROGRAM (EAP) 

Sprint's EAP is available free-of-charge to assist employees to resolve 
problems that may o r  may not be work-related, including the 
emotional aspects of relaying calls. All communication between the 
employee and counselor is held in the strictest confidence, and the 
content of Relay calls is never discussed, including the names of callers 
involved. Counselors are available 24 hours-a-day, 7 days-a-week by 
telephone and in person, by appointment. 
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L Sprint 

PROCEDURES FOR RELAYING COMMUNICATIONS 

15-  11. Procediire4 for Kclaying (:om~llull i~ati , ,ns 

I Y w  s . v s l i w  . s l i r i l l  /;le r l v . s i g r r c d  io c . o r r r ' c : ) '  i l l r  ,[>il l  l 'ol i tc,t i , f  f ! f  titc' 

s l inl l  i.cdriv r i l l  c i t l l s  licxmidiiig i o  t lw  , f 'o//orr~iirg ~ ~ i . ~ ~ ' . , , ~ / l i ~ ~ ~ , , ~ .  

Sprint has read, understands and will comply 

Sprint provides a professional, transparent service that leaves full 
control of each call with the Relay user. Sprint CAS are trained to 
convey the full content, context and intent of the conversation. 
Nothing is to be edited or omitted from the content of the 
conversation or the spirit of the speaker. 

CAS are prohibited from intentionally altering a relayed conversation 
and must relay all conversation verbatim, unless specifically requested 
to do otherwise. CAS translate without interfering in communications. 
The CA types to the TTY user, or verbalizes to the non-'MY user, 
exactly what is said or transmitted when the call is first answered, and at 
all times during the conversation. This includes background 
information. The CA will follow any instructions provided by the Relay 
user regarding definitions of the portions of the call to handle. 

I f .  1711, CI i s  I l l  Ill. irlc'rrl <.I/ I>.). I1 i l l l l l l i l < ~ l ~  ( l l < l l  l l ~ l i l l < ~ )  , / ~ ~ , l l l ~ l r ~ l ~ d  / > I ,  

~ ~ ~ l l l l l l l l i l ~ L . l I I ~ O l l S .  ' I l l c ~ s s  l ' r l / l l r , s ~ c ~ ~ /  f l ~ / J c l ~ l l ~ ~ , s ~ ~  11)' t i  l l . s l~i ' .  l l 3 t *  ( . I  

".tJ" ( f  i f i / c / lc ,  i/r/d ''1.'' ( f ' , / < * i i in l i~ .  I ~ l ~ t ~  />i 'oi ' i , lcr .  . s l i r r l l  i ~ . s / i i l ~ l i , ~ I i  I :  

i i w l h i l  rrI?ii.li wi l l  r i l l o i c ~  i ~ l < , i i / ~ / ; ~ - ~ ~ i / ; ~ ~ ~ i  r! / '  / i r e *  < I irr f lw v i ' t ' n f  1 ,  

c o i r r / ~ l n i i i l  i s  J i lcv l  o v  ( 1  i is i 'v  i i ' r i i i / . s  I o  / i i x i . v c  / l i e  r ~ , < ~ i , k  t,!f / l i t ,  f .  1. 

Each CA is assigned a unique four-digit number with gender 
identification. For "Y calls, the system automatically sends the ID 
number and the gender at the beginning of the call and the end of 
each call. On voice-generated calls, the CA verbally states his or her 
CA ID number. Such identification allows the Relay user to be able to 
identify the CAS gender. In the event of receipt of a complaint or 
commendation regarding a specific CA, the four-digit identification 
number is used to identify the CA referenced. 

/ I .  17w Ilsrl' . s h r r / l  / I C  k t p l  ~ l ~ ~ f ~ l ~ l l i ~ ~ l /  0 1 1  I /?< .  , s t r r l r ~ s  of' I I k ~  c,rll. . s r l < ~ / l  

61s d i d i i , ~ g ,  i.iiigiiig. l i i is,). ,  r / i s ~ . o ~ i ~ ~ e c / ( ~ ~ l .  01' o i l  I i r i ld  f b i ~ ~ i i g l i < i i i /  

/ I l l *  cltll .sll7ll ls l l ~ ~ l l l ~ l l  
I i i r r i i l J r i ~  ,111 r.n/l r,fiIrl  c ~ i ~ i i l i i l i i c ~  I,, ~ i i . o r ~ i r l c ~  ,fieillitick l i r r l i l  I I i r ~  c.rr l l  i s  
r l 1 r s r l ~ l ~ r ~ c d .  

Sprint CAS are trained to utilize Sprint's sophisticated technology, 
which allows CAS to keep the user informed of the status of the call, 
The Sprint Relay System provides feedback to callers on call status 
within 10 seconds after the caller has provided the number to call, 
and will continue to provide feedback until the call is answered. 

Macros (pre-programmed commonly used phrases) automatically 
inform the customer when the CA is dialing. As the Florida Relay 
user gives the 'calling-to' number to the CA, the CA enters the 
number in the dialing window, and within 5 seconds outdials the call. 
A macro is automatically generated stating: 

/ / I t '  <ill/ !il'S.Sif>ll. I%<, S-)'S/L'II I  . V h c l / /  / > l ~ f l l ' ~ l / ~ ~ ,  ff't'C/hill'k 1 0  l . l l / / r * l ~ . V  0 1 1  

I O  s<,l.illlrls l ~ / I l ~ l ~  I I  c -nl lc l~ I l < l s  / l l ~ l ~ l ~ i r i < ~ i l  IO'. 
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" N O W  DIALING XXX-XXX-XXXX." 

After the number is dialed, the CA hears the outbound line ringing, 
and immediately launches a macro that states: 

"RINGING 1...2...3..." ETC. 

The CA informs users of all possible call status scenarios including 
busy or fax sounds. CAS will keep the user informed during hold 
periods and will be ready to comply with user requests. Hearing 
users will be informed orally of call status messages. As requested by 
the caller, the CA makes unlimited attempts on busy line calls. 

In addition, if the outbound user disconnects, the CA receives a 
system-generated signal on their screen, then informs the inbound 
user of the status, as seen below. This automation guarantees 
consistency for users. The CA informs users of all possible Call status 
scenarios. 

"(PERSON HUNG UP) XXXX M/F GA" 

<'. ,111 1r.~c~*I 's s l 1 r r l l  1irrt.c. t i l< .  i,pt;,,r1 Ol' t<4l;il<q Il l<, < : I  h I , r l '  t o  :<lr.<'t ( / I< ,  

< - r r / l e i f  f ) , i r t . l .  r i n d  i i ~ l ~ r r /  rrspt'c/,s r ! f  t l lc  crtll t l f r r l  IIC. .ilic tri l l  
/7<li iC//<, ,  FOl.  C ~ , V ~ l i i l ~ J / ~ ~ .  //7&, iim IISC'I' ill&'i,l' l'fl;<l, / / I C '  <.( I ! /  ( 1 ' r I ; l . C '  

~ . ~ l i ~ l ' ~ ' - ~ ~ i ' ~ ~ ~ ' ) .  l . r t l /JVl '  I l J f l I i  / l < t l ' < ,  I / , < ,  < 11 r / < >  
f l tn t  i.c,Icr.l, hc c~,vt~ l r r i ' r i< , r i  (IS S ~ X I I ~  (7s . s f > n r c ' < i t i c .  l r i i . ~ i i ' ~ i . . ~  11w <-r i l l .  

0 1 '  t l l c  l ' ( l l / l ' l '  l i i < ~ ~ l  [ I S ' ?  

CAS leave full control of the call to the Relay user. The CA follows any 
instructions given by the Relay user regarding which portions of the 
call to handle. For example, if the TTY user requests the CA not to 
announce the call, the CA will honor the request and allow the user to 
announce the call themselves. 

~ . o l r i ' c , i . s n t i r , r i .  t l w  .v,)'slc,iii s l in i l  ti,&, t o  I l w  7'DD ~ r . s i , i '  (it '  i .< , rhr i l i . z , .  
(1. \I Iwij t h  rrrll is ,/?vst r i r i s i i ~ r r e r i .  cirrri C t I  ril l  t i r i i i ~ s  d i i v i f i g  I l w  

1 0  t / l l ,  i l i > i f - ~ ~ ~ >  i iSP1 '  l ~ < ~ l ~ / J ~ ? ~ ~ i l l  i l ' / l l i /  i.S . S , l i ' l /  0 1 '  / ~ l ~ t l J l ~  i i l i / t , , S S  / /)<'  
1 . d ~ i . 1 ,  I ISCI-  sp<. i f ;cci l ! I ,  w q l i r . ~ t . s  s i i r r i r r ~ r ~ r ~ i ~ r i t ~ r i ~ i .  {f t lw  < ' I 
~ ~ ~ i i i i i i r ~ r i ~ c ~ . ~  ! l ie  c o i i i , w s c r t i o i i .  / I w  ( . . I  sl irr i l  i i ! / r i ~ w ~  imllr [ x i I Y i < , , \  
f l I < i l  the. crrii ir 1W;llg s ~ ~ l ~ l l l l r ~ l ~ i ~ r r ~ l l .  

Sprint CAS relay everything thing that is typed and everything that is 
said and heard; when the call is first answered, and at all times during 
the conversation. CAS do not omit or  censor any aspect of the Relay 
call. TIY callers are informed of background noises and voice tone 
descriptive words during the call through typing in parentheses. All 
comments directed to either party by the CA are also relayed and 
typed in parentheses. Call status scenario information typed by the 
CA is enclosed in parenthesis to clarify that the CA is typing, not the 
voice caller, For example, the CA will notify a TTY user when a new 
person comes on the line by typing the gender in parenthesis. 

Unless specifically requested to do so, CAS do not summarize what is 
said to either party. 
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Excited 

Bored 

Breathing heavy 

Eating 

Crying 

Talking softly 

Sick 

Sick 

Tired 

(talking fast) 
(talking slow) 

(panting) 
(smacking) 
(sniffling) 

(sounds frightened) 

_- ~~ ~ . I._.- 

~ ~~ 

(coughing) 

(wheezing) 

(yawning) 

. ~~ 

If it is clear that the tone of voice is more emotional than the 
descriptive words can provide, the CA will further clarify. For 
example: 

in addition to the descriptive words: 

These descriptions will be typed in parentheses and preceded by 
the word “sounds”. CAS are creative in conveying the hearing 
person’s vocalizations to the text user. CAS receive training in voice 
conveyance as a part of CA skills enhancement. Additionally, all 
background noises will be transmitted to the TDD user in 
parentheses, as seen in the table below: 

BACKGROUND NOISES 

(DOG BARKING) 

+ (DOORBELL) 

+ (BABY CRYING) 

+ (LOUDTV) 

(PAPER SHUFFLING) 

+ (TRAFFIC NOISE) 

+ (DOOR SLAMMING) 

+ (COUGH) 

+ (CHURCH BELLS) 
. -- 

+ (MUSIC PLAYING) 

+ (PAGER GOING OFF) 
~.. 

+ (TYPING) 

At the beginning of the call, the CA will indicate to the TDD Relay 
user the gender of the speaking person. The CA informs the TDD 
user of the gender of the person speaking in parenthesis (MI or (F). 
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7 Aspr in t  

/4 

P 

fi. (..IS sl , f r l l  i ~ ~ r l i < ' < f ~ t < ~  / < I  /Ilc' /~ .~ i *~ ' .  if kttci l i ' l l .  I f '  r r#t f i t l lo , .  ~ . I < ' I . : \ , I ~ I  i .o i i i< , .s  

0 1 1  tl1e l i , ! l l ~ .  

The CA will inforin the user if another person comes on the line, and 
indicate to the TDD Relay user the gender of the person by typing in 
parenthesis (M) or (F). 

11. : i l l  l ' f l l l l l l l ~ ' l l f s  r l i l ? l . t c ~ r l  1 0  l , i f l IC , l .  j><l l ' f . ] '  I>.), I l l< ,  ( . : I  f l l '  / , / I  I l l ' ,  <, I /I.]. 

l ' i l /J l ' l .  / M r I ' f . l '  s l l r l l l  I>l' l~12/rl~l'12rl. 
~ J ~ l l ~ c ~ l l l ~ l l ~ ~ c s .  
lIS<'l' (11 l o t .  l ~ ~ ~ < ~ i l ' l l l i l l ~  01' (1 crrll l l ~ l I i ' ~ 1 l  rlc.rrl l l ' i l l l  l l ; l l ~ l / ~ <  
iufbvi i i r i f , io i i  iiccil i f f > /  I>c, r . c l r i . i ~ c r l  10 /lw ~ ~ f l w r  I I S V I .  

FKS CAS convey all conversation during the initial call set-up and 
acceptance of charges from the called party. All comments directed 
to either party by the CA are relayed and typed in parentheses. For 
example, the CA may relay: 

?'Ill'.Sl' C f ~ l l l l l l c ' l l f S  s / l r l / /  171, l . l . /wr l  i l l  

f f f l l l ~ l ~ l ~ c ~ l :  ~ f l l l l l l l ~ ~ l l l S  / ~ l ~ f l l ~ c ~ ~ ~ l l  / / I < ,  (. -1 f l l l ~ /  ( 1  1.1,l<i.1. 

("Asking for Cheryl") 

All comments directed to the CA by either party are also relayed 

c .  Is sOrrli' I . , . l q i ~  . S ~ > L 4 l ~ I l ~  o /  l l l ~ / f l l l l i l l ~ l l ~  ["'fll't'l' l I f , I I I I S .  l r r r l l l l , L ~ l ~ r .  

r r d d i . i ~ s s c ~ . s ,  i i ! / i i i w i r i / i o i i  r i l i f m f  diw<q / ~ i . ~ ~ s i . i ~ i ~ ~ f i f i i i ~  r i i i f l  o / lwr  

When necessary, the CA will verify spelling of proper nouns, 
unfamiliar technical or specialized terms, numbers, and addresses 
that are spoken. Such verifications must be typed in parentheses, 
just as for other non-conversation content. 

j. (:Is sl ic i l t  sf(1.i' o.11 I l w  I i m ~ , f i w  r i  ~ ~ r i r i i r ~ r r r r r r  o /  ~ C I I  ( I O )  w ? u 1 t f 1 , . \  
1lcfrlr.c <ll ,r<ll l~il l 'q <I l ~ l l r r l l ~ q r ~  i l l  c4 .s .  
.Sl<I,)' 0 1 1  I l l l ,  l i l l l .  <I  r l r i l l i r l r l r l l r  f ? / , / ! ~ l ~ I W  ( I  5) l l l i l l l l l l ~ , \ .  I / '  ' I  l I . V , ' l '  

I I O t ~ l  p o r 7 i c . s  I l r l r ~ c ,  l l ~ l ~ l l l i l l f l l ~ ~ < l  / / I < ,  1 . i I l l .  

Sprint only changes CAS during the Relay conversation when it is 
absolutely necessary. Whenever possible Sprint CAS will stay on a 
call to ensure the natural flow of the conversation while keeping 
both parties informed, as seen below: 

i .  

l l l ~ ~ < l l l l ~ / ~ ~ l l ~  l f ' < l l ~ L / S  I l l i l l  fll'l' . S ~ > / l b l ' l l  i l l l < /  f11'<' I f 1  I J I '  8'l,/r,f!l'l*i!. 

I . 0 1 .  ,sr,s Cfll l .$.  I l l l .  < . I  l l l l l , s l  

l ' l ~ r ~ l l l ~ . s f s  thnf  f / J l ,  .srIlIIc' < . > I  IW llsl,r/ ~ / l l l ~ i l l , ~  f b l .  c ~ l l f i l . ~ ,  

l ' f l l l l ~ c ~ l ~ s < l t i l r l l .  f l J 1 '  . S j ' . S f l ' l l l  . S / l ( l / /  <~f>lllp!l' l l ' / l l ~ l / l ~ l ' l ~ l ~  / > l r . ~ ! , i / l ~ l ~  / , l l i i /  

"(CA XXXX F/M CONTINUING UR CALL)" 

The CA voices the following to the non-TDD user: 

"THIS IS CA XXXX CONTINUING YOUR CALL." 

However, in cases where a change in CAS is unavoidable, Sprint 
follows the practice of keeping CAS on the line for a minimum of 10- 
minutes for standard TRS calls and a minimum of 15-minutes for 
Speech-to-Speech calls. Whenever possible, the user's preference to 
utilize the same CA during the entire conversation will be honored. 
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k.  (...Is .slirrll 1 1 o 1  coi1i1si4. t?[ / ; , i .  r ~ r l ~ ~ i c e .  or iirtcr:ji,(./ p t , j ~ . + o i i t ~ l  
<lpi I1 ;(I 115  0 I' I I  r/ili/  i O l l r l l  ~ l ~ f ~ l l ~ l l l f  I I i0 11 i l l  / LJ ( I  11.)' I 't'lll) C I1 I/. I %I i S  

irlsr, imwii> / lw  Cls slxrll r i c i l  i i i r i k v  ( I I I . ) '  r , m l r r i ,  , j i i i / : ; ~ i w i i / . s  O I I  / / I (  

pvi!fciiiit.y o i '  i>li.sc<,iii/.)~ 01' legitlit). of ~ I I V  nw 
~ ~ l l ~ / / l l ~ ~ i l l ~ ~ l ~ l ~ ,  /ill, (,;IS Sllnl l  l i f l /  / ?<I l r l  / l l ' i ~ S l ~ l i < i ~  ~ ~ f ~ l l l ~ l ~ ~ ~ ~ f l ~ ~ f l l l . ~  

I l ~ i l l l  ~ l l l , l ' o i l l '  c r l l l i l l < ~  IlW .S . l ' .S/ l ' lI l .  

CAS do not counsel, advise, or interject personal opinions or 
additional information during a call, even if the Relay communication 
breaks down. Nor do CAS make value judgments on the content of 
any Relay communication and will not hold personal conversations 
with anyone calling Florida Relay. 

Sprint CAS are expected to relay calls that contain obscenity. 
However, when the obscenity is directed at the CA, they will notify a 
Supervisor or transfer the call to a Supervisor for assistance. 

/ / I C ,  /> i i~t i '  t / I q  ( I I ' i '  i~ i i / / i l lg ,  i i i i l i ~ s s  i i c ~ ~ ~ r l v r l  , / , ) I .  l~il/ill:;. 

Relay users are not be required to give their names or the names of 
the parties they are calling, unless required for billing purposes. 

This information is never recorded in any form without the 
permission and knowledge of the Relay user. When the caller 
chooses to provide such information, it will not be reported or kept 
on file, except with the permission of the caller for purposes of 
complaints, commendations or for toll- billing. 

When the inbound caller provides the CA with their name and/or 
the name of a specific person, department or extension, the CA will 
specify the names when announcing Relay. The CA will notify the 
7Ty caller by transmitting the following: 

/. 'Sl*i .S . S ' / > ( I / /  l l f > /  /71> l ~ l ~ ~ ~ i l ~ l ~ l ~ ~ /  If1 gil' l ,  / / l l * ; l '  i l i l l l l l ' , V  (11. / / I C '  11 f l111C'  <!/ 

("ASKING FOR [NAME)'') 
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7 --"Splint 

A LANGUAGES SERVED 

B-12. Languages Served 
At all times, the provider shall make mailable CAS with the 
capability to provide relay service to users who use either English 
Spantsh, or ASL (American Sfgn Language) on their relay caU 
Translation from one language to another is not required 

and will comply. 

Sprint Relay users in Florida will continue to have access to CAS who are 

P E E n S l t s h m  
Sprint CAs who are hired to provide Relay Sewices will be required 
to pass a valid and u 
considered for errip 
communication skill 
Human Resources p 
during the applic 

communication skills who pass the grammar test will be 
der& for employment. 

P Spanish language 

in the assessment 

Cunently, specific Relay Centers that handle Spanish Relay Services 
include: Miami, Florida (primary) and Lubbock, Texas (secondary). 

.... 



Bilingual CAS are trained to process all types of Spanish Relay calls, 
including the following call-types: 

m-to-Voice 

Voice-to-TTY 

Voice-Carry-Over (VCO) 

VCO-to-TTY 

m- to -VCO 

Hearing-Carry-Over (HCO) 

VCO-to-VCO 

VCO-to-HCO 

Two-line-VCO 

Two-Line-HCO 

m-to-TTY 

Recorded Announcements 
Answering machines 

Interactive Menus 

Beepers 
Pagers 
Directory Assistance 

Emergency Calls 
Collect Calls 

Calling Cards 
Third Party Calls 

Sprint's bilingual CAS are trained to meet the specific needs of 
Spanish-speaking Relay users and are able to adapt to various dialects 
used by the Spanish-speaking community. 
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Sprint's Spanish Relay CAS is trained and experienced to handle 
regional variations of the Spanish language. Sprint handles dialects 
from all parts of Latin America and the Caribbean. Those include: 

Mexico 

Guatemala 

Nicaragua 

Honduras 

El Salvador 

Panama 

Colombia 

Peru 
Ecuador 
Venezuela 

Argentina 

Chile 

Cuba 

Puerto Rico 

Dominican Republic 

Standard Castilian Spanish 

It should be noted that all Spanish dialects are mutually intelligible. A 
person from one Spanish-speaking country will be able to 
understand another fairly well. They are comparable to the variations 
that would be found in American English as spoken across different 
parts of the United States. 

The default is to use the standard Latin American Spanish where it 
doesn't create confusion, and use regional variations when clarity is 
needed. Our CAS are able to switch to the regional words where 
necessary (this would be equivalent to using American English 
regional variations for words like "soda" and "pop". 

n 

W... 
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“Los Servicios en Espafiol son un servicio bilingiie del servicio de 
Relevo para brindar apoyo a la traduccih de Relevo de Espafiol a 
Espafiol y/o de Espaiiol a 1ngli.s. Los comandos en Espaiiol e s t h  

disponible en 10s lugares de trabajo de CA 00s Operadores y 
cuentan con personal CA (Operadores) experto en habla Hispana.” 

Translation: 

“Spanish Services is a bilingual Relay service to support Spanish-to- 
Spanish Relay and/or Spanish-to-English translation. Spanish 

macros are available at CA workstations and staffed with proficient 
Spanish-speaking CAS.” 

Sprint workstation Spanish macros and greetings are listed below 

Spanish Greetings: 

RELAY <State> OPERADOR/A XXXXF/M NUMERO LLAMANDO POR FAVOR 
G A  

k TIY: RELAY <State> CA NUMBER =F/M NUMBER YOU ARE 
CALLING PLEASE GA 

RELAY <State> OPERADOR/A XXXXF/M HABLE ( 0  ESCRIBA A M A Q U I N A )  
AHORA GA 

k VCO: RELAY <State> CA NUMBER XXXXF/M YOU MAY SPEAK 
(OR TYF’E) NOW GA 

I RELAY <State> OPERADOWA XXXXFIM PUEDE OIR USAR voz o LEER TTY 1 
I G A  I 

k HCO: RELAY <State> CA NUMBER XXXXF/M YOU MAY USE 
VOICE OR READ ‘MY GA 

RELAY <State> OPERADOR/A XXXXF/M PERMITAME EL NUMERO QUE 
DESEA LLAMAR? 

k VOICE: RELAY <State> CA NUMBER XXXXF/M MAY I HAVE 
THE NUMBER THAT YOU WANT TO CALL? 
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n 'P Spanish Macros: 

I POR FAVOR EL ARE4 Y EL NUMERO O E  DONOE NOS LLAMA USTEO Q GA I 
k PLEASE PROVIDE THE NUMBER WITH AREA CODE FROM 

WHERE YOU ARE CALLING 

I NUMERO QUE OESEA LLAMAR 0. GA 

k NUMBER THAT YOU WANT TO CALL Q GA 

(OPERADOR/A XXXXF/M CONTINUANDO SU LLAMADA) 

r' CA NUMBER XXXXF/M CONTINUING YOUR CALL 

~ 

I IOCUPADO ... MARCANDO)  I 
~~ 

'r BUSY SIGNAL.. . , .REDIALING 

I 
~ 

RELAY <State> OPWA XXXXFIM CON UNA LLAMADA 

k RELAY <State> CA XXXXF/M WITH A CALL 

_____ ~ 

(EXPLICANDO SERVICIO) I 
P (EXPLAINING THE RELAY SERVICE) 

( M A R C A N E  PARA DEJAR MENSAJE U N  M O M E N T O )  

k REDIALING TO LEAVE A MESSAGE. ONE MOMENT 

I ( M A Q U I N A  CONTESTADORA COLGO) GA 

I ANSWERING MACHINE DISCONNECTED G A  
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(SU MENSAJE FUE OEJAOO) OPR/A XXXXF/M GA 
~ 

(YOUR MESSAGE WAS LEFT) CA XXXXF/M G A  

(LA PERSONA HA COLGAOO) RELAY <State> OPR/A XXXXF/M GA TO SK 

I (THE PERSON HUNG UP) RELAY <State> CA XXXXF/M GA TO 
SK 

EL SERVICIO DE RELAY HA CAMBIA00  LA PROGRAMACION PARA LOS 
CLIENTES QUE USAN EL ASCII DE ALTA VELOCIDAD: EN EL FUTURO. 

PARA POOER VER LO QUE ESTA ESCRIBIENDO EN LA PANTALLA, FAVOR 
DE ACTIVAR EL "ECHO LOCAL ON" GA 

> THE RELAY SERVICE HAS CHANGED THE PROGRAMMING FOR 
HIGH SPEED ASCII USERS. IN THE FUTURE, TO SEE WHAT IS 
BEING TYPED O N  THE SCREEN, PLEASE ENABLE "ECHO 
LOCAL" GA 

I (MARCANDO OTRA VEZ! 

i REDIALING 

(GRABACION) 

P RECORDING 

(MAQUINA CONTESTADORA ESTA CONTESTANOO) 

> ANSWERING MACHINE ANSWERED 

(SU NUMERO SE TRANSMITIO) GA TO SK 

b (YOUR NUMBER WAS TRANSMITTED) G A  OR SK 



(UN M O M E N T 0  POR FAVOR) 

> ONE MOMENT PLEASE 

TRANSFIRIENDO 

b TRANSFERING 

(GRABACION CONTESTO) 

2; RECORDING ANSWERED 

(CON M U C H 0  GUSTO) SKSK 

i YOU'RE WELCOME 

(PERSONA COLGO) SKSK 1 
I (THE PERSON HUNG UP) SKSK 

(POR FAVOR COLOQUE S U  TELEFONO E N  LA M A Q U I N A  CONTESTADORA 
Y LUEGO LA ACTIVA) GA 

> (PLEASE PLACE THE HANDSET O N  YOUR ANSWERING 
MACHINE AND TURN IT ON) GA 

I (DEJANDO MENSAJE)  

9 LEAVING MESSAGE 

r RELAY <State> OPWA XXXXFIM DEJANDO UN MENSAJE I 
~~ 

+ RELAY <State> CA XXXXF/M LEAVING A MESSAGE 

ISU MENSAJE N O  ESTA CLARO POR FAVOR REPITA) GA 

k (YOUR MESSAGE WAS NOT CLEAR, PLEASE REPEAT) GA 



(FAVOR DE DEJAR S U  MENSAJE CUANDO MIRE " G A . M A R C A N D 0 )  

> (PLEASE LEAVE YOUR MESSAGE WHEN YOU SEE "GA". . . .. 
DIALING) 

LA PERSONA HA COLGO HACE < H O W  LONG AGO> SEGUNDQS Y LAS 
ULTIMAS PALARRAS RELEVADAS FUERON <LAST RELAYED> RELAY 

<State> OPR/A XXXXFjM GA OR SK 

k THE PERSON HUNG UP <HOW LONG AGO> SECONDS AGO 
AND THE LAST RELAYED WORDS WERE <LAST RELAYED> 
RELAY <State> CA XXXXF/M GA OR SK 

(GRABACION, DESEA MENSAJE COMPLETO a G A  

P (RECORDING) DO YOU WANT THE CA TO TYPE THE 
COMPLETE MESSAGE Q GA 

(H )  

> (FEMALE) 

(HABLE AHORA) GA 

*r (SPEAK NOW) GA 

(OPRIMIENDO LA INFORMACION) 

> (TYPING INFORMATION) 

(CODIGO DE AREA POR FAVOR) GA 
~ 

*r (AREA CODE PLEASE) GA 
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I (COMOI DESEA ANUNCIAR SU LLAMADA Q) G A  I 
~ ~ 

> (HOW DO YOU WANT TO ANOUNCE YOUR CALL Q) GA 

(ESTA VELOCIDAD ES ACEPTABLE Q GA) 

i. (IS THIS SPEED ACCEPTABLE Q GA) 

(ESPERANDO .,.,...,..., SlGA ESPERANDO) 

> (HOLDING ...,...,... STILL HOLDING) 

MARCANDO <call type> <number> 1 
I DIALING <CALL TYPE> <NUMBER> 

SU NUMEFlO NO ClORRESPONDE CON NUESTRA COMPUTADORA PARA 

ASISTIENCIA LI.AME A SERVlClOS AL CLIENTE 800 676 4290 CA 

i YOUR NUMBER DOES NOT MATCH OUR RECORDS, FOR 
CUSTOMER SERVICE PLEASE DIAL 800 676 4290 GA 

NO PODEMOS IDliNTlFlCAR SU LLAMADA POR QUE ES NUMERO DE 
TELIEFONO PUBLICO 0 RESTRINGID0 GA 

i. WE CAN NOT IDENTIFY YOUR CALL BECAUSE IT IS FROM A 
PUBLIC PHONE OR FROM A RESTRICTED NUMBER GA 

SU PEDIDO HA SlDOt PROCESADO ESTARA LIST0 DENTRO 3 DlAS SI  HAY 
ALGUN PROBLEMA FAVOR DE LLAMAR A SERVlClOS AL CLIENTE. 800 676 

4290 GA 

i. YOUR ORDER HAS BEEN PROCESSED AND WILL BE READY IN 
3 DAYS. IF YOU HAVE ANY PROBLEMS PLEASE CONTACT 
CUSTOMER SERVICE AT 800 676 4290 G A  
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SU LLAMADA SERA TRANSFERIDA . MANTENGASE EN LA LINEA 

> YOUR CALL WILL BE TRANSFERRED., , , , PLEASE STAY O N  THE 
LINE. 

SONANDO 1 .._ 2 ._. 3 ... 4 ... 5 ,.. 6 ... 7 ... 8 ,., 9 ... 10 ... TODAVIA SONANDO 
G A  

i RINGING 1 .. 2 ._ 3 .. 4 .. 5 .. 6 .. 7 .. 8 ,, 9 .. 10 ._ STILL RINGING 

LA COMPUTADORA NO PUEDE PROCESAR SU LLAMADA POR RELAY 
<tail type> LLAMAOAS H A N  SlDO RESTINGIDAS DE SU NUMERO 

TELEFONICO E A  

Y THE COMPUTER CAN NOT PROCESS YOUR RELAY CALL <call 
type>. CALLS HAVE BEEN RESTRICTED FROM YOUR PHONE 
NUMBER G A  

LA PERSONA QUE USTED LLAMA NO ACEPTA LLAMADAS POR RELAY 
G A  

i THE PERSON YOU ARE CALLING DOES NOT ACCEPT RELAY 
CALLS GA 

LA PERSONA QUE USTED LLAMA NO ACEPTA LLAMADAS POR RELAY 
QUE ORIGINAN DE SU NUM€RO TELEFONICO GA 

Y THE PERSON YOU ARE CALLING DOES NOT ACCEPT RELAY 
CALLS FROM YOUR PHONE NUMBER GA 

SUS ARCHIVOS ESTAN AL CORRIENTE 

> YOUR FILES HAVE BEEN UPDATED 

I LA COMPUTADORA NO PUEDE PONER AL DIA SUS DOCUMENTOS PDF; I 
I FAVOR INTENTE SU LLAMADA M A S  TARDE GA I 

I THE COMPUTER CAN NOT UPDATE YOUR FILES. PLEASE TRY 
YOUR CALL LATER GA 

J 
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I POR FAVOR REPITA, EL NUMERO DE 10-10-XXX ES INVALID0 GA 

i PLEASE REPEAT, THE 10-10xxX NUMBER IS NOT VALID GA 

LA PERSONA H A  COLGAOO GRACIAS POR USAR RELAY <Sta te>  SKSK 

i THE PERSON HAS HUNG UP. THANK YOU FOR USING RELAY 
<State> SKSK 

i ASL Language 

Sprint Relay is committed to providing quality services to all 
customers regardless of their level of English language skills. Sprint 
CAS are trained t o  translate typed text of Relay users whose primary 
language is ASL or whose written English language skills are limited to 
conversational English. ASL Translation training is a component of 
Sprint's Diversified Culture training. 

ASL translation training includes: 

What is ASL? 

History of ASL 
ASL recognition as a language 

RulesofASL 
Parameters of ASL 

English Idioms versus ASL Idioms 

Evolution of ASL 

Syntax of ASL 
How to Translate ASL to English 

W Language Samples 

WCour te sy  

Each employee receives 80 hours of initial training, which includes 20 
hours dedicated to Deaf Culture. All role-plays are written to reflect 
ASL. CA's are tested for basic ASL skills prior to completing initial 
training. If the CA does not demonstrate the ability to convert basic 
ASL to conversation English, the CA is not allowed to process live 
calls. The CA will receive additional training if needed. If the CA 
cannot grasp the concept of converting basic ASL to conversational 
English the CAS employment will be terminated. 
Throughout employment, CA's are expected to continue to expand 
on their skills and improve their knowledge of ASL and Deaf Culture. 
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After initial training, each CA is provided with an ASL workbook. 
This workbook is completed by the CA and returned to the 
Supervisor. The Supervisor and CA together review the workbook 
and the CA's ability to translate ASL to conversational English. The 
CA keeps this manual for future reference. The ASL workbook can 
be found in Appendix G. 
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ADDITIONAL LANGUAGES SERVED 
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Sprint has read, understands and will comply 

Sprint Relay users in Florida will continue to have access to CA's who 
are proficient in French/Creole. The French/Creole toll-free number is: 
877-955-8707. French/Creole Calk are handled by proficient bilingual 
(French) CAS offering services 24 hours-a-day, 7 days-per-week. 
Workstations have been modified to provide macros and other 
functions to the caller in French/Creole. 

.. 

I French/Creol.e Language 
French and Creole are two independent languages. Even though 
French is the official language of Haiti (the schools teach French and 
the government conducts its business in French), Creole is the 
language spoken by the majority of the population and/or those with 
limited education. Creole, which is only spoken in Haiti, is a 
combination of French and varied African languages. Initially it wm a 
dialect tlxit through time evolved into it's own language, and has been 
accepted as such. Creole, up until the last ten or so years, only 
existed as a spoken language, however there was been a big push for 
it to become a written language. The spelling of words in Creole and 
the grammar is different from French. However, a person who 
speaks French fluently normally has a good Understanding of Creole 
if the same word exists in both languages &e.: like English is a 
derivative of German, if a German-speaking person says the word 
"gut", an English-speaking person would understand it to mean 
"good" very easily without a translation being necessary). 

Upon completion of CA training, CAS receive 5 hours of specialized 
training specific to French and French Creole. 

Topics discussed during training include: 

+ Terminology (for example, a consensus of what 'GO AHEAD' 
should he, pacing phrases, explanation phrases, etc.) 

+ It is emphasized that phrases and translations must encompass 
French, Canadian French and Haitian French. 

It should also be noted that French is similar to Creole; therefore 
standard French is normally satisfactory for these users as well. 

Training topics include: 

+ 

Training on how to change the macros to French 

When providing French translations, CAS are taught not to 
translate word for word, but to convey the concept. 
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Cultural discussions - related to etiquette. For example,  English is a 
very direct language; brevity is part of that directness. French 
(and Creole) are not.  If one is brief, it comes  across as rude. 

0 Ft-c.llc~I1 vs. Clc~ole  clillc.rc.ni.e5 

+ Terminology 

+ Pacing Phrases 

+ Explanation Phrases 

+ French, Canadian French, Hatian French 
n e e d s  

Macro’s  

+ Translation 

+ Cultural discussion 

+ Directness seen  as rude 

%S French Macros 

- 
> AREA CODE AND NRR U R CALLING FROM I’LS Q GA 

I (OPR @ CONTINUING UR CALL) 

r (BUSY. .REDIALING1 

96 



I (REDIALING TO LEAVE MSG) 

I (RELAY HAS CHANGED THE SETTING FOR HIGH SPEED ASCII 
USERS: FOR FUTURE CALLS, TO SEE YOUR 
TYPING/COM7ERSATION O N  THE SCREEN, PLEASE TURN 
LOCAL ECHO “ON”) GA 

I (REDIALING) 
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, ..,. L .  ,... " . . : ~  r 

i (UR PAGE WAS SENT) GA OR SK 

~ .,/.., ~ ,...., - .,-. ..t ,if. ..: - I . , . 7 ? . : - . . - - . , .  \ ~ ,  
, .  , , ~~ ~ < .  , "  . ,  

I (OPR NO LONGER HAS THAT INFO) GA 

I (TRANSFERRING) 

I 
i (RECORDING PLAYING) 

1 
I (UR WELCOME) SKSK 

:" , , - -  .+.. ~ : . . , l  ;; ,,.,, I i _ , . ~  ..~. _. , ..~ . . 
.. , . 3 .  

., . . 

i (PERSON HUNG UP) SKSK 
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I (PLS PLACE UR HANDSET NEXT TO ANS MACH AND TURN ON) 
G A  

I (LEAVING MFSSAGE) 

I FL KELAY O P K  @ WITH A MSG 

I (UR MSG WAS GARBLED I'LS REPEAT) GA 

I (PLS VOICE UR MSG WHEN U SEE "GA".KEDIALING) 

i PERSON HUNG UP <HOW LONG AGO> SECONDS AGO AND 
THE LAST FIVE WORDS RELAYED WERE <LAST RELAYED> FL 
KELAY @ GA O K  SK 

I <LAST TYPED> 

(RECORDING) RELAY ENTIRE MSG Q GA 
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I Male 

I I , - /  I 
I I I 
I 

I I Female 

- 
- 

r (VOICE NOW) GA 

r' (ENTERING INFO) 

h (AREA CODE PLS) GA 

> (HOW WOULD U LIKE UR CALL ANNOUNCED Q )  GA 

I > (IS THIS SPEED ACCEPTABLE Q GA) 

> DIALING #800 735 0533 GA 
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i WE ARE UNABLE TO BRAND UR PHONE NBR BECAUSE IT IS A 
PUBLIC OR RESTRICTED PHONE NBR GA 

I UR REQUEST llAS BEEN PROCESSED AND IT SHOULD BE 
READY WITHIN APPROXIMATELY 3 DAYS. IF THERE IS A 
PROBLEM. PLS CALL CUSTOMER SERVICE AT 800 735 0513. GA 

I (HOLDING .................................... STILL HOLDING) 

I RINGING 1 ._. 2 ,., 3 ... 4 ... 5 ... 6 ... 7 ... 8 ... 9 __. 10 ... STILL 
RINGING GA 

I THIS CALL CANNOT BE COMPLETED THRU RELAY. CALLS 
HAVE BEEN RESTRICTED FOR YOUR PHONE NBR GA 

I THE PARTY THAT YOU HAVE DIALED DOES N O T  ACCEPT 
CALLS PLACED THRU RELAY GA 
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F THE PARTY THAT YOU HAVE DIALED WILL NOT ACCEPT 
CALLS PLACED THRU RELAY FROM YOUR PHONE NBR GA 

F UR RECORDS HAVE BEEN UPDATED GA 

I COMPUTER SYS IS UNABLE TO UPDATE UR RECORDS AT THIS 
TIME PLS TRY AGAIN LATER G A  

i- INVALID CARRIER IN DIAL THRU NUMBER, PLS REPEAT GA 

+ THE PARTY HAS HUNG LJP THANK YOU FOR USING FL RELAY 
SKSK 
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P SHIFT ADVISOR/CONSULTANT 
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Sprint has read, understands and will comply. 

AH Sprint C.4s receive 24 hour-a-day support in all aspects o f  call 
processing by Supervisors who have received specialized training in 
Deaf Culture, including ASL. 

Sprint Relay recruits supervisoiy applicants who are knowledgeable of 
ASL, experienced with TRS, and are knowledgeable of the communities 
served by TRS. 

I 
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F- CONFIDENTIALITY OF CALLS 

t < ~  15. (~ oiifidentiality of C:aIls 
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Sprint has read, understands and will comply. 

Sprint believes that measures to ensure confidentiality are crucial to the 
success of TRS operations and has implemented procedural and 
environmental measures to safeguard customer and call information. 

CA workstations are in set in cubicles that are bordered by high sound- 
absorption acoustic tiles and CAS wear special noise-reducing headsets. 
Cubicles are arranged to minimize the number of cubicles that are side- 
by-side. 

In accordance with FCC regulations, all information provided for call 
set-up, including customer database records remain confidential and 
cannot be used for any other purpose. Sprint also prohibits the use of 
any information obtained during the processing of a call. After the 
inbound party disconnects, CAS lose the ability to view or access any 
information pertaining to that call. No written or taped information 
regarding the call is kept once the call is released from the CA position. 
After the call has been terminated, the billing information is transferred 
to billing files and is no longer accessible except, for billing purposes. 

Throughout initial and ongoing training, CAS receive information and 
guidelines on professional conduct with an emphasis on ethics and 
confidentiality. They are required to sign and abide by a Pledge of 
Confidentiality that promises not to disclose the identity of any caller or 
any information learned during the course of relaying calls. 

If a breach of confidentiality occurs after employment with Sprint, 
Sprint and the State reserve the right to pursue all available legal 
remedies, which may result in penalties and prosecution. 

Please see Appendix D for the Sprint Relay Center's Agreement 
Regarding Confidential Information. 
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+Sprint 

Names, genders, or ages of any parties for the purpose of sharing 
past experiences. 
The originating or terminating points of calls for the purpose of 
sharing past experiences. 
Specifics of the information conveyed for the purpose of sharing 
past experiences. 
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<.[,lf,,;,. 
As a part of training, CAS role-play various scenarios which 
demonstrate the correct way to ask for assistance from a Supervisor 
without divulging call-specifics. Examples of confidentiality breaches 
are reviewed and discussed with CAS. 

During training and throughout employment, it is stressed that CAS 
are prohibited from discussing calls with one another. It is 
understood that failure to respect confidentiality will result in 
termination. 

The only exception would be in the case of an emergency, life- 
threatening situation or threats to the CA or the Relay Center. In 
those rare instances, names and specific information may be 
disclosed by the CA to a Supervisor to expeditiously address the 
situation. 
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FPSC staff will be allowed to observe live calls for monitoring 
purposes, but will be required to comply with all confidentiality 
guidelines and will be required to sign the appropriate confidentiality 
form as found in Appendix D. 

r l .  . I  cop>, I l w  ~ ' f i i ! f i ~ i ~ ~ i i / i i i l ~ / . ~ ~  I'olIi;~, slinll /J(* {ii~,i i e / c , d /  I t ,  t i  1 1 5 i ' i '  

f f / l < J l l  l.<'<(lfl?.S/ (ill</ ( I /  1 1 0  Cl>.S't. 

Sprint will provide a copy of Sprint's Confidentiality Policy to Florida 
Relay users upon request at no cost. 
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TYPES OF CALLS TO BE PROVIDED 

i ' .  Ilcviriiig < - f i v r : i ' - o c ' c ' r .  ( I l ( ' 0 i .  t i f , o - l i r i i ,  I IU). / I <  O-/i>. 17 1, l l i  I ) - i o .  
l f ( . O  rrrrr l  <'Iipm' . s < ~ l ~ r ~ i ~ r  0 1 '  i t s  < ~ l [ l l i l ~ ~ l J ~ ~ i r t  S<,l'J ;,.,*. 

Sprint CAS transmit all conversations between Hearing-Carry-Over 
(HCO), two-line HCO, HCO-to-TTY, HCO-to-HCO users. 

Sprint provides C'apTel Services as detailed in Section 22 of this 
proposal. 

0.0. 
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n CALL RELEASE FUNCTIONALITY 

Once the CA has both 'MY parties on line, the CA releases the call and 
the conversation is removed from the CAS screen ensuring 
confidentiality 'MY callers are then able to conduct a conversation with 
their called party (TI?') without an intermediary remaining on the line. 
Under the FCC's 2nd Report and Order rule, when the call is signed off 
or 'released' by the CA, the call ceases to be a TRS call and no longer 
subject to the per-minute reimbursement. 

7 1 i c  p i w i ~ i r l c i .  she i l l  rilsri i i i i i i i c 4 i l i / < , l i ~  i .c I<vi .sc*  ( I  <:rill i r ~ l i c i i  t i  i'7 1 
i i . s c ~ i ~  i i s i i i g  /lie i d e i , i ,  .s.i'.s/c'rri is i i i r i c / i i x *  , f o p .  i i i o r ~  l l r c i r i  .::O . sc~i . rur~l . s .  

Sprint has read, understands and will comply. 

Sprint will expediently release the inbound 'ITY user if inactive when 
arriving at the Sprint TRS platform. The CA position automatically 
detects the text protocol of the user. If after connected, no response is 
received, the CA will attempt additional contact with the 'MY user. If 
this fails, the CA waits 30-seconds and then releases the line. 

In addition, all calls to the Relay Center will be disconnected promptly 
upon termination of the call by the inbound user or when the 'MY user 
is not actively engaged in a call or giving dialing instructions. This 
ensures that Sprint's TRS system is run as efficiently as possible and the 
State does not incur inflated charges for times of inactivity. 
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SPEED DIALING 

I , / i , r ~ 1 1 1 1 v  IiO(11 (IIloj1r.s it Th?5 i iset '  t r ,  j>lrrr,c, I I  rrrll I I . < ~ I I , ~  ,I . \ lot.c,rl 
l 1 l l l l l l > t ~ l ~  l l l r l i l l t ~ l i l l ~ ~ d  17.1, 1/11, TILS , / ' l < ~ i l i I ~ l ~ .  I l l  I l l t .  l 'r l l l l t ' .v~ f ? /  TKS. 
. S ~ > C W l  r l i r r l i r r g  r l l l r l l l ~ s  ( I  TR,5 115<'1' t o  g i w  I l lC~  ( : ~ I  ( I  " s l l ~ l l ~ l ~ l l r I l ~ ~ l "  
11~11111, 0 1 '  l l l ~ ' l l l l > t ~ l ~ ,  f o v  tI1e I I S l ~ I . ' S  I I I O S I  , / 1 ~ 1 ~ ~ / l 1 ~ ~ 1 1 f / ~ ~  ~ ~ i l l l l ~ r l  l l ~ l ~ ~ ~ l l l ~ ~ l l < ~  

I 1 1 1  r r r l l ~ ~ l ~ s .  

Sprint has read, understands and will comply 

Frequently Dialed Numbers, also referred to as Speed Dial Numbers, 
allow Florida Relay users to store frequently called numbers in their 
Customer Profile, along with a name for each entry. When initiating a 
call, the user may then provide the name to the CA, instead of the 
entire 10-digit number. The Frequently Dialed Number feature is a 
standard offering in Sprint's Customer Database. 
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THREE-WAY CALLING FUNCTIONALITY 

€ I ~  1 9 .  'l'l1recVi'ay <:dling Fiinctioiialit>~. 

.4 , / c v i / i i r v  //in/ d l o r i ~ s  i ~ i i ' e ,  t l i o r i  / w o  p [ i i v i c , . v  i o  /w o i i  i/,c' 
I d v p l i o i i e  l i r i r  111 tOc, .v[irrie t,irrrr i i , i i l i  

Sprint has read, understands and will comply. 

Sprint will continue to provide Three-way calling capability For FRS 
users. 

* LEC-based Three-way calling 
Florida Relay users who have purchased Three-way calling or 
conference calling capability from hidher Local Exchange Carriers can 
use this feature when placing a call through Florida Relay. This feature 
allows the Florida Relay user to place the call to the Relay and then 
conferences in the voice-called party. This is also known as the Two- 
Line VCO method. 

Another example would be if the Florida Relay TTY user places the call 
to Florida Relay and then conferences in another TTY user on the line. 
The original TTY user requests to place a call to the voice-called party. It 
then becomes a conversation between two 'MY customers and one 
Voice customer. This process also would apply if there were two voice 
customers and one ITY user on the line. 

GI. 
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VOWEMAIL AND INTERACTIVE MENUS 

B-20. Voicemail and Interactive Menus 

CAS must alert the TES user of tbe presence of a recorded message 
and fnteracttve menus tbrougb a bot key on the CAS terminal 
The bot key will send text from tbe CA to the consumer's TIY 
indicating tbat a recording or interactive menu bas been 
encountered Relay providers shall etectronically capture recorded 
messages and retain tbem for  tbe lengtb of tbe call Tbe provider 
may not impose any cbarges f o r  additional calls, wbicb must bc 
made by the relay user in order to complete calls involving 
recorded or interactive messages. 

tan& and will comply. 

transmit: 

I (ANS MACH) 

o r  

I (RECORDING) 
Hearing u r n  will be informed m U y  of call status mesmges. 

The bidder sball explain JJOW messages will be l e -  on or retrieved 
from answering macblnes and boiu interaction witb voice response 
units will be accomptisbed The bidder sbould explain l o w  any 
access code nsed to ret*ve messages will be confidentfalty 
handled, 

rn commands to rerrieve 

'17 



Voice Mail 

I 

The CA will co the caller that their 

the Florida Relay caller 

"(UR MSG LEFT) CA XXXX M F  G A  

The bidder sl~oiild explain if and bow messages will be retrieved 
froni an nwswering machine if the originntittg party callirig the 
r e l y  renter i s  at the same locatiotr as tbe answering nrnchine. 
F o r  examnple, if n persoir is ut IJome and cannot retrieue his 
messages from his own aasuvzring rnacbirie, bat0 will Ibe relay 
center accomplish retrietiirrg the message nnd relaying the 
infornintion to the bearixg inipaired person tubes orrly one 
telepbone line exists to tbe residetrce? 

Answering M w h h e  E e W i d  (m) 
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A Answering Machine Retrieval (AMR) 

I 

- 
vco user 
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VOICE AND HEARING CARRY-OVER 

B-21. Voice and Hearing Carry-Over 

The prouider shall provide both voice and bearing Carry-Oaer upon 
request of the user. A TDD user nia-y request uoice Carry-Orier 
(VCO) which uiiN alloul hiinher to speak directly to the telephone 
user and receive the message typed back on the TDD. In addition. 
a TDD user ma-v request hearing Carqs-Ouer (HCO) which iaill 
enable the TDD user to directly bear what the fekpbolle user i> 
saying avid type back bis/l~er message, 
operator. 
As part of its proposal the bidder should describe in detail bow 
incoming 2-line VCO culls will  be handled. As part of its proposal 
the bidder should also describe in detail bow outgoing 2-line VCO 
caUs urill be handled 
The protiider sbaP make proidsion for two persotis u~bo are 
hearing disabled to speak f o r  tljer~selues by means of Voice Carry- 
Ouer to Voice Carry-Ouer (VCO to VCO) arid fo r  two persotis who 
are speech disabled to bear fo r  theniselves by means of hear in^ 
Carqi-Over to Hearing Carry-Ouer (HCO to HCO). 
Sprint has read, understands and will comply. 

Sprint exceeds this requirement by providing VCO Attribute-Based 
Routing for Florida Relay users who access the Florida Relay toll-free 
number: 1-800-735-4313. Sprint is the only provider to offer this 
VCO specialty service for traditional Relay Services. CAS that 
demonstrate a high proficiency in handling VCO calls receive 
specialized VCO training and are designated targets for VCO calls. VCO 
dedicated toll-free access numbers also assists VCO users that may be 
calling from PBX lines and/or dual household members. 

Sprint is fully compliant with FCC guidelines for Voice-Carryover and 
Hearing-Carry-Over services. Sprint Rehy was the h t  provider 
to offer enhanced VCO services and offers more carryover 
enhancements than any other TRS provider. These 
enhancements offer multiple ways to meet user needs and allow for 
preferred communications when calling through FRS. These enhanced 
features are included in the Sprint standard Relay package and are 
provided at no additional cost to the State. 

Sprint provides the following VCO and HCO features and 
enhancements: 

irb iuiN be spoken bji the 

VCO Attribute-Based Routing 
VCO with Privacy/No GA 

VCO Branding 
Standardized or personalized VCO call announcement and 
explanation 

VCO Attribute Based Routing 

Two-Line VCO 

VCO-to-HCO 
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... I VCO-to-TTY 

VCO-to-VCO 

Reverse Two-Line VCO 

Voice Call Progression 

HCO with Privacy 

HCO Branding 
Standardized or personalized HCO call announcement and 
explanation 

Two-Line HCO 
Reverse Two-Line HCO 

HCO-to-VCO 

HCO to TIII’ 

P Voice-Carry-Over (VCO) with Privacy: 
VCO users have the ability to request ‘VCO with Privacy/No GA. This is 
an enhancement to Sprint’s VCO product, requested by many VCO 
users. This feature provides the Tp1’ caller with added privacy on their 
call because the CA does not hear the VCO users’ voiced messages and 
no “GA” is needed from the VCO user. The voice user is heard by the 
CA and gives the “ G A  each time to alert the CA that he/she is finished 
speaking. The figure below illustrates the VCO call process. 

Voice-CarrpOver Service 
t VCO USBI 6 p k 8  . 2 vme user 116*”* 

P VCO Branding: 
VCO users may choose to have their telephone numbers permanently 
branded as VCO calls. When a telephone number is branded as VCO, 
each call into Florida Relay receives a unique greeting. The following is an 
example of the VCO greeting used. 

122 



I "Florida Relay XXXXM/F VOICE (OR TYPE) NOW GA" 1 
This allows the caller to voice hidher call set-up instructions to the CA 
directly. 

Sprint CAS are trained to use a brief announcement to explain VCO to 
the end user. For example: 

"Hello. A person is calling you through Florida Relay. This is CA XXXX. 
Have vou received a Voice Thru cal l  before?" 

If the hearing party has received a VCO call before, the call begins. If 
not, the CA is trained to provide a brief VCO explanation if the hearing 
party has not received a VCO call before. For example: 

"The person who i s  calling will be speaking directly to you. When helshe 
says the phrase, "Go Ahead.'' that indicates that they are done speaking and 

are ready for you to respond. When you talk, the operator will be typing 
evervthina heard back to the caller. One moment for vour cal l  to besin." 

Sprint also recognizes that VCO users may prefer to announce and 
explain their calls themselves. The CA will honor VCO caller's 
preference regarding announcing or explaining each call. 

n 

.... 
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... I Two-line vCO: 
Two-Line VCO (ZLVCO) provides close to real-time conversations 
between the Deaf or Hard-of-Hearing person and the hearing person. 
Two telephone lines and three-way calling is needed for this type of 
Relay call. Two-Line VCO user speaks directly to the hearing person on 
one (Voice) line and uses the second ('ITY) telephone to receive the 
CAS typed responses voiced by the hearing person. There is no need 
to give the "GA" or wait a turn, allowing for a smoother and more 
natural flow of conversation. 

Two-Line Voice-Carry-Over Service 
2 C& 11Stens am types me 

"Olce user's r e s w s e  

6i 

1 2 4  



rs 

P VCO-to-HCO: 
This feature allows a VCO user to communicate with a Hearing-Carry- 
Over (HCO) user. The VCO user speaks directly to the HCO user and 
the HCO user types their response directly to the VCO user’s TlY 
device. 

VCO-to-HCO Service 
1 VCO User speak3 dlrRtlY --* 2 HCO Uadr Mens 

l@lnaHCOuser mmevcouses 

L 

A 

‘p vco-to-vco: 
VCO users can communicate with other VCO users through Florida 
Relay. The CA listens to each VCO user’s spoken messages and types 
for both parties. 

m m . .  

n 
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a vco-to-TTY: 
VCO and TTY users may communicate with each other through Florida 
Relay. The VCO user voices hedhis own messages, which are 
transmitted by the CA to the TTY user's device. The TTY user types 
directly back to the VCO user's device, who reads the typed message 
across theic Tl'Y LCD display. 

V C O - t o - m  Service 
2 
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e Reverse Two-Line VCO: 

Reverse Two-Line VCO (FQLVCO) provides close to real-time 
conversations between the Deaf and Hard-of-Hearing person and the 
hearing person. Two telephone lines and three-way calling is needed for 
this type of Relay. A hearing person using a standard telephone initiates 
the call to the R2LVCO user. The R2LVCO user receives the call and 
connects to the CA via a standard telephone with three-way calling. The 
CA dials the second (TIT) telephone at the R2LVCO user's location. The 
FQLVCO user speaks directly to the hearing person on one (Voice) line 
and uses the second (lTY) telephone to receive the CAS typed 
responses voiced by the hearing person. There is no need to give the 
"GA or wait a turn, allowing for a smoother and more natural flow of 
conversation. 

Reverse Two-Line VCO Service 
2 nvcouJermnsusrrme 

mcomin* call 0" tnr 
r s o m  te!qhonc liw 

1. voice UDIWu* 
Ib2WCOUSW 

S m n d  lalapnone line 
with 3-way railing if 
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... I Hearing-Carry-Over (HCO) 

Hearing-Carry-Over (HCO) allows a person to listen directly to the 
person they are calling and provide their responses by text through the 
CA (and vice-versa). Sprint was the Brst Relay provider to offer 
HCO users what is known as voice progression technology. 
This advancement eliminates the HCO user's need for reading macros 
and allows him or her to hear the call set-up, ringing and the called- 
party answering the telephone. 

HCO users have the ability to request 'HCO with Privacy'. This is an 
enhancement to Sprint's HCO product. This feature provides the 'ITY 
caller added privacy on their call because the CA does not hear the 
hearing users' voiced messages. The CA is engaged only to voice the 
HCO user's typed message. 

Hearing-Carty-Over Service 

1. HcOww 

5. HCO Us% lkmm 

HCO Branding 
HCO users may choose to have their telephone numbers permanently 
branded as HCO. When a telephone number is branded as HCO, each 
can into Florida Relay receives a unique greeting allowing the HCO user 
to listen directly to the CA rather than initiating contact through the 
TIY. Following is an example of the HCO greeting: 

"Florida Relay XXXXM/F YOU MAY HEAR VOICE OR READ ON TTY GA" 

Sprint CAS are trained to provide a concise HCO announcement to end 
users, for example: 

"Hello. A person is calling you through Florida Relay. This is CA XXXX. 
Have you received a Hearing Thru call before?" 

If the hearing party has received an HCO call before, the call 
commences immediately. The CA is trained to provide an HCO 
explanation if the hearing party has not received an HCO call before, as 
seen below: 
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n 'The person who is calling you can hear but does not speak. You will be 
able to speak directly to your caller and they will be able to hear your 

message. When you are finished speaking, please say the words "Go 
Ahead" and that will inform the caller that it is their turn to respond. They 
will type their response, which will be read to you. One moment for your 

call to beain." 

P HCOto-HCO: 

HCO users can communicate with other HCO users through Florida 
Relay. The CA voices the typed message from the HCO user and voices 
to the other HCO user who listens and then types his or her response 
back in the same manner, and vice versa. 

HCO-to-HCO Service 

n 

4 HCO-to-TTY: 

HCO and TIY users can communicate with each other through Florida 
Relay. The HCO user types directly to the 'ITY user. The CA voices the 
TIY user's typed messages to the HCO user. 

HCO-to-TTY Service 
I n c o u a r t , ~  -b z m m m n w a m  

0 6 w  to m U Y ~  tyoes W the r-ls 7 

I!&, 
TTV user 
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... I e 'hvo-Line HCO: 

Two-Line HCO (2LHCO) provides close to real-time conversations 
between the Speech-Disabled individual and the hearing person. Two 
telephone lines and three-way calling is needed for this type of Relay. 
The 2LHCO user listens to the hearing person on one (Voice) line and 
uses the second (lTY) telephone line to type their responses to the CA 
who then voices to the hearing person. There is no need to give the 
"GA or wait a turn, allowing for a smoother and more natural flow of 
conversation. 

'PRwerse TWO-Line HCO 
Reverse Two-Line HCO (R2LHCO) provides close to real-time 
conversations between the Speech-Disabled person and the hearing 
person. Two telephone lines and three-way calling is needed for this 
type of Relay. A hearing person, using a standard telephone, initiates a 
call to the R2LHCO user. The R2LHCO user receives the call and 
connects to the CA via the standard phone with three-way calling. The 
CA dials the second (TIY) telephone at the R2LHCO user's location. The 
R2LHCO user listens to the hearing person on one (Voice) line and uses 
the second (rry> telephone to type their responses to the CA who 
then voices to the hearing person. There is no need to give the "GA or 
wait a turn, allowing for a smoother and more natural flow of 
conversation. 
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CAPCEL OR EQUIVALENT VOICE CARRY-OVER 

R-22.  CapTel or Equivalent Voicc Carry-Over 

The pi-or,ider shnll p r w i d e  ns part of its pi+oposrrl ( I  rlesci.iptioir of 
I J ~ I P  CrrpTel oi- its eqiiir~rileiit sei-rice ii,ill 6r pi*or~irlerl, iirclrrriirrg 2- 
litre cnptioired sei-s,icr. I f  air eqtrir~olesrt sei-rice is prwirlrd, it 
iirirsl be corrrpntible with tbe existirig CrrpTel Ielephoires ciii-retit!), 
iir iise 6.1, end I I S L ' ~ ~ .  7%e piwi+rlt.r sl~crll price I l ic CflpTeI sri.r,ic.r 
s~'[)rrrntell~,fi.oiir o t k r  i-elajs ser~ices  i s r  its price p ~ ~ o p o s r r l .  

Sprint has read, understands and will comply. 

The State of Florida leads the natlon in providing accessible 
CapTel Services. Sprint has been honored to work with the FPSC 
and FTRI to launch this revolutionary technology in the State. Florida 
began offering CupTel as a trial service in 2003. Participants in the trial 
provided feedback, which was incorporated into the final development 
of the product. 

In March 2004, the FPSC added CupTel as a feature under FRS, and FTRI 
added the CapTeZ equipment to the Florida Equipment Distribution 
Program. Sprint has worked closely with FPSC and FTRI Staff to 
successfully launch the most accessible CapTel Service in the nation. 
FTRI currently distributes 100 CupTel phones a month to Deaf and 
Hard-of-Hearing users in Florida. Please see the August results for 
CapTeZ below: 

AUGUST zoo4 RESULTS - FLORIDA c , w m  
761 CupTel Phones distributed 

Total Calls = 22,576 

Total Minutes = 69,214.18 

* Comparison with all other CapTel contracts 

Florida has the highest CupTeZ call volume. 

Florida has the highest number of activated CupTeZ phones. 
Florida has experienced the most successful CupTeZ distribution 
program. 
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... I Below are some comments we have received from CapTel users in 
Florida (specific identifying information has been removed): 

"I really love CapTel and only use my 
converse with my deaf friends and family members 
ho are deaf. I use CapTel with my clients and 
in all my business needs. I feel more accepted 

3/1L,- Email communication from CapTel user in Pensacola, FL 

"I have thoroughly enjoyed using the CapTel, 
and most of my friends have been very excited to 
receive calls from me. I lost my hearing when I 
was 6 years old, and one of the first calls I 
made when I received CapTel was to a childhood 
girlfriend who has the last person I ever spoke 
with on the telephone 54 years ago. Yes, we both 
cried. " 

I 

"bar CapTel people, 

a MlapYrOne cal l  f 

I beliave, by the b p f  Florida. I can ' t  
e &le to t a l k  

lmca since ksr 

morale. 

Phis was the only mail atlciress 1 csuld find ow 
the Web, so I. h&pe the setraice dept. will I forward this h tD all t h e  

3 
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7 'Sprint 

because I could not meet the demands of the 
public need fo r  direct contact with me at t 
3ther end of the line. I am receiving a 

mong these is my ability to handle 
zommunication contact lm,y CapTal. 

staff and consumers of Center for Independ 

development whleh both Thomas &&sox, 
severe hearing loss, and ALe%ambx E. 

I just wanted to say thank 

bnd not being able to Call your girlfriends 

I used to describe th.is phone to every 
>ereon I ever met. A TDD was o-f no use 
3ecause I have CP and it's hard f o r  me to 

lave been told I speak well so all I need w 
mptioned phone. 

iream a reality. 



b~.  9-12-04 Email from CapTel user from Winter Springs, FL to help her brotner In LA 

"I am a Florida CapTel user myself and have 
,been since June of 2003. I can't imagine being 
without it. It has become my best friend. I 
honestly can't thank you enough for making this 
possible for me. My life is now a better one 
because of this wonderful opportunity that was 
given to me. I have regained confidence in 
myself. I can now accomplish more things by 
myself and I am once again a more independent 
person because of this. I think the CapTel 
phone is the 8th Wonder of the World. 

get CapTel ... she then wrote ... 

Knowing how much it has helped me, I want my 
brother to have this same opportunity. My 
brother and I have the same type of hearing lost 
and we both have excellent speech. Knowing how 
much the phone has helped me, I also want my 
brother to experience this modern technology for 

I want him to see for himself what he & ~ ~ ~ ~ ~ '  knows that he has been missing out. 

I 

On January 1,2004, Sprint began providing full service CupTelRelay 
service nationwide. This service is fully compliant with the FCC 
minimum requirements and qualifies for compensation as outlined by 
the TRS Interstate fund. Sprint is proud to offer CupTel Service as a full 
fledged feature of its Telecommunications Relay Service. Sprint is the 
most experienced CupTeC provider in the nation. Sprint began 
with providing CupTel Service on a trial basis in June, 2002. 
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Sprint‘s CapTeP Presence 

+-t. L-mIYc 

CapTel is an innovative offering utilizing specialized equipment and 
voice-to-text technology to provide Relay for people who are 
Profoundly Deaf and able to speak, late-Deafened, Cochlear Implant 
users, VCO and 2-Line VCO Users, amplified phone users, and Hard-of- 
Hearing individuals who have difficulty understanding speech over the 
telephone. CapTel is an alternative type of VCO (Voice-Carryover) and 
in general terms is known as ‘Captioned Telephone VCO’. 

CapTeZ permits the Relay user to simultaneously hear what the other 
party is saying (depending on the degree of hearing loss the user may 
have) and read what the other party is saying. In the context of 
traditional TRS, the only way to achieve similar functionality - hearing 
and reading simultaneously - is by using ‘two-line VCO’ (2LVCO), which 
requires two telephone lines, three-way calling, the ability to set-up the 
call, and the cognitive ability to do so quickly before the call is 
disconnected. 

CapTeZ Relay Service works by incorporating the very latest in Voice- 
Recognition Technology into a system that allows for complete user 
control. CapTelusers place calls in the same manner as a traditional call. 
The CapTeZ telephone automatically connects to a CapTel Captionist (a 
CapTel Communications Assistant (CAI). There is no call set-up, or 
interaction between the CA and either user. CapTelRelay Service is the 
closest thing to direct communication on the telephone. CapTel service 
allows the following: 

No  call set-up 
+ Natural conversational flow with invisible/transparent CA 

+ High Accuracy Rate 

High speed of transcription 
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.W.. CAPTEL FCC ORDER 

On August 1,2003, the FCC declared CapTel an enhanced VCO service 
and as such, a TRS eligible for compensation through the Interstate TRS 
Fund under TRS rules. This ruling allows providers of TRS to be 
compensated for interstate CupTel minutes. This enables Sprint to 
provide CapTel to Florida at competitive rates. 

Sprint meets all the minimum standard requirements mandated by the 
FCC. Although all minimum standards must be met, the FCC has 
granted CapTel waivers which acknowledge that some standards do not 
apply. Requirements that received waivers are listed below: 

+ Speech-to-Speech (STS) Requirements 

+ Hearing-Carryover (HCO) Requirements 

Minimum requirements for CAS 

+ Interpretation of typewritten ASL 

+ Oral-to-type tests (replace with oral-to-text tests) 

Not refusing single or sequential calls 

Gender preferences 

+ Interrupt Functionality 

+ Call Release 

+ASCII and Baudot 

Sprint provides CapTel Relay Service 24-hours a day, 7 days-a-week, 
with all billing services and emergency access currently available 
through TRS. 

The following states and government agencies have contracted with 
Sprint to provide CupTeZ services in either trial phases or as full service 
offerings: 
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r' %? Hawai'i 

Illinois 

%? CoIora-J 

4 Indiana 

8 Virginia 

8 Federal Relay 

4 Utah 

%? Texas 

'Et Vermont 

'Et Nevada 

8 New Mexico 

4 Oregon 

%? Minnesota 

%? Alabama 
n A Arkansas 

'B North Carolina 

Montana 

4 Wyoming 

%? Florida 

4 Missouri 

4 Mississippi 

Sprint will work with the State of Florida to maintain and enhance 
CapTeIRelay Service for Enhanced VCO users in the State. 

The following is required for the provision of Florida CapTel Relay 
Services: 

i A CapTel telephone designed specifically to interact with CapTel 
Relay to display Captions simultaneously, along with spoken 
conversation. 

i A Relay Service that provides the Captions using advanced CapTel 
Voice Recognition Technologies. 

CAPTEL OUTREACH SUPPORT 

The Florida Relay Account Manager will work with FTRI on its CupTel 
Outreach efforts to promote and educate the Florida Relay community 
about CapTel services. The Account Manager also will support FTRI on 
any CapTel issues which may arise in the State of Florida. 

S P R I N T C A P E  L S ERV I C E S PECl FI CAT1 0 N S 

CapTel services are provided by CapTel, Inc., an Ultratec company. 
CapTel Inc. will manage the CupTel Service Center with traffic carried 
on the Sprint network. Sprint will be responsible for coordinating and 
managing all aspects of CapTel Services for Florida and will be the 
State's single point of contact. 

CapTel phone distribution is coordinated by Weitbrecht 
Communications, Inc. (WCI), with Sprint's support. 

Sprint ensures the following assurances with the provision of CupTel 
Services: 

24 hours-a-day, 7 days-a-week accessibility 
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Adequate staffing to provide CapTelusers with an average speed-of- 

+ Compliance with P.01 GOS (Grade-of-Service) 

+ Access to their chosen Interexchange Carrier 

+ Routing of emergency calls to the appropriate PSAP 

Alternate billing arrangements, such as: 

answer of 10 seconds or less for 85% of calls on a daily basis. 

Collect 

Third Party 

Person-to-Person 

Calling card 

Credit card 

900 number services 

Auxiliary power for operation during commercial power failure 

+ Spanish-to-Spanish language calls 

COMMUNICATION ASSISTANTS (CAS) 

CapTd CAS adhere to the following minimum standards: 

+ CAS are trained to caption the words spoken by the hearing party as 
accurately as possible, without intervening in the communications. 

CAS are permitted to provide background noise identification. 

+ CAS do not maintain any records of conversation content and keep 
the existence and content of all calls confidential. 

+ CAS are required to meet the FCC standards for minimum 
transcription speed. 

CAS do  not limit the length of a call and remain on a call for a 
minimum of ten minutes when answering and placing a call. 

Personnel supporting CapTel have the requisite experience, expertise, 
skills, knowledge, training, and education to perform CapTeZ services in 
a professional manner. 

NETWORK CALL TYPES SUPPORTED BY CAPTEL 

The CapTelService will allow CapTelusers to place all network call- 
types commonly supported by TRS including but not limited to: 

+ Intrastate 

+ Interstate 

+ Toll-free 

+ 911 

+ Pay-Per-Call services 
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CALLS NOT APPLICABLE O R  NOT PROVIDED WITH THE cmrm 
TECHNOLOGY 

4 Coin-sent calls 

4 Non-English language calls except Spanish language calls 

4 TRS calls which are not CapTeZcalls including, but not limited to: 

+ VCO 

+ HCO 

STS 

+ Video Relay Services (VRS) 

+ 2-line VCO 

* m  
R - PORTING REQUIREMENTS FOR SPRINT C S 

Sprint will maintain records regarding the number of CapTeZ Service 
session minutes for the State of Florida. Sprint will provide the State 
with the following monthly reports: 

4 The total number of CapTeZ Service session minutes delivered to the 

4 CapTel Service session minutes per-call totaled by day, week and 

State by Sprint for the previous month. 

month. 

%t Average Call Information (per month) 

4 Average call set-up time 

4 Average conversation time 

4 Average wrap-up time 
+ Average number of CupTel Service session minutes per user (per 

month) 
+ Highest number of CapTel Service session minutes for one user 

(per month! 
+ Total CapTel Service session Minutes breakdown by: 

+ Interstate 

Intrastate 

Toll-free (for outbound calls) 
+ Customer Service complaint reports and description, 

tracking number and date of the complaint, etc. 

+ Any other information required for FCC compliance. 
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a CapTel Minutes 

The table below indicates the increase in CapTd session minutes for 
the State of Florida: 

CaoTel Session Minutes 

Florida CapTel Session Minutes 

OUUUU 
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%it 2-Line CapTeC 
Sprint is pleased to offer Florida 2-Line CapTel (2LCT) at no 
additional cost. This revolutionary new service enables users the 
ability to use two telephone lines to support both voice and data 
(captions) connectivity. One line handles the voice connection 
between the CapTeIuscr and the called party. The other line acts as the 
data connection that allows captions to be displayed on the CapTel 
phone. 

The Florida user will receive all the benefits of the srandard telephone 
service with 2LCT. With a purchase of a second phone line, CapTel 
users arc able to receive calls directly, as with standard telephone 
services. Extension phones in the house can be used at the same time 
and the user can choose to see captions at any time during a call or turn 
them off. In addition, users can enjoy all standard telecommunication 
features, including billing and Carrier-of-Choice. Users also benefit 
from the following LEC call options: 

+ Call-Waiting 

+ Three-way Calling 

Caller ID 

Repeat Dialing 

Automatic Call-Rack 

+ Call Screening 
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Because 2LCT uses separate voice and data connections, it offers the 
most efficient way to access emergency services via 91 1 response 
Centers. With 2LCT, the user is connected directly to 911 on a standard 
voice connection. The captions are connected on the second 
line. When using 2LCT to call 911, the call is connected: 

+ In the fastest time 

To the most appropriate 911 Center every time 

+ With a reliable voice grade connection 

+With full speed captions 

FUTURE DEVELOPMENTS 

4 Wireless caplel 
Sprint, as a global integrated communications provider and one of the 
world's largest wireless providers, is in the unique position of having 
the resources and partnerships to provide a wireless CapTeZ 
application. 

Sprint and Ultratec :ire currently working together to evaluate the 
feasibility of this exciting technology. We are striving to make Wireless 
CapTela reality and put Sprint in a unique position to offer it in the 
State of Florida. 
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n TURBOCODETY 

B-23. Turbocode'" 
The provider shall provide TurbocodeT': or its firncthnally 
equivalent, service that allows the rehy user to interrupt the G1 
or other ?DD user as part of the basic relay system Pricing for 
this senlice shall be included in the basic relay price in the 
bidder's price proposal 

Sprint has read, undemand$ and will comply. 

Sprint was one of the 
plabform by including 

rs to enhance its TRS 
as an alternate p 

continue to educate Florida Relay 

demonstrates Sprint's success in promoting Turbocode. 

TUREOCODE USAGE STATISTICS 

2003 2004 

51.0796 52.2046 rn 
'P Enhanced Tubocode 
Sprint is the only Provider to enhance its TRS platform by 
implementing Ultratec's Enhanced Turbocode and Dial- 
Through technology as an alternate protocol for sending and 
receiving Replay conversations. Users of FRS have enjoyed the 
enhanced dialing feature that is only accessible on the Sprint Network. 

E-Turbo is an enhanced Turbocode/Dial-Through technology that 
allows 'ITY users to pre-enter the outbound phone number and other 
information for the Relay call. Once connected to Florida Relay, the 
information is transmitted and processed through the system without 
CA assistance. This speeds up call-set up, enhancing the Relay 
experience and decreasing costs for the State of Florida. 

Ultratec and Sprint have collaborated to add features and functionality 
to this technology to improve the Relay process. It permits the owner 
of an Ultratec Enhanced Turbocode equipped TIY to enter the 
terminating number that Relay typically dials and their Relay 
preferences such as: 
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.Is.. + Call Type (VCO, ZLVCO, etc.) 

Language Type 
+ CA Gender Preference, and other time-saving and experience- 

improving information. 

When a call using this technology is received at Relay, the user-entered 
information that is required to outdial to the terminating party will be 
automatically sent at data speeds, eliminating the current dialogue that 1s 
required to transfer that information from the caller to the CA. This 
results in a reduction of time needed to set up the Relay call and to 
connect to the terminating party whde improving Sprint's 
responsiveness to the Relay caller. 

This feature benefits a large number of TIY users as many models of 
Ultratec lTYs including the Pro 80, Uniphone and 4425 Super Print 
contain the Enhanced Turbocode/Dial-Through technology. 

Turbo and E-Turbo features are available as part of Sprint's standard 
features offering at no additional cost. 
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n SPEECH TO SPEECH 

E-24. Speech to Speech 
Tbe prooolder must offer Speech to Speech (STS) users the option 
to maintain at the relay center ct list of names and telephoiie 
nuinbers t d ~ i c h  the STS user calls. When the STS user requests o?re 
of these ~ames ,  the CA slJaNjust repent the iinnte mid state the 
telephone number to tbe STS user. Tbis irformntion must be 
transferred to any aew STS proidder. Pricing for  STS seroice sbnll 
be included in the bnsic re1a.v semice price in the bidder's price 
proposab 
Sprint has read, understands and will comply. 

The Speech-to-Speech concept was developed by Dr. Bob Segalman, 
who participated with Sprint in the California Speech-to-Speech trials. 
Dr. Segalman was a featured speaker at the annual FTRI Conference in 
November, 2003 and delivered training on Speech-to-Speech services. 
Sprint sponsored his attendance at this event and is fully endorsed as 
the premier Speech-to-Speech provider by Dr. Segalman, as evidenced 
in his letter of support in Appendix Z. 

Dr. Bob Segalrnan 

Sprint is the nation's leader in the development and offering of Speech- 
to-Speech Services, currently providing approximately 50% of the 
nation's service. Sprint provides redundancy of service for 
Speech-to-Speech ensuring that this critical TRS feature is 
always available, particularly in times of crisis. 

Sprint was the first TRS provider to offer STS services for 
Speech-Disabled customers beginning in 1994. STS is a TRS 
enhancement that enables a Speech-Disabled person to use their own 
voice or voice synthesizer, rather than a 'ITY to communicate by 
telephone. Specially trained CAS function as voice facilitators for users 
with Speech-Disabilities who have trouble being understood on the 
telephone. As the Speech-Disabled person talks, if necessary, the STS 
CA repeats what is said to the called party. The dedicated Speech-to- 
Speech number for Florida is: 877-955-5334. 
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.... Speech-to-Speech Trafnfng 
In addition to initial trai 

OMI experience related 
Two (2) of those hours 

are spent specifically 

Please see Appendix J for copies of the STS Survey Form. The STS 
training outline is below 
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- I Modile 7- Speecb-$-$peech, Training 

After completing Module 7 on Speech-to- 
Speech, the CA will be able to: 

alk with understanding about the 

S Objectives 

eech-to-Speech product. 

facilitate high performance. 
~ ' _  ' S"Deve1op resources available to 

rocess all all types available. 

be for information provided by 
customer, using appropriate 

about understanding Speech-to- 
peech users and their various 
ommunications needs. 

' Speech customers. 
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.... 
Upon completion of the Speech-to-Speech 
madule, new Relay CAs will have a basic 
understanding of processing Speech-to-Sp 

s and meeting the needs of a wi& variety 
disabled Relay users. 

:ech 
of 

'P Frequently Dialed Numbers for Speech-to-Speech Users 
Sprint offers STS users the optiun of maintaining in their Customer 

transferred to any new STS 

s Speech- at no additional cost, as 
TRS offefing. Please Sprint's Speech-to-Spee 

Training outline in Section 8, CA Training. 

P Speech--Speech Trial in Germany 
TRS was proud to partner with ACC Zentrum, a not-for-profit 

-to-Speech trial in 
n. Thethreemo to November 

with visibility as to the 

user community in Berlin 
communication for this 

is currently working to launch a permanent 

Please see an illustration of STS callprocessing below: 

, .  A- - i 
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ACCESS TO PAY PER CALL SERVICES 

B-25. Access to Pay Per Call Services (Le. 900/976) 
The provider shall prov#de access to pay per cnU services such as 
900/976 numbers. 
The bidder should explain how it wiU prouide relay service users 
with access to pay per call services. Bidders are to describe how 
such access can be provide4 how callers can disconnect without 
being charged and a methodology fo r  b ng the user directly for 
any charges incurred from the pay per seruice. TlJe bidder 
should describe hour it would deal with denied pay per call calls 
and high hill complaints f o r  900/976 calls. Before placing the 
call, the CA shall advise the caller that there uriN be a charge fo r  
the call. 
Sprint has read and understands. 

Sprint innovated TRS Pay-Per-Call services in 1996. Sprint’s TRS 
platform will continue to support the necessary telecommunication 
interconnections to support direct end user billing by Pay-Per-Call 
Service providers. Sprint exceeds the minimum requirement by 
ensuring functional equivalence by preventing unauthorized 
end-users from circumnavigating LEC restrictions. This process 
ensures that the LEC will only complete those calls to the Relay Service 
that do not have a 900-number block added to their phone lines. Callers 
to Florida Relay Service may access 300 services by dialing a designated 
900 access number: 1-900-230-6868. . 

See Figure 3, which illustrates access to 300 Pay-Per-Call services. 

Figure 3 - 900 Pay-Per-Call services 

Rslav Service CA 

r - 

i 
In-Bound Call I 

Out-Bound 
Cl l l  
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Sprint also provides functionally equivalent Pay-Per-Call Service 
by adhering to FCC guidelines governing Pay-Per-Call services. 
Pursuant to those FCC guidelines, the 900 service provider must 
include an introductory message including the name of the 
company, a brief description of the information or service to be 
provided and the price terms of the transaction prior to 
beginniig the charge for the call. This information will be 
relayed to the FRS user, who may choose to disconnect before 
being charged. Like traditional voice users, the 900 service 
provider and the 900-number Carrier will rate and bill the user as 
if‘the call was dialed directly from the originating user’s 
telephone. 

Because Sprint is able to offer functionally equivalent Pay-Per-Call 
services, rather than an imitation of the LEC feature, FRS users are 
in control of their service and can place Pay-Per-Call restrictions 
on their phone directly with the phone company. Sprint’s 
approach to Pay-Per-Call Services greatly reduces the 
chance of FRS users incurring high bills without their 
consent. The FRS user has the ability to contact the 900 service 
provider or local telephone company via the Relay for any 
concerns or disputes. 

‘P Call Block 
Users wishing to restrict Pay-Per-Calls made from their 
telephone line may engage a block directly with their telephony 
company or may choose to implement a block through Relay in 
their Customer Profile. Sprint’s Customer Profile allows the 
owner of a phone to block callers from that number. If 
someone tries to dial a Pay-Per-Call number from a restricted 
phone, Sprint’s intelligent CA software will prevent the call from 
being completed. 

iw 

Customers may request a change to their Customer Profile by 
the following means: 

9 Electronic Mail 

9 Via the Telephone to: 

*The CA 

Relay Center 
Sprint’s TRS Customer Service 

9 Standard Mail 
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It should be noted that 976 numbers are very rarely used and are 
declining in use in favor of the more interactive nature of 900 
calling. Sprint does not recommend implementing 976 services 
unless mandated by the FCC, and Sprint, along with all other TRS 
providers, will require efficient and effective interconnection and 
billing mechanisms from the Local Exchange Carriers prior to 
implementation. 

Sprint’s revolutionary approach to Pay-Per-Call services has 
been extremely well received by FRS users. It should be noted 
that there have been no complaints regarding Sprint’s Pay-per- 
Call policy in Florida during the contract term, as evidenced in 
the table below: 

TlJe hicider s l~nl l  rsplriin ii) l l J e  proposnl IJow interstiate rrird 
iwtrnstnte pnv per call clmrges s l~n l l  De sepcircttc~ri .fiw eiid i i s w  
pripient purposes. 
All end user billing for Pay-Per-Call services through TRS are rated and 
billed as if they were dialed directly from the originating user’s 
telephone by the 900 service provider and 900-number Carrier. Sprint 
TRS Customer Service is always available to discuss TRS issues with 
customers. Further, Customer Service Representatives will assist TRS 
users in contacting their LEC with high bill questions, if needed. 

.... 

I 

1 5 1  
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CALLER ID 

B-26. Caller 1l) 
When a TRS f d l i t y  is able to transmit any calling party 
idem@iiig info to tbe public network, the proaider ?mist 
pass tbrougb, to lkd party. at least one of tbe folloir~itrg: 
Tbe trumber of tbe TRS facitity, 711, or the IO-digit number of the 
calling party. 
Sprint has read, undersrands and will comply. 

- 

t"s Caller ID, there are nummus 

* Increased privacy 
Documentation of calls received 

the display screen 
ng-up d e r s  

cy call processing 

When Caller ID I as standard 
telewmunications, the a message such as: 

I "OUT OF AREA" 

or 

"CALLER UNKNOWN" 

N Technoiogy 
True Caller ID for all bd 

7 connectivity w 
all narkanal Long 

6 6 . 6  
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Sprint's Caller ID SS7 solution includes receiving the privacy bit 
information from the inbound Relay caller as well as other SS7 call 
information elements such as: the Calling Party Number, Charge 
Number and Originating Line Information. Sprint passes through 
the calling party information (rather than 711 or the number of the 
TRS Center). 

P Caller ID Enhancements 
Sprint is a global integrated communications provider and has a great 
deal of experience in adapting enhancements to fit the needs of 
Relay users. Sprint boasts a diverse portfolio of products in its' Long 
Distance, Local, and Wireless divisions. 
Currently, Sprint's Local Telecommunications Division (LTD) 
operations, which provide Caller ID to non-TRS users, are located in 
18 States including a key presence in Florida. Due to this 
diversification and experience, Sprint is able to offer FRS users a host 
of optional features available through the Relay service with the 
implementation of true Caller ID featuring SS7 technology. These 
Caller ID enhancements, compatible with the Relay service, may be 
available for purchase through Sprint LTD. 

IN LTD Local Areas 1 

> Selective Call Acceptance 
Sprint offers this local calling enhancement which can be 
provisioned on a Florida Relay customer's line by Sprint LTD. 
Selective Call Acceptance allows a user to create a list of phone 
numbers so that the user will receive only calls from numbers on 
that list. All other callers will be directed to an announcement that 
says "The number you have dialed is not accepting calls at this time." 
If this recording is reached by Relay, it will be typed or spoken to 
the inbound caller. When Selective Call Acceptance is in effect, it 
supersedes all other enhanced features. 
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n > Selective Call Rejection 
Sprint offers this local calling enhancement which can be 
provisioned on a Florida Relay customer's line by Sprint LTD. 
Selective Call Rejection enables the user to create a list of special 
phone numbers so that when a call is received from that number, 
the call will be rejected. If this recording is reached by Relay, it will 
be typed or spoken to the inbound caller. 

> Selective Call Forward 
Sprint offers this local calling enhancement which can be 
provisioned on a Florida Relay customer's line by Sprint LTD. 
Selective Call Forward enables the user to create a list of special 
phone numbers so that when a call is received from someone on 
that list, the call will be forwarded to a designated number. 

h Sprint Privacy ID (Anonymous Call Rejection) 

Sprint offers this local calling enhancement which can be 
provisioned on a Florida Relay customer's line by Sprint LTD. This 
feature allows users to restrict incoming calls from parties who have 
blocked their Caller ID information. If the name or number of the 
person that calls you is unknown, the caller hears: 

"The person you are calling has Sprint Privacy ID service and does not 
accept blocked or unknown calls. At the tone, please say your name or 

company name and Your call wil l  be connected." 

This information will be typed or voiced to the originating caller. If 
the calling party wishes to leave their name, it will be left by the CA. 
The called party, if hearing, may listen to the recording and choose 
an option to answer, block or send to voice mail. Realizing that not 
all users will be able to hear this recording by the calling party, 
Sprint LTD has implemented additional enhancements outlined 
below: 

> Instant Access List (Preferred Caller List) 

Sprint LTD offers this feature in coordination with Sprint Privacy ID. 
Users may designate a list of up to 10 numbers that can bypass the 
Sprint Privacy ID function. If a caller's number displays while their 
name doesn't, adding their number to this list will let their calls 
through. 

> Caller's Access Code 
This feature, provisioned by Sprint LTD, allows a user to designate an 
override code for Privacy ID. The user may share this code with 
friends and family, as desired. When the calling party calls, they may 
choose to enter a code during the intercept greeting to bypass the 
Sprint Privacy ID screening so their call will go through. This works 
great for friends and family who frequently call from areas where 
Caller ID is not available. 
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The following is a breakdown of Sprint LTD Operations by city 
where the above features may be available to TRS users upon SS7 
implementation 
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OBSCENITY DIRECTED AT THE OPERATOR 
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Sprint has read, understands and will comply. 

CAS do not make judgments on the content of any Relay 
communication. Sprint CAS are expected to relay calls that contain 
obscenity, but when the obscenity is directed at the CA, they will notify 
a Supervisor or transfer the call to a Supervisor for assistance. CAS and 
Supervisors are instructed to follow the process below: 

1) CAS who receive a call from a user using obscenity directed at 
them will try to re-direct the caller. 

2 )  The CA will ask the callcr if they wish to place a call. This is 
repeated twice. 

3) If the caller continues to be offensive, the CA will notify the 
caller that they are requesting a Supervisor's assistance. 

4)  The Supervisor will again ask the caller if they wish to place a call. 
This is repeated twice. 

5) If the caller continues to use obscenity to Relay staff, the 
Supervisor will inform the caller that if they do not wish to place 
a call, the line will be released. 

Only the Supervisor can give approval to release an inbound caller. 
If the user uses profanity directed at the CA during the Relay call 
(both inbound and outbound are on line), the CA will remain calm 
and continue to relay the call. 
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EMERGENCY CALLS 

l i i c ,  1 ' : ~ t t . i r l c . r .  iifiisl list' t i  ,A I st4, i i i  . / ; t i .  i f i ,c 'c i j i i i i l :< ~ , I I I ~ , J ; < O J I ~  i 1: (i!/: 

/ / I < ! ! .  (if ,i i ~ i i ~ i ~ ~ i i ! i ~ i i .  ~ i ~ ~ / ~ ~ i i i ~ ! f i ~ ~ ~ ~ / l i ~  / i l i d  ~ I I I I I I ~ , ~ / ~ I I ~ ~ ~ ~ . ~ ,  / i ~ ~ t i i : : + : i ~ ~  
111, C < ! / / < , l .  1,' 1111 < l / > p l Y t ~ > l ~ i ~ l f , ~  Plll>ii'. \ r l f i , t r ~  .111?;.' I~,. l  i?/'i' / ' < , i r l :  

( I % l P l .  . I , /  ~ l / > p l ~ ~ l / ~ l ~ i l l l l ~  1'5.kI' i c  1 ~ i l i r P l .  i l  

I , . < > ! , / ( ;  i > ( I ,  :. ,'i ' ? < . I ? ( , < [  ,/' 1,'. i, 
i .r  < . t ~ ! , : ; l ~ j a ,  ' , i i<, l>l i i t ; - '  ' / > p  i i  
c,ili(,i. ii. ; i i f  ~ . . ~ : , t i ; , ~ f j / i < ; t , <  I::;, 

, l l ~ ~ l l , ~  I ; , , .  ' , : / .f%,l . '* i ~ 4 , ~ p ~ l ~ ~ ~ i ~ ~  
< / i , , . l > , , ! j < , <  L. b < . / j , , . O  I,<*{#, , .< < ' [ . . I  

Sprint has read, understands and will comply. 

Sprint meets the requirements of emergency calls handled through 
Florida Relay Service by immediately routing TRS 911 calls to either the 
PSAP the caller would have reached by dialing 911 directly, o r  a PSAP 
that is capable of dispatching emergency services in an expeditious 
manner. With one CA keystroke, Sprint's intelligent CA 
application utilizes the NPA/NXX information of the inbound 
caller to immediately cross-reference this information to a 
national database containing the ten digit emergency number 
for every PSAP Center in Florida. Within seconds, this number is 
entered in the dial window and the call is then immediately initiated. 

Sprint understands that, while ' M Y  users should be encouraged to dial 
911 directly, the processing of emergency calls is one of the most 
critical functions of the Relay Center. Sprint will continue to offer 
several additional enhancements including: 

Coverage in Rural areas not served by traditional PSAP 

Sprint routes emergency calls by utilizing location information, along 
with a complex logic structure. The highly accurate PSAP boundaries 
are based upon jurisdictional areas and territorial boundaries such as 
State lines, and include unpopulated areas where emergencies can and 
do occur. Because rural areas and some suburbs have no 
PSAP, Sprint's database also includes information on the local 
sheriff or police departments who cover emergencies in these 
areas. 

i ' 5 ~ t f '  I / i , ! l  : / I C .  ' : / ; I / ( , ! ,  

Centers 

Comprehensive Quality Assurance Process 
Sprint routinely contacts PSAP Administrators to capture updates 
and/or changes to ensure that TRS users are connected quickly to an 
appropriate PSAP capable of handling the call. Last year Sprint 
updated its national database 1,100 times to ensure only the 
most accurate, up-to-date emergency information was available 
in the database. 

M . 0 .  
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Automatic Forwarding of Caller's A N I  
In order to ensure that every emergency caller receives the most 
immediate service possible, Sprint automatically forwards the ANI of 
the inbound caller to the appropriate PSAP through the telephone 
network. In addition, as required by the FCC, CAS will remain 
on the line and give the emergency service provider the 
caller's telephone number, even if the caller is no longer on 
the line. 

+ Wireless E911 Access through TRS 
For users accessing TRS via mediums other than landlines, Sprint will 
connect such callers to their nearest PSAP as soon as it is technically and 
physically possible. 

Currently, the ANI received by the Relay provider does not always 
correctly identify the location of wireless users. This is a common 
concern with the wireless industry and all E-911 calls. Sprint continues 
to encourage Relay users to dial 9-1-1 directly for the fastest method of 
obtaining help in an emergency situation. Sprint will provide access to 
the PSAP for wireless TKS callers as quickly as possible. 

+CapTel 911 Access 
With CapTelservice, when a CupTeluser dials 911, the phone defaults 
to a VCO phone and a direct connection is made to the appropriate 911 
Center for faster service and increased reliability on every call. This 
approach is in line with the recommended method of contracting 911 
by the Department of Justice (DOJ), the FCC, NENA (National 
Emergency Numbering Association), and the TRS programs. 

+ Two-Line CapTel (ZLCT) 311 Access 
Because 2LCT uses separate voice and data connections, it offers the 
most efficient way to access emergency services via 911 response 
Centers. With 2LCT, the user is connected directly to 911 on a standard 
voice connection. The captions are connected on the second line. 

+ E911 Outreach 
Sprint will continue to work with F'TRI to include procedures for 
accessing 911 through the Florida Relay Service in their materials. 

d 
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B-30. Blockage 

BLOCKAGE 

The provider is responsible for eiisu?.tng tbnt 99% of alI calls 
reaching the rehy center per  day are eftlxr atisruered or coutinue 
to receive a rtngiiig signal. Calls rimt are blocked must recelrw I I  

network blockage signal of 120 irrterruptioirs per  minute. 

na blocking. 

Figure 4 

CALL MONITORING ARCHITECTURE 
Network Call Routing 

Sorint TRS Canter ~ 

is 800 Cdl. 

I 
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SPRINT LONG DISTANCE NETWORK AND LOCAL EXCHANGE CARRIER 
NETWORK 

Sprint offers Florida Relay Service customers the advantages of a 
superior digital fiber network unsurpassed in the industry. Through use 
of leading switch technology and SONET network survivability 
techniques, Sprint's long distance network ensures a very low level of 
call interruption or blockage. 

A call across the Sprint network passes over Inter Machine Trunks 
( I M P  which is engineered at P.01 Grade-of-Service (GOS) at the busy 
hour to allow for maximum network call completion. This GOS 
requirement ensures that at least 99 percent of calls to the Relay Center 
will reach a CA. 

The Local Exchange Carrier (LEC) network typically utilizes a P.01 GOS 
and similar blockage rates apply on their facilities. 

In the rare instances of blockage, inbound calls that do not reach the 
TRS network will receive a network indicator including a blockage signal 
of 120 impulses-per-minute or a voice recording stating that all circuits 
are busy. 

While it is impossible for any network Carrier to have zero 
blockage, Sprint provides superior results by ensuring that 
each point within the network maintains or exceeds the 
99.99% GOS. 

SPRINT'S TRS NETWORK 

Sprint has designed its TRS network to prevent blockage from 
occurring. Sprint's digital, advanced-technology ACD switch 
provides unparalleled reliability and fault recovery. Through 
redundancy of all major system components and catastrophic fault 
recovery, Sprint's ACD has the ability to detect any problems without 
human intervention. When this occurs, calls are automatically re-routed 
utilizing Sprint's Intelligent Call Router to one of Sprint's 13 Call 
Centers. 

Sprint's Relay Centers serving Florida currently maintain and will 
continue to maintain an average daily blockage rate of no greater than 
one in every 100 calls. Sprint routinely reviews incoming network 
capacity to ensure that blockage does not occur during peak periods of 
the day. If our operations exceed 75% of capacity, plans are put into 
place to increase trunking, facilities, and equipment. 
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n BLOCKAGE MONITOR1 NG REPORTING 

Sprint will continue to exceed minimum monitoring requirements by 
measuring the average daily blockage rate by sampling the number of 
calls being blocked at a minimum of every 15-minutes for each 24-hour 
period. These daily blockage status reports are reviewed for any 
indicators of potential blockage within Sprint's long distance network, 
equipment or TRS network. If blockage occurs, appropriate action is 
taken to mitigate future issues. 

As evidenced in the Graph below Figure 5, Sprint Relay has never 
delivered less than 99.5% GOS, during the life of the FRS contract. 

Fipure 5 
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ANSWER TIME 

E-31. Answer Time 
T?>e protdder is responsible fo r  etisujering, except d 
failure, 8536 of all calls dai& within IO seconds bjl any met?>od 
which resittrs in the caller's call Immediately being placed, not 
put. in a queue or on hold of reaching tbe re€ay switch. Elapsed 
t h e  i s  calcuGared froni the time inbound ea& reach the relay 
switch. In calculating the percentage of calls meeting the answer 
time standard, the numerator shaN be the total number of calls 
per day that are answered (with a CA ready to seriw) in 10 
seconds or less. The denomtnator sball be the total number of 
calls p f f  day reaching the relay siuitch except &at the total shall 
not include calls abandoned within IO seconds after reaching the 
relay switc?>. Houiemr, calls ahandorzed #per IO seconds shall be 
included in the denomtnator. (Exceptioic If the proiiider is 
unable to djfferen#iate between calls abandoned witbirr 10 seconds 
and those abandoned ajter IO seconds of reaching the relay 
switch, then all abaiidoned calls s?~all be Inclirded in the 
denominator.) 
Sprint has read, understands and will comply. 

Sprint will continue to meet or exceed the answer time requirement of 
at least 85% of all calls answered within ten (10) seconds using FLPSC 
methodology. In 2003, Sprint greatly surpassed Federal and 
State regulations for the 85% requirement by answering 94.4% 
of all FRS calls in 10 seconds or less. 

Sprint understands and supports answering customer calls in the most 
expedient manner possible while also providing the most efficient 
deployment of resources. By doing so, Sprint is able to minimize its 
operational costs while still exceeding customer expectations in regards 
to Speed-of-Answer. 

INTELLIGENT CALL ROUTING 

Intelligent Call Routing (ICR) is the heart of an inbound Call Center. 
Sprint has invested heavily in providing an ICR that is extremely robust 
and flexible. Sprint's ICR can route calls across the network seamlessly 
and transparently to users. 

The Platform Inbound Call Flow depicted in Figure 6 demonstrates the 
standard call path an inbound call follows to reach a Sprint Relay Center. 
Based upon predefined routing scripts, the ICs has the capability of 
sending a call to any one of Sprint's 2,500 CAS in 13 Call Centers, the 
largest TRS network in the US. 
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Rockwell Inbound Call Flow 

Sprint's ICR determines the best way to handle a call through routing 
scripts, which are programs that access information about calls and Call 
Center activity. 

Sprint's routing scripts contain instructions that: 

Examine the call information provided by the routing client and use 
that information to classlfy the call as a particular call type (such as 
VCO or Spanish) 

Analyze Call Center information and determine the best destination 
for the call. 
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Example of a Routing Script 

.. I -x 

Specific scripts are executed for each call-type and scripts are 
scheduled to be used based on the time of day, day of the week and 
year. These scripts are self-invoking and require no human 
intervention. Sprint's ICR has many complex formulas available to 
determine the most efficient utilization of resources. Figure 7 below 
illustrates some of the complex formulas that are used and available by 
Sprint when routing FRS calls. 

Figure 7 - ICR Available Formulas x Chooses the target CA who has 

been available for the longest time 

expected. In making this 
determination, ICR considers the 
average handletime,the number 
of calls in queue, and the number 

of positions staffed. 
. . .  

. " : .  .. ' i; . ... ,*' !. .: ". . . . .  , .  
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PERFORMANCE MONITORING 

In addition to the ICR, Sprint maintains a group of centrally located 
traffic management experts at the Traffic Management Control Center 
(TMCC). TMCC professionals understand call processes, call volumes, 
distribution patterns, contract requirements, and call routing, thus 
ensuring the appropriate number of CAS are available at all times. 
Sprint’s Traffic Management professionals have an average of 
12 years of experience with Sprint. This negates the need to react 
and allows Sprint to concentrate on being pro-active. This was highly 
evident during the recent hurricane season in Florida, as seen in the 
table below: 

NORMAL 4% 6% 20% 

Sprint’s TMCC and Call Center Management have the ability to view 
intraday performance on a real time basis via a “traffic panel” 
monitoring system. This traffic panel, refreshed every 15-rninutes, 
details the current number of calls offered, service level, speed-of- 
answer, number of CAS logged in and the number of CAS available in 
the network. Since Sprint employs such a robust ICR system with 
complex scripts in conjunction with the largest TRS network of 13 Call 
Centers and 2500 CAS, smal l  spikes in call volume are 
automatically absorbed without human intervention. 

Daily, weekly, and monthly performance reports detailing speed-of- 
answer for each CA group and CA utilization (occupancy) are reviewed 
to ensure that Sprint is routing calls as efficiently as possible while 
meeting or exceeding customer expectations. Adjustments are made as 
needed to the 15-minute scheduling requirements based on unforeseen 
increases or decreases in call volumes. 

Table 5 demonstrates Sprint’s network Average Speed-of-Answer 
(ASA), Service Levels and our ability to provide superior service in 
meeting ASA and Service Level requirements. This table also indicates 
Sprint’s ability to react to unforeseen circumstances which would 
produce unanticipated call network call volume spikes. It should be 
noted that for the year-end 2003, the cumulative ASA for Relay 
Florida was reported at 1.98, with a Service Level of 94.4%. 
The year-to-date ASA is 2.45 with a 93.5% Service Level. 

W 
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Table 5 - ASA for the State of Florida bv month 

~ Jan-03 
~ Feb-03 
~ Mar-03 
1 Apr.031 
~ May-03 
~ Judo3  I 
~ Jul-03 
~ Aug-03 
, Sepl03 

~ Oct:03 
~ Nod03 
~ Dec)Oq 
~ Jan.04 
~ Febi04 

~ a r - 0 4  
~ Apr-041 
~ May-04 

Jun'04 
~ ~ Jul-ID4 

~ AIIO-04 

3.70 87.6% 85% 
2.61 91.4% 85% 
1.05 98.3% 85% 
0.98 98.7% 85% 
1.00 98.7% 85% 
1.03 98.5% 85% 
1.49 96.3% 85% 
2.00 94.0% 85% 
1.74 95.3% 85% 
2.27 93.1% 85% 
2.54 93.2% 85% 
5.46 86.3% 85% 
1.61 96.4% 85% 
3.07 90.2% 85% 

I 1 .84 95.5% 85% 

SPEED OF ANSWER CALCULATION 

Sprint begins measuring speed-of-answer at the time the call hits the 
Relay switch. Calls are answered by a live CA and will not be placed in a 
queue or on hold after reaching the Relay switch. 

Sprint's equation for determining ASA and Service Levels has the 
numerator representing the total number of calls that are answered in 
10 seconds or less. The denominator is the total number of calls 
reaching the switch, minus abandons of less then 10-seconds. Calls 
which are abandoned after ten seconds are included in the 
denominator. 

I the total number of calls answered in 10 sec- 
(total number of calls - abandons less than IO seconds) 

Service Level = I 
Sprint surpasses other competitors by currently sampling 
answer performance every 15-minutes. Sprint will provide answer 
Performance results as a part of our monthly report to the State. Sprint 
will report answer performance on a daily and monthly basis. 
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Atisturr time shaU be tmt be repolred as an average speed of 
atzswer or by using a weigbted service level 
Sprint has read, understands and will comply. 

A 
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EQUIPMENT COMPATIBILITY 
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Sprint has read, understands and will comply 

Sprint demonstrates its ongoing commitment to TRS customers by 
maintaining superior transmission quality. All Relay 
telecommunications equipment assigned to support the Florida Call 
Centers, including station terminals, are capable of receiving and 
transmitting in voice, Baudot and ASCII codes, with Baudot (TIY) as the 
primary setting. Access via all commonly used TDD protocols utilized 
for Florida traffic; including 2400 and ASCII rates are available at the CA 
position. Upon a call being received at the Florida Relay CA position, 
'MY signals are automatically identified as either Baudot or ASCII; if 
ASCII, the Baud rate is detected. ASCII rates up  to and including 19,000 
bps are supported by the Sprint platform. The domestic TTY Baud 
rate of 45.5 and the international rate of 50 Baud are also supported. 

This automatic identification of call-types for incoming calls provides a 
quick and efficient technique for varied customer input and reduces the 
average CA work time to a minimum. 

Intelligent modems allow the CA to handle either voice or data lines 
from the same CA work station. Additionally, Sprint's 
telecommunications equipment has the capability of sending and 
receiving Dual Tone/Multi-Frequency (DTMF) signals, enabling the CA to 
navigate Interactive Voice Response Units, answering machines, and 
other automated systems on behalf of the caller. 

I t  
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Sprint is the only provider who offers network compatibility for E- 
Turbo Code and Dial-Through technology. Equipment currently 
distributed by FTRI provides this enhanced dialing feature. Sprint has 
collaborated with a TTY vendor to add features and functionality to this 
technology that has improved the Relay process for the caller, Relay 
provider and State Administrator. It permits those using Ultratec 
Enhanced Turbocode equipped TTYs to enter the terminating number 
that Relay typically dials as well as Relay preferences such as: Call Type 
(VCO, 2LVC0, etc.), Language Type, CA Gender Preference and other 
time-saving and experience-improving information. When a call using 
this technology is received at the Relay Center, the user-entered 
information required to outdial to the terminating party is automatically 
sent at data speeds, eliminating the current dialogue required to transfer 
that information from the caller to the CA. This results in a reduction of 
time required for call set-up and connection to the terminating party; 
while improving Sprint's responsiveness to the Relay caller. This feature 
benefits a great number of TTY users both in the short and long term, 
as many ' ITY models including the Pro 80, Uniphone and 4425 Super 
Print contain Enhanced Turbocode/Dial-Through technology. 

For more information on Sprint's E-Turbo Code please review Section 
23. Turbocode. 

d 
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TRANSMISSION LEVELS 

B-33. Transmission Levels 

Tiwiistriissioti le ids  i ir i isl  be nrniiitni*red iiyithirr iizdtistiy 
stnridiirds (IS outlined iii the .4iirei*ic~iii iSntiotia1 Stnridards 
ItistitUte - .\-etu,ork Petfoi'iiiniice - Switched E.uclJniige Access 
Netzivork Ti~zrrsinission spectficrrtioiis (ANSI T1.506-19937). 
prorider iiiirst proi1ide iipdntes In 1 0 0 s ~ '  smmlnr-CIS as niri~'iided 0.y 
ANSI dirriirg the teriir of the coiiti*ncl mid iii irst iireet the rirrierrrlrvl 
s tn II dn r d s .  

Sprint has read, understands and will comply. 

As the current TRS Provider, Sprint furnishes all necessary 
telecommunication lines, trunks, and cables for the complete TRS 
operation. 

Sprint is a certified Interexchange Carrier (EC> in all 50 States, and the 
commonwealth of Puerto Rico. Sprint's transmission circuits meet, and 
in most cases exceed the ANSI T1.506-1997, Network Performance - 
Transmission Specifications for Switched Exchange Access Network 
standards. Sprint, in meeting these standards, confirms it's on-going 
commitment to TRS customers to maintain superior transmission 
quality. Sprint will provide updates to those standards as amended by 
ANSI during the term of the contract and will meet the amended 
standards. 

The following telecommunications facilities, equipment and software 
will be used by Sprint in providing Relay services for Florida: 

The 

9 Local Exchange Company and Interexchange Carrier facilities to 
complete local and long distance (toll1 calls. The Carrier used for 
toll calls is determined by the caller's selection (Carrier-of-Choice), 
in accordance with ADA requirements. 

Area Network (LAN). 
P All-digital switching system and PC-based CA terminals on a Local 

P CA terminals with Sprint-developed software. 

9 Sprint's Service Assurance and Monitoring Center (SAMC) is 
operated 24 hours-a-day, 7 days-a-week and monitors Sprint TRS 
operations to ensure uninterrupted quality Relay Services. 

Table 6 below, illustrates the types and quantities of trunk facilities 
allocated for Florida. These t runks are sized to provide a busy hour 
GOS of P.01, meaning a minimum of 99 out of 100 calls have 
unrestricted and immediate access to the Relay Call Center serving 
Florida during the busiest time of day. 

m... 

175 



Table 6 Trunk Facilities Allocation 

Outbound Intrastate Trunks 

d s  to the &lay Center and 

ndard call paths for 

Figure 8 

Sufficient transmission facilities are assigned to service all traffic levels, 
including busy hour peaks, with a minimum reserve of 25%. 

,-- aid 
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MEASURING EQUIPMENT ACCURACY 
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As the nation's largest provider of Relay Services, Sprint maintains both 
automated and manual processes to ensure that all equipment used to 
capture call details for billing subscribers are accurate. 

Automated 

In addition to the contractual reports and statistics, additional reports 
and statistics are processed to ensure that the automated systems are 
performing as designed, and to ensure the accuracy of the information 
being populated into the reporting Call Detail Record (CDR). The 
information being populated in the CDR includes the telephone 
number or credit card number to be billed, originating telephone 
number, terminating telephone number, date, start time of call, ending 
time of call, and call duration to the nearest 100th of a second. 

Every one of Sprint's Call Center switches is synchronized via the US 
Naval GPS satellite in real-time. As each call is processed through the 
platform, the timestamp from the switch is validated by the Call Center 
equipment, including the call controllers and the CA desktop. The Call 
Center equipment will automatically re-synchronize to the correct time, 
accurate to the nearest 100th of a second, if needed. This virtually 
eliminates any drift in the timestamps recorded in Sprint's CDRs from 
call-to-call, or Center-to-Center. 

Manual 

In addition to automated time synchronization, all Sprint equipment is 
regularly maintained and is in a good state of repair consistent with 
safety and adequate service performance. Sprint has dedicated on-site 
Technicians at each Call Center with a thorough knowledge of all Relay 
equipment. These technicians perform quarterly testing and measure 
equipment accuracy. 

t i i t .  p i ~ ~ t ~ l i / ~ ~ 8 ~ .  

177 



J 

178 



*sprint 

EMERGENCY OPERATIONS AND UNINTERRUPTIBLE POWER 

8-35 Emergency Operations and UnintermptibIe Power 
In addition to a minimum of thfrty (30) minutes battery capaci[y 
suflcient to operate each relay center processtng Floridn relay 
traffffe at busy season busy bour load, each relay center shall baue 
installed emergency power generathg equipment capable of 

the relay centers' rations. The uninteivwptible 
m shall support t h  

pempherals, switch room enuironmental (air conditioning, fire 
suppression system, emergency Hghts and system alarms), 
operator consdes/terminaIs, operator worksite emergency lights, 
and Call Detail Record recordgug. Provisions shaN be made to 
meet emergencies resulting from faifsire of pouer service, sudden 
and prolonged increases in traffic, storms, lightning, eic. 
Employees shall be instructed a to the procedures to be folbured 
in the euevrt of emergency in order to prevent or initigate 
interruption or impairment of relay seruice. 
The bidder shall describe its plan fo r  denling u*l?h all ypes  of 
natural and man-made problems (e.& kurricnaes, ligbtning 
strikes, fires, etc,) which either isolate the relay center and 
prevent cults from reaching the center or cause the center to be 
unable to operate. In addition, the plan sbouM detail tbe steps 
ulhich will be taken to deal with the problem and restore relay 
seriike. 
Sprint has read, understands and will comply. 

Sprint is the only TRS provider that has an adequate CA 
workforce and equipment redundancy to handle the call 
volumes necessary to support Florida's traffic should a 
Center be shut down for any reason. Please review the Sprint Map 
Figure 9,  demonstrating the geographical diversity of the Sprint Relay 
Network. The Sprint Relay Network has remained in operation since its 
inception in 1330. N o  other provider has demonstrated this 
uninterrupted service level. 

itch system and i t s  

Figure 9 - Sprint's TRS Presence 
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During times of emergency, contingency plans are put in place and 
Sprint is in continuous contact with all Centers and their employees. 
Sprint's Relay network has truly been tested. Sprint has continuously 
operated FRS during significant emergencies that have occurred during 
the last four and a half years, providing access to communication when 
it was most needed. 

> On September 11, 2001, when terrorists attacked the United 
States, calls from Sprint's Centers in Maryland and New York were 
rerouted. Although two Call Centers were affected and call 
volumes from around the nation increased, the team at Sprint 
mobilized across the country and ensured that every call was 
processed. Sprint Relay and FRS experienced no interruption of 
service. 

P East Coast Blackout - August 2003, this blackout shut down most 
of New England and Canada. Without power in New York, New 
Jersey, Pennsylvania and Eastern Canada, calls that would normally 
have been handled in the New York Center were immediately re- 
routed to Sprint's other Centers. This took place seamlessly and 
was transparent to users. The Sprint Relay Network and FRS 
experienced no interruption of service. 

> Hurricane Isabel - September 2003, this devastating storm 
slammed the East coast causing mass destruction and flooding. 
The Sprint Relay Network and FRS operated with no interruption 
of service. 

Hurricane, Sprint expanded hours of service in Centers located out 
of the Hurricane's paths, activated positions and secured overtime 
across the network to ensure continuous service, as well as 
providing periodic updates with all State Administrators on the 
status of the Network. Although staffing levels in the Miami Relay 
Center were drastically affected, FRS experienced no interruption 
of service during any of these terrible storms. 

See the table below for specific Service Level Detail. 

> Hurricane Charley, Frances, Ivan, Jeanne -With each 

4% 

I IVAN 
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n 

1995 

12 
18 
16 

n 

1996 1997 1998 1999 2000 2001 2002 2003 

9 8 3 4 3 4 2 2 
19 14 8 15 27 17 17 10 
28 23 13 19 9 27 6 4 

SERVICE RELIABILITY 

Sprint is the most reliable Telecommunications Company in the world. 
Sprint owns and controls the Sprint Relay Network. For the ninth 
consecutive year, Sprint has the lowest FCC Outages of any provider. 
Please review the FCC Outage Table 7 below. 

30 

25 

20 

15 

10 

5 

0 

E MCI 

Table 7 -Outage Table 1995-2003 

REDUNDANCY PRECAUTIONS 

Sprint’s Relay switching system includes redundant Central Processors 
Units (CPUs) on ‘hot stand-by’. This includes a full maintenance and 
administrative terminal with keyboard, screen and printer capabilities, 
on-line system monitoring, and real-time programming capabilities. 
The maintenance and administrative terminal has the ability to perform 
preventative maintenance without taking the system off-line. In 
addition, on-line and off-line diagnostic routines identify system faults 
or failures at the individual board level. Diagnostic procedures are 
continually processed by the switching system software to detect 
defective components before they are used. Sprint’s Relay Network is 
designed to contend with weather-related challenges, power outages, 
and disasters. If one core switching system must shut down, the other 
core switching system in the network remain operational and available 
to process calls, guaranteeing that communication is accessible at times 
when it is most needed. 

Sprint provides a cost effective solution with an Uninterruptible Power 
System (UPS) using a combination of standard battery backup and an 
auxiliary generator. This provides uninterrupted power for an unlimited 
duration of time for all key components including: 
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+ The switch and its peripherals 

+ Switch room environment, including: 

Air conditioning, if required to maintain service 

Fire suppression systems 

Emergency lights and system alarms 

+ CA consoles/ terminals 

+ CA work site emergency lights 

+ Call Detail Recording CCDR) 
Sprint ensures that the UPS system capacity is sufficient to operate the 
Relay Center at busy season and during busy hour load. 

Sprint has installed power-generating equipment capable of operating 
the Center for extended periods of time. In the event of a power 
outage, the UPS and back-up power generator ensure seamless power 
transition until normal power is restored. UPS is used only long enough 
for the backup power generators to come on line - a matter of 
minutes. Backup power generators are supplied with sufficient fuel to 
maintain operations for at least 24 hours. Generators can stay in service 
for longer periods of time as long as fuel is supplied. 

As a safety precaution (in case of a fire during a power failure), the fire 
suppression system is not electrically powered. Once the back-up 
generator is on line, stable power is established and maintained to all 
TRS system equipment and facility environmental controls until 
commercial power is restored. 

Sprint has an exemplary record for fulfilling contractual obligation. No 
other provider has demonstrated the reliability that Sprint's 
customers are accustomed to, and no other provider has a vast 
Relay network with the redundancy available to ensure 
seamless service in times of crisis. 

The proi+der shall irforiri the coirlrcici niriirciger r l f  "try irzcijor 
itrterruptioiis lo the operation of the I-elny center esleiidirig 
beyoiid .fire nzirrtites dicratioii. 
iqforiwed I O I W ~ I  i f  becorwes kriorc9rr to f i x  re1n-v cerzter that arigv 
portion of tbe state is isolated for more thmi f i w  triirrtrtes frorir 
Ibe v e l q  rewter. The pr-oiYder sball also protide a iiv-itten (os e- 
rrrriil) repor1 lo the cmcfrnct rricinrrger nfter r*estoratiori of ser.rir-r. 

Sprint has read, understands and will comply. 

Sprint's comprehensive Disaster Recovery Plan for Florida Relay is 
provided in Appendix M of this proposal. The Disaster Recovery Plan 
details how data is recovered and service restored in the event of natural 
and man-made disasters. This plan affirms Sprint's commitment to 
notify the Florida Relay Contract Administrator immediately should a 
major problem occur. 

The coritmcl manager slmN also De 

w 
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n For service disruptions occurring outside of normal business hours, an 
initial report explaining how the problem is to be corrected, along with 
an approximate time when full service will be restored will be provided 
to the Florida Account Manager by 830 AM on the next business day. A 
follow-up report is provided within 24 hours explaining the status of 
the outage. Within five business days, Sprint will provide a complete 
summary of the problem and the corrective action taken in a final 
report to the State. 

The Disaster Recovery Plan developed for Florida Relay details the 
method Sprint utilizes to cope with specific disasters. It includes 
alternate, quick, and reliable switching of calls; and network diagrams 
identifymg where traffic will be re-routed if vulnerable circuits become 
inoperable. The Disaster Recovery plan details the steps (including 
escalations) to be taken to deal with the problem and restore TRS. 

In the event of a major disruption in operations at a Sprint Center, all 
TRS traffic is dynamically re-routed to avoid that Center. State-specific 
call processing software resides at each of Sprint's TRS Call Centers to 
ensure that Florida Relay customers receive the same service and 
features regardless of where the call is handled. All Sprint CAS are 
trained to provide service to, and support to all TRS customers 
regardless of the State. 

The Overflow Call Routing diagram below depicts the method whereby 
Sprint actively monitors Relay Center utilization and intelligently routes 
calls to an appropriate Center to ensure quality service with minimal 
wait times. 

w... 
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Overflow Call Routing System 

... 

A 

AIthougb it is not matidatow, the FPSC urges the prot’ider to 
subscribe qualzxyitig facilities fov priority restoration under the 
Telecornmrrnicatio?is Seruice PrionYy Program. 
Sprint supports the FCC‘s stance on the Telecommunications Service 
Priority Program. Sprint believes that all appropriate steps should be 
taken to ensure that service to TRS facilities is made available in time of 
emergency. Sprint also agrees that restoration of service to T U  facilities 
should occur, to the extent feasible, in tandem with restoration of dial 
tone service to the general public. This ensures that individuals with 
Hearing- and Speech-Disabilities have service available on the same 
basis as individuals without such disabilities. 
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A s p r i n t  7 

Sprint recognizes that telecommunication services for the general 
public are not included in the priority system per se, but are to be 
restored only after the designated priorities. Priorities include 
restoration of service to national security leaders, emergency service 
providers, and public health officials. Since there is no priority 
assignment for the general public, registration with the TSP program 
would do nothing to ensure rapid recovery of TRS service at this time 
Sprint will continue to monitor this situation and the possibility of 
inclusion of the TRS service. 
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INTERCEPT MESSAGES 

R-36. Intercept Messages 
Appi-oprinfe iirtercept iiiessnges s l~nl l  I w  p o i ~ i c i e d  ty n system 
,failitre occurs. 

Sprint has read, understands and will comply. 

Sprint provides a fully redundant, fault-tolerant platform with automatic 
call routing to another Call Center in the event that the primary Call 
Center becomes unavailable. This architecture virtually eliminates the 
need to play intercept messages to the customer 

Sprint, unlike other TRS providers, is able to minimize its 
operational costs while still exceeding customer expectations 
in regards to Speed-of-Answer by employing an Intelligent Call 
Routing (ICR) system that does not rely on human intervention 
to react to traffic spikes. 

Figure 10 illustrates Sprint's robust Intelligent Call Router, which allows 
Sprint to maintain quality service within a highly efficient Relay 
platform. 

Figure 10 

L O R I D I R S  .Ij.." .~,A.,~-&L. PROPOSALY ., . ,.x 

4Overflow Call Routingri 



In the unlikely event that calls cannot be routed due to multiple circuit 
failure or other reason, callers will be notified via an appropriate 
intercept message, in both l T Y  and voice. Sprint provides a courtesy 
intercept message in the event call delays signtficantly exceed required 
answering speed and service level thresholds. Courtesy intercept 
messages are sent once the call delay reaches 60-seconds and will 
inform users they have reached Relay Florida, that it is currently 
experiencing difficulties and that their call will be answered by the next 
available CA. This message provides the Relay user with verification that 
they dialed the correct number and have reached the Relay Center. It 
should be noted that a courtesy intercept message does not constitute 
an answer. 

For calls that may be blocked prior to reaching the Relay Center, 
whether on an IXC or LEC network, the following intercept message 
may be heard, or viewed on the LCD screen: 

“I’M SORRY ALL TRUNKS ARE BUSY NOW, PLEASE TRY YOUR CALL 
AGAIN LATER.” 

Some callers may receive a fast busy tone. For blockage of more than a 
few minutes, call re-routing restores complete service. 

On rare occasions, a problem may occur after a Florida call has reached 
a Relay Center or while an outbound call is being placed from the 
Center. In those situations, an appropriate intercept message will be 
provided to the caller via voice or TIY. 

Should a local disaster require the evacuation of a Center, aIthough no 
technical disruption has occurred, the following intercept message is 
enabled at the affected Center: 

DUE TO A LOCAL EMERGENCY, CAS NEED TO LEAVE THE CENTER. 
PLEASE HANG UP AND CALL AGAIN; YOUR CALL WILL BE MOVED TO A 

DIFFERENT CENTER” 

This message is activated upon notification of the emergency to allow 
the immediate evacuation of CAS and to prevent further calls from 
being received. The message is terminated when a safe environment has 
been restored at the Center and CAS are ready to receive calls. Minutes- 
of -Use (MOU) attributed to accessing any intercept messages are not 
included in billable minutes. 

The call delay threshold to play intercept messages is codigurable and 
can be set to the time period desired by the State of Florida. 
Additionally, if so desired, intercept messages can be turned off 
altogether, so that the caller receives continuous ringing. 
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SERVICE EXPANSION 

B-37. Service Expansion 
The bidder sbnll s h w  the capability of erpanding services in 
response to increasing demand The bidder shall detielop and 
illustrate in Its proposal a detailed plan of botr, this expansion 
will be accomplished. The plan sbalf include. but not be limited 
to. trurking capncalv, CA works fatioris, personnel staring, and 
equipment capacity. The plan sbaN also indicate bow any time 
lag sball be aiToicied to meet uny increased call ijohnze. The above 
plans shall allmu the provider to be a 
storidaids listed in the RFP. 

Sprint has read, understands and will comply. 

Sprint routinely conducts usage studies in order to proactively foresee 
increased demands and respond accordingly. From the time system 
components are identified as operating in excess of 75% of capacity, 
plans are put into place to increase the following: 

to nmintain all 

Trunking 

+ Workstations 

+ Staffing 

Facilities 

+ Equipment 

This negates any potential lag time. 
The engineering, installation, testing, and acceptance of equipment 
additions will then occur within 16 weeks, thereby avoiding any 
blockage of offered traffic. See the Service Expansion timeline below: 

Service Expansion 

1 

Sprint ensures that sufficient and qualified CAS are available to process 
FRS calls. This is evidenced by the following: 
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+ The new Florida Center will be sized to accommodate in excess of 

+ Sprint has additional capacity in 10 Relay Centers. 

+ Sprint Relay Centers currently have over 1000 production positions 

25% more call volume than the State currently requires. 

with a capacity of 1300. 

This excess capacity can be used in times of anticipated increase in call 
volumes, as well as ensuring flexibility when unforeseen volume 
increases occur due to natural disasters. 
Use of excess capacity was apparent this past September when 
hurricanes struck the State of Florida, causing significant damage to wire 
line and wireless providers. However, FRS customers reaching a 
Sprint TRS Center experienced uninterrupted, exceptional 
service. This was due to Sprint's experience in staffing for additional 
capacity. 

CA AVAILABILITY 

Sprint's Intelligent Network call routing system provides visibility into 
real-time results by sweeping each Center every six seconds for CA 
availability to determine routing. In response to traffic fluctuations, 
Sprint's Traffic Management modifies final requirements for each 15- 
minute period. The Center staffing lines are a management tool, which 
provides the Center and Sprint's Traffic Management staff with the 
following: 

+ Initial CA requirement for each 15-minute period of the day 

4 Total number of CAS scheduled for each-15 minute period 

Traffic Management in response to any traffic fluctuations 

+The number of CAS over or under the requirement needed to meet 
forecast call volumes 

STAFFING 

Further, Sprint periodically reviews Relay Florida's historical data to 
determine trends, taking into account any call affecting issues such as 
weather, holidays or technical problems. Utilizing this information, 
Sprint develops a Network forecast for each upcoming scheduling 
week. 

Sprint also reviews each Center's results for the previous six-weeks, as 
well as anticipated changes in staffing levels to determine each Center's 
capacity to handle forecasted calls. Once the forecast has been 
determined, Sprint ensures that total network traffic is accounted for 
by each of the Centers. 

By continually monitoring current capacity with regards to trunking, CA 
workstations, staffig and equipment lag time between anticipated need 
and actual need will be minimized. 

W 
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NEW TECHNOLOGY 
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Sprint has read, understands and will comply. 

Sprint is the TRS provider that leads the nation in the development and 
introduction of new technology in the market. In Florida, Sprint's 
Government Account Executive, Maggie Schoolar, is responsible for 
working with the FPSC and the community to introduce and explain 
new enhancements as they become available. 

Sprint will demonstrate and explain the relevance of the new 
technology to the FPSC, TASA, FTRI and the community. A successful 
example of the introduction of new technology occurred in Florida with 
the establishment of CapTel Relay Service. CupTel was offered to the 
State as a free trial to introduce the service. During the trial, Maggie 
presented the results of the trial and responded to questions from 
various interested groups including: FPSC, TASA and FTRI. The Sprint 
team worked with the FPSC to provide forecasting and cost analysis to 
move the trial to a full product. It is this commitment by Sprint that 
quickly and efficiently brings new technology to FRS. 

Sprint regularly updates the TRS system and introduces new technology 
when it is appropriate. Over the four and a half years that Sprint has 
been the provider of FRS, many new enhancements have automatically 
been introduced at no cost to the State. Examples of several FRS 
system improvements are: 

9 'MY to 'MY Release 

l f i l i /  />l'<li'<'.S.V I /  l l ' i / /  
/ ~ , ~ . l i i i o / r , ~ i c - , r i  < I i r r t fgc~s iir / / i L j  p r v , t  i , y ; < , i i  f?f  

9 E-Turbo Code 

9 ASCI Split Screen 

9 VCO Gated Calling 

At the TASA meeting on October 1, 2004, it was noted that the FRS 
VCO service had improved dramatically over the last couple of years. 
This is a direct result of VCO Gating (Attribute-Based Routing) that was 
introduced in FRS at no cost and provides a significant improvement in 
services by directing VCO users to specifically trained VCO CAS. This 
gating technology has dramatically improved services for this large user 
group. 
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Sprint also hosts the annual State Telecommunication Administrators of 
Relay by Sprint (STARS) conference to provide detailed information on 
all emerging technologies and products. Florida has been an active 
participant in STARS and has shared valuable feedback and collected 
information on TRS enhancements. The STARS conference offered by 
Sprint allows for the annual dissemination of information specific to 
enhancements, FCC requirements and quality improvements. STARS 
provides an excellent opportunity to communicate all new 
technological changes. 

With Sprint as the FRS Provider, Maggie and the in-state Florida Account 
Manager will be available to present and demonstrate new technology 
and collect feedback from all interested organizations in Florida. After 
learning about the latest technology, Sprint will work with the FPSC on 
pricing and specifics of any potential service offerings. 

Technologies or protocols believed to have potential for incorporation 
into Relay are evaluated to determine feasibility, cost, and benefit to the 
service. Once targeted, technologies are developed, tested, and 
incorporated into the Sprint TRS product line through software 
upgrades and supporting hardware upgrades. These enhancements 
help to improve the overall quality of Relay Services while focusing on 
lowering Relay Service costs. 

FUTURE TECHNOLOGY 

Sprint has earned the reputation of leading the industry in producing 
and launching new TRS technology and product enhancements. Many of 
the Sprint's 'firsts' listed below were accomplished with the support 
and cooperation of Sprint states and Relay end users: 

> 24-hours-a-day, 7-day-a-week Customer Service 

i' 900/800 Pay-Per-Call Services 

i' Access to 900 Numbers 

P Automated Billing with Detailed Reporting 

> Automatic Error Correction (Spell Check) 

> Automatic Number Identification Database 

> Branding of VCO/HCO Call Types 

i' Carrier-of-Choice Functionality 

P Customer Branding 

> Customer Database profiles 

> E-TurboTM 

> Hearing-Carry-Over Enhancements 

> Identification of Background Noises 

i Identification of Customer and CA Gender 

192 



i Intelligent Computerized CA Workstations 

i Regional 800/888/877/866/855 

i Scroll Rack for ASCII and HCO llsers 

i Spanish-to-Spanish and Spanish-to-English translation 

i Speech-to-Speech 

i Speech-to-Text Trial 

i Sprint Relay Conference Captioning 

k Variable Typing Speed 

3 VCO Gated Calls/Centers 

i Video Relay Service 

i Voice Call Progression 

i Voice-Carry-Over Enhancements (No Typing) 

Sprint, as a whole is a global integrated Communications Provider 
serving more than 26 million customers in over 100 countries. Sprint is 
not only a Relay provider, Sprint is widely recognized for developing, 
engineering, and deploying state-of-the-art network technologies, 
including the United States' first nationwide all-digital, fiber-optic 
network and an award-winning Tier 1 Internet backbone. Sprint 
provides local communications services in 39 States and the District of 
Columbia and operates the largest 100% digital, nationwide PCS wireless 
network in the United States. 

Only Sprint has built the largest all-digital, all-PCS nationwide network 
with advanced multimedia services reaching more than 99% of the 
largest cities and all major airports. 

This enhanced network offers 'always-on' connections and faster data, 
as well as greater capacity and security. It's unmatched reliability helps 
ensure that PCS Vision, a suite of advanced multimedia services and 
other wireless services by Sprint work the same way across the 
network. It also helps ensure that Sprint will continue to develop 
cutting-edge products. 

Sprint has consistently pushed technology in the telecommunications 
industry, as evidenced below: 

First to launch new PCS multimedia handset, which IS the first COMA device iii t i ,? 
United States to deliver streaming audio and video content from familiar sources 
such as CNN, NBC Universal, FOX Sport, the Weather Channel, E! Entertainment, 
mFlix, Twentieth Century Fox, AccuWeather, and IKTV. 

First to provide business customers with standard Service Level Agreements I ISMS) for wireless services. 
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Sprint sets record by being first iii the industry to  carry live lnteriiettrafiic acrnss 
its network a t  40 Gbis.  

First ILEC to begin conversion of digital circuit switched networkto packet 
switched network. 

First to adopt L2TPv3, leading t o  first multi-service native IP backbone 

Implemented first local SONET access solution for end-to-end survivability 

Launched enterprise-grade wireless LAN solutions and public Wi-Fi services 

First U.S. wireless Carrier to launch 36 (3002) 
First Carrier to offer robust wireless VPN solution 

First transoceanic OC-192 
First Tier 1 Carrierto offer full-service IP video solution 

First to announce Interworking SLAs for Frame Relay and ATM 

First Carrier to be awarded Cisco Gold certification for MNS 

First US. wireless Carrierto add more than 1 million wireless customers in a single 
quarter 

First Internet providerto offer managed Internet VPN service 

First to  offer IP security performance guarantees 

First gigabit router networkfor high performance 

Begins to build the first 100% digital PCS wireless network in the United States 

First to articulate vision for migration of entire network to SONET/ATM core 

Completes first SONET survivable ring 

~ ~. ~ . . . 

.~~ ~ ~~~~~~ ~. 

, 

~ ~ ~ ~ ~. ~.. ~- . 

_...._~_.___.I~...._~.._I_..~~____._I_ I ~.~.. 

~.~ ~ ~ .~ ~ ~ 

~- ~ - ._ ~ ~. 

~ - .- .~ .~ ... ~ 

First Carrier to provide nationwide ATM service 

Firstto announce plansfor nationwide survivable SONET 

First Carrier offering commercial Internet access 

First to deploy nationwide Frame Relay 

~~ .. 

Begins t o  build the world's first transcontinental all-digital fiber-optic network 

Built the world's first Public Data Network 

Sprint is actively monitoring advancements in telecommunications and 
technology to continuously investigate and validate alternate protocols 
and emerging technologies. 

Florida Relay Service will continue to benefit from Sprint's involvement 
utilizing the following strategies: 

+ Sprint partners with leading hardware providers to develop 
innovative telecommunications solutions. Current and previous 
partnerships include NxI Communications, Inc., Omega Products 
Inc. and Ultratec. 
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r' 4 Sprint participates in, and sponsors various telecommunication 

4 Sprint maintains a significant presence and influence on national 

technology trade shows. 

boards that address industry issues, such as the TRS Interstate Fund 
Advisory Council. 

4 Sprint conducts periodic surveys and focus groups. Companies such 
as Cambridge Research help to gather information regarding the 
features desired by our TRS customers. 

4 By extensive research and funding of new technologies, Sprint is able 
to share the latest advances in assistive technology with students who 
are Deaf or Hard-of-Hearing. Recently, Sprint made a large donation 
to the National Technical Institute for the Deaf (NTID) to support a 
Sprint Scholarship fund for Deaf students. The Sprint Foundation 
funded a multipurpose room at Gallaudet University and Sprint Relay 
provided Video Conferencing facilities for NTID and Gallaudet 
University students. These are a few of the ways that Sprint 
demonstrates its support of the Deaf and Hard-of-Hearing 
community. 

The Florida Relay Account Manager will share any and all emerging 
technologies with the Commission and the Florida Relay Consumer 
Council. Depending on the outcome of feasibility and benefits of the 
service, pricing of emerging technologies will be evaluated on case-by- 
case basis. Again the Commission will be fully apprised of any and all 
new developments before they are fully installed in the Florida Relay 
platform and services. 

Sprint strives to satisfy the individual needs of all Relay users by 
providing many different ways of using Relay Services. Sprint's goal is to 
deliver the best possible Relay Service in the country, with the aim of 
providing a telephone experience to persons with Disabilities that is 
fully and functionally equivalent to that presently enjoyed by persons 
without Disabilities. 
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CONSUMER INPUT 
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Sprint has read, understands and will comply. 

Sprint fully supports the concept that all telephone users will have 
input into the quality of service delivery. Sprint describes below our 
plan on how we plan to include the Commission and its Advisory 
Committee in evaluating our services. 

Below is our outline describing our plans including, but not limited to, 
various methods of gaining consumer input and the process to 
incorporate recommendations into Relay Center policies. Sprint 
understands that this does not preclude Sprint staff from conducting 
additional internal evaluations. Sprint will report the results of all service 
quality evaluations to the FPSC office within 15 calendar days after the 
last month in each quarter. 
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Florida Account Manager 

A core component of the Consumer input plan is to provide an in-state 
Florida Account Manager. Based on more than 14 years of experience, 
Sprint feels strongly that a Florida Account Manager will dramatically 
strengthen input into service quality of Florida Relay Services. 
Therefore, Sprint is committing an annual budget of $50,000 to ensure a 
higher level of Account Management support throughout the State of 
Florida 

The Florida Account Manager will be a full-time resident of the State of 
Florida and be responsible for the following: 

> Work closely with the Commission and the community on a 

;1. Serve as the Sprint primary Point of Contact on issues pertaining to 

> Attend all meetings of the Advisory Committee, FPSC workshops 

regular basis. 

Florida Relay Services. 

and hearings relating to Relay services, unless excused by the 
Contract Manager. 
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3 Including the Commission and its Advisory Committee in any 
evaluations of the Relay system. 

P R e  available to receive input from Telephone Relay users 

> Development of methodology to solicit consumer input in a 

i Act as a liaison between the Relay Center and individuals accessing 

timely manner. 

Relay services. 

> Compile a detailed monthly report which outlines all feedback 
gathered from Consumer Survey cards, the Florida-specific 
website, as well as those collected in community forums and 
activities. This report will be presented within 15 days after each 
quarter and at each TASA meeting. 

i. Coordinate with, and support the FTRI on all Florida Relay Outreach 
efforts. 

2; Being an active member of the Florida Relay user community; with 

3 Work closely with the Quality Manager to identify quality issues 

3 Outreach for specialized services by continuing to utilize the 

high visibility and readily available to respond to issues. 

gained from consumer input. 

existing Sprint Marketing team. 

Another method Sprint utilizes to collect information is the annual State 
Telecommunications Administrators of Relay by Sprint (STARS) 
conference. 

STATE TELECOMMUNICATIONS ADMINISTRATORS OF RELAY BY SPRINT 
(STARS) 

Sprint proudly sponsors an annual conference for State 
Telecommunication Administrators of Relay by Sprint (STARS). Sprint 
truly values customer and consumer input in order to ensure our 
service is the best the industry has to offer. The information gathered 
at STARS is then utilized to develop the future of TRS. Members of 
STARS have the opportunity to participate in presentations and 
discussions that include the members of the Sprint support groups 
who plan and develop Sprint products. At past STARS conferences, 
Sprint has been honored to host speakers such as Tom Chandler, Chief 
of the FCC's Disability Rights Office. STARS members are the first to 
know about new technology and trends in the marketplace. 

Sprint greatly appreciates the feedback and input received at STARS by 
the Florida Contract Administrator. More recently, Florida was the 
gracious host of the STARS conference, which was well-received by the 
TRS Team and the other Contract Administrators. STARS has proven to 
be a valuable forum to share feedback with Sprint Relay, which is then 
utilized to enhance and improve Sprint Relay quality of services. 

d 

d 
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TELECOMMUNICATIONS ACCESS SYSTEM ACT (TASA) 

As described earlier, the In-State Account Manager and the Quality 
Manager will be available to attend and participate in all TASA meetings 
for the purpose of improving Relay Services for the State of Florida at 
no additional cost to the State 

Sprint places great value on consumer and staff input gained from 
TASA meetings. Sprint will continue to collect feedback and will report 
on any issues identified and corresponding resolutions within one 
month of the TASA meeting to the FPSC. 

One example of a successfully resolved issue which surfaced during the 
TASA meeting on October 1, 2004, was Abbreviated Dialing Access. 
Sprint responded to those concerns by implementing Abbreviated 
Dialing Access as detailed below: 

ABBREVIATED DIALING ACCESS 

Sprint is excited to announce that 211 and 511 are now available via 711 
Sprint, a leader in the TRS industry, has worked to ensure that 

abbreviated dialing codes implemented in Florida, including 211 and 
511, are accessible by FRS users. 

4 2-1-1 Abbreviated Dialing Access 
The Federal Communications Commission (FCC) reserved the 2-1-1 
dialing code for community information and referral services. Calls to 2- 
1-1 in Florida are routed by the local telephone company to a local or 
regional calling Center. The 2-1-1 Center's referral specialists question 
callers, access databases of resources available from private and public 
health and human service agencies, match the callers' needs to available 
resources and link or refer them directly to an agency or organization 
that can help including: 

3 Basic Human Needs Resources - food and clothing banks, 
shelters, rent assistance, and utility assistance. 

3 Physical and Mental  Health Resources - health insurance 
programs, Medicaid and Medicare, maternal health resources, 
health insurance programs for children, medical information lines, 
crisis intervention services, support groups, counseling, drug and 
alcohol intervention and rehabilitation. 

3 Work Support - financial assistance, job training, transportation 

4 Support for Older Americans and Persons with 

assistance and education programs. 

Disabilities - adult day care, congregate meals, respite care, 
home health care, transportation, and homemaker services. 

P Children, Youth and Family Support - child care, after school 
programs, educational programs for low-income families, family 
resource centers, summer camps and recreation programs, 
mentoring, tutoring, and protective services. 
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Sprint supports 211 access by FRS users by dialing the associated ten 
digit number to the ten active 2-1-1 Call Centers serving Florida 
including: 

211 Brevard, Inc. Cocoa - Area Served: Brevard County. The 
regular hotline number is 321-632-6688. 

2-1-1 Big Bend, Inc. Tallahassee - Area Served: Franklin, 
Gadsden, Jefferson, Leon, Liberty, Madison, Taylor and Wakulla 
Counties. The regular hotline number is 2850-224-6333. 

211 Tampa Bay Cares Inc. - Area Served: Pinellas and 
Hernando Counties. The regular hotline numbers are: 727-562- 
1542 (Pinellas) and 727-562-1543 (Hernando). 

Center for Information 81 Crisis Services, Inc. - Area 
Served: Palm Beach County and Treasure Coast The regular 
hotline number is 561-383-1112. 

Crisis Center of Tampa Bay - Area Served: Hillsborough 
County. The regular hotline number is 813-234-1234. 

First Call for Help of Broward Fort Lauderdale - Area 
Served: Broward County The regular hotline number is 954-537- 
0211. 

First Call Jacksonville - Area Served: Duval, St. Johns, Clay, 
Nassau, Baker, Putnam, Columbia, Suwannee, Hamilton and 
Bradford Counties 

2-1-1 Community Resources and Elder Helpline Orlando - 
Area Served: Orange, Osceola and Seminole Counties. The regular 
hotline number is 407-839-4357. 

211 Help Line Fort Myers - Area Served: Lee County The 
regular hotline number is 239-433-2000. 

United Way 2-1-1 of Manasota, Inc. - Area Served: Manatee 
and Sarasota Counties. The regular hotline numbers are 941-485- 
1880 (South Co.) 941-308-4357 (North Co.) and 941-366-5025 
(Other). 

'@ 5-1-1 Abbreviated Dialing Access 

511 was designated by the FCC to serve as a three-digit telephone access 
for traveler information. The Florida Department of Transportation's 
(FDOTs) vision for 511 states "By 2005, all travelers in Florida will be 
able to dial 511 to access all travel-related information through the 
telephone. At a minimum, information relevant to roadway and transit- 
based travel will be available." The 511 system is currently 
implemented in only segments of Florida including the Tampa-Bay area, 
South Florida and along the 1-4 Corridor. 

d 
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The 51 1 Travel Information Service is operated by SmartRoute Systems 
(SRS), a Westwood One company. FDOT hired SRS to provide this 
travel information service to motorists. SRS captures traffic and road 
condition information from a variety of sources, including police 
scanners, FDOT Road Rangers, the Florida Highway Patrol, cameras, 
road sensors and local commuters. Motorists are also urged to call SRS 
with relevant traffic or road condition information. 

Sprint has been actively engaged in working with Westwood One and 
other members of the National 511 alliance to ensure that Deaf, Hard- 
of-Hearing and people with Speech-Disabilities are able to gain access 
to 511 services. Sprint, a recognized leader in the TRS industry, has 
shared its' unique knowledge of the needs of our customers with 
Westwood One and the National 511 alliance. As a result of this 
collaboration, FRS users who wish to find out traffic information may 
now use 711 and ask to be connectcd to the 511 services in their area. 
The CA will attempt to verify if 511 services are available in the caller's 
area and connect the user to the corresponding 511 service. Sprint will 
continue to partner with members of the National 511 alliance so that as 
new regions of Florida gain 511 access, those services will be available to 
FRS users as well. 

FLORIDA TELECOMMUNICATION RELAY. INC. IFTRI) 

The Florida Account Manager and Quality Manager will provide 
additional support to FTRI's Outreach efforts relating to Florida Relay. 
Sprint will be available to attend the FTRI annual conference and will use 
this opportunity to collect feedhack and respond to any issues 
identified. Those issues and the plan for resolution will he reported to 
FPSC within 15 business days of the FTRI conference. To underscore 
Sprint's support of FTRI's efforts, Sprint is committing an 
additional $10,000 annually to support FTRI's Florida Relay 
Service Outreach efforts, pending FPSC approval. 

CONSUMER INPUT PLAN OUTLINE 

Sprint values consumer input and believes in the importance of 
soliciting and utilizing feedback from the Relay service community to 
deliver a quality Relay service they have come to expect of Sprint. To 
this end, Sprint has successfully employed various methods to gather 
feedback for evaluating the quality of Sprint Relay services. To carry out 
Sprint's Plan for Florida Relay Consumer Input, Sprint will work with 
the FPSC and/or the TASA committee to implement the following: 

'ip Consumer Survey Cards 

Sprint will develop a pre-paid survey card that will be used for 
evaluations of Florida Relay Service. 

m m u m  
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Upon FPSC approval of the survey card content and design, 
Sprint will provide, at its expense, the Survey cards to Deaf 
Community Service agencies (100 cards each) at the beginning of 
each calendar quarter. The agencies will be asked to distribute the 
cards to the community via newsletters or direct mail. 
Sprint will also make survey cards available to the Florida 
Telecommunications Relay, Inc. (FTRI) to include with all new 
equipment distributed to qualified consumers and to Regional 
Distribution Centers (RDCs) under contract with FTRI. 
Cards will also be distributed at community forums, town hall 
meetings, and various customer events whenever and wherever 
appropriate. Consumers will have the opportunity to fill out the 
cards on the spot and the designated coordinating POC will collect 
them at the conclusion of each event. 

Florida Specific Website 

Sprint will develop a Florida Relay website, which will be hosted by 
Sprint. Sprint will work in conjunction with FTRI in linking the FTRI 
website, umv.ftri.org for Florida Relay users to email in their feedback. 
A user-friendly online survey will be posted on the website for users to 
fill out. 

The content and design of survey cards, the Florida-specific website and 
the online survey will be reviewed with the FPSC and the TASA 
committee for further revision if needed and updated every 6 months 
or sooner as deemed necessary by the FPSC and/or the TASA 
committee. 

4 Community Agencies 

Sprint will network with various disability organizations in Florida such 
as: the Florida Association of the Deaf, Florida Self-Help for Hard of 
Hearing, Florida Coordinating Council for the Deaf and Hard of Hearing 
to assist in the distribution of Consumer Survey cards. 

Press Releases 
Sprint will disseminate press releases periodically asking Florida Relay 
users to request survey cards and/or go onto the website to submit 
surveys and feedback. 

The Sprint Account Manager will compile a detailed monthly report 
which outlines all feedback gathered from the Consumer Survey cards, 
the Florida-specific website, as well as those collected in community 
forums and activities. This report will be presented within 15 days after 
each quarter and at the next TASA meeting. 

Another way that Sprint Relay responds to users concerns and needs is 
via the Relay Ambassador Program (RAP). 

d 

d 
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4 Relay Ambassador Program (RAP) in conjunction with FTRI 
The RAP is a supplemental Outreach vehicle to promote and accelerate 
the use and understanding of Relay Services. This is done to reach out to 
underserved populations who can benefit from Relay Services and 
provide feedback to improve services. Sprint contracts with 
organizations and individuals who arc themselves users, to act as RAP 
Ambassadors. Pending the FPSC approval, Sprint will dedicate a $10,000 
budget for a RAP program to be managed in conjunction with FRTI to 
support Special Needs populations in the State of Florida. The RAP has 
been successfully implemented in several States where Sprint currently 
provides seivice. 

CONSUMER INPUT RESULTS 

Findings and recommendations macle by the FPSC and TASA will be 
taken under advisement by Sprint and submitted to Relay Management 
for consideration, incorporation, and implementation in Sprint Relay 
operations and/or policies. Some examples of issues raised to Sprint, 
with successful resolution can be found below: 

a Customer Profile 

Sprint customized the Customer Database Profile for Florida Relay 
Service. FTRI, Advisory Board Members and FPSC asked Sprint to make 
the Florida Customer Profile form easier for Florida customers to 
understand and fill out. Sprint took their input, customized the Florida 
Customer Profile Database profile form, and received compliments 
from FTRI, Advisory Board members and the FPSC for the 
improvements. Please see a copy of the customized Customer Datalnsc 
form in Appendix N. 

Another example of Sprint's response to consumer input is the 
successful resolution of CA Accent issues. 

CA Accent issues 

The State of Florida is made up  of a variety of cultures and individuals 
from various backgrounds. Such a rich cultural diversity also creates 
challenges in telecommunications. As such, Sprint employs a number 
of Florida citizens with a diverse language and accent communication 
style. Sprint received feedback from the community that some of the 
Florida citizens employed to provide FRS spoke with accents which 
were which were difficult to understand. 

As a result of that input, Sprint implemented a pre-employment 
screening policy based on clarity of speech for potential FRS CAS. 
Further, Sprint developed a tool to measure clarity and monitor speech 
clarity for current FRS CAS. " 
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Those found to lack clarity of Speech received additional training, 
placement elsewhere or were removed from CA service. As a direct 
result of these actions, FRS has received no complaints regarding 
accents. As a matter of point, Florida's Contract Administrator, Rick 
Moses commended Sprint for this improvement during the June 2004 
STARS conference. 

Sprint remains committed to providing excellent customer service to 
Florida Relay Service. 

PAST OUTREACH ACTIVITIES 

Outreach efforts conducted over the past year include the following: 

July 
2003 

August 
2003 

\ 

/ 

/ 

October 
2003 

.- 

November 1 
/ 2003 

December I 
2003 I 

- 
I 

Sprint Relay sponsored and panicipated in the Florida Association o f t h e  Deaf F A D 1  
Road Tour which visited 15 Florida cit ies from J d y  2003 to May 2004 

Presented a t  Meeting of Regional Distribution Centers under contract with FTRl 

Supported FTRl with booth exhibition at Southern Deaf Showcase in Tampa 

Mended FAD Road Tour in Ft. Lauderdale and West Palm Beach 

k i t e d  NW FL DHHS in Pensacola 

Mended FAD Road Tour in Pensacola 

ittended FSDB Football Homecoming and supported FTRl with booth that evening 

Wended and presented a t  FTRl annual conference 

Wended FAD Road Tour in Port Charlotte and Ft. Myers 

'resented in conjunction with FTRl a t  FTRl Focus Meeting 

Wended FAD Road Tour in St. Petersbura 

~~~~~ . . .- .... ~. ~. ~~ - ~ 

. ~ . -. ~~ ~ ~. ~~ 

- ~~ .~ 

~ _ _  . -. ~~ 

I 

I 
January - 
2004 

I 

I March 
2004 

I 

April 
2004 

May  
2004 I 

Wended FAD Road Tour a t  FSDB in St, Augustine 

Wended FAD Road Tour in Jacksonville 
~ ~.- ~~~ ~~ ~ ~ 

____- 
:onducted Meetinglopen House at PAC for TASA and community leaders 

:onducted PRC Open House for the community 
. ~. ~ ~ ~ 

Wended Deaf Services Bureau Open House in Miami 

Booth exhibition and presentation at DeafNation in Miami 

Supported FTRl with booth exhibit a t  Mental Health Conference in Orlando 

Wended FAD Road Tour in Tallahassee 

Booth exhibition a t  Disability Fair in Tallahassee 

~ ~~. ~ ~ 
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Another opportunity to gather consumer input is through VRS and SRO 
activities. 

Video Relay Service (VRS)/Sprint Relay On-Line (SRO) 
Sprint Relay recognizes the increasing dependency on VRS and SRO, 
and has been conducting Outreach to promote both services in the 
State of Florida. This has resulted in a greater opportunity to reach out 
to potential Relay users and receive valuable input from present users. 
Over the past one and a half years, Sprint Relay has given 65 
presentations and/or workshops on VRS and SRO in the State of 
Florida, with more than 550 videophones installed. Through these 
activities, Sprint Relay has had an opportunity to interact with liundred 
of individuals. Going forward, Sprint will capitalize on these 
opportunities to distribute Consumer Satisfaction surveys to countless 
other Relay users. Florida is one of the leading users of VRS and SRO, 
and therefore creating multiple opportunities to gain consumer input 
to continuously improve Relay services in the State of Florida. 

Sprint looks fonvard to working with FTRI in supporting and attending 
events across the State in 2005 and throughout the life of the Contract. 
Upon the hiring of the new in-State Account Manager, Sprint will work 
with the FI'SC and TASA to devise a detailed plan of activities and events 
Sprint will support for the purpose of collecting consumer input and 
promotion of Relay products and services. 
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Sprint has read, understands and will comply. 

Sprint will work with organizations serving Hewing and Speech- 
Impaired individuals to conduct community forums across the State of 
Florida for the purpose of collecting Relay user input on the quality of 
Relay Services, and to respond to questions and problems. Sprint will 
plan and conduct these forums in conjunction with organizations 
serving people with Hearing and Speech-Disabilities in the State of 
Florida. 

PB Community Forums/Town Hall Meetings 

Sprint Relay has enjoyed great success in conducting community 
forums. These venues are excellent vehicles for collecting user feedback 
and to respond to user questions and concerns regarding Relay Services. 

Sprint Relay had the opportunity to sponsor and participate in the 
Florida Association of the Deaf (FAD) Road Tour which visited 15 
Florida cities from July 2003 to May 2004. This was an excellent 
opportunity to collect feedback specific to Relay services and to 
respond to users' questions and concerns about Florida Relay. 

Sprint proposes to host and coordinate a "Whirlwind" tour which will 
include stops at all RDCs in Florida to promote Florida Relay and to 
collect community input in the next contract term. 

Community forums will take place at least once every quarter. Potential 
community service agencies and organizations may include, but are not 
limited to: 

- 

Florida Telecommunications Relay, Inc. - Tallahassee 

Florida Association of the Deaf - Spring Hill 

Florida Self-Help for the Hard-of-Hearing 
Florida State Vocational Rehabilitation - Tallahassee 

Florida School for the Deaf and Blind - St. Augustine 

Deaf Service Center Association, Inc 

Deaf Services Bureau -Miami 
League for the Hard of Hearing - Oakland Park 

DSC of Palm Beach County - West Palm Beach 

206 



Delray Beach RDC - Delray Beach 

Deaf and Hard of Hearing Services - Daytona Beach 

Independent Living Resource Center of NE FL -Jacksonville 
Deaf and Hard of Hearing Services of NW FL - Pensacola 

Citrus Hearing Impaired Program Services - Crystal River 

DHHS of Pasco/Hernando - Port Richey 

Deaf and Hearing Connection for Tampa Bay - Seminole 

DSC of Manatee - Bradenton 

North Central Florida CIL - Gainesville & Ocald 

DHHS of the Treasure Coast, Inc - Port St. Lucie 

DSC of SW Florida - Ft. Myers 

CIL of Central Florida -Winter Park 
Central Florida Speech and Hearing Center - Lakeland 

Space Coast CIL - Cocoa Beach 

HIP in Charlotte County - Punta Gorda 

DSC of Lake and Sumter Counties, Inc. - Leesburg 
Broward County Association of the Deaf 

Deaf Wings, Inc. 
Greater Daytona Association of the Deaf 

Greater Tampa Bay Association of the Deaf 

Orlando Club of the Deaf 

Palm Beach County Association of the Deaf 

River City Association of the Deaf, Inc. 

St. Johns County Association of the Deaf, Inc 

West Central Florida Association of the Deaf, Inc 

Another useful venue to communicate with the community about new 
services and collect feedback regarding the quality of Relay services are 
Relay technology demonstrations, known as 'Taste of Technology' 
events. 

Taste of Technology 

Sprint Relay has had great success in other states by hosting 'Taste of 
Technology' events to enable 'hands-on' opportunities of all Sprint 
Relay Products and services. Conversely, valuable consumer input and 
feedback have been collected from those events. 

Sprint Relay proposes to work with FTRI to host such events in the 
State of Florida in 2005 and 2006. These events will demonstrate the 
following: 

0.0. 
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Traditional Relay Service 

Voice-Carryover 

Hearing-Carry-Over 

Speech-to-Speech 

Video Relay Service 

Sprint Relay Online 

CupTel 
Relay Conference Captioning 

Sprint Relay Wireless (SRW) 

Sprint Relay, with €TRI’s guidance, will invite geographic and age-diverse 
user groups including individuals who are: 

Deaf 

Mobility-Impaired 

Deaf-Blind 

Hard-of-Hearing 

Late-Deafened Adults 

Speech Disabled 
Parents of Deaf, Hard-of-Hearing and Speech-Disabled 
Children 
Senior Citizens 

Speech-to-Speech users 

Hearing Individuals 
Other potential users of Florida Relay with/without 
communication disabilities 

Sprint, with FTRI’s guidance, also will extend invitations to: 

State and local Agencies 
Community Colleges and Universities 
State and local chapters of Florida Association of the Deaf 

State and local Hard-of-Hearing chapters of Self Help for the 
Hard-of-Hearing (SHHH) 

Health care providers 
Local Deaf and Hard of Hearing service providers 

Audiology and speech disability clinics 

Local Deaf Clubs 
State and local disability organizations 
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Independent Living Centers 

Florida Businesses 

Florida Public Schools 

Religious organizations 

Social organizations 

In each community forum, the following information will be presented 
to the audience: 

Opportunities to submit consumer input and feedback on the 
spot 

Awareness of survey tools available to evaluate Florida Relay 
Service 
Better understanding of the relationship between the FPSC, 
FTRI, and Sprint, the Florida Relay provider 
Contact information for the Florida Relay Account Manager 

FAQs related to common issues encountered by Florida Relay 
users 

Such events are planned cooperatively with State and local organizations 
serving people with disabilities, including Hearing- and Speech- 
Disabled individuals. Sprint's Taste of Technology has become a model 
in many other states and has proven to be a great success in promoting 
Relay Services in various communities. To date Taste of Technology 
conferences have been held in: 

Hawai'i 

Indiana 

California 

Illinois 

North Carolina 

Nevada 
The Commonwealth of Puerto Rico 

The country of New Zealand 

Sprint Relay is sensitive to the variety of communication needs of 
attendees and provides accommodations such as: Sign Language 
Interpreters, Oral Interpreters, and Real-Time Captioners. Additionally. 
promotional materials are made available in standard Braille, large print 
and Spanish. 

Please see Consumer Letters of support in Appendix 2. 
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Sprint has read, understands and will comply 

Sprint has established procedures regarding complaints, inquiries, and 
comments related to Relay Services and personnel. Sprint ensures that 
any caller to the Relay Center with a complaint will be able to reach a 
Supervisor or Operations Administrator while still online during a Relay 
call. Sprint acknowledges that all complaints received by Supervisors, 
or in writing, will be documented, including their resolution, and kept 
on file and available to the Commission upon request. 

Furthermore, Sprint provides a toll-free Customer Service number and 
is accessible to the public statewide for the purpose of reporting 
service deficiencies. The toll-free Customer Service number is: 1-800- 
676-3777, 

Sprint maintains all records of reports and copies of written reports 
regarding services or deficiencies and will continue to do so for the life 
of the contract and for 12 months after conclusion of the contract 
period. Sprint ensures that all records will include the name and/or 
address of the complainant, the date and time received, the CA 
identification number, the nature of the complaint, the result of any 
investigation, the disposition of the complaint and the date of the 
disposition. 

Sprint assures that all customer contacts and concerns will be resolved 
in writing within 15 days, and reported to the FPSC. The new Florida 
Account Manager will ensure that community feedback is addressed 
expeditiously and is available to respond to all concerns. 
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Sprint is fully compliant with, and in fact exceeds FCC guidelines 
regarding Customer Contacts. To further support the complaint 
resolution process, Sprint has developed a Customer Contact Database, 
which serves as a seamless and timesaving device for documenting 
customer conracts. 

4 Customer Contacts Online Database (CCOD) 

The Customer Contacts Online Database (CCOD) will document and 
track consumer contact information (complaints, commendations and 
requests for information) as required by the FCC. This tool will also be 
used for the purpose of assisting Sprint states in obtaining re- 
certification from the FCC. 

Florida Relay Service has evolved based on the feedback from the 
Community and the FPSC, as seen in the chart below. 

2004 to August = 70 Commendations 41 Complaints 

300 

100 

50 

2001 2002 2003 

The Jacksonville Center will process FRS traffic and will handle 
customer contacts for the State. An Operations Supervisor or 
Operations Administrator will be available to take customer 
complaints, questions or concerns, while the caller is still on the line. 
The Supervisor or Administrator can be called to the CA position, or 
the call can be transferred to the Supervisor or Administrator. This 
procedure enables the Supervisor or Administrator to provide 
immediate coaching, training or feedback to the CA. If the Supervisor 
is unable to resolve the complaint, the Supervisor forwards the 
complaint to the designated Florida Account Manager. Please review the 
Customer Contact form in Appendix 0. 

Additionally, calls processed through Sprint can be transferred from 
the Jacksonville Center to Sprint TRS Customer Service to log a 
complaint or register a concern, 24 hours-a-day, 7-days-a-week, 365 
days-a-year. Customer Service representatives are always ready to take 
live calls and escalate concerns, complaints and commendations to the 
Florida Account Manager. The toll-free Customer Service number is: 1- 
800- 676-3777. This number will be published in FTRI literature and on 
the Florida-specific website. 
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If the complaint concerns a specific CA, the Operations Supervisor 
follows up to resolve the complaint. The role of the Operations 
Supervisor is to: 

+Accept all types of cornplaints 

Handle all service type complaints 

Resolve complaints with CAS 

+ Resolve complaints with customers 

+ Document all information 

+ Fax completed Relay Customer Contact forms to the designated 
Florida Account Manager 

The Florida Sprint Relay Team will be responsible for tracking all 
technical complaints and follow-up with customers on resolutions. 
They will send a written response to the customer outlining how their 
complaint was resolved if the complainant supplies the necessary 
contact information. Otherwise, Sprint will follow-up by telephone to 
the customer. Copies of all resolved complaints will be forwarded to 
the Florida Contract Administrator. Please see Appendix P for a copy 
of a sample follow-up letter. 

Below illustrates the flowchart of Sprint's Customer Contact Process. 

Sprint's Customer Contact Process Flow 

B.U. 
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Because Sprint's internal process for resolving complaints is more 
stringent than the FCC mandated, the following is true: 

r' 99% of all service, technical, and miscellaneous 
complaints are resolved within 30 days, far exceeding the 
FCC imposed timeline of 120 days. 

resolved while the caller is still on line. The remaining 
10% require additional follow up from Supewisors and 
Management. 

> Approximately 90% of complaints that are frled are 

Sprint will provide the State with monthly tracking reports as necessary 
summarizing all complaints and resolutions. The monthly reports will 
include: 

+ Numbers of customer complaints/feedback received 

Nature and type of each complaint/feedhack 

+ Customer information (when given) 

+ Call information 

+ Description of how each complaint was or will be resolved 

+ Date of resolution 

+ Numbers and categories of other contacts, i.e. commendations, 
inquiry calls, etc. 

Sprint will maintain all records for FRS for the life of the contract and 
for 12 months following the conclusion of the contract. 
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CHARGES FOR INCOMING CALLS 

f.,h,irqe-s tor incoming  < . i lk  

Sprint Relay never charges users for making incoming calls to the Relay 
Service. 
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BILLING ARRANGEMENTS 

B-42. Billing Arrangements 
7he provider shall bill f o r  charges 
person calls, calls 
calls charged to CE 
f o r  billing to any 
local exchange company calling card For calls billed by or on 
behalf of tbe provider, the bidder shall include a compkte 
description of how users will be billed f o r  ai7 calls. This 
description shall include the bidder's procedures f o r  obtaining 
billing informatbz from the l6cal exchange and competitive local 
exchange companies, whether the billing will be performed 
directly by the provider itself or contracted, specific credit cards 
or telephone calltng cards to which calls can be billed, and a 
sample bill forma#. 
respond to customer inquiries about erroneous bills and how 
credits wilI be issited or rqfnnds made. 
Sprint has read, understands and will comply. 

ct calls, person-to- 
nd pay telephones, and 
r shall also arrange 
change or competitioe 

The bidder shall also explain horn it udll 

Sprint Relay will continue to process Collect and Person-to-Person calls 
charged to a third-party for Florida Relay, as well as calls billed to pre- 
paid and non-proprietary calling cards offered by a Florida LEC or 
other Interexchange Carriers (IXC). Additionally, Sprint is capable of 
handling Pay-Per-Call (900-number) calls. 

.... 
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D W D D  S collect calls 
FRS CAS must obtain call acceptance from the called-party prior to 
allowing the user to begin hidher conversation. This information will 
be embedded in the CDR and used to bill Collect calls to the end-user. 

Figure 11- Collect Call Processing 

W 
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'Lp Person-To-Person 
The CDRs of Person-to-Person calls will be flagged with a unique value 
recognized by the Sprint billing system. This ensures accurate Person- 
to-Person billing. 
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.... *Third Party 
The CDRs of Third-party calls also receive a unique system flag to ensure 
appropriate system identification and billing. 

Figure 13 -Third-party Call Processing 

Billing Information 
Sprint's core billing systems utilized for rating, discounting, and 
invoicing residential voice traffic include MPS (Message Processing 
System), PDPS (Promotion Definition Processing System), IPS (Invoice 
Processing System) and EMMS (External Message Management System) 
to invoice end-users that select Sprint to complete their Relay calls. 

Sprint performs all billing in-house and does not utilize subcontractors 
to support end user billing. 
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A Florida Relay user who selects Sprint to carry their long distance call 
and is not a Sprint pre-subscribed customer, will receive their charges 
on the Sprint page of their LEC's invoice. The billing CDR created on 
the Sprint network contains information that identifies the call as a FRS 
call. Once Sprint has processed the CDR through its internal rating 
system, it will be packaged with Sprint's Casual Caller files and 
transmitted to the appropriate LEC for invoicing. End user billing will 
occur within 60-days of the call-date. 

Figure 14 -Sprint's End-User Billing - Sample Bill 
w-1 

. 
,. , ~ ~ , . . ~ . ,  ....... , 

Please see Sprint's End-User Billing Terms and Conditions in Appendix 
Q. 
Sprint automatically captures all information pertaining to the billing of 
Relay calls and creates a TRS 'virtual' Call Detail Record (CDR). A call 
record is created for each Relay-assisted call handled on the Sprint 
network. M P S  utilizes a specific Condition Code value of '9 to flag it as 
a TRS call, The Sprint internal Call Record contains the following 
information: 

Telephone number or credit card number to be billed 

Originating telephone number 

Terminating telephone number 

Date 
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* Start Time 
End Time 
Call duration to the full second 

Figure 15 -Sprints End-user Billing, illustrates Sprint‘s Relay billing system. 

I 
A 

The Florida Relay user will only be billed for conversation time (which 
does not include call set-up time, time between calls and wrap-up time) 
on long distance calls. End user billing will occur within 60-days of the 
call-date. 

Sprint also will continue to process operator-assisted calls such as: 
Collect, Third Party, Person-to-Person, non-proprietary LEC (local) or 
IXC (long distance) calling or credit cards (as offered by the user’s 
Carrier-of-choice if the Carrier is a participant of Sprint’s Carrier-of- 
Choice program). If a Florida Relay user selects a Carrier-of-Choice, the 
selected Carrier will be responsible for rating, including all applicable 
discounts, and invoicing of long distance calls. 

Florida Relay users will not be billed for accessing FRS through 711 or 
toll-free telephone numbers. In compliance with Florida’s goal to 
provide functional equivalency, the long distance rates for FRS 
customers will be billed in the same manner that a non-Relay user 
would be billed. 

A Florida Relay user who selects Sprint as the Carrier-of-Choice and 
receives an incorrect bill can contact Customer Service to request a 
credit be applied to their account. Customer Service will research the 
reason for the billing error. Once the research is completed and the 
Representative determines a credit is due, Customer Service will 
process the request. Credit adjustments will appear on the customer’s 
bill within two billing cycles. 

w 
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END USER BILLING FOR INTRASTATE CALLS 

B-43. End User Billing for Intrastate Calls 
Iritrastate toll calls placed through the relay system and billed 133.11 
or on behalf of the proriider shall be billed to the voice or TDD 
caller at 5#% of the provider-*s rate for  non-relay calk An 
additioiial IO% discount (60% total discount) shall apply to calls 
to or froin the dual-sensory impaired: ibe prosicier shall deuelop a 
sUvstem for  idetitaryiug such users mid applyitig the discoartt to 
their calls. Timirig for  tinted intrastate cnll billing shall begitr 
when the relay operator adsises a pai-ty to proceed uiitb the call 
arid sball not include arry initial tirne by the operator to explaitt 
Bott~ relny seruice u2or.k~. 
Sprint understands and exceeds the minimum discounts stated in this 
section for all calls where Sprint acts as not only the Relay provider, but 
also the preferred long distance Carrier. 

If a Florida Relay user selects Sprint as their intrastate, intra-LATA or 
inter-LATA toll Carrier, Sprint will offer a GO percent discount on Day, 
Evening, and NighUWeekend rates off of Sprint's Intrastate MTS Rates 
for all FRS users, including the dual-sensory impaired. . 

Sprint Relay, like all other TRS providers, does not control when the 
timing of intrastate call billing begins. Providing true functional 
equivalence, TRS calls are rated and billed by the FRS' users preferred 
COC when the outbound call is connected. However, since Sprint is a 
global telecommunications company, Sprint is able to meet the spirit 
of requirement for all intrastate toll calls where Sprint is chosen as the 
preferred carrier. Sprint will meet the FPSC's expectation of not 
charging users for the initial set-up time of the call and CA time to 
explain Relay Services. Sprint will achieve this objective by not 
charging for the Brst 3 minutes of TRS intrastate toll calls. This 
enswes that proper time is allowed for the CA to announce and explain 
Relay if needed. 

Table SA demonstrates the Sprint Intrastate MTS Rates in the State of 
Florida. Table 8B demonstrates discounts and free long distance 
offered to users of FRS 

Please note: The customer will receive the f i i  3 minutes of toll billing 
free, however, it is understood that the State will still be responsible for 
the reimbursement of the TRS portion of CA work time. 

1 
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/:OO Abl-b:39 PM I:UU VM-IU:3Y VM 
Day Evening NighWkd 

Table 88 

The customer will be billed at 41+ miles, no long distance charges within 40 miles 

Initial min = First minute of the call 
2. Add'l min = Second and thereafter minutes of the call 
3. Weekend = All Day Saturday, All Day Sunday 

Weekend hours vary based on the Long Distance Calling plan. Current Sprint Casual 
weekend hours are 11:OO p.m. Friday through 5 p.m. Saturday. 

Sprint has read, understands and will comply. 

Currently, the majority of intrastate long distance FRS traffic is 
processed by Sprint. FRS users will continue to enjoy the 60% discount, 
as well as no charge for the first 3 minutes. Relay services provided by 
Local Exchange Carriers do not have the ability to offer these discounts 
currently enjoyed by FRS users. 

224  



7 ----Isprint 

Sprint has read, understands and will comply. 

Sprint Relay does not charge users for local or non-toll calls. Sprint 
proposes to utilize the mileage band system to prevent toll billing 
when completing calls made to or from Extended Area Service plan 
subscription locations. 

The mileage band system uses vertical and horizontal coordinates of the 
calling party and the called-party to calculate the distance between the 
two numbers. Based on the distance calculated and information 
received from the LECs, the system software determines if the call falls 
within a predetermined mileage radius. If the call falls within the mileage 
radius it is treated as local. If the call falls outside the mileage radius, the 
call is treated as toll. Mileage bands cross state lines, LATAs, area code 
boundaries and LEC territories. 

Sprint has read, understands and will comply. 

In order to maintain functional equivalency, Sprint complies with LEC 
calling plans and does not charge a customer more for placing a call 
through Relay than if they had placed a non-Relay call. 

(?f lhl' / l l ' f >  ~ l ~ ~ J ~ O < l ~ / l l ~ S  dr.SCl.i/>c't/ rr6or.e. l I l C  /lidC/l!l' S / l < > l l / d  

i r rr l io i lc ,  I r o i r ,  i l  will i i i i l i d ! ) ~  bill cri1l.s coir1 / l ie  pi-oi.irlci. shrill 
rrrlr~ise lhi, cotitrwcl iiitiiiqqev r r ~ O c i r e ~ ~ e i ~  ,it ~ l i ~ r i i . q e s  Dillirr,q 
lrlc'lo orlrllr>.< TIC'S.  ' 

Sprint has read, understands and will comply. 

Please refer to Section 42. "Billing Arrangements" for a detailed 
explanation on how Sprint bills Relay calls. Sprint will advise the 
Contract Manager in advance if changes are made to billing 
methodologies. 

m . 0 .  
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RELAYING INTERSTATE AND INTERNATIONAL CALLS 

B-44. Relaying Interstate and International Calls 

The provsder shall be required to reluy interstate and 
international ca€k that originate or terminate In Florida. 
provtder shall not include in fts bill for filorida relay sewfce any 
charges or time associated with dnterstate or international calls. 

ds and will earnply. 

Tbr 

the world% lead mmunications 

Figure 16 
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Coverage 

Customer Service 

I f  relayed irrterstate or iirter?iatioiral calls are to be billed b-y lbt. 
protiider to t?w end riser at a rate higher tbmr the rate for  a iron- 
relajj call the prot+der shall qitote the rate to the part-y lo be 
billed before beginning t?Je call. Tl~e bidder should indicate b O U 1  
its rate for  interstate mid itrler#rrrtiorral cnMs toill compare to the 
rate  for iion-i-elq, calls ami whether any discorrrrts or additionnl 
cbrcrges will app[v to irrterstate arid irrteiwationd rela>! calls. 

Sprint has read, understands and will comply. 
Interstate and international calls are not billed to the end user at a rate 
higher than the rate for a non-Relay call. 
International calls are rated at tariff rates. There is no discount or added 
charge because they are TRS originated (thou h, if they are a Sprint 

call). 
customer - there may be some plan related 8 iscounts applied to the 

S rint will offer FRS users a 50% discount from the Message 
Thecommunications Services tariffed rates for all interstate calls. 
Please see the Tables below, which indicate how the rates for interstate 
compare to the rates for non-Relay calls, and applicable discounts. 

W 
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INTERSTATE TRS Discounted RATES 

..~ ~ ~ ~ . ~~ ~ . __  
790 AM459 PM 7:OO PM-10:59 PM 11:OO PM-6:59 
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END USER SELECTION OF CARRIER 

Sprint offers Florida users the option of having their intrastate, 
interstate, and international calls carried by any Interexchange Carrier 
(IXC) who has agreed to participate in the Sprint Carrier-of-Choice 
(COO program. When a FRS user indicates their COC preference, the 
CA verifies that the requested Carrier is a COC participant. If so, the call 
is routed accordingly. FRS users are able to use any billing method made 
available by the requested Carrier including Collect, Third-party Calling 
and Pre-paid cards. FRS users also have the ability to designate their 
preferred COC in their Customer Profile in order to default to that 
specified Carrier. This feature is included in Sprint's stan.dard TRS 
offering. 

When the requested Carrier is not a COC participant, Sprint TRS has 
established a procedure where the Carrier is notified, verbally and in 
writing, of its obligation to provide access to TRS users and encourage 
their participation. 

Outlined below is the process used by CAS to process Garrier-of- 
Choice calls and subsequent instructions to FRS callers: 

1. Sprint Relay CA answers the call. 

2.  The caller provides the toll call information. 

3. The caller provides preferred Carrier information either registered 
in the user database or for a specific call. 

4. The CA outdials the call utilizing the preferred Carrier. If no Carrier 
is specified the call will be carried over the Sprint network. 

5. The called party answers the call. The CA relays the COC call 
between the caller and the called party. 
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Current participating members of Sprint Florida Relay's Carrier-of- 
Choice program are: 

dr SPRINT e+ 
MCI WORLDCOM + 

+ 
+ 10-10-752 EXCEL + 

+ 
+ LDOS + 

_ _  + BROAOWING COMM 

. -  
+ GLOBAL CROSSINGS 

MCLEOOUSA 

+ WILTEL 

+ 10-10-432 QWEST 

+ WORLOCOM 

+ 10-10-321 TELECOM USA + 
+ 10-10-629 WORLDXCHANGE + 

+ 
10-10-834 WORLOXCHANGE + ~. 

+ 10-10-781 WORLDXCHANGE 

A l l  

Bell South 

BROADWING TELECOM 

METROMEOIA 

OPEX LO 

SBC LONG DISTANCE 

VERIZON LD 

WORKING ASSETS 

10-10-220 TELECOM USA 

10-10-275 WORLDXCHANGE 

10-10-502 WORLDXCHANGE 

10-10-636 CLEAR CHOICE 

10-10-811 VARTEC 

10-10-987 TELECOM USA 

__ - 

__ ~. ~ 

~~~ _____--- ~ 

~- . . ~~ ~.~ 

-_ .~~ - ~- ~. .. 

____..I_ ~. -__...I_-. 

Sprint will keep the FPSC apprised of any changes in Sprint's standard 
practice o r  new Carriers added to it's Carrier-of-Choice Program. 

Please see Appendix R for a copy of Sprint's Carrier-of-Choice letter. 
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LONG DISTANCE CALL BILLING 

R--t'. L o n g  Distance Call Hill!ing 

discoiiiiec1.s i i i c i r l ~ ~  pvorrrptly. .4 check of t l w  tirrririg clock sL)<r/l IJr 
f ) / > ~ ' V 8 V t I W  i l r l l l d l ~ ~ d  c.olls .Sh~lI I  De c r r l ~ f ~ f l t l l ) ~  .srlp',l.l~i.sr'l rrrrrl 

l r r o r l l ~  rrt lrrrst Ollcl' e r r c h  lll~ellt.l~~frllll~ (A)  I I o r r V s  t o  l'llsll1'l~ / b r , t  I l I C .  
l.lfKk,S r1r.e s~vllcLlr'orriz<~rl lrr,rrl Ihnf I IW t i l l l l ,  is c<,l'lY'<'t. 

rl<~l~i~ltir~lls .S l lOl l  r r o t  IXJ i l l  l'.\'('<'SS I?/' I 2  srcrlllrls. 
<.lock 

1:irc'rb~r.s s l l r l l l  
.spec!,l.if the r.cror~l s.ysterrr , f r w  ideiit(fi*irig c,rirci rlo~.rriri t ,rrt irr,C lorrg 
rlistiiivi-c* nirtl loll crtlls , / I W  hillirrg prrrposvs 
c o r i t n i i r .  rrt 11 i i i i i i i i i i i i i i i ,  the J i~ l l r i i i~ i i i g  i i ! f ; r , ~ r r r r r / i n t i :  

1 7 ~  w c - o d  s h r r l l  

< I .  I . l q > l I r l r r c  l l l l l l l l l l ~ l ~  01' cI~lYli1 ~ . l l l Y l  r r l r r l r h l * l ~  t o  I>C. l7ill<~ll ( \ / " I  - 
p i-i: fi.v-Iiiw I I  I I  r ir  11 <,I-)  

111l , F l l l l < ~ l ~ ~  

I ) .  Ovigi i i rr t i i ig  i r r r r l  tc~i~iii i i i i i t i i ig t d q ) l ~ o i i c  i i i r i i i l x ~ r ~  ( VP.4 -p ix : / i . v .  lirrc 

1.. o l ~ i , ~ i l l l l t i l l g  crrrd t < ~ l - l l l i l l ~ l t i l l ~  l ~ . ~ c l ? r l I l g l ~  , l l ~ l l l l ~  

r l .  I ) r l l r  

1.. . s I r l i ' l  / i l l r e  

1. Ca/I r l l l l ~ ~ l t i l ~ l l  1 0  t l r c  ,f i l l /  sc,c.rlrrrl ( I O C .  l i l l l l ,  i ll  h < ~ t r l ~ l * l ~ r r  sIc1l.t I i r r r r ,  

Sprint has read, understands and will comply. 

All calls to the Relay Center will be disconnected promptly upon 
termination of the call. Sprint's system automatically releases the call 
once the inbound user has released the line. This ensures that any toll- 
charges are not billed to the inbound caller upon disconnect. 

Quality checks of timing clocks are made once each twentyfour (24) 
hours to ensure that the clocks deviations are synchronized and that the 
time is correct. It is understood that clock deviations are not to exceed 
12 seconds. 

Sprint's record system for identifying and documenting long distance 
and toll calls for core billing systems utilized for rating, discounting, and 
invoicing residential voice traffic include MPS (Message Processing 
System), PDPS (Promotion Definition Processing System), IPS (Invoice 
Processing System) and EMMS (External Message Management System). 

A FRS user who selects Sprint to carry their long distance call and is a 
Sprint pre-subscribed customer receives their charges on a Sprint 
invoice, A billing Call Detail Record (CDR) is created on the Sprint 
network. The CDR contains information that identifies the call as a TRS 
call. 

rrrrcl r irr l  t i i r re)  
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A FRS user who selects Sprint to carry a long distance call and is not a 
Sprint pre-subscribed customer receives their charges on the Sprint 
page of their Local Exchange Carrier's invoice. The billing CDR created 
on Sprint's network contains information that identifies that call as a 
TRS Call, Once Sprint has processed the CDR through it's internal rating 
system, it is packaged with Sprint's Casual Caller files and transmitted to 
the appropriate LEC. The call and associated charges are reflected on 
the Sprint page of the monthly invoice the user receives from the Local 
Exchange Carrier. 

All CDRs for the purpose of invoicing and rating calls includes the 
following information: 

A. Telephone number or credit card number to be billed (NPA- 

B. Originating and terminating telephone number (NPA-prefix- 

C. Originating and terminating exchange name 

D. Date 

E. Start time 

F. Call duration to the full second (the time in between start time 
and end time) 

prefix-line number) 

line number) 

Loiig dist(iiici> ~ .n l ls  hilled t o  siiIisci-iDrvs s l i r i l l  I w  l is lrr l  
cbvriiiriloigic~Il!t' niid vc:/lect tl ie c(iiitiect ti i i ic of siic.O cri l ls  h r i s f r l  o i l  

I I J ~  ( i p p r ~ > [ i ~ - i r i t e  tilire zoiie. 
l i i l l i i ig s,)~steiri ( i t i d  liilliiig p i ~ i c ~ ~ s  tOnt ivil l  Iw iisrrl, iricliidiiig 
ideiil[fic&ioii of riri.1' siiDc(Jiiti.(IctOt.S. s[ie.c[fic ditties of I lw 
s i i  bcriiit I-net iii's. (1 r i d  bo 1 1 ,  1 Iic. I i i l i ing i ~ ~ o  v d  del n i l  i i  ' ill 11 1, 

tvriiisriiitted t o  t l ic  l i i l l i i ig rrgeiit (if f i i i y ) .  

Sprint has read, understands and will comply. 

Each incoming call to the Center is time synchronized to the Automatic 
Call Distributor (ACD) switch for CDR recording purposes. A daily 
procedure is performed to synchronize the ACD to the Sprint network 
timing clock, which is linked to Universal Time and the Bureau of 
Standards timing source in Colorado Springs, CO. Clock deviation 
between all TRS Call Centers during any one day is never more than a 
few milliseconds. 

Sprint's core billing systems utilized for rating, discounting, and 
invoicing residential voice traffic include MPS (Message Processing 
System), PDPS (Promotion Definition Processing System), IPS (Invoice 
Processing System) and EMMS (External Message Management System) 

Rirlrlevs s h r i l l  r i l s o  j i i l l ) ,  rlvscvibe t k  

P MPS - Message Processing System 

The purpose of MPS is to authorize and rate (including surcharges) all 
billable calls and prepare those calls for invoicing through IPS or 
EMMS. These records include essential information such as call 
duration, time, phone number, etc. 

d 

d 
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MPS performs the call processing for the Sprint Long Distance 
Division. The main business functions include control, rating, and 
information distribution. It accomplishes these functions through 
four major processes: Log, Capture/Update, Authorization/Rating, 
and Distribution. This system receives raw CDRs from the switch, 
pulls out all of the billable calls, matches those calls with a 
corresponding customer from CIS, applies a rate on a per call basis, 
and creates a billable CDR. These billable CDRs are then placed in an 
appropriate billing "bucket" and passed on to the invoicing process. 

3 PDPS - Promotions Definition Processing System 

The purpose of PDPS is to manage the rules surrounding the 
application and calculation of promotions that can be applied at a 
customer account level. 

The Promotion Definition System is used to define promotions and 
assign those promotions to Sprint customers. Promotions are 
designed to give customers discounts on specific products, 
equipment or calls for a specified number of invoices. Examples 
include: Free Friday calls for  the next 6 months, 5 cents-a-minute on 
Mother's Day, 10% off all international calls, and a flat S20 off at the 
account level. 

21. IPS - Invoice Processing System 

IPS is the core billing system for Sprint Long Distance customers. 
The purpose of IPS is to calculate total charges and any applicable 
discounts for each customer invoice. Additionally, IPS will apply any 
monthly and one-time charges to the customer account. Customers 
are invoiced once a month according to the bill cycle the customer 
belongs to. Charges for call traffic are for the prior month's calls. 
Monthly recurring charges can be for current month, prior month 
or a month in advance depending on the product selected by the 
customer. 

IPS receives information from multiple systems, including customer 
and transaction processing systems, combines this information with 
data provided by an external tables system, and creates invoices for 
Sprint customers. It computes charges, discounts, promotions, and 
taxes and generates and formats invoices, marketing messages and 
various telecommunication management reports. This system 
combines billable CDRs with customer information (such as billing 
plans), adds in any monthly recurring charges or one-time charges / 
discounts and accounts receivable data. It produces the MBA 
(Management Billing Advantage) landscape invoice for the large 
business market, and the SAHO (Sprint Advantage with Hierarchy 
Option) portrait invoice for the small business and residential 
market. 

> EMMS - External Message Management System 
The purpose of EMMS is to bill for any Casual Caller traffic. A casual 
call is identified in MPS through the 'authorization' step. 
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EMMS processes CDRs for distribution to Local Exchange Carriers 
(LECs), foreign Postal Telegraph and Telegraph companies (P'IT) and 
Service Provider (SP). These external billing entities then issue the 
customer a bill. While EMMS is considered a billing system, it does 
not calculate any rates, discounts or promotions. 
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n SPECIAL NEEDS 

B-48. Special Needs 
The provider is not required to prouide Special Needs seruices. 
Howewer, consideration will be girwr f o r  additional eoaluation 
poiltts f o r  proposals that include Special Need services (beyond 
any other services fo r  basic relay described elsewhere in their RFP) 
as a part of the basic relay service. 
Sprint has read, understands and will com 

Special Needs i s  defimed as limittng factors of a physical or 
literacy natnre tbat preclude a person zuho is hearlng, speech or 
dual-sensory @otb bearing and uisuallf impaired) disabled from 
using basic relay seruice. Special Needs includes: (1) pbysical 
limitations, eitber temporary or permanent, uvhtcb preclude use 
of a TOD with or without adaptations f o r  persons with manual 
dexterity limitations (e.g., paralysis, seuere arthritis, broken 
fingers) and (2) markedw Ifmited ability eitber to read or uirite 
English or Spanish which precludes the user from being able to 
use the relay semice. (It should be understood that relay semiice 
does not incltrde translation from one language to another fo r  the 
Spectal Needs population or f o r  any ather consumers.) Special 
Needs does not include (1) unauailabtlity of telephone seruice at 
the caller's home or business, (2) Inability to communicate in 
either English or Spanish @e., tubere caller can only communicate 
in a language other than Znglish or Spanish), or (3) handling 
complex calls (e&, interuening in a call mith a doctor to explain 
a medical procedure.) 
Sprint has read, understands and will comply. 

Sprint is extremely sensitive to individuals with Special Needs. This is 
demonstrated by the fact that Sprint is a leading employer of people 
who are members of the communities served by TRS and intends to 
continue its leadership in this arena. 

In 2003, Sprint provided interpreting services for the Deaf/Blind at the 
Florida Association of the Deaf (FAD) convention. Sprint Relay also 
made it possible for Dr. Bob Segalman to attend the annual FTRI 
conference in November, 2003 to deliver a presentatiodtraining on 
Speech-to-Speech. 

There are more Deaf and Hard-of-Hearing individuals working at Sprint 
Relay than for any other TRS Provider. Sprint employs 45 Deaf and 
Hard-of-Hearing individuals in Supervisory and Managerial positions 
within the Account Management, Sales Management, and Business 
Development groups. Deaf and Hard-of-Hearing employees make up 
100% of the Account Management team, 89% of the Sales team, and 40% 
of the Business Development team. Sprint also employs persons with 
hearing, vision, mobility, and neurological disabilities among its 
workforce, including CAS who are Blind and who rely on Braille display 
boards to relay typed text. 

Below is an article that recently appeared in the Independence 
Exuminerregarding a Blind Sprint Relay employee who was named the 
National Business and Disability Council's employee of the year. 
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Man in the middle 

Sprint Relay employee 
honored 

By James Dornbrook 
rhe Examiner 

. 
t -  

Jeff Steadme Examiner 

Call Center employee, is the 
Ndtional Business and Disability 
Council's employee of the year. 

George Littlejohn, a Sprint Relay 

George Littlejohn of hdependence is a nationwide example ofhow clearly a person can see life, without 
recing anythiag at all. 
Littlejohn has worked at the Sprint Relay Call Center in Independence for six years, helping hearing 
impaired people communicate on the telephone. The National Business & Disability Council has named him 
their national employee of the yeac "his feat is wen mors impressive considering Littlejohn has been 
:ompletely blind fmm birth 
"When I leaned about the award, I was elated. Not only for me, but for Sprint, because they gave me a 
:hance when athcr people thought I couldn't do anything. Sprint has been a real champion far me," 
Littlejohn said. "I don't want to call myself disabled, because I'm not. I'm just slightly handicapped. But 
Sprint has always been suppartive and made sure I have everything I need." 
Littlejohn is a graduate of the University ofNorth Carolina and staaed working for the Sprint Relay Center 
in that state abaut 10 yoars ago. He was transferred to Independence in 1998. 

What he does is act as an interpreter between a person who is hearing impaired and the person they wish 
to communicate with. He types the conversation for tho hearing-impaired person and also reads the 
responses being typed back to thc pcrsan on the athcr end of the phone. 
'"I help provide a link to life for people. I think to me my job means a little bit more than to most people, 
because all my life people have gone out of their way to make sure that I had the things I needed. So I 
have always tried to do the best I could for others, to not disappoint anyone," Littlejohn said. " I  see my job 
hem through the eyes of a blind person, because that's what 1 am 
'"People have gone out of their way to make sure 1 have an oppoaunity to contribute and that's all I've ever 
wanted w an oppnhmity. What you make of the opportunity is on you. So this is my way of giving back 
to another community, whore I can assist them and they don't have to even have to know about it." 
Littlejohn is able to accomplish anything at his job that a person with sight can do, thanks to a little device 
called an ALVA board. This device holps Littlejohn read a complicated computer screen by converting the 
information into Braille, which can be read with his fingertips on a small strip along the battom of a 
computer keyboard. 
With help from the ALVA hoard, Littlejohn has hit the ground running hard. His manager Mary Am 
logolia-Dry said Littlejohn has B can-do spirit that is contagious to everyone around him. 

"It daesn't matter what it is, he can and will do it, He's an incredibly positive person and a eemendous asset 
to our team; she said. 
Littlejohn was incredibly surprised to learn he won an award for his work. He said the award helped him 
see he is really the person people were describing when they nominated him. 
"It was really rewarding, because it is nice to h o w  that not only my peers, but my superiors at work, think 
of me as a good employee for the company and a good person. It almost brought me to tears, because it 
was the culmination of all I've done," he said. 
He placed the award prominently in his wok area, to share it with everyone else in the building, saying his 
co-workm are equally as deserving of the award. 
To reach James Dombrook e-mail james.dombrook@oxaminer.net or call (816) 3506322. 

W 
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F Tactile Communication 
Sprint Relay employs individuals who are Blind or Visually-Disabled 
as CAS. These CA workstations are equipped with Braille display 
boards that convert the on-screen text into Braille and headsets that 
allow the CA to hear signals for call processing. With these 
accommodations, Sprint Relay CAS who are Blind or Visually- 
Disabled are able to relay calls as well as any CA without a disability. 

Genrne Linleinhn. Sorint CA 

Sprint has been recognized by numerous organizations for its 
commitment to the employment of persons with disabilities and for 
its diversity: 

> Careers & the Disabled Magazine - ranked Sprint 20th on 
their list of companies that employees will most prefer to work 
for, and/or the company that provides the most positive working 
environment for people with disabilities. 

F The Editors of Diversity Inc. Magazine - ranked Sprint 1lth 
out of 178 major companies for its efforts and success at 
promoting diversity, including recruitment of persons with 
disabilities. 

> Enable Magazine - named Sprint as one of the top 100 
companies for hiring and advancing disabled employees. 

> The National Business 8 Disability Council (NBDC) - 
awarded Sprint the "Valued Customer Award, recognizing 
"Sprint's leadership in developing technology and providing 
training and support services that vastly improve communications 
for people with disabilities". Six Sprint employees were also 
recognized as NBDC Employees of the Year. 

F Easter S e a l s  - honored Sprint with the "Equality, Dignity and 
Independence Award for corporate leadership. Sprint was 
selected as an outstanding company that has made a significant 
impact through commitment to disabled employees and 
customers. 
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Robert H. Weitbrecht Telecommunications Access Award 
and Special Recognition - Commemorating TDI'S 35 Years of 
Advocacy: On July 16, 2003, Telecommunications for the Deaf, Inc. 
recognized Sprint for their extraordinary efforts, promoting equal 
access to telecommunications and media for consumers who are 
Deaf, Hard-of-Hearing, late-Deafened or Deaf-Blind in 
commemoration of the organization's 35th anniversary. 

Sprint Selected to Top 50 Companies for Diversity - 
Diversity Inc. has published this list for four years and uses 
empirical, measurable data to compare the diversity management, 
marketing, supplier and communications efforts of U.S. 
companies (April 2004) 

P The Deaf and Hard of Hearing Service Center (DHHSC) - at 
it's 20th Anniversary Gala selected and awarded Sprint Relay as the 
Corporate Supporter for VACC/DHHSC. Sprint is the sole 
winner of this "Corporate Supporter Award and along with other 
individual awardees will be acknowledged on a tile that will be 
permanently placed on the community wall of the Stingley 
Community Center at DHHSC. DHHSC is the Deaf Services 
Agency in Fresno California, with four offices in the Central Valley 
of California 

'Lp Deaf/Blind Relay Users 
As part of Sprint's commitment to serving individuals with special 
needs, Sprint has sophisticated technology in place to serve Deaf-Blind 
users. This includes Variable Typing Speed technology, also known as 
Deaf-Blind Pacing; which enables the CA to reduce the transmission 
speed by 5 five words-per-minute, In addition, Sprint Relay's Training 
includes the following: 

Characteristics of DeaWBlind Customers 
Assistive Devices for Deaf/Blind Customers 
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Relaying for Deaf/Blind Customers 
Deaf/Blind Pacing - allows the CA to slow down the transmission 
to the Braille machine. 

ACCESSIBILITY FOR ALL 

Sprint is committed to improving the lifestyle of individuals with 
disabilities. 

As a leader in telecommunications innovation, Sprint understands that 
technology can have a dramatic impact on the lives of people with 
disabilities. Sprint continually strives to improve the accessibility and 
ease-of-use of telecommunications for all consumers. In particular, 
services from the wireless division of Sprint assist people with 
disabilities by integrating mobility and convenience into everyday lifc 

Wireless Accessibility 

PCS Phones 
Sprint works with a number of handset manufacturers to obtain 
easy-to-use phones that incorporate features and functions that 
help Hard-of-Hearing, Deaf, Speech-Disabled, Blind, Visually- 
Impaired, Physically-Disabled, and Cognitively-Disabled 
customers. ExampIes of accessibility features include tactile 
marking of the "5" key, large font display, vibrating ringer, one- 
touch dialing, etc. 

Virtually all PCS phones sold by Sprint are TIY compatible. 
Sprint has also worked closely with manufacturers to introduce 
several phones with voice output that enable Blind and Visually- 
Disabled customer's greater access to wireless 
telecommunications. 

M E E E  
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'P Wireless Services 

Sprint pcS Voice CommandsM 
Voice Command service from Sprint is an expansive network- 
based voice activated dialing platform that is particularly beneficial 
to Blind, Visually- Impaired, and Physically-Disabled customers 
because it reduces key punching and reliance on handset display 
information otherwise required to make calls. Voice Command 
goes far beyond voice dialing, however, to include advanced 
features such as: e-mail access, customized voice updates on such 
topics as: news, sports, weather, and more. Certain Disabled 
customers are eligible to receive free Voice Command service. 

Sprint offers an array of messaging services that enable Deaf, 
Hard-of-Hearing, or Speech-Disabled customers to send and 
receive messages via their PCS Phone. Messages may also be sent 
from a personal computer to a PCS Phone via 
www.sorintocs.com. 

Sprint Messaging Services 

Deaf, Hard-of-Hearing or Speech-Disabled customers may be 
notified of incoming messages with a visual and/or a vibrating 
alert. 

'P Sprint p c ~   ail- full function e-mail service utilizing 
wireless web 

Short Mail - Wireless web-based text messaging 

SMS - Two-way browserless text messaging 

Instant Messaging (IM) -Wireless web based access to popular 
IM clients including AOL and Yahoo! 
Wireless Chat - Instant text communication with others from 
around the country and around the world available on Sprint PCS 
Vision phones. 

'P Sprint Business Connection ServicesM 
Business Connection Service from PCS allows users secure, real-time 
access to business email, work calendar, company directory, and 
personal contacts via the PCS Phone. This is another exciting service 
that has particular benefits for its Deaf and Hard-of-Hearing customers. 

Wireless airtime usage applies to 711 calls. 
In cases of emergencies, users may dial 911 from their wireless 
devices. 711 calls will most likely be routed to a TRS CA from the 
state in which the call was originated, but some calls may be 
connected to an adjacent State's TRS. 

'MY devices may now be used in conjunction with most PCS 
phones offered by Sprint. 
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Hearing Aid Use with PCS Phones 
Hearing aid use with digital wireless phones may be challenging 
for some customers while other customers experience little or no 
difficulty. Two issues affect the user's experience. First, for 
customers with telecoil ("T-coil") equipped hearing aids, not all 
wireless phones produce the magnetic field necessary for the 
handset to "couple" with the hearing aid's T-coil. However, a 
growing number of handsets do produce a magnetic field of 
sufficient strength to interface with the hearing aid's T-coil. 

Due to a number of factors, hearing aid wearers may experience 
audible interference (typically a "buzzing" noise) when using a 
wireless handset. Once again however, many wireless customers 
that have hearing aids or cochlear implants experience little or no 
audible interference when using wireless phones. 

Alternate Format Materials 

PCS Phone User Guides - Phones sold by Sprint come with a 
hard copy User Guide, and sprintpcs.com contains User Guides in 
a downloadable Adobe AcrobatTM format. Sprint's PCS phone 
manufacturers have available User's Guides in Braille, large print or 
other alternate formats. 
Sprint Invoices and other materials - Sprint makes available 
to its wireless customers billing statements and other printed 
materials in alternate formats including Braille and large print. To 
make such a request, users may contact Customer Solutions at 888- 
211-4727. 
Free Directory Assistance and Voice Command - Sprint is 
proud to offer Blind, Visually-Disabled and physically Disabled 
customers up to ten (10) free Sprint PCS Drectory Assistance 
calls with Call Completion per month. In addition, Sprint will 
automatically provide free Voice Command service to certified 
customers. 
Relay Ambassador Program (RAP) in Conjunction with 
FlXI - The RAP is a supplemental Outreach vehicle to promote 
and accelerate the use and understanding of Relay Services. This is 
done to reach out to underserved populations who can benefit 
from Relay Services and provide feedback to improve services. 
Sprint contracts with organizations and individuals who are 
themselves users, to act as RAP Ambassadors. Pending the FPSC 
approval, Sprint will dedicate a $10,000 budget for a RAP program 
to be managed in conjunction with FRTI to support Special Needs 
populations in the State of Florida. The RAP has been successfully 
implemented in several States where Sprint currently provides 
service 

.... 
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The birlrler sball describe what steps u d l  be ta&en to provide 
telecommrriricatioirs assistance to persotts with bearing, speech 
and duaI-seiisory itnpairmenls who ba11e special needs. This 
description shalI include the @pes qf seririces tbat tLlotrld be 
proitided, the prices to errd users (#f any) for those seniices, h o z r  
those seruices would operatioitally be provided, bou! parties other 
than the prouider uiould be inuolsed in prouiding Special ~Veeds 
services and how the provider would assure that those parties 
ri,ould fitrfll their portion of tBe seriiice obligatiotr. 

Sprint has read, understands and will comply. 

Sprint provides a wide array of services to meet the needs of individuals 
with Hearing, Speech, and dual-sensory impairments who have special 
needs, such as those with Visual and Mobility-Disabilities. 

Among these are: 

+ CapTel 
+ VRS 
+ SRO 
+ Deaf/Blind Pacing - Variable Typing Speed 
+ Sprint Relay Conference Captioning 

RESEARCH AND SUPPORT 

By extensive research and funding of new technologies, Sprint is able to 
share the latest advances in assistive technology with students who are 
Deaf or Hard-of-Hearing. Recently, Sprint made a large donation to the 
National Technical Institute for the Deaf (NTID) to support a Sprint 
Scholarship fund for Deaf students. The Sprint Foundation funded a 
multipurpose room at Gallaudet University and Sprint Relay provided 
Video Conferencing facilities for NTID and Gallaudet University 
students. These are a few of the ways that Sprint demonstrates its 
support of the Deaf and Hard-of-Hearing community. Sprint Relay's 
involvement and support of the educational process for students who 
are disabled goes beyond the university level. Sprint Relay employees 
regularly present at various schools and organizations for the Deaf and 
the Blind. Sprint employees with disabilities are often featured speakers 
at conferences and special events, giving presentations about the Sprint 
Relay system and assistive technologies. 

COMMUNICATION ACCESS 

Sprint could not recruit and retain the number of employees who are 
Deaf, Hard-of-Hearing, Speech-Disabled or Blind if the work 
environment was not accessible for communication. Communication 
accommodations are considered mandatory to ensure that Sprint 
employees have the tools and resources necessary to be successful in 
their individual roles. 
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P Accommodations and Adaptive Devices 
Numerous accommodations and adaptive devices are available to 
make Sprint's work environment communicatively accessible for 
employees and Relay consumers: 

IP Video cameras 
Video phones 
Video conferencing capabilities 
m s  
Portable m s  with wireless Sprint PCS Services 

Uniphone l7Ys 
Portable telephone amplifiers 
Two-way interactive text messaging pagers 
Wireless communication service pagers 
Sprint PCS wireless phones 
Sprint Handspring Treo 300TM (wireless phone, email, internet, 
instant messaging) 
Captioned Telephones (CapTeO 
Video Relay Service 
ISDN M250 videophone 
Sprint Relay Online 
Dedicated bandwidth for access to Sprint Relay Online and/or 
Video Relay Service 
E-mail, voice mail, fax 
Instant messaging capabilities 
Sprint PCS wireless Web messaging 
JAWS for Windows (converts text to voice for internet and 
Windows applications) 
Magnifiers 
Enlarged print and fonts 
Brailled documents 
Braille printer 
Brailled signs 
Assigned readers 
ADA-compliant facilities 
Visual Fire Alarms 
Closed and Open Captioning 
Computer Aided Real-Time Transcription (CART) 
Sign Language Interpreters 
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> American Sign Language (MI..) 
Sprint also employs numerous individuals who are not Deaf, Hard-of- 
Hearing or Speech-Disabled but are still able to communicate in ASL 
with co-workers, customers, job applicants and visitors. 

Sprint Relay encourages all of its employees to learn sign language 
and provides support for class participation. Sprint Relay also 
employs several professionally certified, full-time Sign Language 
Interpreters who are available to ensure that communication remains 
accessible. In addition, sign language interpreting services are 
regularly provided by part-time contract Interpreters. 

SUPPORT TO INDIVIDUALS WITH SPECIALS NEEDS 

D Senior Citizens 
Sprint recognizes the importance of publicity campaigns to educate 
senior citizens about the availability of Relay Services and products. 
In most cases, senior citizens would benefit from the use of VCO 
and CupTel, Specific marketing materials will be designed to 
increase public awareness of VCO and CupTel Services. In ensuring 
that senior citizens will be receiving information on Florida Relay 
Services, Sprint will work with the following organizations and 
agencies: 

Florida Division of Aging and Adult Services 

AARP Florida (including area and respective chapters) 

United Way 

Local Senior Citizen Centers 

Organizations of, by or for the Deaf and/or Hard-of-Hearing 
(e.g. Self-Help for the Hard-of-Hearing, Alexander Graham Bell 
Association, Florida Association of the Deaf, Association of Late 
Deafened Adults, etc.). 
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Sprint, in partnership with FTRI, will provide greater awareness 
about Florida Relay by informing Florida residents of upcoming and 
innovative Relay technologies. Sprint will target the following Rela> 
consumer populations: 

* Deaf 
Hard-of-Hearing (VCO users) 

Speech-Disabled (HCO users) 

Late-Deafened Adults 

* Parents of Deaf, Hard-of-Hearing, and Speech-Disabled 

Senior Citizens 

Speech-to-Speech users (STS) 
* Florida businesses 

Florida state agencies 
Hospitals 

Hearing individuals 

Florida Public Schools - Elementary, Middle and High School 

Other potential users of Florida Relay with/without 

Children 

students 

communication disabilities 

All public relations activities promoting the use of Florida Relay will 
consist of, but not be limited to: 

Procedures for using the Florida Relay Service 

* Helpful tips for users prior to placing a call 
Instructions on how to use Relay with answering machines and 

Procedures on dialing 9-1-1 direct in the event of an emergency 
Instructions on accessing Florida Relay through pay phones 

voicemail systems 

w w . .  
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FAQs related to common issues encountered by Relay users 

Education of the community on the relationship between the 
FPSC, FTRI, and the Florida Relay provider 
Contact information for the Florida Relay Account Manager 

P ConventionsKonferences 
Sprint sponsors, supports and attends many local and national 
meetings, conventions, conferences and tradeshows each year to 
provide updated TRS information to current Relay users and to 
educate non-Relay users. Sprint looks forward to working with 
Florida organizations such as FTRI, Florida Association of the Deaf, 
Florida School for the Deaf and Blind, Florida Self-Help for Hard-of- 
Hearing and Florida Deaf Community Service Agencies to ensure the 
highest degree of Relay awareness possible. 

> Speech-to-Speech 
Sprint recognizes the importance of publicity campaigns to educate 
Florida residents on the unique telecommunication needs of people 
with Speech-Disabilities. Sprint offers Speech-to-Speech (STS) Relay 
Services to enable Speech-Disabled Customers to use their voice 
with assistance from a CA to communicate through Florida Relay. 

The Florida Account Manager will be proactive in their Outreach 
efforts to Hearing, Speech and Dual-Sensory-Impaired individuals, 
potential users and agencies, thereby raising awareness and 
understanding of Speech-to-Speech and Dual-Sensory-Impaired 
users and Services. Additionally, Sprint will support the following 
community functions and activities: 

Assistive Technology and New Product Expos 

* Rehabilitation Association Conferences 

Independent Living Conferences 

Association of Higher Education Forums 

Tourism and Hospitality Expos 
Speech-Language-Hearing Association 
Florida Governor’s Council on Disability 

Mayor’s Committees for People with Disabilities 

Centers for Independent Living 
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VRS/SRO 

Video Relay Service (VRS) and Sprint Relay Online (SRO) are rapidly 
emerging as desirable communication mediums for the Florida Relay 
community. Sprint Relay has recognized the increasing importance of 
those services and has been conducting Outreach to promote both in 
the State of Florida. This has resulted in a broader array o f  consumer 
choice for Relay users. Over the past one and a half years, Sprint Relay 
has given 65 presentations and/or workshops on VRS arid SRO in the 
State of Florida. Additionally, more than 550 videophones were 
installed and support provided for consumers in Florida. 

As a result of these efforts, Florida is one of the leading users of VRS and 
SRO, indicated by call volume increases. Sprint Relay will continue its 
aggressive Outreach efforts in 2005 and beyond. Our Sprint Relay Sales 
staff and our CSD Outreach subcontractors will continue to promote 
and showcase these services at various community events. 

9 Public Events Access 
Sprint Relay is sensitive to the variety of communication needs of 
attendees and provides accommodations such as: Sign Language 
Interpreters, Oral Interpreters, and Real-Time Captioners. 
Additionally, promotional materials are made available in standard 
Braille, large print and Spanish. 
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UNSOLICITED FEATURES IN BASIC RELAY SERVICE 

Sprint is offering an in-state Account Manager at no additional cost to 
the State. 
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P In-State Florida Account Manager 

Sprint will provide an Account Manager, at no additional cost to the 
State, who will reside in the State of Florida to work with the 
Commission and the community. An in-state full time Florida 
Account Manager will ensure that community feedback is addressed 
quickly, that Sprint is active in the community and available to 
respond immediately to any issues. The individual selected for this 
position will coordinate with Florida Telecommunications Relay Inc. 
(FTRI) but will mainly be responsible for representing Sprint and 
enhancing communications concerning the services provided and 
the people relying on those services. 

Sprint will provide a Quality Manager in the State of Florida at no 
additional cost to the State. 

P Florida Quality Manager 

Sprint will provide a Florida Quality Manager at no additional charge 
to the State to ensure that all quality assurance activities are fully 
implemented and those operational issues are understood and 
addressed quickly. This is a unique position never before provided to 
any other State. The Florida Quality Manager will reside in Florida, be 
located in the Jacksonville Relay Center, work closely with the 
Center's Location Manager, Trainer, Account Manager and the FPSC 
Contract Administrator, and will be available to work directly with 
the Florida community. 

"u Sprint Legislative and Regulatory Team 

In addition to the Sprint Relay employees supporting FRS, Sprint 
also has a 13 member team, located in Tallahassee, who have over a 
decade of experience working with the FPSC. This team understands 
the challenges and the goals of the Commission and will continue to 
support FRS by providing easily accessible communication and 
complete understanding of issues. Sprint is proud to be a local, long 
distance, wireless and TRS provider in the State of Florida. Sprint is 
honored to work with the government of Florida to ensure that all 
services provided are appropriate and fiscally responsible. 

J 

d 

Additionally, Sprint is offering to implement a one-year trial of it's 
newest service, Relay Conference Captioning for conference users at no 
additional cost to the State, per the terms outlined in the Pricing 
Section. 
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P Sprint Relay Conference Captioning (SRCC) 
As part of the Relay Florida Service proposal offering, Sprint is 
pleased to offer SRCC Services utilizing Real-Time Captioning 
Services. SRCC will enable Deaf and Hard-of-Hearing individuals to 
fully participate in multi-party conference calls. Sprint's partner in 
this service, Caption Colorado is unmatched in their ability to 
provide remote, real-time quality captioning with an accuracy rate 
unrivaled by any others. 

Whether a call is personal, business or financial, conference calling 
utilizing SRCC is the ideal choice. Please see the following table, 
which indicates the number of users accessing Captioning Services 

I 

f? L 

-1 
28 (8.15%) 

45 (13-2096) 

65 (4-10%) : 

50 (12-3096) 

30 (8.2096) 

'The foregoing information is derived (i)  primarily from a srries of statistical survrys 
conducted by independent authorities including National Institute of Drafness and 
Other Disorders (NIDCD), National Institute o f  Health (NIH), Centers for Disease 
Control (CDC), National Center for Health Slatistics (NCHS), and the National 
Association for Hearing and Speech Action (NASHA) and (ii) other data collected hy 
preparrr from sources it deems reliable but not from official]" sanctioned S U ~ Y ~ Y J  o r  
organizations 

With SRCC, a Deaf or Hard-of-Hearing consumer makes an on-line 
appointment with the Conference Captioning scheduler at least 48 
hours in advance and provides a conference call audio number. The 
event is scheduled and confiied via email and a Personal 
Identification Password or PIN will be assigned in order to access the 
appropriate website at the scheduled time. At the appointed time, 
the text is delivered to the user's computer from a real-time 
Captioner who is connected by audio to the conference. To 
participate in the conversation, the user logs on to the website with 
their Personal Identification Number (PIN) or Password. When the 
conference begins, they can view the streaming text that will denote 
speakers and their gender. The participant then may type their 
comments to the Captioner on-line and the Captioner voices the 
text into the conversation on behalf of the participant. Below is a 
screenshot of the SRCC web site. 

n 
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Figure 17 -SRCC Screenshot of Web 

Using the same high-quality Captioners that produce closed-captioning 
for live television, news, sports and weather, the caller can receive live, 
real-time text streamed to any Internet-connected computer anywhere 
in the world. A high-speed Internet connection is not required. 

'P Basic Components of SRCC's Quality Assurance Program 
The high quality of SRCC captioning is a direct result of the quality of 
work performed by our Captioners. The cornerstone of the Quality 
Assurance Program is reflected in the following five components of 
a plan designed to aid, support and encourage Captioners in 
providing the highest quality captioning and service for our 
customers. 

+ Clearly specified quality and performance standards for Sprint 

+ Clearly specified company captioning procedures and policies 

+ Training, mentoring and support system 

+ Standard and special training for all SRCC Captioners as needed 

+ Forums for sharing captioning ideas and tips 

+ Customer support guide available for advice and for answering 
questions 

+ Monitoring and quality review program to continually assess the 
quality and consistency of captioning and to provide specific 
constructive suggestions to SRCC Captioners 

Relay Captioners 

Reward and penalty incentives program 

'P Service Reliability 

SRCC partners with Caption Colorado, who has on staff over 100 
real-time Captioners. Each Captioner works remotely from the 
other and therefore any one real-time Captioner is not subject to the 
same electrical, ISP, telephone, and facility challenges that another 
Captioner may be experiencing. Therefore, guaranteeing 100% 
redundancy, without any possibility of network failure. 
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Therefore, when one real-time Captioner is unable to perform an 
assignment, scheduling staff (who are available 24 hours- a-day) 
immediately reassigns the job to another SRCC Captioner standing- 
by. A list of real-time Captioners is available to handle unforeseen 
emergencies and manage scheduling volumes. 

‘P Call Confidentiality 
SRCC adheres to FCC regulations and Sprint Relay procedures for CA 
confidentiality. All real-time Captioners assigned to the SRCC 
Conference Calling Services are required to sign and adhere to a Relay 
confidentiality agreement. Our SRCC vendor, Caption Colorado, has 
never had a case of confidentiality breach reported. 

e Treatment of Client Information 
All SRCC staff abode by FCC, Sprint Relay, and Caption Colorado 
guidelines in the protection and confidentiality of information 
relayed in the process of performing Captioning services. Customer 
information and other identifying data is never sold, distributed, 
shared or revealed in any way, unless compelled by court order. 

SRCC’s vendor has never had a reported instance where customer 
information or data obtained in the provision of service has been 
sold, distributed, shared or revealed in any way. 
Additionally, our SRCC vendor will not use any information obtained 
while contracted with SRCC Service to support any other business 
interests. 

‘P Call Transcripts 
A benefit of the service is that, if requested, each captioned call can 
generate a full conference-call transcript. Due to confidentiality 
issues, prior to the start of an event, the user must request a full 
session transcript. Another enabled feature is the ability to allow 
participants to save the transcript to their individual computers. 
This feature must also be requested in advance or this service is 
disabled and no record of the evenv‘call will be retained. The system 
default is set to not allow the retention of the event transcript. This 
feature must be specifically enabled, through request, by a System 
Administrator with an administrator password. 

If requested, transcript access is available during and after the call, to 
improve communication and information retention. Meeting 
transcripts can be immediately e-mailed to attending and absent 
participants and documentation of the conversation can be 
maintained for company and regulatory needs. 

*Types of calls 

SRCC will support conference calls for Deaf and Hard-of-Hearing 
individuals using an Internet ‘Text Streaming’ platform. Sprint’s team 
of “real-time capable” CART-slulled and real-time Captioners will 
provide highly accurate real-time captioned text for conference calls, 
with the understanding that audio or an audio bridge must be 
available. The participant(s1 can be in the same room where the 
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conference is taking place, as long as they have a computer with 
internet access available. They can even be in another country. As 
long as an audio number for the conference call has been provided 
for use by the Captioner, the participant can log on from anywhere. 

Please see a depiction of the SRCC call progress below: 

Figure 18 

Call Length & Quantity 
There will be no limit to the number of calls or the length of calls 
within the limitation of the maximum (daily and simultaneous) 
schedule of events, negotiated upon award. SRCC will support any 
length of call that occurs during the specified hours of operation, to 
be determined. 
Through their vast experience, our vendor has determined that real- 
time Captioners are able to effectively support events up to 1- hours 
without diminished accuracy. There is a process in place that allows 
the real-time Captioner to hand-off live calls to a relief Captioner for 
extended calls. This technology permits Captioner hand-off without 
disruption or interruption to the captioned event. 

Using proprietary software, the real-time Captioner will caption a 
call and the scheduling system will arrange for a back-up real-time 
Captioner at the appropriate time. This process ensures top speed 
and accuracy, resulting in greater customer satisfaction. This type 
of performance solution is not found with any other 
company providing real-time reporting services. 
Real-time Captioners use Stenocaptioning equipment to keystroke 
the words as they are spoken. This method of Stenocaptioning, 
similar to court captioning, allows real-time Captioners the ability to 
caption up to 250 words per minute with amazing accuracy. For 
conference calling, our SRCC real-time Captioners achieve 
98.5% accuracy, or greater. 

S Screening Procedures for Personnel 
An advanced screening procedure is used when hiring staff. 
Screening includes background checks where necessary or required 
by individual states and extensive samples and testing to ensure the 
real-time Captioner is able to meet SRCC's stringent guidelines. 
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There is a dedicated team of recruitment and training specialists that 
train real-time Captioners to meet these high standards. Once a real- 
time Captioner meets the speed and accuracy targets, they are 
selectively assigned projects, Trainiig staff regularly review 
completed assignments and compares to those targets. As real-time 
Captioners continue to meet and exceed expectations, they are 
placed on a less frequent inspection schedule. 

S Hours of Operation & Scheduling 
SRCC can support staffing needs with 48-hour advance notice. SRCC 
has a process to submit conferencing requests via a monthly on-line 
calendar guaranteeing coverage. Requests must be submitted no later 
than 48-hours prior to the scheduled event. An effort will be made 
to accommodate last minute requests, without guarantee. 

Figure19 - Example Scheduling Screenshot 

Above is the screen the user will bring up to schedule a Captioner 
E-mail verification will be sent to the requester to conflm the 
request has been received. 
On every 8-hour shift, one primary scheduler is employed and at 
least one back-up. The captioning schedule software application 
allows for self-assignment by the Captioners directly for last minute 
changes or short notice events. 
Schedule and event information is placed on the Caption Colorado 
secure Intranet server and is accessed by the real-time Captioners on 
a regular basis throughout the day. In addition, Captioners routinely 
use Instant Messaging for immediate communications between the 
Captioner and Scheduling. Telephone communication takes place on 
audio lines separate from phone lines designated for events. 
The Caption Colorado Intranet server is located at Caption Colorado 
headquarters in Greenwood Village (Denver area), Colorado and is 
backed-up with a redundant Dell server at Sprint's Hosting service, 
located in Atlanta, Georgia. The Dell server at Sprint Host also serves 
as the Internet Text Streaming server and has fail-proof protection 
and space, power, and internet connection redundancy through 
facilities at Sprint. 
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&Sprint ... I * Variable Typing Speed - Sprint is the only provider to offer a 
technological solution for Visually Impaired users. Variable Typing 
Speed is currently being utilized by FRS users. This feature allows the 
user to set the rate of transmission speed to meet their needs. The 
CA is able to type the message at the FCC required 60 WPM and the 
system automatically transmits the message at the appropriate rate 
for the TIY user. Without this feature the non-TIY user is often 
required to speak one word at a time making the conversation 
awkward for both parties. This technological feature provides a 
communication solution for this specific user group. 

'Ep Error Correction Software (Spell Check) 
In 1996, Sprint became the first Relay provider to offer 
Automatic Error Correction software. Sprint's CA software 
features an error correction capability that automatically checks and 
corrects common misspellings. Sprint's Automatic Error Correction 
software is comprised of two components. 

P The first component is the Single Word Edit feature. The single 
word edit enhancement buffers the word in the terminal memory 
until the CA presses the space bar. This enhancement gives the 
CA the ability to correct the spelling of a word before transmitting 
that word to the T l Y  user. 

> The second component of Sprint's Automatic Error Correction 
software is the Word Substitution enhancement. Sprint's CA 
terminals contain a list of over 500 commonly misspelled words. 
When the CA types a word and presses the space bar, the system 
checks the word to be transmitted against the dictionary of 
misspelled words. If a match is found between the typed word 
and the word on the list, the system will correct the spelling. 

Enhanced Turbo Code 
FRS users in Florida currently enjoy the features of Turbocode and 
Enhanced Turbocode @Turbo). FTRI distributes equipment that 
supports these features and the Sprint Network offers the 
functionality. Sprint is the only provider to offer E-Turbo. 
Users of FRS have enjoyed the enhanced dialing feature that is only 
accessible on the Sprint Network. 

0 2-1-1 Abbreviated Dialing Access 
The Federal Communications Commission (FCC) reserved the 2-1-1 
dialing code for community information and referral services. Calls 
to 2-1-1 in Florida are routed by the local telephone company to a 
local or regional calling Center. The 2-1-1 Center's referral specialists 
question callers, access databases of resources available from private 
and public health and human service agencies, match the callers' 
needs to available resources and link or refer them directly to an 
agency or organization that can help including: 
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,b Basic Human Needs Resources - food and clothing banks, 
shelters, rent assistance, and utility assistance. 

9 Physical and Mental Health Resources - health insurance 
programs, Medicaid and Medicare, maternal health resources, 
health insurance programs for children, medical information lines, 
crisis intervention services, support groups, counseling, drug and 
alcohol intervention and rehabilitation. 

i. Work Support - financial assistance, job training, transportation 
assistance and education programs. 

I Support for Older Americans and Persons with 
Disabilities - adult day care, congregate meals, respite care, 
home health care, transportation, and homemaker services. 

i Children, Youth and Family Support - child care, after school 
programs, educational programs for low-income families, family 
resource centers, summer camps and recreation programs, 
mentoring, tutoring, and protective services. 

Sprint supports 211 access by FRS users by dialing the associated ten 
digit number to the ten active 2-1-1 Call Centers serving Florida 
including: 

211 Brevard, Inc. Cocoa - Area Served: Brevard County. The 
regular hotline number is 321-632-6688. 

2-1-1 Big Bend, Inc. Tallahassee - Area Served: Franklin, 
Gadstien, Jefferson, Leon, Liberty, Madison, Taylor and Wakulla 
Counlies. The regular hotline number is 2850-224-6333. 

211 Tampa Bay Cares Inc. - Area Served: Pinellas and 
Hernando Counties. The regular hotline numbers are: 727-562 
1542 (Pinellas) and 727-562-1543 (Hernando). 

Center for Information & Crisis Services, Inc. - Area Served: 
Palm Beach County and Treasure Coast The regular hotline 
number is 561-383-1112. 

Crisis Center of Tampa Bay - Area Served: Hillsborough 
County. The regular hotline number is 813-234-1234. 

First Call for Help of Broward Fort Iauderdale - Area Served: 
Broward County The regular hotline number is 954-537-0211. 

First Call Jacksonville - Area Served: Duval, St. Johns, Clay, 
Nassau, Baker, Putnam, Columbia, Suwannee, Hamilton and 
Bradford Counties 

2-1-1 Community Resources and Elder Helpfine Orlando - 
Area Served: Orange, Osceola and Seminole Counties. The regular 
hotline number is 407-839-4357. 
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211 Help Line Fort Myers - Area Served: Lee County The 
regular hotline number is 239-433-2000. 

United Way 2-1-1 of Manasota, Inc. - Area Served: Manatee 
and Sarasota Counties. The regular hotline numbers are 941-485- 
1880 (South Co.) 941-308-4357 (North Co.) and 941-366-5025 
(Other). 

'p: 5-1-1 Abbreviated Dialing Access 

511 was designated by the FCC to serve as a three-digit telephone 
access for traveler information. The Florida Department of 
Transportation's (FDOTs) vision for 51 1 states "By 2005, all travelers 
in Florida will be able to dial 511 to access all travel-related 
information through the telephone. At a minimum, information 
relevant to roadway and transit-based travel will be available." The 
511 system is currently implemented in only segments of Florida 
including the Tampa-Bay area, South Florida and along the 1-4 
Corridor. 

The 511 Travel Information Service is operated by SmartRoute 
Systems (SRS), a Westwood One company. FDOT hired SRS to 
provide this travel information service to motorists. SRS captures 
traffic and road condition information from a variety of sources, 
including police scanners, FDOT Road Rangers, the Florida Highway 
Patrol, cameras, road sensors and local commuters. Motorists are 
also urged to call SRS with relevant traffic or road condition 
information. 

Sprint has been actively engaged in working with Westwood One 
and other members of the National 511 alliance to ensure that Deaf, 
Hard-of-Hearing and people with Speech-Disabilities are able to gain 
access to 511 services. Sprint, a recognized leader in the TRS 
industry, has shared its' unique knowledge of the needs of our 
customers with Westwood One and the National 511 alliance. As a 
result of this collaboration, FRS users who wish to find out traffic 
information may now use 711 and ask to be connected to the 511 
services in their area. The CA will attempt to verify if 511 services 
are available in the caller's area and connect the user to the 
corresponding 511 service. Sprint will continue to partner with 
members of the National 511 alliance so that as new regions of 
Florida gain 511 access, those services will be available to FRS users as 
well. 
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N E W  TECHNOLOGIES 

Sprint will continue to evaluate new technologies such as Speech-to- 
Text and wireless technologies for incorporation in the Relay platform. 
Technologies or protocols believed to have potential for incorporation 
into Relay are evaluated to determine feasibility, cost, and benefit to the 
service. Once targeted, technologies are developed, tested, and 
incorporated into the Sprint TRS product line through software 
upgrades and supporting hardware upgrades. These enhancements 
help to improve the overall quality of Relay Services while focusing on 
lowering Relay Service costs. 

Depending on the outcome of feasibility and benefits to the service, 
pricing of emerging technologies will be evaluated on case-by-case 
basis. The FPSC will be fully apprised of any and all new developments 
before they are fully installed in the Florida Relay platform and services. 

Sprint strives to satisfy the individual needs of all Relay users by 
providing many different ways of using Relay Services. Sprint's effort is 
to deliver the best possible Relay Service in the country, with the aim of 
providing a telephone experience to persons with Disabilities that is 
fully and functionally equivalent to that presently enjoyed by persons 
without Disabilities. 

r Sprint Relay Wireless sM 

Sprint is proud to offer the Deaf and Hard-of-Hearing communities 
with cutting-edge technology through Sprint Relay WirelesdM. Sprint 
Relay WirelessSM blends the easy-to-use capabilities of SRO with the 
power of various paging devices and services. 

Introduced in May 2004, Sprint Relay Wireless, powered by 
GoAmerica", is available on the SidekicWHipTop and selected 
BlackBerry wireless devices. Sprint Relay Wireless is also accessible 
through the RIM 850,857 and 950 devices running WyndTell" service. 
This product allows users to access Relay from the park, a restaurant, or 
even the airport. 
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Sidekick and HipTop wireless device users access Sprint Relay by 
clicking on the bright TIY icon directly from the chooser screen. With 
an interface especially designed for the Sidekick and HipTop platform, 
Sprint Relay Wireless is easy to learn and use. 

From the application screen, users can select and dial any phone 
number in the address book, or enter a new number. By clicking on 
‘‘Start Call,” the Relay connection is automatically made. Recently dialed 
numbers are stored for future use. From the Relay screen, the CA and 
user are differentiated by upper and lowercase text used in the 
conversation, and users can easily change the font size for easier 
reading. Users can also cut and paste copies of Relay conversations into 
email or to save for future reference. 

Currently, Sidekick users can download and install the service for free 
by accessing the device’s “Catalog” download feature. In the catalog, 
users simply select “Sprint Relay Wireless” from the Applications list, 
and select “Purchase” to download and install the service. There are two 
other applications offered by Wyndtell CIlY-to-TIY and TTY-to-Pager) 
that may be purchased, however, the Sprint Relay Wireless download is 
currently offered at no cost to download and use. 

Sprint Relay Wireless is also available on the following RIM BlackBerry 
devices: 6210,6280,6710,7210,7230,7280 and 7780. This interface 
features a colorful, consistent design that makes it easy to learn and use. 
BlackBerry users will be able to choose the font color for 
incomingloutgoing text on the conversation screen, providing 
maximum readability. This option on BlackBerry devices is also 
currently offered at no cost to download and use. 

*Wireless CapTel 
Sprint, as a global integrated communications provider and one of the 
world’s largest wireless providers, is in the unique position of having 
the resources and partnerships to provide a wireless CapTel 
application. 

Sprint and Ultratec are currently evaluating the feasibility of this exciting 
technology. We are striving to make Wireless CapTel a reality and put 
Sprint in a unique position to offer it in the State of Florida. 

d 
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CUSTOM CALLING TYPE SERVICES 
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Sprint has read, understands and will comply. 

Sprint cont:inuously works to provide greater functional equivalency for 
Relay users. Sprint has a history of implementing enhanced calling 
features to the State of Florida. Sprint makes routine upgrades to the 
Sprint TRS .platform without passing these costs on to the State. The 
following are enhanced Service offerings that are currently available 
through Sprint Relay Service at no additional cost to the user than those 
charged by the LEC: 

i. Call Waiting 

i Three--Way Calling 

+ Conference Calling 

i Caller ID 

i Call Block 

i. Last Number Redial 

F Frequently Dialed Numbers 

In addition, Sprint is researching methods of providing additional LEC- 
based services functionality through the Relay Service including Call 
Forwarding. 

4 Call Forwarding 

Initial analysis by the Sprint Intelligent Network Operations group 
has returned promising information about this desirable feature. SS7 
message traps and analysis of calls forwarded through the Sprint 
Local Telephone Division indicate that the address or Calling Party 
Number 'of the forwarding phone is contained in the SS7 Initial 
Address Message (IAM).The IAM is the SS7 message that is used to 
set u p  a call that is routed between networks and telephone 
switches. The IAM also contains an indicator that the call has been 
forwarded. Both the forwarded call indicator and the forwarding 
number are critical to the success of this feature. While the 
information is included in the IAM for billing purposes, it is 

267 



conceivable that it could be extracted from the message and used for 
TRS Automatic Call Forwarding. 

While initial analysis does not answer all of the questions that would 
permit Sprint to commit to providing this feature; it does provide 
grounds for further investigation, and furthers the possibility that 
this feature could be developed. 
Sprint will continue to explore enhanced calling features such as Call 
Forwarding and Call Trace for possible applications for FRS users. It 
is not anticipated that these features would result in a cost to the State 
or the end user, other than any charges imposed by the LEC. If any 
of these new features require a different cost structure, Sprint will 
negotiate an appropriate price with the State. 
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VIDEO RElAY SERVICE 

Sprint has read: understands and will comply. 

Video Relay Service (VRS) i s  an emerging technology for the Deaf and 
Hard-of-Hearing communities and has grown dramatically in thc last 
two years. These communities have cumr tn depend on VRS 3s a 
functionally equivalent TRS. 

Sprint worked with tlic State of Texas to first introduce the concept of 
Video Relay Service (VKS) in 1935 and implemented a onc-month trial 
of VRS. In 2002, Sprint teamed wiEh CSD, the nation's largest non- 
profit Deaf organization, to launch the first nationwide Video Relay 
Service. 

In January 2004, Sprint was awarded the first VRS contract with the 
Federal government to provide customized Viduo Relay Service 10 its 
employees and retirees in the spring of 2004. 

With almost 10 years of experience in the Video Relay 
industry, Sprint Relay processes approximately 7,000 minutes 
for FRS usem in the State of Florida on a monthly basis. 

Sprint will continue to provide the State of Florida with the Florida- 
specific VRS website. In 2002, Sprint understood that the funding 
mechanism through the Interstate TRS fund was established as an 
interim reimbursement met-hod. Creating a state-specific wehsite 
enabled Sprint to provide customized Florida reports that includes 
inbound and outbound VKS minutes. 

The customized Florida VKS website exceeds the FCC's requirements. 
Floridians have a choice to select their Video Relay Service however: 
Sprint will continue to offer easy access to the Florida VRS website by 
entering www .flvrs.com in thcir web browser: 

Figure 20 - www.flvrs.com 

-1- , 
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+vRs Hours 
inue to affer Video Relay krvice from 7:oO AM ts 1:OD 

Friday. VRS will also be avdable on weekends 
Ah4 to 12:OQ midnight EST. Due to the current 

futzding through the Interstate TRS fund, VRS hours of operation CQUM 
change in the futurk, ShouId a change of Dperating hours occur, Sprint 
will infprm the State of FlOiida in advance of my changes. 

e VRS Equipment 
Users of W S  must have access to Video Coderencing equipm-ent and 
high-speed internet connectims (i.e Cable, DSL, T-I, etc.1. 

Taday, the most common equipment choices for FLS video access are 
web cams and videcphones. For web cam users, the service is 
accessible thru the national wmv.mfintvrs.curn or the statespecific 
websire using Microsoft NetMeeting vide 

A 

r -- 
c 

For Videophone users, the service is a’ccessible by entering smintvTs.tv 
in their internet browser. Sprint would be happy to work with the 
State to implement a state-specific IP address i,e. flvrs.tv at no cast, 
Currently, the most popular Videophone model used by our vR5 users 
is D-Link i-z-eye DVC-lOQO, as seen below: 
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The advantages of usiq  a Vjdeophom are 

F. Direct access to the Video E 
P W e  connection at sizhopis and businesse 

k Enhanced video quality 

+m C d  Centem 
S p d t  is proud t~ offer the mest number of Wdea Relay C d  
€enters with highly skwed and c e M &  Video Interpreters 
@Is) to process Video Relay calls. Sprint understands the 
importance of redundancy within the VIIS platform, With that in mind, 
our partner, CSD, manages ten (lo] VIS Call-Pmcessing Ceriters located 
in the fallowing: 

IS Cal l  Center Loc; I no I 

_..- .-- - .. I J L l l I ,  I A Sioux F;,,,, SD 
uenver, CO Seattle, WA 
Chicago, IL Rochester, NY 
St. Paul, Mhl Washington DC 
Houston, TX Portland, OR 

In the event 3 Call Center is forced to shut down, wnsumcrs have the 
peace of mind that in h e  event of a natural or  man-made disaster, calls 
will be automatically routed to rhe next available Center and service will 
continue uninterrupted. CSD, Sprint's partner has been nominated Iy 
the  Society of Workforce Planning PI-ofessionals (SWPP) for the Glohal 
Call Center of the Year Award hased o n  its excellence in managing Call 
Centers. n 
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F l o r i d a  +splint. 
h e  Sprtst Many bluticmr 

+W Video Interpreters (VIS) 
Sprint VRS employs more than 300 Video Interpreters (VIS) to staff the 
10 Call Centers located across various time zones. This network ensures 
that sufficient and qualified VIS are avaiiable to process VRS calls. In 
response tu traffc fluctuations, Sprint continually evaluates the need for 
additional VI’S and has the ability to expand as the business warrants. 

Sprint VIS are qualified Interpreters who are proficient in ASL, Signed 
English, and PSE, both in receptive and expressive modes. In addition 
to being highly trained to provide VRS, all VIS adhere to the Registry of 
Interpreters (RID) for the Deaf Code of Ethics. 

Please see Appendix S for copies of the VI Training exam and Training 
Manual, 

+Sprint VRS Customer Service 
Florida VRS users will continue to have access to Customer Service 
Representatives who provide live technical assistance for VRS. Live 
Customer Support is currently available Monday through Friday from 
9:OO AM tu 1:OQ AM EST. Support is also available on weekends fram 
1:OO PM to 5:OO PM EST on Samrday and 5:OO PM to 900 PM on Sunday. 

+FCC Requirements for VRS 
Sprint VRS meets or exceeds all FCC requiremmts specific to VRS. 
Please see Appendix T, FCC TRS Minimum Mandatory Standards and 
Compliance Matrix, which demonstrates Sprint’s commitment in 
meeting or  exceeding minimum requirements for VRS. 

It should be noled that the FCC has waived certain requirements for TRS 
because they do not readily apply to VRS. These include: 

Carrier-of-Choice 
Automatic PSAP Connectivity - Allows an alternative work- 
around to process emergency calls 

+ Processing 900 Pay-Per-Call Services 
&5% of Calls Answered within 10 Seconds Dady 

Although, the FCC has hued a waivef for MO/o of calls 
answered within 10 seconds, Sprint continues to excel in the 
area of providing Video Relay Service within 10 seconds. 
During the manth of July and August, Sprint VRS averaged 86.98 96 and 
83.04% answered within 10 seconds. 
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Spanish VRS 
In 2003, Sprint was the mt provider to offer Spanish VRS to 
include translation services far Spanish-speaking users that 
use ASL as their primary mode of commtmicatlon. Currently, 
the FCC has ruled that translation services are not allowed through the 
Interstate TRS fund and in the recent Report and Order, released on 
June 30, 2004. However, Sprint is currently offering this Spanish VRS 
feature to one of the TRS accounts. Should the State of Florida be 
interested in providing Spanish VRS to the residents of Florida, Sprint 
will negotiate with the State a cost to provide this service. 

+24/7 Service 
Should the hnding mechanism be transitioned to the States, Sprint will 
work with the State of Florida to continue uninterrupted Video Relay 
Service. 

+VRS Technology 
Sprint VRS offers Video Relay Service through the following video 
systems: 

Videophone direct connection - any H.323 or H.320 compatible 
models 
Web cam using a computer or laptop - Logitech QuickCam Pro 
4000 or  Notebook Pro (recommended) 

Videophone using a television monitor - D-Link i-2-eye 
(recommended) 

SprLnt is the only provider to offer both H,323 and H.320 
access to VR§ users. Sprint also offers H.320 access based on 
Integrated Service Digital Networks (ISDNs). Emerging technology has 
made it possible to introduce a new platform that integrates both IP 
and ISDN VRS calls using the same network solution. This new 
platform will allow ISnN VRS users to have h l I  access to all VI positions 
for improved answer time. 

+ 

Sprint Relay Is proud to be the only Provider to offer 
Integrated Services Digital Network (ISDN) VRS to users who 
have access to ISDN. The ISDN VRS platform has the capability of 
handling video calls at speeds up to 384 kbps, running on three lSDN 
lines. 

Sprint VRS has the capability to connect to users with varying 
bandwidths. Bandwidth varies depending on the type of access used 
by customers. Standard DSL bandwidth is normally up to 256k per- 
second, while standard broadband cable moderns range butween 256k 
in remote locations to maximum of 1.5 MB per minute. The VRS system 
has the capability to meet incoming speeds of video calls. However, 
incoming speed may be restricted by Iucal IP providers, which are 
beyond Sprint and CSD’s control. 



F l o r l d e  

Sprint VRS is the d y  provider to affer: 

+ Access for ISDN users 
VRS Mail Widm Mail] 

Sprint VRS Mail allows hearing callers to leave messages via video mail 
where the 'v? records the message in ASL and sen& the message to the 
VRS user via e-mafi w cellular phorrdpager with Microsaft Media Player 
capability. 

Figure 21 -Sprint VRS Mail 

+VRS Marketing 
Sprint currently has a Marketing team responsible fer the State of 
Florida to promote national VRS products. The Marketing team is made 
Qf: 

Sprint Government Account Executive Manager- Ken G Q U ~ S ~ O ~ ,  
South Eastern Region 
CSD Customer Relation Manager- Robert D u m ,  Florida 
Three subcontractors in different locations 

National marketing materials have been developed such as: brochures, 
flyers, posters and stickers far the Videophones to promote the 
national Sprint WS to the users. Video clips for VRS have been created 
to 5erve as a pruduct overview descriprian of the service and Public 
Service Announcements (PSAs). Should the State assume responsibility 
for funding VRS, Sprint will work with the State and FTRI to create state- 
specific marketing materials for VRS. 

+VRS Pricing 
Sprint is pleased to have been at the forefront of providing Video Rday 
Service. During the last two yeas, changes in technology and sewice 
have continued to evolve. Sprint is committed to enhancing Video 
Relay Senrice to C Q ~ U M ~ S  within the States, Should the funding 
jurisdiction be given to the Slates, Sprint will work with the State of 
Florida to provide the best-cost value Video Relay Service. Please review 
the Pricing Proposal under separate cover for VRS pricing offered to 
Flurida for current services offered. 
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IP-RELAY 

Sprint Relay OnlincsM is cutting-edge technology, ensuring that Floridd's 
residents reccive quality, secure and cost-effective services. Sprint is 
honored that users in Florida have chosen Sprht to process 
their SRO calls, with over 80,000 minutes processed per 
month. 

Sprint meets all minimum FCC standards regarding Inlurnet Relay. 
Sprint launched Internct Relay nationally in July, 2002. Sprint currently 
offers Sprint Kelay Online (SRO) at W,SD rintrelqyodimxat, 
combining TRS with h e  ease and ubiquity of the Thternet. This allows 
users to make calls from any Personal Computer (PC) without liaving to 
use traditional equipment. Please see thc SRO login screen below: 

Login Screen 

ra --- s i  - . I.- - . -- 

Sprint Relay Online'" functions are similar to those of the traditional 
TTY-to-Voice Relay Call with die one major difference- the call is 
initiated from a Personal Computer (PC) via an Internet connection. 
Sprint has created innovative unique Internet features not currently 
offered by other TRS providers. The following convenient, user- 
friendly features are available: 

Language Preferences (English, Spanish and FrencWCreole) 

4 American Sign Language Emoticons 

Horizontal Split-screen 
+ Print and/or save conversation transcript 

Dialing instructions 
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* Background color options 
+ Text size rsptians 
+ GA, SK & PLS HOLD M a m s  

Ckar  Screen 

online Help 
4 Connectian to Sprint Customer Sefvice 
+ Two Line VCO and HCQ capability 

W SRO Technology 
Sprint Relay Onlinem is gragrammed using a platform-neutral, 

d programing language making it hnctiiarial 00 
eratirrg systems. Florida consumers using SRO 

have the ability to multi-task-surf the web a d  place calls, 
simul~rlemlsly. 
Sprint Relay OnlineSM utilizes 12P;bit SSL Encryptim betwwn the 
end-user and the Sprint TKS web-sewer, which is an industry 
standard for secure cbmmurii~~tiona. The 9RO platform has made 
customer confidentiality a top priority of the product offering, 
All Florida’s fesidents, including Mobility and Visually-DisaMed 
individuals, can interact via SRO, Mobility-Disabled al ters  utilize our 

-free emiranmerot by pre-storing phone numbers and dialing 
instructions on their ‘Pre-Call’ Setup page. This information is then 
automatically sent to the GA to process the a l l ,  Visually-Disabld 
callers have the benefit of text and colm manipulation in the 
conversatian window. This product brings the advantage of 
portability a d  ease o€ use to all Relay CaIIas. 

SRO Help Eunctions 
The Sprint Relay Qnlinew Help function allows customers to receive 
guidance 011 ushg the application. There are two types qf help 
manuals: 
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4 Text and Griphic 
American Sign Language (ASL) Video Clips 

ASL Video Clips provide Deaf and Hard-of-Hcaring users with access 
to Help information in their native language, ASL. Thcre will be one 
ASL Video Clip for each Help Item. Each dip runs 50-60 seconds. 
While t h e  ASL Video Clip is being viewed, there is also a grrtphicd 
presentation in the hackground o f  thc. person signing. This 
enhancemcnt improves f i t  notional cquivaluncy f<x- SRO users. 

SRO Marketing 
Sprint c~irrently has a Markcting team responsiiblc. fur promoting thc 
national SRO products. The Marketing team is madc of: 

Sprinl: Government Account Executive Mdnagw- Kcn Guulstm, 
South Eastern region 

4 Account Man;igers 

Sprint has developed a nurnher of national markcting materials 
promoting and explaining SRO. These include: Ix-ochtrres, flyers, and 
posters. Should the State assume responsibility fm. funding SKO, 
Sprint will work with the State and FTRI t o  create state specific 
marketing materids for SKO. 

%? SRO Pricing 
Should the SKO funding mechanism t,c transitionect to the strlttls, 
Sprint will offer Florida the  best-cost value solution to pi*~~ictc  the 
SRO fcatures and options listed in the SRO section of this proposal. 
Sprint will also work with chu State tu include ;idditional features o r  
requirements tn enhance sewices for the residents of Florida. PIcase 
review Sprint's Pricing Proposal under separ:itc c( ) w r  for pricing 
offered t o  Florida fo r  Internet Kelriy Services currcntly offered. 
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ACCOUNT MANAGER 

Sprint has read, unckrstands and will comply. 

Y Florida Account Manager 

Sprint will provide :in Account Manager who will reside in the Starc 
of Florida to work with the FPSC and the cotnmunity. An in-state 
Florida Account Manager will ensure that community fcedhack is 
addressd quickly and that Sprint is active in thc community and 
availablt. to respond to issues. This position will  coordinate with 
FTKI hul will rnrlinly be responsihle for rcpresent-ing Sprint and 
enhancing comniunications concerning the senkcs provided and 
the individuals utilizing those services. Thc in-state Account Manager 
is offered to Florida at no rldditionzll cost to thc State. 
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OTHER OPtlGNAL FUTURES MOT BNCLUDEO IN BASIC 
REtAY 

Sprint feels that this FKS Proposal provides 3 completc v a l ~ =  added 
service for users of FHS. The Sprint team is alwxys willing to explore 
additional features and will work with the State tci investigite new 
services and futures as they ;ire devcloped. 

Pleast. see Appendix A,  Sprint's Standard Features Matrix. 
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PERFORMANCE BOND 
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SUBMISSION OF MONTHLY INVOICE 

Sprint will submit a detailed invoice (showing l>illahle minutrs m d  
rdtcs) to the Administrator [defined in Section 427.703Cl)j at the 
cont rac ted  price for thc previous month's activity by the 14th calendar 
day of the month (01' the subscqucnt husiness day if the 14t-11 falls on 3 
Saturday, Sunday, o r  holiday). 

It is understood that the x u m n t i n g  period used to prqxirc rnonthly 
invoices will he the calendar month. further, Sprint commits to 
preparing the invoice and supporting documentation in order for  rhc 
Achin is t ra tor  o r  the FPSC to audit the invoice. 

A c o p y  of the monthly invoice will also hc subrnittod to  the Contract 
Mmager at  the same time it is suhinitted to the Administrator. 
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REPORTBNG REQUBREMENTS 



One separately stating completed calls and incomplete calls 
One separately stating whether calls terminate as 

Baudot 

+ ASCII 

+ Voice calls 

4)  Number and percentage of incoming Florida calls received at each 
Relay Center handling Florida calls. The topal will equal the number 
o f  incoming calls in item A . l  above. 

More frequent o r  more detailed reports will be provided upon 
request. 
Please scc Appendix IJ for a copy of Sprint's reports 10 the State; 
Daily TRS Call Summary Report - SGACB101-1, Intrastate/ Interstate 
Report - SGACB101-3, and the Speed of Answer Report - 
SGACH 101 -4. 

Sprint will include in its reports to the State, the Total daily and 
monthly numher of outgoing calls (including both completed and 
incomplete) of the following lengths: 

1) 0 - 10 minutes 
2) >lo - 20 minutes 
3) 220 - 30 minutes 
4 )  > 30 - 40 minutes 

5 )  > 40 - 50 minutes 
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Onc Sprint Msny Sullrlionr 

6) > 50 -- 60 minutes 

7) > GO+ minutes 

Please six Appendix U for a copy of Sprint's Call Profile Number of 
Calls Keport - SGACT3175-4. 
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Sprint will provide a monthly report to the FPSC and the 
Administrator the results of its user evaluations. 

Sprint will provide a monthly report on CapTek or  its equivalent 
service listing the following: 

Lhily answer time 

Minutes-of-use for: 
International 
Interstate 

+ Intrastate 
+ Billable Session Minutes 
+ Service levels 

Please see Appendix V for a copy of Sprint’s CapTeI Reports to the 
State. 

Sprint has read, undcrstands and will comply 
Sprint will submit the necessary documentation to the FPSC that 
complies with the state cei-tificatjon requirements of 47 C.F.R $ 
64.605 as required. 

Sprint has read, understands and will comply 

Sprint i s  more than willing t o  provide ad hoc reports, and/or reports in 
alternate formats as requested by the State. 

d 
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TRANSFER TO NEW PROVIDER 0.0. 
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INSURANCE COVERAGE 
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PUBLIC ENTITY CRIMES PROVISION 

C. TECHNICAL BID PROPOSAL FORMAT 
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Sprint has read, understands and will comply. 

SPRINT RELEASES IT'S 30 EARNINGS, ANOTHER SOLID PERFORMANCE 

Sprint's third quarter earnings signal another suucrssful quarter 
driven by very strong performance in wireless and solid 
contributions in long distance and local. Our quarterly highligl~ts 
include: 

k Consolidated net operating revenues were S6.9 hillion, LIP 3 
percent from the third quarter last year and u p  1 percent 
sequentially. The mix of revenues derived through wireless now 
stands at 53 percent, up from 51 percent in the second quarter. 

+ Consolidated adjusted earnings hefore interest, taxes, dcpreciation 
and amortization (EBITDA) o f  $2.1 Iiillion increased ahout onc 
percent compared to this time last year due to improvement in 
operating efficiency. The wireless contribution to adjusted 
EBITClA was 52 percent, crp from 51 percent last quarter. 

k Adjusted earnings per share were 5.24, an increase of 26 perccnt 
year-over-year and 14 percent sequentially. 

i; Net debt was reduced by $2.2 billion in the quarter and now stands 
at $13.4 billion. This places us well within reach of our 2004 staled 
goal of $13 billion. 

h Sprint is now forecasting our 2004 adjusted operating income to 
increase from a range of $3.1 to $3.2 billion to a rmge of $3.4 to 3.5 
billion and our full year adjusted earnings per share (EPS) guidance 
to increase from a range of $.74 to $.78 to a range of $92 to 5.94. 

Please see Appendix W for Sprint's Annual Report and 10K for the past 
2 years, which includes the following: 

1) Statement of income and related earnings 

2) Cash flow statement 
3) Balance sheet 
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4 )  Opinion concerning financial statements from an nutside CPA 

I J  i ’ i - i i m t  rim t~<itti,?itfg S f l l l 1 Y ~ 4 ’  i r a l l v i ,  f?f r - r : f i ~ w r i w .  

Sprint has read, understands and w i l l  comply. 
Ploase see Appendix X for a copy of Sprint’s Banking Source Letter 
of Reference. 

d 
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EXPERIENCE AND CUSTOMER REFERENCES 

Sprint welmmes the FPSC and evaluaroi's to make rest calls through 
several of Sprint's Call Centers by calling toll-free: 837-417-8277. This 
number can be dialed anywhere within Florida and will provide aptions 
Fur testing Relay calls through SFprirmt Call Centers natfanwide. In 
addition, below is a listing of all Sprint services, and cuntac~ numben 
fQr t h ~ s e  which can called from the State of Florida, 

SPRINT SERVICES AND EXPERIENCE 

Note: The number in Parenthesis ( 1 next to the State indicates the number of times that the 
contract has been renewed. 

h s k a  (1 1 
TRS 

irkansas 
TRS 
Cap Te I 
RCC 

hlifornia 13) 
TRS 
TRS I 
Cap Tel 

'-']rad0 (2) 
RS 

37,134 

,mu. 
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Began 
Contract Operating 

System 

TRS 

Florida 
TRS 
CapTel 

Federal &lay 
Service 3) 
TRb 
Cap Tel 
RCC 
VRS 
Internet 

Hawai'i 
TRS 
CapTeI 

Illinois I21 
TRS I 
C B ~  Tel 

Indiana (31 
TRS 1 
Cap Tel 

h. 

Iowa (2) 

Mssssc husetts 

Minnasbta 
TRS 
Cap Tel 

M issisaip pi 
TRS 
Cap Tel 

Missouri (31 
TRS 
Cap T8l 

Montana I t )  
TRS 
CdpTcll 

Nevada (2) 
TRS 
Cap Tel 

I 
I 

New Hampshire 

TRS 

I 
New Mexico (2) 

TRS 

New York (2) 
TRS 

, Newtealand 
TRS I 

L 

c 

r I 

to 
08-30-07 
06-0 1 -0Q 

t o  
05-31-05 

04/01/93 
PO 

1 2/31 ros 

07-01 -03 
to  

03-30-06 

02-Bt-00 
to 

01.41-08 

10-01 -92 

10-31-05 

tu 
12-31-04 

to 

07-1 a-92 

117101103 
to 

513 010 5 
07-01-96 

to 
06-36-08 
07-0 1 4 3  

t O  
06-30-06 
01-08-91 

to 
I-a-03 

Average 
Monthly Calls 
1 W!O NECA) 

Total Duration 
of Contract(s1 

Access Numbers 
Avaitable in Flnrida 
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06-01-91 
to 

06-30-08 

07-26-93 
to 

06-30-07 
11-11-97 

to 
12-31-08 

11-15-93 
to 

11-14-05 

04-01-92 
to 

06-30-07 

08-30-01 
to 

11-30-04 

03-13-92 
to 

03-31-07 

06-30-92 
to 

6-29-05 

09-01-90 
to 

08-31-05 

02-01-00 
to 

01-31-05 

07-01-02 
to 

06-30-06 

04-01-04 
to 

03-31-05 

06-28-98 
to 

06-30-05 

67,523 

4,240 

115,640 

32,849 

22,690 

6,157 

23,437 

4,506 

221,866 

22,413 

3,815 

42,343 

13 years 
of service 

11 years 
of service 

7 years 
of service 

11 years 
of service 

13 years 
of service 

3 years 
of service 

12 years 
of service 

13 years 
of service 

14 years 
of service 

4 years 
of service 

800 735-2962 TIV 
877 735-8200 Voice 
888 762-2724 ASCII 

800 366-6888 
TIV/ASCII/VCO 
800 366-6889 Voice 

800 750-0750 
m fASCIl/Voice/VCO 

800 722·0353 
m /Voice/VCO 
ISpanish 

800 735 1232 Voice 
800 735-2900 m 
800 735-0644 ASCII 

877 735-2905 Voice 
800 735-7293 m 
800 735·8263 VCO 

800 877-1113 
TTY/ASC II/Voice 

800 735-2989 
m /HCO 
800 735-2988 Voice 
800 735-2991 ASCII 

888 735-5906 Voice 
800 346-4128 m 
888 735-5907 ASCII 

2 years 800 253-0191 TTY 
of service 800 253-0195 Voice 

1" year 
of service Cap Tel Only 

6 years 
of service 

800 833-6388 m 
IASCII 
800 833-6384 Voice 
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~Sprint 

. 0 Sprint offers the following Sprint TRS references to the State of Florida 
and welcomes the Florida Review Team to contact these individuals for 
information on Sprint TRS services. 

CUSTOMER REFERENCES 

Illinois Relay Service 
Tnldy Snell 
Director, ITAC 
(800) 841-6167 Voice/TrY 
Itac l@aul.<.:om 

Indiana Relay Service 
Ginny Barr 
Director, InTRAC 
(317) 334-1413 Voice/ TrY 
inrelar@ao l.<':olll 

Texas Relay Service 
Ed Bosson 
Relay Texas Contract Administrator 
('512) 936-7136 

SPRINT LIFE-CYCLE TEAM 


Sprint Relay has a dedicated Life-Cycle Team that is represented by 
Account Management, Billing, Contracts , Subcontracts, Engineering, 
Finance, Force Management, Operations, Product Management, 
Program Management, Sales, and Training. This team has exclusive 
responsibility for the Florida Relay Service implementation, service 
quality, and future product innovations and stra tegies. The Life-Cycle 
Team concept has proven to be the benchmark of the Sprint quality 
philosophy. 

The Sprint Relay Life Cycle Team will meet regularly to ensure that the 
Florida Relay Service and product issues are communicated and acted 
upon. The figure below depicts Florida Relay Life-Cycle Team and their 
respective areas of responsibility. 
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1 I 

The Account Manager's primary responsibility is to act as the conduit 
for the State and the dedicated Florida Relay Life-Cyde team. In 
addition, the Account Manager will have overall responsibility for 
contractual compliance, customer satisfaction and marketing of Florida 
Relay Services. The following table depicts thc Florida Relay Life-Cycle 
Team and their respective areas of responsibility. 

I 1  

I Life-Cyck :Team 
I 1  

PfMt Areas of Responsibility 
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Below are detailed job descriptions for  key staff working with Florida 
Relay: 

JOB DESCRIPTIONS 

Senior Government Account Executive-TRS 

+ Sprint Relay Sales 

Positlon Summary: 
Sell to the State and Federal agencies 011 a nationwide hasis. 
Understand the procurement, planning, program and budgeting 
process. Possess Sprint product knowledge. Possess sales skills that 
afford Sprint brand recognition at rill levels o f  the government. 

Knowledge/Skills Required: 
Job requires a level of knowlcdgc typically gJined through a 
combination of a college degree and/or relevant experience, totaling 
13 years post-high school. 
Four-year college degree plus nine plus years in a Mamgernent or 
Senior Mxketing/Salus position integrating Telecoinrnunication 
Relay Services and hardware. 
Requires working knowledge of developing large business 
opportunities requiring systcm integration. 
Requires strong hackground in cornrnunications including the Sprint 
network (SONE?’, fiber optics, EP), transport services and media, 
value-added products and seivices and assocbtcd hardware. 
Strong cornmunicacions and presentation skiils. 
Preferred: 
Possess zin understanding of the internal Sprint proccss for 
developj ng large business opportunities. 
Possess ;in understanding of Sprint Core Data products, IP and 
related services, inbound and o u  tbourid products, billing platforms, 
network management and internationd networks and products. 
Possuss linancial competency and W P  experience. 
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Customer Relations Manager-TRS 

h Sprint Relay Account Management 

Position Summary: 
h a d ,  dcvelop, supervise, and evaluate a team of group managers and 
jndivjdual contributors for the marketing and busincss development 
o f  Telecommunications Relay Services. Mmage end user and 
contract administrator communications nationwide. Ilea! with many 
diverse and influential internal and cxtcrnal customers to manage 
Sprint TRS Mr-lrketing expense.. Manage a regional account 
mzlnagement team, associated expense, and revenue driven by the 
approved business cases developed for all accounts sold within the 
region. Lead procluct wide contract compliance by working with 
Sprint GSD Lcgal, Regulatory, Contracts, and Sub-contracts 
dcpartriients to ensure all custnmor requirements are clucumented 
and communicated. ncvelop and train respective account teams 3s 
new product features and functionality are added to the TRS platform 
throughout the life cycle of thu account. Coordinatc internal 
customer care and monitor departmcntal communications t o  m s w c  
customer requirements are k i n g  met on an on-going hasis. 

Identify, develop, rrack and rcport on sub-contracrors used to meet 
regional account contract ahligarions for coininunications access 
marketing rind outrcach. Lcad the entire staffing process for  this 
unique market segment (Deaf and Hard-of-Hearing) including 
location of advertisement, coordination of recruitment, management 
of interviewing, and recommendation for  hiring o f  qualified 
candidatcs for nvailahle TRS Account Manager positions. 

Knowledge/Skills Required: 
Joh requires a level of knowledge typically gained through a 
comhination of an  advanced college degree and/or relevant 
experience, totaling 15 years post high school. 
Excellent oral and written communication skills. 
Supervisory experience. 
Telecom industry experience. 
Proficiency in American Sign Languagc. 
Preferred: 
TRS marketing/sales experience. 
lkmonstrated ability to successfully support muitipltt customers on 
a national level. 
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Senior Account Manager-TRS 

k Sprint Relay Account Management 
Position Summary: 
To plan, develop and manage the implementation of appropriate 
product service strategies for Sprint Relay and relatcd TRS Services at 
all local, statewidc and national lwels; to interface with c~ist~rners.  
vendors and serve as point of contacts between Sprint and st:w 
regulated oversight commissions. Serve as point o f  contact hetwccn 
the decision-makers of thc account(s) and Sprint. Fngage in 
exemplary custoiner relations; work closely with key players 
associated with account(s1. Be acuessiblc. and visible t o  the customer 
and consumers. Provide for cxcellcnt communication and marketing 
tactics throughout the duration of the contract(s). Providc for  
ongoing relations to seek, capture and retain opportunities. Adapt 
and execute strategies consistent with Sprint go;ils and ohjectives, 
revenue growth :ind profitability plans. Create, dcvelop and 
implcrnent plans for measuring success within each account; analyze 
costs and customer trends; mtinitor customer satisfaction. Engage in 
state and national marketing according to contractual requirements 
and Sprint objuctives. Ensure conmact compliance, have full 
understanding of all contract requirements, exacute/add product roll 
outs, comply with any contract amendments and provision of 
specific outreach activities as outlined. Work with various internd 
function:it groups to achieve desired results within expccted 
timeframes. Tuani with Operations peisonnel to ensure service 
levels art: met which maintain the  highest level of customer 
satisfaction in the industry. Team with Business Developmcnt t o  
create, develop and implement plans for measuring success in the 
market, both within the customer base and competitor 
unvirnnment; analyze costs and trends. Team with Sales Acquisition 
Associate to retain and/or capture revrnue opportunities. Team 
with Program Management to ensure product offerings are being 
delivt-recl on schedule and implementations of new opportunitics 
arc within timelines. Team with Billing to ensure invoice accuracy. 
Develop. administer and communicate all Customer Service policies 
and procedures to all Customer Service functions such as credits and 
credit complaints, bill adjustments, complaint management, service 
quality and complete customer contacts within required tirnetahles. 
Create accurate and timely reports, hudgcts, annual reports and 
other expense related items in compliance with Sprint stratrgics and 
contract requirements. Provide cross support to team memhers and 
completc midmajor  projects and other tasks as needed. 
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Knowledge/Skifi Required: 
Job requires a level of know-ledge typically gained through 3 
combination of a college degree andlor relevant experience, totaling 
9 years post-high school 
Comprehensive knowledge of Kelay Servicus, marketing and 
Customer Caw service. 
Previous Customer Service experiunue. 
Computer literacy; excellent ord and writing skills. 
Proficiency in American Sign Language 

Preferred: 
2-5 Ycars TRS experience. 
Expcricnce working within the Deaf and Hard-of-Hearing 
Community. 
Experience in working with State Government at the Dcaf/Hard-of- 
Hoaring commission level. 

Manager Vendor Operations (Program Manager IV) 

+ Sprint Relay Operations 

Position Summary: 
Dwclops, plans and manages implernuntadon of activities for 
uxtreniely complex projects and programs with broad scope, high 
impact and long implementation time frames. Negoli;zctts and 
manages strategic alliances with selected vendors. Responsihlc fo r  
Sub-contractor relations accounts and manages all vendors providing 
Operator Services [or Sprint TRS. Ensures Sprint's quality standards, 
reporting requirements and training criteria are of the highest 
standard. Oversees the TKS daily traffic routing and staffing 
requirements for the Rclay Centers. Manages the Traffic Management 
Control Centcr (TMCC) and the Center Analysts. The TMCC is 
~.t.sponsihle for the management of traffic routing to meet state &lily 
service level and average speed of answer requirements. 

Knowledge/Skills Required: 
Job requires a level of knowledge typically gained through 3 
combination of a college degree and/or relevant experience, totaling 
11 years post-high school. 
3-5 yrs project/prograrn management cxpcrience. 
S tmng Inanagemen t skills. 
Excellent oral and written communication skills. 
Excellent knowledge of TRS and market competition. 
Strong people and organizational skills and the ability to make 
tactical decisions 
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Senior Business Development Manager 

k Sprint Relay  Business Development 
Position Summary: 
Manages a team o f  6-8 associates who are responsihle for 
coordinating business development projects for the Sprint Rclay 
product. The product portfolio contains conventional Relay Sei~icc, 
Internet Relay Servicc, Vidco Relay Service, Captioned Telephone 
CapirW, and other products/services that meet the needs of the 

targeted user segment; undt.rstand and communicate the Ix-oacl 
perspective of business opportunities and how they relate t o  
corporate strategy as well as nianagc tlic projcct teams to ensure 
complete, successful, cost effective and on timc completion of 
project or  analysis; rusponsihle for personnel hiring, dwetopmont 
anct cvalu at ion. 
Knowledge/Skills Required: 
Joh requires 3 level of knowledge typically gained through a 
combination of a collcgc degree and/or rclevmt exp, totaling 14 yrs 
pst-high school. 
3-5 years project/'analysis skills. 
Exemphry negotiation, communication, str:itegic vision and financirll 
analysis skills. 
Proven experience in making decisions with less then perfrct infci 
and in tdking action on open ended business opportunities when n o  
pre-defined approach exists. 
Hroad industiy background/experienue spanning several functions 
(sa 1 es/mar ke  ting /manu factu ring/engineerin~!/financu/hu s i ness 
development). 
Experience communicating and presenting information to senior 
executives. 
Knowledge of Sprint Relay products. 

Preferred: 
Strong arialytical prohlem solving skills. 
Ability to develop strategies in support of business goals. 
Expericncc managing cross functional project teams to ensure 
completc, succcssful, cost effective completion of projects. 
Ability tcr understand and contribute to tho development of product 
marketing strategies. 
Product marketing, product management, o r  dovclopmc.nt 
experience. 
Knowledge of, and experience with, the  releconi regulatory process. 
Knowledgc of Anicrican Sign Language. 

Program Manager (Principle Program Manager-Technology) 
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One Sprint Many Solutions 

h Sprint Relay Business Development 
Position Summary: 
Kcsponsible for analyzing, designing, planning, and managing 
cxtremel y complex technical solutions fur Special Customer 
Arrangements (SCAs) which have a broad scope, high impacF, or 
strategic importance. Partners with technical teams to dctcrminc 
whether  thc requested application can be supported. Manages a 
high workload in a fast-paced environment. 
Major Responsibilities: 
Suppcm of the Sprint, Sprint Business, Sprint GSD, and Sprint TRS 
business goals and business plan. 
Plan, communicate, coordinate, and manage account 
implementation, modification, and termination activities. 
Develop, communicate, implement, and rcfine account related 
lwsincss proccsscs. 
P h n ,  coordinate, and manage account review and compliance 
activities. 
Account related involvement in industry and federal regulatory 
matters. 
Facilitate team and account/program related communications. 
Second level account support (technical and administrative.) 
Account relaled subject matter expcrtisc. 
Knowledge/Skills Required: 
A level of knowleclgc typically gained through a comhination of a 
college dcgrcc and/or rclevant experience, totaling 13 years pnst- 
high school. 
Adv:inccd understanding of network infrastructure and how it relates 
to specific applicatinns. 
Very high degree of organization and planning skills with thc ability 
to prioritize effectively. 
Vcry strong matrix/project management and tracking skills. 
Very good oral and written communications skills as well as tcchnical 
and process presentation skills. 
Preferred: 
Working knowledge of Sprint systems IFMS, CIS, MPS, etc.). 
Knowledge of Sprint's product lines. 
Demonstrated strong leadership, negotiation, organizational 
awareness, and team building skills. 
Diverse progressive experience in marketing, operations, 
engineering, planning, and/or access management 
Knowledge of American Sign Language. 
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Business Development Manager 

+ Sprint Relay Business Development 
Position Sumnlary: 
Manages and coordinates business development projects of the 
Sprint TRS product. The product portfolio contains conventional 
Relay Suvicc, Inlcrnet Relay Service, Video Relay Service, an 
emerging scrvicc known as Captioned Telephone ( Cap'lhD, and 
other products/scrvices that meet the needs of che targctcd user- 
segment. This position will work with Pricing, Marketing, Finance, 
Engineering, Operations, Regulatnry, Legal, TRS Salcs, TKS Account 
Management, and external org:inizations to invesligatc. and develop 
new TRS business opportunities. The successful candidde must kx 3 

creative thinker with proven analytical and decision  mik king skills. 

Major Responsibilities: 
Support nf the Sprint, Sprint Business, Sprint GSI), and Sprint TKS 
hsiness p a l s  and business plan, 
Defining, communicating, executing, and refining the specific 
product ancl/or market plan (and projects) for each o f  thc '1XS 
13 ro du ct s . 
Performing market research, formally or informdly, for each TKS 
product/markct scgmcnt. 
Dweloping, communicating, implcmcnting, and refining targt-rvd 
marketing activities. 
Identifying, building, maintaining, and managing alliances and vcndor 
relationships. 
Developing, communicating, and implementing public 
rc.lations/media :ictivities. 
I)roduct/m;lrkrt rrki tcd invnlvcrncnt in inc1ush-y and fedcral 
regulatory matters. 
Product/market related information and communiutions. 
Productimarket related subject matter cxpcrtisc. 

Knowledge/Skills Required: 
Job requires a levul o f  knowledge typically gaincd through a 
combination of a colIege degree and/or relevant cxpericncc, totaling 
11 ycars post-high school 
Ability t o  make decisions with less than perfect information and to 
work independently in a Cut-paced environment. 
Exposure to a varit.ri range of technologies i n v o l v d  in 
telecommunications products. 
Strong communication skills, oral and mi t ten .  
Strong negotiation skills and experience. 



Preferred: 
Strong analytical problem solving skills. 
Ability to develop strategies in support of business goals. 
Expericncc managing cross functional project teams to ensure 
complete, successful, cost effective completion of projects. 
Ability tn understand and contrihutc to die development of product 
marketing strategies. 
Product marketing, product management, or develnpmcnt 
experience. 
Understanding of the telecommunications rcgularory process 
Knowledge of Amcrican Sign Language 

Manager Field Curriculum and Training 

h Sprint Relay Operations 
Position Summary: 
Develop, design and implement effective training and quality 
assurance programs that enhancu dulivury of TRS. Manage a group of 
employees in field locations across the country. Develop and 
manage training and quality assurmctf programs in sulxontractor- 
operated Centers as well as Sprint operated Centers. Managc the 
Custonicr Service group within Relay and respond tu customer 
inquiries as required. 
Knowledge/SWs Required: 
College degree in adult educational theory and delivcry. 
Management experience. 
Knnwledge o f  Quality Assurance theory and techniques. 
Excellent communication skills. 
Curriculum development experience. 
Preferred: 
Leadership, Customer Service and Relay experience. 
Previous experience working with Deaf, Hard-of-Hearing o r  Spccdi- 
Disabled persons. 
Demanstrdted capabilities in American Sign Languagc. 

4 
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Training Supervisor 

b Sprint Relay Operations 

Position Summary: 
The Trdining Supervisor is responsih - 2 For developing, designing and 
implementing programs that support multipk new technologies, 
products and opeutjonal procedures. Andyzes dim from :i variety 
of sources and determines stmtegjcs to ensure uompctitiveness in 
the markct. Responsible €or delivery o f  all new hire tt-:iining and 
developmcnt and delivery of supplemental training programs. 
r)evelops and implements qualily measures to ensure contract 
retention and new husiness growth. 

Knowledge/Skills Required: 
This position requires a level of knowledge typically gained through 3 
combination of a collcgc degree and/or relevant post high school 
experience tntaling 9 years. 
TKS call processing and Kelay platform expcrioncc. 
Previous experience in large Call Centers. 
Exporience 3 s  an educator. 
Good undcrstanding of 311 Relay products, including hisic cal I 
processing and product frnturt-s. 
Proficiency with Microsoft Office applications. 
Strong analytical skills 
Ahility IO manage multiple, concurrent complex projects. 
Excellent project management skills. 
Excellent oral and written communication. 
Understanding of, or exposure to, Ileaf culturc. 

Preferred: 
Previous experience working with l k a f ,  Hard-of-Hearing o r  Speech- 
Disabled pcrsons. 
I>emonstrated c:ipat>ilities in American Sign Language. 

Location Manager 

P Sprint Relay Operations 
Position Summary 
Manage the activiks of the Telecommunications Kelay Center in a 
manner that ensures cffificivnf, quality services for all customers and 
an innovative and motivated employce work force. Ensure that 
senices are provided in accordance with contr;ictual and rcgulatury 
requircments. Ccrntribute to the financial growrh of thc corporation 
as well as ;i vital link to the community in which Sprint's scrvicos :irc 
provided. 
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anr Sprlnt Many Solulions 

Required Know ledge/ S kills 
UMBS or equivalent work experience. 
Extensive experience in a Customer Service environment. 
5 years management experience. 
Budget preparation and management experience. 
Good business management skills, including the ability to develop 
both long- and short-term plans. 
Ability to communicate clearly, both orally and in writing, at a very 
high level. 
Ability to prepare and deliver group presentations. 

Preferred Knowledge/Skills 
Experience managing and motivating 3 large and diverse team. 
Strong decision making and problem soiving skills. 
Experience in ZL CA service environment. 
Dcrnonstrited capahilitit-s in American Sign Language. 
Previous experittnct. working with Deaf, Hard-of-Hearing cic Speech- 
Disabled persons. 

Operations Supervisor/Customer Service Supervisor 

h Sprint Relay Operations 
Position Summary 
Supervise lielay CAS and/or Customer Service CAS and daily activities 
of [he Telecommunications Relay Center in a manner that encourages 
an excellent level of service and high employee morale. Supervise 3 
learn of diverse employees and cnsure adequate staffing and service 
levels. Ensure that services are provided in accordance with 
contractual and regulatory requirements. 
Required Knowledge/Ski& 
College degree and/or relevant experience, totaling 7 years post-high 
school. 
Strong communications skills, with the ability to communicate with a 
culturally diverse work force. 
Prwious supervisory experience, preferably in a Call Ccntcr 
environment. 
Ability to organize and prioritize multiple tasks. 
Strong coaching, developrnental and cnmmunicatirms skills. 
Ability to work a flexible work schedule, which may include 
weekdays, nights, weekends and holidays. 
Able to supervise and motivate a large, diverse team in a 24x7 
environment. 
Customer Service experience. 
PC software skills: Windows, Word and Excel. 

Preferred Knuwledge/Skills 
Demonstrated capabilities in American Sign Language. 
Previous experience working with Dcaf, Hard-of-Hearing or Speech- 
Disabled persons. 

318 



+Sprint 

+ Communications Assistant 

T Sprint Relay Operations 

Position Summary 
Relay Telephone convcrsations betwecn Deaf, Hard-of-Hearing 
and/or Speech-I>isabld customers who use TDDs and voice 
customers who use regular telephones. Provide servicc t o  custoincrs 
:iccording to  the contractual and confidentiality requirements. 

Required Knowledge/Skills 
High School diploma o r  equivalcnt. 
Ability to typc GO wpm 
Ability t o  work a variable schedulc including weekdays, weckends, 
evenings, nights 3 r d  hulidays. 
Good spelling and grammar skills. 
Good afliculation and ploasant speaking voice. 

Preferred Knowledge/Skills 
Exposure to, or knowledge of, American Sign LLinguage. 

4 Relay Operations Administrator 

r Sprint Relay Operations 

Position Summary: 
Provides clericaI/‘aclrninistrritive support by managing the ACU and 
maintaining work forcc lcvcls to t‘nscire the Center meets contrxtual 
obligations. Kesponsihilitios include accurate and detailcd entry of 
payroll exceptions; analyzing and using system c h t a :  succussfully 
interac ting with employees and cu s tornc rs . 
Ncitc all deviations or variations to all employcc original schcdulcs on 
the master schedule hard copy and in the computer systt’m. 
Solicit and  securt:’ overtime. 
Approvo/deny rcquests for excused lime, schedule trades and work 
hour “giveaways”. 
Amend (;A scheclules to meet the needs of the customers, including 
rescheduling hre;-lks and meals to insurc there is adequate shff tn 
handle incoming calls with minimal delays. 
Cominunjcate with Operations Supervisors and Location Manager, 
including trends in call volumes, ahsentecism, ovci-tirnc needs. 
Discuss daily activities with previous or relief Operations 
Administrator, including call volume increases, overtime excused 
time needs, etc. 

Knowledge/Skills Required: 
Job requires vocational skills and proccdurrd knowledge typically 
gained through a combination of education and rt‘luvant experience 
totaling two years post high schncil or equivalent. 
Ability to manage simultaneous tasks. 
Strong organizational and analytical skills. 
Proven ability to intcmct successfuully with employees and 
customers. 
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Preferred: 
College course work. 
MS Word and MS Excel literate 
Fluency in American Sign Language (ASL) 

+ Administrative Coordinator 

i. Sprint Relay Operations 
Position Summary: 
Providcs clerical/administrative support to the Location Manager, 
Operations and Customers, Responsibilities include receptionist and 
clerical functions, planning special projects, planning ernployre 
recognition activities, processing/tracking office invoices and Imc1gc.t 
expenses, maintaining files and purchasing supplies as nccessary for 
office use and events. 

Knowledge/Skills Required: 
Job requires vocational skills and procedural knowledge typically 
gained dirough a combination of education and relevant experience 
totaling two ycars post high school or equivalent. 
Abovc avcrage oral and written communication skills with good 
interpersonal skills. 
Intermediate knowledge of word processing, sprcadsheuts and MS 
Power Point. 
General secretarial skills, telephone ctiquet-ttt, working knowledge o 
basic office equipment. 
Ability to organize tasks and prioritize projects. Must be multi-task 
oriented and able to meet deadlines. 
Preferred: 
College course work. 
Flucncy in American Sign Language (ASL) 
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Senior Contract Administrator 

b Sprint Government Services Division-Contract 
Administration 

Position Summary: 
Provides advice on matters related t o  pre- and post-award risk 
identification and mitigation and offers recommendations t o  account 
tcarns and progrdm managers on appropriate proposal strategies. 
Drafts contract language consistent with corporate objectives, 
eduuatcs Sprint customers on commcrcial and industry best 
practices, prepares and  conducts oral presentations t o  customers 
and satisfactorily rrsolvcs custonicr issue.s. 
Negotiating for the award of thc  contrx-t. GcncrAting and scrbmitting 
proposals for modification. Processing contract :irncndriients for 
corporate signature. Receiving and issuing contractrially imporTant 
c orrc sponcie nc e .  
Knowledge/Skils Required: 
7- 10 yrs experience with government and commercial contracting. 
Excellent oral and written communication skills 
Proven expertise in negotizltion o f  complex program issues 
Strategic orientation 
Strong custorncr focus 
Wlege  degree or cquiv. 

Preferred: 
Experience in the  telecomm industiy 
Financial acumen 

Supervisor System Development 

k Sprint Enterprise Information Services-Call Center 
Strategy and Planning (Can Center EiigZneering) 

PosMon Summary: 
Management of inultiple systems development & mainrunance 
projects w/large staffs and/or technically complex projects w/high 
business impact. Consult with inrernal/external clients regarding 
software needs/capabilities. Manage budget, capital expenditures, 
contractor expenses, employee develupment and performance. 
Iksign and implcrnontation of technical softwdre architecture that 
supports all computing platforms. Analysis uf web tcchnalogics and 
determining potentials for use. Development of detail projoct plans, 
software testing methodologies, and software implementation 
strategies. Design, development and implementation of technical 
software solutions w/ multiple technical choices. 

Knowledge/Skills Required: 
HS degrcc in Cornputcr Science, MTS or equivalent work experience. 
Minimum 7 years management Sr project management experience. 
Minimum 5 years softwart. & application development experience. 
Thorough knowledge and application of processes such as: Project 
Life Cycle, utc. 

3 2 1  



Preferred: 
Related Call Center industry experience. 

Billing Analyst 

r Sprint Billing Operations 
Position summary: 
This position supports the operational processes fbr the Wholesalt- 
Operator Services platform including cycle invoicing, reporting, 
settlements, and database maintenance. Leads efforts to resolve 
issues, ensuring billing accuracy and minimize customer impacts. 
Assist in other billing operational processes within team and spccial 
projocts. 

Knowledge/Skills Required: 
job requires a level of knowledge typically gaincd through a 
combination of 3 college degree and/or 5 years relevant work 
experience. 
Strong analytical and problem solving skills. 
Detail oriented, proven organization and follow up skills. 
Ability to meet deadlines and  work with time restraints. 
Proven ability to manage time effectively and work in a busy 
environment with sometimes conflicting priorities and critical time 
frames. 

Preferred: 
Ability to multi-task with varying responsihilities in the areas o f  Pay 
phone  Compensation, Transfer Pricing, and Wholesale Operator 
Servicus. 
Good oral and written communication skills. 
Proficient Excel skills. 

k a d  Negotiator (Sub-Contracts) 

b Sprint Supply Chain Management-Sourcing 
Position Summary: 
Lttdd Negotiator serves as the senior supply ch:iin profrssional 
responsible for developing, implementing and leading stratcgic 
sourcing teams and procurement initiatives supporting the Sprint 
enterprise and its strategic partnerships. The major responsibility is 
t o  lead efforts to leverage Sprint's purchasing power resulting in 
maximized price, contractual terms, service levels, and protected 
Sprint liability, Activities include driving commodity efficiencies via 
strategic direction development, market place analysis, RFP 
development, supplier negotiation, supplier selection and contract 
dcvclopmcnt for  IT hardware and software. 



A 7 Sprint 

Knowledge/Skills Required: 
Job requires a level of knowledge typically gained through a 
combination of i t  college dogree and/or rclevant experience, Lotding 
14 years post-high school 
Minimum of 8 ycars of progressive supply chain management or 
industiy related expcricnce. 
Demonstrated negotiations cxpcriance. 
Demonstrated financial analysis alili ty. 
Dernonstra ted project manflRL.mcnt/process improveinen t 
experience. 

Preferred: 
Advanced husiness ckgrrc and/or prdessional certification; i.e. 
MUA, JD, APICS, CPM, etc., is dcsjrccl. 
Information Tech nology soft war-c/Ha rcl warc prod 11 ct knowludge 
desirecl. 
Prior stritegic sourcing experience hclpful. 

Principal Network Design Engineer 

r Sprint Enterprise Information Services-Call Center 
Strategy & Planning (Call Center Engineering) 

Posit ion Des c 1- ipt io n : 
To provide teulmical and project team lexlcrship in the 
development of detaild Network Plms for the largest a n d  most 
complex system instdlations inwi ving multiple Network 
components and systems. Servc in a project lexlership capacity o n  
large application./Network devel opnient projocts. Meets with key- 
user management to determine systems' solutions to ust'r problems. 
Provides technicd guidance, training and work direction to less 
experienced Network Design Engineers. Prepares economic 
analyses of various technical options and recommends optim:il 
s o h  tion. Perfornis assessment o f  technologies and Ixnefit/i rnpact 
on Network. Provide technical assistance t o  functional x r a  users 
concerning existrng nctwork solutions. Provides technical and team 
leadership on coimplex technical projects. Performs system level 
analysis of Network performance and determine cost effective 
enhancements. Analyzes technology changes and recornmond 
migration strategies for  selected alrornativcs. Andyztts coniputing 
technology solutions to determine risks. Idcntifics system design 
problems and recommend solutions. Analyzes complcx 
convergcncc prciblems and recommend optimal design solutions. 
Evaluates and recommend cost eff'ective system lcvel changes to 
Network topology. 
Knowledge/S kills Required: 
MS Technical or Engineering degrcc plus 6-8 tec1inic.d experience 
including 4-6 years in Netwmk Engineering, Planning, Testing ur 
Techniudl staff or; 
BS Technical or Engineering degree (or equivalent technical 
experience) plus 10 years teclmicat work experience, including 7- 10 
years in Network Engineering, Planning, Testing or Technical Staff. 
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SUBCONTRACTORS 

S PR I NT'S SUB C 0 N'TRACTO RS 

CSII will opcratc the FRS Center in Jacksonville, dedic:ited to process 
FRS traffic. 

102 North Krohn Place 
Sioux Falls, SP, 57103 
(605) 367-5760 Voice 
(60s) 367-5761 T ~ Y  
W U )  642-6410 Toll-Frw Voicc 

( 6 0 5 )  367-5958 Fax 

Home Page: & : / i ~ - \ V \ Y . ~ - \ - d . ~  )rq 

CSI) has collaborated with Sprint since 1993.CSD will be the 
responsible sub-rontractor for the Florida Relay Service. CSD is 3 
private, Nun-Profit m-ganjzation dedicated IO providing lwoad-bascct 
services, ensurinig public accessibility and increasing public 
aw;Irent'ss of issucs affecting Deaf and  Hard-of Hearing individuals. 
CSD provides direct assistance to Deaf and 1 lard-of-Hearing 
individuals in six basic areas - Human Services, Kelay, Interpreting, 
Communications Technology, Mcdia and Cornmunit-y Relations, 
Training and Development. Through ~'cl~ication, counseling, training, 
advocacy, communication assistance and equipment distrihution, 
CSD provides the  opportunity for self--actualization, professivnal 
growth, md independence for Deaf and Hard-of-Hearing individuals. 

(866) 273-3323 T~oII-FIYc 'MY 

Sprint and CSD also collaborate to provide Video Relay Service 
(VRS). CSD man:lges nine (9) VKS Call-Processing Centers located in: 

+Austin, TX 
+ Denver, ( 2 0  

+ Chicago, I1 
+ St. Paul, bdN 

+ Sioux Falls, SI> 
*Seattle, WA 

Kochcster, NY 

Washington DC 
Houston, TX 

The following su b-Contractors will support FRS to ensure 
redundancy in the network. 
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* USA Networks, Inc. Precision Response Corporation (PRC) 

8151 Peters Koad, Suitc 4000 
Fort Lauderdale, FL 333324 
(888) 225-5772 
Home Page: 11 t ti>: // w w v, , pi'c rict . c( mi 

Wifh 20 years o f  experience in the Customer Service industry, 
Precision Kesponse Corporation IPRC) has developed a reputation as 
3 leader in outsourced Customer Caw. PRC provides a fully 
intcgrated mix o f  traditional Call Center and E-commerce Customer 
Care Technologies and services to companies throughout the world. 
PRC partners with large corporations and high-growth Internet- 
focused companies to help them better develop pre- and post-sales 
customer relationships. PRC serves over 50 clients including some of 
the largest companies in the world. Clients include Americm 
Express, AT&T, Brjtish Airways, IIIKECTV, etc. 
PRC is huadquarterecl in Plantation, Florida. PHC currently operates 
twelve contact Centers rhroughout Florida. Outside of South Florida, 
they rnriintain facilities in Orlando, FL; Shrevoport, LA; West Mifflin, 
PA; Cedar Rapids, IA; l k s  Moines, IA; Marshalltown, IA; Ames, IA; 
Coralville, IA; North Liberty, IA; Ahmedabad, India; and Cabuyao, 
Laguna, Ph j 1 i ppines. 

Sprint will utilize PKC for overflow traffic. PRC has hcen ;i provider 
of Customer Service and Telecommuniration Services for a wide 
variety o f  organizations throughout the countiy for over 15 years. 
P'KC operates the Call Center in Miami, Florida and has collaborated 
with Sprint since 1997. 

New Mexico Relay Network Inc. (NMRN) 

4600 Montgomery Street, Suite 100 
Alhuquerque, NM 87109 
(305) 889-0420 

NMHN is a Non-Profit Organization that has been providing TKS to 
residents of New Mexico since 1993. NMRN operates a Call Center in 
Albuquerque, New Mexico, which handles NM traffic as well as other 
Sprint Network traffic. 
The New Mexico Relay Network, Inc. CNMKN) offers Kelay New 
Mexico IKNM), a free Telecommunications Sewice that links Deaf, 
Hard-of-Hearing, Speech-Disabled and Hearing people via the 
telephone. The Relay is available 24 hours-a-day, and calls are strictly 
confidential. 

Relay Nuw Mexico is a service contracted by the State as part of the 
federally mandated Americans with Disabilities Act (ADA). Technical 
support for the service is provided by Sprint. Together, NMRN and 
Sprint work to keep telephone communications open to all. 

4 
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Caption Colorado will be the provider of SRCC for Florida. 

CaptiOll Colorado 
5690 DTC Blvd suite 500 
Greenwood Village, CO 801 11 

randyh~captiuncolQrado. corn. 
Limited Liability Company, registered in Colorado, 
Small business, 150 employees 
Company founded in 1991 - 13 years in business. 
Caption Colorado empowers Deaf and Hard-&Hear .-1g indiv Juaf s 
tu fully participate in multi-party conference calls. Using the same 
high-quality Stemcapeionen that produce closed-captioning for live 
television, news, sports and weather, SRCC users receive live, real- 
rime text streamed to any Internet-connected computer, anywhere 
in the world. 

Phone: 800-775-7838 

Ultratec will provide CupTel service for the State of Florida. 

CapTel, Inc (CTI) and Ultrac ,  Inc (UTI) 
450 Science Drive 
Madison, WI 537311 
Phone: 1-800-432-2424 
Semice&ltratec corn 

Ultratec Call Center 

v 

Ultrakc’s philawphy of equal access far all include every aspect of 
the business, including the campany headquarters (shown abdve) in 
Madson, Wi’xonsh. Even though it was built before the American’s 
with Disabilities Act, the entire building is designed to be completely 
barrier free. 
Since 19%, Ultrakc has been listening to people, who use TT”ys to 
ctesip ktter, faster, and less expensive ways of connecting people 
with people. By putting the customer‘s needs first, Ultratec has 
gown t a  become the world’s largest mslnufacmrer of TI*y’s. Today, 
Umtec’s TITS are recoghized worldwide as the standard for 
excellence in Text Telecommunications. 



Ulmtec consistently l ads  the way, improving technoly  to provide 
stateiof-the-art Tms at an affmdable price, Ulrratec’s numerous 
patems and imavations attest to the on-going commitment to 
research and development. Ultratec offers the widest variety of 
options ta best meet the personal needs of individual customers. 
The experts in the Natioarlal Service Center provide uneqtrded 
Gustomer Service, guaranteeing the complete satisfaction of every 
customer. 
Ultratec works extensively w i h  Sprint TBS, 911 and emergency 
services, business and government facilities, and mithnal and local 
advocacy groups to provide greater accessibility far individds who 
are Deaf or Hard-oF-Heasing, Several Ultratec employees - including 
meinhers of executive management - are Deaf, Hard-of-Hearhg a 
have family members who are Deaf. 

SUBGONTRACTOR REFERENCES 

Sprint offers the following subcontrastor references and welcomes the 
Florida Review Team to contart them for information on services 
provided: 

*CSD - Rekrences: 
Phil Treuer 
Regulamy Commission of Alaska 
701 W. 8fh Avenue, Suite 300 
Anchorage, AK 99501 
907-276-6222 

Janet Ball 
Division of Rehab Services 
EHwy3-4 
Hillmiew Plaza 
% 500 E Capitol 
Pierre, South Ilakuta 57501 
605-773-3195 
Rochelle Garrow 
MM Dept of Commerce 
$ 5 ~ ’ ~  Place bst: +&MI 
St. Paul, MN 55101 
65 1-296-0412 
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New Mexico Relay Network (NMRN) References: 

Wkkz Wiser 
KOB-TL’, Huhhard Broadcast, Inc. 
P.O. Box 1351 
Albuquerque, NM 87103 
505-762-2414 

Sandra Pugh 
KRQE News 13 
5812 Vrzlerim P1. NE 
Alhuquerquu, KM 87104 
505-243-2285 
Todd Connor 
Griffith Advertising 
Albuquerque, NEd 871 11 
505-822-8 1 12 

a Precision Response Corporation References: 
Marty Griffen 
Program Management Advisor 
FcclEx 

c i I 11 21. i f fi n 0 KLYI t l  x. corn 
90 1-35-4607 

Mike Baker 
External Enterprisc Management, Program lhlauager, Membership 
Rewards 
American Express 

Mikc. U:tkur@uexp coni 

Glen Adams 
Senior Manager, Customer Swvicc 
IIIRECTV 

( h & i  m& txcnci .corn 

336-668-5236 

305-8 16-26 17 

SprInt Relay Conference Captioning References (Caption 

Charles Mokotoff 
I k p u t y  Program Mmager 
US Departmenr o f  Health and Human Services 
200 Independence Avcnuc, S.W. 
Washington, D.C. 20201 

Linda Harrhgtlon 
Director 
North Carolina Ilivision for the Deaf and Hard-of-Hcar-ing 
2301 Mail Servicc Center 
Raleigh, NC 27659-2301 
800-993- 5737 

Colorado): 

877-696-677 5 
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Onc Ppriiit Msny Soluhons 

Linda Nelson 
North Carolina Division for the Deaf and Hard-of-Hearing 
2301 Mail Service Center 
Raleigh, NC 27699-2301 

Z Ultratec References: 

800-999-5737 

Trudy Snell 
Director, ITAC 
State of Illinois 
800-84 1-6167 Voice /TY 
1LlC ~ @ ‘ I ~ ~ l . C O I Y l  

Kevin Katsura 
TKS Administrator ~ PllC 
Srate of Hawaii 

1 < t ~  i n . k ~ s  11 r;i 0 t -I ~ V J  i i . WL 

Damara Paris 
TRS Contract Administrator 
State of Oregon 

CI;I I mi ~ i .  im-is@st:itc. o r .  CI 5 

808-586-20 19 

503-373-1413 ‘ITY 
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BID SECURITY DEPOSIT 

Sprint has read, understands and will cornply. 

Please sue Appendix Y for  a copy of thc Power of Atiorney assuring the 
licrson executing ttic hond is authorized to do so .  
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THE PRICE PROPOSAL FORMAT 

D. THE PRICE PROPOSAL FORMAT 

Pricing for all of the above services offered by Sprint is locatcd unclcr 
separate cover in the Price Proposal. 

3 3 3  
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APPENDIX A 
SPRINT'S STANDARD FEATURES MATRIX 
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Appendi A - Fiorida Relay Nexf Gsneration Stsndad 
Fmatura8 Matrix 

MS Rorida Relay callersto re thve  t h i r  answering machine 
lice-mail messages through the CA. 

IYS High Speed MCII computer users and CAS to type and 

m. 

communicate mora ctearly and quickly. Sirnilorto voice-to-voice- 
conversation. it provides ~e interrupt capability, when 
appropriate, fur the ASCII war and the voice party. 

AMI is the telephone number of the litw initiating 8 call. The 
number is i d m t h d  by the switch and passed o w  tho nstworfc to 
the CA workstatim 

TIT calkn will be informed of bsckground noises during the call 
through the CAS typing in parenthasis. 

Sprint pmvidas 
made to beepers and pagers, interactively and non-intwactively. 
Calls 818 rslayed between interactive paging services and Florid 
Relay users. For non-interactive paging services, calls are made 
to leave qedfic numeric information to accomptish those calls. 

System database ability to answer tho incoming call based on the 
prsvioue call's cummunicaticn mode {l"lY, VO~G~~ASASC~I, N O ,  
H CO, Spanish, Turbo Code, and Deaf-Blind). 

System database abilityto brand the callet's pnferrad 
communication made -m, Vsice, ASCII, V M ,  HdO, Spanish, 
Turbo Code, D~sf-Blind - permanently. 

equivalent pager tatls, which are 

80 wpm. 

CAS are required tu say with saeh inbound Florida Relay call for a 
minimum of 10 minutas and with each inbound STS call for 
minimum of 15 minutes, 

Florida &lay calls pltlced through the Sprint network will pass the 
l0-digit originahrtg calling p m y  number (ANI) through to tbe local 
axchange carrier for dt local, toll and WW calls. 

Florida Relay will recognize the ID blocking indicators through 
'5S7. 

System capability to allow a TTY-tn-flY set upthrough Florida 
Relay. 

S w a m  database that atlows Florida Relay callersto choose their 
prefma8 carrier for ihtrastate, interstate, and international calla 

Allowsthe Florida Relay cellular customers to rsach the TRS' WM 
numbrrM bo comglw R a y  calls. 

Florida Rslaywill accommodate requests for specific CA gender 
bt the baginning of ths call or, durinp a CA transfer. 

. .. 
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Altuws F 
profile, ie., carrier of choice, emergsncy numbers, last number 
redial, customer notes, call Mock, frequently dialed numbers, etc, 
to mpediye their call set-up time. 

wler'g nahlemu address. Available infomatfon could s m  
valueble time whsn calling for emergency senrice. 

!lay callers to  enter specific information in a 

- 

€ 

Laiiet's prttfbmed tawigr for In-Seta and Out-of-state long 
distance calls, Callers also can indicate their prekrrad hilling 
option when placing long dimnce calts. 

allows "speed dial" up b 10 nurnkrs thrnii@i Florida Relay. 

Allows the W to bB warn  asto how B e  caller will answer the 
phone and in whish hguqge type they will cbmmunicate. 

Informs CA oPSp&M tequaststo RanW your call, Le., do not 
announce the ssrvice, preferred operator gender, etc. 

Callers may enter t&Ble@~he numbers frum which they do not &h 
tq receive Relay calls. 

Rarida Relay kllea may reSri&"fietype d wli, La., long 
distance,,~n$rnatigna!, W!J @F,, to be plwed through Florida 
Relay. 

Florida Relay cdlsn my antar mwgencynurnbrs such as fire, 
doctor, polita, etc., to s x p d h t h s  emeQancy call pme~siffg. 

The sysrem prdvidesfwtimalily tfmt automatlwlly slowsthe 
-transmi$sion of data to Deaf-Blind users. The d&wk speed is 15 
wpm and the speed can ba inerearod at the callets request in 5- 

Alerts Florida Rlay callers thatthey ma on-line and on hold for 
the next available CA when the call io not mmnd within 30 
secands. The message Is, WELCO 
HQLD FOR NEXT WWiiIABLE CA.5 

This feature echoas the number calling io and the call t y p  in the 
'TW dlal string macro. This teatum re-verifies tfn! called number 
being dialed to ensure tho accuracy ofthe &pi¶ of ssll being 
olaced. 

AIIOWB Florida Relay callerSW reach the locat (EC) dlmctory 
operator or long distance (IXC] DA aperator. When the number is 
Winad, the caller may chlrcse to place the cat1 through the 
Rorida Relay or call direct. 

Allow Florida Relay tu connect the cgll to an appropiate Public 
SafeQ Answering Point as quicklywpossibte through Sprint's 
E91 1 database. 

New madsrnr haw been deployed to support enhancemefits in 
ASetl communication prptocds. The capabiliier vf Sprint's new 
modems include auto detection; connactions with modems up to 
132k; and fast& ASCII detaction (3 secondda 

2 



I Features ' Desc ri pt i onJB e n efits I 

Florida Relay workstations will be equipped with the Error 
Correction capability to automatically correct common 
typographical errors and spell out abbreviations while increasing 
typing speed and reducing conversational minutes. 

benrbr lti This feature provides tha gender of CAS in the lTY/HCOIVCO 
QWBtillQ mlCTOS. 

HCO allows speech-disabled or non-voicing users with normal 
hearing t o  listen to the person they are calling. The HCO user 
typss hidher conversation for the CA to read and voica to  tha 
standard (voice] telephone user. 

Enables HCO callers to listen during call set-up. The HCO brand 
greeting macro is: 

FLORIDA RELAY 1234F YOU MAY HfARVOlCE 

OR USE TTY GA 

Hm+m HCO users can contact TTY users through Florida Relay. HCO 
users can listen while the CA is reading/voicing the I T  us0r's 
typed massage. The HCO user types their conversation directly to  
the user. 

. 

?lt#tl&6Imh@&d TAS, STS, and Spanish callers can reach the Florida Relaythrough 
Sprint's International inbound lo-digit number, 606-224-1837 frnm 
any lmernational location outside the United States. 

A dynamic call router technology that automatically and 

Provides intercept messages in voice and l l Y  in the event of a 
system failure occurrence within the TRS switch, center, or 
outbound circuits. 

Relay users can request the CA to redial t h e  last number dialsd 
through the Florida Relay. Sprint Relay is designed to  store the 
user's last number dialed and it is dialed upon the user's 

alters to have traditional FEC services, Le., 
Called Numbers provided through the 

Reduces redials when CAs receive audio-text interaction 
machines. In most cases, it allows the callers to  receive all of the 
information on the first call. 

Allows Florida Rstay calters to reach the in-state 
800/W877/866/855 toll-free numbers. 

- 
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Florida Relay ofhn Spanish Services, which provide Spanish to 
Spanish handled by proficient bilingual (Spanish) CAS. Their 
workstations are modified to provide macros and otherfunctions 
to the caller in Spanish. 

f h i  command IS] typed by a speaeh disabled person will infwm 
the CA that a speech disabled person is on-line. - 
~trrdice f6r speech-disabfed customers who prefertd usetheir 
voice, with assistance from hhe CA if necebsary, to communicate 
with the calked party. Available via dedicated STS toll-free 
access. 

Service for Spanish speech disabltid customers who preferlu use 
their voictr, with assistance from the Spanish CA if necessary, to 
communicate wrth the called party. Availahla vir dedicated U S  
toll-free access. 

40% of salis answered within lOssconds Cilv measured fromths 
b e  it takes the call to  hit tha CA position from the h l r y  center 
call controller swttch. 

The systm's abilityio toggle betw13on inbound ITY, ASCII, 
TurboCoddM, and Voice calls. 

Ability to tfansfar Florida Relay callers Yo'Spanish gate, Speech- 
to-Spesch gate, VCO gate, TIT Operator Service platform, and 24. 
hour C u t m a r  Ssrvice desk 

Available un I 24x7 bs~is,  Florida Relay users will reach a live TRS 
Customer Service representative. Florida Relay users may 
request additional information aboutfRS-nlmd ~ r v i c a a  or tn 
provide commendations end complaints. ma toll frae number is 1- 
W-676-37n TWlvnicel ASCII and 1-HJO-676-4290 Spanish. 

Sprint's TW OPefamr S~rvicao to complete B m-to-TTy call; 
obtain Direaary kdstancq  information; or receive credit for 
erronsous billing. The toll frse number is 1-W-W. 

Enhanced baudot trsnsmissiorts speed up to IIQ words p ~ r  
minute. Also enables Hwida M a y  TW callers the! capabiktyio 

aha information is transmitted and processed 'through the system 
{without Ras assistance. This speeds up ths Relay call set-up 
%hewfore enhancing the Relay axperionce. 

4 



Featurer Descriptionlbsnefitr 
I 

Atlaws a VCO caller with two telephone lines to use one line for 
speaking directly to the hewing person whilethe other line is 
used to receive the CAS vped responses at tthe tame time. It 
provides a more natural daw af conversation without pauses 
required with single line cdts. 

Enables Florida M a y  callers to  know when their aJtscl party has 
diipcunnmted fmm ths call. 

Allows deaf or hard-of-hearinp peeple who prefer to use tfielr 
pwn voice to speak dhetlyta the party hay BTB calling. The Ca 
will type the voiced nsponsas back to the VCO USEIT who can read 
the typed messages acrossthe TW $men. 

Tht~ugR FForida Relay VCO 800 number aceass, VCb users' calls 
Will bB routed to primary and secondary VCO centers whem their 
calls will ba processed by a dedicated pool of VCO CAS. 

SCO uwrs can contact HCO u s m  through Florida Relay. The VM3 
w r  speaks dimctly to the HCO user and the HCO user types their 
convenation diractlyto the VCD user. 

nables VCO callers to set-up the cat1 withouttyping. Tha 
armanent K O  brand g r d n g  macro is: 

ORlDA RELAY t234FWlCE {OR N P E ]  NOW GA 

users can contact TTY users th 
user uses hldhw own voice an 

ilar to ~e standard VCO feature however the CA does not hear 
VCO caller speaking. The CA will onlytype voiced responses 
k to the VCO user. 

I ' V d m  Galtp@'w&h Allow Yoice or HCO callers to listen during call set-up, Le.. rhqiq 

nfarms t b  outbound TIY caller ofthe gender of their caller, 

printprovides a tdl-tree 900 number sllows ~aritte R ~ I *  
sers to make Relay calls to any Iwo/W Fiy R r  Call services. 

Splint Relay will accept 71 1 calls wim the cooparatian Bf Wal 
xchrrnga catrim, IIvimkss providers, and payphone vendors. 

busy. 

Voice Gender IO 

XWW Pay Per Call 

Serw'ces 

7-1-1 (Voks Regonre Unit1 

I 
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AGENT CENTER AGENT PERFORMANCE SURVEY MY CENTER 
AGENT IO SURVEYING SUPERVISOR 

)ATE OF SURVEY START TIME END TIME 

(Please print first and last name} 
P 

*Notes required for any and all N's Rathgs *If there is any garbling the teat call must be re-done. *If supervisor 
deviates from script the call must be re-done. 
Y = YES N = NO OBSERVATI ONSlNOTES 

1. Y N Did the Agent provide the Specific Person Announcement to 

the outbound person answering the call? 
2. Y N Did the Agent give their ID number? 

3. Y N Did the Agent ask the person if they had teceived a Relay 

call before? 

4. Y 

5. Y 

N Did the Agent provide the appropriate state service explanation? 

N Did the Agent type the gender of the outbound person? 
6. Y N Did Agent type (ASKlNGlASKED FOR ) .  7 

7. Y N Was the <ALT 6s macro sent in order to keep the TTY 

customer informed? 

8, Y N Did Agent type how the outbound Person answered the phone 

Verbbatlm? (excluding volce message # I O )  

N Did Agent confirm that the specific person is on line by 
typing the confirmation statement "This is " or ( ). 

9. Y 

I O .  Y N Did the agent Type the entire Voice message verbatim? 
(excludlng how phone was answered #8) 

11. Y N Did the agent Voice the entire Typed message verbatim? 

N Did the agent close the call appropriately? 

(no translatlon required- must be verbatim) 

12. Y 
(Agent must say "go ahead" and samethlng similar to "your party Is ready to 
hang up"; "your patty Is gettlng ready to hang up"; "your party is dlsconnecting" 

TYPING SPEED 
Count each alpha letter as a character 
Count each space as a character 
Divide total characters by total clocked time 
Take the total clock time and multiply times 60 
secondslone minute 
Divide the result by 5 to get wpm 

EXAMPLE 
443 characters divided by 72 seconds = 6.152 or 6.2 
6.2 x 60 seconds = 372 
372 divided by 5 (characters per word) = 74 wpm 

TYPING SPEED 74 WPM 

AGENT SIGNATURE 

Date 

characters I seconds = 

seconds X 60 seconds = seconds 

seconds/ 5 =  Typing speed score 

SUPERVISOR SIGNATURE 

Date 

ROUND 10 SURVEY FORM12-.doc: 1 It 4/04 
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SCREENING & SELECTION PROCESS CHECKLIST: 
COMMUNICATION ASSISTANT 

Applicant 

Time 

Screening Questionnaire & Resume Submitted - 

Typing Test Scheduled Date 

Typing Test Confirmation Sent - 

Application Submitted Online -- 

Typing Test Results NWPM Passed - Failed - 

HR Screen Complete - Recommended - 

Interview Scheduled Date - Time Spvr 

Interview Results Recommended - Not Recommended - 

Drug Screen Initiated - 

Drug Screen Results Complete - 

Not Recommended - 

Background Investigation initiated - 

Background Investigation Complete - 
Job Offer Approval Form Initiated - 

Job Offer Approval Form Signed - 

Job Offer Extended - 

Job Offer Accepted - 

Job Offer tetter Initiated - 

Training Class Roster Updated - 

Declined __ 

Screening Process CheckMdoc Revised 3124103 
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ON-LINE SCREENING QUESTIONS: 
CC)MMUNICATION ASSISTANT 

1. Do you currently reside in 01' are you willing to relocate at your own expense to ? 
a) Y 
b} N 

2. How many years of combined, post-high school educationlrelevant work experience 
do you have? 
Range: 1 to 50 

3. What are your salary requirements (in whole numbers 25000 not 25K)? 
Range: 15000 to 25000 

4. Please rate your level of typing speed and accuracy. 
a) Able to type 20 WPM or abcrve 
b) Able to type 30 WPM or abcrve 
c)  Able to type 40 WPM or above 
d) Able to type 50 WPM or above 
e} Able to type 60 WPM or above 

5. Do you have any knowledge of American Sign Language (ASL)? 
4 y 
b) N 

6. How many hours are you available to work? 
a) Full time (approximately 40 per week) 
b) 20 to 39 hours per week 
c )  Less than 20 hours per week 

7. Have you ever been employed with Sprint? 
a) y 
b) N 

8. Essay Question: Why should we hire you as a Relay Agent for Sprint? 





INTERVIEW GUIDE: COMMUNKATION ASSISTANT 

Applicant's Name: Date: 

Interviewer's Name: Title: Operations Supervisor 

Preparation Checklist 

Review application materials for past jobslexperiences that are most relevant to the 
interview. Record the names of these past jobslexperiences in the Key Background Review 
section of the Interview guide. 

Review definitions of target dimensions. 

Outline for Opening the Interview 

Greeting: Hello, my name is I 
for supervising and coaching teams of CAS (aka Relay Agents). 

0 Thank You: I really appreciate your interest in a CA position and I'm glad to have an 
opportunity to get acquainted with you today. 

r] Interview: I'm sure the HR representative has explained the general purpose and the steps 
in our interview process. I would like to learn about your background and experiences to 
see if there is a good fit with thls CA position. 

. As an Operations Supervisor, I am responsible 
F 

The Interview Plan 

General Background Review: As in your discussion with the HR representative, I will first 
briefly review your job experimces. 

R Specific Questions: Then, I have specific questions to ask you about work experience. 
Please be as specific as possible in giving me examples of situations that have actually 
happened. 

[7 Notes: I will also be taking notes. 

Interrupt: Since we have a limited amount of time to spend together, I may have to 
interrupt you at some point to move on to another area of discussion. 

CA Interview Guide 



Oral Communication 

KEY BACKGROUND REVIEW 

Work Background 
Job Experience: Dates: 

What werelare your major responsibilitieslduties? Any change in responsibilities? 

Which aspects of the job would yclu like in a new job? 

Which aspects of the job do you hope to avoid in your next job? Why? 

Why did you (are you planning to)  leave? 

CA Interview Guida 2 



Oral Communication 

KEY BACKGROUND REVtEW 
Work Background 

Job Experience: Dates: 
What werelare your major responsibilitieslduties? Any change in responsibilities? 

Which aspects of the job would ycu like in a new job? 

rlVhich aspects of the job do you hope to avoid in your next job? Why? 

Why did you (are you planning to) leave? 

CA Interview Guide 3 



Oral Communication 

Dimension: Work Standards - Setting high goals or standards of performance for self, others 
and the organization; being dissatisfied with average performance; self-imposing standards of 
excellence rather then having standards imposed by others. 

fn your position as 
How do you know? Give Examples. 

DefinitionlSituation Action Result 

, how do you define doing a good job? 

2. Sooner or later everyone comc?s under some pressure or outside influence (computer, time 
constraint, poor direction, etc.) that causes us to sacrifice the quality of our work or our 
ability to complete it on time. When has this happened? What did you do about it? 

SituationlTask Action Result 

CA Interview Guide 4 



Oral Communication 

Dimension: Motivational Fit - The extent to which activities and responsibilities, the 
organization's mode of operation ,and values, and the community to which the individual will 
live and work are consistent with 1:he type of environment that provides personal satisfaction; 
the degree to which the work itself is personally satisfying. 

I. What did you likeldislike about your job as a ? 

Situationmas k Action Result 

2. Some jobs require routine tasks to be conducted. Tell me about a time when you worked on 
routine tasks and why you enjoyedldidn't enjoy them. What were the tasks? 
Routine task(s) Why enjoyedldidn't enjoy Action 

CA interview Guide 5 



0 ral Corn m u n ication 

Dimension: Customer Service Orientation - Major efforts to listen to and understand the 
customer (both internal and external); anticipating customer needs; giving high priority to 
customer satisfaction. 

1. How much customer (internalkxternal) interaction do (did) you have in your job? What 
percentage of your time is spent with customers? Tell me about one of these interactions. 

Situation Action Result 

2. Tell me about a difficult customer with whom you had to deal. Why was helshe difficult? 
What did you do? 

Situation ActionlHow h,andled Customer Reaction Why difficult 

CA interview Guide 6 



0 ra I Communication 

Dimension: Adaptabiiity - Maintaining effectiveness in varying environments and with 
different tasks, responsibilities, people and cultures, hours and technology. 

1. Tell me about some situations in your job at in which you had to 
abruptly change what you werle doing. What did you do? How did it affect you? 

Situation/Change( s) Reaction Outcome 

2. Have you ever had to meet scheduled deadlines when your work was being continually 
disrupted? What caused you the most difficulty and why? 
OeadlinelDisruption Why difficult Action Result 

CA Interview Guide 7 



Oral Communication 

Dimension: Attention to Detail - Accomplishing tasks through concern for all areas involved, 
no matter how small; showing conicern for all aspects of the job; accurately checking 
processes and tasks; maintaining watchfuiness over a period of time. 

I. Tell me about a time when the details of something you were doing were especially 
important. How did you attend to them? 
Situ ationlDe tai I How attended Results 

2. Tell me about a time when you found errors in your work. What caused the errors? What 
did you do? 

Error( s) Cause How handled 

CA interview Guide 8 



Oral Communication 

Dimension: Energy - Consistently maintaining a high activity or productivity level; sustaining 
long work hours. 

. . - -. . -. .. 

1. Tell me about a time when you1 had to work at a fast pace for a long period of time. What 
kind of work was it? What did you do when you got tired? 

Situation Action Result 

2. Tell me about a time when your enthusiasm dropped after an especially long workday. 
When did it drop? What did you do? 

Situation Action Result 

CA Interview Guide 9 
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Oral Communication 

INTERVIEW CLOSE 

Ask Buy-Time Question: Why do you feel you would be successful as a CA? 

Review notes. 

. . .. .. 

0 Ask for the answer to the Buy-Time Question. 

0 Provide information on the schedulinglhours for CAS. 

0 Determine applicant's understanding of scheduling system and ask about hours available to 
work. 

Ask additional questions. 

0 Explain the next step and thank applicant. 

CA Interview Guide 10 



Dimensions 
f l  

APPLICANT EVALUATION 

Rating 

Oral Communication 

Work Standards 

Motivational Fit 

Customer Service Orientation 

Adaptability 

Attention to Detail 

Energy 

G roarni ng Satisfactory Unsatisfactory - Reason 

Rating Categories 

5 - Much More Than Acceptable: Significantly above criteria required for successful job 
performance. 

4 - More Than Acceptable: Generally exceeds criteria relative to quality and quantity of 
behavior required. 

3 - Acceptable: Meets criteria relative to quality and quantity of behavior required. 

2 - less Than Acceptable: Generally does not meet criteria relative to quality and quantity of 
behavior required. 

1 - Much Less Than Acceptable: Significantly below criteria required for successful job 
performance. 

0 - Behavior Not Observed 

Recommended Action: Acceptable Candidate Not an Acceptable Candidate 

Did you send for a drug screen? No - Yes If yes, date: 

CA Interview Guide 





HR SCREEN: COMMUNICATION ASSISTANT 

Applicant: Date: 

Relay Agents are the communication link between persons who use a Teletext Telephone or TDD 
and persons who use a regular telephone. The job involves extensive phone contact with customers 
and requires courtesy and patience in dealing with the public. The job requires that you operate a 
personal computer, including extensive typing, throughout the work shift. A relay agent must be able 
to read the computer screen and voke the contents to a hearing customer, as well as be able to 
effectively listen to a hearing customer and type the voiced message into the PC for transmission to a 
deaf, hard of hearing or speech-disatded customer. The job also requires maintaining strict 
confidentiality of all call-related and cidstorner information. 

Are you able to perform these functions with or without accommodation? Yes N O  

We are currently recruiting for: 
Full-time Relay Agents 
Full-time Relay Agents but will consider Part Time 
Part-time Relay Agents 

-re you interested in Full-time Part-time employment? 

FULL-TIME: Relay agents are schedufed to work five days a week, eight hours per day. They MUST 
be available to work any hours of any day, including Saturdays, Sundays and holidays. 

If selected for this job, can you commit to this type of scheduling? Yes No 

PART-TIME: Relay Agents are schelduled to work - days per week, - hours per day. They 
MUST be available to start their work shifts between the hours of 
day, including Saturdays, Sundays arid holidays. 

and any 

If selected for this job, can you commit to this type of scheduling? Yes 

Starting Salary: Relay Agent = $---- Ihr 

Is this wage satisfactory to you? Yes N O  

No 

Revised 3117103 



Qualifications: High school diploma or GEO,  the flexibility to work a rotating work schedule, and the 
ability to process a large volume of phone calls on a PC. 

40 you meet these qualifications? Yes N O  

Typing Requirements: Required to lpass the pre-employment skills evaluation, including typing at 
least 60 net words per minute. Your test results indicate that you can type nwpm. 

Training Commitment: Agents are required to complete 80 hours of training at the beginning of their 
employment. During the training period they cannot miss work or be late for work. Missing work 
would probably result in immediate termination of employment. The next training session is 
scheduled for: 

Date: thru 8:OO AM - 4:30 PM, M-F 

Can you commit to this requirement? Yes No 

Benefit Eligibility: Core medical insurance coverage the first calendar month; Flex Care benefits 
begin the second calendar month; Paid Time Off begins after completing 90 days of employment. 

Is this benefit package satisfactory to you? Yes 

Are you still interested in employmenl: as a Relay Agent? 

r 

NO 

Yes 

NA 

NO 

Oral Communication: 

Interview: 

Date: Time: 

Supervisor: 

2 



-+Sprint 
O"E SP"I1t Mony so1nronr 

APPENDlX D 
SPRINT RELA'Y CENTER'S AGREEMENT REGARDING 

COMFIDENFIAL INFORMATION 

341 



+Sprint 
One Sprint Mnny Solul loa~ 

3 4 2  



SPRINT RELAY CENTERS AGREEMENT 
REGARDING CONFIDENTIAL CUSTOMER INFORMATION 

m IN CONSIDERATION of: (I) my ernployment with SprinUUnited Management Company or any 
subsidiary, affiliate, or successor-in-interest of Sprint Corporation (“Sprint”), (2) my continued 
employment as long as mutually agreeable, and (3) the opportunity to receive Sprint confidential 
customer information or other good and valuable consideration: 

AS AN EMPLOYEE OF THE RELAY SERVICES ORGANIZATION, I UNDERSTAND THAT I AM 
BOUND BY ALL SPRINT POLICIES AND SPECIFICALLY, I AGREE AS FOLLOWS: 

I. ALL TELECOMMUNICATKINS RELAY SERVICE CALL RELATED INFORMATION SHALL 
BE KEPT STRICTLY CONFIDENTIAL. I will not reveal any information acquired during or 
observing a relay call. 1 will only discuss call-related questions or problems with management 
or Human Resources. 1 agree to keep confidential all information I learn in my position for the 
duration of and after my employment with Sprint ends. 
NO RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY 
TELECOMMUNICATIONS RELAY SERVICE CALL SHALL BE KEPT BEYOND THE 
DURATION OF THE CALL, WITH LIMITED EXCEPTIONS FOR AUTHORIZED COMPANY 
PROCEDURES. I will not keep a record of any customer information or conversation content 
beyond the duration of the call except in accordance with company procedures for relaying 
Speech to Speech calls or f o r  billing and customer profile purposes. I will destroy all such 
records in my possession immediately upon completion of their authorized use. 

CONVERSATION OR THE !SPIRIT OF THE SPEAKER. I will transmit exactly what is said in 
the way that it is intended in the language of the customer’s choice. 
NOTHING MAY BE ADDED OR INTERJECTED INTO THE CONTENT OF THE 
CONVERSATION OR THE SPIRIT OF THE SPEAKER. I will not advise, counsel, or interject 
personal opinions, even when asked to do so by the customer. 
TO ASSURE MAXIMUM CUSTOMER CONTROL, I WILL BE FLEXIBLE IN ADAPTING TO 
THE CUSTOMER’S NEEDS. 
I WILL STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED 
TRAINING, WORKSHOPS, AND READING OF CURRENT LiTERATURE IN THE FIELD. 
ALL SPRINT MATERIALS IIN MY POSSESSION PERTAINING TO ANY SPRINT 
CUSTOMER WILL BE DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT. 

2. 

e- 3. NOTHING MAY BE EDITED OR OMITTED FROM THE CONTENT OF THE 

4. 

5. 

6. 

7. 

I have read and understand the Sprint Relay Center Agreement Regarding Confidential Customer 
Information. I agree to comply and understand that failure to do so will lead to company disciplinary 
action that may result in my termination andlor criminal prosecution. I also understand that 
ascertaining damages resulting frorn a breach of this agreement would be difficult. I agree that Sprint 
shall have the right to an injunction against me, enjoining any such breach without any obligation to 
post bond. I agree that this will be in addition to and without limiting any other remedies or rights 
Sprint may have against me. 

EMPLOYEE SIGNATURE DATE 

MANAGEWSUPERVISOR SIGNAl’URE DATE 
Revised 5199 
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AUGUST 2004 - Test Call Performance Survey 

Voice Greeting Typed Verbatim 

Trainer - State Relay Called Call # 

Agent # - Call Center Date 

Y N  Q1. Was the voice greeting typed verbatim? 
(HELLO REGENCY SPA AND RESORT) 

Call Set-ur, & Scriat 

TTY: CALL XXX-XXX-XXXX ASK FOR JAMIE THANKS GA 

VOICE: Helo Regency Spa and k?eso&. 
Tbi3 is Jamie. (,amii/iar with relay) 

TTY: H I  JAMIE I AM CALLING TO CONFIRM THAT I CAN PICK YOU UP AT THE AIRPORT GA 
SK 

VOICE : GreaL 171 be at the usual spot. Tbmks for cdkng. Bye. [Hang Up] 

lTY: SKSK 

Instructions: Line through your center name. 
Ensure that you place 3 calls each to centers other than your own. Total: 33 calls 111 Centers. 
MA Exception: Roxanne's center to place 36 calls/l2 Centers other then MA, 

CALL CENTER I CALL I I CALL 2 l m l  
Agent # ranqe 
MN 1000-1999 

SC 2000-2499 

MO 3000-3799 

NM 5000-5499 
SD 6000-6999 

I I I AU 7000-7599 1 
LU 7600-7999 

NY 8000-8499 

I I 1 OH 8500-8999 I 
I /  FL 9000-9999 I 



AUGUST 2004 TEST CALL TOTAL REPORT - Voice Greeting Typed Verbatim 

TRAINERS NAME!: CALL CENTER: 

Agent # range 
MN 1000-1999 

+ Voice Greeting Typed Verbatim? 

1 2 3 

N Ql . Was the voice greeting typed verbatim? 
(HELLO REGENCY SPA AND RESORT) I y  

Call # 
Call # 1 
Calt # 2 
Call # 3 
Call # 4 
Call # 5 
Call # 6 
Call # 7 

Call # 10 
Call # 11 

3 Call # 13 
Call # 14 

I 
Call # 15 1 
Calt # 16 I 
Call # 17 
Call # 18 

3 Call # 21 
Call # 22 
Call # 23 1 I 1 I 
Call#24 1 I 1 I 

Cali # 27 I I I 1 f l - 1  
Call # 30 

3 . .  

Call # 31 
Call # 32 

Call# 35 I Roxanne on/y 

Call# 36 I 

Total: 33 calls/ll Centers. Place three calls 
each to centers other than your own (exception 
no calls to Massachusetts). 

MA Note: Roxanne 36 calls/l2 Centers. 

Everyone: Line through your center name (void). 

CALLCENTER I 

SC 2000-2499 I 

MO 3000-3799 I 

SD 6000-6999 

AU 7000-7599 

LU 7600-7999 

NY 8000-8499 

OH 8500-8999 

FL9000-9999 I I I 

Ernail Total Test Call Report to: DeAna Haynes at deana.d .havnes@mail.sprint.com, 
Cc Mary Cole on lo ta l  Test Call Report: mary.c.cole@rnail.sprint.com 





ROUND 10 TEST CALL SCRIPT 9 
TTY: HELLO PLS CALL XXX XXXX ASK FOR JOE GA 

(camponants necessary am Relay State and sp&ifia person Joe) 

TIT should be kept infarmtsd, the Agent should type the specific person request (ASKING FOR 
) [ASKEDFOR 1 

Agent should send 4ALT I> macro (EWLAIMING RELAW and give relay explanatIan verbatlm. 
(TX ) Required “everything heard will be typed’’ 

ITW HI THIS tS TRACY JAMES I NEEU TO MAKE AN APPOINTMENT FOR A TUNE UP 

Voiclng 
sItill3 

Typing 
s WI Is 

Voicing 
Skills 

n 

AND AN OIL CHANGE Gk 
Voice: Ok, fet me check for avaihble times. Cern 1 have your flame again please? Go 
Ahead 

TTY: TRACY JAMES I CAN MAKE AN APPOINTMENT FOR NEXTTUESOAY IF YOU 
HAVE AN OPENING GA 

Voice: Yeah I can write you h fur next Tuesday. mat’s not a prub/ern at a//. We are 
currenffy running a special, where you can also get yuur tires roihted and balancedaf 
the discountedprlce of $69.99 with an oil change, That’s a great deal Would you be 
interested in that? Go Ahsad 

llY: NO THANKS I JUST NEED AM OtL CHANGE AND WOULD LIKE TO COME IN 
BEFORE 10 GA 

Voice: (Shd 77miqg) We14 you’re in luck. 1 can squeeze you in fur 8 30 am. That is 
righi affer we open, so you wM be one of Me first customers we see that day. Our guys 
do good work and they du it quickly. Do you know where we are located? We have a 
new sign, that bas a red car with the b o d  up. We are still in the Gaslight Square 
shopping center at fhe corner of 3p and Clay by the McDonalds. So we ‘If see you next 
Tuesday. Go Ahead (Stop Timihg) 
TTY: OK THANK YOU AND SEE YOU THEN GA SK 

Voice: Thank you for yuur business. (ffang Up phons) 

The. Agent should send cALT Or (PERSON HUNG UP) RELAY (State) XXXX GA TO SK to the TTY 
customer. 
lTE THANK YOU RELAY SKSK 

TTY Customer: (Hang Up) 

Round 10 Script #9 

Agent will close the call accurding to procedures. 
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Florida Cities Spelling Qwiz 

Divide the class into 2 teams. Each team member will be called upon 
to spell a Florida city. The team member has one chance to spell the 
city correctly. If the team member misspells the  city it passes to the 
next team who has the opportunity to score a point. For each word 
spelled correctly the team will score one point. At the end of the Qwiz 
the team with the most points wins. If there  is a tie score use the tie 
breaker cities to determine the winners. 

Ocala 
Kissi mmee 
Brad en t o n 
Punta Gorda 
Jupiter 
Altamonti Springs 
Apopka 
Hialeah 
Bronson 
Arcad ia 
Bra nford 
Middle b u rg 
Ponte Vedra Beach 
Palatka 
Ala c h u a 
Macclenny 
Fernandina Beach 
Marianna 
DeBary 
Lebanon 
Merritt Island 
Titu svi Ile 
Me1 bourne 
Zep hyrh iI Is 
San Marcos 

Tie Breakers 
Wacissa 
I m mo kalee 
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Sprint Relay New-Hire Training Test #I 
HRME D U E  

p IHSTRUCnOHS: Please read each queation carefully, and write your answers clearly in the space provided. Take 
your time and trust your instincts. Good luck! 

TRUE OR FALSE: Ethics I Relay Terms ,I Abbreviations 
Read each statement carefully and write TRUE or FALSE on the line provided. 

False 
Fake 
True 
false 4. The term TDD stands for Tele-Deaf Detector. 

True 5. The term TTY stands for Teletypewriter. 

False 
True 
True 

1. The agent can interject personal opinions if asked to do so by the customer. 

2. The agent can omit anything that slhe or the customer considers offensive. 

3. The agent is not allowed to talk about the content of a call with anyone. 

6. The terms TDD and TTY refer to two different devices. 

7. When the TIT user is ready for the voice person to respond, helshe types GA. 

8. When the TTY user is ready to end the conversation, helshe may type 

GA TO SK. 

False 
T N ~  

9. The agent is not allowed to abbreviate, even if the TTY user abbreviates. 

10. The agent is al lowd to type descriptive sounds to the TTY user. 

ETHICS 11NO CONFIDENTIALITY 
n 

E 11. Which of the following information should not be taken from a call and used for personal gain? 

0 12 

a. Credit card number. 
b. Social Security numtier. 
c. Bank account number. 
d. Calling card number. 
e. All of the above. 

What is the ultimate consequence for taking information from a call and using it for personal 
gain? 

a. Being verbally warned. 
b. Being written up. 
c. Being suspended indlefinitely. 
d. Being terminated. 
e. Being told to go home. 

E 13. A customer uses profanity towards the other customer. As the agent, you should: 

a. 
b. 

d. 
e. 

C. 

Discourage the custcimer from using profanity. 
Omit the profanity, while continuing to relay the conversation. 
Call a supervisor. 
Remove your headset and quit immediately. 
Relay the conversation including profanity. 



W A Y  TERMS 

,- E 14. Which of the following factors can muse garbling on a customer's l l Y ?  

a. Faulty TTY equipment. 
b. Environmental noise:; on the lTY user's side of the call. 
c. The handset not properly placed on the lN. 
d. Static on the phone line. 
e. All of the above. 

B 15. What is the language in which TTY machines transmit and receive information? 

a. ASL (American Sign Language) 
b. Baudot 
c.  Turbocode 
d. ASCII 
e. Braille 

0 16. What is the language in which computers transmit and receive information? 

a. ASL (American Sign Language) 
b. Baudot 
c. Turbocode 
d. ASCII 
e. Braille 

0 17. Which of the following is true about the inbound customer? 

P a. The inbound customer is the customer that calls into the relay service. 
b. The inbound customer can be a TTY user. 
c. The inbound customer can be a Voice user. 
d.  All of the above are true. 
e. None of the above are true. 

D 18. Which of the following calls can be made through the relay service? 

a. Inbound TTY user d i n g  outbound Voice user. 
b. Inbound Voice user calling outbound TTY user. 
c. Inbound Voice user calling outbound Voice user. 
d. Both A and B. 
e .  Both A and C. 

19. The term VCO (Voice Carry Over) refers to a customer that: 

a. Can hear and speak, 
b. Can neither hear nor speak. 
c. Can hear but does n,ot speak. 
d. Can speak but cannot hear or is hard+f-hearing. 
e. Cannot hear, speak or see. 

C 
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20. The term HCO (Hearing Carry Over) refers to a customer that: 

a. Can hear and speak. 
b. Can neither hear nor speak. 
c. Can hear but does not speak. 
d. Can speak but cannot hear or is hard-of-hearing. 
e. Cannot hear, speak or see. 

A 21. The term Voice (or Hearing) refers to a customer that: 

a. Can hear and speak. 
b. Can neither hear nor speak. 
c. Can hear but does not speak. 
d. Can speak but cannot hear or is hard-of-hearhg. 
e. Cannot hear, speak, OF see. 

SHORT IIIISWM: What is a Macro? 
On the lines provided, fill in the missing words in the definition below. 

A macro is a pre-programmed (22) or (23) 22. MessagB tor function1 
that can be activated by holding d'own the 
(24) or (25) key and then pressing a number 
or tetter. 

23. 

24. 

Functlon tor mesagel 
cTRi tornin 

25. ALT [or GTRLI 
WL-HANOLING KEYS 

P 

C 26. Which Call Handling key must you press in order to dial a call? 

a. [ENTER] 
b. [COC] 
c.  [COMP] 
d. [SUPASSTI 
e. [CUST REC] 

27. What is the purpose of the [MAKE SUSY] key? 

a. To log out. 
b. Prevent a call from arriving at the console. 
c.  To log in. 
d. Making the console available to take a call. 
e. Both B and D. 

E 

E 28. Which Call Handling key allows you to select a different long distance carrier? 

a. [CUSTREC] 
b. FFER] 
c. [SUPASST] 
d. [REG8001 
e. [COC] 

6 29. In order to transmit your typed text to the TIT user, you must press: 

a. [ALT] 
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b. [SPACEBAR] 
c.  [COMPJ 
d. [CTRLJ 
e. Both Aand D 

C 30. Which Call Handling key must you press first if a customer wants Customer Service? 

a. [COG] 
b. [SUPASST] 
c. [XFER] 
d. [REG 8001 
e. [EMER] 

6 31. A l l Y  user types: PLS CALL 91 I HURRY GA. Which Call Handling key would you press first? 
a. VFER] 
b. [EMER] 
c. [SUPASST] 
d. [COMP] 
e. [COC] 

0 32. In relay, the [TAB] key is used in order to 

a. Move the cursor from any open window to the conversation area. 
b. Move the cursor from the conversation area to any open window. 
c. Move the cursor to the next line of text on the screen. 
d. Do both A and 8. 
e. Do both 8 and C. 

E 33. In the conversation area., pressing the [BACKSPACE] key: 
a. Erases text one word at a time, even if you have already sent it to the TTY user. 
b. Sends XXX to the PTY user if you have already sent the word to the TTY user. 
c. Erases text one letter at a time before you send it to the TTY user. 
d. Does both A and B. 
e. Does both B and C. 

ABBREViATIONS, DESCRIPTIYE SOUWIIS & BACKGROUND NOISES 

I: 34. What is Sprint’s policy on typing abbreviations? 

a. Use any abbreviations you think the TTY user will understand. 
b. Use only the abbreviiations on Sprint’s list. 
c. Use the abbreviations on Sprint’s list or the ones the TTY user uses first. 
d. Use only the abbrev’iations the TTY user uses first. 
e. Abbreviations are not allowed during relay calls. 

R 35. While typing the Voice person’s message to the TTY user, you hear a dog bark in the 
background. You should: 

a. Type only the Voice person’s conversation. 
b. Type (DOG BARKlFlG IN BACKGROUND), along with the Voice person’s conversation. 
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c. Type (DOG BARKING IN BACKGROUND) but don’t type the Voice person’s conversation. 
d. Type nothing and tell the Voice person to get a quieter dog. 
e. Do none of the above. 

36. In relay, which of the following are you allowed to type to the l l Y  user? E 
a. Question marks? 
b. Ellipses.. . 
c. Exclamation marks! 
d. “Quotation marks” 
e. (Parentheses) 

D 37. A lN user says: AGENT U DID A WONDERFUL JOB GA. What would be the most 
appropriate way to type your response? 

a. THANKYOU 
b. THANK YOU GA 
c. (THANK YOU GA) 
d. (THANK YOU) GA 
e. None of the above 

state’s abbreviation appears in the STATE field of the Banner? 

a. FL (Florida) 
b. LA (Louisiana) 
c. SC (South Carolina) 
d. KY (Kentucky) 
e.  The State field will be blank 

C 38. A customer from Louisiana calls through Relay South Carolina to a relative in Kentucky. What 

SHORT ANSWER: me Stan Timing wery 
Please write your answer on the line priwided. 

39. 

40. 
At what point in a MII do you piress the [ST TMG] key? 

The main purpose of pressing the [ST TMG] key is 

Whan the outbound line is answered. 
To b111 the state. 

MATCHlN6: Soft News 
Match the correct key with the description of its function, and write the correct answer on the line provided. 

n IF11 IF21 If31 IF41 IF31 IF61 IFn IF81 IF91 IF lO l  
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f9 41. This key turns on VCO. 

P F8 42. This key opens the Alterclate Billing window. 

F4 43. This key opens the Dialing window. 

F l O  44. This key turns on HCO. 

fl 45. This key turns blue when a pP( call comes in. 

F6 

F l  

F2 

F3 

F5 

46. This key starts the out-dial timer. 

47. This key switches from thle inbound line to the outbound line. 

48. This key turns blue when a Voice call comes in. 

49. This key re-sends the greeting. 

50. This key releases the outbound line. 

MATCHHI& Banner 
Write the letter of the correct answer on the line provided. 

a. Calling From Number 
b. Elapsed Time (ET) 
C. Calling To Number 
d. STATE 
e. Outdial Time (OT) 

f. Agent Identifier 
g. MACRO 
h. Call Type (CT) 
i. Message Line 
j. Time 

F 
D 

111 
I 

6 

51. Shows you whether to identify yourself as CA, AGENT or OPERATOR 

52. Shows you the state relay setvice the customer has accessed. 

53. Shows you how long you have been connected with the inbound customer. 

54. Shows you if your headset is activated. 

55. Shows you what languagle your macros are in. 

H 

E 
J 

56. Shows you whether a M'II is local, long-distance, toll-free, or international 

57. Shows you how long your inbound customer and outbound line have been connected. 

58. Shows you the actual titme in 24-hour format, Eastern Standard Time. 

C 59. Shows the ten-digit phone number that you enter. 

A 60. Shows the ten-digit phone number that comes in automatically. 

Score: 60 westions minus missed = correct -+ K 
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SQrCnt Relay New Hire Tralnlng Test #2 

-Name Date - 

iNsTRUCTION& Please read each question carefully, and write your answers clearly in the space provided. Take your time 
and trust your instincts. Good luck! 

MACROS 
IIU M 

1. 

2. 
ALT E 

AlT I 

CTRL R 
3. 

4. 
All 5 

CTRL 9 

MTU 

5. 

6.  

7. 
CTRL 8 

8. 

9. 
MTL 

Mutes the microphone 

(REOIALiNG) 

(PERSON HUNG UP) [name of E 

Redials last number 

? relay] SXXX GA OR SK 

[Dame of state relay] AGENT SXXX WITH A CALL 

(F) 

(UR WELCOME) SKSK 

(MI 

RINGING 1 ... 10 ... STILL RINGING GA 

10. Displays logout window 
ALT 6 

11. (EXPLAINING RELAY) 
-. 

M T  4 
12. (BUSY ... REDIALING) 

MT W 

CTRL I 
13. (PERSON HUNG UF') SKSK 

14. Headset volume control 
A l l  J 

15. (CA NO LONGER HAS THAT INFO) GA 

16. A TTY customer calls in and ,types: PLEASE CALL 1 877 555 9876 GA. You must: 
a. Enter 1 877 555 9876 in ,the Dialing Window and then press [ENTER]. 
b. Enter 1 877 555 9876 in ,the Dialing Window and then press [COMPJ. 
c. Enter 877 555 9876 in thla Dialing Window and then press [ENTER]. 
d. Enter 877 555 9876 in thse Dialing Window and then press [COMPJ. 
e. Inform the l l Y  customer that toll-free calls cannot be placed via the relay service. 

a. Within five (5)  seconds of the customer typing the number. 
b. Within six (6) seconds of the customer typing the number. 
c. Within five (5)  seconds OF the customer typing the number and giving the GA. 
d. Within six (6) seconds of the customer typing the number and giving the GA. 
e. Within ten (1 0) seconds of the customer typing the number and giving the GA. 

17, According to Sprint, you are required to dial the number: 

P 
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Swim Relay New Hire Trainlng Test #2 

E 18. A TTY customer asks you to call a Voice customer; you enter and dial the number. The phone rings a few P 
times and then the line is answered; when the line is answered, you must: 
a. Press [Fl] .  
b. Press [F5]. 
c.  Press [F6]. 
d. Press [SPACEBARJ. 
e. Press [SPACEBARJ and I:F6]. 

a. “Hello, this is [name of state relay] CA 9007 with a call. Have you received a relay call before?” 
b. “Hello, a person is calling you through [name of state relay]. This is CA 9007. Have you received a relay 

call before?” 
c.  “Hello, a person is calling you through [name of state relay]. This is CA 9007. Have you used this 

service before?” 
d. “Hello, you are receiving a relay call because the person calling cannot hear you and I will voice their 

words for them. Have you received a relay call before?” 
e. “Hello, this is [name of state relay]. I am CA 9007. Have you received a relay call before?” 

20. On a TTY-Voice call, after you announce the relay service to the Voice customer, you should: 
a. Press ALT 6 and explain the relay service, if necessary. 
b. Type the Voice customer‘s greeting, press CTRL 819 for gender, and type GA. 
c.  Press CTRL 819 for gender, type the Voice customer‘s greeting, and type GA. 
d. Do A, then B. 

P e. Do A, then C. 

19. What is the announcement phrase you must give to an outbound Voice customer? 

E 

’ 21. If a person does not understand when you say the Standard Explanation of Service, you must: 
a. Announce the relay service a second time. 
b. Give the Standard Exptariation of Service a second time. 
c. Give the Deaf or Hard-of-Hearing Explanation of Service. 
d. Paraphrase the explanation in your own words. 
e. Request a supervisor. 

I: 22. tn which two states would you use the DeaflHard-of-Hearing Explanation first? 

C 

,- 

Revised I ll03104 

a. California, and New York, 
b. Missouri, and Texas. 
c. Texas, and New York. 
d. New York, and Connecticut. 
e. North Dakota, and Montana. 

If you do not remember how the 1 dice customer answered the line, you should: 
a. Paraphrase what the Voice customer said as you remember it. 
b. Type HELLO GA in order to get the conversation started. 
c. Ask the Voice customer to repeat how helshe answered the phone. 
d. Type: (AGENT DOES NOT REMEMBER GREETING) GA. 
e .  Press CTRL 819 for gender, and type GA. 
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SirInt Relay Hew Hlre Tralnlng Test #2 - 24. At the end of a TTY-Voice call, the Voice customer says, “Okay honey, bye,“ then hangs up. Which of the 
following would be the correct way to close the conversation? 
a. Type OKAY HONEY SKI press [F5]. 
b. Type OKAY HONEY BYE, press ALT 0. 
c. Type OKAY HONEY BYE, press [F5], press ALT 0. 
d. Type OKAY HONEY BYE SK, press [F5], press ALT 0. 
e. Type OKAY HONEY BYE SKSK, press [F5], press ALT 0. 

you: (AGENT DID PERSON !SOUND TIRED Q) GA. Of the following, which would be the most approDriate 
response? 
a. (AGENT DOES NOT KNlDW) GA 
b. (YES PERSON SOUNDED TtRED) GA 
c. (AGENT CANNOT GIVE THAT INFORMATION) GA 
d. (PLEASE DO NOT ASK THE AGENT ANY QUESTIONS) GA 
e. Sit there and do nothing. 

outbound line. In this situation, you should: 
a. Press IF51 and type to the inbound T P I  customer: (U HAVE REACHED A TTY) GA. 
b. Press IF61 and type to the outbound TTY customer: (IS VOICE PERSON AVAIUBLE Q) GA. 
c. Press IF61 and type to the inbound TTY customer: (TTY CUSTOMER ANSWERED THE LINE) GA. 
d. Press IF61 and begin relaying the conversation between the two TTY customers. 
e. Press [F7] and type the outbound l l Y  customer‘s greeting to the inbound TTY customer. 

In this situation, you should: 
a. Press [FS], then redial. 
b. Press [F5] and send the (BUSY.. . REDIALING) macro. 
c. Press [f5], then send the (BUSY) macro. 
d. Press [F5], then type (BUSY) GA. 
e. Press [F6], then type (BUSY) GA. 

25. On a l lY-Voice call the voice customer sounds tired. At the end of the conversation the TTY customer asks 

A 26. A PTY customer gives you a number to call; you dial the number, and another PTY customer answers the 

ID 27. A r r Y  customer calls in and gives you a number to dial; when you dial the number, you hear a busy signal. 

voice to TTY 
28. When the Voice customer gives you the number to call, what is the correct order in which to dial the call? 

a. Enter Calling To number ‘and press [COMP]. 
b. Enter Calling To number ,and press [ENTER]. 
c. Enter Calling To number, tell the Voice customer that you will be off the line, press [COMP]. 
d.  Enter Calling To number ,and tell the Voice customer that you will be off the line. 
e. Tell the Voice customer that you will be off the line, enter Calling To number, press [COMP]. 

29. What should you say to an inbound Voice person before pressing [COMP]? 
a. “ 1  will be off the line until we get the other person on the phone.” 
b. “Thank you, I will be off the line until the line is answered.” 
c. “Thank you. I will be off the line until your call is connected.” 
d. “Thank you. t will be off t:he line until the lN user is connected.” 
e. “Thank you. One moment please,” 

’ 
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SPrlM Relay New Hire Training Test #Z - E 30. On a Voice-TTY call, once the TTY customer answers the outbound line, you should: 
a. Read the TTY customer’s answer to the inbound Voice Customer. 
b. Press [F6] and wait for the 
c. Press ALT 5 to announce the call to the TTY customer. 
d. Do A, then 8. 
e. Do 6, then C. 

a. Type GA. 
b. Press CTRL 819 for gender, then type GA. 
c.  Read the TIT CUStOmeTl:i answer message to the Voice customer. 
d. Press CTRL 819 for gender and read the l l Y  customer‘s message to the Voice customer. 
e. Press CTRL 8/9 for gender and type the Voice customer’s response to the TTY customer. 

a. Press [F5], then press A1.T 0. 
b. Press [F5], then press A1.T W. 
c. Press [F5] and say: “The person hung up.” 
d. Press [F5] and say: “May I have the number you’re calling to, please?” 
e. Hang up the inbound line. 

customer to type GA. 

a 31. On a Voice-llY call, after announcing the call to the outbound TTY customer, you should: 

32. On a Voice-llY call, when tkle outbound customer hangs up, you should: 

’ 33. On a Voice-TTY call, if the inlbound customer hangs up first, you should: 
P a. Press ALT 0, then press [F5]. 

b. Press ALT W, then press [F53. 
c. Press [F5j and say: “The person hung up.” 
d. Press [F5] and say: “May 1 have the number you’re calling to, please?” 
e. Hang up the inbound line!. 

34. A Voice customer gives you a number to dial; you dial the number, and another Voice customer answers the 
outbound line. In this situation, you should: 
a. Press [F5] and tell the inbound Voice customer that another Voice customer answered the line. 
b. Press [SPACEBAR] and [F6], and ask the outbound Voice customer if a l l Y  customer is available. 
c. Press [SPACEBAR] and [F6], and relay the conversation between the two Voice customers. 
d. Press [FTj and ask the inlbound Voice customer if she wants to speak to the outbound Voice customer. 
e. Do none of the above. 

a. Press [F5] and say: “The line is busy.” 
b. Press [F51 and redial. 
c. Send the (BUSY) macro, 
d. Type (8USY) GA. 
e. Do nothing. 

’ 

’ 35. Upon dialing a number for a Voice user, you hear a busy signal. In this situation, you should: 
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Sarlnt Relay Hew Hlfe Tralilnfl Test #2 

E 36. A Voice customer calls in and gives you a number to reach a TTY customer. When you dial the number, 
the line rings and rings but n c  one answers. In this situation, you should: 
a. Press [Fl] and say: “The line is still ringing.” 
b. Press [F2j and say: “The line is still ringing.” 
c. Press [F5] and say: “The line is still ringing.’’ 
d. Press [F6] and say: “The line is still ringing.” 
e. Press [F7j and say: “The line is still ringing.” 

Melclnu, Transiarenw and Caller ContrlDl 
37. The TTY customer types: SO HOW ARE UR KIDS QQ GA. How must you voice this message to the Voice 

customer? 
a. “So, how are your kids, Q, Q. Go ahead.” 
b. “So, how are your kids, question. Go ahead.” 
c. “So, how are your kids? Go ahead.” 
d. Either 8 or C. 
e. None of the above. 

following would be the most appropriate way to voice this message to the Voice customer”, 
a. “I went to the store yesterday, and I’m going to the supermarket tomorrow.” 
b. “I went to the mall yesterday. I’m going to the grocery store tomorrow.” 
c. 7 finished going to the store, and I’m going to the grocery store.” 
d. “ 1  finished going to the mall, and yesterday I’m going to the grocery store.” 
e. “I  went to the grocery store yesterday, and I’m going to the mall tomorrow.” 

the most appropriate way to voice this message to the Voice customer? 
a. “What mean that, question, I not understand.” 
b. “What does that mean? I don‘t understand.” 
c. ‘What does that mean, question, I don’t understand.” 
d. All of the above are appropriate ways to voice the message. 
e. None of the above are appropriate ways to voice the message. 

a. Prompt the customer once. 
b. Prompt the customer eveiy time the customer doesn’t say “Go ahead.” 
c. Stop the call and inform the customer of the importance of saying, “Go ahead.“ 
d. Call for a supervisor. 
e. None of the above. 

The agent should: 
a. Answer the Voice customer‘s question, 
b. Ask the Voice customer to repeat the question. 
c. Ask either customer for clarification. 
d. Type the question to the 1TY customer. 
e. Do nothing. 

’ 38. The l l Y  customer types: ME FINISH GO MALL YESTERDAY ME GO GROCERY TMW. Which of the 

c 

’ 39. The TIT customer types: WHAT MEAN THAT QQ I NOT UNDERSTAND. Which of the following would be 

* 40. If the Voice customer does not say, “Go ahead,” you should: 

’ 41. The Voice customer is confused about the lTY customer‘s message and says, “What is he talking about?” 

P 
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Swim Relay N@w fllre T~lnl f lu Test #2 

E 42. When a Voice customer says, ‘Telt him I don’t have his information here,” you should: 
a. Immediately instruct the Voice customer to speak directly to the l l - Y  customer. 
b. Type TELL HIM I DON T HAVE HIS 1NFORMATION HERE, and remain transparent. 
c. Instruct the Voice customer to speak directly to the TTY customer if and only if you see the TTY 

customer is getting confused. 
d. Do both A and B. 
e. Do both 8 and C. 

a. Ask the Voice customer to slow down. 
b. Type as much of the conversation as possible. 
c. Tell the Voice customer that you cannot type as fast as they are speaking. 
d. Pace the Voice customer‘ by saying, “One moment please.” 
e. Do nothing. 

a. Attempt to spetl the word to the best of your ability. 
b. Ask the Voice customer l,o spell the word. 
c. Type (WORD UNCLEAR!) to the T P I  customer. 
d. Type (ONE MOMENT PLEASE) and tell the Voice customer to use easier words. 
e. Do none of the above. 

a. MOM BILLY WON T WARE HIS REESE S PIECES (SOUNDS UPSET) 
b. MOM BILLY WON’T SH.ARE HIS REESE’S PIECES (SOUNDS UPSET) 
c. MOM1 BILLY WON T SHARE HIS REESE S PIECES! (SOUNDS UPSET) 
d. MOM! BILLY WON’T SHARE HIS REESE’S PiECESl (SOUNDS UPSET) 
e. MOM BILLY WILL NOT SHARE HIS REESE S PIECES (SOUNDS UPSET) 

46. If the Voice customer says: “Ma’am, your order total is $29.99, you should type: 
a. MA AM YOUR ORDER ‘TOTAL IS 29 99 
b. MA AM YOUR ORDER ‘TOTAL IS $29.99 

d. MA AM YOUR ORDER ‘TOTAL IS 29 DOLLARS AND 99 CENTS 
e. YOUR ORDER TOTAL IS 29 DOLLARS AND 99 CENTS 

a. Whenever the customer speaks directly to you. 
b. Whenever the customer speaks to you in a courteous, nice tone. 
c. Whenever the customer speaks to you abusively or using profanity. 
d. Any of the above situaticlns. 
e. None of the above situations. 

a. Once. 
b. Twice. 
c. Three times. 
d. As many times as the customer wants. 
e. Never. 

a 43. If the Voice customer is speaking too quickly for you to keep up, you should: 

44. If the Voice customer uses a word that you do not know how to spell, you should: 

* 45. The Voice customer says: Worn! Billy won’t share his Reese’s pieces!” You would type: c 

C. MA AM YOUR ORDER ‘TOTAL IS TWENTY-NINE NINETY-NINE 

E 47. In which of the following situations is it appropriate to engage the customer in a conversation? 

’ 48, How many times are you required (at the request of the customer) to redial a number? 

F 
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a 49. During a relay conversation, the Voice customer hands the phone to another Voice customer, who takes over 
the conversation. In this situation, you should: 
a. Announce relay to the new Voice customer. 
b. Press CTRL 819 to identify the gender of the new Voice customer. 
c. Type (PERSON LEFT PHONE) GA. 
d. Do both A and B. 
e. Do both A and C. 

a. Stop voicing the TTY user‘s conversation and begin typing the Voice customer’s conversation. 
b. Stop voicing the ll-Y USE!~‘S conversation and say, “Look, you 
c. Say, “One moment please, the IN user is still typing,” and continue voicing the TTY customer‘s 

conversa tion. 
d. Say, “One moment pleasme,” and type (PERSON INTERRUPTING). 
e. Ignore the Voice customer and talk over himlher in order to read the TTY user‘s conversation. 

51, During a relay conversation, you hear another Voice person talking in the background. In this situation, you 
must: 
a. Type in parentheses what the person in the background said, if you can hear it clearly. 
b. Type (PERSON TALKIN’G IN BACKGROUND) while continuing to type the rest of the conversation. 
c. Type (BACKGROUND NOISE) while continuing to type the rest of the conversation. 
d. Do either A or 8, depending on the situation. 
e. Do either A or C, depencling on the situation. 

I: 50. If the Voice person interrupts you while you are relaying the TTY user‘s message, you should 

interrupt the TTY user!” 

’ 

F 

Cleslng the Comersation 
Match each abbreviation with the correct phrase, writing the letter of the answer on the line provided. 

52. “The person is ready to hang up.” A. GA 

A 53. “Go ahead.” 6. SK 

54. “Go ahead, and the person i:; ready to hang up.” C. GATOSK 

a 55. “The person is hanging up.” D. SKSK 

56. In order to log out of the system, you must first press: 
a. [ALT L], then [MAKE BUSY]. 
b. [ALT L], then [ESC]. 
c. [MAKE BUSY], then [AL‘T L]. 
d. [ESC], then [ALT Lj. 
e. [MAKE BUSY], then [ESC]. 

a. To prevent a call from mming into your console while you’re logging out. 
b. To disconnect the call on your screen so you can log out. 
c. Because you need to close all windows in order to exit the system. 
d.  Any of the above are correct. 
e. None of the above are correct. 

A 57. Referring to the previous question, why is it important that you log out in the correct order? 

P 
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-18. What phrase is used to pace the Voice c.ustomer if and when slhe is speaking too fast? 

Test #2 

"ONE MOMENT PLIRSE." 

59. The system indicates that the outbound Imine has disconnected by displaying a. GREEN box 

60. The system indicates that the inbound line has disconnected by displaying a RED box. 

S m e :  60 questions minus missed = correct 3 Yo 
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name: Date: 
IRSTRUCTIONS Please read each question carefully, and write your answers clearly in the space provided. Take 
your time and trust your instincts. Good luck! 

MllCROS 

p 

1. (ANS MACH HUNG UP) GA 

2. Opens Branding1 window 

3. l l Y  pager access feature 

4. Redials to answering machine 

ALT a 
ALT B 

ALT P 

CThL A 

RLT H 5. Privacy feature 

MTY 6. (LEAVING MESSAGE) 
CTRL 3 7.  (PLS VOICE UF! MSG WHEN U SEE "GA ... REDIALING) 

M T  F 8. (RECORDING) 

AtT . 9. (HOLDING .. . STILL HOLDING) 

cme 10. (VOICE NOW) G A  

MT 0 

MT I 

ALT 7 

CTRL I 

MTU 

CTRL D 

ALTO 17. (RECORDING PLAYING) 

M T  9 

CTRL F 19. {ENTERING INFO) 

n 

11. (ANS MACH PLAYING) 

12. (UR PAGE WAS SENT) GA OR SK 

13. (REDIALING TO LEAVE MSG) 

24. RELAY [state] A.GENT XXXX WITH A MSG 

15. Opens the inboiind line so you can hear VCO customer 

16. Opens Touch Tone window 

18. (UR MSG LEFT:) AGENT XXXX GA 
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TTV to Voice mswering Mschlne 
F 

B 20. If the outbound line disconnects while you are typing the answering machine message to the TTY 
user, you should: 
a. Stop typing the answering machine message and press [F5]. 
b. Continue typing the answering machine message until finished. 
c. tnform the TTY user: (LINE DISCONNECTED) and press [F5]. 
d. Inform the TTY user: (LINE DISCONNECTED) and continue typing the message. 
e .  Log out and go home immediately. 

A 21. Assuming that you are wing [RECORD] and [PAUSEIPLAY] correctly, what is the correct way to 
type a Voice answering machine message to the TTY user? 
a. Type the message verbatim, type (BEEP), press CTRL 819 for gender, press ALT 8. 
b. Type the message v8erbatim, type (BEEP), press ALT 8, press CTRL 819 for gender. 
c .  Type (ANS MACH), type the message verbatim, type (BEEP), press CTRL 819 for gender. 
d. Press ALT 8, press CTRL 819 for gender, type the message verbatim, type (BEEP) GA. 
e. Press CTRL 819 for gender, type the message verbatim, type (BEEP) GA. 

22. A ‘TTY user gives you the number to dial and the message to be left on the Voice answering 
machine. When you call and reach an answering machine, you should: 
a. Type the answering machine message verbatim. 
b. Press ALT G when the answering machine message begins playing. 
c. Press ALT Y at the tieep, announce the message and leave the customer‘s message. 
d. Do A, then C. 
e. Do B, then C. 

E 

C 23. Which of the following is the correct way to announce the message? 
a. “This is Relay Texas with a message.” 
b. “This is Relay Texas with a message from Monique.” 
c. “This is Relay Texas Agent 9XXX with a message.” 
d. “This is Relay Texas Agent 9XXX with a message from Monique.” 
e. “Monique is calling through Relay Texas with a message.” 

C 24. Carlos, a Texas TTY user, types a message to be left on a Voice answering machine. You redial to 
leave the message; at the beep, you would announce the call by saying: 
a. “This is Relay Texas with a message.” 
b. “This is Relay Texas with a message from Carios.” 
c. “This is Relay Texas Agent 9XXX with a message.” 
d. “This is Relay Texas Agent 9XXX with a message from Carlos.” 
e. “Carlos is calling through Relay Texas with a message.” 

B 25. When you finish leaving the message on a Voice answering machine, what must you say? 
a. ’SKSK.” 
b. “End of message.” 
c.  “Message complete.” 
d. “The person has hurlg up.” 
e .  “Thank you for using relay. Please call again.” 
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Uoice to Tcy Answering Machine 
P 

II 26. A Voice customer gives you a number to call; when you call the number, you reach a TTY 
answering machine. In this situation, you should: 
a. Press IF61 and inform the Voice customer that a l l Y  answering machine has been reached. 
b. Voice the TTY answlsring machine message to the Voice customer. 
c. Ask the Voice customer if she would like to leave a message. 
d. Do all of the above, in A-B-C order. 
e. Do all of the above, in A-C-B order. 

B 27. Referring to the previous question: If the Voice customer wants to leave a message, what macro do 
you press to announce the message on the 1Ty answering machine? 

a. CTRL0 
b. CTRL1 
c.  CTRL3 
d. ALT5 
e .  ALT9 

Recordfng 
E 28. Which of the following oclcurs when you turn on the Record feature? 

a. The microphone is automatically muted. 
b. The screen color changes from light blue to dark blue. 
c. An indicator reading REAL TIME will appear. 
d. Both A and B. 
e. Both A and C. 

m 

II 29. Regarding the Record feature, which of the following statements is true? 

a. The Record feature turns on automatically when any type of recorded message answers the 
tine. 

b. The Record feature :;hould be used when you reach a TTY answering machine. 
c. The Record feature turns off automatically when a live person answers the line. 
d. You cannot rewind the Record feature. 
e .  You shouldn’t use thls Record feature unless the customer instructs you to do so. 

30. tf you are typing a recording using [PAUSEIPLAYJ, how can you check to see if a person has 
answered the outbound line? 
a. Press the [ENDIRETURN] key. 
b. Press the [RECORD) key. 
c. Press the [PAUSUPLAY] key. 
d. Press the [ENTER] key. 
e. Press [F5] to redial the number. 

A 
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- A  31. After checking to see if a live person has answered the outbound line, what key must you press in 
order to return to the recorded message? 

a. Press the [ENDIRETURN] key. 
b. Press the [RECORD] key. 
c. Press the [PAUSUPLAY] key. 
d. Press the [ENTER] k.ey. 
e .  None of the above. 

answered. In this situation, you should: 

a. Stop typing the recording, and announce the relay service to the live person. 
b. Type (PERSON HAS ANSWERED LINE) GA, and wait for the PTY customer‘s response. 
c. Say, “One moment please,” and continue typing the recording until completed. 
d. Press [PAUSEIPLAY] to rewind the message. 
e .  Do none of the above. 

to type a recording to a T ’ P I  user? 

A 32. You are typing a recording and, when you check the outbound line, you discover a live person has 

C 33. Assuming that you are using [PAUSEPLAY] and [ENDIRETURN] correctly, what is the correct way 

a. Press ALT F, type the recording verbatim, press CTRL 819 for gender, type GA. 
b. Press CTRL 819 for gender, type the recording verbatim, press ALT F, type GA. 
c. Type the recording verbatim, press CTRL 819 for gender, press ALT F, type GA. 
d. Type the recording verbatim, press ALT F, type GA. 
e.  Press CTRL 819 for !lender, press ALT F, type GA. 

number. In order to enter the account number when prompted, you must: 

a. Press ALT D. 
b. Press CTRL D. 
c.  Press [F4]. 
d. Press [F8]. 
e .  Press nothing; just type the account number in the conversation area. 

B 34. A TTY customer wants to call the bank and check his account information; he gives you the account 

A 35. In order to make entries in the Touch-Tone window, you must use: 

a. The 10-key pad. 
b. The numbers at the l:op of the keyboard. 
c. The Function keys. 
d. Either A or 8. 
e .  Either B or C. 

number, a recording answers the line. You should first: 

a. Type the “greeting” portion of the recording, then press ALT Q. 
b. Type the “greeting” portion of the recording, then press ALT G. 
c. Type the recording verbatim until the time cumes to press “3”. 
d. Type the recording verbatim until a live person answers the outbound line. 
e. Press ALT (period). 

n 36. A TTY user calls in and types: PLS CALL 800 765 4321 AND PRESS 3 GA. When you call the 
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B 37. A l l Y  user wants to call a pager; the message on the pager is supposed to read: 5554567-41 1-143. 
What must you enter into the Touch-Tone window? 

a. 555*4567*411*143# 
b. 5554567”411*143# 
c. 5554567*411143# 
d . 55545674 1 1 1 43# 
e. 5554567-41 1-143# 

UCO to Uolce 
C 38. A VCO user calls in and voices the Calling To number to you, but you did not clearly understand the 

number given. In this situation, which of the following would be the most appropriate response? 

a. Press CTRL 0 and lype (PLS REPEAT NUMBER) GA. 
b. Press CTRL V and type (PLS REPEAT NUMBER) GA. 
c.  Press ALT V and type (PLS REPEAT NUMBER) GA. 
d. Press ALT V and type (PLS TYPE NUMBER INSTEAD) GA. 
e. Press [F9] and type IPLS REPEAT NUMBER) GA. 

n 39. If a customer types: PLS CALL 305 555 4567 I USE VCO GA, you should: 

r‘ 

a. Enter the number and press [COMPJ. 
b. Press CTRL 0. 
c. Press CTRL 0 and ALT V. 
d. Press ALT V and say, “Could you repeat the number please? Go ahead.” 
e. Type (PLS REPEAT NUMBER) GA. 

a 40. When relaying a VCO call, what key do you need to press so fhe Voice user can hear the VCO user’? 

a. ALTV 
b. CTRL0 
c. [F7] 
d. [F9] 
e. [FlO] 

8 41. When relaying a VCO call, when should you press [F9]? 

a. Before you type GA. 
b. After you type GA. 
c.  After you press [COhnP] and before the phone starts to ring. 
d. The [F9] key is not necessary during a VCO call. 
e.  None of the above. 

1 42. If the VCO customer is speaking too quickly during the conversation, you should: 

a. Do nothing; it is not riecessary or possible to pace the VCO customer. 
b. Type (ONE MOMEN’T PLS) to the VCO customer. 
c. Say “One moment please,’’ to the VCO customer. 
d.  Contact a supervisor immediately. 
e. Ask the VCO customer to repeat the conversation once she finishes speaking and says “GA.” 

Revised 1 1/03104 Page 5 



Sprint Relav New Hire Tralnlnu Test #3 

- A  43. During a VCO call, the VCO customer says something that the Voice customer doesn’t understand. 
The Voice customer says, “What the heck did he say?” In this situation, you should: 

a. Type WHAT THE HECK DID HE SAY QQ GA to the VCO customer and press [F9]. 
b. Attempt to translate 1:he VCO customer’s conversation to the Voice customer. 
c. Type (PERSON DID NOT UNDERSTAND PLS REPEAT) GA. 
d. Do both A and B. 
e. Do both B and C. 

C 44. The Voice customer hangs up first on a VCO-Voice call. After typing the Voice customer‘s 
conversation, you must: 

a. Press [F5] and press. ALT 0. 
b. Press [F5] and say: “‘The person hung up.” 
c.  Press [F5], press AUT 0, and press ALT V. 
d. Press ALT 0 and press [E l .  
e .  Press ALT Wand prlass [E]. 

answered - the ringing macro displays STILL RINGING GA. In this situation, you should: 

a. Press [F9] and say: “The line is still ringing.” 
b. Press ALT V and sa!/: “The line is still ringing.” 
c. Press [F5], press ALT V, and say: ‘The line is still ringing.” 
d. Press [F9] and wait for the VCO customer to give you instructions. 
e. Press [F5], press ALT V, and wait for the VCO customer to give you instructions. 

E 45. A VCO customer gives you a number to call. When you call the number, it rings but the line is never 

Uoim t@ uco 
E 46. On a Voice-VCO call, the VCO customer answers the tine by typing HELLO VCO PLS GA. In this 

situation, you must: 

a. Press [F6] and then press ALT 5 to announce the call. 
b. Type ( K O )  and press CTRL 819 for the Voice customer‘s gender. 
c.  Voice the VCO customer‘s message to the Voice customer. 
d. All of the above in B-A-C order. 
e. All of the above in A-B-C order. 

0 47. On a Voice-VCO call, the VCO customer answers the line with hisher voice. in this situation, you 
must: 

a. Press [SPACEBAR] to hear the VCO customer speak, then press [F6]. 
b. Press IF71 after the K O  customer finishes speaking. 
c. Inform the Voice customer: “You may speak now.” 
d. Do A, then 8. 
e .  Do A, then C. 

c 48. During the conversation on a Voice-VCO call, in order to hear the VCO user, you must: 

a. Press nothing; the VCO user will be heard automatically. 
b. Press ALT V. 
c. Press [F9]. 
d. Press CTRL 0. 
e. Press [SPACEBAR]. 
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B 49. If the VCO customer hangs up first on a Voice-VCO call, you must: 
m 

a. Press IF51 and press ALT 0. 
b. Press IF51 and say: “The person hung up.” 
c. Press [F5], press ALT 0, and press ALT V. 
d. Press ALT 0 and press [F5]. 
e. Press ALT W and press [F5]. 

a. Press [F5] and press ALT 0. 
b. Press [F5] and say: “The person hung up.” 
c. Press [F5], press ACT 0, and press ALT V. 
d. Press ALT 0 and pwss [F5]. 
e. Press ALT W and press [F5]. 

E 50. If the Voice customer hangs up first on a Voice-VCO call, you must: 

Branding 
Name four branding options available iri the Branding Window. 

E l  m,iolce 

uco, HCO 

ASCII, Turbocode 

52. 

53. 

OeaflBllnd Tcy, OeaflBllnd ASCII 

Name fwo ways that you can tell that a call is branded. 

55. 

56. 
Name the three kinds of phone numbers that cannot be branded. 

57. 

58. 

59. 

bifferent greeting 

message window, headset rictlvslted 

Pay tor public1 phones 

C ~ I I  phones 

Switchboards 

- 

60. On a DeaflBlind l l Y  or DeaWBlind ASCI1 call, what must you do differently? me slower 

Score: 60 questions minus missed correct + % 
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Name: Date: 
IWSTRUmOHS: Please read each question carefully, and write your answers clearly in the space provided. 
Take your time and trust your instincts. Good luck! 

MACROS 
Write the correct macro in the space provided. 

CTRLM 1. 

ALTK 2. 

A1T1 3, 

cm15 11 

HCO to Yeice 

0 12 

Turns on AMR (Anfiwering Machine Retrieval) feature 

(PLS PLACE UR HANDSET NEXT TO ANS MACH AND TURN ON) EA 

AREA CODE AND NBR U R CALLING FROM P l S  Q GA 

Turbo-code Interrupt feature 

Disables Turbocode feature 

(IS THIS SPEED ACCEPTABLE QQ) GA 

NBR U R CALLING1 TO PLS Q GA 

Changes the language of the macros 

(RELAY HAS CHANGED THE SEl l ING FOR HIGH SPEED ASCII USERS: FOR 
FUTURE CALLS, TO SEE YOUR TYPlNGlCONVERSATlON ON THE SCREEN, 
PLEASE TURN LOCAL ECHO ON) GA 

(UR MSG WAS GARBLED PLS REPEAT) GA 

Repeats the last-typed text 

A TPI user calls in and types: HCO PtS GA. You should: 

a. 
b. 

d. 
e. 

C. 

Type: (NBR U l i  CALLING TO PLS Q) GA. 
Type: (HEAR NIOW) GA. 
Type: (PLS USE VCO INSTEAD) GA. 
Press ALT V arid say: ‘May I have the number you’re calling to, please?” 
Press ALT V arid say: “Are you using HCO?” 

E 13. On an HCO call, AL.T V is to be used in order to: 

a. Hear the HCO customer speak. 
b. Speak to the HCO customer. 
c. Allow the HCO customer to type. 
d. Do both A and 13. 
e .  Do both B and 1:. 
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0 14. On a non-branded HCO call, what is the correct procedure for dialing the call? F 

a. Press [COMP]. 
b. Press [FlO]. 
c. Press [COMP], then press [FI 01. 
d. Press [COMP], press [SPACEBARJ, and then press [FIO]. 
e .  Press [COMP], then press [SPACEBARJ. 

B 15. On a branded HCO call, what is the correct procedure for dialing the call? 

a. Press [COMP]. 
b. Press [FlOj. 
c. Press [COMP], then press [FIO]. 
d. Press [COMP], press [SPACEBAR], and then press [FlO]. 
e. Press [COMP], then press [SPACEBAR]. 

16. How do you know when a branded HCO call is coming into your console? 

a. A message window appears, stating: “Possible HCO User.” 
b. A different greeting appears in black text. 
c.  Your headset is automatically activated. 
d. All of the above. 
e. None of the above. 

D 

B 17. On an HCO call, at what point should IF1 01 be turned on? 

a. When the HCO user is typing. 
b. When the voice user is speaking. 
c.  When the HCO user calls into the relay service. 
d. [FIO] should never be turned on during an HCO call. 
e. [FlO] is not used on an HCO call. 

a. When the HCO user is typing. 
b. When the voice user is speaking. 
c. When the HCO user calls into the relay service. 
d. [FiOj should never be turned off during an HCO call. 
e. [FqO] is not used on an HCO call. 

a. Press [F5], p m s  ALT V and say: “The person hung up. Operator SXXX, go ahead or 
ready to hang up.” 

b. Press [FS], pre!jS ALT V, and say: “HCO user, you may now hang up.” 
c. Press IF51 and press ALT 0. 
d. Press [F5] and press ALT W. 
e. Do none of the above. 

- 
1 18. On an HCO call, at what point should [FI O] be turned off? 

n 19. When the Voice peirson hangs up on an HCO-Voice call, the agent should: 
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Yolce to HCO 

E 20. When a Voice customer calls an HCO customer, the HCO customer can answer by: 

a. Typing a greeting message on the TTY. 
b. Having the call transferred to an answering service. 
c. Letting a recorcling answer the line. 
d. Either A or 8. 
e. Either A or C. 

21. On a Voice-HCO call, if the HCO customer hangs up first, you should: R 

E 

a. 
b. 
C. 

d. 
e. 

22. On 

a. 
b. 
C. 

d. 
e. 

Press IF51 and say: “The person hung up.” 
Press [FS] and say: “HCO user, you may hang up now.” 
Press [F7] and say: “The person hung up, Operator SXXX, go ahead and ready to 
hang up.” 
Press [F7] and say: “The HCO customer has disconnected.’ 
Press [FIO] and say: “The person hung up. Thank you for using relay. Goodbye.” 

d Voice-HCO ciill, if the Voice customer hangs up first, you should: 

Press [F5] and say: “The person hung up.” 
Press [F5] and say: “HCO user, you may hang up now.” 
Press [F7] and say: “The person hung up, Operator SXXX, go ahead and ready to 
hang up.” 
Press [F7] and say: “The HCO customer has disconnected.” 
Press [FlOj and say: “The person hung up. Thank you for using relay. Goodbye.” 

2-line UCO I R m r s e  Z-line UCU 

0 23. Of the following, what should you do on a 2-line VCO call? 

a. Say or type “GA.” 
b. Pace the Voice customer. 
c. Announce the c:all to the Voice customer. 
d. Type background noises to the 2-Line VCO customer. 
e. Press [F9]. 

C 24. What should you do on a 2-tine VCO call if the Voice customer is speaking too fast? 

a. Pace the Voice customer. 
b. Type to the 2LL‘ user: (PLS PACE VOICE CUSTOMER) 
c. Type to the 2LV user: (PERSON SPEAKING TOO FAST) 
d. Paraphrase the Voice customer’s conversation to the best of your ability. 
e. Stop typing completely. 

8 25. In a 2-Line VCO call, you are typing the conversation of: 

a. 
b. 

d. 
e. 

C. 

The 2-Line VCO customer 
The Voice customer. 
The interpreter. 
Both customers. 
Neither customer. 
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E 26. At what point should you press [F5j on a 2-Line VCO call? 
a. After the Voice customer disconnects. 
b. Before the Voice customer disconnects. 
c. When the 2-Line VCO customer wants you to make another call. 
d. After the inbound and outbound customers have said good-bye. 
e. After you see the green box. 

a. Her TTY (or ASCII) line. 
b. Her Voice line. 
c. Her VCO line. 
d. Her HCO line. 
e. Her Split-Screen line. 

B 27. On a 2-Line VCO c,all, you (the agent) will call the 2-Line VCO user on: 

R 28. On a Reverse 2-Line VCO call, you (the agent) will call the 2-Line VCO user on: 
a. Her TTY (or A X I I )  line. 
b. Her Voice line. 
c.  Her VCO line. 
d. Her HCO line. 
e. Her Split-Screen line. 

AMR Ulnswering Machlne RetrTervall 

B 29. On an AMR call, you are typing message(s) to the TTY customer from: -- 
a. The TTY customer‘s voice mailbox. 
b. The TTY customer’s voice answering machine. 
c. The TTY customer‘s friend dictating messages to the agent. 
d.  All of the above. 
e. None of the above. 

E 30. In order to process an AMR call, you must use: 
a. The [RECORD] key. 
b. The [PAUSE/PI-AY] key. 
c.  CTRLM. 
d. Both A and B. 
e. Both B and C. 

customer? 

a. When the custclmer types (or says) GA. 
b. When a message window indicates the messages have finished playing. 
c. When the AMR message window disappears from your screen. 
d. There’s no indication to tell you when to begin typing the messages. 
e. You don’t need to type the messages back to the customer. 

A 31. On an AMR call, how do you know when to begin typing the messages back to the 
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6 

I 32. How can you identi\$ an ASCII Spiit-Screen call? 

E 

a. Your screen splits horizontally after the system detects ASCII. 
b. Your text appears in the upper half of the screen. 
c. The customer's text appears in the bottom half of the screen. 
d. All of the above. 
e. None of the above. 

33. On an ASCII Split-Screen call, what must you do if the customer says she cannot see 
hislher typing? 

a. Contact a technician to correct the problem. 
b. Press ALT D to correct the problem. 
c. Press CTRL D ,to correct the problem. 
d. Press IF71 to correct the problem. 
e. Instruct the customer to hang up and call Customer Sewice directly. 

34. Why would you need to disable Turbocode? 

a. When the Turbocode TPI user indicates hisher message is garbled. 
b. You are receiving garbled messages from the Turbocode TIT user. 
c.  When the mesage is stitl garbled after sending (UR MSG IS GARBLED PLS REPEAT). 
d. None of the above. 
e.  All of the above. 

Immadiate Credit 

C 35. In order to process a request for immediate credit, you must call: 

a. A representative in Sprint Relay Customer Service. 
b. The Sprint operator. 
c. The customer's long-distance company operator. 
d. The customer's local phone company operator. 
e. A supervisor. 

B 36. If a wrong number was dialed and the customer was at fault, you should: 

CL 

a. Inform the customer and offer to call the customer's LD operator for immediate credit. 
b. Process the call but wait for himlher to ask for immediate credit. 
c.  Type (SORRY WRONG NUMBER DIALED) GA, and wait for customer's response. 
d. Instruct the customer to call hislher local phone company directly for immediate credit. 
e .  Instruct the customer to call hislher long-distance carrier directly for immediate credit. 

37. If the customer gave you the wrong number to dial and slhe wants immediate credit, what 
do you do after reaching the operator? 

a. Press [F6]; relamy the conversation between the customer and the operator. 
b. Don't press [F6:I; speak directty with the operator, giving himlher the necessary 

information to give the customer immediate credit. 
c. Call a supervisor to give the customer immediate credit. 
d. All of the above. 
e. None of the above. 
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P n 38. If a wrong number was dialed and fi were at fault, you should 

a. Inform the customer and offer to call the customer's LD operator for immediate credit. 
b. Inform the customer but wait for himlher to ask for immediate credit. 
c. Type (SORRY WRONG NUMBER DIALED) GA, and wait for the customer's 

response. 
d. Instruct the cuatomer to call hislher local phone company directly for immediate credit. 
e. Instruct the customer to call hislher long-distance carrier directly for immediate credit. 

39. If you dialed the wrong number for the customer and she wants immediate credit, what do 
you do after reaching the operator? 

a. Press [F6j; relay the conversation between the customer and the operator. 
b. Don't press [F6]; speak directly with the operator, giving himlher the necessary 

information to give the customer immediate credit. 
c. Call a supervisor to give the customer immediate credit. 
d. All of the above. 
e. None of the above. 

B 

Nilling 

1 40. A TIT customer wants to place a call using a different carrier. After entering the number 
in the Dial window, what must you do to open the COC menu? 

a. Press [COC], then press [COMP]. 
b. Press [COMP], then press [COG]. 
c.  Press [COC], then press [ENTER]. 
d. Press [F8], then press [COMP]. 
e. Press [F8], then press [COC]. 

B 41. A TTY customer wants to bill a call using a different billing option. What must you do to 
open the Billing window? 

a. Enter the Calling To number and press [F8]. 
b. Enter the Calling To number, press [F8j, and press [COMPJ. 
c. Enter the Calling To number, press [F8], press ENTER. 
d. Press [F8], press [COMPJ, and enter the Calling To number. 
e .  Press [F8], press [ENTER], enter the Calling To number. 

a. Select PAID in the Billing window. 
b. Select SPRINT in the COC menu. 
c.  Select ALL OTHERS in the COC menu. 
d. Ask the customer for a different billing method for the call. 
e .  Press SUP ASST to request a supervisor. 

a. You never press [F6] on a Collect call. 
b. After pressing [COMP] to dial the call. 
c. After choosing ithe correct billing method. 
d. After announcirig billing to the long-distance operator. 
e. After the outbound party has accepted the charges. 

I: 42. If a customer's preflerred long-distance carrier is not listed in the COC menu, you must: 

E 43. On a Collect call, when must you press [F6] to start billing the call? 
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44. For a Third Party call, what information should you ask for before placing the call? 

a. The in bound customer's name. 
b. Whether someone will be at the billing number to accept the charges. 
c. Whether the billing number is l T Y  or voice. 
d. All of the above. 
e. None of the above. 

E 45. If a customer wants to make a Third Party call using AT&T, which of the following must 
you select? 

a. THIRD PARTY in the Billing window. 
b. ATT in the COC menu. 
c.  ATT-OPERATOR in the COC menu. 
d. First A, then B. 
e. First A, then C. 

E 46. In order to process a call using a pre-paid calling card, you must: 

a. Open the Billing Window and select OPTIONAL. 
b. Enter the access number in the Dial Window and press [COMP]. 
c. Enter the PIN number and the Calling To number at the prompts. 
d. Perform all of the above. 
e. Do B, then C. 

the following would be an appropriate way for you to handle the situation? 

a. Open the Billing Window and activate Local Override. 
b. Inform the customer that you are unable to handle the request. 
c. Call a supervisor to activate Local Override. 
d. Either A or B. 
e. Either B or C. 

C 47. If a customer disputes whether a call should be charged local or long-distance, which of 

1 48. If a customer is calling from a cell phone and the call is not going through normally, which 
of the following would be an appropriate way for you to handle the situation? 

a. Open the Billing Window and activate Local Override. 
b. Inform the customer that you are unable to handle the request. 
c. Call a supervisor to activate Local Override. 
d. Either A or B. 
e. Either B or C. 
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MATCHING: Billing Wlndow 
Match each customer request below with the most appropriate option from the Billing Window. 

a. Paid b. Collect c.  3rd Party d. FON Card e.  LEC f. Optional 

B 49. “Hi, my name is Joe and I need to call my mom; she’ll pay for the call.” 

E 
A 
F 
C 

0 

50. “Put this on my Soutklwestern Bell card.” 

51. “Please dial this long-,distance call for me.” 
52. “Hi, please make this cat1 and bill it to my AT&T calling card.” 

53. “I’m out of town but I iieed to call my brother overseas. Bill this call to my home number.” 

54. Operator, I want to bill this call with my Sprint card.” 

SHORT IWSWER: Calling fards 

What 3 pieces of information are needed to process a cards, 
cards? 

calling cards or Ootional calling 

CARD WPIE 55. 
IWLINCI CARD HIUM8ER 56. 

57. CALLIN6 TO NUMBER 

What 3 numbers are needed to process a prepa id  calling card? 

58. ACCESS NUMBER 

PlW NUMBER 

CAlllW6 M WUMBER 
59. 

60. 

Score: 60 questions minus missed correct + % 
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r- --- Ham% Date: - 
INSTRUCTIONS: Ptease read each question carefully, and write your answers clearly in the spaces provided. 
Take your time and trust your instincts. Good luck! 

Macros 

CTRLW 1. 

CTRt4 2. 

CTRLl 3. 

CTRLG 4. 

All3 5. 

ALTC 6.  

ALTO 7. 

CTRLE 8. 

M R l S  9. 

CTRLO 10. 

AlTK 11. 

Openslcloses the Customer Notes window 

PERSON HUNG UP XX SECONDS AGO AND THE LAST WORDS RELAYED WERE ... 

(HOW WOULD U LIKE UR CALL TO BE ANNOUNCED Q) GA 

{AREA COO€ PLS) GA 

(AGENT XXXX CONTINUING YOUR CALL) 

Accesses the Alternete Call Type window 

(TRANSFERRING) 

Activates the Enhanced 91 1 feature 

Opens the Scratchpad 

Turns onloff Caller 113 Block 

(ONE MOMENT PL!;) 

Tcy to Uoice Msking For Smecicic Penenl 

C 12. A TTY customer calls in and types: C, .LL 555 7654 A ID ASK FOR TIM GA. Once the 
outbound customer answers, which of the foliowing would be the most appropriate 
announcement? 

a. “This is [name of state relay]. Is Tim available?” 
b. ”This is [name of state relay] CA 9XXX. I’m calling for Tim; is he available?” 
c. “This is [name of state relay] CA SXXX with a call for Tim. Is he available?” 
d. “A person is calling Tim through [name of state relay]. This is CA SXXX. Is he available?” 
e .  “This is [name of state relay] CA SXXX with a call for Tim. Have you received a relay call 

before?” 
E 13. Referring to the previous question, while you were asking for Tim, what would you type back to 

the TTY customer? 

a. Type nothing at all, 
b. (ONE MOMENT PLEAS€) 
c. (LOOKING FOR TIM PLEASE HOLD) 
d. (HOLDING.. . STILL HOLDING) 
e. (ASKING FOR 1IM) 
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Dlrectow Assistance 

E 14. A TIT customer calls in and types: PLEASE CALL DIR ASSISTANCE GA. What do you enter 
as the Calling To number? 
a. DA 
b. 411 
c.  (area code) f 4 1  f 
d. 55512f2 
e .  {area code) t 5155 1212 

15. A l l Y  customer calls in and types: PLS CALL DA FOR DALLAS TX GA. You request the 
area code, but the TTY customer does not know the area code. In this situation, you should: 

a. Inform the lTY customer that the call cannot be made without the area code. 
b. Call the Sprint Operator to find the area code. 
c.  Call National Directory Assistance to find out the area code. 
d. Call Local Direc1:ory Assistance (area code 305) to find the area code. 
e. Call a supervisor to perform Local Call Override. 

call? 

a. “This is [name OF state relay] calling directory assistance.” 
b. “This is [name OF state relay] CA 9XXX calling directory assistance.” 
c. “This is [name of state relayJ CA 9XXX calling directory assistance. One moment please.” 
d. “This is [name of state relay] CA SXXX calling directory assistance. Have you received a 

relay call before?” 
e. Do not announa: the MII. 

B 

C 16. Once you reach the Directory Assistance operator, what is the correct way to announce the 

Regional 800 

6 17. What is the correct way to re-route a toll-free number when you hear the recording prompt? 

a. Press [F5], then redial. 
b. Press [REG 8001, then [FS]. 
c. Press [E], then [REG 8001. 
d. Press [F5], then CTRL A. 
e. Press [F7], then [REG 8001. 

E 18. When calling a toll-free number, the REG 800 feature should be used when: 

a. You reach a recording stating that your call cannot be completed as dialed. 
b. You reach a “fast busy” signal. 
c. You reach a recording stating that your call cannot be made from outside a certain calling 

area. 
d. You call the correct number but you reach the wrong destination. 
e. Any of the above situations occur. 
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Ch8nfll11U Agents 

R 19. According to the FCC, a change of agents should not occur until: 
a. A call has been cunnected for at least ten (10) minutes, elapsed time. 
b. A call has been connected for at least ten (10) minutes, outdial time. 
c. A call has been connected for at least five (5) minutes, elapsed time. 
d. A call has been connected for at least five (5)  minutes, outdial time. 
e .  A call has been connected for at least three (3) minutes, outdial time. 

are taking over a call? 
a. “This is New York Relay Service continuing your call.” 
b. “This is New York Relay Service Operator SXXX continuing your call.” 
c. “This is New York Relay Service Operator SXXX. One moment please.” 
d. “This is New York Relay Service Operator 9XXX. 1’11 be taking over your call.’’ 
e. “This is New York Relay Service Operator SXXX. Have you received a relay call 

before?” 

6 20. Using New York Fielay Service, what is the phrase you say to the Voice customer when you 

C 21. When must the incorning agent inform the l l Y  customer that slhe is continuing the call? 
a. As soon as slhe takes over the call. 
b. Before typing the Voice customer‘s message. 
c.  After typing the Voice customer’s message but before typing GA. 
d. Never, because the incoming agent is onty required to inform the Voice customer. 
e .  Never, because the outgoing agent is responsible for informing the TTY customer. 

Caller ID Block 

R 22. What happens when Caller ID Block is activated (Le., the number is blocked)? 

a. The word “To:” io the banner appears in black. 
b. The word “To:” in the banner appears in red. 
c. The word “To:” iri the banner appears in green. 
d. The word ’From:” in the banner appears in red. 
e. The word “From:” in the banner appears in black. 

C 23. What happens when Caller 10 Block is deactivated (Le., the number is unblocked)? 

a. The word “To:” in the banner appears in black. 
b. The word “To:” in the banner appears in rad. 
c.  The word “To:” in the banner appears in green. 
d. The word “From:” in the banner appears in red. 
e .  The word “From:” in the banner appears in black. 
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Translerring Calls 

B 24. A TTY customer calls in and types: I WANT TALK CUSTOMER SERVICE PLS GA. What 
would be the correct way to handle this request? 

a. Press the [CUST REC] key, and the call will be automatically transferred. 
b. Press the [XFER] key, select CUSTOMER SERVICE, press [ENTER]. 
c.  Enter "CS" in thE! Calling To field of the Dial window. 
d. Give the l l Y  customer the phone number to Sprint Customer Service. 
e .  Call for a supervisor. 

E 25. Which of the following would not be an option in the Transfer menu? 
a. 
b. 

d. 
e. 

C. 

Spanish 
FrenchlCreole 
Customer Service 
OSD (Operator 3ervice for the Deaf) 
Supervisor Assistance 

D 26. In which of the following situations would you transfer a TTY customer to OSD? 

a. If slhe wanted to place a Collect call to another lTY user. 
b. If slhe wanted to place a Third Party call to another TTY user. 
c. If slhe wants to place any operator-assisted call to another TTY user. 
d. Any of the above situations. 
e .  None of the above situations. 

Enhanced 911 / Emergency Calls 

I: 27. The Enhanced 91 1 (E91 1) feature allows you to: 

a. Connect to another relay agent who handles only emergency calls. 
b. Connect to the 91 1 operator for the relay center's area code. 
c. Connect to the 91 1 operator for the inbound customer's area code. 
d. Connect to a special 91 1 line for relay customers. 
e. Call a supervisor to your console. 

D 28. If you try to activate the Enhanced 91 1 (E91 I) feature but it doesn't work, you should 

a. Try to activate E!311 one more time. 
b. Call a supervisor for assistance. 
c. Call Directory Assistance for the customer's area code and get the 91 1 number. 
d. All of the above, in A-B-C order. 
e. All over the above, in C-A-B order. 

E 29. In any emergency situation, why is it important to press the [EMER] key? 

a. To enable you to connect to a 91 1 operator. 
b. To keep the call on-screen in case the inbound customer gets disconnected. 
c.  To change the mlour of your screen so everyone knows you're on an emergency call. 
d. BothAandB. 
e .  Both B and C. 
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Snrint Relay Oflllne [tmernet RefayJ 

E 30. Which of the following lets you know you’re receiving a Sprint Relay Online call? 

a. You see a mesaage window that reads, “Possible Internet Call.” 
b. The letters ”SR” appear in the STATE area of the banner. 
c.  The word “Internet” will appear in the FROM area of the banner. 
d. The Dial window will appear, with the Calling To number already entered. 
e. All of the above. 

B 31. Which of the foltowing features will still work on a Sprint Relay Online call? 

a. Transfer Menu 
b. Scratchpad 
c.  Enhanced 911 
d. Customer Database 
e .  Carrier of Choice 

Hanrlllng Bomb Threats 

C 32. If someone calls in and makes a bomb threat during a relay conversation, you should: 

a. Call a supervisor immediately. 
b. Fill out a bomb threat form as completely as possible. 
c.  Remain transparent and continue relaying the call. 
d. Do both A and B. 
e. Do both B and C. 

you should: 

a. Call a supervisor immediately. 
b. Fill out a bomb threat form as completely as possible. 
c. Remain transparent and continue relaying the call. 
d. Do both A and B. 
e. Do both B and C. 

0 33. If someone calls in and makes a bomb threat toward this relay center or any other relay center, 

Scratehpad 

0 34. In which of the following situations would you use the Scratchpad? 
a. To type a personal note to another relay agent. 
b. To make personal notes about a customer (e.g., this customer types so00 slow...). 
c. To enter a text rriessage into a pager. 
d. To type instructions voiced by a VCO customer. 
e. None of the above. 
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0 35. In order to open the Scratchpad in Write Mode, you must: 

a. Open the Customer Database. 
b. Press [MAKE BUSY]. 
c.  Close all other windows, including the Customer Notes. 
d. Close all other windows, except the Customer Notes. 
e. Do nothing -just press CTRL S.  

Miscellaneous 

I: 36. A voice customer sa’ys: “Check out the site at www.sprint.com.” How would you type this to the 
l l Y  customer? 

a. CHECK OUT THE SITE AT WWW.SPRINT.COM 
b. CHECK OUT THE SITE AT WWW SPRINT COM 
c. CHECK OUT THE SITE AT WWW DOT SPRINT DOT COM 
d. Inform the TTY customer: (AGENT UNABLE TO TYPE INFO) 
e. None of the above 

statement? 

a. MY EMAIL ADDRESS IS JRASHEED@PRC.COM 
b. MY EMAIL ADDRESS IS JRASHEED @ PRC DOT COM 
c. MY EMAtt ADDRESS IS JRASHEED AT PRC.COM 
d. MY EMAIL ADDRESS IS JRASHEED AT PRC DOT COM 
e. None of the above 

D 37. If the Voice customer says: “My email address is JRasheed@prc.com,” how would you type this 

0 38. When processing a marine call, you must make sure to tell the marine operator: 

a. The Calling To number. 
b. The customer‘s Calling From number. 
c. That the relay service should not be billed for the call. 
d. All of the above. 
e. None of the above. 

A 39. If the TTY customer iis typing in ASL and you understand what is being typed, you should: 

a. “Translate” the TTY customer’s message into conversational English. 
b. Read the TTY aistomer‘s message verbatim. 
c. Type (PLS TYPE! IN ENGLISH) to the TlY customer. 
d. Ask the Voice cuistomer if s h e  understands ASL. 
e. None of the above. 

E 40. In which of the following situations can you paraphrase the Voice customer’s conversation? 

a. When the Voice customer is speaking too fast and refuses to slow down. 
b. When the Voice customer instructs you to paraphrase hislher conversation. 
c.  When the TTY oJstomer instructs you to paraphrase the Voice customer‘s conversation 
d. When the TTY customer is impatient and begins typing before you are finished typing. 
e .  None of the above - you must type the Voice customer‘s conversation verbatim. 
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n A 41. A call arrives on the Voice line (F2) and you say the greeting but don’t get a response. You say 
the greeting again arid get no response. In this situation, you should: 

a. Press [FI]. 
b. Press [FZ]. 
c. Press [F3]. 
d. Press [F5]. 
e.  Call a supervisor immediately. 

someone answers the line? 
a. Press [F6j. 
b. Press [CTRL 8/91 and type the greeting verbatim. 
c. ldentify yourself by giving your agent number. 
d. All of the above. 
e. None of the above. 

0 42. If a customer instructs you not to announce relay, which of the following must you still do when 

C 43. Which of the following is a customer request that you should not honor? 

a. A customer asking for an agent of a different gender. 
b. A customer asking for an agent that types faster. 
c. A customer asking for a specific agent by number (ex: I WANT AGENT 9999 PLS). 
d. A customer asking to speak to a supervisor. 
e .  A customer asking you to adjust your volume so slhe can hear you better. 

Alternate Call Tmes 

C 44. Which of the following cannot be processed through the relay service? 
a. VCO to VCO calls. 
b. HCO to HCO calls. 
C. Voice to Voice CAIS.  
d. International calts. 
e. None of the above. 

C 45. At what point must you open the Alternate Call Type window? 

a. As soon as the inbound customer informs you it is an Alternate Call Type. 
b. Before pressing [COMPl to dial the call. 
c. After announcing the relay service to the outbound customer. 
d. All of the above. 
e.  None of the above. 

C 46. What key needs to bla pressed in order to process a Device to Device call? 

a. [F5] 
b. [F6] 
c. IF71 
d. [F9] 
e. [FlO] 
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P INSTRUCTIONS: Read each description carefully and identify the name of the call type described 

47. This call allows two speech-impaired TTY customers to type to the 
agent, who will voice for both parties. HC5- HCO 

48. This call allows a speech-imlpaired TTY customer to listen directly to the 
voice of a deaf person who :speaks and then type their response directly 
to the party she is calling. --- HCO - YCO 

49. This call allows two deaf persons who speak to voice their conversation 
to the agent, who will type for both parties. uco - n o  

50. This call allows a deaf custmer who cannot speak to type directly to a 
deaf customer who can speak. TTY - uco 

SHORT CUISWER: Customer Database 
51. 

52. 

.............. ICUST RECI You press this key to access the Customer Database (CD8). 

Tbis area of the CDB holds :special remarks on how to process a 
customer's call. ......................................................................... MOTES 

53. 

54. 
P 

55. 

56. 

57. 

58. 

59. 

60. 

This area of the CDB allows the customer to choose how she  wants 

This area of the CDB includes Language Type and Answer Type 
information. ............................................................................... 

This area of the CDB lists frequently dialed numbers, as well as 
emergency numbers and blocked numbers. ..................................... 
This area of the CDB includes contact information, such as name and 

................................................................................... M E  address. 

You enter this in the Dial window in order to bring up a customer's 
Emergency Numbers list. ..................................................... "EM" 
You enter h is  in the Dial window if the customer asks you to redial the 
last number dialed. ..................................................................... "Ln" 
You enter this in the Dial window if the customer gives you a name but 

...... "FD" does not give a phone nurntier with it (e.g., PLS CALL BILLY GA) 

When the FROM number appears in red in the banner, that indicates 
the number is ............................................................................ 

long-distance calls to be billed. ...................................................... COC 

PREFS 

NUMBERS 

--- 

-- 

~~ 

RE 8 T R I C TUI 

SCORE: 60 questions minus wrong = correct out of 60 - O h  
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c SPECIFIC PERSON CROSSWORD 
PUZZLE 

2 

3 

h 

4 

5 

7 

9 

I 2  

13 

17 

14 

IF 



- A I  
1. "This is FRS Opr 9### with a call for ..." 
3. Got to get it all to be 

4. (name) or "this is name" 
5. I f  you didn't get this the first time, you should ask the voice 

6. Something's always going on in the... 
7. How many elements on this test call? 

8. Word for word 
10. A call impacting sound 
11. This singles you out from the rest 
12. The last "C" of the 3 G s  
13. Not just anybody 
15. How does the TTY user know you honored their request? 

17. "Go ahead and your party's ready to hung up." 
19. I n  the announcement you shoutd be 

! 

person to repeat 

someone 

Down 
2. Read this and you'll be sure to be correct 
5. This must be sent on every call 

9. This explains it all 
14. "The person on the line ..." 
16. 1505's minimum speed limit 
18. Verifying this gets you 100% accuracy 

This crossword puzzle was created by PRC SPRINT TRAINING with EclipseCros&. Try it today-it's free! 
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-sprint, - 
INTRODUCTION 

As employees of Sprint, w e  share a common vision of Sprint and that is to be a 
world class teIecommunications company. One of the ways to uphold this 
vision is to achieve exceptional customer satisfaction. To accomplish this goal, 
this workbook was developed especialIy for relay agents to increase their 
literacy of TTY-ASL in order to be better equipped to translate TTY-ASL into 
spoken conversationaI English. It was designed for relay agents keeping in 
mind that they may or may not possess American Sign Language (ASL) skills. 

This workbook is not a book on American Sign Language and shouId be used 
as a tool to improve the rcIay agent’s skills on TTY-ASL. It is necessary to 
understand that ASL is a visual and gestural language. It is a language which is 
governed by grammatical rules and specific parameters (handshape, movement, 
location, palm orientation, and facial expressions). Since ASL is not a written 
language, it places the relay agents at a disadvantage due to the fact that a 
customer who uses ASL iaS their primary mode of communcation is not visible 
on a TTY. TTY-ASL is often an attempt by the customers to communicate with 
a hearing party using whatever knowledge they have of the English language.” 
TTY -ASL does not reflect the intelligence of the users. 

In order to accomplish excellence through quality, it becomes essential for relay 
agents to participate in this program. Timelines throughout this program will 
need to be established and agreed upon between you and your supervisor. 
Questions that you may have regarding the materials presented in the workbook 
can be answered during your monthly meetings with your supervisor. 
Videotapes, books, and sign language classes are avaiIabIe in your local 
communities to anyone who is interested in continuing their ASL education. 

Enjoy! 

*The term “TTY-ASL” will be used throughout the workbook and is defined in 
the above excerpt. 

Sprint Proprietary Information - Restricted 
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-sprint. - 
PRONUUNS: - I,Me, You, etc. 

Pronouns can be placed at the beginning and at the end of the TTY-ASL sentence. 
The examples of Personal Pronouns are as foifows: 1, me, we, you, he, she, it, they, him, 
her, us, & them. 

BASIC PHRASES: Translate each basic TTY-ASL phrase below into 
conversational English by using the personal pronoun 
correct 1 y . 

TTY -ASL 

EX: MEMADME 
HURT S H E  Q 
WE HOST 

1. 

2. 

3. 

4. 

5 .  

6. 

7.  

8. 

9. 

10. 

HUNGRY YOU 

PRETTY SHE 

HE SHORT 

IT FALL 

THEY HEAR 

ME COLD ME 

WE PARENTS WE 

CRY HIM Q 

HE MOVE 

PAID US Q 

Con versation a I E nd i s  h Trunslatio la 

EX: l ammad .  
Is she hurt? 
We are hosting. 

I 

1. 

2. 

3. 

4. 
-- - 

5 .  

6. 

7.  

8. 

9. 

10. 

Sprint Proprietary information - Restricted 
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7 

PRONOUNS: - I ,  Me, You, e&. 
Pronouns can be placed at tht: beginning and at the end of the TTY-ASL sentence. The 
examples of Possessive P r o m u  are as follows: my, mine, our, his, her, its, theirs, & yours. 

SIMPLE PHRASES: I Translate each basic TTY-ASL phrase below into conversational 
English by using the possessive pronoun correctly. 

TTY -ASL 

EX: 

1. 

2. 

3. 

4. 

5. 

6. 

7.  

8. 

9. 

10. 

THEIR CLASS THEIR 
HIS WIFE 
BOOK MY Q 

BROTHEK HER 

OUR FAMILY 

CAR HIS Q 
THEIR MONEY 

PHONE MY 

SHOES MINE 

HAIR ITS 

BALL YOURS Q 

HER MAKE UP 

TEAM OUR 

Con versntion a I Enxlish Titanslabion 

EX: Their class 
His wife 
My book? 

1. 

2. 

3.- - 
4. 

5 .  

h 

-I 

7.  

8. 

~~ 

9. 

10. ~ 

Sprint Proprietary Information - Restricted 
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PRONOUNS: - I, Me, You, etc. 

SLOTS SUBSTITUTICIN DRILLS: (Substitute the underIined word in the 
example with the words listed beIow the example.) 

EX: HE 

1. 

EX: I 
2. 

EX: 
3. 

JUMP HE 

DRIVE 

MAD 

FATHER 

RUN 

WEAK 

HAPPY 
TEASE 

SLEEP 

WORK 

NEED 

BUY 

EXCITE WE 
HUNGRY 

POOR 

LEAVE QQ 

MEET 

VACATION 

EX: Hejumps. 
He jumped. 

I 

a. 

b. 

C. 

d. 

EX: Iamhappy 
a. 

b. 

C. 

~- d. 

e. ~ 

EX: We are excited. 

d. 

e. 

PRCWOUNS: - I, Me, You, etc. 

Sprint Proprietary Information - Restricted 
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SLOTS SUBSTlTUTIOlN DRILLS: (Substitute the underlined word in the 
example with the words Iisted below the example.) 

EX: YOU SMART 
4. PLAY QQ 

PICK 

TALK 

HURRY QQ 
WRITE 

EX: SHE YOUNGSHE 
5 .  READY 

PRETTY 

PREGNANT QQ 

RELIGIOUS 

EX: IT STINK 
6. DIRTY QQ 

RAIN 

BLACK 

GONE 

EX: THEY SLOPPY 
7. IMPROVE 

WATCH 

WONDERFUL 

ENOUGH 

EX: You are smart. 

I 

d. 

d. - 

EX: It stinks. 

PRONOUNS: - I, Me, You, etc. 

Sprint Proprietary Information - Restricted 
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splint, r, 
7 
SLOTS SUBSTITUTIOlN DRILLS: (Substitute the underlined word in the 
example with the words listed below the example.) 

EX: STUPID HIM 
8. WATCH 

CLAP FOR 

ARREST QQ 

FOOL 

EX: CONCERN HER 
9. WORRY 

CALL 

DRIVE QQ 

GIVE 

EX: He is stupid. 
a. 

b. ~ 

C. 

-- - d. 

EX: She is concerned 

C. 

d. 

EX: THEIR COLLECT1O:N THEIR EX: Their collection. 
10. COLLEGE a. 

STAMP 

PHONE NUMBER 

ADDRESS QQ 

EX: AWFULME 
11. EMBARRASSED 

SHOCK 

MISTAKE 

SICK QQ 

b. 

C. 

d. 

EX: Iamawful. 
a. ~ 

b. 

PRONOUNS: - I, Me, You, etc. 

Sprint Proprietary Information - Restricted 
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7 
SLOTS SUBSTITUTIOlN DRILLS: (Substitute the underlined word in the 
example with the words listed below the example.) 

EX: CATCH THEM 
12. HELP 

STEAL 

COVER 

HUG 

EX: OUR SCHOOL 
13. HOUSE 

DOG 

KIDS 

MONEY QQ 

EX: HIS BOOKHIS 
14. SISTER QQ 

PARENTS 

SHIRT 

JOB 

EX: HOMEYOUR 
15. COMMITTEE 

OFFICE QQ 

MALL 

TEAM 

EX: Catch them. 
a- - - 

EX: Our school. 
a. 

b. 

-~ 

-- 

EX: Hisbook. 
a. 

b. 

-- 

-c- 
C. 

d. 

EX: Your home. 
a- ~ -- 

-- b. 

Sprint Proprietary Information - Restricted 
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VERBS: TO BE (Is, Are, Am, Was, and Were) 

TTY-ASL sentences often lea.ve out the verbs to-be and they need to be added for 
English translation. Please notice the examples in Module 1 .  

SIMPLE PHRASES: Translate each basic TTY-ASL phrase below into 
conversational English by using the verb correctly. 

TTY -ASL 

EX 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10. 

1 1 .  

12. 

13. 

14. 

15. 

HE MY FATHER 
MY T1E OLD 
WE TIRED 

WONDERFUL SHE 

YESTERDAY HOT 

CAREFUL YOU PLS 

THEY MEAN TO ME 

RIGHT PERSON YOU QQ 

NOT KEADY JOIN HE 
BOYFRIEND MY TALL 

CAR BLUE MY 

ME OLD NEWS 

SCARE IN DARK SHE QQ 

UPSET SHE 

BOY STRONG 

TONIGHT GO DANCE YOU QQ 

MOVIE TICKETS EXPENSIVE 

TODAY WHAT DATE QQ 

Con versa tiunal Endish Translation 

EX: He is my father. 
My tie is old. 
We are tired. 

6. - 

-~ 7. 

Sprint Proprietary lnformation - Restricted 
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PREPOSITIONS: At, To, In, Into, For, Above, Under, 
etc. - 

Since ASL i s  very visual, it shows directions of movement without needing to use 
prepositions. A TTY-ASL sentence may lack a preposition. Sometimes, it may have a 
preposition but it should be translated to a proper preposition in coversational EngIish. 

SIMPLE PHRASES: Translate each basic TTY -ASL phrase below into conversational 
English by using the preposition correctly. 

TTY -ASL 

EX: 

1 .  

2. 
3. 

4. 
5 .  

6. 

7. 
8. 

9. 
10. 

11. 

12. 
13. 

14. 
15. 

16. 

17. 

18. 

19. 

20. 

I NEED TALK YOU 
WHY U MAD TO ME QQ 
WE GO STORE MUS,T 

I TRY CALL U OFTEN 
HE THROW ROCK M Y  DOG 
PLANE FLY HIGH MTNS 
WE DROVE FRIENDIS HOUSE 
HIS CAR HIT MANS TRUCK 
BALL ROLL DOWN TABLE 

I OVER MY MOMS HOME 
MY CAT SLEEP NEAR WINDOW 
I WALK FOREST THEN OUT 
I FOUND RING THERE FLOOR 
YESTERDAY HE MESET HIS BOSS 
MOM GO THERE SH!OP 
MY DRAWER THERE LOTS MONEY 
ZIP CODE YOU HAVE INFO QQ 
M Y  KID OUT GO SWIM 
I CALL HELP FIND APT 
LOST PAPER IN MY DESK 
PICTURE THERE WALL YOURS QQ 
CHAIR MOVE THERE PLS 

ME GO STORE LAST NIGHT 

Con versatioria 1 English Traiislation 

EX: I need to talk to you. 
Why were you mad at me? 
We must go to the store. 

-~ 6. 

7 .  -- 
8. 

9. 

- 10. 

11. 
12. 

13. 

-~ 

-- 
14. ~ 

-~ 15. 

16. ~ 

17. 

18. I 

19. ~ 

20. ~ 

Sprint Proprietary Information - Restricted 
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- TIME INDICA TORS 

Tense i s  an integral part of TTY-ASL and is determined by time-indicating words like: 
yesterday, before, past, finish., already, last, today, tonight, this day, now, tomorrow, next, 
later, will, future, after, while., etc. 

SIMPLE PHRASES: Translate each basic TTY-ASL phrase below into conversational 
English by using the tenst: correctly and adding articles and verbs, etc. as needed. 

TTY -ASL 

EX: YESTERDAY MOVIE I GO 

1 .  

2. 

3. 
4. 

5 .  

6. 

7.  

8. 
9. 

10. 
11. 

12. 
13. 

14. 

15. 

16. 

17. 

18. 

19. 

20. 

LATER MOM GO SHOP 
TONIGHT MOM BABY BORN 

TOMORROW JOE & SUE MARRY 
WILL GO CAMP WHO LIZ & SAM 
COMPUTER 1 BUY FINISH 

LAST NIGHT I SLEEP GOOD 
NOW SCHOOL I MUST GO 
LATER CHILDREN I WANT 

ALREADY BA DEGREE I HAVE 
WE WAIT SINCE 2 HOUR 
BOTH GO TENNIS PR4CTICE TMW 
ME FINISH TOUCH L A .  THEN K.C. 
NEXT YEAR ME GO BIAD 
FINISH YOU PUT LIPSTICK MY CAR QQ 
SHE EVERYDAY USE RELAY 

NEXT TUESDAY ME (30 DANCE 
RECENTLY ME FLU FINISH 

YOU STUDY WILL QQ 
ME LEARN ASL SINCE 18 YEARS OLD 
FAMILY MY PLAY CARDS ALWAYS 

Con versa tiunal Endish Trunslatio n 

EX: Yesterday, I went to the movies. 

Sprint Proprietary Information - Restricted 
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SUBJECT - VERB - OBJECT: Simple Phrases 

Subject-Verb-Object is one of the several sentence structurcs used in TTY-ASL. 

Subject is defined as the word that indicates the doer of the action , 

Verbs are often defined as wclrds expressing action or state of being. 

Object is defined as the word indicating who or what Is affected by the action. 

Subiect 
Chris 
Marty 

Verb 
callcd 
hates 

Obiect 
Lcs. 
homework. 

- TIP: In this particular structure, usually the emphasis is on the Object. 

SIMPLE PHRASES: 

TTY -ASL 

EX: HE HAVE CAT QQ 
SHE GO SCHOOL 
THEY PRAY CHURCH 

1 .  

2. 

3. 

4. 

HE PLAY A M N A  

I GOSTORE 

ME MEET MAN 

HE BUILD HOUSE 

Conversational Enalish Tralaskation 

EX: Does he have a cat? 
She goes to school. 
They pray at church. 

1 .  

2. 

- 3 .  

-- 4. 

Sprint Proprietary Information - Restricted 
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SUBJECT - VERB - OBJECT: Simple Phrases 

TTY -ASL 

5. THEY SHOP MALL QQ 

6. WE GO BAR PARTY 

Con versalional Enalis h Translation 

- 5 .  

6 .  

7.  SHE FIX COMPUTEIR QQ 

8. HE CLEAN CLASSROOM 

9. THEY STEAL JEWELS QQ 

10. THEY PAINT HOUSE QQ 

11. HE DANCE CLUB 

12. I TEACH DEAF SCHOOL 

13. ME HATE RUMORS 

14. WE WATCH VIDEOTAPE 

15. SHE TYPE LETTER 

- 7.  

8. 

9. 

~~ 

10. 

1 1 .  

- ~~ 

12. 

13. 

~~ 

14. 

15. 
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SUMMARY 

Summary of the Book I, Modules 1 through 6. 

1. YESTERDAY ME SIT AMERICAN RIVER COLLEGE CAFETERIA EAT 
LUNCH DEAF STUDENT JOIN TABLE HE TELL ME GO-TO DEAF 

TIME BECAUSE CAN PARTTCIPATE ANY SPORTS CLUB DANCE EVENT 
SOCTAL WITH M.ANY DEAF NEAT! 

RESIDENTIAL (CSD) FREMONT WHILE HE GO-TO SCHOOL HAVE BEST 

11. ME LIKE PLAY VOLLEYBALL BUT FRIEND LIKE PLAY SOFTBALL 
WE AGREE MONDAY WEDNESDAY VOLLEYBALL TUESDAY 
THURSDAY SOFTBALL NOW BOTH US SATISFY 

Sprint Proprietary Information - Restricted 
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MODULE 2 
Training Manual: Deaf Culture 

OBJECTIVES 

At the completion of this Module, participants will be able to: 

1 .  

2. 

3. 

4. 

5. 

6. 

Understand the differences between the Medical Model and 
the Cultural Model as they relate to deaf persons; 

Gain a basic understanding of American Sign Language and 
its impact on the deaf and hearing communities; 

Learn basic st:eps for communicating well with deaf persons; 

Dispel the mythology related to  deafness; 

Learn and incorporate commonly used l l Y  abbreviations; and 

Demonstrate the additional knowledge with a passing score 
on the Module quiz. 

2 
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PERSPECTIVES ON DEAF PEOPLE 

I n  recent years (beginning as early as 1980 with increased awareness 
of and acceptance of American Sign Language) it has become clear 
that one can adopt either of two opposing perspectives when 
interacting with the Deaf Community. While these perspectives have 
been given different names or labels by different authors and 
researchers, we will refer to t h e  differing perspectives as the 
"pathological model" and the "cultural model." I t  is essential to 
understand which of these perspectives you might hold for each result 
in vastly different ways of dealing with and treating the Deaf 
Community. Indeed, the first perspective, a t  least in some of its 
extreme manifestations, would seek to  deny the very existence of the 
Deaf Corn mu n ity . 
The "pathological" view of Deaf people has also been called the 
Clinical-Pathological view or the Medical Model. Essentially this view 
accepts the behaviors and values of people who can hear as 
"standard" or "the norm" and then focuses on how Deaf people deviate 
from that norm. This is the perspective that has been traditionally held 
by a majority of non-deaf professionals who interact with the Deaf 
Community only on i3 professional basis. In a sense, this is the 
"outsider's" view - a view that focuses on how Deaf people are 
different from non-deaf people and a view that generally perceives 
those differences negatively. I t  is also a view that deaf people have 
something wrong with them, something that can and must be "fixed." 
Those who hold a pathological view might define the Deaf Community 
as: 

a group of peoplri whose hearing loss interferes with the normal 
reception of speech; 
a group of people who have learning and psychological problems 
due to their hearing loss and their perceived communication 
difficu Ities; 
a group of people who are not "normal" because they cannot 
hear. 

I t  should be fairly easy to  see that this view, the "pathological" one, 
results in paternalistic and oppressive behaviors and attitudes towards 
Deaf people. Recently t:his way of dealing with Deaf people, of treating 

csn 
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them as incapable of self-determination, has been called "audism" to 
emphasize the fact that this view shares much with other paternalistic 
perspectives such as racism, sexism, and anti-Semitism. The 
"pathological" view st:ands in sharp contrast to the view based on 
linguistic and sociological research findings which is the cultural view. 
The cultural view recognizes that there is a complex set of factors that 
must be considered when examining the Deaf Community. Indeed, it is 
this very fact that makes defining the Deaf Community a complex 
task. Those who hold a cultural view might define t h e  Deaf Community 
as: 

a group of persons who share a common means of 
communication (sign language) that provides the basis for group 
cohesion and identity; 
a group of persons who share a common language (ASL) and a 
common culture; 
those whose primary means of relating to the world is visual and 
who share a language that is visually received and gesturally 
produced 

Deciding which view of Deaf people you hold is crucial for it will, in 
large measure, determine the relationship you have to, and with, t h e  
Deaf Community. Your attitudes towards the Community's language 
and its culture determine your perspective towards Deaf people. You 
will hold either a meldical/pathological or cultural view of the Deaf 
Community . 
INTRODUCTION TO AMERICAN S I G N  LANGUAGE (ASL) 

Linguistic research during the past thirty years has demonstrated that 
American Sign Language (and indeed any of the world's indigenous 
sign languages) meets all of the requirements for human languages - 
it is a rule-governed, grammatical symbol system that changes over 
time and that members of a community share. Indeed, the linguistic 
research in this area is so overwhelming that the question of whether 
signed languages are languages is rarely debated anymore. This page 
will offer a brief overview of how individual signs are formed and of 
certain sentence types in American Sign Language. 
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Just as spoken words are formed from "parts" (e.g. vowel sounds and 
consonant sounds) so are the signs in any sign language. But t h e  
"parts" of signs are not sounds. Rather the "parts" of a sign are 
specific handshapes, rnovements of the hand, and specific locations of 
the hand. For example, t h e  Dictionary of American Sign Language (the 
first such dictionary based on linguistic principles) lists 18-19 
handshapes, 24 movements, and 12 locations. You can find 
illustrations of each these handshapes, movements, and locations in 
the video and text resources listed below. But, you might wonder how 
is it that linguists were able to  identify these specific handshapes, 
movements, and locati'ons. 

With spoken languages, you can identify meaningful sound units by 
finding minimal pairs. These are words that have different meanings 
and that differ in only one sound. Thus, that one sound must be 
meaningful and unique because if you change it, you produce a new 
word. For example, just by changing the first sound of the word hit 
you produce words such as bit, fit, kit, lit, mit, pit, quit, sit, wit, zit. 
The same procedure of contrastive analysis has been apptied to 
American Sign Language 
movements, and locations. 

to identify the meaningful handshapes, 

For example, look at the drawing (left) 
and notice that if you change the 
location of the sign (where in space or 
on the body the sign is made) that 
means "father", you produce a sign 
with a new meaning. The new meaning 
is " moth e r . I' 

Likewise if you change the movement 
of the sign that means "father" from a 
slight tap to a double movement away 
from the head, you produce a sign with 
a new meaning, i.e. "grandfather:" 

f- 
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Variation 

This has been a very simplified introduction to this 
topic. The essential point to remember is that each 
sign in a signed language is composed of a specific 
arid unique combination of a handshape, a 
movement, and a location. Changing any one of 
these aspects of a sign changes the meaning of the 
sign. There are many fascinating aspects to  this 
topic. For example, researchers have been able to 
idlentify certain handshapes and locations that are 
used in other sign languages but that are not used 
in American Sign Languages (just as there are 
sounds used in other spoken languages that are not 
wed  in American English). Researchers have also 
stiddied the acquisition of handshapes by Deaf 
children and have identified acquisition stages from 
the use of more simple handshapes to more complex 
Orles. 
There are several types of variation in all human 
tariguages. For example, in spoken American English 
words are pronounced differently by people from 
different parts of the country or by people with 
different backgrounds (e.g . car, cement, police). 
Also in spoken American English people may use 
different words t o  refer t o  the same reality (e.$ sub, 
hero, grinder, hoagie, Italian sandwich). These 
different types of variation that exist for spoken 
languages also exist for American Sign Language 
(and also for other signed languages). 

Research has identified the following different types 
of variation in American Sign Language: 

Regional Variation Different signs used in different parts of the country 
(e.g. different signs to express meanings such as 
"ti a I lo ween ," 'I bi rth day," "Christmas," and "candy." 

Racial/Et hnic Different signs used by members of different racial 
Variation or ethnic groups (e.g. Black Southern signers sign 

differently than non-Black Southern signers). 
Gender Variation Different signs and different forms of signs used by 

males and females. 

A a WYN'D I a Cd.nwrlcr  Company 
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Age Variation Different signs and different forms of signs used by 
older signers and by younger signers. 

TI-ius, American Sign Language and other indigenous 
signed languages have the same type and range of 
valriation that exists in spoken languages. 

Sentence I n  spoken American English, one way we know that 
someone has made a statement, asked a question, 
or given a command is by different intonations of the 
person's voice. That is, this important grammatical 
information is not always conveyed by the  use of 
specific words. Likewise, in American Sign Language 
this type of grammatical information is not always 
conveyed by the use of specific signs. Rather there 
are certain non-manual behaviors that are used t o  
indicate statements, questions, commands, and 
other types of sentences. The videotape and text 
resources offer material that provides a more 
detailed discussion of the non-manual grammatical 
signals. What follows is a brief overview of some of 
the important sentence types and the specific non- 
manual behaviors associated with each sentence 
type. 

Declarative 
Sentences : 

Questions: 

This is perhaps the most basic sentence type in 
American Sign Language. There does not seem to be 
any specific non-manual behavior associated with 
this sentence type. Instead, the absence of any 
other specific grammatical signal serves to indicate a 
delclarative sentence. 

There are basically two types of questions - Yes/No 
questions and Wh-word questions. The non-manual 
signal used to indicate a Yes/No question consists of 
raised eye brows, slightly widened eyes, and, often, 
a forward tilt of the head and/or body. Sometimes 
the shoulders are also raised. This set of non-manual 
behaviors occurs during production of all of the signs 
that you want to be part of the question. For 
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example, suppose your friend was talking about a 
particular movie and you wanted to  ask whether 
yclur friend had seen the movie. You would use this 
set of non-manual behaviors while producing the 
manual signs meaning "FINISH," "SEE," "MOVIE," 
and "YOU." The meaning of the signed utterance 
would be the Yes/No question "Have you already 
seen the movie?" 

If you want to ask a Wh-word question (i.e. who, 
what, where, when, why, how) you would use a 
different non-manual signal. The behaviors consist of 
a Ibrow squint and, frequently, a tilting of the head. 
Sometimes the body shifts forward and the 
shoulders are raised. For example, suppose you 
wanted to ask someone how a mutual friend got to a 
party (since you know the friend lives rather far 
away and the friend's car is in the shop). You would 
usle this set of Wh-word non-manual behaviors while 
producing the manual signs meaning "HOW," 
"CIOME-here," "HOW." The meaning of the signed 
utterance would be the Wh-word question "HOW did 
-- get here". 

Commands: This type of sentence requires stress or emphasis on 
the verb and requires the signer to  look directly a t  
the person who is being told t o  do something. There 
are two ways of showing stress - one is to produce a 
sign faster and sharper than normally; the other 
type of stress is very emphatic and involves making 
a sign much more slowly and deliberately than 
normal. For example suppose you wanted to tell 
someone to  stop teasing the cat. You might look 
directly at the person while producing the manual 
signs "FINISH," "TEASE," "CAT," "FINISH." You 
would also stress t h e  sign "FINISH." The meaning of 
the signed utterance would be the command "Stop 
teasing the cat! Stop it!" 
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American, Winter 1988 
2nd View: Deafness as a Difference 

"Two Views of Deafness" 
Outline by Chris Wixtrom 

With this perspective, a person might: 

Define deafness as a pathological condition (a defect 
or a handicap) which distinguishes abnormal deaf 
persons from normal hearing per., I-ons. 

Deny, downplay or hide evidence of deafness. 

Seek a "cure" for deafness; focus on ameliorating the 
effects of the "auditory disability" or "impairment." 

Give much attention to the use of hearing aids or 
other devices that enhance auditory perception 
and/or focus on speech. Examples: Amplifiers, 
tactile and computer-aided speech devices, cue- 
systems. . . 

Place much emphasis on speech zlnd speechreading 
("oral" skills); avoid sign and other communication 
methods which are deemed "inferior." 

Promote the use of auditory-based communication 
modes; frown upon the use of modes which are 
primarily visual. 

Describe sign language as inferior to  spoken 
language. 

View spoken language as the most natural language 
For all persons, including the deaf. 

Make mastery of spoken language a central 
educational aim. 

Support socialization of deaf persons with hearing 
persons. Frown upon deaf/deaf irlteraction and 
deaf/deaf marriages. 

Regard "the normal hearing person" as the best role 
model. 

Regard professional involvement with the deaf as 
"hetping the deaf" to  "overcome their handicap" and 
to "live in a hearing world." 

Neither accept nor support a separate "deaf culture." 

With this perspective, a person might: 

Define deafness as merely a difference, a characteristic 
which distinguishes normal deaf persons from normal 
hearing persons. Recognize that deaf people are a linguistic 
and cultural minority. 

Openly acknowledge deafness. 

Emphasize the abilities of deaf persons. 

Give much attention to  issues of communication access for 
deaf persons through visual devices and services. 
Examples: telecommunication devices, captioning devices, 
light signal devices, interpreters . . . 

Encourage the development of communication modes, 
including - but not limited to - speech. 

Strongly emphasize the use of  vision as  a positive, efficient 
alternative to  the auditow channel. 

View sign language as equal to  spoken language. 

View sign language as the most natural language for people 
who are born deaf. 

I n  education, focus on subject matter, rather than on a 
method of communication. Work to  expand all 
communication skills. 

Support socialization within the deaf community as well as 
within the larger community. 

Regard successful deaf adults as positive role models for 
deaf children. 

Regard professional involvement with the deaF as "working 
with the deaf" to "provide access to the same rights and 
privileges that hearing people enjoy." 

Respect, value and support the language and culture of deaf 
people. 
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COMMUNICATING WELL WITH DEAF PEOPLE 

Deaf people use a variety of ways to  communicate. Fingerspelling and 
sign language are two ways. Many deaf people also use 
speechreading, speech and writing. Below are some suggestions for  
enhancing communication with Deaf persons regardless of the 
method: 

Get the Deaf person's attention before speaking. A light touch 
on t h e  shoulder, a wave, or other visual signal will help. 

0 Look directly at  the Deaf person when signing/speaking even 
when an interpreter is present. 

9 Speak slowly and clearly without shouting; don't exaggerate or 
overemphasize I ii p movements. 

Avoid colloquialisms 

Use body language and facial expression to supplement your 
communication. 

Maintain eye contact. 

If you have problems being understood, try rephrasing a 
Writing is also a good way t o  thought using different words. 

clarify. 

Keep your hands away from your face and mouth while 
speaking . 

0 Make sure lighting makes your face clearly visible. 

Long moustaches, gum chewing, cigarette smoking, pencil 
biting, and similar obstructions of the lips will lessen the 
effectiveness of your co m m u n ication. 

a Q M m r r l c r  Company 
I Atll Y I 

WY 
t O U Y W I I  
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MYTHS ABOUT DEAFNESS 

Like all minority groups, deaf people suffer from stereotyping by many 
who don't know and understand them. A number of myths about deaf 
people circulate widel-y in our society, creating an attitudinal barrier. 
This barrier gets in the way of understanding between deaf and 
hearing people. 

Myth: 
Fact: 

Myth: 
Fact: 

Myth: 
Fact: 

Myth: 
Fact: 

Myth: 
Fact: 

Myth: 
Fact: 

All hearing losses are the same. 
The single term deafness covers a wide range of hearing 
losses that: have very different effects on a person's ability 
to process sound and, thus, to  understand speech. 

All deaf pleople are mute. 
Some deaf people speak very well and clearly; others do 
not because their hearing loss prevented them from 
learning spoken language. Deafness usually has little 
effect on the vocal chords. 

People with impaired hearing are "deaf and dumb." 
The inability to  hear affects neither native intelligence nor 
the physical ability to  produce sounds. Deafness does not 
make people dumb in the sense of being either stupid or 
mute. Deaf people, understandably, find this stereotype 
particularly offensive. 

All deaf people wear hearing aids. 
Many deaf people benefit considerably from hearing aids. 
Many otheirs do not; indeed, they find hearing aids to be 
annoying and they choose not to  use them. 

Hearing aiids restore hearing. 
Hearing aids amplify sound. They have no effect on a 
person's ability to  process that sound. I n  cases where a 
hearing toss distorts incoming sounds, a hearing aid can do 
nothing to correct this and may even make the distortion 
worse. 

All deaf people can read lips. 
Some deaf people are very skilled lip readers, but many 
are not. This is because many speech sounds have 
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Myth: 
Fact: 

Myth: 
Fact: 

Myth: 
Fact: 

Myth: 

Fact: 

Myths: 

identical mouth movements. 
exactly alilke on the lips. 

For example, p and b look 

All deaf people use Sign Language. 
Many deaf people use Sign Language. Many others do 
not; in addition, there are several kinds of Sign Language 
sys terns. 

Deaf people are not sensitive to noise. 
Some types of hearing loss actually accentuate sensitivity 
to  noise. Loud sounds become garbled and uncomfortable. 
Hearing aid users often find loud sounds, which are greatly 
magnified by their aids, very unpleasant. 

Deaf people are less intelligent. 
Hearing ability is unrelated to intelligence. Lack of 
knowledge about deafness, however, has often limited 
educationail and occupational opportunities for deaf people. 

Deaf peolple are alike in abilities, tastes, ideas, and 
outlooks. 
Deaf peoplle are as diverse in their abilities, tastes, ideas, 
habits, and outlooks as any other large group of people. 

Deaf people . . . 
... Are able ‘to read lips {and shouting helps) 
... Can benefit from hearing aids 
... Use Braillle 
... Are not bothered by noise 
..,Have better vision to compensate for their lack of hearing 
... Understand everything about deafness 
... Read a lot  because they do not hear 
... Have something wrong with their vocal chords 
... Use sign language and fingerspell 
... Can’t drive automobiles or fly planes 
... Cannot mjoy  music. 
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TTY USAGE 

Punctuation marks are not normally used nor appreciated by TTY 
users. 

The GA (Go Ahead) prompt is used at the end of each block of speech 
to indicate that it is the other person’s turn. It may be typed (GA) or 
voiced (Go Ahead). 

The SK (Stop Keying) prompt indicates that the call is ending. Either 
SK or SKSK may be used. SK may be typed - it must, however, be 
voiced as Good Bye. 

Corrections for missplelled words are indicated by XXX. l l Y  users 
generally prefer that rnisspelled words are not corrected - corrections 
disrupt the flow of conversation. 

7-R users, needing strong emotion, may place spaces between letters. 
For example, I N E E D N E W E Q U I P N 0 W indicates greater 
urgency than I NEED INEW EQUIP NOW. 

TPI users must be kept informed during the processing of the call. 
Long delays may seem interminable to someone if not informed of 
what is happening during the call. 

TTY COMMON ABBREVIATIONS 

U 
R 
Thx 
TKS 
TX 
BBFN 
GA 
Q 
QQ 
SK 
SKSK 
LOL 
8TW 
CIAO 

You 
Are 
Thanks 
Thanks 
Thanks 
Bye t3ye For Now 
Go Ahead 
Question 
Urgeint Question 
Ready to say Good Bye 
Saying Good Bye or Hanging Up Now 
Laughing Out Loud 
By thle Way 
Bye E3ye (pronounced “Chow”) 



MODULE 2 
Training Manual: Deaf Culture 
HOIA 
PLS 
NMBR 
cu 
OIC 
MSG 
TM R 
TMW 
AM 
PM 
cuz 
MINS 
MIN 
BYE 
BIZ 
CLD 
CLL 
HLD 
HD 
MTG 
NXT 
PY 
PYMT 
PRBLM 
svc 
SERV 
SHD 
THO 
TH RU 
WHT 
WLD 
OPR 
FINISH 

NOT YET 
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Hello (pronounced “Oh-la”) 
Plea.se 
Number 
See You 
Oh, I See 
Message 
Tomorrow 
Tomorrow 
Mo rri i ng 
Afternoon or Evening 
Becal use 
Mi nu tes 
Minute 
Good bye 
Business 

Call 
Hold 
Hold 
M eet:i ng 
Next 
Pay 
Pay men t 
Pro b lern 
Service 
Service 
Sho~ild 
Though 
Throlug h 
What 
Would 
Operator 
(Done, Stop, Went, Completed, etc. - dependent 

Coulld 

upon the clontext of the conversation) 
= 
context of the conversation) 

(Not done, Late, Haven’t, etc. - dependent upon the 





MODULE 2 
Training Manual: Quiz Name: 
Passing Score: 80% = 36/44 possible correct responses Score: 

Read each item carefully and then answer the following questions with the BEST 
possible response. Some iteins may have more than one correct answer - if so, 
then mark ALL of the correct items. 

1. American Sign Language is considered to be a legitimate language because: 

2. 

3. 

4. 

0 
0 

0 
0 

5. 

0 
0 
0 

It  is rule-governed 
Used only be deaf and hard-of-hearing people 
Has a grammatical symbol system that never changes 
Community members can share this method of communication 

The Deaf Community i!; a distinct community because: 

There is a shared language and means of communication 
There is a shared culture 
The primary method of: Communication is the written word 
The primary method of  communication is visual and gestural 

The Dictionary of  American Sign Language describes t h e  linguistic principles 
of ASL by identifying: 

There are 18-19 handshapes used in ASL 
There are 24 movemerits used in ASL 
There are 12 locations in ASL 
There are no regional variations in the usage of ASL 

There are basically two types of questions in ASL - YES/NO questions and 
Wh-word questions. The non-manual signal used to  indicate a YES/NO 
question is: 

Raised eyebrows 
Squinting eyes 
A backward tilt of t h e  head and/or body 
A forward tilt of the head and/or body 

In  asking a Wh-word question, the non-manual signal is expressed by: 

A brow squint or wrinkle 
The shoulders may be raised 
The body shifts forward and the head may be tilted 
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Passing Score: 80% = 36/44 possible correct responses Score: 

6 .  

0 
El 
El 

7. 

0 
0 
0 

8. 

9. 

When deafness is viewed as a disability or pathology 

Deafness is downplayed, denied, or hidden 
Perceived as inferior 
Requires that deaf people learn to speak orally 
Perceives the "normal hearing person" as the best role model 

W h e n  deafness is viewed as a difference 

Neither support nor accept a separate "deaf culture" 
Emphasize the abilities of deaf persons 
View sign language is equal to spoken language 
Respect, value and support the language and culture of deaf people 

I n  order to communicate well with deaf people, identify the methods best 
used to enhance communication 

Get the deaf person's attention by grabbing his/her hand 
Speak slowly and clearly, exaggerating lip and mouth movements 
Shout, if necessary 
Maintain eye contact 

All hearing losses are the same 
[7 True 
Cl False 

10. Hearing aids restore hearing 
True 
False 

11. All deaf people wear hearing aids 
True 
False 

12. All deaf people can read lips 
f7 True 
111 False 

13. Deaf people are alike iri abilities, tastes, ideas, and outlooks 
0 True 
0 False 
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Passing Score: 80% = 36/44 possible correct responses Score : 

Match the correct abbreviation with the proper description. Select the BEST match 
for each pairing. 

1. WHT 

2. cuz 

3. TMR 

4. HLD 

5. GA 

6 .  PLS 

7. HOW 

8 .  CLD 

9. PY 

10 .TKS 

11.QQ 

12.BTW 

13. CIAO 

14. BBFN 

15.SK 

16.SVC 

17.OlC 

18.NMBR 

19.SKSK 

Number 

Good bye (pronounced "chow") 

Bye bye for now 

Saying good bye, ready to hang up 

Hanging up now 

- Pay 

Service 

Oh, I see 

Because 

Hold 

Go Ahead 

Tomorrow 

Hello 

Please 

Urgent question 

Could 

Thanks 

By the way 

What 
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WELCOME TO TRAINING 

Welcome to Telecommunications Relay Service training! This 
workbook is designed ,as a too l  f o r  you t o  use throughout the two- 
week training programl and a5 Q reference manual f o r  the future. 

This book is yours t o  keep and take notes in during training. 
Please do not work ahead in the workbook. The trainer will guide 
you through each section as it's presented. The trainers are here 
t o  help you use this tool and succeed in the training program! 

We hope that you enjoy this training session and your new 
position as a Relay Agent. 
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Ovewiew of System and Equipment 

Screen Displays + Banner - 

The Banner contains; 

Date - 

Calling From Number - 

Calling To Number - (black) 

Calling Number - (red) - 

Green: "To" 

LN: 

Time- 

Elapsed Time (ET) - 

Outdial Time (OT) - 
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Screen Displays 
.) Banner - 

STATE - 

MACRO Status - 

RPT- 

Call Type (CT) - 

Message l ine - 

Agent Identifier - 

STATUS- 

R 

I 

M 

I, Conversation Area - 
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Screen Displays + Soft Key Area - 

<FI> (ANSTDD) 

<F2> (ANS VCE) 

<F3> (Hello) 

<F4> (Dial) 

<F5> (RLS FWD) 

<F6> (STTMG) 

<F7> (Switch) 

<FS>(Alt/B) 

<F9>VCO 

0 <FIO>HCO 
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e Screen Displays + Dialing Window - 

Calling From Number- 

* Calling From City - 

Calling To Number - 

Calling To City - 

- Destination - 

Message Field - 
e 

<TAB> 

+ Billing Window - 

Bill Types - 

Message Field - 

Bill Number - 

Expiration Date - 
F 
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Screen Displays 

I) Carrier of Choice Window - 

+ Headset Control Feature <CTRL> <H> 

Microphone <M> 

Earphone 4 3  

+ <CTRL> <Z> Help Screen 

+ <CTRL> <S> Agent Scratch Pad 

+ Write Mode 

<CTRt> <Backspace> 

+ Read Only Mode 

+ Status Windows 

0 Disconnect Message Status Window 

a. 

b. 
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+ Error Correction Function 

a. Single word edit feature 

b. Word substitution feature 

+ KEYBOARD 

I. Alpha Keys 

2. Function Keys 

3. Numeric Keys (Key Pad) 

4. C T R L  J/> (down arrow) 

C T R L  +> (up arrow) 

Data speed indicator: Date field = XX WPM 

C T R L  T> (IS THIS SPEED ACCEPTABLE Q GA) 

+ Cursor Movement Keys 

Page Up 

Arrow Keys 

Home 

Backspace 

<TAB> 

Page Down 

End 
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+Call Handling Keys 

<Make Busy> 

<EMER> (Emergency) 

eCOM P> (Complete) 

<REG 800> (Regional 800) 

<SLIP ASST> (Supervisor Assist} 

<ALT D> 
(RELAY HAS CHANGED THE SETTING FOR HIGH SPEED ASCII USERS: 
FOR FUTURE CALLS, TO SEE YOUR TYPINWCONVERSATION ON THE 
SCREEN, PLEASE TURN LOCAL ECHO ON GA) 
Transmits corrective action macro to Inbound High-speed ASCII users who cannot 
see their own typing. Agent manually types macro information to outbound. 
Changes CARSTX setting from hatf duplexlno host mode to full duplex when 
connected to Inbound Hig h-Speed ASCI I. 
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Macros 
Alt 1 AREA CODE AND NBR U R CALLING 

FROM PLS Q GA 
Alt 2 NBR U R CALLING TO PLS Q GA 
Att 3 (AGENT XXXX CONTINUING UR CALL) 
Alt 4 (BUSY ... REOIALtNG) 
Alt 5 [STATE RELAY] CA XXXX WITH A CALL 
Alt 6 (EXPLAINING RELAY) 
Alt 7 (REDIAttNG TO LEAVE MSG) 
Alt 8 (ANS MACH HUNG UP) GA 
Alt 9 (UR MSG LEFT) CA XXXX GA 
Aft 0 (PERSON HUNG UP) RELAY STATE XXXX 

GA OR SK 
Alt . (HOLDING ...,...,..., STILL HOLDING) 

Alt D (RELAY HAS CHANGED THE SETING 
FOR HIGH SPEED ASCII USERS: FOR 
FUTURE CALLS, TO SEE YOUR TYPING/ 
CONVERSATION ON THE SCREEN, 
PLEASE TURN LOCAL ECHO ON) GA 

Alt E (REDIALING) 
Alt F (RECORDING) 
Alt G (ANS MACH PLAYING) 
Alt I 
Alt J (AGENT NO LONGER HAS THAT INFO) GA 
Alt K (ONE MOMENT PLS) 
Alt 0 (TRANSFERRING) 
Alt Q (RECORDING PLAYING) 
Alt U (UR WELCOME) SKSK 
Alt W (PERSON HUNG UP) SKSK 
Alt X (PLS PLACE UR HANDSET NEXT TO ANS 

Alt Y (LEAVING MESSAGE) 

(UR PAGE WAS SENT) GA OR SK 

MACH AND TURN ON) GA 

Alt Z RINGING 1-10 STILL RlNGlhlG GA 
Function Keys 

Alt A Connect to ASCII computer 
Alt B Access Branding Window 
Aft C Display Alternate Call Type Window 
Alt H Turns ONlOFF Privacy Feature 
Alt L Display Logout Window 
Alt M Mute 
Alt N Non-standard international l-W 
Alt P Turns ONlOFF TDD Pager Access Feature 
Alt S Spanish MacroslFrench Macros 
Att V Inbound line bridge to agent headset. 

CTRL I [STATE RELAY] AGENT XXXX WITH A 

CTRL 2 (MSG GARBLED PLS REPEAT) GA 
CTRL 3 (PLS VOICE UR MSG WHEN U SEE 

CTRL 4 PERSON HUNG UP XX SECONDS AGO 

MSG 

"GA" . . .REDIALtNG) 

AND THE LAST WORDS RELAYED 
WERE "word1 2 3 4 5" RELAY (STATE) 
XXXX GA OR SK 

MSG Q GA 

(Ohio macro) 

CTRL 6 (RECORDING) RELAY ENTIRE 

CTRL 7 NAME OF LUNG DlST COMPANY Q GA 

CTRL8 (M) 
CTRL 9 (F) 
CTRL 0 (VOICE NOW) GA or (TALK NOW) GA 

CTRL F (ENTERING INFO) 
CTRL G (AREA CODE PLS) GA 
CTRL J (HOW WOULD U LIKE UR CALL 

CTRL T (IS THIS SPEED ACCEPTABLE Q GA) 
ANNOUNCED Q) GA 

. ~~~ ~ 

CTRt  5 Repeats Last Typed Text 
CTRL A Redial to Answering MachineRecordings 
CTRL B Speech to Speech Bridge 
CTRL D Displays Touch Tone Window 
CTRL E Emergency Call Processing 
CTRL H Access Headset Volume Control Feature 
CTRL 1 Activates Turbocode Interrupt Feature 
CTRL K Braillex Software (ASCII catls only) 

(Turns onlaff) 
CTRL M Turns ON AMR feature 

(Answering Machine Message Retrieval 
CTRL N Remove or Display InboundlOutbound 

Customer Notes Window 
CTRL 0 Turns Caller ID Block ON or OFF 
CTRL Q Access Drop Down Macro Menu 
CTRL R Redials last number 
CTRL S (Scratchpad (Read Only or Write Mode) 
CTRL U Disables TURBOCODE mode 
CTRL W Braillex Software On/y 

CTRL 2 Access Help Screen 
CTRL &+ (Data transmission speed control) 

(Generates sound like PROCOM) 

Sprint Proprietary Information - Highly Restricted 10 



Glossary of Abbreviations for TDD/TTY Use 

FT 

Please familiarize yourself with the folloun'ng list of abbreviations so that if 
you see any of them on a relay call, you will know what they refer to. 
Remember that Sprint policy is that we are to use only the following list of 
abbreviations. However, the customer uses a private list of abbreviations 
during the course of a relay call, the agent may then utilize the same 
abbreviations. 

Universal Terms 

GA 
GA TO SK, GA S K  
Q, QQ 
SK 

SKSK 
TDD 
Tm 
xxx 
Common Terms 

AMT amount 
ANS MACH answering 

machine 
APPT appointment 
APT apartment 
ASAP as soon as possible 
ASST assistant 
AVE avenue 
BIZ business 
BYE goodbye 
CLD or CD could 
CT court 
CUL see you later 
CUZ because 
DA directory assistance 
DEPT department 
DR Doctor 
E east 
EDUC education 
EMPL employment 
ETC etceteras 
EXT extension 
FIGS figures 
FYI for your 

information 
Fort (proper noun) 

Go Ahead (your turn to type) 
Go Ahead or your party is ready to hang up 
Question Mark 
Stop Keying (end of conversation) 
Your party is ready to hang up 
Hanging up or Hung up 
Telecommunication Device for the Deaf 
Teletypewriter 
Erasing an error 

GOVT government 

HDorHLD 
HWY highway 
ID identification 
ILY I love you 
IMFT important 
INC incorporated 
INFO information 
INTL international 
JR junior 
LD long distance 
LTRS letters 
MACH machine 
MGR manager 
MISC miscellaneous 
MR Mister 
MRS M i s s u s  
MSG or MSGE message 
MTG meeting 
N north 
NBR or NU number 
NE northeast 
N W  northwest 
OIC Oh, I see 
OK okay 
OPR operator 

OXOXOX Hugs and 

PIN personal 
identification number 
PLS please 
PRO professional 
R are 
RD road 
REP representative 
Rx prescription 
s south 
SE southeast 
SHD or SD should 
ss social security 
S S N  social security 

number 
ST Saint (proper noun) 
ST street 
SVC or SERV service 
sw southwest 
THRU through 
TMR or TMW tomorrow 
TV television 
U, UR you, your 
URS yours 
W west 

Kisses 
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- 
13ACKGROUND NOISES 

Relay Agents are be expected to describe a minimum of ONE CALL 
IMPACTING OR CALL ENHANCING BACKGROUND SOUND, NOISE OR 
INFORMATlON per call. Agents are expected to describe: Call impacting 
background noise, sounds or information; Call enhancing background 
noise, sounds or information (non-call impacting or insignificant); or to 
inform the caller when NO background noise or sound is heard. 
In  addition to the following list of suggested background we ask that you 
type all or any other background sounds you are able to describe. 

I SUGGESTED WORDS TO USE WHEN BACKGROUND IS SILENT I 
(BACKGROUND QUIET) 
(DEAD AIR) 
(LEFT LINE.. .SILENCE) 
(MANY NOISES} 
(MULTIPLE BACKGROUND SOUNDS) 
(MUTED) 
(MUTING PHONE) 
(NO BACKGROUND NOISE) 
(NO ONE TALKING) 
(NO RESPONSE) 

(NOTHING IN BACKGROUND) 
(PAUSE) 
(PAUS I NG) 
(QUIET BACKGROUND) 
(QUI ET) 
(SILENCE IN BACKGROUND) 
(SILENCE) 
(SILENT BACKGROUND) 
(THOUGHTFUL SILENCE) 
(WAITING FOR A RESPONSE) 

I ~____  r BACKGROUND NOISES 

(ACCENT) 
(ADDING MACHINE SOUNDS) 
(AHEM) 
(AIRPLANE NOISES) 
(AIRP LAN E) 
(ANNOUNCEMENT OVER SOUND 
SYSTEM 
IN BACKGROUND) 
(BABY COOING) 
(BABY CRYING) 
(BABY FUSSING) 
(BAD CONNECTION) 
(BANGING CUPBOARDS) 
(BANGING SOUNDS) 
(BARKING) 
(SATHROOM SOUNDS) 
(BEEPING SOUNDS) 
(BELCHING NOISE) 
(BIRD StNGING) 
(BIRD TALKING) 
(BIRD TWEETING) 
(BLOWING NOSE) 

(BOWLING PINS) 
(BREAKING UP) 
(BREATH I NG H EAVY ) 
(BURP) 
(BURPING) 
(BUZZ1 NG) 
(CALCULATOR SOUNDS) 
(CAR CHIME) 
(CAR DOOR SLAMMING) 
(CAR SOUNDS) 
(CARS WHIZZING BY) 
(CASH REGISTER SOUNDS) 
(CAT MEOW) 
(CELL PHONE BAD RECEPTION) 
(VOICE GOES IN AND OUT) 
(CELL PHONE CUTTING OUT) 
(CELL PHONE FADING IN AND OUT) 
(CELL PHONE FUZZY) 
(CELL PHONE RINGING) 
(CELL PHONE STATIC) 
(CHATTERING IN BACKGROUND) 
(CHEWING) 
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BACKGROUND NOISES 

(CHILD IN BACKGROUND) 
(CHILD SQUEALING) 
(CHILDREN CRYING) 
(CHILDREN SCREAMING) 
(CHIRPING) 
(CHOPPING) 
(CHUCKLING) 
(CHURCH BELLS) 
(CLANKING DISHES AND POTS) 
(CLANKING) 
(CLAPPING HANDS) 
(CLOCK CHIMING) 
(CLOTHES WASHER) 
(COOKING) 
(COUGH) 
(COUGHING) 
(COVERED PHONE) 
(COVERING PHONE) 
( C M S H  NOISE) 
(CROWD CHEERING) 
(CRUNCH1 NG) 
(CRYING AND TALKING) 
(CRY I NG) 
(DEEP BREATH) 
{DISHES CLATTER1 NG) 
(DOG BARK1 NG) 
(DOiNG DISHES) 
(DOOR CREAKING) 
(DOOR NOISE) 
(DOOR SLAMMING) 
(DOOR SQUEAKING) 
(DOORBELL) 
(DRIVING IN CAR) 
(DROPPED PHONE) 
{DRYER ON) 
(EATING SOMETHING) 
(EATING SOUNDS) 
(EAT I N G 
(ECHOING) 
(FART) 
(FARTING) 
(FAX MACHINE TONES) 
(FAX TONES} 

(FLICKING LIGHTER) 
(FOOTSTEPS) 
(GASPING) 
(GIGGLE) 
(GROAN) 
(GRUMBLING) 
(GRUNT) 

{ G U t P  I NG) 
(HAMMERING SOUNDS) 
(HAMMER1 NG) 
(HEAVY ACCENT) 

(HORN BLOWING) 
(HORN HONK) 
(HUMMING) 
(HURRIED VOICE) 
(ICE CLINKING IN GLASS) 
(ICE CUBES IN GLASS) 
(INTERCOM) 
(INTERNET SOUNDS) 
(INTERRUPTING) 
(KEYSOARD CLICKING) 
(KEYBOARD SOUNDS) 
(KEYING) 
(KIDS FIGHTING) 
(KIDS PLAYING) 
(KISSING SOUNDS) 
(KITCHEN SOUNDS) 
(KtTTY IN BACKGROUND) 
(KNOCKING ON DOOR) 
(LARGE DOG BARKING) 
(LAUGH WITH NOSE SNORT) 
(LAUGHING) 
(LAUGHTER IN BACKGROUND) 
(LIGHTER) 
(LIGHTING CIGARETTE) 
(LITTLE LAUGH) 
(LOUD COUGH) 
(LOUD MACHINERY) (LOUD STEREO) 
(LOUD TV) 
(LOUD VOICE) 
(LOUDSPEAKER fN BACKGROUND) 

(GULP) 

(HICCUPS) 

d 
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BACKGROUND NOISES 1 
(LOW TALKING IN BACKGF!OUND) 
(MACHINE NOISES) 
(MACH I NE RUNNING) 
(MACHINERY NOISES) 
(MAKING FOOD) 
(MAKING NOISES WITH MOUTH) 
(MALEIFEMALE VOICE IN 
BACKGROUND) 
(MEOWING) 
(MEWING) 
(MICROWAVE BELL DINGING) 
(MOAN I N G) 
(MOTOR RUNN tNG) 
(MUMBLING TO SELF) 
(MUMBLING) 
(MUSIC PLAYING) 
(MUTED MICROPHONE) 
(MUTED PHONE) 
(OFFICE MACHINES RUNNING) 
(ON SPEAKER PHONE) 
(OPENING CAR DOOR) 
(OPENING DOOR) 
(OUT OF BREATH) 
(PAGERS GOING OFF) 
(PANTING) 
(PAPER NOISES) 
(PAPER SHUFFLING) 
(PASSING GAS) 
(PAUSING) 
(PEEING SOUND) 
(PERSON CRYING) 
(PERSON STILL ON THE LINE) 
(PERSON YELLING) 
(P E RCOLAT I N G) 
(PEOPLE ARGUING) 
(PEOPLE TALKING IN BACKGROUND) 
(PHONE ANSWERED ... NO CINE IS 
TALKING) 
(PHONE CUTTING OUT) 

(SCREAMING IN BACKGROUND) 
(SET PHONE DOWN) 
(SHOP NOISES) 
(SHORT LAUGH) 

(SCREAMING FOUL LANGUAGE) 

(SHOUTING) 
(SIGH) 
(S I G H) 
(SINGING) 
(SIREN IN BACKGROUND) 
(SIREN SOUNDS) 
(SLURPING) 
(SMACKING LIPS) 
(SMACK1 NG) 
(SMALL DOG BARKING) 
(SMOKING) 
(SNAPPING FINGERS) 
(SNEEZE) 
(SNEEZING) 
(SNIFF) 
(SNIFFLING) 
(SNORING) 
(SOUNDS LIKE A BAR) 
(SOUNDS LIKE DlGGtNG IN DRAWER) 
(SOUNDS LIKE GOING INSIDE) 
(SOUNDS LIKE GOING OUTSIDE) 
(SOUNDS LIKE LOW BATTERY) 
(SOUNDS LIKE ON SPEAKER PHONE) 
(SOUNDS LIKE SCOOPING OUT OF 
PAN) 
(SOUNDS LIKE SLEEPING NOISES) 
(SPEAKER PHONE ECHOING) 
(SPEAKER PHONE) 
(SQUEAK1 NG) 
(STATIC ON THE LINE) 
(STAT1 C )  
(STATIC CONNECTION) 
(STUFFY NOSE) 
(STUTTERING) 
(SUCKING) 
(SWITCHING LINES) 
(TAKING A BATH) 
(TALKING TO SELF) 
(TALKING TO SOMEONE IN 
BACKGROUND 
WHILE RELAY READS MESSAGE) 
(TALKING TO SOMEONE) (TALKING 
WITH FOOD IN MOUTH) 
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BACKG ROU N D NOISES I 
(TAPPING NOISE) 
(TAPPING) 
(THUMPING) 
(THUNDER) 
(TOILET FLUSH) 
(TOILET FLUSHING) 
(TRAFFIC NOISES) 
(TRAFFIC) 
(TRAIN GOING BY) 
(TRAIN NOISE) 
(TRAIN WHISTLE BLOWING) 
(TRA I N W H 1 STLE) 
(TRYING TO TALK TO OPERATOR) 
(TURN SIGNAL) 
(TURNING PAGES) 
(TV ON) 
(TYPING NOISE) 
(TYPING) 
(USING TOILET) 
(VACUUM) 
(VOICE CUTTING IN AND OUT) 
(VOICES IN BACKGROUND) 

(VOMITING) 
(WASHING DISHES) 
(WATER RUNNING) 
(WATER SOUNDS) 
(WHEEZING) 
(WHIMPER) 
(WHIMPERING) 
(WHIN I NG) 
(WHIRRING) 
(WHISPERING TO SELF) 
(WHISPERING TO SOMEONE) 
(WHISPERING) 
(WHISTLING) 
(WIND BLOWING) 
(WIND CHIMES) 
(WIND IN PHONE) 
(YAWN) 
(YAWNING) 
(YELLING AT DOGS) 
(YELLING AT KIDS) 
(YELLING IN BACKGROUND) 
(ZIPPER NOISE) 

DESCRIPTIVE WORDS 
. . .. 

Following is a list of acceptable descriptive 
quality to the relay conversation. 

Use only the approved lis 
(SOUNDS BORED) 
(SOUNDS IRRITATED) 
(SOUNOS CALM) 
(SOUNDS KIND) 
(SOUNDS CONCERNED) 
(SOUNDS LIKE A CHILD) 
(SOUNDS CONFUSED) 
(SOUNDS LIKE A COLD) 
(SOUNDS DISAPPOINTED) 
(SOUNDS PATIENT) 
(SOUNDS DISCOURAGED) 
(SOUNDS PtEASANT) 
(SOUNDS ENTHUSIASTIC) 
(SOUNDS POLITE) 
(SOUNDS EXCITED) 
(SOUNDS PROFESSIONAL) 
(SOUNDS FLIRTY) 

words used to add a more realtstic and 

#t when describing emotions. 
(SOUNDS PROUD) 
(SOUNDS FRIENDLY) 
(SOUNDS RELIEVED) 
(SOUNDS FRIGHTENED) 
(SOUNDS SLEEPY VOICE) 
(SOUNDS GRATEFUL) 
(SOUNDS SLURRING) 
(SOUNDS HAPPY) 
(SOUNDS THOUGHTFUL) 
(SOUNDS HELPFUL) 
(SOUNDS THRttLED) 
(SOUNDS HOARSE) 
(SOUNDS TIRED) 
(SOUNDS IMPATIENT) 
(SOUNDS UNINTERESTED) 
(SOUNDS UPSET) 
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Tmnsparency and Caller Control 

Agents are t o  relay everyihing that  is typed and heard. If a customer directs a 
question or  comment toward the agent, the agent wi l l  attempt t o  remain transparent. 

When the customer directs the conversation towards the agent, relay that information 
t o  the other party t o  give them an opportunity t o  correct the  situation. bo not  be too 
quick t o  re-def ine your role. 

If Q customer continues t o  direct the conversation towards the agent, the agent will 
re-define their role t o  the customer using "third-person" ra ther  than "f irst-person" 
(use "Relay Agent, CA, Operator" instead of "I"). This will move the focus away f rom 
you. 

Suggested Phrases t o  Redefine Your Role t o  the Voice Customer 
fverything you say is t y p d  t o  the caller. 
Please direct your questicrns t o  the caller. 
The agent cannot get involved in t h e  conversation. 
The relay agent is not allowed t o  participate in your call. 
Thank you f o r  asking, but the agent's job is only t o  relay your call. 
Thanks fo r  asking, but aglznts are not allowed t o  answer personal questions. 
Ooe moment, that wil l  be typed t o  your caller. 
Unfortunately, the relay agent is not allowed t o  be involved with your call, your 
statement has been typed to  the caller and they wil l  respond shortly. 

0 Your question/message has been typed/refayed. One moment please and the caller 
wi l l  respond. 
(If they say, "key, I ' m  tallking t o  you!!") I understand, however relay agents are not  

able t o  get involved with ihe call, one moment and your caller wilt respond. 
Suggested Phrases t o  Redefine Your Role to  the TTY Customer 

PLEASE TYPE THAT INIFO DIRECTLY TO THE PERSON U R CALLING 
THANK U HOWEVER U MUST REPEAT THAT INFO ONCE UR CALL IS 
CONNECTED 
WHEN UR CALL IS CONNECTED PLS REPEAT THAT INFO 

THAT INFO 
AGENT IS NOT ABLE TO ANSWER QUESTION EVERYTHING U TYPE IS 
BEING RELAYED 
THANK U FOR ASKING HOWEVER AGENT NOT ABLE TO PROVIDE THAT 
INFO WHILE RELAYING 
<ALT J> (CA NO LONGER HAS THAT INFO) GA 

0 

0 AGENT CANNOT GET INVOLVED IN CONVERSATION AGENT WILL RELAY 

0 

0 

If a customer is insistent after repeated attempts to  redefine your role, call for 
Q supervisor. 
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Transparency and Caller Control 

Voice Person Talking in Third Person 

directly t o  the TTY customer. It is important t o  keep in mind that many voice 
customers may not be accustomed t o  having Q relay agent on the line. The agent 
may make the suggestion, 

"You can speak directly t o  the caller, as if  I was not here. 
I f  the voice customer continues t o  speak in "third person" and it does not cause 
confusion f o r  the TIY user, simply continue t o  relay the call, typing verbatim, DO 
NOT change "third person" t o  "f irst person." 

Often a voice person will talk in third person (Tell h idher) ,  rather than speaking J 

I .  

Pacing the Voice Customer 
Relay EVERYTHING. Do not leave anything out o r  make decisions about what can 
be left out. This is considered tampering with the call and has serious implications. 
If the voice customer speaks too fast, the agent may pace the customer by saying, 

The agent will then repeat the last few words that  were typed t o  the voice person 
t o  lead them buck into their conversation. 

"One moment please, the agent/CA/operator is typing everything you say - "  

It is not necessary t o  keep repeating the pacing phrase when the voice customer 
gets ahead of the agent's typing. If the voice customer starts t o  talk a t  a fast 
pace again and it is necessary f o r  the agent t o  pace the call, the agent may say, 
"One moment please" and again buck the voice customer up t o  where the agent has 
left off typing. 

d' 

Prompting the Voice Customer for  a "6A" Once 
If the voice customer does not  say "Go Ahead" at  the end o f  their message, prompt 
the customer once by saying, "Is that a Go Aheud?" Once the agent prompts the 
voice customer and the voice customer continues t o  omit the "Go Ahead," the agent will 
use judgment a5 t o  when the voice person is finished talking. If the  agent types a 
"GA" t o  the TlY person, and the voice person begins speaking, inform the voice person 
the TlY user has started typing and cannot be interrupted. 

Sprint Proprietary Information - Highly Restricted 17 



hnsparency and Caller Control 1 
P Handling Interruptions 

While the agent is voicing the  message from the lTY customer, the hearing caller 
may try t o  talk at  the same time. Respond to  the hearing customer with the  
following phrases. 

I'm sorry, if you will repeat your conversation after you hear the "go ahead". 

I'm sorry, but I am not able t o  relay your conversotion while they are typing. 

0 I'm sorry, if you will wait until you hear the phrase "go ahead," I will rtluy 
your message 

Please repeat your conversation 

If the hearing customer continues t o  interrupt, it may not  be necessary t o  keep 
repeating the entire pacing phrase. A reminder phrase such as, "I'm sorry, they are 
stil l  typing" may effectively pause the hearing persons interruption. 

Once the TTY user has finished typing, let the TW user know that the hearing person 
tried t o  interrupt by typing in parenthesis (PERSON A-TTEMPTED TO START 
TALKING), then type the helaring person's message. 

If the TTY customer attempts t o  interrupt the hearing person, inform the hearing by 
saying,"Your party is typing1 information back t o  you. The computer will not allow 
me t o  type while they are iyping." Next, begin relaying the message t o  the hearing 
person. 

- 
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Announcement 

Explanation of 
Service (standard) 

Deaf or Hard of 
Hearing Service 
Explanation 

p i c e  Greeting 

Hello. A person is calling you through 
This is CA 
The person on the line is using the relay service to communicate with you. The caller is 
typing their conversation, which will be read to you. When you hear the words “Go 
Ahead,” it will be your turn to speak. Speak directly to the callcr. Everything that is 
heard will be typed to them. One moment for your call to begin. 

Have you received a relay call before? 

Allowed For ONLY 
The person who has called you is deaf or hard of hearing. The caller is typing their 

conversation, which will be read to you. When you hear the words “GO Ahead,” i t  will 
be your turn to speak. Speak directly to the caller. Everything that is heard will be 

typed to them. One moment for your call to begin. 

Voice Greetin 

VCO Service 
Explanation 

HCO Service 
Explanation 

Call Progress 

The person who is calling will be speaking directly to you. Whcn helshe says the 
phrase, “GO Ahead,” that indicates that they are done speaking and are ready for you to 
respond. When you talk, the agent will be typing everything heard back to the caller. 
One moment for your call to begin 

The person who is calling you can hear but does not speak. You will be able to speak 
directly to your caller and they wilf be able to hear your message. When you are 
finished speaking, please say the words “Go Ahead” and that will inform the caller that 
it is their turn to respond. They will type their response, which will be read to you. One 
moment for your call to begin. 

Hello. CA May I have the 
number you are calling please? 
Hello. CA Your Caller ID will 
transmit. May I have the number YOU are calling please? 
Thank you, I will be off the line until the TTY user is connected. One moment please. 

International 
Announcement 

Thank you. Your Calier ID has been blocked. I will be off the line until the TTY user is 
connected. One moment please. 

A person is calling you from the United States through 
This is CA . Have you received a relay call before? 

Request for Carriers 
Not Available Over 
the Serint Network 

Method) calls over their network. The agent can process your call over the Sprint 
network is that okay? 

1 TTY Requesting 
Immediate Credit 

Restriction Phrase 

Collect 
Announcement 

This is 
call. The cailers name is (name). Please allow for I O  rings. 

with a (TTY) (Voice) caller placing a collect 
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- 1 This is with a (TTY) (Voicc) callcr placing a third 
party call. The caliers name is (name). The billing number is . Please allow for 
10 rings. 

This is 
credit . 

Tnbound International SRO caller identified: Operator transmits <Alt-K> (ONE 

CA . I have a TTY user who is requesting immediate 

’ MOMENT PLS) and Calls Supervisor. Supervisor types: I AM SORRY WE DO NOT 



3 TURBOCODE 1 
Turbocode is an enhanced T N  that  allows a higher speed data transmission. 
The Dial Window displays: immediately when a Turbocode call connects t o  the agent 
terminal. 
Inbound and outbound alpha characters appear in lower case. 
Turbo Inbound Branding is available. Turbo Outbound Answer Type Branding is 
available. 
TurboCode works on VCO or HCO call types. 
Turbocode does not work on Alternate Call Types. 

Data Transmission Speed 
I f  the agent's typing speed is too fast, data transmission speed can be adjusted for  
the customer by pressing the <CTRL> *L (down arrow) key. If the caller then states 
the transmission is too slow, t h e  speed can be adjusted by pressing the <CTRL> + (up 
arrow) key. 
Turbo Code Interrupt Featur~ 
If the agent is reading the Turbocode message and the Voice customer interrupts, 

Say, "One moment thtz CA (Agent/Operator) will interrupt." 
0 Press cCTRL 1, A message window will display saying, 

Press <ESC* 
l Y P €  the Voice persods message. 

Interrupt Request Sent t o  Customer, Press < E X >  t o  Continue 

The Turbocode user wil l see a flashing interrupt signal on the TW. This alerts the 
TurboCode user the voice person has started t o  talk and the agent will be typing text. 

Variation: If the TurboCode customer does not allow the interrupt and continues 
typing, the agent wi l i  ii'lfortn the voice customer by saying, 
"One moment your calller has continued typing." 

If the agent is typing the Turbocode customer may choose t o  activate the interrupt 
feature on their TTY by pressing 4TRL I>. 

The message <Interrupt Message Received> will display on the conversation area 
of the TRS terminal screcn and the Turbocode customer will begin t o  type. 
0 The agent will inform ihe voice customer of the interrupt by saying, 

"One moment your colller has begun typing," and then read the customer's tex t  
4 T R L  U> bisable Turbo Code, Mode 
Agents have the ability t o  disabfe the Turbocode mode by depressing <CTRL U*. The 
system will display the message; "TurboCode has been disabled." This is not Q toggle 
key. 
Procedures: If the customer indicates the message is garbled, the agent should re- 
type the last message, or dcpress the (CTRL 5 ,  (Repeats Lust Typed Text) t o  re- 
transmit the last typed information t o  the user. 
When the agent receives Q garbled message from the TurboCode user, inform the 
caller by pressing <CtRL 2 s  (MS6 GARBLED PL5 REPEAT) 6 A  
A f te r  exhausting all efforts to correct  the TurboCode garbled message condition; the 
agent should inform the user by typing (RELAY TURNING TURBOCODE M O M  OFF 
PW HOLb) prior t o  disabling t h e  Turbocode mode. The agent wil l then press <CTRL 
U>. The agent should then verify that  the Turbocode TTY user is oble t o  read the 
message by typing (CAN U RlEAD ME NOW QQ) GA. 
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ETurbo - Enhanced Turbocode Dial-Thru 

The ETurboCode Oial Thru TW transmits the Number t o  Call, Call Type Preferences 
and User Instructions directly t o  the relay call set-up screen. 
It is the agent's responsibility t o  read and follow the ETurbo User's call set-up 
and pref erente instructions. 

a 

0 

A red message window displays "Customer is  using ETurboCode mode, Retrieving 
€Turbo Informatiun, please wait ... 
Banner displays " R  t o  inform the  agent a Relay Information Block has been sent. 
the  Dial-Thru Number automatically transfers into the call TO number field. 
The system uutomatically processes the ETurbo LD Carrier of Choice without 
agent interaction. 
The bial Window Message Field informs the agent, "€Turbo bid-Thru Requested. 
Press COMPLETE t o  Dial o r  cEsc> t o  cancel." Press <COW> t o  dial the call. 
A Scratch Pad Window prominently displays the Dial-thru Number, Call Type, 
Preference Instructions and the Lt) Carrier o f  Choice. 
€Turbo Information always takes priority in the event that there are conflicts 
wi th  Customer Oatabase feature information. 
The Dial and Scratch Pad windows close when xCOMP> is pressed t o  outdial. 
Press <CTRL 5,  t o  redisplay the Scratch Pad window. 
The system automatically disables ETurboCode when the agent attempts t o  
Transfer the caller or identifies an Alternate Cali Type. 

I# 

€TURBO Variations 

0 

ETurbo greeting macros do not include the "NBR P L S  6A" prompt. 

The COC menu appears automatically with the carrier selection highlighted on 
alternate billing calls, press <COMP> t o  dial. 
The Standard greeting mucros will transmit when an Invalid Dial-Thru Number is 

received o r  a long distance Dial Thru Number is received from a Restricted Calling 
(REb) From Number. The Scratch Pad will not display until the agent brings up the 
window by pressing 4TRt 5. The agent will interact with the customer t o  obtain 
cal I ing t o  number and/or bi I I ing information. 
Data Transmission Speed cannot be adjusted f rom the  relay terminal. This is 

because the  customer controls data speed from the ETurboCode T7Y. 
If the ETurbo customer enters an invalid Currier Identification 10 Code in the Dial 
Thru number, an automatic macro will be sent: INVALIb CARRIER I N  O I A L  THRU 
NUMBER PLS REPEAT GA. If necessary, the agent wil l  converse with the customer 
t o  obtain dialing instructions. 
The agent wil l enter the TO number in the bial Window, and press the COC key, 
before pressing <COMP>. The agent wi l l  attempt t o  select the IO 10 Code on the 
COC menu. If the 10 10 Code is not listed, select ALL OTHERS and press <COMP>. 
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ETurboCode Preferences aid Instructions 

Two lines within the Agent Scratch Pad Window are reserved for the €Turbo Call 
Type and Prcf erences. 

VCO ON process as VCO. Connects t o  the agent position in the Branded VCO mode. 

HCO ON process as HCO. Connects to the position and outdials in the Branded HCO 
mode. 

Braille processes without Q transmission speed adjustment. User's TTY controls speed. 

bo not explain relay indicates that  the agent should not ask, "Have you received Q relay 
call before?" when announcin,g the call. 

00 not type recordinss indimtes the user does not want recorded messages typed. 

If 2Line VCO displays, the agent should assume the TO number will be answered US the 
users second line. Process a:; Two-Line VCO when connected t o  outbound. 

Some Preferences will or may add delay t o  the call. 

Don't bid Thru indicates that the caller would like t o  communicate with the agent 
before the call is dialed. Do not press <COMP>. Obtain instructions from the user. 

Don't Announce Relay, the agent should transmit 4TRt  J> (HOW WOULD U LIKE UR 
CALL ANNOUNCED Q) GA before dialing. 

Female CA or Male CA may require that  the agent converse with the customer t o  
communicate the need for an, agent cull takeover. 

Request caliinq card  indicate:^ that the agent should prepare t o  process an A Iternate 
Billing card call. 

Language Preferences: En91 ish Language, Spanish Lansuaqe, French Lanquaqe may 
require a culler transfer. 
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ASCII 1 
ASCII  is a faster mode of relay communication. Users must have the appropriate 
equipment t o  use this feature (ASCII TTY o r  Personal Computer and necessary 
software). 

d 

ASCII Split Screen (1200,14400 or higher) 
Agent screen splits horizontally after system detects High-speed ASCII. - 
Agent tex t  appears in upper horizontal portion o f  terminal screen. 
Customer tex t  appears in tower horizontal portion o f  screen. 
New Agent/Customer tex t  appears on bottom line of Agent/Customer window. 
ASCII  typing is signaled by a single sof t  tone in the agent headset. 
Agent typing does not transrnit/appear on terminal screen when windows are 
displayed on the screen. Pressing 4 Est, closes windows, and moves cursor t o  
the upper horizontal window so that the agent is able t o  type t o  the user. Press 
4 T R t  N> t o  close Inbound o r  Outbound Customer Notes so that  macros can be 
observed. 

Inbound Customer Notes will be closed by the system once high speed ASCII: is 
detected. Press 4TRL N> t o  display o r  remove Notes. 

Agents are unable to <Tab> from a window t o  type in conversation area. 
The agent must press < k c *  t o  move the cursor t o  upper horizontal window. 
Scrolling is activated by pressing <Page Up> key. 
Press <Tab> t o  move cursor t o  lower customer tex t  window. 
Press <Est> t o  exit the scroll mode 
Inbound Branding available 1 Outbound Answer Type branding is available 

Corrective Action Procedures: A S C I I  Cannot See Their Own Typinq 
Inbound High-speed A S C a  Cannot See Their Own Typing 
Agent presses, < ALT 0 ,  t o  change the relay platform configuration and transmit a 
macro with corrective action procedure information t o  the customer. 
RELAY HA5 CHANGED TH€ SETITNG FOR HIGH SPEEb A S C I I  USERS: FOR 
FUTURE CALLS, TO SEE YOUR TYPING PLEASE TURN LOCAL ECHO ON GA 

If the customer has specific questions related t o  software or modem settings, the agent should 
refer the customer t o  the product manufacturer. 

A S C I I  Interrupts 
ASCII users who have split screen software are able t o  type simultaneously t o  the 
agent without tex t  intermingling on the agent o r  user screen. 
If A S C I I  customer interrupts while the agent is typing voice message, the agent 
wil l hear sof t  tones in the headset. The agent wil l  stop typing and 
Say, "Om moment your caller hu5 begun typing': then Voice the A S C I I  message. 
If Voice customer interrupts while the agent is reading the ASCII message: The 
agent should not interrupt unless the ASCII has previously initiated an 
interrupt. When a previous ASCII interrupt has occurred, the agent will say, 
Vne moment the Agent (CA, Operator) will interrupt: and type the  voice message. 

4 
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SPRINT RELAY ONLIN€ (Internet)  -1 
The Internet provides Text Relay Customers an additional method of accessing T&S. 

Internet calfs connect to  thit relay agent terminal in the Hi-Speed A S C I I  mode. 
Red message windows display, "Possible Internet Call" and "Retrieving customer 

information, please standby ... . A S C I I  detected, Speed : xxxx" 
Banner displays From: "Internet" in place o f  the calling f r o m  number. 
CT: LOC. The Calf Type will1 always say LOC (for local). 
bid Window: FROM: "Internet" appears in place of the From number. 
TO: The number t o  call trcmsfers automatically t o  the calling TO field. 
The agent must press <ClOMP> to  dial the call. 

When a number t o  call is not valid or  does not transfer t o  the dial window the agent 
wil l  interact with the  ciJstomer t o  obtain valid call t o  number information. 

Greeting Macros: The NBR PLS and GA prompts are not sent t o  the customer. 
Customer Instructions appear in the lower horizontal portion of the  terminal screen. 
For example, NUMBER TO N A L :  XXX-XXX-XXXX PRESS 2 FOR BILLING ENTER MY 

It is the agent's respolnsibility t o  read and follow the instructions. 
ASL €moticonshare selected by the customer t o  direct the agents tone of voice: 
I Love You, (smiling), (laughing) (frowning), (angry) (surprised) (kissing sounds). 
The agent reads o r  voices the message with the appropriate feeling and inflection. 

There are no charges f o r  making calls through Sprint Relay Online. 

0 

C A R 0  5555-5555-5555-5555. 

INTERNET RELAY Variatioins: 
0 

a 

0 

International Callins Restriction: If u SRO customer connects t o  the agent and wants t o  
place an international call, relay agents should not enter the number. Instead agents wi l l  
inform the  customer of the restriction. Calls may be placed t o  US States and the following 
territories: American Samoa (AM), Guam (GU), Puerto R i m  (PI?), US Virgin Islands (V I )  
Interrupts: A l l  In ternet  customer connections have automatic split screen, the agent can 

interrupt without waiting f o r  an interrupt from the Internet user. When a voice interrupt 
has occurred the agent wil l  say, "One moment, the C4 wi//iMerrupt: and type the voice 
message. 
BILLING: Alternate billing is no t  required, In ternet  Relay calls are free. 
a: The Carrier of Choice menu is not required and wil l  not be made available. 
Transfer Menu: Call transfer is not valid. If a customer transfer is attempted an error 

message box wil l  appear, "TRANSFER NOT AVAILABLE." Customers choose- t o  connect t o  a 
relay operator or customer service and language preferences from t h e  set-up screen. 
Culler ID: No Caller I D  information is present o r  available. 
900 Culls are not available through Internet Relay. 
E911 wil l  not be provided t o  the Internet Relay user. When 911 appears as a Number t o  
Dial in the lower screen, the agent should press <€MER> immediately and alert Q supervisor. 
The agent/supervisor wi l l  interact with the customer t o  obtain information t o  enter a valid 
calling t o  number. The agent/supervisor will follow t h e  default emergency procedures. 
3-disit callins t o  numbers do not transfer t o  the TO field e.g. 411. 
The agent wi l l  need to  interact with the customer t o  obtain the information t o  dial. 
REG BOO and LEC Business Office calls: The system will not allow call processing. If 

attempted a message box informs the agent, "call type not available." 
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TTY to Voice 

ANNOUNCEMENT 

“Hello. 
d 

A person (name if given) is calling you through - . This is CA/Operator/Agent 
Have you received a relay call before?” 

If YES: “One moment for your call to begin.” 

If NO: (proceed to service explanation) 

EXPLANATION OF SERVICE (standard) 

“The person on the line is using the relay service to 
communicate with you. The caller is typing their conversation, 
which will be read to you. When you hear the words “Go Ahead,” 
it will be your turn to speak. Speak directly to the caller. 
Everything that is heard will be typed to them. 
One moment for your call to begin.” 

DEAF OR HARD OF HEARING SERVICE EXPLANATION 

Allowed For Only 

“The person who has called YOU is deaf or hard of hearing. The 
caller is typing their conversation, which will be read to you. 
When you hear the words C L G ~  Ahead,” it will be your turn to 
speak. Speak directly to the caller. Everything that is heard 
will be typed to them. 
One moment for your call to begin.” 

INTERNATIONAL ANNOUNCEMENT 
“Hello. A person is calling you from the United States through 

received a relay call before?’’ 
, This is CAIOperatorlAgent . Have you 
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?r‘Y to Voice 

The call arrives a t  the agent position 
The system automatically sends the state HELLO greeting macro. 
(State) Relay Agent NBR CALLING PLS GA 
(State) Relay Agent (UR CALLER ID WILL S€Nb) NBR CALLING PtS GA 

(ANS Tbb) turns blue 

Customer types the CALL.ING TO NUMBER, any necessary call processing 
information and GA. 

Enter in the D IAL Window 

I f  appropriate, press (Caller IU Block ON/OFF toggle) 

Press 
A system mucro informs the customer DIALING CALL 
When applicable. the system macro informs customer (WR CALLER Ib 
SENDING) o r  (UR CALLER I D  BLOCKED) DIALING CALL 

When phone rings, press RINGING 1...2...3... 

When phone is answered 

Press - t o  stop ringing macro 
Press (ST TMG) 
Announce the cal I, “Hdo. A person (name if given] k d i n g  you through 

Have you received t~ relay cui/ before?“ 

I f  YES: Say, “One moment for your call to begin. 
If NO: Press - (EXPLAINING RELAY) and provide Service 
Explanation. Say, “One moment for your call to begin” 

. This is CA/Uperafur/Agent 

Press - f o r  GENDER o f  the person who answered the phone. 

a how the phone was answered verbatim and 

the conversation, use conversationai tone. 

When both parties have clompleted their conversation 

0 Press (RLS FWb) to  release the outbound line. 
Press t o  inform the inbound caller (PERSON HUNG UP) R f t A Y  
(state) XXXX GA OR SK 

Follow the instructions of the customer 

It is the responsibility of the agent t o  let the T7Y user know when the voice person 
is getting ready t o  hang IJP. The agent needs t o  determine from the tone o f  the 
conversation and the content which abbreviations t o  use when closing the 
conversation. In any case, the firs? time the voice person says good bye, the agent 
should type BYE 6 A  5K. If the TlY user acknowledges with SKSK, the  final good 
bye f r o m  the voice person should be relayed as BY€ SKSK 
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TIY to Voice I 

OPERATOR ROLE CLOSURE 
Mirror the closure typed by the TTY user t o  the agent 

THANK YOU SKSK > Press (YOUR WELCOME) SKSK 
HAVE A NICE DAY GA SK > (YOU TOO) SK 
SKSK > Acknowledge the SKSK by typing SKSK 

If the Inbound T N  caller does not respond af ter  the (ALT02 macro (PERSON 
HUNG UP) RELAY (state) XXXX M/F GA OR SK 

The agent must confirm data has transmitted by checking the monitor light. 
The agent should type SKSK, and wait f o r  the caller t o  respond. 
If there is no response, type SKSK again, then press <Fl>. 

CLOSING THE: CALL - Q U I C K  RELfASE 
Inbound Person Remains O n  Line 
If the  called person hangs up before the agent has pressed <F5> (RLS FWD), the 
system wil l  display a GREEN message box saying, "Outbound caller has 
disconnected. 

Inbound Person On Line, Outbound Has bisconnected 
If the inbound caller hangs up, the system wil l  display u RED message box saying, 
"Inbound caller has disconnected," the terminal wil l automatically release the 
Inbound line o f  the call. The agent wil l be available f o r  another call. 

4 

Inbound Person Hangs Up, Outbound Person Remains On tine 
I f  the Inbound person hangs up while the Outbound is sti l l  on line, a RED message 
box will appear saying, "Inbound caller disconnected." The agent wil l say, t o  the 
Outbound "Your parfv has dscmnecfed, goodbye." The agent wil l  then press <F5> 
(RLS FWb). The terminal wi l l  automatically release the Inbound line, and the agent 
wil l  be available f o r  another call. 

Inbound Hangs Up, Outbound Person Remains On Line After Being Notified. 
I f  the Inbound person hangs up and the Outbound continues t o  stay on the line, the 
terminal wil l automatically release the inbound and outbound connection in 60 
seconds. The agent wi l l  be available fo r  another call. 

Exception to  Quick Release 
When a call comes into a terminal without a FROM number, Quick Release will not 
function and the agent wil l  be required t o  press <F1> or  <F2> t o  release the inbound 
caller. 
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TTY to Voice I Specific Person, Department or Extension 

0 The call arrives at  thr: agent position 
Customer types t o  the agent the CALLING TO NUMB€R and any necessary call 
processing information and GA. 

(ANS TDD) turns blue 

Enter 

If appropriate, press (Caller I D  Block ON/OFF toggle) 

Press 

0 When phone rings, press R INGING I... 2...3... 

When phone is answered 
Press t o  stop ringing macro 

Press (ST TMG} 
Announce call, "Hello. This i5 Relay with a call I Jr (name 
Is s h e  available? " 

Wello. Th& 13 Rehy 
d h e  avuiluble?" 

wifh a call f rom (nume) f u r  (nume). IS 

0 Keep the TTY Custom.er Informed, Type o r  utilize the available macro. 
(ASKING FOR - 1 
(TRANSFERRING TO ) 
Press <ALT O> t o  send (TRANSFERRING) macro. 

0 When the person requested comes on the line, announce the call: 

i5 CA/Operufor/Ageri f 
"Hello. A person (name if given) is culling you through . nl3 

. Have you received a relay call before?" 
If Y €5: Say, "One moment fur your cull tu begin.'# 
I f  NO: Press (EXPLAINING RELAY). Provide Service 
Explanation and then say, "One moment for your c d  to begin. " 

Press GENDER 
0 how the phone was answered. In parenthesis inform the caller 

L 3  G A  

the conversation 

When both parties have completed their conversation 

Press ( R E  FWD) 

Press 

Follow the instructions o f  the customer 

e 
(PERSON HUNG UP) RELAY (state) XXXX GA OR SK 
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l T Y  to Voice 
NO ANSWER 

The cull arrives ut the agent position 
Customer types t o  the agent the CALLING TO NUMBER and 6 A .  

(AN5 TDO) turns blue 

Enter in the DIAL Window 

Press 

When phone rings, press 

RINGING ~.., 2.,.3.,,4...5...6...7.,,8.,.9...10...5~LL RINGING GA 

If there is no answer af ter  10 rings, 

DONOTpress 

Wait fo r  the customer's instructions. 

If the customer wants the line t o  continue ringing, 

Press 

RINGING I... 2.,.3...4...5...6..,7...8...9...lO...S~ll RINGING GA 

When the customer makes the decision t o  end the call, press <F5> t o  release 
the outbound line 

Follow instructions o f  the customer 
The customer controls the progress o f  hidher call. 
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7 T Y  to Voice 
BUSY SIGNALS 

0 

e 

rf 
a 

If 
e 

e 

If 
rn 

If 

If 
0 

The call arrives a t  the  agent position <F1> (ANS TDb) turns blue 
Enter Calling TO Number in the DIAL Window 
Press <COMP> 
the line is BUSY 
Press <F5> (RLS FWD) 
Type (BUSY) GA 
the customer types TIQY AGAIN G A  
Press (RE 01 A LING) 
Press 
the line is BUSY 
Press ( R L S  FWb) 
Type - 
the customer types KEEP TRYING GA 
Press 
Press 
the line is BUSY 
Press 

The system wil l  redial the lasf number 

To maintain caller control, the agent will continue redialing t o  the  number until 
the customer makes the decision t o  end the call. 00 NOT o f f e r  to  place the 
call again o r  suggest t h a t  the customer t ry  the  call again later. 

Press 
Press 

If the line is BUSY 
Press 
Press (BUSY ... REDIALING) 
Press 

Continue pressing <F5> 4 l - T  4> 4trl  R> until the customer informs you 
otherwise. 

macro (BUSY ... REbIALING) t o  keep the  customer informed 

The RE6 800 Key is needed when Toll-Free number dialing results in: 
0 A fast busyor reph7r busysignal is reached 

A recording stating tlhe BOO number is not available from your calling area. 
The wrong outbound party answers 

Immediately press the - 

the call over another line t o  obtain access. 

If any of these conditions occur you must 
(ONE MOMENT PLS) macro followed by the 

(RLS FWb) the system will redial key and then the 

Toll-free includes all 800, 888,877, 866 and 855 #s. 
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ADDITIONAL NOTES 
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I VOICE to my I 
VOICE GREETING 
“Hello. Relay CA/Uperator/Agent . MayIhatrethe 
number you are calling please?” 

“Hello. Relay CA/Operator/Agent . MayIhavethe 
number you are calling please?” 

VOICE CALL PROGRESS 
“Thank you. I will be off the line unti2 the TTY user is connected, 
One moment please. 

Caller ID Block: VOICE GREETING 

Caller ID will transmiit. M a y  I have the number you are caZZing 
please?” 

‘“HeIZo. Relay -- CA/Upe rat o r/Agen t Your 

Caller ID Block: VOICE CALL PROGRESS 
Thank you. Your caZler ID has been blocked. I w i l l  be off the 
line unti2 the TTY userr is connected. One moment please.” 

VOICE to TTY CALL (Hearing Person Answers) 
“HeZZo. This is Relay (state) CA/Operator/Agent with a call 
for a TTY user (name if given). Are they available?” 

‘‘HeZZ0. This is (state) Relay CA/Opeeutor/Agent with a caZZ 
for a TTY user (name if given). Are they available?” 

You are not required to ask the Inbound Voice Caller if they are 
familiar with the relay service prior to dialing the call. However, if the 
Inbound Voice Caller indicates they are  unfamiliar with the relay 
service by either language or tone, explain service. 
Note: You may explain the service at any time, if the call is in 
progress, press <ALT 6:- (EXPLAINING RELAY). 

EXPLANATION OF SERVICE (standard) 
“The person you are calling uses the relay service to 
communicate with you. The person will type what they want to 
say and it WtlZ be read to you. When you hear the words “Go 
Ahead,” it wiZ1 be your turn to speak. Speak directly to the 
caller. Everything thrrt is heard will be typed to them. 

Thank you, I w i l l  be qffthe Zine untiZ the TTY user is connected. 
One moment please.” 
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1 VOICE to TTY I 
All Voice originated calls wil l  generate message windows t o  the agent after the <COMP> 
key has been pressed. 
Inbound Caller Online 
The system displays a red message window informing the agent, "Inbound Caller Online." 
This message serves t o  remind the agent, the system will outdial on Q voice line. The voice 
caller and agent wil l  hear the outdial on a voice path. The window remains on the screen 
f o r  two seconds and is then removed by the system. 
Connectinq t o  Outbound Customer 
When processing voice originated cafls the system prepares t o  detect TTY Tones, A S C I I  
or  TURBO and wil l  automatically "switch" the outbound line t o  a data line. The system 
generated red message box, "Connecting t o  Outbound Customer," will inform the agent o f  
the detection status during the outdial. 

CONNECTING TO OWTBOUNB CUSTOMER 

The agent should NOT remove this box during the outdial progress. 
Outbound T7Y or TURBO Answer 
When a 7-W answers a t  the outbound line, the system automatically detects TTY TONES 
and wi l l  automatically "switch" the outbound line t o  a datu line. The system wi l l  then dose 
the message box and white text  wil l  appear. 

Outbound ASCII Answer 
If an ASCII (modern) tone is heard, the system wil l  automatically initiate the ASCII  
detection search. Once A S C I I  is detected, the system wi l l  display a message informing 
the agent of the detection status. 

CONNECTING TO OUTBOUND CUSTUMER 
***ASCII detected*** 

Speed: 

When High-speed ASCII: is detected a t  the outbound number, the single text window on 
the agent terminal screen wil l  split into t w o  horizontal windows. 
If ASCII customer informs the agent, they are unable t o  see what they are typing on 
their own terminal screen. The ALT D macro/configuration change wi l l  not correct 
settings for an outbound customer. The u5er must change the setting on their computer. 
The agent provides setting information to  the outbound customer by rnanuolly Qping 
the text from the At-b macro. 
Outbound Voice Answer 
When the outbound line is answered by "VOICE," the agent must press the <SPACEBAR>. 
The system will then no longer attempt t o  detect TTY, TURBO or  A S C I I  at  the outbound 
line. The outbound line wil l  remain on a Voice path, so the call may be announced f o r  a TTY 

Customer message box. If Q TTY then answers, TlY TONES wi l l  be heard. The <F7> key 
must be pressed t o  SWITCH the outbound line from a voice line t o  a data line. After <F7> 
is pressed, white text will appear on the terminal screen. 

user. When the spacebar is pressed, the system wil l  close the Connecting t o  Outbound d 

Sprint Proprietary Information - Highly Restricted 35 



VOICE to TTY -- I 
Outbound Informat ion Window 
This window is used t o  display on outdial either Answer Type or Language Type 
information fo r  the outbound (Call To) number. 

Answer Possible 
ENGLISH Lanquaqe Possible 

The window may display cifter the <COMP> key has been pressed. The system will 
display the red Auto-Detect box. When the phone is answered, the system will 
initiate the auto-detect and connect t o  the  device answering t h e  outbound line. If 
the outbound line is answered "Voice" the agent must press the <SPACEBAR>. 

Outbound Answer Type Preferences 
The Outbound Information Window may also appear when the telephone number 
dialed ha5 completed a Customer Database profile that identifies an Answer Type 
or  Language Type Preference. 

TDD, VCO, HCO. TURBO, BROU TOb, o r  VOICE Answer Possible 

OUTBOUND INFORMATION 
VCO Answer Possible 
ENGLISH Language Possible 

The system prepares t o  detect TW. 

Attempting t o  detect Tn, Please Standby ... 
Press <SPACEBAR> fo r  Voice 

A S C I I ,  BRDU ASCII An.swer Possible 
When processing voice originated calls the system will attempt t o  detect ASCII 
immediately when the phone is answered. 

OUTBOUNb INFORMATION 

ENGLISH Lanauaoe Possible 
Answer Possible 

The system will also display the red Auto-Detect box. 

Outbound Customer NotlB will be closed by the  system when high speed ASCII is 
detected at  the outbound number. The agent must press eCTRL N> t o  display the 
Outbound number note window. The agent is responsible f o r  following customer 
instruction pertaining t o  the call in progress. 
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I Voice to TTY I 
The call arrives a t  the agent position 

system in black tex t  on the terminal screen. 

May 1 have the number you are calling pleuse?" 

Your CO/er I D  wd/ fpansmit, May I have ihe number you are caiXng pleuse?" 

If appropriate, press (Caller I D  Block OWOFF toggle) 

(Ans VCE) turns blue. 
The HELLO greeting message, to be voiced by the agent, is displayed by the d 

e Greeting "Hello. Relay CA/Agenf/Uperator 

a Greeting 'Hello. Relay CA/Agm t/Operafur 

€nter in the b IAL  window 

Before completing call say, "Thank you, I d  be off fhe h e  until the T W  
user is connected" 

If appropriate, before completing the call say, Tbankyou. Your Caller IO 
ha5 been blocked I will be o f f  ihe h e  uniil the TTY user & connecfm!" 

Press 
The system displays a message box informing the agent, Inbound Caller 
Online. The voice caller and agent wil l hear the outdid on a voice path. 
The RED Auto-Oetect box will display on the screen t o  keep the  agent 
informed of the detection status. 

When phone is answered by system w i I I automatically detect 
the equipment used at  the outbound line and switch the outbound line t o  a data 
line. You will see 

Press (ST TMG) 
Wait f o r  G A  from TlY user. 

Announce call, Press RELAY (state) AGENT WITH A CALL 

Press f o r  GENDER of voice caller placing the call. 

0 

conversation using conversational tone. 

TW answer message t o  the voice caller (TTY white text). 
the voice callers response GA 

When both parties have completed their conversation 
Press (RLS FWD) t o  release the outbound line. 
Inform the inbound culler, "The person hung up" 
Follow the  instructions o f  the customer 

If the inbound voice customer hangs up f i r s t  and the outbound TW caller 
remains on the line, the agent shoufd press 
check data transmission and Press <F5> t o  release the outbound line 

d (PERSON HUNG UP) SKSK, 

Sprint Proprietary Information - Highly Restricted 37 



I Voice to T Y  I 
m 

OPERATOR ROLE CLOSURE 
After both parties have completed their conversation 
The agent may acknowledge a call closure from the voice caller. 
"Thank you agent" > "You're welcome. Goodbye." 
"Have a nice day" > "Thank you, you too. Bye bye." 
"Thank you" > "Thank you f o r  using Relay" 

CLOSING THE CALL - QUICK RELEASE 

Inbound Person Remains On Line 
If the outbound person hangs up before trle agent Itas pressed <F5> (RLm FWO), 
the system will display Q GREEN message box saying, "Outbound culler has 
disconnected. The agent will Press <F5> t o  release the outbound line. 

Inbound Person On Line, Outbound Has bisconnected 
If the inbound person hangs up, t h e  system wi l l  display a REO message box saying, 
"Inbound culler has disconnected," the terminal will automatically release the 
Inbound line of the caff. The agent will be available f o r  another call. 

P 

Inbound Person Hangs U'p, Outbound Person Remains On Line 
I f  the Inbound person hangs up while the outbound is still on line, Q RED message 
box will appear saying, "Inbound caller disconnected." The agent will press 

(PERSON HUNG UP) SKSK, and check data transmission. The agent will 
then press <F5> (RLS fW0). The terminal will automatically release the Inbound 
line, and the agent wi l l  be. available for another call. 

Inbound Hangs Up, Outbound Person Remains On Line After Being Notified. 
If the Inbound person hrtngs up and the Outbound continues t o  stay on t h e  line, the 
terminal will automatically release the inbound and outbound connection in 60 
seconds. The agent will he available fo r  another cull. 

Exception t o  Quick Relelase 
When Q call comes into Q terminal without a FROM number, Quick Release will not 
function and the agent will be required t o  press <Fl> or  <F2> t o  release the inbound 
caller. 

- 
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VOICE to TTY 
Specific Person, Department or Extension requests 

d 
The call arrives a t  the  agent position 

Muy I have the number you are calhg pleuse?" 

Your Caljer ID will transmit. May I have the number you are cdhg please? rr 

Enter Number 

(Ans VCE) turns blue. 
Greeting "He/lo. Relay CA/Agm f/Uperufur 

Greeting "Halo. Relay CA/Agm f/Uperufor 

If appropriate, press (Caller I D  Block ON/OFF toggle) 
Before completing the call say: "Thank you, nl  be o f f  the line unjd the TVuser 
is connected" 
If appropriate, before completing the  call say, Thank you. Your Caller I D  ha5 
been b/ucked I w;l/ be off ihe line uniil the T W  user 13 connected 

Press 

When phone is answered by 

Press (ST TMG) 

you will See 

Wait for  GA f rom TW user 
Press (ALT 5> RELAY (state) AGENT WITH A CALL then type 

6 A  

t o  announce the call f o r  the person requested 

Press GENDER 
e 

e 

e conversation 

When both parties have completed their conversation 
Press (RLS FWb) 

In fo rm t h e  inbound caller, "The person hung up" 
Follow the instructions o f  the customer 

"I-lY answer message t o  the voice caller 

the  voice customers response GA 

FROM NAME ANNOUNCMENT 
0 Press (ALT 5> RELAY (state) AGENT WITH A CALL, then type in 

parentheses ( 
e 

) press 4TRL 8 or  9> GENDER. 
READ Tn answer message t o  the voice culler (TW white text). 
the voice customers response G A  

d 
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r Voice to TTY answered Voice -7 
~~ ~~ ~ 

The cull arrives a t  the agent position 

Greeting "Hello. Relay CA/Agen fluperator 

Muy I hove the number you are ca/lhg pleuse?" 

(An5 VCf )  turns blue. 

Enter Number in the  DIAL window 
Before completing the: call say: "Thunk you, 171 be off The line until the TTY 

user i5 connected" 

Press 

I f  
rn 

1 phone is answered by VOICE. 
Press 

Press (ST TM,G) 
Announce the call - , "Hello. This is Relay with a c d  

for a JJYuser. Are they avui'lable.7" 

t o  dose  the "Auto-Detect" box 

When phone is answered by you will hear 

Press SWITCH 

You will see 

Wait fo r  GA f r o m  TTY user 

0 Announce call, Press RELAY (state) AGENT WITH A CALL. 

Press GENbER 

0 TiY answer t o  the voice caller 

voice response GA 

conversation 

When both parties have completed their conversation 

Press (RLS FVVD) 

Inform the inbound cailler, "Theperson hung up" 
Follow the instructions o f  the customer 
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Voice to T T Y  - No Answer 

The call arrives a t  the agent position 
a Greeting "Hello. Relay CA/Agen f/Opera for 

May I hove the number you are calhg p/euse?" 

(An5 VC€) turns blue. 

Enter Number 

Before completing the call say: "Thank you, I ' l lbe o f f  the h e  until the 7-W 
user is connected" 

Press 

System displays message box saying, Inbound Caller Online. The voice caller 

and agent will hear outdid. The system will display the RED Auto-detect box 

7 8  9 if there i5 No Answer after PO RINGS, 

Press (SWITCt ,) t o  hound line 
In fo rm the voice caller saying "The h e  issti//ringing" 

If the customer wants t o  continue ringing, acknowledge the request 

Press (SWITCH) to  outbound line. 

Only the agent only will hear the outbound RINGING I 2 3 4 5 6 7 8 9 
when ihere has been No Answer after 10 RINGS" 

DONOTPress 

Press (SWITCH) t o  the inbound voice line 
Inform t h e  caller, "The h e  is sfil/ringi;rlg" 

Wait f o r  the customer's instructions 

If the customer makes the decision t o  end the call, press <F5> t o  release the 
outbound line 

Follow instructions of the customer 
The customer controls the progress of hidher  call. 

d 
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- 
Vloice to TTY - Busy Signals 

The call arrives a t  thc: agent position <F2> (Ans VCE) turns blue. 
Greeting ''Hello. Relay CA/Agen f/Operaior 

May I have the number you are calling p/ease.3" 

Enter 

Before completing the. cal I say: "Thank you, T// be of f  the h e  untd the TTY 

user i5 cunnec fed" 
Press 

System displays message box saying, Inbound Caller Online. 
The voice caller and agent will hear outdid. 

rf BUSYSIGNAL 

Press (RLS FWD) t o  release the outbound line 

Inform the inbound customer, "The /he is busy" 

If the customer indicate:: they would like to, "Try again" 

Say, "One moment please 

Press The: system will redial the last number 

If BUSY SIGNAL 

Press t o  release the outbound line 

Inform the inbound customer, "The /+ne is st;// busy" 

To maintain call control, the agent will continue redialing the t o  nutr.Jer unti 
customer makes the decision t o  end the call. 

If the customer indicates: they would like to, "Try again" 
Say , "Om mumm f please," 

Press 

If BUSYSIGNAL 

Press 

Inform the inbound customer, "The h e  is sti//busy" 

T o  maintain caller control the agent may not offer t o  place the call again or 
suggest t o  the culler that  they the  call again later, 
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ADDITIONAL NOTES 
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I RECORD FEATURE I 
The <RECORb key turns the "feature" ON o r  OFF. 
The <RECORD> key can be pressed immediately af ter  the 4 O M b  key. 
0 (RECORD> key DOES NOT ACTIVATE AUbIO RECORDING 

When the record feature is ON, the "Real Time" status indicator window is 
displayed below the banner. 
The headset microphone is "muted." 
The outbound line cannot hear the agent. 

The <PAUSE/PLAY> key is Q dual-purpose key that  initiates either the PAUSE 
o r  PLAYBACK functions of the  record feature. 

Depressing the @AUSE/PLAY> key toggles the key functions between 
pause and playback status. 

0 The headset earphone is no longer connected t o  the outbound line. 
The agent cannot hear the  live outbound line. 
The headset microphone is "muted." 
The outbound line cannot hear the agent. 

<PAUSf/PLAY> is pressed t o  initially activate the recording o f  the outbound 
audio information. 

PAUSE removes the outbound audio f r o m  the agent headset. 
The "Pause" status indicator window is displayed below the banner. 

PAUSE/PLAY> When pre:ssed, starts the playback of  the recorded audio. 
<PLAY> Audio playback is heard in the agent headset, but only from the  
point a t  which the PAUSE key was initially pressed. 

After pressing PLAY the agent will hear an overlapping audio o f  t w o  t o  
three words. 
The "Playback" status indicator window is displayed below the banner. 

The 43JD/RETVRN> key is a dual-purpose key that initiates either the "real 
time" o r  "playback" functions. 

<PAUSE/PLAY> must be pressed before <END/RETURN>. 
cEND/RETURN> must be used t o  return t o  "playback" status. 

<ENb/RfTURN> connects the agent headset in "real time" status t o  the  
outbound line. 

Press <€NO* t o  verify i f  someone has answered the  outbound line. 
4ENb turns off the microphone "mute." 
The agent is able t o  hear and communicate w i th  the outbound line. 

0 The "Real Time" status indicator window is displayed below the banner. 

<RETURN> "Returns" the headset immediately back t o  the "playback status. 
Audio playback continues, f rom the point a t  which the €ND key was pressed. 

Press <RETURN> t o  continue typing the recorded audio information. 
0 The "Playback status indicator window is displayed below the banner. 
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RECORD FEATURE 

e 

e 

e 

e 

a 

e 

a 

0 

Provides the capability t o  record audio information from outbound line. 2 

The agent is able t o  control (pace) the playback o f  the audio information t o  
allow accurate typing of the information t o  inbound T W / A S C I I .  

We are able t o  meet contractual obligation t o  type everything heard 
verbatim. 

When the phone is answered begin typing the recorded message 
immediately. The (RECORb feature can be activated a t  any time. 

When falling behind in typing, press (RECORb t o  make the feature 
available. 

When the feature is activated the headset microphone wil l  be muted. 

Press <PAUSE> t o  initiate the audio recording of the outbound line. 

Use the <PAUSE/PLAY> toggle t o  pace the audio recording as you would a 
live voice customer. 

Press <PAUSE> then < f N b  t o  connect headset t o  the live outbound line t o  
verify whether there has been an answer on the outbound line 

Press <RETURN> t o  move back t o  the playback status and continue typing the 
recorded audio information. 

When finished typing the  recorded message, identify the gender and type o f  
recorded message. 

4TRL 8 o r  9> and (ALT 8> (ANS MACH HUNG UP) 6 A  o r  
(CTRL 8 o r  9> (ALT F> (RECORDING) and type GA 

<RECORD> Turns the feature ON or  OFF. When the feature is no longer 
needed, press <RECORD> t o  deactivate. OFF automatically erases recording. 
OFF connects the headset earphone and microphone with the outbound line, 
live, in real time. 

<F5> Automatically turns off the record feature and erases audio recording. 

d 

If (CTRL b entries are required, the agent may need t o  deactivate the record 
feature. <RECOW> should be pressed again if a lengthy message is reached. 

When the <RECORD> feature is activated, the headset microphone will be 
muted. 
When <END/RETURN> is pressed, the headset microphone mute is turned 
o f f .  
When <PAUSE/PLAY> is press, the headset microphone is muted. 
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TIT to Voice Answering Machines 

The call arrives a t  the! agent position (ANS Tbb) turns blue 

Enter 

Press 

When phone rings, press RINGING 1.. 2. ..3 ... 4... 5... 

When phone is answered 
Press . t o  stop ringing macro 

e the  Answering Machine verbatim (BEEP) 

Press (RLS F'WO) 

Press (ST Tk\G) 

Use Record Feature as needed <RECORb <PAUSE/PLAY> <ENO/RETURN> 

Press 

Press 

Follow the instructions of the customer. If the TTY wants t o  leave a message, 

Press (REDIALING TO LV UR MSG) 

Press (Answering Machine/ Reco rd i ng red id) 

When phone rings, prcss RINGING 1...2...3 ... 4...5... 

When phone is answered 

. GENDER o f  the voice on MESSAGE. 

(AN;5 MACH HUNG UP) GA t o  identify the type of machine 

WAIT for the custom,er t o  completely type the message and G A  

Press . t o  stop ringing macro 

Press (ST TNIG) 
PreSs 
Announce the message!, "This Lr Rdoy (state) CA/Agent/Operutor 
with a message ... 

Press (RLS FWD). 

their message was left successfully. 

(ANS MACH PLAYING) keep caller informed o f  call progress 

n 

7TY messcige using conversational tone, when completed ... 

(UR MSG LEFT) AGENT GA t o  inform the customer 

Follow the instructions 0 1  the customer 

Redd to ask for Voice Ptxson Ouibound TW Answering Aackhe is reached 
I f  the phone is answered by Q TTY, press 
If the outbound is Q TTY answering machine message, press 
In form the inbound TTY. 
If the 7-W asks t o  leave a message 

(SWITCH) t o  outbound TW. 
(RLS FWD). 

: (U CAN CALL THE NBR bIR€CTtY) 
: (U HAVE REACH€D A TTY ANS MACH) GA 
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AMR 
ANSWERING MACHINE RETRIEVAL 

d 
The TW (or VCO) customer requests the agent t u  retrieve voice messages 
from the answering machine ut their same location. 

The agent Does Not enter a Call To number. 

Agent instructs TlY caller t o  place the mouthpiece of their telephone handset 
next t o  the answering machine speaker and to play back the answering machine 
messages. 

Press (PLS PLACE UR HANDSET NEXT TO ANS MACH ANb 
TURN ON) GA 

Press t o  activate Answering Machine Retrieval Feature 
A message window appears saying, INBOUNb MESSAGE RETRIEVAL 
ACTIVATEt ,  RECORDING INBOUND LINE. 

DO NOT press any keys. 
DO NOT press <ESC> 

Agent hems the inbound line as the messages play. 
When all the  messages have played 

Press 
The message window will display, 'RECORbING PAUSED.' 

The TTY caller will place their handset on t h e  771/ and type, 

Press and 

Press f o r  GENDER o f  the voice on each MESSAGE. 

Use the <PAUSE/PLAY> toggle as needed t o  complete the call. 

After typing all messages, type (END OF MESSAGES) GA. 
Press < € S O  t o  close AMR message window. 

The record feature allows a 60-minute text wrap when AMR feature is 
activated. 
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TI’Y to Voice Pagers/Beepers 

The TTY customer may know they are calling a pager or beeper. The Tm 
customer will type the calling to number and the number to be entered in 
the pager. 

The call arrives ut the: agent position <F1> (AN5 TDD) turns blue 
Caller types CALLING TC) NUMBER AND INSTRUCTTONS G A  

Enter 

Press 

Press Touch Tone Window 

When phone rings, press , RINGING l... 

When phone is answered 

Press i o  stop ringing macro 

Press [ST TMG) 

Enter telephone numbw in , USE 10 KEY PAD 

Press (pound symbol ). 

P r e s  t o  CIOSE: Touch Tone Window 

Press (RLS FWID) t o  release the outbound line. 

Press (UR PAGE WAS SENT) GA OR SK t o  inform the customer 
the number message was left successfully. 

Follow the  instructions o f  the customer 
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7TY to Voice Pagers/Beepers 

The TTY customer may NOT be aware a pager or beeper will answer at the 
number they are calling. If this is the case, the agent uses call procedures 
similar to those when reaching a voice answering machine. 

0 The call arrives a t  t h e  agent position <F1> (ANS TDb) turns blue 
Customer types CALLING TO NUMBER and GA. 

Enter 

Press 

When phone rings, press RINGING I... 
When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 

* -  PAGER MESSAGE verbatim, press <CTRL 8 o r  9> for  GENDER if heard 

Type (PAGER) GA identify type of machine 
If "beep ... beep ... beep" only 

Press ( R E  FWI)) t o  release the outbound line. 

Follow the instructions of the customer 
WAIT  f o r  the TTY customer t o  completely type the number o r  message and GA 

Press (REDIALING TO LV UR MS6). 

Press 

Press (Touch Tone Window) 

When phone rings, press RrNGrNG I... 
When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 

Enter telephone number in , WSE 10 KEY PAD 

Press (pound symbol). 

Press t o  close Touch Tone Window 

Press ( R L S  FWD) t o  release the outbound line. 

Press (UR PAG€ WAS SENT) GA OR SK t o  inform the customer 
the number message was l e f t  successfully. 

d' 
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The call arrives a t  the agent position <F2> ( A m  VCE) turns blue. 
5 AY Greeting "Helo. Relay 
May 1 buve the number you are c a h g  pleose.7" 
Enter - Number in the bIAL window 
Before completing this call say: "Thank you, f'llbe of f  the /;ne unfd #he TTY 
u5er is connected" 
Press 

When phone is answered by 

CA/Agen f/Operafor 

, you will see 
If the phone is answered A S C I I ,  press "A". Once A S C I I  is detected, 
you will see white text. 

Press (ST TMG) 

A TTY pager greeting message oppears. 
You may see Q prompt t o  type the characters "PA". If prompted t o  
type "PA," you must f i r s t  turn on the  pager access feature. 

PR€SS (Pager Access ON) 
0 N P €  "PA" in the conversation area o f  the screen 

The paging system responds with instructions similar t o  "Type pager number and 
press Return GA" 
Inform the voice customer, "You have reached a TTYpager) may I have tbe 
puger number please?" 

' -  the pager number in the conversation (blue) area and press the <€nter> 
key. DO NOT use the touch tone window (NO CTRL b) 

The paging system wi l l  re,spond with instructions like "Pfease enter the message 
you wish to send and the ,strike 'Return' three times o r  SKSK." 

In form the Voice caller, "You may leave your messuge now. OR "Wouldyou 
like to leave a messuge?" 

If t h e  voice customer chooses t o  leave Q message ... 

DO NOT use the CTRL. t> touch tone window 
When the message is completed, follow the paging system directions 
Example: Press the <Enter> key three times o r  type SKSK. 

The paging system may reply with a message similar t o  'Message Sent" o r  Q send 
a prompt t o  leave additional messages. If the caller doesn't have additional 
messages, type SKSK t o  qiuit. 

NOT€: <ALT P> is turned off by the system when <F5> is pressed. 

the voice customer's message in the conversation (blue) area. 

(ALT P> is a toggle function 
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Voice to  TTY Answering Machines 

The call arrives at  the agent position (Ans VCE) turns blue. d 
0 Greeting "He//o. Relay CA/Agen f/Uperufor 

May I have the number you are caling please?" 

Enter in the D IAL window 

Say: "Thank you, Sll be o f f  the h e  unfd the T W  user is connected" 

Press 

When phone is answered by 

Press (ST TM6) 

,you will see 

If TTY text indicates an answering machine message .... 
Inform the caller, "You have reached a 7 7  unswering machine, the message 

R f5,.. . . .. . 

the MESSAGE t o  the voice customer. Then say, 
"You may leave your mesage now. .. " or 'I Would you like to leave a mes5ugd" d 

If the voice customer chooses t o  leave a message ... 

Announce call, Press RELAY (state) AGENT WITH A MSG 

Press GENOER 

the voice customers , when finished, type 

(check data transmission) 

Press (RLS FWD) t o  release the outbound line. 

0 Inform the inbound caller, "Your messuge has been /eft" 

Follow the instructions of the customer 

NOTE: Macro 4TRL 1> RELAY (state) AGENT WITH A MSG may be 
sent after typing the voice customers message t o  the 7Ty answering machine. d 

Sprint Proprietary tnfomation - Highly Restricted 53 



ADDITIONAL NOTES 
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ADDITIONAL NOTES 
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AI3 D ITIONAL NOTES 

. 
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TTY to Voice 
PRE-PAID CALLING CARDS and 800 Card Number Billing 

+ The call arrives at  the agent position (ANS TDD) turns blue 
Caller provides the PRE-PAID CAR0 o r  800 Calling Card Number BILLING 
NUMBER INFORMATTON and CALLING TO NUMBER and GA. 

Enter 
Press 

0 If phone rings, press (ALT Z>, RINGING l.... 
When the phone is answered by the recording message 

Press <SPACEBAR> t o  stop ring 

4 Press (ST TMG) 
4 Press (Touch Tone Window) 

Enter information as prompted, keep customer informed 
Select (English/Spanish) as appropriate 

Press t o  conversation area 

e branding/advert isement 

Press the Touch Tone window 
e or PIN number, use 10 keypad. 

Press t o  conversation area 

e remaining on pre-paid card 
Press t o  the Touch Tone window 

, use 10 key pad 

Press clear touch tone window 

When phone rings, press RINGING 1...2...3... 

When phone is answered 

Press t o  stop ringing macro 
Announce t h e  call, "Hello. A person 13 c d h g  you fhrough . This 

Continue normal call processing. 

i5 CA/Uperutor/Agen+ . Hove you received a relay ca/l before?" 

TYPE any recorded message heard from the pre-paid card number. 

If the outbound caller is disconnected because the pre-paid card has timed out, 
the agent should type the disconnect message heard on the recorded message 
from the pre-paid company. 
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VOICE to nr ~ ~ 

CARDS and 800 Card Number Billing 

The call arrives a t  the. agent position 
SAY Greeting "Hello. Rehy 
May 1 have The number yvu are c a h g  p/euse?" 

Caller provides the PRE-PAIb CARD or  800 Culling Card Number BILLING 
NUMBER INFORMATION and CALLING TO NUMER. 

(Ans VCE) turns blue. 
GA/Agm t/Operu for 

a 

0 

e 

0 

0 

e 

Enter 

Press clear M A L  window 
Type Pre-paid pin or 800 curd billing number and the Call TO number in 
conversation text area. 

Press (bial Window) 

Say, "Thank you, IV biz o f f  the h e  until the TJY user 13 connected" 

Press 

When the phone is answered by the recording message 

Press <SPACEBAR> t o  ,close the "Auto-betect" box 

Press (ST TMG) 

Press (Touch Tone Window) 

Enter information as prompted 
The agent and voice caller wil l  hear call progress 
Select (Engl ish/Spanis h) as appropriate 

use 10 keypad. 
use 10 key pad 

Press clear touch tone window 

When phone is answerad by 

Press (5  WITCH) 

Wait for GA f r o m  T W  user 
Continue normal call processing. 

Announce call, Press rALT 5> RELAY (state) AGENT WITH A CALL 

you will hear 

TYPE in any recorded message heard from the pre-paid card number. 
If the outbound line caller is disconnected because the pre-paid card has timed 
out, the inbound caller will be able t o  hear a recorded disconnect message from 
the pre-paid card company. Press <F5> t o  release the outbound line. 
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BILLING OPTIONS 

What key do you press t o  access the Billing Window? 

P A I D  

COLLECT 

LOCAL CALL OVERRIbE 

Carrier of Choice (COG) 

How do you access the  COC menu? 

THIRb PARTY 

When do you choose Carrier only? 

FONCARb 

When do you select Carrier- 
Operator? 

LEC 

What if the carrier is not listed? 

OPTIONAL 

Which calt type processes the LD 
Carrier of Choice without agent 
i n te r QC t ion? 

.. 
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Paid Billing with Carrier of Choice 
COC 

TIY to Voice Call Processing 
The call arrives ut $hgt agent position <F1> (ANS Tbb) turns blue 
Culler provides CALLING TO NUMBER and PREFERRED CARRIER INFO GA 

Enter 
Press (Carrier O f  Choice) 
Press 

The COC window appears 

Use highlight 
Press 
When phone rings, press RINGING 1...2...3... 

Press - t o  stop ringing macro 
Press (ST TMG) 
Announce the call, Web. A person k culhgyuu through 
is CA/Operafor/Ajpfi f 
Continue normal call processing. 

When phone is answered 

Th5 
. Have you received a relay call before? 

Voice to TTY Call Prcicessing 
0 The call arrives at  the: agent 

SAY Greeting "Hdh Relay CA/Agent/Opera fur 
May I hove the numberr you are cding plea9e.7" 
Caller provides CALLIING TU NVMBfR and PREFERRED CARRIER INFO 
0 Enter 

Press (Carrier Of Choice) 

Say: "Thunk you, 171 
Press 

(Ans VCE) turns blue. 

off the /;ne unfil the T W  user ~ connected" 

The COC window appears 
Use high I ig h t  
Press 

When phone is answered by , you will see 

Press (ST TMG) 

Announce call, Press RELAY (state) AGENT WITH A CALL 
Continue normal call processing. 
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TTY to Voice - CALLING CARDS 
(FON - LEC - OPTIONAL) 

The call arrives ut the agent position (ANS TDD) turns blue d 
Caller provides CALLING TO NUMBER and CALLING CARb BILLING GA 

Enter Number in the DIAL Window 

Press (ALT/B) f o r  Alternate Bil I ing 
0 Press 400 (Carrier Of Choice) if culler prefers a Lb Carrier other 

than Sprint or is using Q (Optional) calling card 

Press 
The Billing Window appears 

Identify Press underscored key. 

Press t o  select 

Enter in Billing Number Field. 

Press 
The COC window appears only if the 400 key was pressed. 

Use <arrow key> highlight Carrier-Operator Press <COMP> 

Message window appears 

Press a t  

When the agent hears the carrier branding message "Thank you fur  u5hg .... 

Press clear dial window 

Type: C 1 
When phone rings, press RINGING 1...2...3... 

When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 

M 

Announce the call, We//o. A person is ca/ling you ihruugh . This 
is CA/Operator/Agen i 
Continue normal call processing. 

. Have you received a relay cull before?" 

If the Lb Operator comes on the line, Press <F6> (ST TM6) 
Say : I' This is Rday 
billng number k 
TYPE t o  TTY user: ( OPERATOR PLS HD) 

. 1 have a T W  caller placing a calling card cull. The 
It 
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Voice to 7 T Y  - CALLING CARDS 
(FON - LEC - OPTIONAL) 

The call arrives a t  the agent position 
SAY Greeting ' H e h  Relay CA/Agen t/Upwator 
May I have the nurnbw you are cdhg p/euse.3 

Caller provides CALLING TO NUMBER and CALLING CARD BILLING GA 

(An5 VCE) turns blue. 

Enter I Number in the IXAL Window 

Press (ALT/B) for  Alternate Billing 
0 Press 400 (Carrier O f  Choice) if caller prefers a t b  Carrier other 

than Sprint or is using a (Optional) calling card 

Press 

The Billing Window appears 

Identify Press underscored key. 
Press t o  select 

Enter in Billing Number Field. 

Say: "Thank you, 171 be Off fbe line unfil the T W  user ;S connected' 

Press 
0 The COC window appears only if the 400 key was pressed, 
Use <arrow key> highlight Carrier-Operator Press <COMP> 

Message window appears 

Press a t  

Voice culler and agent hew the carrier-branding message "Thank you for using'' 

Press clear dial window 

When phone is answered by , you will see 

Press (ST TMG) 

Continue normal call processing. 

Announce call, Pres.s RELAY (state) AGENT WITH A CALL 

If the LD Operator comes on t h e  line, press <€so t o  close dial window, then 
<SPACEBAR>, and < F b  (ST TM6) 
Say : " This is Re jay -- r have a V U I E  culler pluchg a cding curd cd? 
The bdhg number 3 I/ 
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1 COLLECT -?ry to Voice 

The call arrives ut the agent position (AN5 TDD) turns blue 
Caller provides CALLING TO NUMBER and informs agent the call will be 
COLLECT and provides FROM NAME INFORMATION and GA. 

Enter 

Press (ALT/B) Alternate Billing 

Press 400 i f  caller prefers a LO Carrier other than Sprint. 

Pres5 

The Billing Window appears 

Identify Press underscored key 
Press t o  Select 

The COC window appears only if <COG> key was pressed. 
Use carrow> high1 ig ht Carrier-Operator Press 4 O M b  

When the agent hears the carrier-branding message 
Press c tear dial window 

Type: ( 1 
Press (Touch Tone Window) 

Enter Use 10 keypad. 

Press close touch tone window 
Carrier Operator comes on line 

Press (ST TMG) 
Announce billing t o  operator, say 
"Hello. Th& is Re/ay (5tute1, with a TTY caller placing a collec f ca// f i e  
caller 3 name is (nume]. Heuse allow for IO riigs. 

The Operator dials call t o  number and asks for  acceptance o f  charges. 
The Operator informs the Agent if the charges are accepted o r  denied. 

If YES Operator leaves ?he tine. 

If NO: Type only the Operator's response t o  the  T W  caller. 
Allow t h e  caller t o  decide the  progress of the call. 

Announce call, '*ffe//u, A person (name if given) is ca//ing you through 

. This is CA/Operufar/Agt?nf 

Have you received a relay call befo~e?" 

Continue normal call processing 
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1 COLLECT - Voice to TTY 
The call arrives at  the agent position (AN5 VCE) turns blue 

Caller provides CALLING TO NUMBER and informs agent the call will be 
COLLECT and provides FROM NAME INFORM ATTON. 

Enter 

Press (ALT/B) Alternate Bi I I ing 

Press 

Say: “Thank you, r// be off the h e  un Ti/ the JTY user 13 connected” 
The Billing Window appears 

Identify Press underscored key 
Press t o  Select 

Press 4 0 C >  if caller prefers a LO Carrier other than Sprint. 

0 The COC window appears only if 400 key WQS pressed. 
Use <arrow> highlight Carrier-Operator Press COMP, 

Voice caller and agent hem the carrier-branding message 

a 

0 

Press clear dial window 
Press 
Press (Touch Tone Window) 
Enter Use 10 keypad. 
Press close touch tone window 
Carrier Operator C O ~ E : S  on line. 
Press (ST TMG) 
Announce billing t o  the. Operator say, 
“Hello. This t 3  Rehy ($fate), with a V Q K €  culler placing u c d e c  f c d  The 
c a k r k  name is (name,! The phone may be answered TW, if so 1 w/’l/ask fur  
acceptance of churges: Please allow for IO rings ’I 
The Carrier Operator #dials the Calling To number 

When phone is answered by 

t o  close the Auto-Detect box 

you will hear 

Press (s w r 1 - c ~  
The Relay Agent performs the Carrier Operator role, 

CALL FROM (name) WILL YOU ACCEPT THE CHARGE Q GA 

: THIS IS (carrier name) LONG OISTANCE WITH A COLLECT 

If YES. Type (THANK YOU PLEASE HOLO) 
If NO: Type, THANK YOU SKSK 

accepted or denied” 
0 Press (SWTKH)  inform Operator whether “ t h e  charges were 

Carrier Operator leaves the I ine. 
Press (SWITCH) 
Announce call, Press - RELAY (state) AGENT WITH A CALL 
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THIRD PARTY BILLING 
T T Y  to Voice Billing to Voice Number 

d The call arrives a t  the agent position (AN5 TDb) turns blue 
Caller provides CALLING TO NUMBER and THIRD PARTY BILLING NUMBER and 
GA. 

Note: While in operator mode, the agent should ask the following prior t o  dialing 
a third party billing call. 

(YOUR NAME PLEASE Q) 6 A  

(IS THE BILLING NUMBER TTY OR VOICE Q) GA 
(rs SOMEONE AT THE B r u w  NBR TO OKAY THE CHARGES Q) GA 

Enter 
Press (ALTIB) Alternate Billing 

Press 400 i f  culler prefers Q Lb Carrier other than Sprint. 

Press 
The Billing Window appears 

0 

+ 

a 

4 

a 

0 

Identify Press underscored key 
Press the t o  Select 
Enter in Billing Number Field 
Press 

The COC window appears only if 400 key was pressed. 
Use <arrow> highlight Carrier-Operator Press <COMP> 

0 

When the agent hears carrier branding message, 
Press clear dial window 
Type: ( 1 
Press (Touch Tone Window) 
Enter Use 10 keypad. 
Press close touch tone window 
Carrier Operator comes on line. 

Press (ST TMG) 
Announce billing t o  Operator, say 
"This is Relay (stute), wifh a T W  caller plucing a third party call, fbe bdlhg 

number i3 XXX-XXX-XXXX The caller 3 name is (name). Heme al/ow fur 10 
ril795. " 

Operator dials the billing number and asks f o r  acceptance o f  charges. 
Operator informs the Relay if the charges are accepted o r  denied. 

If YES. The Operator dials the Culling To phone number and leaves the line. 
If NO: Type only the Operator response t o  the TW caller. 
Allow the caller t o  decide the progress of the call. 

When phone rings, press R I N G I N G  1...2...3... 

d 
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THIRD PARTY BILLING 
to TR Billing to TT'Y Number 

The cull arrives at the: agent position 
SAY Greeting nHe//o. Rehy- CA/Agenf/Operafor-. May I have the number you 
are c d h g  p/ease?" 

(An5 VCE) turns blue. 

Caller gives CALLING TO NUMBER and THIRD PARTY BILLING NUMBER. 
Note: While operal-or mode, the agent should ask the following prior t o  
dialing Q third party billing call. 

May I have your name pleose? 
Wil/ sumeom be a# the billing number fu okay the charges? 
Is the bilhn57 number a T7Y or voice he?  

Enter 
Press (ALTA3) Alternate Billing 

Press 4OC> if caller prefers Q LD Carrier other than Sprint. 
Press 

The Billing Window appears 
Identify Press underscored key 
Press t o  :;elect 
Enter in Billing Number Field 
Say, "Thank you 1 wi// be off the h e  until the J7Y user k connected 
Press 

0 The COC window appears only if 400 key WQS pressed. 
Use <arrow> highlight Carrier-Operator Press XCOMP, 

Voice caller and agent hear carrier-branding message 
Press clear dial window 

Press clear Auto-Uetect" box 
Press (Touch Tone Window) 
€nter Use 10 key pad 
Press close touch tone window 
Carrier Operator comes on line. 
Press (ST TMG) 
Announce billing t o  Operator, 

SAY: " H d o  this is Rehy (staie), with a V m C ,  c a k r  placing a third par f y  cui1 
me billing number i5 XXX-XXX-XXXX The caller's name is (ame). The phone 
may be answered W, if 50 1 wi//ask fur acceptance of churges. Phase ullow 
fur IO rings. 'I 
The Carrier Operator dials BILLING Number. 

(Press F8, €niter f o r  reference only) 
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When the Billing Number phone is answered by TTY you will hear TONES 
Press (SWITCH) 

The Relay Agent performs Carrier Operator role. 

Type: THIS 15 (carrier name) LONG DISTANCE (name) IS PLACING A LON6 
DISTANCE CALL TO A DIFFER€NT NUMBER ANb WISH€S TO BILL THE 
CALL TO YOUR NUMBER 15 THAT OKAY Q GA 

If Y E 5  Type (THANKYOU SKSK) 

If NO: Type (T’HANKYOW SKSK) 

Press (SWITCH) inform the Operator whether “the charges were 

uccep fed or  denied I‘ 

If accepted the Carrier Operator dials the Calling To number and leuves line. 

When phone is answered by you will hear 

t o  SWITCH the outbound line t o  Q data line Press 

Announce call, Press 4 L T  5> RELAY (state) AGENT- WITH A CALL 
Continue call processing as normal 
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THIRD PARTY BILLING 
F to Voice Billing to 7 T Y  Number 

The call arrives a t  the agent position (ANS TOD) turns blue 
Caller provides CALLING TO NUMBER and WIRb P A R N  BILLING NUMB€R and 
6 A .  

Note: While in operator mode, the agent should ask the following prior t o  dialing 
o third party billing ctdl. 

(YOUR NAME P E A S E  Q) GA 
(IS SOMEONE A T  THE BILLING NBR TO OKAY THE CHARGES Q) GA 
(rs THE BILLING NUMBER m OR VOICE Q) GA 

Enter 
Press (ALT/'B) A I ternat e 8 i I I in9 

Press <COC> if caller prefers Q LO Carrier other than Sprint. 

0 Press 
The Billing Window appears 

Identify Pres underscored key 

Press the to  Selecf 
Enter in Billing Number Fiefd 
Press 

The COC window appears only if 400 key was pressed. 
Use <arrow> highlight Carrier-Operator Press <COMP> 

When the agent hears currier branding message, 

Press clear dial window 

Type: ( 1 
Press (Touch Tone Window) 
Enter Use 10 keypad. 

Press close touch tone window 
Carrier Operator comcs on line. 
Press (ST TMG) 
Announce billing t o  Operator, say 
"Hel/o th& k Rday (state), with a TWcaller phcing a fhrdpur f y  cui! The 
billing number i5 XXX-XXX-XXXX The cdlerk name is (name). The phone may 
be answeped W, if so 1 will ask for  acceptance o f  charges. P k s e  dlow f o r  f U  
rings. 

The Carrier Operator dials BILLING Number. 
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When the Billing Number phone is answered by TTY you will hear TON€S 

Press (SWITCH) 

The Relay Agent performs Carrier Operator role. 
0 Type: THIS IS (carrier name) LONG DISTANCE (name) IS PLACING A LONG 

bISTANCE CALL TO A DIFFERENT NUMBER AND WISHES TO BILL THE 
CALL TO YOUR NUMBER IS THAT OKAY Q GA 

If YES: Type (THANK YOU SKSK) 

4 

If NO: Type (THANK YOU SKSK) 

0 Press (SWITCH) inform the Operator whether "the charges were 

If accepted the Carrier Operator dials the Calling To number and leaves line. 

When the phone rings, press 
When phone is answered 

Press t o  stop ringing mucro 

Announce cal I, "H&. A person (name if given) is c d h g  you through 

received a re/ay call before?" 

accepTed ur denim! 

RINGING 1...2...3... 

This i5 GA/Operatw/Agenf . Have you 

Continue call processing US normal. d 
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I Immediate Credit I 

Most  Long Distance Carrier Operators have the  capability to  process requests for 
credit from customers who experience problems placing long distance calls. 

If an inbound customer tells the agent a wrong number was reached, the  Relay 
Agent will relay the call hetween the T W  user and the  Lb Operator. Immediate 
credit requests SHOULb NOT be transferred t o  Customer Service. 
Type to the caller: 
(AGENT C A N  CALL Lb C’PERATOR NOW FOR IMMEDIAE CREDIT OK Q) 6 A  
If the customer indicates in any way they do want immediate credit, you may need 
t o  determine which LD carrier was used. If needed type: 
(WHICH LONG DISTANCE CARRIER DID YOU USE Q) GA 
The agent will contact the operator of that LD carrier. If the customer is unsure 
o r  says 1 used you, contact the Sprint Operator. 
Enter Calling To Number “0 ” in Dial Window 

Press 
Press 400 if Lb carrier other than Sprint. 

if 400 key was pressed. 
a r r o w >  high 1 ig h t  Carrier-Operator 4 O M b  

When the phone rings, press <ALT Z> 
When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 
Announce call, “This ik Rehy (state) CA/Operaator/Agenf 

T W  user who is rqutssfing immediuie credit 
. Ihuve a 

Continue call processing 01s normal. 

If the agent ha5 dialed a wrong number, the agent should say to the outbound, 
“Please excuse the call” o r  “I am sorry we dialed the wrong number, Press +5>. The 
agent should inform the inbound customer, (AGENT bIALED WRONG NUM8ER 
AGENT C A N  CALL NOW FOR IMMEOIAE CREbIT 50 YOU WILL NOT BE 
CHARGED OK Q ) GA 
If the customer indicates in any way they do want credit, the agent should type 
(CALLING TO Lb OPERATOR FOR IMMEbIATE CR€ISIT PLEASE HOLD) 
DO NOT press <Fb> (ST TMG) as this is considered an assistance call. The agent 
answers any questions asked by the Lb Operator. 
In form the caller (OPR HAS TAKEN OFF CHARGE) 
Press <F4> and proceed wlith the cull by dialing the  correct number. 
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ADDITIONAL NOTES 
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ADDITIONAL NOTES 
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ADDITIONAL NOTES 
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I VOICE CARRY OVER 
vcu 

VCO ANNOUNCEMENT 

WeZZo. A person is: caZ1ing you through 
This is CA / Uperrztor/ Agent 
Voice Thru call before?” 

H a v e  you received a 

VCO SERVICE EXPL,ANATION 

<$The person who is calling will be speaking directZy to you. 
When s/he says the phrase T~Q Ahead” that indicates they are 
done speaking anti are ready for you to respond. When you 
talk, the agent wiilZ be typing everything heard back to the 
ca 2 Zer. 
One moment for your caZZ to begin.” 
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1 NON-Branded VCO 

The call arrives at t h e  agent position <F1> (ANS Tbb) turns blue 

The caller types VCO PLS GA or VOICE PLS GA 
The System automatically sends the state HELLO greeting macro. 

Press (VOICE NOW) GA,  then to  open the INbound 
line connection t o  the agent headset. 

The agent will HEAR the inbound VCO callers Voice. 

Enter 

Press 

When phone rings, press RINGING 1...2...3... 
When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 
Announce the call, "Hello. A person is calling you through Relay (state). This is 
CA/Operator/Agent . Have you received Q Voice Tkru call before?" 
If YfS: Say, "One moment f o r  your call t o  begin. 
If NO: Press (EXPLAINING RELAY) and provide Service 
Explanation and then say, "One moment for  your call t o  begin 

Press GENDER 
a 

Press (VCO) turns BLUE. Agent hears VCO caller's voice. 

e Hearing Persons response GA 

how the phone was answered verbatim and GA 

Press (VCO) turns BLUE. Agent hears VCO caller's voice. 

Hearing Persons response GA 

When both parties have completed their conversation; 

Press ( R E  FWb) t o  release the outbound line. 

Press (PERSON HUNG UP) RELAY (state) GA OR SK 

Press 

Follow the instructions of the customer 

Press t o  close the connection t o  the agent headset. 

t o  open the Inbound line connection t o  the agent headset 
(Agent can hear VCO customer) 

(Agent can type t o  VCO customer) 

J 
NOTE: The Customer may choose t o  type CALLING TO NUMBER INSTRUCTIONS 
and choose t o  use VCO after the phone is answered. 
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r' 

Branded VCO 

The call arrives a t  the agent position 
A message window informs the agent, 
The system sends the BRANDED VCO GREETING macro. 

R R A Y  (state) AG€NT VOICE NOW OR l Y P f  GA 

(AN5 Tbb) turns blue 

RELAY (5 tate) (UR CALLER rt, WILL SEND) vorcE NOW (OR TYPE) GA 
The agent headset is connected t o  the INbound line. 
The caller can choose t o  VOICE o r  Type the CALLING TO NUMBER and 
any call processing information and GA. 

If you helnr quickly, Press 
The agent wil l HEAR the inbound VCU callers Voice. 

Enter Press Caller ID block if appropriate 
Press 
When phone rings, press RINGING 1...2...3... 

When phone is answered 
Press t o  stop ringing macro 
Press (ST TMG) 
Announce the cull, "Hello. A person is calling you through Relay (state). This is 
CA/Operator/Agent . Have you received a Voice Thru call before?" 
If YfS:  Say, "One tnoment f o r  your call t o  begin. 
If NO: Press (EXPLAINING RELAY) and provide Service 
Explanation and then say, "One moment f o r  your cull t o  begin 

Press GENbER 
a how the phone was answered verbatim and GA 

Press (VCO) turns 8 t U f .  
Hearing Persons response GA 

Press (VCO) turns BLUE. 

Agent hears VCO caller's voice. 

Agent hears VCO caller's voice. 

4 Hearing Persons response GA 
When both parties have completed their conversation; 

Press (RLS FWb) t o  release the outbound line. 
Press (PERSON HUNG UP) RELAY (state) GA OR SK 
Press 

Follow the  instructions o f  the customer 

-to open the Inbound line connection t o  the agent headset 
(Agent can hear VCO customer) 

Press t o  close the connection t o  the agent headset. 
(Agent can type t o  VCO customer) 

Agent Typing turns the VCO bridge o f f  automatically. 
After pressing xF9> a system message displays, Headset I N  Conversation. 
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VCO with PRIVACY 

0 The call arrives a t  the agent position (AN5 Tbb) turns blue 

Press Culler I D  block if appropriate 

0 A message window informs the agent, 
The system sends the BRANOED VCO GREETfNG macro. 
RELAY (state) AGENT VOTCE NOW OR TYPE 6 A  
RELAY (state) - (UR CALLER ID WILL SENb) VOICE NOW (OR TYPE) GA 

The agent headset is connected t o  the INbound TTY line. 
The agent will HEAR the inbound VCO callers Voice. 
The VCO caller requests PRIVACY 

Enter 
Press 
When phone rings, press RINGING 1...2...3... 

When phone is answered 
Press t o  stop ringing macro 
Press (ST TMG) 

Announce the cull, "Hello. A person is calling you through Relay (state). This 
is CA/Operator/Agent . Have you received Q Voice Thru call before?" 
If YES: Say, "One moment for  your call t o  begin. 
rf NO: press (EXPLAINING RELAY) and provide Service 
€xplanation and then say, "One moment for your call t o  begin 

Press fo r  GENDER of the  person who answered the phone. 
0 

Press Press Agent bOESNOT hear VCO voice. 

0 Hearing Persons response 6 A  
Press Press Agent DOESNOT hear VCO voice. 

0 Hearing Persons response GA 

When both parties have completed their conversation: 

Press (RLS FWb) 
0 Press (PERSON HUNG UP) RELAY (state) GA OR SK 

how the phone was answered verbatim and GA 

Press 

Follow the instructions o f  the customer 
(Agent can hear VCO customer) 

Press 
(Agent can type t o  VCO customer) 

After pressing <F9> <ALT H> system message displays, 
Headset NOT in Conversation. 
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Iy vco - a NOANSWER 

The call arrives at the agent position (AN5 TDD) turns blue 
VCO Branded the "Pos:sible VCO User" message window will appear 
The system sends the BRANDEB VCO GREEITNG macro. 
R R A Y  (state) AGENT 

If you hear l l Y  TONES quickly, Press <ALT V> 
NON-Branded Caller types, VCO PLS, Press 4 T R t  0> followed by <ALT V> 

VOICE NOW OR TYPE GA 

Enter 

Press 

When phone rings, pre.ss 

RINGING l...2...3...4...5...6...7...8...9...IO...STILL RINGING GA 

0 Press <F5> (RLS FWb) t o  release the outbound line. 

Press 
(Agent can hlear VCO customer) 

t o  open the Inbound line connection t o  the agent headset 

If the VCO Caller indicates they wish t o  redial 

Press t o  clcrse the connection t o  the agent headset. 

Press (REDIALING) 
Press 

When phone rings, press 

(Agent can type t o  VCO customer) 

RINGING l...2...3 ... 4...Ei...6...7...8 ... 9...10...571LL RINGING GA 

Press ( R E  FWD) 
Press 

Follow the instructions of t h e  customer 

to  open the Inbound line connection t o  the agent headset 
(Agent can hear VCO customer) 

T o  maintain culler control, the agent will continue redialing t o  the number until the 
customer makes the decision t o  end the call 
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vco 
BUSY SIGNALS 

I . - .  

0 The call arrives a t  the agent position (AN5 Tbb) turns blue 
0 VCO Branded the "Possible VCO User" message window will appear 

The system sends the BRANDED VCO GREETTNG macro. 
RELAY (state) AGENT VOICE NOW OR TYPE GA 

If you hear TTY TONES quickly, Press <AtT V> 
NON-Branded Caller types, VCO PLS GA,  Press KTRL 0>, <ALT V> 

Enter 

Press 

If BUSY 

Press ( R E  FWD) 

TYPE 
Press t o  open the Inbound TTY connection to  the agent headset 

(Agent can hear VCO customer) 

If the VCO caller indicates they wish t o  try the number again. 

Press 

Press 

Press 

If BUSY 

Press (RLS FWD) 

TYPE GA 

to  close the connection t o  the agent headset. 
(Agent can type t o  VCO customer) 

Press t o  open the Inbound TTY connection t o  the agent headset 
(Agent can hear VCO customer) 

If the VCO calier indicates they want t o  try the number again foflow the 
instructions o f  the customer 

VCO Call Note: The agent must press <ALT V> af ter  typing (STILL SUSY) t o  
open the Inbound TIY connection t o  the agent headset 
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VCO Answering Machines 
OWN Answering Machine Message 

Follow VCO Branded o r  NON-Branded VCO Cull Set-up Procedures 
Agent will hear the inbourid VCO Customer Voice the calling t o  number 

Enter 
Press 

When phone rings, pre.ss RINGING 1...2...3,..4...5... 

When phone is answered 

Press t o  stop ringing macro 
Press (ST TMG) 

the Answerins) Machine verbatim 

Press (RLS FWO) 

Press GENDER 

Press - (ANS MACH HUNG UP) GA 

Press 

If the VCO customer wishes t o  voice their own message ... 
Press 

Press 

When phone rings, pre:ss RINGING 1 2 . 3  ... 4...5... 

When phone is answered 

Press t o  stop ringing macro 

Use Record Feature as needed <RECORD> <PAUSE/PLAY> (ENb/REWRN> 

(Agent can hear VCO customer) 

( P t S  VOICE UR MSG WHEN U SEE =GA" REDIALING) 

Press (ST TMmG) 

Press (ANIS MACH PLAYING) 
Type" " 

Press wa Agent hears VCO cullers voice. 

Press (RLS FVVb) 

Press (UR ,MSG LEFT) AGENT GA 

Press 

00 NOT use PRIVACY IF VCO VOICES OWN MESSAGE 

Follow the instructions o f  the customer 
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I Voice to VCO - TTY Answer 1 
0 The cull arrives a t  the  agent position (Ans VCE) turns blue. 

Greeting "Hellu. Relay CA/Agen */Opera tor 

Greeting **ffe//u. Rduy CA/Agmt/Uperutur 

May 1 have the number you are caling p/ease?" 

Yuur Cder ID wi// transmit. May 1 have the number you ore calhg pkase?" 
The customer gives the agent the calling to  number and may or  may not inform the 
agent the person being calted will use Voice Thru (VCO) 

Enter 
If appropriate, press (Caller Ib Block ON/OFF toggle) 

Before completing the call say: "Thank you, IY/ be o f f  the h e  unfd the TWuser 
i5 connected" 

I f  apprupriu fe, before cornpikting the ca// suy, Thank you. Your Ca/er ID bus 
been bhcked I will be off the h e  unM +he TTyuser is connected 

Press 

When phone is answered by 
Press (ST TMG) 
Announce the call, Pres RELAY (s t ut e )  AGENT WITH A CALL 

Press GENDER 
e 

e Hearing Persons response GA 

Press W O )  
e Hearing Persons response GA 

Press (VCO). 

Hearing Persons response GA 

Press W O )  
When both parties have completed their conversation; 

Press (RLS FWD) to  release the outbound line. 

Inform the inbound caller, "Tbepersun hung up" 
Follow the instructions of the customer 

, you will see 

d and type 

the initial TTY answer message t o  voice customer and GA 

If the inbound voice customer hangs up first and the outbound VCO caller remains 
on the line, the agent should press 
and Press <F5> t o  release the outbound line 

(PERSON HUNG UP) SKSK 
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I Voice lo VCO - VCO Answer I 

The call arrives at  the agent position (Ans VCE) turns blue. 

Greeting "H&. Relay CA/Agm +/Operotor . May 
I have the number you a m  culling please? " 
The customer gives the agent the calling t o  number and may o r  may not inform the 
agent the person being called will use Voice Thru (VCO) 

Enter 
Before completing the cull say: "Thmk you, I V b e  off the h e  until the TWuser 
is connected" 

Press 

When phone is answered, YOU HEAR VOICE, 

Press 
Press (ST TMG) 

WAIT f o r  the VCO ANSWER, then 

Press s wr n :~ )  
Announce the call, Press RELAY (state) AGENT wrw A CALL 

and type 

Press GENbER 

a Hearing Pers:ons response G A  

the initial answer message t o  voice customer if needed and say GA 

Press W O )  

Press (VCO). 

Press wa 

a Hearing Persions response GA 

Hearing Persions response GA 

When both parties have completed their conversation; 

Press (RLS FWD) t o  release the outbound line. 

Inform the inbound caller, "The person hung up" 
Follow the instructions of the customer 

If the inbound voice custcrmer hangs up first and the outbound VCO caller remains 
on the line, the agent should press 
<F5> t o  release the outbound line 

(PERSON HUNG UP) SKSK and Press 
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TWO-LINE VCO 

The A S C I I  (or TTY) caller dials the relay number. 
0 The cult arrives a t  the agent position (Ans TDD) turns blue. 

The caller informs the agent they will be placing a Two Line VCO call and instructs 
the agent t o  dial a second phone a t  the  caller's location. 

Enter Number in Dial Window 
Press 
When phone rings, Press RINGING 1...2...3... 

Press (ST TMG) 
When phone is answered, Press 

The caller answers using their own voice. This allows the agent t o  become familiar 
with this customer's voice. The customer will say "please hold" t o  the agent and 
then dial the hearing person's number via their voice phone. The customer will 
enable the conference feature, The agent wi l l  hear the conversation through this 
line. 

When the phone rings, Press RINGING 1...2...3... 
When the phone is answered 

Press t o  stop ringing macro 
Press (Mute) prevents outbound f rorn hearing typing noises. 
Press GENDER o f  hearing person who answered the phone. 

how the phone was answered verbatim 
Announce o r  Explain Service unless instructed t o  do so. 

The customer wi l l  read the conversation on their screen and respond using their 
own voice through the conference call phone line. 

The agent wi l l  hear the voices o f  both parties. 

d 

conversation 
The user does not have t o  wait f o r  a GA before tal king. 
When both parties have completed their conversation 

press <F5> This would disconnect relay f rom the second phone 

t o  inform the inbound caller (PERSON HUNG UP) RELAY 
line preventing the caller from dialing additional calk. 

(state) XXXX GA OR SK 

Follow the instructions o f  the caller. 

Press 
J 
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Reverse Two-Line VCO 
R2LVCO 

The ASCII: (or TTY) caller dials the relay number. 
0 The call arrives a t  the agent position (Ans VCE) turns blue. 

The caller informs agent he/she is placing a (RZLVCO) Reverse Two-Line VCO call 
and instructs the agent t o  dial a second phone line ut the callers location. 
The R2LVCO customer wiill answer the 2nd phone line by ASCII (or TlY). 

Enter number in dial window 
Press 

The REb auto-detect box will display on the screen. When ASCII (or TTY) answers 
phone, you will see white Text. 

The R2LVCO customer tylpes an answer message t o  the agent. 

The R2tVCO customer enables the conference feature. The R2LVCO customer 
begins the conversation. 'The agent wil l hear the R2LVCO caller's voice. 
When the hearing person responds, 

Press (Start Timing) 

Press (HELLO) t o  announce that the relay agent is on line. 

Press - GENDER o f  hearing person. 
the hearing person's conversation. 

8 

Press 
Announce o r  €xplain Service t o  the hearing person. 

(MUTE) t o  prevent hearing person f rom listening t o  agent's 
typing noises. 

The RZLVCO customer wil l read the conversation on their equipment and respond 
using their own voice through the conference call line. 
The agent will hear the voices o f  both parties. 

The users do not have t o  wait fo r  Q GA before talking. 
When both parties have completed their conversation 

a the hearing person's conversation. 

Press 
bo not press 

to1 inform the customer the hearing person has hung up. 

The R2LVCO customer wi l l  close the cafI placed t o  the  agent. 

Do not verbally puce the hearing person. I f  the person is talking too fast o r  the 
agent is unable t o  type verbatim, type (TALKING TOO FAST) o r  (UNABLE TO 
l Y P €  VfRBATIM).  The (igent is t o  remuin transparent during the call. 
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]BRANDING PROCEDURES --I 
This feature allows the rslay agent t o  permanently brand a customer's answer mode. 
The inbound customer must request answer type branding. Once Q telephone 
number is branded, any ctill placed from that specific number t o  a TRS center will 
automatically connect t o  the terminal as the branded answer type. 

Press t o  display the Branding Panel. 

0 What are the choices available in the Branding Window? 

Once the branding panel is displayed the agent must ask the inbound caller 

This step is critical t o  insure the customer is not calling through a switchboard. 
The agent should not entcr the From number information located in the banner 
without requesting the information f r o m  the customer. The system will confirm 
the number is available fasr permanent branding. 

The branding type is selected by 

Press the - t o  indicate the selection is correct. 

The system sends - t o  TW,  VCO and ASCII customers. 
If the inbound customer is HCO or  Voice, the  message displays in black text.  
The agent should 

What numbers cannot be branded? 

When Q call connects t o  the terminal, how will you know it is Q Branded Call? 

How can you identify a branded Deaf/Blind TlY o r  Deaf/Blind ASCII call? 

0 What must you do differently on any Non-Branded DeafIBlind Call? 
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HEARING CARRY OVER 
HCO 

d 
HCO ANNOUNCEMENT 

cWelZo. A person is calling you through 
This  is C1A/Agent/Operutor . H a v e  you received a 
Hearing T h m  call before?” 

HCO SERVICE EXPLANATION 
“The person who is calling you can hear but does not speak. 
You uti21 be able to speak directly to your caller and they wiZZ 
be able to hear your message. When you are finished 
speaking, please say the words “Go Ahead” and that will 
inform the caller that it is their turn to respond. They will 
type their response, which will be read to you. 
One moment for your caZ2 to begin.” 
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I NON-Branded HCO I 
The cull arrives a t  the agent position ( A N 5  TbD) turns blue 

Caller types t o  the agent the HCO PLS GA 
Press Open Inbound line connection t o  agent microphone 

The system automatically sends t h e  state HELLO greeting macro. 

(HCO custorrier can hear Agent) 
"May I ba ve the ,number you are c d h g  please?" 

Press Close Inbound line connection t o  agent microphone. 

HCO types CALLING TO INUMBER, any call processing information and GA. 
Enter 
Press Open Inbound line connection t o  agent microphone 

(HCO can type t o  agent) 

(HCO custotmer can hear Agent) 
, "Thank you now dialingM 

Press Immediately followed by W O )  
COMP, system dials call 
SPACEBAR stops dialing macro 
FlO (HCO ON) Non-Branded HCO hears outdial progress 

NO MACROS 
When phone is answered 

Press (ST TMG) 
Announce, "Heilo. A person i5 culhng you through Relay (sTattz). This k 
CA/Operatur/Agmf Have you received a Hearing Thru ca// before?" 

If Y€S: Say, "One momenf f o r  your c d  $0 begin. 
If NO: '%XP&AINi?€&AY"- NO MACRO'S Provide Service Explanation and 
then say, "Une moment for your c d  to begin" 

Press (HCO OFF) (HCO turns WHIT€) 
HCOTYPES- - conversation SAY "6A" 
Press (HCO ON) (HCO turns BLUE) (HCO Hears Thru) 
Press (HCO OFF) (HCO turns WHIT€) 
HCO7YPES- - conversation SAY nGA'' 

Press (HCO ON) (HCO turns BLUE) (HCO Hears Thru) 
When both parties have completed their conversation 

Press (RLS FVVD) 
Press 

e 

Press t o  close the connection t o  the  agent headset. 

Open the Inbound TTY connection t o  the agent microphone 
(HCO customer can hear Agent) 

I " Jbe person hung up Agent go ohad  or ready to hang up 

(HCO can type t o  agent) 
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Branded HCO 

The cull arrives a t  the agent position 
A message window informs the agent, 
The system sends the BRANbEb HCO GREETING macro. 
RELAY (state) AGENT - YOU M A Y  HEAR VOICE OR REAb ON TlY GA 

e The agent headset MICROPHONE is connected t o  the inbound line. 
The caller may choose t o  HEAR the agent's voice o r  read their TTY. 

(ANS TDD) turns blue 

Greeting "Hello. Relay CA/Agen f/Operufur 

Greeting "Helo. Relay CA/Agen f/Opera for 

May 1 have the number you are calling pleuse?" 

Your Culler ID wil/ trmsmit. May I have +he number you are colling please?" 
Press Close Inbound line connection t o  agent microphone. 

HCO types CALLING TO NUMBER, any calf processing information, and GA. 
linter 

Press Say: 'I Thank you, now dialing" 

Press 
NO MACROS - Branded HCO hears outdial progress 
When phone is answered 

Press (ST TMG) 
Announce, "Hello. A person is ca//ing you fhrougb Relay (state). This 13 
CA/Uperafor/Agenf Have you received a Hewing Thru cull before?" 

If YES: Say, "One moment f o r  your call 7'0 begin. 
9 If NU: "€XPLAlNR€&AY"- Provide Service Explanation and 

then say, "Om mumenf for your cull $0 begin. 
Press (HCO OFF) (HCO turns WHITE) 
H C O I Y P E S -  conversation Say "6A" 
Press (HCO ON) (HCO turns BLUE) (HCO Hears Thru) 
Press (HCO OFF)(HCO turns WHITE) 
HCOWPES- conversation Say "GA" 
Press (HCO ON) (HCO turns BLUE) (HCO Hears Thru) 

When both parties have completed their conversation 
Press (RLS FWD) 
Press Open Inbound line connection t o  agent microphone 

Press Close Inbound line connection t o  agent microphone. 

(HCO can type t o  agent) 

If appropriate, press (Caller I D  Block ON/OFF toggle) 

I f  applicable, "Thank you, your Culler ID has been blocked, now diding. 

(HCO customer can hear Agent) 
"The person hung up. Agent go ahead or ready i o  hang up 'I 

(HCO can type t o  agent) 

d 
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1 HCO with PRIVACY I - 

m 
The call arrives a t  the agmt position 

HCO Branded the "Possible HCO User" message window appears 
The system sends the BRANbEL) HCO GREETCNG macro. 
RELAY (state) AGENT- YOU MAY HEAR VOICE OR READ ON 77Y GA 
- Greeting " H e h  Rely 
May I have the number you ore cahng p/ea$e?" 
NON-Branded types f-IC0 PtS GA,  Press <ALT V>, ask f o r  Call T o  Number 

(AN5 TDb) turns blue 

CA/Agm t/Operu tor 

Press to  close the connection t o  the agent microphone. 
HCO types CALLING TO NUMBER, any call processing information, and GA. 

Enter -- 
Before completing the cull, press say : 'I Thank you, now d a h q  
Press 
NO MACROS - Branded HCO hears outdial progress. 

NON-Branded HCO, Press <COMP> <SPACEBAR> <F10> 
When phone is answered 

Press (ST TMG) 
Announce, "Hello. A person is cdhg you through Relay (state). This is 
CA/Operator/Agmt Have you received a Hewing Thru call before?" 

If YES: Say, "One moment for your cull to begin- 
If NO: 'EXPLAINRELAY"- NO MACRO'S. Provide Service Explanation and 
then say, "One momemt fur your cull to begin, 

F 

Press (HCO OFF11 
HCONPES-  conversation SAY "GA" 

Press Pres5 Agent DOESNOT hear VOICE 

Press (HCO 0FF)l 
HCOTYPES- conversation Say "GA" 

Press Press - Agent bOESNOT hear VOICE 
When both parties have completed their conversation 

Press ( R E  FWD) 
Press 

0 

Press 
, "The person h u q  up. Agent go ahead or ready io hung up 

c After pressing <F lo> <AL'T H> system message displays 
Headset NOT in Convrersation. 
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I - HCO 
NO ANSWER 

The call arrives a t  She agent position (ANS TDD) turns blue 
HCO Branded the "Possible HCO User" message window appears 
The system sends the BRANDED HCO GREETING macro. 
RELAY (state) AGENT- YOU MAY HEAR VOICE OR READ ON TlY 6 A  

May I have the number you are calling please?" 
NON-Branded types HCO PLS GA,  Press < A t T  V>, ask for  Call To Number 

Greeting "Hello, Relay CA/Agmt/Upera tor 

Press t o  close the connection t o  the agent microphone. 
HCO types CALLING TO NUMB€R, any call processing information, and GA. 

Enter 
Before completing the call, press 
Press 
NO MACROS - Branded HCO hears outdial progress. 

say: "Tbunk you, now diol,;g" 

NON-Branded HCO, Press <COMP> <SPACEBAR> <F10> 
HCO and Agent hear RINGING1 - 10 
If  NO Answer a f t e r  10 RINGS 

Press (HCO OFF) 
DO NOT press <F5> 

Press 

(HCO customer can hear Agent) 
0 , 'I The line i5 sti/l ringing Go Ahead" 

Press 

(HCO can type t o  agent) 

If the customer types KEEP RINGING GA 

Press (HCO ON) 

HCO and Agent hear RINGING 1 - 10 
If NO Answer after 10 R I N G S  

Press (HCO OFF) 
bo NOT press xF5> 

Press 

a , "The h e  i5 still ringing 60 Ahead" 

Press 
Follow the instructions of the customer 

d 
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- HCO - 
BUSY - P 

The call arrives at  the q e n t  position <FI> (AN5 TDD) turns blue 
HCO Branded the "Possible HCO U s w "  message window appears 
The system sends the BRANDED HCO G R E W %  macro. 
RELAY (state) AGENT- YOU MAY HEAR VOICE OR REA0 ON TTY GA 

Muy I have the number you are cal/l;g pleuse?" 
NON-Branded types kIC0 PLS G A ,  Press <ALT W, ask f o r  Cali To Number 

Greeting "ffehb. Relay CA/Agm t/Qperator 

Press t o  close the connection t o  the agent microphone. 
HCO types CALLING TO NUMBER, any call processing information, and GA. 

Enter 

Before completing the call, press 
Press 

say: " Thank you, now diuhg ,, 

NO MACROS - Branded I-KO hears outdial progress. 
NON-Branded HCO, Press <COMP> <SPACEBAR> <F10> - If BUSY, the HCO caller and Agent will hear the BUSY signal. 

Pres ( R E  FWD) 

Press 

Press 

If the customer types TRY AGAIN GA 

Press <ALT V> Say: "Thank you, rediahng now'' 

Press 

, "The line 13 busy 60 Ahead" 

a Branded HCO calk the system automatically opens the HCO bridge. 
NON-banded calk, press <FZO> (HCO ON) 

If BUSV, the HCO caller and Agent will hear the BUSY signal. 

Press (RLs FWD) 

Press 

Press 

Follow the instructions of t h e  customer 

SAY, "The h e  is busy Gu Ahead" 

e 
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HCO to  Voice Answering Machine 

The call arrives a t  the agent position <F1> (ANS Tbb) turns blue 
HCO Brafided the "Possible HCO User" message window appears 
The system sends the BRANbEb HCO GREETING macro. 
RELAY (state) AGENT- YOU MAY HEAR VOICE OR READ ON TTY 6 A  

May I have the number you are calllit9 pleuse?" 
NON-Branded types HCO PLS GA,  Press 4ALT V>, ask f o r  Cull To Number 

Greeting "Hdlo. Relay CA/Agen f/Uperutor 

Press t o  close the connection t o  the agent microphone. 

HCO types CALLING TO NUMBIZR, any cull processing information, and GA. 

Enter 
Before completing the cull, press 

Press 

say: "Thunk you, now dialing" 

NO MACROS - Branded HCO hears outdid progress. 
NOM-Branded HCO, Press <COMP> <SPACE8AR> <FlO> 

Enter 
Before completing the cull, press 

Press 

say: "Thunk you, now dialing" 

NO MACROS - Branded HCO hears outdid progress. 
NOM-Branded HCO, Press <COMP> <SPACE8AR> <FlO> 

When phone is answered 

Press (ST TMG) 

HCO and agent H€AR ANSWERING MACHZWMESSAEPLAY when finisbed, 

Press (RLS FWb) 
If the HCO caller wants t o  leave a message .... 
WAIT  f o r  the complete message t o  be typed and GA 

Press 

SAY, 'Rediiling tu leave p u r  messuge, please hold" 

Press 

When phone is answered 

Press (ST TMG) 

Listen until Q "beep" is heard indicating the message may be left. 
Announce the message, "This is Rduy (state) CA/Ageni/Operafor 
with a message.., It 

Press 

HCO message using conversational tone, when complete ... 

Press 

Inform the HCO caller, "Your messuge has been /eft, go ahead 

J 

Press 
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I VOICE to HCO answers TTY I 
The calf arrives a t  the agent position 

May I have the number you are c a h g  please?" 

Caler IO wil/ transmit May I have ihe number you are calhg pleme?" 

(Ans Vce) turns blue. m 

Greeting "Hello. Rehy 

6 re e t  i nq "Hello. Reluy 

CA/Agen t/Upwa for 

CA/Agen */Opera tor . Your 

Enter 
I f  appropriute, press - (Caller ID Block ON/OFF toggle) 

Say: "Thank you, Iv be o f 7  the h e  until the T W  user is connected" 
I f  appropriate, before completing the cui/ say, Thank you. Your Caller 10 ha5 
been blocked I will be o f f  the line until the TW user k connected 

Press 
When phone is answered by - 

Press (ST TMG) 
Wait for 6 A  

Announce call, Press RELAY (state) AGENT WITH A CALL 

Press GlfNbER 

0 voice caller's response GA 

If outbound responds, I LL USE HCO GA 
The agent wi l l  inform the voice person 

Press (HCO orq (HCO Hears Thru) 
HCO NPES (agent hears tones) 

Press (HCO OFF) 

Press (HCO ON) (HCO Hears Thru) 
HCO TYPES (agent hears tones) 
Press (HCO OFF) 

When both parties have completed their conversation 

Press (RLS FWb) 
Inform the inbound caller, "73e person hung up" 
If the inbound voice customer hangs up first and the outbound HCO caller remains 
on the line, the agent should Press <F lo> and inform the outbound HCO customer, 
"The person hung up. Thank you good-bye or Thmk you for  using Relay (staie). 
and Press <F5> t o  retease the outbound line 

, you will see 

TlY answer message t o  the voice caller and GA m 

conversation, when the  agent says "GA" 

the conversation, when the agent says "GA" 

r' 

Sprint Proprietary Information - Highly Restricted 96 



VOICE to HCO answers T I Y I H C O  121 I 
0 The call arrives at  the agent position 

May 1 have the number you are cding please? 'I 

Culler ID will trummit, M y  1 have the number you are cal/ng pleuse?" 
Enter 

If appropriate, p r a s  (Caller I D  Block ON/OFF toggle) 
SQY: "Thank you, rll be off the line until the T7Y user is connected" 

I f  appropriate, before completing the callsoy, Thunk you. Your Caller I D  has 
been blocked I wi// be off the line untd the T W  user 13 cunnecfed 

Press 

When phone is answered by 
Press (ST TMG) 

If outbound types, HELLO I LL USE HCO GA 
The agent will inform the voice person " Tbephone has been answered, Please hold 
while the ugeot announces The rday CUI/ " 

(Ans Vce) turns blue. 
Greeting We/lo. Relay CA/Agent/Opera for 

Greeting " H e h  Rduy CA/Agen f/Operu tor . Your 

, you will see 

a 

a 

4 

a 

a 

Press (switch) 
Announce the call, "Hdlu, A person (nume if given) is cdhg you through 

moment fur your CUI/ tu begin. I' 
Pres5 (switch) 
Say, "The caller uses Hearing Carry Over" and then ... 

Press (HCO ON) (HCO Hears Thru) 
HCO N P E S  (agent hears tones) 
Press (HCO OFF) 

Press (HCO ON) 
HCO TYPES (agent hears tones) 
Press (HCO OFF) 

. Tbi3 k CA/@erutor/Agmf . one 

TTY answer message t o  the voice caller and say "GA" 

conversation, when the agent says "GA" 

the conversation, when the agent says "GA" 

(HCO Hears Thru) 

When both parties have completed their conversation 
Press (RLS FWb) 

Inform the inbound caller, "The person hung up" 
If She inbound voice customer hangs up first and the outbound HCO caller remains 
on the line, the  agent should Press <F lo> and inform the outbound HCO customer, 
"The person hung up. Thank yougood-bye or Thunk you fur using Relay (stote). I' 
and Press <F5> t o  release the outbound line 

d 
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The call arrives at the agmt position (Ans VCE) turns blue. 
Greeting " f feh  Relay CA/Agen t/Operutor 

May I have the number you w e  cuhing please?" 

Enter 

Say: "Thunk you, rl/ be off the line until fhe T W  user i5 connected" 

Press 
When phone is answered 
The agent may hear a recorded message similar t o  "Speech Impaired user please 
call through relay at 800 XXX-XXX " I f  this occurs announce the call saying, "Thi5 
is Relay (state) Agmf 

Press 

Press (ST TMG:) 

- with a call f o r  a TW user GA ,, 
as soon as you hear the recorded message answer 

If the party is available the agent will hear 7-W TONES 

n Press (SWITCH) 

Wait f o r  GA 

T V  answer message t o  the voice caller and GA 

Press (HCO ON) (HCO Hears Thru) 

HCO TYPES (agent hears tones) 

Press (HCO OFF:) 

Press (HCO ON) (HCO Hears 717ru) 
HCO TYPES (agent hears tones) 

Press (HCO OFF) 

When both parties have completed their conversation 

Press ( R E  FWD) 
In form the  inbound culler, "the person hung up" 

conversation, when the agent says "GA" 

the conversation, when the  agent says "GA" 
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I Two-Line HCO I2LHCOl I 
The HCO TW, ASCII o r  SRO (Internet) caller connects t o  relay. 

The call arrives a t  the agent position 
The caller will type t o  inform the agent they are be placing Q Two Line HCO call and 
instructs the agent t o  dial a second phone at  their location. 

(An5 TDD) turns blue. 

h t e r  number. 

, "Thank you now diahg. 'I 

When the culler connects via a TWpress <ALT-V> 

Press 
When t h e  phone is answered, press 

Press (ST TMG) 

(There is no need t o  stop the dialing macro) 

, 'Heh Th3 i5- Reluy- Agenf/CA/Opwatur 
The HCO wil l  respond by typing. The HCO answer message and typing will appear on the 
agent terminal screen. The HCO will type "HOLD" and then dial the voice person's number 
via the second line phone. The HCO will enable the conference feature. The Agent and 
HCO customer will "hear" through the conference line. 

*:* When the other party's phone line rings, DO NOT send macros. 
When the phone is answered 

*:* The HCO will hear the voice answer and type their response. 
+3 
4 4  

60 Ahead" 

the voice answer o r  conversation messages. 
announce o r  explain service unless instructed. 

a the HCO message. 

*;* type voice party messages. 
The HCO will hear the voices of the agent and other party. 
The HCU is able t o  hear the voice and type simultaneously. 
HCONoice users do not need t o  wait f o r  GA before typing 

0 When both parties have completed their conversation. 
o r  ta l  king. 

*;* press <F5> This will disconnect relay from t h e  second 
phone line preventing the caller from dialing additional calls. 
, "The person hung up. Relay (state) Agent/CA/Operator - GA o r  SK." 

Variation Note: An HCO user who is speech-disabled user may choose on occasion to 
speak directly t o  the voice user rather than typing Q message for  the agent t o  read. 

Two-Line HCO Service Explanation: If requested by the Inbound caller, the following 
explanation should be used t o  explain the service: T h e  person who is calling you can 

hear but does not speak. You may talk at any time and they will type their 
response, which will be read t o  you. One moment f o r  your call t o  begin." 

4 
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Reverse Two-Line HCO (RZLHCOI 
The HCO caller dials the relay number. 

The call arrives a t  the agent position 

HCO (Speech-Disabled CustIomer) informs agent hdshe is placing a Reverse Two- 
Line HCO call and instructs the agent t o  dial their second line phone number. 

(Ans Vce) turns blue. 

Enter number 
"Thank you now dialing." 

Press 

The R2LHCO customer will mswer the Pd phone line by typing (TlY/ASCII)  
When the phone is answered 

Press 
Press 

Press 

, the RZLHCO customer types answer message and GA. 

, ''He//o. T h ~  13- Re&- Agent/CA/Operutor GAM 

43 The RZLHCO user ambles conference feature and begins the 

*3 HCO typing appears on the agent terminal screen 
conversation by typing Q message. 

a the HCO message. 
type voice party messages. 

e 

*:e The HCO will hear the voices of the agent and other party. 
e:* The HCO will hear the answer and type their response. 
*3 The HCO is able t o  hear t h e  voice and type simultaneously. 

annolunce or explain service unless instructed. 

0 When both parties have completed their conversation. 
bo not press <F5> 

, "The person hun:g up. Relay (state) Agent/CA/Operator GA or SK. 

4 3  The RZLHCO customer will close the call placed t o  the agent, 

Variation Note: An HCO user who is speech-disabled user may choose on occasion 
t o  speak directly t o  the voicc, ? user. 

Two-tine HCO Service IExplanation 
If  requested by the Inbound caller, the following explanation should be used t o  
explain the service: "The pe,psm who is caling you can hear BUT does not speak. 
You may italk at any time and they will type their response, which wil/ be read to 
you. One momenf for  your c d  i o  begin. ' I  
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ADDITIONAL NOTES 
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Swint  R.elav Customer Database Feature 

The Customer Data Base (CIDB) feature stores information about how the caller prefers to 
have their calls processed. This feature provides added convenience for the caller and 
allows us to handle calls faster. 

Last Number Redial (LN, LNR) 
The inbound customer requests Last Number Redial by typing or saying, LNR, LN or Last 
Number Redial. Enter “LN” in the Dial Window Calling To field. The system automatically 
generates an outdial to the test number dialed through relay from the customer phone 
number. You do not need to press <COMP>. 

Sprint’s TRS Customer :Data Base feature allows relay customers to create a 
personal profile for their telephone number. 

Press the <CUST REC> key to access the CDB customer record main menu 
screen 

0 Press an underscored key to drop down a sub-menu or second level sub-menu 
screens and to select a n  entry field. 
The <SPACEBAR> is used in sub-menu screens to select preferences. Once the 
<SPACEBAR> is pressed an asterisk * will appear to the left of the selection. 
The <spacebar> can also be used to deselect (erase) an entry. 
The <ENTER> key must always be pressed to ACCEPT each field entry and 
menu modification. Some menus require the <ENTER> key to be pressed more 
than once before the change is accepted. You are assured an entry has been 
accepted only if the (UR RECORDS HAVE BEEN UPDATED) macro appears. 
Press the <ESC> key to abandon an entry modification. 

0 

a 

Examples of the types of information that can be stored in the users database 
profile follow. The information is presented from the end user perspective to 
explain how the feature can be put to use by the relay customer. 

<CUST R E O  Customer fjata Base Main Menu. 
The Main Menu will cover the banner. 

Press any of the five underscored keys to make a selection. The system wiIl display 
the first sub-menu. Within a sub-menu there may be second level sub-menus. The 
ellipsis ... if a second level must be accessed. 

- Name - cot - Numbers Notes - Prefs -1 

Name 
Your phone number idenlifies your database. @ r e s  the underscored key to identzfg 
entry field) 
- N a m e  
- Last Name 
I FirstlMid Name 
- Street (address) 
- City 
State 
Zip 

Sprint Proprietary Information - Highly Restricted 104 



- COC 
Your database identifies which carrier you prefer to use and how you want the billing to be 
transacted from your telephone number. 

Interlata: Which long distance carrier do you prefer to bill you for your long 
distance calls. (COC options appear in a sub-menu screen, use the <spacebar> 
to select) 
Iztralata: If the call cannot be billed by your local. phone company, which long 
distance carrier do you prefer. (COC options appear in a sub-menu screen, use 
the <spacebar> to select) 
- Billing: CdIs  are currently charged to the number you are calling from. This 
method of billing is known as PAID. If you do not want your calls billed this 
way, please choose an option. (Billing options appear in a sub-menu screen, 
use the <spacebar> to select) 

COLLECT: To bill the party being called 
THIRD PARTY: To bill someone other than yourself or the called party. List 
the third-party phone number to be billed. 
FON, LEC, Optiogal) CALLING CARD: To bill to a phone company credit 
card. List the name if the card and the card number. 

Billing CardINurnber 
Expiration Date 

(Ca; Processing - When a Camer of Choice call is placed, the COC window will be 
displayed along with the preferred carrier information. When a toll call is placed the 
billing window will be displayed along with the preferred billing information. The 
customer may overr.de the default carrier or billing preference before the call is 
placed) 

Numbers 
Your database lists frequently dialed numbers so that the agent can automatically 
access your phone list and speed dial the number for you. For example, if you list 
your brother’s phone number, simply inform the agent, “Please dial brother GA.” 

- Frequently Dialed: This will allow you to “speed dial” your calls through Relay. 
Please provide the name (up to 9 letters/spaces) and the area code with phone 
number. You may enter up to 10 frequently dialed numbers. (Entries are made 
in a sub-menu) 

In most emergency situations, you should dial 9- 1- 1 first for emergency help. 
However your database can list additionaI emergency phone numbers. The agent 
can access your emergency phone number list and speed dial the number for you. 

- Emergency: -This will allow you to enter up to five emergency numbers, such as 
fire, police, etc. Please provide the name (up to 9 Zettersjspaces) and the area 
code with complete phone number. 

The customer must be (Relay agents cannot access the emergency entry menu. 
transferred or referred to TRS Customer Service for  entry assistance.) 

The Call Block Numbers feature of the database allows you to identify specific 
phone numbers from which you do not want to receive relav cdfs. You can restrict 
persons calling from these phone numbers from dialing to your phone number 
through the Relay service. 

- Blocked Numbers: You may enter up to five (5)  telephone numbers from which 
you do not wish to receive Relay calls. Please provide the area code and phone 
number. 
(Relay agents cannot access the Blocked Number entry menu. The customer must 
be transferred or referred to TRS Customer Service fur entry assistance.) 
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Ngtes 
This tells the Relay operator of requests that you have when using the Relay 
service. You can have up to three notes, with 76 characters/spaces per note. 
(when a call arn‘ves at the position the notes display as INBOUND Customer 
Notes. The notes display as OUTBOUND Customer Notes when the customers 
number is  called through relay. <CTRL N> is used to toggle between inbound and 
outbound notes and to clear the note window from the screen. 4 T R L  hb will 
bring the notes back to the screen) 

- Prefs 
- Caller ID: 
Your Relay database features a Caller ID Block/UnBlock preference. The State 
Relay Service you use must offer Caller ID Blocking functionality in order for you to 
seIect this option. You #can choose whether you want to send or block your 
telephone number to persons you call through the reray service. The party you call 
must have purchased Caller ID service through the Local Telephone Company in 
order to receive your telephone number. 

Caller ID Send: Choose YES (Y) ,  if you give permission to send your phone 
number to the person you are calling through Relay. Choose NO (N), if you do 
not give permission tcl send your phone number to the person you are calling 
through Relay. 

Call Processing Procedures: 
The Caller ID greeting will be transmitted or spoken to Relay Users in states 
that transmit the Caller ID macros Le. (UR CALLER ID WILL SEND) NSR 
CALLING PLS or “Youi- Caller ID will transmit. May I have the number you are 
calling please?” 

If your Database prefefrence is to Block Caller ID, you will receive confirmation 
when the number is dialed, i.e. (UR CALLER ID BLOCKED) or “Your Caller ID 
has been blocked.” 

If you desire, you ma.y instruct the agent to remove the block on a per call 
basis. You will receive confirmation when the number is dialed (UR CALLER ID 
SENDING). 

Answer Type: 
This allows the Relay operator to be aware as to how you will answer the phone 
when Relay is calling you. 
(r f  available, Answer Type infunnation will appear in the Outbound Information 
Window when the agent outdials. Answer type options include VCO, HCO, TDD, 
VOICE, ASCII and BRLW) 

- Language Type: 

(If available, Language Type information will appear in the Outbound Information 
Window after the outdid. Language type options include English, Spanish, and ASL) 

This tells the agent which language you will use when Relay calls you. 

AGtofonvard Number (This feature is not available at this time) 
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- Outdial Restrictions 
(Relay agents cannot access the Outdial Restrictions. 
transferred or referred to TRS Customer Service for entry assistance.) 

dialed from your phone number. 
mark the restrictions you would like on the form. 

0 

Directorv Assistance: Restrict aI1 Relay calls to directory assistance. 
Operator Assistance: Restrict all Relay calls that woufd require operator 

Restrict all Relay calls to pay per call 976 and 900 

Billing Restrictions: Restrict specific billing options 

The customer must be 

Through your database you can identify specific types of calls that you do not want d 
You may choose as  many as you like. Please 

Long Distance : No calls will be placed through Relay that will cost you. 
International: Restrict all Relay calls to an international phone number. 

assistance. 
976 & 900 Numbers: 
numbers. 
800 Numbers: Restrict all Relay calls to toll-free 800 numbers. 

CUSTOMER DATA BASE MACROS 
The following macros are linked to the CDB feature, and are generated by the 
system either when updating a customer profile or processing a call. If the caller is 
Voice or HCO the macro will appear in black text on the screen to be voiced to the 
customer. 

URRECORDSWAVEBEENUPDATEDGA 
Confirms that an entry has been accepted. 

COMPUTER SYS IS UNABLE TO UPDATE UR RECORDS AT THIS TIME PLS 
TRY AGAIN LATER GA 
An error condition occurs and the record is not updated in the database. 

CUSTOMER UPDATE RECORD IS NOT AVAILABLE GA 
Customer is calling from a restricted number and attempts to use the CDB feature. 

THE COMPUTER CANNOT PROCESS UR REQUEST BECAUSE THIS FEATUIiE 
IS NOT AVAILABLE GA 
Appears when the state does not have the feature. 

THIS CALL CANNOT BE COMPLETED THRU RELAY [TYPE CALL) HAVE BEEN 
RESTRICTED FROM THIS TELEPHONE NUMBER GA 
Informs the inbound customer that the outbound call the have attempted to dial is 
a restricted call type and cannot be compkted. The system will not outdial. 

THE PARTY THAT YOU HAVE DIALED WILL NOT ACCEFT CALL PLACED 
THRU RELAY FROM YOUR TELEPHONE NUMBER GA 
Informs the inbound customer the number they are attempting to dial will not 
accept calls from the callers phone number through the TRS center. The system 
will not outdial. 

CALL CANNOT BE COMPLETED (BILLING METHOD) NOT ALLOWED FOR XXX- 
XXX-XXXX GA 
Informs the inbound customer that a restriction has been placed on a bill type. 
The system will not outdial. 
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CALL PROCESSING 
Frequently Dialed Numbers (FD) 

When the customer instructs the agent to dial using phrasing such as 
“CALL MOM PLS GA” or “DIAL OFFICE GA,” the agent should type the 
characters “FD” into the CALLING TO field of the dial window. 
The Frequently Dia1,ed Numbers menu will appear to the left of the Dial 
Window. Use the <.Arrow> keys to move the cursor to the selection 
identified by the customer’s instructions. 
Press the <ENTER>, key to initiate the outdial. 

Frequently Dialed Numbers 
Use Arrow kevs to Move 1 

TRAINING 5 A 28731 060 
MOM 51 276!54321 

Press <ENTER> to Dial Number 
Press <ESC> to Exit 

Emergency Numbers (EM[) 

FROM: 5121234567.. . . 
TO: F D . .  . . . . . . . . . . . . 

Dest: 
COC: OPTIONAL 
Enter TO number and press COMPLETE 

When the customer instructs the agent to dial using phrasing such as 
“CALL EMERGENCY‘ DOCTOR PLS GA” the agent should type the characters 
“EM” into the CALLING TO field of the dial window. 

(If a list of Frequently Diuled numbers or Emergency numbers is  not available after 
you haue entered either FLP or EM in the Calling To field, you may then send cALT 2> 
to the TTY customer. For Voice customers you may ask for  the calling to number.) 
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Directory Assistance Call Processing 
Area Code Given 

The call arrives a t  the agent position (AN5 TDD) turns blue 
Customer types CALL DIRECTORY ASSISTANCE the AREA CODE and GA 

Enter DA Calling TO Number in the DIAL Window 

Press <COMP>. 

When phone rings, press RINGING 1...2...3... 

When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 

Announce the cull t o  the D A  Operator, 
"This is M a y  (Stute) CA/Operafor/Agenf 
One moment please. If 

Press GEND€R of bA operator 

calllig directory u~&tunce 

how the phone was answered verbatim and GA 

the conversation between 7Ty caller and the DA operator as with a 

any other relay call. 

When both parties have completed their conversation 

Press (RLS FWD) 

Press (PERSON HUNG UP) RELAY (state) GA OR SK 

Follow the  instructions o f  the customer 

birectory Assistance Variation 
I f  the customer requests the agent t o  dial the number they received f rom the 
directory assistance operator, the agent wilt honor the request. The customer 
is not required t o  type the calling t o  number t o  the relay agent. 

IMPORTANT: The agent shoutd never prompt a caller t o  provide city, state o r  
listing information prior t o  dialing directory assistance. The agent should not 
type GA after the recorded message. Prompting Q caller t o  provide information 
places caller control in jeopardy. 
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Directory Assistance Call Processing 
(customer does not know Area Code) 

The call arrives ut thr: agent position (ANS TOO) turns blue 
Customer types t o  the aglent the CALL DIRECTORY ASSISTANCE and provides 
the C I I Y  AND STATE INFORMATION ONLY 

e 

Press t o  curlversation area 

Press (AREA CODE PLS) GA 
If the customer is un(ible t o  provide the area code information 

: (DIALING CPERATOR FOR AREA COO€ PLS HOLb) 
Press t o  Dial Window 

Enter in Calling To field. 
Press 
The system sends the call t o  a Sprint Operator. 
Press (ST TMG) When the Sprint Operator answers, 
Announce the call t o  5print Operator by saying, 
"This is Rehy (state) requesting the urea code fur (civ, state)< 
Relay the area code information t o  the  TlY caller. 
Type: (THE AREA Cob€ FOR (city and state) IS XXX) 
Close the call t o  the Sprint Operator, by saying, "Thankyuu." 
Press . ( R E  FWD) 
Type t o  TTY caller, (CALLING TO bIRECTORY ASISTANCE PLS HOLb) 
Press (Dial Window) 
Enter t )A Calling TO Number 
Press 
When phone rings, press RINGING 1...2...3... 

When phone is answered 
Press - t o  stop ringing macro 
Press (ST TMG) 
Announce the  call t o  the bA Operator, 

"This is Rehy (state) CA/Operafor/Agent 
One rnornent~/ease.~ 

cahrg directory uss&tmce. 

Press , for GENDER o f  bA operator 

Press (RLS FWD) 
Press (PERSON HUNG UP) RELAY (state) GA OR SK 

how the phione was answered verbatim and GA 
the conversation between TTY caller and the  DA operator. 

When both parties have completed their conversation 
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I 
~ r- Automated Directory Assistance 

When the agent dials t o  an automated directory assistance service, the call d 
should be handled using the following procedures. 

The call arrives at  the agent position (ANS TDD) turns blue 
Customer types CALL DIRECTORY ASSISTANCE the AREA CODE and GA 

0 Enter DA Calling TO Number in the DIAL Window 

Press 
When phone rings, press 

Press t o  stop ringing macro 

0 Press (ST TM6) 

RINGING l... 2 ... 3 ... 
When phone is answered 

Recording plays ...." Welcome t o  directory assistance. Ci ty  and state please 
(pause) we're sorry our system did not understand. Please say the name o f  the 
city (pause) we're sorry our system did not understand. Please say the name o f  
the city (pause). Please hold fo r  an operator....'' 

e 

WELCOME TO DIRECTORY ASSISTANCE CITY AN0 STATE PLS (F) 
press (RECORDING) (HOLblNG FOR OPERATOR) (HOLDING ...,...) 

c d h g  d,i.ec?ory u~sisfum~. 

d 

When the D A  operator answers the phone, announce the call saying, 
" This is Relay (Stu te) CA/Upera fur/Agenf 
One moment please. 

Press f o r  GENDER o f  t)A operator 

how the phone was answered verbatim and GA 
the conversation between TTY caller and the DA operator. 

If the listing number is provided via Q recorded message the agent should type 
only the listing f rom the recording. Example: "Thank you. The number you 
requested XXX-XXX-XXXX can be automatically dialed by pressing one. An 
additional charge o f  $ will apply. Repeating XXX-XXX-XXXX. 
The recorded message ends and the line disconnects. 

Type: 
THANK YOU TH€ NUMBER YOU REQUESTED XXX XXX XXXX 
REPEATING XXX XXX XXXX 
Press (ALT 0> (PIERSON HUNG UP) RELAY (state) 0 GA OR SK 

Press <F5> ( R E  FWD) d 
Follow the instruction o f  the customer 
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Directory Assistance I Customer Provides City, State, and Listing Information 
4 

The call arrives at  the agent position <F1> (AN5 Tbb) turns blue 
Culler types CALL DIRECTORY ASSISTANCE and provides AREA COD€ and 
CITY, STATE and LIS77NG NAME and STREET information and GA 

Enter f ) A  Calling TO Number in the DIAL Window XXX5551212 

Press 

When phone rings, press RINGING 1...2...3... 
When phone is answered 

Press t o  stop ringing macro 

Press (ST TMG) 

I f  a recording phy5, "Welcome to drectury ussisfance. City and state pjeuse. 

Type t o  keep customer informed 
+ Press ( R i x o m m G  PLAYING), 

Bemuse the cusiomer h05 given the hsfruc fion to cui/ DA up front ihwe is no need 
to Vpe fhe recorded nressage. The agent may respond to fhe recording prompt 
because the cdkr hasgiven ?he informofion up front. 

When a live DA operafor comes on h e ,  announce the call. 
Sav, "This is Relay (State) CA/Operator/Agent calling directory 

assistance. One moment please." 

Press 4TRL 8 or  9> rXNfXR o f  O A  operator. 

N P E  how bA operator' answered, then (AGENT RELAYING INFO) 
RE&AY the listing info,*rnationgiven by the customer before the dial 
W E  the automa fed (or DA Operator) response and /;sting hformat/bn. ;e., 

THANK YOU ONE MOMENT FOR THE NUMBER THE NUMBER YOU 
REQUESTEO XXX XXX XXXX REPEATING XXX XXX XXXX 

Press (PER:SON HUNG UP) RELAY (state) GA OR SK 
Press ( R E  FWD) 

Follow the  instructions o f  the customer 

IMPORTANT: The agent should never prompt a caller t o  provide city, state o r  
additional listing information prior t o  dialing directory assistance. 
Prompting a culler t o  provide information places caller control in jeopardy. 
The agent should not  type GA ufter  the recorded message. 
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I MARINE I 

When a customer wants to  place a MARINE (SHIP) call, 
Enter the letter "M" as the CALLING TO number 

Enter Calling TO Number "M" 
rn Press 
0 The system dials the Local Operator 

When Local Operator comes on-line, 

Press (ST TMG) 
0 The Agent must request a MARINE OPERATOR. 

Say, 'I This is Rehy (state) requesting a Marine Opera for please." 

Keep the  TTY customer informed, type ( 1 
Announce the call to the Marine Operator 

Say, "This is Rehy (state) witb a marine call, ihe customer 3 Ca//ing From 
number is XXX-XXX-XXXX the Cdhg To number /;f XXX-XXX-XXXX." 

Clarify t o  the Marine Operator that  no charges should be billed t o  the 
relay center number. The Marine Operator Dials the Call To Number. 
When phone rings, press - RINGING 1...2...3... 

When phone is answered 

Press t o  stop ringing macro 

Announce the call, "Hd40, A person (name if given] i3 cding you Through 

Have you received a relay ca// before?" 
. This is CA/Uperafur/Agent 

If YES: Say, "One moment for your call t o  begin. 

If NO: Press (EXPLAINING RELAY) 
Provide Service Explanation, then say, "One moment for your ca/l 
fo begin" 

Press f o r  GENDER 
e 

the conversation. 

how the phone was answered verbatim and GA 

When both parties have completed their conversation 

Press ( R E  FWD) 
Press (PERSON HUNG UP) RELAY (state) XXXX 6 A  OR SK 

Follow the instructions o f  the customer 
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7"rY to TTY Call Release 
TTY to l T Y  Specific Person, Department or Extension requests 

The call arrives a t  the agent position (AN5 Tbb) turns blue 
Customer requests TTY t o  TW Call Transfer and types CALLING TO NUMBER and 
m y  necessary request information and GA. 

Enter 
Press 
When phone rings, press R r w r N G  i...z...3... 

When phone is answered 
Press t o  stop ringing macro 
Press (ST TMG) 
Announce call, "Hel/u. 7his is Relay with a call for a TTY user 

witb a cull f rom (name) fur (nume, depi, 
(name, dep t, extension if given). Is s h e  avduble? '' 
"Hello. This is Relay 
extension if given). Is she  avuilub/e?" 

Keep the TTY Customer Informed, type or utilize the available macro. 
(ASKING FOR ) (TRANSFERRING TO 

0 Press (ALT O> t o  send (TRANSFERRING) macro. 
+:+ NO <ALT z> -- DO NOT PRESS RrNGrNG MACRO 

When transferred 
Press /mmedhf@/y. A messup window appears, "Disu&ling TurboCode 
Alternate Call Type Window 
Select " I " (TW TO TW) underlined character 
Press <Enter> A message window appears, "Press <space> f o r  TIY, o r  <€so f o r  voice" 

When phone is answered 

o 

If TTY tones, press <Spacebar> Position logs ag 

If the position modem detects an outbound T lY signal 
before the agent presses <space> the position will 
automatically log the agent out and log in with a virtual 
agent ID .  
System automatically enables <F6> (Start  Timing). 
'TTY-7-W call in progress, log into another 
position" appears on screen. 
Move t o  another position and log in. 
Once an outbound disconnect message is received by 
the system, an automatic macro will be sent t o  the 
inbound (the party hung up thank you f o r  using x x  
relay) sksk. me inbound line is released and the 
"virtual agent" is logged out. The software will 
reinitialize to  altow any agent t o  log into the 
workstation. 

o 

o 

o 

o 

~t out and logs in with virtual agent I 
When phone is answered 

I f  different VOfCE, 
press *Est>, 

9 4F6>  
Announce the call 

''HeUo. Th13 is Rehy with a cal 
for a TTY u.w. Are they avai/ub/e2" 

When TTY is available 
rn Press immediafe/y. 
0 Select: (TW TO 7-W) 

Press 

Type: ( ) 

When phone is answered 

If TTY ,press  

4 

d 
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TTY to 7 T Y  Call Release 
TTY to Voice answered "Y 

I 

F 

0 The call arrives a t  the: agent position (AN5 Tbb) turns blue 
Customer types t o  the agent the CALLING TO NWMBER and GA 

Enter - 
Press 
When phone rings press RINGING i...2...3... 

When phone is answered, press <Spacebar> t o  stop RINGING and <F6> (ST TMG) 
If 'ITY tones, press- 

0 (TTY TONES 'WOULb YOU LIKE TO CONN€CT TTY TO T W  Q) GA 

When customer answers YES;, 
a 

Press (RED I A LING) press (ONE MOMENT P I S )  
Press 

(CA WILL REOIAL TO CONNECT U) 

, NO <ALT Z> bO NOT PRESS RINGING MACRO 

Immediatdy p r e s  A message appears saying "bisabling Turbocode" 
Alternate Calf Type Menu 

Select (7-W TO TPI) underlined character, 

Press 

Message window appears with instructions, 
"Press <space> for TTY, o r  < € s o  for voice" 

When phone is answered 
If TTY tones, press - 
agent ID. 

0 

, position logs agent out and logs in with a virtual 

If the modem detects an outbound TTY signal before the  agent presses <space) 
the position will automatically log the agent out and log in with a virtual agent Ib. 
System automaticalty enables <F6> (Start Timing). 
" T T Y - W  call i.n progress, log into another position" appears on screen. 0 

0 The agent should move t o  another position and log in. 
Once an outbound disconnect message is received by the system, an 
automatic macro will be sent t o  the inbound (the party hung up thank you for  
using x x  relay)l SKSK. The inbound line is released and the "virtual agent" is 
logged out. The software will reinitialize t o  allow any agent t o  log into the 
workstation. 

If VOICE answers, press Esc > , press <F6>,  and Announce the call 
* ' H d O .  This is Rduy with a call for a JTY u5w. Are they ovui/~?ble?" 

Type: (ASKING FOR 3 
When l l Y  is available, Press: immedia fe/y, Select: (Tw TO m, 
Press , When phone is answered, If l l Y  , press 
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TTY to T T Y  Call Release 
TTY to Voice answered TTY - Voice Person is Not Available 

Enter , press , press 

When phone is answered 
*:* If TTY tones, press 
40 Type (TW TONES WOW0 YOU LIKE TO CONNECT TTY TO T W  Q) GA 

If customer unswer~ NO and instructs agent t o  ask f o r  Q voice person at  the number, 
Type(REblAL1NG TO ASK FOR VOICE PERSON PLS HOLD) 
Press I press 

When phone is answered TTY, press (SWITCH), press (ST TMG) 
Wait fo r  GA from T7Y user. 

Press RELAY (state) AGENT WITH A CALL 
(FOR A VOICE PERSON ARE T H N  AVAILABlE Q GA) 

Wait fo r  response f rorn outbound 77y. 

If a Voice person is NOT available, 
(ONE MOMENT AGENT WILL INFORM THE CALLER) 

Press (SWITCH) t o  inbound line. 
(VOICE PERSON NOT AVAILABlE) (rrv TONES WOW0 YOU 

LIKE TO CONNECT 7-W TO TTY Q) 6 A  

If Inbound TW wishes t o  hang up. 
(PLS HLD) 
SWITCH t o  the outbound 
(PIERSON HUNG UP) SKSK 

( R L S  FWD) 
(PERSON HUNG UP) RELAY 

(state) XXXX GA OR SK 
t 

VARIATTON: Tf the Inbound T7Y wants 
t o  leave a brief TW t o  TTY message 
through Relay, they will be allowed t o  do so 
(name and feiephone number). 

Press <F7> SWITCH t o  the outbound t o  
relay the message. 

Exomp/e: (rrV) THIS IS BOB MY NBR 
IS 765 4321 and then press <ALT W, 
(PERSON HUNG UP) SKSK 

Press <F5> (RLS FWD) t o  the inbound 
t o  inform, (MSG EFT)  then 

Press (ALT 0> (PERSON HUNG UP) RELAY 
(state) XXXX GA OR SK 

If Xnbound wants TTY. to  TTY Call-Release , 

(PLS HLD) 
SWITCH t o  the out bound 
(PLS STANDBY FOR A TPI CALL) 
SWITCH to  Inbound 
(AGENT WILL CONNfCT YOU TTY 

TO TTY) 
Press (ONE MOMENT PLS) 
Imrnedia te& press: 

Tu r boCo d e" 
A message appears saying "Disabling 

Alternate Call Type Menu 

Pres5 A message window appears 

"Press <space> f o r  tn, o r  <€so f o r  
voice" 

When phone is answered, 

I f  TTY ,press 

Select (TW TO nY), 

wi$h instructions, 
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TTY to  7TY Call Release 
e TTY to 7 T Y  Call Release Request 

The call arrives a t  the agent position (ANS Tbb) turns blue 
Set Up: Inbound TTY requests T W  t o  TTY Cull Release and types CALLING TO 

NUMBER and GA 

fnter Culling To nurnbw, 

Press then (AGENT w u  CONNECT YOU) 

Press (ONE MOMENT PW) 

Press 

Press 

9 DO NOT PRESS <ACT 2, RINGIN6 MACRO 

Press imme&rfe& A message appears saying "Disabling TurboCode" 

Select: (TlY TO TIY) underlined character 
Press 

Alternate Call Type Windlow 

P Message window appears, 'Press ispace fur W, or &50 for  voice" 

When phone is answered 

If TlY ,press Position logs the agent out and logs in with a virtual agent ro. 

If the position modem detects an outbound TTY 
signal before the agent presses <space> the 
position will automatically log the agent out and 
log in wi th  a virtual agent IC). 
System automatically enables <F6> (Start 
Timing). 

"TTY-TTY call in progress, log into another 
position" appears on screen. 

Move t o  another position and log in. 

Once an outbound disconnect message is received 
by the system, an automatic macro will be sent t o  
the inbound (the party hung up thank you f o r  
using xx relay) sksk. The inbound line is released 
and the "virtual agent" is logged out. The 
software will reinitialire t o  d l o w  any agent t o  log 
into the workstation. 

When phone is answered 

If VOICE, 
press rEsc>, 
<F6> 
Announce the call 
"Hel/o. This t3 Rejay 
wifb a c d  for a W u s e r .  Are 
ihey avdab/e? 
Type: (ASKING FOR ) 
When TTY is available 

Press immedately. 
Select: (TW TO TlY 
Press 
When phone is answered 

If TTY ,press 
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vco to vco I 
(set-up call normally) Enter To Number, 4OMP>, <ALT Z>, <SPACEBAR>, (F6> 

IF ANSWERED TW 
1. TlY ANSWER (Agent hears TTY tones) 
2. Press <F7>(Switch) 
Wait fo r  GA from TlY user 
3. Press (ALT 5) send macro RELAY (state) AGENT XXXX WITH A CALL and 

(Proceed t o  Step 4) 
then TyPE (VCO TO VCO PlS HLI)) 

rF ANSWERED vco 
1. ANSWEREb VCO 
AFTER VCO ANSWER 
2. Press qF7>(Switch) 
3. Press <ALT 5> send macro RELAY (state) AGENT XXXX WITH A CALL and 

then TYPE (VCO TO K O  PLS HLO) 
(Proceed t o  Step 4) 

4. Press 
Identify the call type 
Press <ENTER> 
5. Press for  GENbER of Outbound VCO 

(Alternate Call Type Window) 
Press the underscored key 

R E - W P E  how the Outbound VCO answered the phone t o  Inbound VCO and 
rYPE GA 

Press 
WPE what Inbound VCO says 
TZIPE GA, 

lYPE GA,  

TYPE GA,  

9. Press 
10. Press 
11. Press 

6.  Press (switch) 
f o r  G E N E R  of Inbound VCO, 

7. Press 

8. Press 

Af ter  "Outbound Caller Disconnected message appears" (Green Box): 

(switch) TVPE what Outbound VCO says 

(switch) WPE what Inbound VCO says 

Banner Display Message: 
HEADSET: In-Vce (Inbound VCO speaking) Agent N P I N G  is B L U E  
HEADSET: Out-Vce (Outbound VCO speaking) Agent TYPING is WHITE. 
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= vco to TTY 1 
(set-up call normally) Enter To Number, <CQMP>, <ALT Z>, <SPACEBAR>, <Fb> 

1. TlY AN5WER (Agent hears 7-W tones) 
2. Press (F7>(Switch) 
Wait fo r  GA from TTY u:;er 
3, Press (ALT 5 and then type (VCO TO Tn, PLS HLt)), t o  announce call type 

4. Press 
Identify the call type 
Press <ENT€R> 

(Alternate Call Type Window) 
Press the underscored key 

5. RE-IIYPE how the Outbound TTY answered the phone t o  the Inbound VCO 

6. Press (switch) 
TYPE 6 A  

Press 
WPE what the Inbound VCO says 
TYPE GA, 

f o r  GENDER of Inbound VCO customer 

7. Press 

8. TYPE when Inbound VCO speaks 

9. Press 
10. TYPE when Inbound VCO speaks 

(switch) TTY types directly t o  VCO users TlY 
(White TTY text should NOT appear on agent screen) 

WPE GA 
(switch) T7Y types directly t o  VCO users TlY 

TYPE GA 

After Outbound Caller Disconnected message appears (Green Box): 
11. Press 
12. Press 
13. Press 

A F E R  the (ALT 0 window set-up the banner message will display: 
When Tn N P E S  banner displays Bridge: IneOut  
Agent DOESNOT see white T N  text - If white text appears, Press <F7> 

When the TTY types, their text goes directly t o  the Inbound VCO. 

When Inbound VCO speaks, the AGENT TYPES. Agent typing is BLUE 
Banner message displays Hf ADSET: In-Vce (Inbound VCO is speaking) 
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TTY to vco 
(set-up call normally) Enter To  Number, <COMP>, <ALT Z>, <SPACEBAR>, <F6> d 

I F  ANSWEREb TTY 
1. T N  ANSWER (Agent hears TTY tones) 
2. Press < F7>(sw i t c  h) 
Wait f o r  GA from TlY user 
3 .  Press <ALT 5> and then type (TW TO VCO PLS HLD), to  announce call type 

(Proceed 50 Step 4) 

I F  ANSWERED VCO 
1. ANSWERED VCO 
AFTER VCO ANSWER 
2. Press <F7> (switch) 
3. Press <ALT 5) and then (TTY TO VCO PLS Htb), announcing the call type 

(Proceed t o  Step 4) 

4. Press 
Identify the call type 
Press <ENTER> 

(Alternate Call Type Window) 
Press the underscored key. 

5. RE-TYPE t o  the Inbound TTY how the  Outbound VCO answered the phone 

6. Press (switch) TTY types directly t o  VCO users T W  

7. TYPE when Outbound VCO speaks 

TYPE GA 

(White TTY text  should NOT appear on agent screen) 

Press 4TRL 8 or 9> for  GENbER o f  VCO, type what VCO says, 
WPE GA, 

8. Press (switch) TTY types directly t o  VCO users TIY 
9. TYPE when Outbound VCO speaks 

WPE GA 

After "Out bound Caller Disconnected message appears" (Green Box): 
10. Press 
11. Press 

AFTER the <ALT C> set-up the Banner will display the following: 
When the TTY types, Banner displays, Bridge: In-3Out. 
Agent DOESNOT see white TlY text - If white tex t  appears, press <F7> 
When OUTbound VCO speaks, the agent TYPES. 
Banner displays: HEADSET: Out-Vce. Agent TYPING is BLUE. 
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1 r VCO TO HCO 
(set-up call normafly) Enter To Number, <COMP>, <ALT Z>, <SPAC€BAR>, rF6> 

HCO ANSWERS USING 'TTy 
1. Wait f o r  HCO t o  type (Agent hears TlY tones) 
2. Press <F7>(Switch) 
Wait f o r  outbound HCO '17Y message and GA 
3. Press <ALT 5> and then type (VCO TO HCO PLS HLD) 

(Proceed t o  step 4) 

HCO ANSWERS WITH RECORbED MESSAGE 
1. SAY Announcement: "Th3 13 Relay (state) Agent XXXX with a ca// for  an 

HCO user Go Ahead" 
Wait f o r  HCO t o  type (Agent hears TTY tones) 
2. Press <F7>(Switch) 
After receiving the outbound HCU TIY message and GA 
3. Press 

(Proceed t o  step 4) 
(switch) SAY 'Nease hold for a VCU to HCU call" 

4. Pres (Alternate Call Type Window) 
Identify the call type . Press the underscored key. 
Press <ENTER> 

5. RE-TYPE t o  the Inbound VCO caller how the Outbound HCO answered and 
lYPE GA 

6. Press 
HEAR "GA" 

7. Press 
(agent also sees text) 
5 E E  "GA" 

(Switch) 'VCO caller speaks directly t o  outbound HCO 

(Switch) Outbound HCO types directly to VCO users TTY 

After "Outbound Caller Disconnected message appears" (Green Box): 
8. Press 
9. Press 
10. Press Inbound VCO can speak t o  Agent 

0 When Inbound VCO speaks, Banner displays: Headset: In Vce 
Inbound VCO voices directly t o  Outbound HCO user. 

When Outbound HCO types, Banner displays: Headset: Out TTY 
HCO type5 directly t o  Inbound VCO'S TTY. Agent also sees tex t  on screen. 

Sprint Proprietary Information - Highly Restricted 126 



1 HCO TO VCQ 
(set-up call) 
Branded HCO: Enter To Number, <COMP>, <Spacebar> when phone is answered. 
Non-Branded: Enter T o  Number, <COMP>, <Spacebar>, do not <F10> 

I F  ANSWERED TTY 
1. TTY ANSWER (Agent hears TTY tones) 
2. Press <F7>(Switch) 
Wait f o r  GA 
3. Press <ALT 5> send macro RELAY (state) AGENT XXXX WITH A C A  
TYPE (HCO TO VCO PLS HLD) 

(Proceed to  Step 4) 

I F  AMWERED VCO 
1. ANSWEREb VCO 
AFTER VCO ANSWER 
2. Press <F7>(Switch) 
3. Press <ALT 5> send macro RELAY (state) AG€NT XXXX WITH A CALL and 

0 (Proceed t o  Step 4) 
TYPE (HCO TO vco PLS HLD) 

4. Press 
Identify the call type 
Press <€NTER> 

(Alternate Call Type Window) 
Press the  underscored key 

Inbound HCO types directly t o  VCO users TTY 

5. VOICEto Inbound HCO user how Outbound VCO ANSWEREb and then, 
SAY GA 

4. Press (switch) 
(agent also sees text) 
SEE 6 A  

HEAR 6 A  
7. Press (switch) Outbound VCO speaks directly t o  HCO 

After "Out bound Caller b isconnected message appears" (Green Box) 
8. Press 
9 SAY, "The person hung up. Relay (.fa $e) Agenf XXXX GA or SK" 
10. Press (Inbound HCO can type t o  Agent) 

When Inbound HCO types, Banner displays: Bridge In+Out 
HCO types directly t o  Outbound VCO's 7Tv'. Agent also sees text on screen. 
When Outbound VCO user speaks, Banner displays: Headset: Out VCE 
Outbound VCO voices directly t o  Inbound HCO user 
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I HCO TO HCO 7 
~ 

(set-up calf) 
Branded HCO: Enter To Number, <COMP>, <Spacebar> when phone is answered. 
Non-Branded: Enter To hturnber, <COMP>, <Spacebar>, do not <FlO> 

HCO ANSWfRS USING ' T N  
1. TlY ANSWER (Agent hears T W  tones) 
2. Press <F7>(Switch) 
After receiving the outbound HCO TTY message and GA 
3. Press <ALT 5> and theii type (HCO TO HCO PLS Htb) 

(Proceed t o  step 4) 

HCO ANSWERS WITH RECORUED MESSAGE 
1. Announce Call, "Thi5 is' Rday (state) Agent XXXX with a cull f o r  un HCU u5er 

Go Ahead" 
Wait f o r  HCO t o  type (Agent hears TTY tones) 
2. Press <F7>(Switch) 
Wait f o r  HCO t o  type answer and GA 
3. Press <F7> (switch) SAY 'Phse hold fur an HCQ tu HCO c d "  

(Proceed t o  step 4) 

4. Press 
Identify the call type 
Pres5 <ENTER> 

(Alternate Call Type Window) 
Press the underscored key. 

5. VOICEto the INbound HCO user how the OUTbound HCO answered 
SAY '%A'' 

6 .  Press (switch] 
VOIGEthe INBOUND HCO message 
SAY "GA ' 

VOICEthe OWTBOUNb HCO message 
SA Y "GA ' 

7. Press (switch) 

After "Outbound Caller b isconnected message appears" (Green Box): 
8 .  Press 
9. SAY, "The person hung up. Reluy (state) Agent XXXX GA or 5K" 
10. Press 

When Inbound HCO types, Banner displays Headset: I n  Vce 
Agent is voicing I n b o d  HCO conversation 
When Outbound HCO types, Banner displays: Headset: Out Vce 
Agent is voicing Outboiund HCO conversation 

(Inbound HCO types to Agent) 
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HCO TO TTY 
(set-up cal I) 
Branded HCO: Enter To Number, <COMP>, <Spacebar> when phone is answered. 
Non-Branded: Enter T o  Number, <COMP>, <Spacebar>, do not <F10> 

IF ANSWERED TTY 
1. TTY ANSWER (Agent hears TTY tones) 
2. Press <F7>(Switch) 
Wait f o r  GA from TTY user 
3. Press < A t T  5> send macro RELAY (state) AGENT XXXX WITH A CALL and 
TYPE (HCO TO T W  PLS HLD) 

(Proceed t o  Step 4) 

4. Press 
Identify the call type 
Press <ENTER> 

(Alternate Call Type Window) 
Press the underscored key 

5. 

6 .  

7. 

8. 

9. 

V U I E t o  Inbound HCO user how Outbound T N  ANSWERED and then 
SAY '%A" 
Press (switch) Inbound HCO types directly t o  Outbound TW 
(agent also sees HCO text) 
SEE GA - .  
Press (switch) Outbound T W  text appears on agent screen. 
V U I E t h e  TTY message t o  Inbound HCO 
SAY GA 
Press (switch) Inbound HCO types directly t o  Outbound TTY 
(agent also sees HCO text) 
SEE GA 
Press (switch) Outbound TPI text appears on agent screen 
VUICEthe TTY message t o  Inbound HCO 
SAY GA 

10. Press (switch) 
After "Outbound Caller Disconnected message appears" (Green Box): 
11. Press 
12. SAY, "The person hung up. Relay (state) Agent XXXX GA or SK 
13. Press (Inbound HCO can type t o  Agent 

When Inbound HCO types, Banner displays: Bridge I:n+Out 
HCO types directly t o  Outbound TW. Agent also sees HCO text on screen. 
When Outbound TTY types Banner displays: "Headset: I n  Vce" 
Agent sees T W  text  and voices message t o  Inbound HCO 
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I 7TY to HCO 
(set-up call normally) Entm T o  Number, <COMP>, <ALT 23, <SPACEBAR>, <F6> 

HCO ANSWERS TTY 
1. TPI  ANSWER (Agent hears TTY tones) 
2. Press <F7>(Switch) 
After receiving the outbcrund HCO T7Y message and GA 
3. Press qALT 5> and then type (TW TO HCO PLS HLb) 

(Proceed t o  step 4) 

HCO ANSWERS WITH RECORDEO MESSAGE 
1. Announce Call, "Th5 isp Relay (state) Agent XXXX with a cull for an HCU user 
60 Ahead" 

Wait f o r  HCO t o  type (Agent hears l l Y  tones) 
2. Press +7>(switch) 
Wait fo r  HCO t o  type unswer and GA 
3, Press tF7, (switch) SAY 'Please hold for a TJY tu HCO tal" 

(Proceed t o  step 4) 

4. Press (Alternate Call Type Window) 
Identify the call type . Press the underscored key. 
Press <ENTER> 

HCO types directly t o  Inbound TTY 

5. R E - N P E  to  the Inbound TTY caller how the Outbound HCO answered and 

6. Inbound rrY text appears on agent screen 
N P E  GA 

VOICEthe TTY rnessalge t o  Outbound HCO, 
SAY GA 

(agent also sees text) 
SEE GA 

7. Press (switch) 

8. Press (switch) 
After "Outbound Caller 0 rsconnected message appears" (Green Box): 
9. Press 
10. Press 

When Inbound TTY types Banner displays: "Headset: Out-Vce" 
Agent sees TIY text and voices message t o  Outbound HCO 

When Outbound HCO types, Banner displays: Bridge IntOut  
HCO types directly to Inbound TTY. Agent also sees HCO text on screen. 
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> SPEECH TO SPEECH I AGEl. 1 RFORMANCE SURVEY 

Agent Supervisor Date 

Start Time End Time Call Type Y = Yes N=No Blank = Not Observed *FCCIContractually Compliant Component 

Correct Number Dialed* 
Y N Was the correct numhr dialed within 3 seconds? 
Y N Were FD numbers accessed appropriately if given? 

Billi nQ procedures* 
Y N Were billing instruuctrons followed? 
Y N Was branding information provided? 

Greeting I Announcement* 
Y N Was the voice greeting typed verbatim? 
Y N Was a prompt statespecific announcemenvgreetjng 

used and was the agenfs ID provided ? 
Y N Was familiarity of service determined? 

Cal I Process i nq Procedures* 
Y N Was the call processed according to procedures? 
Y N Were call procedJres changed as d rected by customer? 
Y N Was the call closed according to proceaures? 

Person Request I Identification* 
Y N Was state-specific announcement adapted as directed? 
Y N Was the Caller's name used in the announcement? 
Y N Was the Called-to name used in the announcement? 

Service Expianation* 
Y N Was verbatjm explanation used appropriate to call type? 
Y N Was explanation adjusted after standard explanation? 

Technical I Information I Referral 
Y N Were complex directions followed? 
Y N Were appropriate referral I contact number offered? 

Focus & Preparation 
Y N Was responsiveness and focus maintained? 
Y N Were appropriate listening skills used ? 
Y N Was the agent writing down info as needed? 

- Notes 

Promptind Phrases 
Y N Was the voice clear and with accurate pronunciation? 
Y N Were appropriate phrases used to prompt customers? 

Cal le r Con trd* 
Y N Was transparency maintained? 
Y N Were appropriate phrases used to redirect? 

Define Agent Role 1 Pacing 
Y N Was redefinition of role effectively communicated? 
Y N Were appropriate phrases used to educate caller? 
Y N Were appropriate phrases used to pace the customer? 
Y N Were the caller's fast thoughts conveyed as necessarp 

ComDosurelEticiuette 
Y N Was patience and flexibility demonstrated ? 
Y N Was politeness and professionalism demonstrated? 

Agent Signature Supervisor Signature Daterrime I ADL 
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Certification Tasting 

Cr.rlificatinn testing for the CIAC-Cenif)ed Oparatioryi Manager debiyridliurc is based mi iidustry-established knowledge skill and behav oral ror1:pere i c e s  I.hes.2 

crimpetencies are designed to b6 high-stid in vrder tJ I:ultl$atE r3 wnrktmw (if maslor pwforrrer? 
range of knowledge skills. and ahilllies ralaled t t i  thr' operatiom manaqe:nent ot rall reiters CoriiperencE is assessed or)  edch t i f  tho fol lowiq ,:o'ript:tency 

3ornaiiis 

They are b W  broad and deep iri Wttddlt' :3nd ~ Y P I  the full 

People Management 

Operatlons Management 
Customer Relatlonship Managnmenl 
Leadership and Business Managemant 

Certification tesiirig for the CIAC-Cerrifiea Operation:, Manager aesiflnatiuei mnsists of four i4 j  niultipte-choice xnwleuge dssessrilerit~ covsring pach conipetericy 

domain The knowledge assessmwts are administereu online at independelit testing centers in mdlor :itdes wurldw'de and a1 select colleges onc IndrrrAry 
corifereriws Knriwleoge lesring may also k aomirwtered lnrougn your organizations huniari rasutlrces or training department The knowledge aSSEssmen1s am 
administeied in a proctored envtronmenr lo areserve the mtogrlty of ClAC Certtiication 
C:mdidales pursuing ClAC Certifimtion as an Operaiurls Msriagar orrnplele a role sppcihc Work PrAilc! Assiyrimanl to dernonstra:e harld:;-nri .riastury ot 
rfquirfld expertise Candidates a i *  required to D ~ F S  the Itnoeledge assessments befoce receivmg tne Work Product Assiyripient Wwk Proeurt Assiqnnents are 
Mnpleted 3t the wnddate'? wowplace or olher location nf choice Six weens [3U workdays) is allowad to wrnpletc thn Work Product Assiqnmei>t Up:n 
cnnplntiot'. Work Product Assignmerits are first reviewed with the candidate s s~ ip r iu r  slid tneri submitted to ClAC for evaluation 
Lastly car'didates for certification AS an Operations Manager pdrticipare ir. i3 360' R w o w  to assess the exlttnt to which the behavioral ccrnpiennies die tlrthniia[: 
OP the :ob The S O G  Review 15 completed d~ ;ne carnrjidate 6 wvorkplacp by the candidate, the zandidare's manager peers. and subordinales Three wr:shs I 15 

.mrkdays] is allowed for complsliotl ut lhe 360' AsvivTw 
Preparation for ClAC Cettrfication resting is the wndidate's responsibilily ClAC strongly encourages candidates pursuing celtificatron as a CIAC-Cartnlied 
Operations Manager (CCOM) to complete a wlf-assi?SSmeint for each domain to compare curreid knowkdge skills and experience ogaliist the mmperency 
requirements for lhis des#Qrlariorl n i s  will omble widida les to identify areas m e r e  lrarning afidlor lob experience may be necessary bnfwe tPsling 
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ESPANOL 
Examen de conocimiento / Proficiency Test 
Benchmark Levels 2, 4, 6 ,  8 / Niveles de Referencia 2, 4, 6, 8 

Querido Instructor, 
Favor de evaluar el conocimiento del alumno 

1 = bajo/poor; 2 = regularlfadr; 3 = buendgood; 4 = excelente, perfectolexcellent, perfect 

Nombre del alumno / Student's name Fech alDate 

Nivel21 Level 2 
iPara qud va Ud. a1 aeropuertoktl banco? 
iComo se escribe su apellido? 
iQuC tiene que hacer Ud. si quicrr: aprender Espafiol? 
iQuC him Ud. ayer? iQuC comio anoche? 
Generalmente, iquC hace Ud. sj tiene sed? 
 que tipo de comida IC gush a Ud.? i,Por que? 
 que hara este fin de semana? Explique en detalle. 

1 2 3 4  
I 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  

Funcion 1: Presentar a un colega, a un rniernbro de Ia famitia o a si rnismo 1 2 3 4  
r' 

Situation: Por favor, presendese. @ 
Hola, mi nombre es (Jane Collins). 

Gusto en conoccrlo, (Sr. Smith) 
Mucho gusto, (Srita. Collins). Mi nombre es (John Collins). 

Son inmedialas lax respuestas? 

Funcion 2: Pedir y dar indicaciones basicas 1 2 3 4  

Situacion: Soy un turista o visitmte en (una ciududj. Estoy buscando (un b m m j +  

Disculpc. Hay algun banco cerca de aqui? 

Corno puedo Ilegar? 
Si, hay uno junto 3 la titmda de departamentos Rosen. 

Salga por Ia puerta y doble a la derecha. Siga derecho dos madras. Sc encuentra a mano 
derecha. 

Muchas gracias. 
De nada. 

Puede el cundiduio dar indicaciones correctas hacia el lugar indicado 

@ = se recomiendan papeles inversos /reverse roles recommended - 
1 



n Funcion 3: Hacer una cita / Make an appointment 1 2 3 4  

Situation: Llame para hacer ulyu citn con la Srita. Tamez el Jueves pot- la manancl o el Viwnes 
pot- la tarde. 

Bueno, oficina de la Srita. Tamcz, habla 
Buenos Dias (tardes, etc.) habla 
Tarnez. 

A que hora le gustaria poncrla? 
Seria posible e l  Jueves por la manana? 

Lo siento, ella estara ocupada manana por la manana. 
Que tal el viernes por 141 tarde? 

Ella estara disponible entre la 1100 y las 2:30 
Muy bien, entonces a la I :OO. 

Cud es su nombre, por favor? (el nombrc dicho y deletreado) 
Muy bien, Ie he puesto una cita con la Srita. Tamcz el viernes a la 1:OO. Gracias. 

. Quiesiera hacer una cita con la Srita. 

Son I u s  respuestas irimediatas? Puede e f candiddo usar frmes como "seria posible.. nparn 
mostrar cordialidad? 

Funcion 4: Hacer reservaciones de hotel, avion o tren /Make hotel, reservations 1 2 3 4  

Siftrucion: Usied hara un viaje de negocios a Mexico la semanu que entra, de enero I ro a enew 
3, se marchara del hofel enero 4. Llafne aI hotely haga una reservacion. 

airplane or train reservations 
P 

En que le pucdo ayudar? 

Para cuales noches? 

Para cuantas personas?. 

Le gustaria una cama individual o matrimonial? 

Si, quisiera hacer una rcservacion de hotcl. 

Para enero Iro a enero 3. Y quisiera marcharme enero 4. 

Unicamente para mi. 

Una individual, por favor. 

Puede el candidafo hacer una rmervacion con exito, respondiendo adtcuadamente a IUS 
respuestas, sin necesi far esciarecimiento o ayuda? 

Prornedio de las preguntas y funciones estructurales. 1 2 3 4  

?Si el promedio de puntuacion es de "3" o mayor, prosiga con las preguntas del Nivet 3 en la 
proxima pagina. 
El candidato tiene hasta este punto, por lo menos un NIVEL 2 "PRACTICO" 

If the average score is a '3' or higher, move on to the L,evcl 3 Questions on next page. 
The candidate is at this point at least LEVEL 2 "FUNCTIONAL" P 

2 



r‘ 

? De no ser asi, el estudiante SI: encuentra por debajo del NIVEL 2 “PRACTICO”. Pare el 
examen aqui. 
If not, the student i s  below LEVEL 2 “FUNCTIONAL”. Stop here. 

1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  

?If the average score is a ‘3’ or highcr, move on to the Lcvel4 Questions below. 
If not, the candidate is LEVEL .2 “FUNCTIONAL”. Stop test here. 

NiveI 41 Level 4 
LPor que ha decidido Ud. estudiar Espaiiol? Explique. 1 2 3 4  
LEn qui paiseslciudades ha vivido Ud.? Explique. I 2 3 4  
i l i a  hecho algo interesantc este aiio? Explique. 1 2 3 4  
LAceptaria Ud. un trabajo en el extranjcro? #or quC? 1 2 3 4  
&e gustaria tener un aiio de vacaciones? iQuC haria Ud.? Explique. 1 2 3 4  
Si pudiera cenar con una persona famosa, icon quih lo haria? Explique. 
~Cual  es su profesion? 1 2 3 4  

1 1 1 - - ” _ - 1 - - 1 - - - ” _ 1 - 1 - 1 - _ 1 - - - - - - . - - 1 1 - 1 - - - - - - -  

I 2 3 4  

PromediolAverage 1 2 3 4  
. ~~~~ - ~~~~~~ 

?Si el promedio de puntuacion I:S de ”3” o mayor, prosiga con las Preguntas de Funcion a 
continuac ion. 
De no ser asi, el candidato tiene un NIVEL 2 “PRACTICO“. Pare el examen qui .  

If the average score is a ‘3’ or higher, move on to the Function Questions below. 
If not, the candidate is LEVEL Z! “FUNCTIONAL”. Stop test here. 

3 



Funcion 5: Camhiar una cita (acordar una hora y fecha nueva) 1 2 3 4  

Situacion: Ud. tiene una cita m n  un clienbc el marles a la I : O O ,  p r o  necessita cambiurlupuru 

cuajqyuier hora el miercoles por la iarde. @ 
Bucnos DiadTardes Mary1 Sra. Johnson, habla 

Buenos DiaslTardes -, en que puedo servirlc? 

Tenemos una cita el mimes a la 1 :OO,  pero me temo que nccesito cambiarla. 

Podriamos ponerla para el miercoles por la tarde? 

Me parece perfecto. Cracias, la veo entonces. 

Muy bien. Para cuando quisiera cambiarla? 

Que le parece a las 2:00? 

Nos vemos entonces! 

Puede el candidalo mar frases cordides y formules como: "Me temo.. ' I ,  'Fodriamos ciimhiar hi 
cita ... " y mosfrurflexibilidad a1 cambiar una cita? 

Funcion 6: Explicar brevemeiite 10s productos y/o servicions que ofrece su compania 1 2 3 4 

Situacion: Estoy intermado en ius products- y h  servicim de su cornpanid. Pimse en fr 
cvmpania paru la que trabaja ahora o para la que huya brabajado anteriormelate, y responda a 

. M i y  Bien. Listo/a? mispreguntas, por favor. Que tjpo de compania es? - 

Bucnos diadtardes, me interesa saber que tip0 de (polkas de seguro de auto) ofrecen ustcdes. En 
que difiercn? 

Si, tenemos muchas polizas de donde escoger. E1 costo dependc dc que tanto paga usted 
si tiene UD accidente, de cual es la cobertura en cas0 de un accidentc ... ctc. 

La cobertura es la misma si you soy responsable del accidcnte u otra persona es responsablc del 
accidente? 

Si, vcmos el informe policial y si usted es responsable por el accidcnte, usted ticne que 
pagar mas antes que ..... 

Si, es ..........__.._ punto.cOm. Le gustaria que IC mande mas informacion? 
Tienen un sitio Web? 

SI, muchas gracias! Estaria muy bien. 

Puede el candidas0 descrihir 10s pruductos y sewicios y desiacar las dijerencius entre ellus( .TU 

rertdimienro, capacidad, tamano, etc.) eficazmente? Puede responder las preguntas aclarundr, lu 
informucinn? 

4 



r' Funcion 7: Hacer una compr,a - escojer un product0 de una gama de productos y ordenarlo 
por telcfono (Ej. cafe para la oiicina) 1 2 3 4  

Siruucion: Se termin0 el cafe, 143 crema y Io uzucur para Ios empleaiios y los clienfes en su 
qficina. Llame a h compania ABC p a m  ordenar lo suficienle para las siguientes semanas. 

Productos ABC, en que le puedo servir? 
Quisiera ordenar cafe, crcma y azucar para nucstra oficina. Que volumen tienen 10s 
tamanos de cada uno1 que tipos tiene de cada uno? 

El cafe viene en bolsas de 30 paquetes. Cada paquete es suficienie para una cafetera. La crema 
viene en envases de 12 onzas y la m c a r  vienc en envases de 12 on7as o en bolsas con 100 
paquctes pequenos. 

What kind oflfavors of/' coffee do you have'? 
Que saboredtipos de cafe tiene?. 

Cual es el precio dc cad.a uno? 
Tenemos cafe cafcinado y descafeinado en nuestro sabor regular o en Vainilla Francesa. 

Cada bolsa de cafe cuesta $25.00, cada envase de crema cuesta $3.00 y.... 

Quisicra (2 bolsas de ...) y (2 envases dc crema y dos envases de azucar) 

FARE LA FUNCION AQUI, PIROSIGA A LAS INSTRUCCIONES EN LA PROXIMA 
PAGINA 

Puede el candidoto pedir con claridad 10 que necesilu, pregunsur acerca de Ius cuntidades, t i p i s  
y precios? Puede hacw una selcccion final? 

Promedio de las funciones Ab's 5-71 Average of functions #'s 5 - 7 1 2 3 4  

------ 
Si el pramedio de puntuacion es de "3" o mayor, prosiga a las Preguntas del Nivel 5-8 a 
continuacion. 
El candidato en este momento tiene por lo menos un NIVEL 4 "INTBRME,DIU" 
If the average score i s  a '3' or higher, move on to the Level 5-8 Questions below. 
The candidatc is at this point at least LEVEL 4 "INTERMEDIATE" 

?De no ser asi, el candidato tiem un NIVEL 2 "PRACTICO". Pare el examen aqui. 
If not, the candidate is LEVEL 2, "FUNCTIONAL". Stop test here. 

------ 
Levels 6 - 8 
&Desde cuindo esta Ud. viviendlo en el mismo apartamento? 
Normalmente, iquC hacc Ud. para distraerse y relajarse? 
Si su auto se descompone maiiana, iquC harh? jad6nde lo llevara? 
 que disfrutaba antes que ahom no disfmta? iPor que? 
iEs possibie que nicve maiiana? Explique. 
27.Es normal que 10s nifios se resfrien en invierno? LPor que? 
28. En general, p a n d o  se usa "hi" y cu6ndo 'Wed'? Explique. 
29 LExige su jefdprofessor que Ud. sea punctual? 
30. Su amigo duda que el crimen haya disminuido en esta ciudad. &Que opina Ud.? 

1 2 3 4  
I 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
I 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
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F 3 1 .Cumdo Ud. era niiio, i,lC pedian sus padrcs que no lccgara tarde? ~ P o r  que? 
32.iSi no hubiera autos, no hatlria contaminacihn? iSi o no? Explique. 
33.iTendrh Ud. mis  interes cn su trabajo si IC dieran mis responsabilidades? 
34.Complete cstas frases: iOjala que..  . ! Quizas.. .TaI vez . .  .Puede ser quc.. . 
3 5 . i S ~  amiga no ha llegado!  que habri ocurrido? 
36.iEs possible que ella haya tenido dificultades COR el coche? Explique. 
37.iEsta Ud. Orgulloso dc sus kxitos? Expliquc. 

PromediolAverage 

1 2 3 4  
I 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  
1 2 3 4  

1 2 3 4  
_ _ _ _ ~ ~ ~ ~ ~  ~~ ~~~~~ 

?Si el promedio de puntuacion cs de "2" o menor, cl candidato time un NIVEL 4 
"INTERMEDIO". Pare aqui. 
If the average score is '2' or lower, the candidate is Level 4 "INTERMEDIATE". Stop here. 

?Si el promedio de puntuacion cs de "3" o mayor, el candidato time un NIVEL 6 
"INTERMEDIO SUPERIOK" 
?If the average score is a '3' or higher, the candidale is at least LEVEL 6 "UPPER 
INTERMEDIATE". 

Para determinar si el candidato tiene un NIVEL 6 " INTERMEDIO SUPERIOR" o NlVEL 8 
"AVANZADO", pi& a1 candidato responder detalladamcntc una o ambas de las siguicntes 
preguntas . 

P To determine if the candidate is LEVEL 6 "UPPER INTERMEDIATE" or LEVEL, 8 
"ADVANCED" 
Ask the candidate to answer one or both of these questions in detail. 

Para tener un NIVEL 8, el candidato debera dcmostrar 
- una excelente fluidez 
- una gran precision gramatical 
- 
- 

conocimiento de terminologia que provicnc de una lectura sustancial (cj. "desempleo") 
una pronunciacion que s,e entienda facilmente 

To be LEVEL 8, the candidate must demonstrate 
- excellent fluency 
- high grammatical accurwy 
- 
- 

some knowlcdge of terrriinology that comes substantial rcading (e.g. 'uncmployment') 
pronunciation that is easily understandable. 

De no satisfacer estos indicadorcs, el candidato ticnc un NIVEL 6 "INTEKMEDIO SUPERIOR" 
If these criteria are not met, the candidate is LEVEL 6 "UPPER INTERMEDIATE" 

LHa mejorado o empeorado la econornia este aiio? Explique. 
iC6mo ha cambiado ellla Internet su vida professionavpcrsonal? Explique. 
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BERLITZ 
UrNGUAGE PROFICIENCY 

Benchmark-Level Descriptions 

Absolute beginner -No ability whatsoever or knowledge limited to isolated 
words and/or phrases. 

At the functional level, the users have a basic command of the language 
needed in a limited range of  simple, routine, and familiar tasks and situations. 
For example, they can understand and pass on simple messages, are able to deal 
with simple, straightforward information, and are able to maintain simpte face-to- 
face conversations, using a t  least one form of the present, past and future 
tenses, They can give a simple description or presentation about people, daily 
routines (at home and at work), likes/dislikes, etc, in a series of simple phrases 
and sentences. They are able ask for information to  satisfy routine needs -for 
example when shopping or making travel and hotel arrangements, and when 
coping with ordinary problems over the telephone. However, a t  this level 
structural accuracy continues to  be severely limited and the active vocabulary 
range is st i l l  very inarrow. 
A t  this level users can understand and use up to 1,000 of the most. frequently 
encountered or personally relevant vocabulary items. 

This may be an appropriate minimum target level for speakers who need to 
provide basic information to clients or co-workers and to respond to basic 
inquiries. At this level, the speakers could not oblige if the needs of the client or 
co-worker required more sophisticated communication. The speaker however 
would be able to refer him or her to someone with higher language skills. 

1 Sample "Can DO'S" at  this level: 

Schedule, confirm, or change an appointment or meeting 
Describe basic products and/or services 

u Talk about routine work responsibilities and obligations 
LI Take and leave routine telephone messages, and understand simple 

messages 
P Cope with ordinary situations over t h e  telephone (e.g, give hours of 

business, g w e  basic directions to location) 
CI Ask and answer questions about business travel plans and appointments 

1 



At the intermediate level, users are able to  refashion and combine learned 
material t o  meet their immediate communication and learning needs. They are 
able to comprehend information on familiar topics in contextualized settings and 
produce sustained conversation with others on an expanding variety of general 
topics. However, typically they are unable to sustain coherent structures in 
Songer utterances or unfamiliar situations. Users can purchase and describe 
familiar equipment:, establish professional contacts, deal with official procedures, 
and give advice in the interest of efficiency, safety, etc. 
interference from other languages are common, and structural complexity may 
interfere with comprehension. 

Inaccuracies or 

A t  this level users 'can understand and use 2,000 or more vocabulary items, most 
verb tenses and balsic sentence structures. 

; This may be an appropriate minimum target level for speakers who need to 
communicate with others to general mutual needs related to  the workplace. They 
can handle situations best that require giving and obtaining factual information 
for practical purposes. 

Sample "Can Do's" a t  this level: 

u Describe services and products; offer some advice based on preferences 
a Schedule appointments and meetings that involve choosing best options 
P Describe a procedure (e.g.  consultation, application, purchase) 

Relay the gist of  a policy, decision, chain of events 
Q Handle "law-stakes" customer inquiries and complaints 

Maintain small talk with customers or colleagues for a short time 
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: the upper intermediate level the users have assimilated t h e  essentials of 
le language. T h q  can communicate competently and  comfortably in many 
afessional and persona( contexts, and can find different ways of formulating 
hat they want to express. They can participate in conversations with several 
it ive speakers, fcillow the general meaning of a meeting and ask for 
:planations when needed. They can deal with more demanding situations such 
; consulting a lawyer, accountant, or other professional but  find it challenging. 
hile they can express demands, opinions or ideas, they cannot elaborate easily. 
rey can hold long telephone conversations, make travel arrangements, and deal 
th unexpected problems. 

this level users can understand and use 4,000 or more vocabulary items. 

\is may be an appropriate minimum target level for those who need to offer 
tive service to clients or communicate often with co-workers In the language 

imple “Can Do‘s” a t  this level: 

Review account information with client (e.g., sales, orders, pricing, 
product quality, receivables, collection procedures) 

0 Tailor level of formality of, e.g., suggestions, recommendations, apofogies, 
invitations, interruptions, requesting information 

o Use some persuasion (e.g., to get an appointment to see a potential 
customer far- a sales call) 

D Describe, di!;cuss or compare fringe benefits 
CI Discuss or  compare company performance (e.q.# sales, earnings, stocks, 

investments 
CI Use some small talk to establish rapport with clients or colleagues 
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At the advanced level, users communicate effectively and appropriately even in 
demanding cornrncinicative tasks and situations, like conducting a meeting. They 
can participate easily in social and professional conversations, and can deal 
comfortably with most subjects over the telephone. They can receive business 
people, give a repclrt or make a professional presentation in an open meeting, 
and make sales presentations. A t  this level a user may have an insight into the 
language that  demonstrates experience of living in the country and having 
acquired a certain proficiency in fluency, if not accuracy, gained by living there. 
Their usage is  quite versatile and fluent -they can speak easily and with different 
shades of meaning,, and they comprehend speech with ease, even on demanding 
subjects. Slight inaccuracies and interference from their native language are not 
intrusive. 

A t  this level users can understand and use 6,000 o r  more vocabulary items and 
nearty all sentence structures. 

This may be an appropriate minimum target level for  users who must be able t o  
attract and sustain business relationships with speakers of the language -e .g . ,  
sales personnel ancl company executives. 

Sample "Can Do's" a t  this Level: 

CI Conduct professional presentations 
a Handle formal and informal negotiations (e.g., with customers or 

sup p 1 iers) 
n Clarify complex informatfon 
3 Defend, substantiate a policy, action, opinion 
CI Make projections (e.g., sales volume, costs, profits) 

Carry on conversation, use humor to establish good relations 
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A t  the professional level users have full command of the language. They 
understand and can use virtually all linguistic structures as well as a range o f  
vocabulary items close t Q  that of native speakers. Communication i s  fluent, 
appropriate and wt4l organized -they develop ideas in speech clearly and 
coherently. They have reached an exceptional level of language proficiency, 
approaching that  of an educated native speaker, in situations specific to  their 
field. They comprehend speech at  a very high analytical and critical level and 
they understand arid use cultural references in a way that evidences a 
Comprehension of the society in which t h e  language is spoken. They can 
communicate naturally a n d  effectively in most formal and informal conversations 
on practical, social, academic, professional, and abstract topics -including many, 
which presume considerable experience in public speaking and critical listening. 
Using extended discourse, they  can explain in detail, hypothesize on concrete and 
abstract topics, and support or defend opinions. They can prepare complex 
reports on work- related topics. 

A t  this level users can understand and use a range of vocabulary items. Also a t  
this level, users generally have very specific needs for language learning, such as 
accent reduction or test preparation, or a need t o  perfect a skill such as business 
writing or public speaking. Missing from the skill set of a Professional speaker 
would be some sopliisticated vocabulary, slang, idiomatic expressions, and the 
natural ’feel’ of the language that a native speaker has. 

Sample “Can Do’s” a t  this level: 
Can engage in a job without the language skills posing any significant 
barrier on performance 

o Can function in virtually any professional or academic situation with 
language skills approaching that of a native speaker 

Native proficiency - a level of proficiency indistinguishable from that of a well- 
read or educated native speaker. 
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APPENDlX M SPRIIYT’S DISASTER RECOVERY PLAN FOR 
FLORlDA 

Sprint’s comprehensive Disaster Recovery Plan developed for Ikr ida details 
the methods Sprint will urilixe to cope with specific disasters. The plan includes 
quick and reliable switching of calls, network diagrams identifying where traffic 
will be rerouted if ~-ulnerable circuits becomc inoperable, and problem reporting 
with escalation protocnl. Hesides service outages, the Florida Disaster Kecovery 
Plan applies to specific dkasters that affect any technical area of Sprint’s Rclq  
network. 

The first line of defense against degradation of FRS is the Sprint’s dynamic catl 
routing network that Sprint employs. During a major or minor service 
disruption, the Sprint’s dynamic call routing network feature bypasses the failed 
or degraded facjlitv and immediately directs calls to t h e  first available CA in any 
of Sprint’s thirteen fully inter-linked ‘I’RS Call Centers. Operators arc trained in 
advance to provide service to other States; the transfer uf calls between Centers 
is transparent to users. 

Beyond the Sprint’s dynamic call routing network, Sprint’s Disaster Recovery 
Plan dctails the steps that will be taken to deal with any problem, and restore 
FRS to its full operating level in the shortest possible time. 

FLORID A NOTI FI CAT1 0 N F’ROCED U RE 

To provide Florida with the most complete and timely information on 
problems affecting Relay service, the trouble reporting procedure for FRS will 
include three levels of response: 

F h 3-hour verhal report 

b h 24-hour status repor: 

+ A crimprehensive final report within 5 business days 

Sprint will inform the CntIbxCt manager if a senice disruption of 5 minutes or 
longer occurs. For service disruptions occurring outside normal busincss hours, 
the initial report will be provided by 8:30 AM on the next business day. This 
initial report will explain hriw the problem will be cmrected and an approximate 
time when futl service will be restored. Within 24 hours of the service 
disruption, an interme&ate report provides problem status and more detail of 
what action is necessary. In most cases, the 24-hour report reveals that the 
problem has been corrected and that fuIl service to Florida has been restored. 
The final comprehensive written report, explaining how and when the problem 
occurred, corrective action taken, and time and date when full operation 
resumed will be provided to the Flnrida Administrator within five lmsincss days 
of return to normal operation. Examples of service d~sruption to Florida will 
include: 

U... 
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k TRS Switching System failure or malfunction 

i Major transmission facility blockage 

> Threat to Florida operator safety or other operator work stoppage 

> Loss of operator position capabilities 

Performance at each Sprint Relay Center is monitored continuously 24 horns a 
day, seven days a week from Sprint's Service Assurance Monitoring Center 
(SAMC) in Overland Park, JSS. 

Dl SASTER RECOVERY PROCEDURES 

If the problem is within the Relay Center serving Florida, maintenance can 
usually be performed by the on-site technician, with assistance from Sprint's 
SAMC. If the problem occurs during non-business hours and requires on-site 
assistance, the SAMC will page the technician to provide service remedies. 
Sprint retains hardware spares at each Center to allow for any type of repair 
required without ordering adhtional equipment (except for complete loss of a 
Center). 

TIME FRAMES FOR SERVICE RESTORATION 

Complete or Partial Loss of Service Due to Sprint Equipment or Facilities 

'E Sprint Call Center Equipment 

A technician is an-site during the normal business day. The technician 
provides parts and / nr resources necessary to expedite repair within two 
hours. Outside of the normal business day, a technician will be on-site within 
four hours. The technician then provides parts and /or resources necessary 
to expedite repair within two hours. 

'sp Sprint or Telco Network 

Facilities For an outage of facilities directly serving Florida, incoming TRS 
calls will immediately be routed to one of the eleven other Centers 
throughout the US. No calls will be lost. Repair of fiber or network facilities 
typically requires less than eight hours. 

e Due to Utilities or Disaster at the Center 

Immedate rerouting of traffic occurs with any large-scale Center disastcr ()r 
utility failure. Service is restored as soon as the utility is restored, provided 
the Sprint equipment has not been damaged. If the equipment has been 
damaged thc sewice restoration for Sprint equipment (above) applies. 

a Due to Telco Facilities Equipment 

A Telco equipment failure will not normally have a large effect on TRS 
traffic within the state unless it occurs on Telco facilities directly connected 
to the call Center. In this case, normal Sprint traffic rerouting will apply. 

TROUBLE REPORTING PROCEDURES 
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The following information is required when a Florida user is reporting trouble: 
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S Sewice Description 

W CdersName 

r Contact Number 

B C a h g  to/Callmg from, if appliahle 

* Description of the trouble 

I Investigate 

ime to Repair 

Time to Notify 
‘ t  

Service dismptions or anomalies hat  arc identified by Florida users may be 
reported to the Sprint Relay Customer Sewice 800 number (300-877-0996) at 
any time day a night, seven dhys a week. The Customer Service aperator 
creates a trouble ticket and passes the information on to rhe appropriate 
member of Sprint5 Maintenance Team for action. Outside the namd business 
day, the SAMC will handle calls from the Customer Senrice operators 24 hours 
a day, 7 days a week. The Maintenance Team recognizes most disruptions in 
service prior to customers being aware of any problem. Site technicians are on 
call at each of Sprint’s twelve TRS Gall Centers UI respond quickly to any went, 
includq natural disasters. 

MEAN TIME TO REPAIR (MTTR) 

MTFR is defrned and detailed in Tables D-1 and D-2: 

Table M1. Time to tnvestigate + Time to Repair t T h e  to Notify 

The time needed to determine the existence of a problem and its 
scope. 

Repair time by Field Operations plus LEC time, iI applicable. 

From the time repair is completed to the time the customer is 
notified of repair completion. 

Table M2. Current Ml lR Objectivss 

8 Hours 

4 Hours {electronic faiture) 

Services 

8 Hours 

S p ~ t ’ s  Mean Time to Repair is viewed from the customer’s perspective. A 
critical element in the equation is the T h e  to Notify, because Sprint does not 
cmsidey a repair complete until the customer accepts the circuit back as 
satis factory. 

I.. 
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ES CALATIO N P R 0 C ED U RES 

If adequate results have not been acbwed within two hours, a Flosida user may 
exalate the report to the next l e d .  Table D-3 details the escalation levels, 

Table M3. Escalation Levels 

Contact Esc a latian 
Lewd 

Regional 
Maintenance Pager -800.72m!9, Pin3856901 (Numeric) 
Manager 

-- Ofica Wme Number (9131 752-3167 

SERVICE RELIABILITY 

Sprint’s service is provided over an all-fiber sophisricated management canrt-nl 
mwmks that support backbofie networks with digid switching architecture. 
T h e  elements are combined to provide a highly reliable, proven, and 
reduhdahr netwokk. Sumhbility is a mancbtrrry ob j ccuve of the Sprint mtwork 
des&. The Sprint network minimizes the adverse e f k t  of s&ce 
intemptions due to quiprnent hilures ar cable cups, newark ombad  
conclkions, or re@od camstrophes. 

A 100 percent fiber-optic network ptovides critical advmmges over the ather 
cmikrs. These advanuges include: 

Quality 

Since voice and data are transmitted utilizing fiber apic tedanalogy, the 
problems af outdated analog and even modern X I I ~ G ~ D W V ~  transmission 
simply do not apply. N Q ~ ,  decwical intderace, weather-impacting 
conditions, and hding are virtually eliminated. 

S Economy 

The overall quality, m ~ h i t e ~ t ~ r e ,  .an$ advanced t&molqg of digital fiber 
uptics makes transmissicsrm so d e p e d d e  that it costs us less to maintain, 
thereby passing the savings an to Qur customers. 

* Expandability 

As demand for network capacity grows, &e cap& ofthe existing single- 
mode fiber cm grow. Due to the architecture and dksign of fiber optics, the 
capacity of the network can be upgraded to hcrease 2,000-fold. 
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Figure Ml. Sprint SONET Network 
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NETWORK CRITERIA 

+ Immediate execution of altemte routing in the digital switches and cross- 
eQmect systems to assist in the handling of temporary network 
d i~mphns  and forced ovedads. 
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The entire spectrum of su mir~ahjlity needs, expectations, and requirements can 
be met by the proper engneering of customer and Sprint switches and facilities. 

FIBER BACKBONE LOOP TOPOLOGY AND RECONFIGURATION 

Fibcr optic cable routes ate designed to include redundant capacity to insure 
sumivable fiber optic systems. Sprint’s SONET network, using four-fiber bi- 
directional line switched h g  capability, allows automatic switching to alternate 
paths to provide for traffic rerouting in the event o f  a route failure. The 
SONET fiber optic backbone topology is currently designed with more than 
100 overlapping rings tu ensure sufficient alternate paths for total network 
sun~ivabil iry. 

SPRINT ROUTE OUTAGE PREVENTION PROGRAMS 

S Call Before You Clig Program 

This program uses a nationwide 1-800 number interlinked with all local/state 
gowrnment utility agencies as well as contractors, rail carriers, and major 
utilities. Sprint currently receives in cxcess of (10,000 calls per month for 
location assistance over the 23,000-mile fiber network. 

P Awareness Program 

?‘hs Sprint program proactively contacts local contractors, builders, 
property owners, counry/city administrators, and utili? companies to 
educate them on Sprint’s cahle locations and how each can help elirnjnatc 
cable outages. 

fit Route Surveillancr: Program 

Ths is a Network Operation’s department program using Sprint e m p l o y s  
to drive specific routes i:usuaHy 120 miles) and visually inspect the fiber cable 
routes. This activity is performed an average of 1 1 .G times per month or 
approximately once eve? 2-3 days. 

P Technician Prograrm 

Technicians are stationed at strategic locations and cover an area averaging 
60 route miles, Each technician has emergency restoration material to repair 
fiber cuts on a temporary basis. Other operations forces within a nominal 
time frame accomplish total repair. 

Q Fiber/Switch Trending Program 

This includes a weekly summary of equipment failure events highlighting bit 
error rate (DER) and cable attenuation. As a result, Sprint identtfies potential 
equipment problems and monitors performance degradation tn establish 
cyuiprnent-aging profiles for scheduled repair, replacement, or elimination. 
Aging profiles are computer-stored representations of the characteristics of a 
fiber sphce. The profile IS stored at the time thc splice is accepted and put 
into service. A comparison of the original profile and current profile are 
compared for performance degradation. Maintenance is scheduled based on 
this type of monitoring. 
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NETWORK MANAGEMENT AND CONTROL SYSTEMS 

The Sprint network is managed and controlled by a National Operations 
Control Center (NOCC) located jn Overland Park, KS. As a back up, a 
secondary NOCC is located in Lenexa, KS. The NOCC is designed to provide a 
national view of the status of the network as well as to provide network 
management from a centralized point. The NOCC interfaces with the Regional 
Control Centers (RCXs)  to obtain geographical network status. The RCCs are 
responsible for maintenance dispatch and trouble resolution, and are designed 
to provide redundancy for each other and back-up status for the NOCC. 

The NOCC and RCC, nark closely with the SAMC in cases where a network 
problem may affect Florida Relay operations. In cases such as these, the NC)CX 
o r  RCX immediately alerts the SAMC of the situation so that appropriate steps 
can be taken to minimize service impacts. The NOCC and RCCs also serve as 
reference points for the SAMC when problems are detected in the TRS Center 
that is not the result of internal Center operations. 

NETWORK MANAGEMENT 

Commitmenr to a digital fiber optic network permits Sprint to use a single 
transmission suneillance protocol to integrate internal network vendor 
equipment. This enhances Sprint’s ability to automate and provide preventive, 
near real-time detection and isolation of network problems. The controlling 
principle is identification and correction of potential problems before they 
affect the Florida call capabilities. 

Sprint divides the major functional responsibilities, facilities maintenance and 
network management, into a two-level organization, which maximizes nenvark 
efficiencies and customer responsiveness. The first level consists of the RCCs 
located in Atlanta and Sacramento. RCC personnel focus on the performance 
of individual network elements within predetermined geographical boundaries. 
The second level is the NOCC in Kansas City that oversees traffic J e s i p  and 
routing for Sprint’s 23,000-mile fiber optic network and interfaces. 

This two-level operational control organization, combined with archtectural 
redundancies in data transport and surveillance, control and test systems, 
ensures an expedited response to potential problems in both switched and 
private line network. 

4 

J 

8 



+Sprint -- 
O R P  Sprmt Mnny Solutionis 

APPENDIX N 
CUSTOMIZED IFLORlDA CUSTOMER DATABASE FORM 

361 



n 

362 



LD Calls are current 
you are calling fmm. 
cells bill& Mi8 way, 
BiINng! Method" op 

ReIay User 
Answer Type: 

lanauaae Twe: 

Phone Numbers You Call Often: 

How you answer your phone when M a y  calls you. 
CTTY - I O  VOICE 10 vco 1 U H C O  

ASCII-300 ASCII-1200 0 ASCII-2400 
English Spanish 0 ASL 

I Note: Limit 9 characbrs per name I Call Block 5: 

I Customer Notes 1 Instructions for Relay Operators: 
I 1  I 

I .  

2. 1 Noh: Limit 76 characters per note 1 
Referencm Number: 
Date: 8 tg natu re: 

When completed please return to: Sprint TRS Customer Service 

P.0  Box 29230 
Shawnee Mission, KS 68201 -9230 

p=AX 877-877-3291 MOINDAOI 01 
(800) 676-3777 

FL- CDBForm-Suggestions ($5 521-03) 
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Tracking #: 0 Commendation 

0 Complaint TRS CUSTOMER CONTACT 
I Date Filed: 1 Time of Call: I StatelRelav Called: 

. . 

Tally Center: 

Handling Center: 

City: State: Zip Agent #: - 

Phone: c] TTY -0 VOICE Service 0 Miscellaneous Technical 
Person taking comp hint information 

Nature of Cornplaintblotes 

Carrier of Choice 
#34 0 Network Recording 

Explanation of Resolution 
0 Account Manager 0 Customer Service 

-. ~- 
Signature Title Date o f  Complaint Resolution 

TRS CUSTOMER CONTACT TEMPLATE.DOC: 09/08/2000 - REV AI 
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NAME 
ADDRESS 
ADDRESS 

Dear NAME: 

Thank you for taking the time to express your concerns regarding agent protocol and typing accuracy 
during your relay call on <DATE>. Feedback concerning individual relay calls lets us know what we are 
doing well and what areas could be: improved upon. 

To address your concern, appropriate action, including a discussion with the agent, has been conducted. 

Providing quality customer service is top priority at (NAME OF RELAY). Your active participation in 
sharing concerns and commendations about the service provides essential input for responding to customer 
needs. We value your feedback and patience as we continue to improve OUT quality assurance program. 

Thank you again for taking the time to bring this matter to our attention. Please feel free to contact if you 
have any additional questions or comments. 

Best Regards, 

ACCOUNT MGR NAME 
TITLE 

Cc: State 
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TRS Billing Terms and Conditions' 
Sprint provides all TRS services required by the F.C.C.'s Rules, Section 64, Subpart F. In addition, 
Sprint provides video service in limited states. 
Unless otherwise specified below, Sprint Basic Dial-1 Per Minute Rates apply to TRS calls 
placed by customers with the assistarice of  TRS. When additional operator assistance or special 
billing is requested by the customer, the applicable operator surcharge applies. When Sprint 
FONCARD service is used t o  place a TRS call, the FONCAAD surcharge applies. 
Users of  TRS placing calls through Sprint will receive a 50% discount off Sprint's domestic Dial 
"1" Interstate MTS rates. Rates and discounts for Sprint in-state TRS service are found in the 
appropriate Sprint state tariffs, where required by law. 
Customers can reach Sprint's TRS centers either by: 1) calling the toll free number in the state 
where Sprint is the TRS provider, 2)  by requesting the TRS cal l  be carried by Sprint when placing 
the call through a non-Sprint TRS center, or3) by calling Sprint's nationwide tol l  free TRS 
number. 
Effective lO/l/Ol, callers can dial 711 i o  reach the TRS centers. 
Sprint shall not be liable for errors in translating, transmitting, receiving or delivering messages 
by telephone, TTY, or any other instrulnent over Sprint's facilities connecting carriers or through 
any of the Telecommunications Relay Setvice centers operated by Sprint in the absence of gross 
neqligence or willful misconduct. 
Sprint also will not be  liable for the trzinsmission of messages through its TRS Center which may 
violate state or federal law, e.g., thost: which are obscene or involve criminal activity. 

TRS calls may not be placed to 976 numbers. TRS calls cannot be billed to a third number without live 
verification. 
All calls are billed in whole minute increments. Partial minutes are rounded up to the next whole minute. 
State-to-state calls may terminate to the U S  Mainland, Afaska, Hawaii, Puerto Rico, the U S .  Virgin 
Islands, Guam and CNMI. 
Dial-I state-to-state and international services are available to customers in the U.S. Mainland, Hawaii, 
Puerto Rico and the U.S. Virgiln Islands. State-to-state calls may terminate to the US. Mainland, Alaska, 
Hawaii, Puerto Rico, the U.S. Virgin Islands, Guam and CNMI. 
Other surcharges and fees may apply, including (but not limited to) Carrier Cost Recovery Charge, 
Carrier Universal Service Charge, Frequent Flyer Excise Charge, Gross Receipts Tax Surcharge, 
International Mobile Termination Surcharge and Single Bill Fee. In addition, state Universal Service 
Fund charges may also apply to interstate and/or international services. For further information, see 
Terms and Conditions, Sectiori 4 and Taxes. 

Issued: March 19,2004 Effective: March 19,2004 
1 Formerly found in Sprint Tariff F.C.C. No. 1, Section 4.4.1 5 .  
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Thank you fw your rtrterest to campfete cmier name Long Distance calls with sprint 
Tehommunications Relay Sewice (TRS). As the default long distance carrier for processing 
relay calls in more than thirtytwo states (32), Sprint currently transports the traffic of 
customers who have selected you as their long distance carria. However, many of your 
customers would prefer ta use -4asert d e r  name LD for their toll calls. At present, Spritlt 
TRS is unable to send the toll calls from the ~gi~d centers or state access tandem ts yaur 
neharurk. Hence, this letter is being written bo make you aware of a potential service-impacting 
issue re-g TRS calls and measures your company can take to ensure your customers’ toll 
calls are completed through TRS, 
The Americans with Disabilities Act of 19%) mdate  TRS, and TRS standards are 
established and are monitored by the Federal Communications Commission (FCC). TRS is a 
service that W s  tekphme conversations between standard (voice) telephone users and 
people who are deaf, hard of hearing, deaf-blind, or speech disabled using Text Telqhone 
(TTY) equipment. The State Public Utilities C~mmission manages the day-to-day operations 
of TRS and has contracted with Sprint Corpmtion 

Both, the h & k a ~ ~  with Disabilities Act of 1990 and FCC’s Order 00-56 on TRS mandate 
that all states provide TM and that TRS users shall have e d  access to their chosen 
interexchange cnrria and to a11 ofher onerator services, to the same extent that such access is 
provided to voice users. In order to provide this access to your cwtomers, your C O ~ P Z U I J J  is 
encomgd to submit a letter of authorization to accept TRS calls hrn Sprint. 

Attachment A lists the hcility-based providers who cwrently participate at Sprint TRS Carrier 
of Choice propam. If your company (or your facility based provider) is not currently listed, 
please review the fallowing and dekrmine the appropriate follow-up action needed to be 
taken: 

provide relay service in their states. 

Fadlity-based provider 
I. 

2. 

If you me a mrticimtina member at Sprint Carrier of Choice program, please 

If you we not u pa3.siciaatina member at Sprint Carria of Choice program, you need 
to establish a network presence at the regional centers or state access tandem and 
accept calls from Sprint through the indmhy method of Feature Group D mudung and 
TRS billing codes of M o  Digit Pair 60,66, and 67 (see below). 

disregard. 
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n 

n 

Non-fUlily based provider 
1. If your underlying toll carrier i~ a tlarticipating member at Sprint Carrier of Choice 

program, Sprint cm implement the MC byand name and pass the toll call information 
to the underlying c a n i d s  CIC code. Please submit a letter of authorization that would 
advise Sprint to implement the carrier brand name and to send the toll call information 
to its underlying toll carrier. 

2. I f  your underlymg toll carrier is not a p m t i c i p u t i w  member at Sprint Carrier of Choice 
program, you will need to work with your underlying toll carrier ta establish a network 
presence at the regional centers or state access tan& and accept calls h m  Sprint 
through the industry method of Feature Group D trunking and TRS billing codes of 
Infa Digit Pair 60,66, and 67 (see below). 

Be€me you submit a letter of authorization to Sprint TRS, please consider the follawiq four 
factors: 

1 .  

2. 

3. 

4. 

Your (or your underlying toll M e r )  CIC codes associated with l+, U+, and 0- dialing 
must be loaded into the regional (andlor state) access tandems. 
You (or your underlying toll carrier) will need to support Feature Group D tandem 
intercomection. 
You (or your underlying toll carrier) will need to ensure that your translation tables are 
updated in order to appropriately receive, rate, and bill Sprint calls per Bellcore 
industry standards, Spritlt calls are designated as ANI II Digit Pair 60,66, and 67. 

If you utilize more than one der ly i t lg  toll carrier to carry the toll imffic, select a 
single toll carrier that will accept Sprint traffic. 

Nate: For &ailed infopmution regarding access tmdm intercontzectiun and carrier 
of choice provisioning through Sprint, please refer to Ai7W.F-005: the 
“Telecmmunicat~ms Relay S~PV~CC - Technical Nee&” doczimertt 

A l t m h m e ~  B lists Sprint TRS Access Tandem interconnection locatiohs. The way to 
provide access to your long; distance network through relay service fw your customers is to 
designate tbe 8 Sprint Regional TRS C & ~ A G C ~ S S  Tandem combinations as- fithe points at 
which Sprint will hand off long distance relay senice traffic to you. h this m e r ,  any relay 
d e r  that wishes to use your services m y  be eficiently, and with minimal time delay, routed 
to YQW network. Should you not have a presence at one or more of the Sprint regional 
cmtedaccess tandem combinations, the traffic may be handed off at one of the regional 
center’s access tandem. 
Attachment C is a sample le- of authorization. Oace Sprint receives your written request to 
participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation 
updates in the; next available release (usually 310 to 90 days). Information obtained from the 
carriers will be used solely for the purpose of providing equal access for 4nm-t carrier 
nmG- LI) customers and shall be held proprietary, 
Sprint welcomes your company’s participation in our TRS carrier of Choice program at no - cost to you if your COIIIPZUIY has network presence at any of OUT listed regional centerlstate 
access tandem locations. Your participation at the Sprint Carrier of Choice program will 
create a win-win situation for our customers. Through Sprint, as the relay provider, customers 
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will be able to enjoy uninterrupted sewice and your company will be able to generate 
additional revenue. 
Thank you far your prompt attention to this matier. I f  you have any questions concerning with 
the letter, please do not hesitate to call me at OF email at Cimmt 4 
addresP 
Sincerely Yaws, 

CC: Michael Fingerhut, Federal Reguhbly, Sprint 
+mrtname~, Program Manager, Sprint 



Attachment A 

Current participating members (facility-based providers) at Sprint TRS Carrier of Choice: 

Entity 
AT&T Communicalions 
Bell South Long Dislancc 
Bestline 
Birch Telecom 
Broadwing Communical ions 
Broadwing Telecommunications 
Cox Communications 
D&E Systems, Inc. 
Excel Telecommunications, Inc. 
Frontier Communications, Inti. 
Global Crossings Telecommunications 
Integrated Systems Corporation 
Lexcon Long Distance 
MCIWarldCom 
PvIcLeod USA 
Qwest Communications 
SBC Communications Long Distance 
Souris River Telecommunications 
Sprint 
Telecurnm* W SA (MClWorldCom) 
Touch America Services, Inc. 
U.S. Link 
VarTec dba Clear Choice Communications 
VarTec Telecum, Lnc. 
Verizon Long Distmce 
Winstar 
Working Assets 
Wor ldCam 
WorldXChange 

CIC Code 
0288 
0377 
0302 
0678 
0948 
007 1 
6269 
0074 
0752 
021 1 
0444 
0696 
0525 
0222 
0725 
0432 
5792 
0770 
0333 
0220,032 1,0987 
0243 
0355 
0636 

5483 
0643 
0649 

0275,0502,0629,0781,0834 

0465, o a n ,  o w ,  5 t 1 i 

0555 

Revised: 1 / 1/04 



Attachment 8 

Sprint TRS Access Tandem Interconnection Lmations 

I 
State Access Tandem Tandem CLLI Tandem LEC 

Regional Center Tandems 
I 

Tucscln TCSNAZMAMT Qwcst 
Miami NDADFLGGO 1 T Bell South 
Kansas City KSCYM05503T SBC 

Arizona 
Florida 
Missouri 
New York Syracuse SYRCNYSUSOT Verizon 
ohlo Dayton DYTNOH225GT Amcritcch 
South Dakota Sioux Falls 
Texas Austin AUSTTXGR06T SBC 

State Located Tandems 

S XF L S D C 0 0 9 T Qwcst 

I 

Kevised: 1 I 1/04 



,- 

State 

A M O U  

Florida 
Missouri 
New York 
Ohio 
south Dakota 
Texas 

Attachment C 

Access Tandem Tandem CIC Code 
Tandem CLLl Code LEC 

Tucson TCSNAZMAWT Qwesl 
Miami NDADFLGGO 1 T Bell South 
Kansas City KSCYMO5503T SBC 
Syracuse SYRCNY SUSOT Bell Atlantic 
Dayton DYTNOH225GT Ameritech 
Sioux Falls SXFLSDCOWT Qwesl 
Austin AUSTTXGRMT S BC 

S A M P L E Letter ofAuttiorization 

+hrne, Accounl Manager 
<Sbeetl> <Street2> 
<City>, <State> <Zip Code> 
FAX: <Fax. No.> 

This letter of authorization ha been issued to give Sprint TRS permission to send < Toll Carrier Company Name 
3.1011 trafic associatd with I +, 0+, imd 0- dialing through Sprint TRS at the < RegionaI Center Tandems >. 

1. RePional Center Tandems 

Toll Carrier: < insert name> 
Underlying Toll Carrier: <insert name> 

<State Located Tandem 

Toll Carrier: < insert carrier name, 
Underlying Toll Carrier: <insert Carrier name> 
CIC: < insert carrier identification code > 

2. Call TvDe Restrictions 

< Toll Carrier Brand Name > will ac:cepl any intrastate, international and optxdhr services cdl types that will be 
rou td  to the < tandem location(s) > tmdems. 

< 'id Carrier Brand Name > will accept any (spec& inhwsfde, intersfate, international. und operutor st.rvice.s) 
call types except for (specr& what c d  m e s  and mtricfions) that should not be routed to the < tandem location > 
tandems. 

If there are any questions regarding this letler of authorization, please contact < Name >, < Job Title >, < 
Department Name > at xxx-xxx-xxxx. 

Sinctwly, < Name X Job Title >, < Deparlmenl Name > 
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AGENDA 

1. INTRODUCTION 

> Introductions 
k VRS Denonsfration 
k 
’u Technolqy 
h AcronymdTerminalagy 

Description af Sowices & VI Philosophy 

II. THE VIDEO INTERPRETER 

4 Roles d Modes 
k Skills 
5 PacinglGall Ownership 
3 Side Conversations 
P Standard VRS signs 
k Confidentiatity 

111. THE “STANDARD VRS CALL” 

k Camera Sat-up 
P Login process 
k Answering the Call 
P Placing OB Audio Calls 
P Hanging Up 

IV. VARIATIONS FROM THE STANDARD VRS CALL 

V. GUIDELINESMORKSHEETS 



Introduction of Participants, Trainers & Relevant Staff 

VRS Demonstration 

Why VRS? VRS affords consumers a quantum leap over TRS, for the following 
reasons: 

> Enabling the ASL user to communicate in his/her native language 
k Vastly increased communication speed 
P Enhanced communication, with use of facial language and body language cues 
9 Removal of communication barriers for slow typists andlor exclusive ASL users 
> Ability to make interruptions 
k Ability to work efficiently with automated telephone transfer systems 

VRS Philosophy 

Philosophy. This philosophy is applicable to the field of Video Interpreting, and 
is to be heeded at all times in order to help ensure natural conversational flow between 
video and audio callers. 

“The video cafler hiis precedence in the entire call process.” 

Four factors drive this philosophy: 

1. Interpreters clearly follow sound primarily. Being hearing themselves, they 
are conditioned to follow sound, especially verbal sound. Most of their training 
emphasizes that they interpret to sound and express for deaf people all of the audible 
words and sounds in the interlpreting environment. As a result, they are so focused on 
using expressive skills they become accustomed to only interpret (voice) for the deaf 
person when a direct statement or question is posed to himlher, or when slhe interrupts 
a conversation and is acknowledged (hearing party relinquishing control) in order for 
them to interpret (voice} hisfher input. This is consecutive interpreting where 
information sharing is typically controlled by the person who is making the loudest or 
most verbal noise. 

2. In general, some inkrpreters are not trained to verbalize and interpret visual 
cues such as body language, manual andlor non-manual markers while using their 
expressive skills, especially for phone calls. 

3. In general, deaf people are so busy receiving input, they tend to wait for the 
interpreter to pause before signing their input or they must signal and wait for the other 
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person to acknowledge them. This “waiting before talking” tendency is reinforced in 
standard telephone relay service by requiring callers to take turns using “GA.” This turn 
taking is forced on deaf callers because of the limitations of TTY technology. A parallel 
example of this in community (and educational) interpreting is a business or staff meeting 
(or classroom) where one deaf person is in a meeting with two or more non-signing 
hearing people. Normally the deaf person must raise hislher hand until the facilitator 
acknowledges and “permits” himlher to speak. 

4. Video pictures take longer to transmit than audio signals. A good example is 
TV newscasts, which have the most sophisticated technology available. When a news 
anchor asks a question of the person who is doing a live broadcast out in the field, there 
will be a few-second delay before (s)he responds. This time lag is caused by the video 
feed requiring a period of time to send all of the video data back to the station. The 
audio signal is quicker, due to less data being transmitted. In VRS the audio signal will 
appear quicker to the interpreter than the video transmission. 

These combinations of factors are why video interpreters must work diligently to 
ensure the video caller has precedence during the call. 

AcronymslTerminology 

I. VI 

2. VRS 

3. VRI 

4. TRS 

Video Interpreter - agent 

Video Relay Service 

Video Remote Interpreting 

Telecommunications Relay Service 

5. VCO Voice Carry Over 

4 Copyright 0 CSD 2004. 
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6. HCO 

7. OB 

8. I6 

Hearing Carry Over 

Outbound call 

Inbound call 

9. POTS Plain Old Telephone System 

10. 

11. 

12. 

13. 

14. 

15. 

f 6. 

I? Internet Protocol 

ISDN Integrated Switched Data Network 

SC Seamless Communication 

Pacing the call 

Ca I I owtie rs h i plca I I e r con t ro I 

Natural mnversat ional flow 

Placing a cat1 
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17. Connecting a call 

18. Operator mode 

19. Session minutes 

20. Conversation minutes 

21. ICD Insert Call Data 

Video Call “Markers” 

22. Shifting headlbody 

23. Shifting eye gaze 

Additional Notes 
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LTHE VIDEO INTERPRETER 

The Video Interpreter: Roles & Modes 

Roles & Modes. A VI will perform two roles in VRS. These are defined as the 
Operator mode and Video Inl‘erpreter mode. The operator mode involves performing 
the duties of an Operator until the call is placed. Once the call is placed, the VI will then 
transition into the Video Interpreter mode and perform the duties of a Video Interpreter. 

During the Video Interpreter mode, the VI might have to revert back to the 
Operator mode and then bacli again into the Video Interpreter mode. Typically, this 
happens because the ffow of conversation has been totally disrupted. The video caller 
may ask the VI to “explain t h e  service” to the audio caller. I f  either caller is attempting to 
include the VI in the call, slhe may need to redefine hislher role and redirect the 
conversation back to the callers. 

using headlbody shifts andlor breaking eye gaze with the video caller, andlor saying 
“please hold” to the video caller and hearing person. 

This transition between Operator and Video Interpreter mode is accomplished by 

Operator Mode Duties: 

> greet caller (video or audio) 

> explain service 

> ask caller to adjust camera, lighting, volume or factors that 
would improve the interpreting process 

> get OB number 

P place the OB call 

> explain service (default) 

P coinnect the call 

When the VI places the calf the Operator mode ends and the Video Interpreter 
mode begins. If a video caller requests the VI to use a default greeting and explain the 
service to the hearing caller, h e  duties of the Operator continue until the call is 
connected. While in the Operator mode the VI is not required to interpret the hearing 
person’s greeting or responses to explanation of the service. But, the VI must sign 
while giving the greeting or explaining the service to the hearing person. When 
transitioning from the Operator mode to the Video Interpreter mode, the VI shall then 
begin interpreting the call. 
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Video Interpreter Mode Duties: 

P interpret call 

k maintain seamless communication 

> pacecall 

k ensure call ownership 

Since the video caller can see the VI, it is necessary to give a culturally 
appropriate visual cue to show the transition between Operator and Video Interpreter 
modes. This is done by shifting the body and averting eye gaze approximately 20 
degrees from the video camera. When the call is “connected,” the VI shall turn back, 
face the camera and begin to interpret the call. The 20-degree body shift is critical, in 
order to clearly denote the shift in modes, given the limited, two-dimensions of video 
conferencing, as well as to eliminate confusion for the video caller. 

Again, the VI must sign while giving the greetinglexplaining VRS to the audio 
caller. When the call is connected, the VI will then interpret the audio caller’s salutation. 

Using two-dimensional protocols (camera and monitor) as an interpreting 
medium requires the VI to remember hand and sign orientation, sign placement and 
sign direction relative to the position of the VI workstation camera. In video interpreting, 
it is better to err on the side of clarity, than to assume everything is OK until questions or 
problems arise. 

Body position within the camera field-of-vision: VIS need to position 
themselves in such a fashion that the camera views the area from the Vl’s “belly button” 
to a few inches above the Vl’s head. This helps to ensure two things: I} that all signs 
are visible to the video caller, and 2) the VI becomes far more likely to sign in an 
ergonomically correct manner. Furthermore, it is critical to position the self-view 
window open and just below the caller’s video feed window. This permits the VI to 
constantly keep himlherself in check, because it is normal for us humans to move and 
shift our bodies occasionally. Keeping a “peripheral eye” on the self-view window helps 
the VI to maintain position for maximum visibility. 

Finger spelling and numbers require special attention when working as a VI. The 
VI must remember to orient and place hislher hand to maximize clarity for the video 
caller. Checking the self-view on hidher monitor does this. This helps ensure the Vl’s 
hand is well contrasted and advantageously oriented. 

Typically, the VI must make sure the hand is placed so it will contrast with 
clothing and not hislher neck, face or wall. When fingerspelling proper nouns, names 
and numbers, the Vl’s hand orientation relative to the camera angle must be constantly 
checked to ensure clarity. Also, directional signs must be checked via the monitor so 
that they are clear in their meaning for the video caller. 

and Video Interpreter modes. These clarify for the video caller when the Video 
Eye gaze and body shifts are used to delineate the differences between Operator 

8 Copyright D CSD 2004. 
Do not remove from VI center. 

Unauthorized use of this document shall result in prosecufion lo the fuilest extent of the law. 



Interpreter is interpreting t he  call or when they are talking to the audio caller as an 
Operator. 

Conversation & session minutes. Session minutes denote the period of time 
that begins when an I5 caller (either video or audio) first contacts the VI, and which 
ends when all contact ceases. Conversation minutes denote the period of time(s) the  VI 
has both an 18 and an OB caller connected. It is possible for a session to have more 
than one conversation, if the I6 caller wishes to make multiple calls. 

To further illustrate, taI<e the timeline of this sample session below which 
contains two separate conversations within the same session: 

4:30p 
Session Begins 
I8 caller calls VI 

4:50p 
Session Ends 

IS caller hangs up 

4:31-4:38~ 4:39-4:49p 
7 Conversation Minutes 
I 8  caller makes lst 08 call 

10 Conversation Minutes 
I8 caller makes Pd OB call 

In the example above, the session lasted 20 minutes, and there was a total of 17 

We are then eventually reimbursed for these calls from NECA, on a per-minute 
P conversation minutes (7 minutes for the first call, and I O  minutes for the second). 

basis based on total conversation minutes. 
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VI Roles in Call Process 
Operator Mode Video Interpreter Mode 

Greet IB caller 

Announce service 

Ask caller to adjust camera, 

9 Get OB number 

Place 06 call (shift body away from camera) 

Use default greeting 

Connect call (shift body back to camera} 

lighting, volume, etc. 

Interpret call 

Maintain seamless comm. 

. Pace call 

Ensure call ownership 

{Use below if video caller does NOT want the VI announcelexplain the service) 

Operator Mode Video Interpreter Mode 

Greet 1B caller 

Ask caller to adjust camera, 

Get 08 number 

. Place OB call 

lighting, volume, etc. 

Interpret call 

Maintain seamless comm 

Pace call 

Ensure call ownership 
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El The Video Interpreter: Skills 

It is necessary to develop the following video interpreting skills, because hearing 
telephone users are not accustomed to having an impartial third person speaking during 
the call. Correct usage of these skills will assure all callers that the VI is there for the 
sole purpose of interpreting their call. The reason for developing these skills is to 
maximize functional equivalency for deaf callers in VRS by providing language and 
cultural mediation via the interpreting process. Using these skills will also improve VRS 
for audio callers by allowing a more natural phone conversation than standard relay 
service. 

is the VI philosophy, which is the core for all aspects of the call process. The base is 
“maintain seamless communication,” the first leg is “pacing,” and the second leg is 
“caller control .” 

Video Interpreting skills can be illustrated by imagining a triangle. The “interior” 

I maintain seamless mmmunication 1 

VIS are expected to acl7ieve seamless communication (SC) for both the hearing 
person and the video caller. SC is achieved when the VI removes all communication 
barriers, direct and indirect, permitting the video caller and hearing person to experience 
the impression of having a direct conversation. 

conversation. If callers start clirecting questions or comments to the VI in an attempt to 
include himlher in the call, the, VI must redirect the questions or comments so that (s)he 
can maintain a neutral role. E:xamples of these redirects are: “Thank you for asking, 
but the VI will only interpret” or “Please speak directly to the caller.” More examples are 
in Section V: Guidelines/Worlisheets. Using third person to describe your role will help 
reinforce SC. 

religious andlor moral beliefs or values to decide what content should or should not be 
included in the call process. The VI has an obligation, by FCC regulations, in addition to 
interpreting codes of ethics, to interpret all call content in the register, emotion and 
intent of the callers, regardless of personal opinion. 

SC means that the VI will remain neutral and not be included in the call 

SC involves relaying all1 call content without bias. The VI may not use hislher 

F 
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Sexually explicit conversations will occur in video interpreting. Graphic terms and 
intimate details between callers will need to be interpreted in the register and emotion of 
the callers. If an interpreter cannot support the concept of seamless communication, due 
to personal beliefs, then becoming a Video Interpreter should not be pursued. There are 
two exceptions: 

The first exception is if a VI believes that (s)he has become the object of the sexudly oriented 
call. lfthe VI believes that the call contenf is direcfed towards himher and the caller is deliberately 
speaking or acting in such a manner so as fo “watch a show,” then (s)he should contact the supervisor for 
assistance. 

should contact the supervisor, document the event and let the VI!v/Fhafer disconnect the call. 
The second exception is if the VI sees sexual activity of any type on h i d e r  monitor. (S)he 

A VI may have to interpret illegal transactions like drug sales, lying, fraud, etc. 
These occur in TRS phone calls, as well as in VRS. The VI shall interpret all such calls 
seamlessly. 

phone cop or enforcer of any rules or policies; the VI’S role is to interpret. 

ability to interpret, (s)he can request assistance from a supervisor, but is not 
automatically entitled to remove himlherself from the call. For instance, a VI who has 
experienced sexual abuse or rape may call the supervisor for assistance if the call 
content explicitly details rape or is a sexually exploitative conversation between callers, 
which causes the VI to experience severe emotional distress. The supervisor and VI 
will work together to complete the call. If absolutely necessary, the supervisor may 
decide to replace the VI. 

Relaying all call content without bias includes interpreting all noises that could 
affect communication and may involve cultural mediation. The VI should interpret all 
sounds (s)he hears and understands, especially when they could affect the 
conversation. For example, the VI hears coughing form the audio caller and interprets 
these sounds to the video caller, who then asks, “Are you sick?” or says, I‘ I’ll call back 
when you’re feeling better.” This could not happen if the VI decided not to interpret the 
coughing noises. The VI should not decide to leave out some sounds, “because it 
doesn’t matter to a deaf person.” The VI is to include back ground noises such as: 

Some people will find ways to take advantage of a free service. The VI is not a 

In the event an emotionally distressing subject is brought up that affects the VI’S 

d 

audio caller’s asides or comments 
voice recording, versus a live person 
gender of voices 
record i ng s 
baby crying 
TVlradio in background 
keyboard typing 
music, including the type of music 

Whatever the VI hears and understands is to be interpreted, unless stipulated 
differently by the video caller. 
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El The Video Interpreter: PaeinglCall Ownership 

Pacing a call is using sign & voice fillers in an appropriate manner to inform 

Pacing is done to maintain natural conversational flow, and is limited to the 

callers of either party’s sounds andlor actions. This is accomplished by using cultural 
mediation skills. 

linguistic aspect of the conversation. It is not controlling the conversation or slowing 
down the rate of talking or requiring callers to wait and take turns. If callers are 
shouting, interrupting constantly, or trying to talk over each other, the VI shall interpret. 
However, the video caller ha!; precedence, meaning the VI will stop using expressive 
skills and switch to receptive skills when the video caller begins signing. The VI can 
indicate the hearing caller is Irying to interrupt by signing “talking” (Le., using a puppet- 
like hand motion). 

In a face-to-face interpreting situation, both parties can see why delayed 
responses might occur. However, in VRS, neither caller can see each other. Instead, 
they are relying on their cultulral norms to conduct a phone conversation. Pacing a call 
is necessary because of the differences in transmission times between the video and 
audio signats. Compared to a face-to-face interpreting situation, these differences can 
cause awkward delays andlor ill-timed replies that disrupt the flow of conversation. 

A major part of cultural mediation is informing the video caller when the hearing 
caller is pausing, making vertial sounds, doing something noisy that involves the call or 
just taking a long time to answer. Likewise, the hearing caller is informed when the 
video caller is thinking, momentarily looking away from the screen or writing something 
down. 

hearing callers (“been nice talking to you, so glad you called, talk to you later”) as well 
as vocal tones indicating goodbye that are common in hearing telephone conversations. 
Hearing phone culture has numerous audible cues (spoken and non-spoken “markers”} 
indicating when the caller is ready to hang up. When hearing people hear these audible 
markers, they know it is time to end the call. Standard TTY relay service uses ”GA to 
S K  protocol as a marker indicating the caller wishes to end the call. The VI should 
interpret these end-of-call audible markers by signing “bye” at the end of the hearing 
caller’s audible marker. One example is the following scenario: 

f l  

Cultural mediation alscl includes interpreting t he  end of call verbal clues from 

Hearing caller: ‘.*. Pat, thanks for your time, I’ll talk to you later.” 

VI signs: “.,. Pat, thanks for your time, 1’11 talk to you later.” BYE 
(VI identifies hearing caller tone indicating end of call) 

( “BYE is nof mouthed unless the hearing caller says it.) 

Examples of pacing are: 

k Pacing video callers 
Video callers can be paced by describing the sounds occurring in the background 

that pertain to the delay. These descriptions are called sign fillers, which visually “paint” 
the audible reason for the dlelay. This will reduce the “What’s uplgoing on?” questions 
from the video caller, due to conversational pauses or ”down times” between callers. 
Some of these descriptions are: “Typing on keyboard,” “Pageslpapers turning,” “Looking 
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forlgetting paper and pen” and others. The VI should notice and develop a repertoire of 

imperative that if the video caller is asking questions or making comments to the hearing 
caller during a pauseldowntime that the VI interprets them to the hearing caller. 

these sign fillers as work time accumulates. Again, the VI philosophy applies, and it is 4 

P Pacing audio callers 
“Please hold; thanks for your patience” to audio callers are the manic words 

that allow the VI time to process and interpret the conversation at a natural pace. In 
hearing telephone culture, people are already conditioned to wait when they hear these 
magic words, and the VI can use them tu process the call smoothly. 

are utterances and verbal feedback that hearing people use in everyday phone 
conversation and are part of standard phone “etiquette.” Some examples of using voice 
fillers, as if a hearing phone conversation were occurring are: 

Another pacing technique for hearing callers is using voice fillers. Voice fillers 

“Yeah ... ,” “Uh huh ... ,” “Hmmm ... ” and “OK ...  ” 

During a call, some hearing callers may ask questions of the video caller. Due to 
the lag in transmission time between video and audio feeds, this can cause an awkward 
silence. Most hearing callers are uncomfortable during long silences and may begin to 
ask questions to the VI or even continue talking. The following are examples that can 
be used to fill these silent pauses after questions are asked from the hearing caller: 

I‘... Yeeesss . . .  umm ... let me ... get my ... pen here . . .  ” 
“Uhh ... where ... did ... I ... put ... that ... address?” 
“Well . . , to . . . answer . . . that . . .” 

These can be used by a VI to pace andlor culturally mediate the call. These 
voice fillers are used as the situation requires. The VI is not “adding” to the content but 
is describing the visual situation, so the hearing caller does not get “nervous” in the quiet 
time while waiting for a response. Remember, the hearing caller cannot see the video 
delay and is accustomed to hearing telephone verbal and non-verbal cues, etiquette and 
habits. Some more examples of these visual descriptions for the hearing caller are: 

“Hold on, 1’11 be right back.” 
“Hang on a sec, while I get my pen.” 
“Wait a minute, while 1 check that out.” 

There may be some situations where the hearing caller may continue talking and 
the video caller is not looking or is out of camera range. In these situations, the VI can 
use these phrases: 

“Please hold. The caller is looking away from the screen.” 
“Please hold. The caller is talking with someone off-camera.” 
“Please hold. The caller is writing and isn’t looking at the monitor.” 
“Please hold. The caller is still away from the camera.” 

Call Ownership relates closely with SC and is a fundamental aspect of VRS. The 
d definition of call ownership is that the callers “own” all aspects of the call. It means allowing 
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n the callers to make mistakes without the VI correcting them, giving advice, or providing any 
personal input of any kind while in the VI mode. This means if a video caller gives numbers 
to the hearing caller and the hearing caller repeats them erroneously back to the video 
caller who confirms them as correct even though the VI knows they are wrong, the VI shall 
not inform the callers of their mistake. 

If the caller is asking qirestions or making incorrect statements to the other caller and 
the VI knows the answer or correct information, the VI will not supply that information to 
either party. The role of the VI’ is to act as a VI 
neither verify nor clarify call content after a call has ended with either party. It is the callers’ 
responsibility to confirm information with each other while they are still connected. After the 
call is finished and one of the parties has hung up and the VI is in the Operator mode again, 
then and only then can a VI an,swer questions regarding the VRS process, using VRS more 
efficiently, or encourage caller!; to contact customer service if necessary. 

during the call process. The VI shall 

El The Video Interpreter: Conversations with callers 

CSD & Sprint take pride in their VIS’ superior level of professionalism in the VRS 
industry. In keeping with this professional image, initiating conversations with callers 
not relevant to the  direct proc’essing of the call is not permitted. 

However, the “world of video” makes it awkward, especially during extended hold 
periods, for the VI to sit “silently” while keeping an eye on the video caller in case there 
are new call instructions to come. Our callers also have reported feeling uncomfortable, 
and therefore unwelcome, in 1:hese situations. 

Thus, if the caller initiates a conversation, VIS are asked to display a friendly, yet 
professional demeanor, and respond with brief answers and avoid allowing the 
conversation to carry on for an extended period of time to focus on the task at hand: the 
processing of the call. 

n 

PI The Video Interpreter: Side ConversationslLooking Away 

In any call center environment, side canversationskomments, while in the middle 
of a call, become both necessary and inevitable, often during extended holds. An 
example is others asking you whether you need to switch with another VI, especially 
being, or having been, in a lorig call. 

At the same time, despite a Vl’s good intentions, video callers may view such 
actions as being rude and insensitive, understandably expecting a Vl’s undivided 
attention to the call. They may also become understandably “paranoid” that others are 
watching their conversation. 

VIS thus need to take gi‘eat care. Such interaction between VIS, in these 
situations, is to be limited to call center functions only. The VI must make it clear to the 
video caller that the VI is talkinlg with the supervisor “about switching with another VI” or 
whatever briefexplanation is prudent. In addition, each VI needs to develop a habit of 
focusing on the call in progress, not looking away at a floater who may enter, or walk 
by, the station. 

n 

15 Copyright Q CSD 2004. 
Do no! remove from Vi centar. 

Unauthorizsd use of this document shall result in prosecution to the fullesf extent of the i8w. 



El The Video Interpreter: Standard VRS Signs 

These wordslsigns are intended only as a general guideline. The VI should always 
“mirror” back to the video caller the signs they have used. 

Frequentlv used VRS words: 

call (mell’ll call you) .................................. “Yn to or from jaw 

call (neutral) ............................................ “ X  moving away from self 
on other index finger 

disconnected ........................................... directional away from VI 

circuits are busy ....................................... “line” (both pinkies) + “busy” 

cannot be completed (“your call., ,”) ................ cannot connect - directional 

transferred .............................................. crooked “v” (not “t”) 

InterpreterNl ........................................... fingerspell “V-I” 

recording ................................................ open palms down, middle 
finger down, circular motion 

presslenter ............................................. rniddle/index finger on other palm 

hold ....................................................... closed “s” fist sideways 

fax ......................................................... fingerspell “f-a-x” 

fax melyou ............................................... “f-a-x” + directional palm under 
other palm to or from VI 

fax machine ............................................. “f-a-x” + machine 

Frequent VRS sounds/actions to be described: 

phone picked up ...................................... “phone“ picked up, away from body 

ringing .................................................... index finger pointing up 
hitting open palm 
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busy (signal) ........................................... “b” back and torth on other 
index finger of closed palm 

answering machine ................................... answer f machine 

holding ................................................... closed 

silence ................................................... ‘quier 

fist with circular motion 

The Video Interpreter: Confidentiality 

Confidentiality, needless to say, is the cornerstone of interpreting ethics. All call 
content is considered confidential at all times. The VI may not discuss call contentk 
names. location of calk or other identifying information about the call at any time 
with anwone. In rare circumstances, a VIMIFIoater may be asked to help a VI deal with 
an emotionally charged call, but even then, identifiina factors must be omifted. CSD 
may use call situations for training purposes only if names, lacation, etc. are deleted. 

Also, it is important to remember that the VI may not initiate any discussion about 
call content, even with the caller who may call in later to place a different call. If the VI 
meets the caller out in the community, the VI may not initiate any discussion regarding 
call content with the person. 

of dialing OB audiolvideo calls. 

or other identifying factors is brought up are grounds for immediate termination. 

accompanying skills must be learned and applied as fundamental work ethics by the 
Video Interpreter. 

Furthermore, Vis are not to contact callers by any means for any reason, outside 

Any discussion between VIS about call content or callers where the use of names 

For functional equivalency to be optimized in VRS, these principles and their 



111. THE ‘‘STANDARD VRS CALL” 

13 Camera Set-up 

I )  Doubleclick on the Video Capture icon to run the “self view.” 
2) If the video is clear, the positioning good and the colors acceptable, close 

Video Capture and proceed to the “Login Process” section below. 
3) To adjust the picture, click on the top menu in Video Capture: 

Options + Source. 
4) Click the Exposure tab, 
5) Use the Brightness slider to adjust the brightness, if necessary. 
6) If your skin tone does not look “natural,” click the Image tab. 
7) Modify the “color balance” by using the Balance slider in the Manual White 

Balance section. 
8) Exit Video Capture. 

Note: Video Capture can be accessed af a later time, even afiw you have logged 
into the sysfem, but be sure it is not running when you are processing calk, 
because the system can on& run video for one software at a time. 

El Login Process 

1) Double-click the Agent Workstation icon: 

3) Afker login, be sure to read any announcements in the CRM area of your video 
window. 

4) Repeat step 2, togging in using a[your number]. 

5) Doubleclick the Yldeo Mail (VM) kon. Minimize (do not “exit”) the VM window. 



t- Answering the Call 

When you are ready to go ‘online’, or start accepting calls, you need to make 
yourself ‘available’ by clicking on the below button in the CosrnoAgent window: 

Gu Available 

After you click the above button, the arms will be lowered, and the person will 
become RED, indicating that you are available to accept calls. Whenever the time 
comes for you to get offline, click this button again to release yourself; the icon will turn 
green again. 

The call comes in. When you hear ringing in the PC speakers and see an IP 
Address appear on the video CosmoAgent window, you are receiving an 18 IP video 
call. You may also receive a consumer’s profile and the number(s) they wish to call. 
First, release yourself on the audio window in order to block any possible IB audio 
calls. Then, press Shift-FS, which will send video to the consumer‘s side. If no video 
appears after ten seconds, press F5 only. This is tailored for users of video 
conferencing software other than NetMeeting, such as those for the Macintosh. 

To expedite the calf process and to minimize the disparity between conversation 
and session minutes, immediately start dialing the OB audio number as directed below, 
BEFORE making the greeting. The only exception is if the video caller comes up 
immediately before you are able to dial in the number. In such cases, perform the IS 
video greeting first, described below. Note: do not click “Dial” until you have recited the 
I6 video greeting and have redved all special instructions (if any) from the video caller. 
This is important, in case the call ends up being attached with special instructions. 

Greeting. To the I6 video caller, the VI shalI sign the current 16 video greeting, 
verbatim. Stray from the scripts only when the OB audio caller still does not ”get it” 
after going through the standard greeting once or if the audio caller interrupts. In such 
cases, use your judgment and use an explanation deemed appropriate for the caller’s 
mood and intelligence level. 

Finally, if the person hangs up thinking it is a telemarketing call, it is advised that 
the VI call back and say “Bob, please don’t hang up. A customer is calling you 
through.. .” or another similar phrase designed to prevent the person from hanging up 
again. 



Dialing. Observe the desired greeting in the profile window, and click New Call in the 
audio window, and dial the provided number in the window using 9* + f AC + Number 
and click Call: 

Standard Greeting. Use the current standard greeting, and other greetings 
when otherwise indicated. If a recording or an automated menu, instead of a live 
person, picks up, revert to interpreter mode and immediately start interpreting. Revert 
back to operator mode later iflwhen hooked with a live person. 

Proceed with the call, identifying a recording {if applicable), gender, and utilizing 
all aforementioned roles, modes, etc. 

El Hangingup 

Keeping in mind the call ownership principle, the VI shall only hang up the line 
with the hearing wller after the video caller instructs so, unless, naturally, the hearing 
person chooses to hang up first. Either way, always inform the video caller of the 
hang-up by sinnina “hang uo” with vour mouth “dead.” 

button is still present in your CC window, you need to manually disconnect by 
clicking “Hang Up” to ensure the sewer fully ’recognizes” the disconnect. 

the video caller to decide when to sever the connection. 

In the event the videolaudio caller hangs up, but the corresponding hang-up 

Finally, the Vi shall nut sever the connection with the IB video caller, and allow 



El Audio Answering MachinesIVoice Mail 

Always indicate “recording” and gender at the beginning. Voice mail and 
audio answering machines are to be interpreted in the Video Interpreter mode. The 
video caller will choose whether to leave a message or not. Some voice maillanswering 
machines are voice activated; therefore, the VI should use voice fillers while signing the 
message to the video caller. Many calls that will become answering machine messages 
have a tell-tale “click.” This will clue the VI that an answering machine or voice mail 
message is coming soon. As soon as the message begins, the VI should sign 
“answering machine” and then interpret the message. Often, the video caller will just 
tell the VI to hang up. Sometimes, even when the VI has kept a voice activated 
recording going by using voice fillers, the video caller doesn’t say, “Hang up” until after 
the beep. For all calls with an answering machine or voice mail, do not prompt the 
video caller if slhe wants to leave a message. 

brand the call with the following message: 
Should the video caller choose to leave a message, interpret the message, and 

n This is Sprint [or CSDJ Videcl Relay Service number XXXX leaving a message. 

An excestion to the above brand is to be made in the event the caller asks the 
VI not to announce the call. 

El VoiceMenus 

Voice menus requiring a number to be entered are done in the VI mode. It 
requires quick expressive skiills. Sometimes, the video caller tells the VI before the call 
is placed which optionhumbler to enter. In those cases, the VI will still interpret the 
menu, but will enter the opticlnlnumber immediately. 

Rl International Calls 

Such calls require calling cards. Most international calls involve two operators 
(plus the VI). Stay in Operator mode until the final call is connected. As expected in 
the Operator mode, use SimlCom when speaking, but do not feel obligated to interpret 
for the audio caller. Use third person register to explain t he  call setup for the video 
ca I le r. 
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El Directory Assistance & Long Distance Operators 

Typically, these are recorded voice menus, so the VI will be in the Video 
d 

Interpreter mode during this time. When a live operator comes on, the VI should stay in 
the Video Interpreter mode and just interpret. 

If the video caller has asked the VI to use a greeting and explanation of service 
at the beginning of the call, then the VI will be in the Operator mode only until the call is 
connected between video caller and the operator. 

El PBX Switchboards 

PBX calls are challenging if the VI is in the Video Interpreter mode at the 
beginning of the call. The VI must maximize her voice filler techniques to interpret these 
situations. Frequently, the PBX person is just routing calls and has lines ringing in the 
background. The VI will hear the sense of urgency in their voice or impatience with 
“relay calls.” Use voice fillers and also make sure the video caller is aware of the noise 
occurring in this situation (i.e., “Phone ringing in background” or “Person is talking fast,” 
etc.). The VI also needs to convey, using bodily language and other visual markers, the 
tone of the audio person, i.e. “impatient” or “hurried.” 

If the video caller has given you the name or department to ask for, then do not d 
go intoThe greeting and explanation of service until that person or department is 
reached. 

Example: Video caller tells you to ask for Pat. 

PBX: “Hello. This is Paterson Parts. How may I direct your call?” 

VI: “Pat, please.” 

PBX: “One moment please.” (VI signs this.) 

Pat: “Hi, Pat here.” 

VI: (Greeting) 

Frequently, the PBXlreceptionist will ask who is calling. This requires maximum use of 
voice fillers while interpreting. 
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Example: Video caller tells you to ask for Pat. 

PBX: “Hello. This is Paterscln Parts. How may 1 direct your call?” 

VI: “Pat, please.” 

PBX: “And who may I say is’ calling?” 

VI: 
“Who is calling?”) 

“Umm ... sure ... uhh ... Just ... a . .. minute . . . ‘ I  (while signing to video caller, 

Video caller: “Tell Pat it is me, Kit Carson.” 

VI: “Tell Pat it’s me, Kit C,arson.” 

PBX: ”Please hold.” 

Pat: “Hello. This is Pat.” 

VI: (Greeting and explanation of service) 

OR 
.- 

PBX: “Pat isn’t in. May I take a message?” 

VI: 
“Want to leave message?”) 

“Umm ... Well ... let ... me ... uhh ... think ...” (while signing to video caller, 

Video caller: “No. I’ll call bac:k later.” 

VI: “No. 1’11 call back later.” 

PBX: “OK. Thanks for calting ... Bye.” 

El VI Switching [F/AK] 

As with community interpreting, there will be situations when the VI feels a need 
to switch with another VI. Should this become the case, the following should be 
performed by the reptacement VI after the switch is made. 

Switch to Operator Mlode, and state the following in simcom: 

“This is interpreter number XXXX continuing the call.” 

There is one EXCEPTION: conference calls. Do NOT announce VI switching 
during conference calls, for this has proven to be counterproductive during such calls. 

e 

23 Copyright Q CSD 2004. 
Do not remow from VI center. 

Urtauthorized use of this document shail resuit in prosecution to the fullest extent of the law. 



El Conference Calls [F/AIC] 

Conference calls can be particularly challenging the first few times, because the 
rules involving such deviate, in some ways, from what is expected with other calls. The 
below was originally written by Austin VI Nancy Thomas, with years of conference call 
interpreting under her belt, and is to be followed by all VIS. 

d 

Announcements. Do not announce the service. During "roll call" the caller may 

Switching VIS. Do NOT announce the switchinq of interpreters on conference 

mention they are using a video interpreter if they wish. 

calls. This has proven to be very disruptive. If the caller misses some information 
during the switch, they may ask for such information to be repeated. 

imperative so that all participants do not hear anything other than content relevant to the 
conference call. We sometimes hear '"floater!" or other "center related" conversations. 
Some VIS are known to whisper. The microphones are very sensitive and everyone 
else on the call may hear such. Muting the phone every time the VI has finished voicing 
should take care of this problem. VCO callers also need to mute their phones as well. 
There is an echo that we hear but haven't yet figured out where it originates. 

Identify the caller. "This is Sam Smith ..." Even if the caller does not sign this, 
please voice such. Others may not recognize "your" (the VI'S) voice, and with switching 
of interpreters during calls, this helps everyone to know who is speaking. 

callers want to sound as professional as their counterparts. They rely on the VIS to be 
culturally aware and "hear" an appropriate pause in which to ''jump in". You want to be 
culturally sensitive to "turn taking" protocol and find an appropriate place to take the 
floor. However, if the caller DOES want to interrupt the speaker and make their point, 
then proceed. 

Transparency. The VIS are to be as transparent as possible. Do not "answer" 
for the caller. If the caller is not looking, or has left the room, or is talking to someone 
else, and someone asks himlher a question, do not respond. Do not say "Sam Smith is 
looking away at the moment." That is the caller's responsibility. 

Muting. Please remember to MUTE your headsets when not voicinq. This is 

Interrupting. Taking the floor appropriately is a delicate dance and our video d 

El Regional 800 Calls 

From time to time, OB audio toll-free calls will result in a recording indicating the 
V1 is outside of the calling area for the given number. This is due to the fact that all 
audio calls originate in Sioux Falls, SD. 

Procedure: do not interpret the actual recording; instead, merely inform the 
customer that "due to fhe difference in location, the VI is not able to make the call. 
Would you like the Vi to get the direct telephone number and call directiy for you?" 
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Should the customer wish so, ask for the name and location of the company. 
Remain in operator mode throughout, calling directory assistance to get the direct 
telephone number of the company. After getting the number, proceed with the call as 
normal. 

605 Calls 

Often, you will get numbers with the 605 area code, given CSD’s headquarters’ 
location in Sioux Falls, SD. Should a telephone number begin with 605, ask the caller if 
helshe is calling a number in Sioux Falls. If the answer is yes {most typically it is), do 
NOT use 1 + 605 + number. Dial the 7-digit number ONLY. This is because all audio 
calls actually originate in Sioux Falls. Keep in mind given the small population of South 
Dakota, the entire state is assigned the 605 area code; so if the number turns out not to 
be in Sioux Falls, use the I +e 605 prefix. 

As with regional 800 calls, do not interpret the actual recording if you receive 
the “[tone] we’re sor ry...” reclording. Instead, ask the caller to hold and then attempt the 
call again with 1 + 605 (or wi,fhouf such, if such was used). You may also ask the caller 
“is this a SF number?” to verify. Be careful to NOT ask if the call is a ”local call,” 
because people often call Sioux Falls numbers from outside of South Dakota, and will 
thus become confused if ask’ed “is this local?” 

Inappropriate Callls involving 71 IITRS and VRI [F/AIC] 

The creation of VRS has brought with it various ethical dilemmas, and two 
examples of abuse of VRS services are calls involving both VRS and 71 ITTRS, as well 
as calls involving VRI, or in other words, deaf and hearing persons in the same room 
using VRS as a “free interpreting service.” 

The reason callers sometimes may want to use both VRS and 71 1ITRS is 
because at current time, we do not bill callers for long distance. Savvy video callers 
have figured out how to use 1:his to their advantage when calling deaf people: calling 
VRS, and then having the VI call 71 lTTRS, and then asking the TRS CA to call the 
telephone number of another deaf person who uses a l T Y ,  allowing the two deaf 
persons to have a conversation free of long distance charges. Because these 
conversations force NECA funds to cover the cost of a call two-fold (paying per minute 
for both VRS and TRS), the FCC has given its blessing, ruling that such abuse is not 
permissible. 

With VRI, some callers have exploited VRS as a “free interpreting setvice,” 
calling VRS and submitting the telephone number of a telephone in the same room, in 
order to have a conversation with a hearing person in the same room without paying for 
an interpreter. 
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Such calls have become more commonplace, with some police departments, for 
example, exploiting this loophole. This is unethical, needless to say. The sole intention 
of relay services, both TRS and VRS, is to make telecommunications equally accessible 
for the deaf, not to provide free interpreting services for people in the same room. Such 
is the responsibility of those involved, much like a hospital being responsible for 
covering the cost of equal access for the disabled in their facilities, namely providing 
rampsletc. for the physically handicapped, and last but not least, the cost of a sign 
language interpreter to provide access between a deaf patient and a doctor. This is 
why the FCC has also deemed such abuse not permissible. 

What to do: 

71 IITRS calls. Upon being asked by a video caller to dial 71 I, please do not 
process the call, summon the VIMlfloater, who shall use the script provided on the 
relevant station poster to explain to the video caller that we cannot process such calls. 
Similarly, if an 800 number is instead provided and turns out to be TRS, immediately 
disconnect the audio call and summon the VIMlfloater. 

VRI calls. Anytime you suspect a given call involves both the video and audio 
parties (a// parties if call is a teleconference) being in the same room, the VIM needs to 
be immediately summoned. If the call is deemed a VRI call, the VlMlFloater shall use 
the script provided on the relevant station poster to explain to the audio and video 
callers that we cannot process such calls. 

Finally, VRI calls must be documented in the VRI call Ion. This information 
must be submitted by the VIM to management so that the conversation is not 
incorrectly billed to the Interstate TRS Fund and proper credits are issued for a non- 
reimbursable call. 

3-Minute Policy 

Sprint VRS has a 3-minute policy that dictates the VI to disconnect any session 
after a 3-minute period wifh the lack of an OB call. The 3-minute policy is intended to 
“free Vis up” to serve other callers who may be waiting to make call(s). Three possible 
scenarios are listed below: 

> Most common scenario: caller asks VI to hold while slhe looks for a 
number to call 

P Caller asks VI to hold, and leaves the camera field-of-vision 
o SCRIPT before caller leaves the camera: VI happy wait up-3- 

minutes, disconnect, serve other callers. 
> Caller has some other reason for a delay in making a call or additional call 

How to disconnect: if the caller is using a computer camera, send the 3-minute 
policy canned phrase to the video caller, and then click Hang Up. 

d 
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Lack of Video Screens 

n 

Always assume the I6 IP caller can see you at all times. The VI needs to 
ensure that the Local Video and Remote Video features are turned on at all times. 
This is done by ensuring the two buttons in the video window are depressed. The Vt 
also needs to press F5, after having pressed Shift-FS at the beginning of the call. Also, 
at times there will be no video even when both “push ...“ options are clicked “on”, so 
they both should be clicked “off” and then clicked ‘on” again. 

If there continues to be no video, use the chat feature and canned phrases to 
maintain communication with the caller. If the video caller turns out not to have a 
camera, or if they do have a camera and there seems to be a technical issue beyond 
the Vi’s control, transfer them to live customer service, if online; see your VIM/Floater 
regarding customer service hours. If Customer Service is closed, instruct the caller to 
click on “Contact Us” on the VRS website for further follow-up by customer service. 

A goal for each VI is to minimize the disparity between session and conversation 
minutes, so it is not advisable to spend more than a couple of minutes trying to “fix” the 
connection with the customer. 

Audio Not Functional 

As with video, always assume the audio caller can hear you at all times. 
First, check 5 things: I} be sure your headset is plugged in completely; 2) be sure the 
mike box is not checked (muted) in the audio window; 3) check the wires plugged into 
the amplifier; 4) check the PClPOTS toggle switch; and 5) check the mutelunmute 
toggle switch on the amplifier. 

If the above are not successful, the VI needs to sign to the video caller “one 
moment, please”, while maintaining the appearance that there are no problems, and 
switch the amplifier to POTS mode if the above 5 things “check out,” and dial out from 
the telephone using 1 + area code + number. 

PI Macintosh Calls 

Macintosh users, while consisting a small proportion of our VRS users, are 
equally important consumers. Our system is tallor-made to work most conveniently with 
PCs. Thus, when Macintosh callers come in, there is a different procedure to follow. 

The shiff-F5 command sometimes ’disables” the possibility of video with 
Macintosh computers. Therefore, the VI needs to do a “multimedia call hang up” in the 
Cosmo window to ”undo” the shifi-F5. Click as directed below: 

Interaction + Hang Up Multimedia Call 

Then, press F5 ONLY to send the necessary command to the video caller’s 
Macintosh computer, to set up the video connection. Process the call as you normally 
do. 



I 

POTS Calls 

With OB POTS calls, it is IMP€RAllV€ to Insert Call Data (ICD): always enter 
number in ICD window firsf, then dial. Click the Pick Up button when the OB audio 
party answers the telephone (either live or automated). When the OB POTS call is 
terminated, click Hang Up to terminate ICD. Be sure all fields are filled out as shown 
below: 

Phone Number. lw- )6700 

c) 

After the call terminates, click the lnserf button. This will make the program send 
the necessary billing information for the telephone call to be reimbursed by the FCC, 
something that is done automatically with audio calls done with the PC, thus the 
absence of the ICD requirement with such calls. 

Note: whenever you use ICD while interpreting VRS calls using another VI'S 
login number an a PC, do nof change the Agent Number field to your own VI number; 
rather leave the number the same as the number used tu login CosmoAgent. 
Othenvise, the system will recognize the disparity between the two, and will not process 
the ICD request, rendering IC0 useless. 



When an I6 video caller calls requesting a standard HCONCO call: 

1) Ask the video caller for hidher telephone number 
2) Mute the amplifier (VCO only) 
3) Move the microphone UP; this serves as a reminder to UNmute later 
4) Call IS caller back on POTS 
5) After you confirm connection wlvideo caller, enter OB number in ICD window, 

6) Dial OB audio number 
7) If applicable, press “conference” button 
8) F61F10 to commencelterminate IC13 for the OB audio portion. 

and then press applicable “conference” button on POTS phone 

By default, do NOT use greetings in VCO calls, unless otherwise instructed. 
Remember, the VCO caller is able to speak for himlherself. HCO calls, in contrast, call 
far standard call protocol. 

FYI-other possible, though less common, VCO call scenarios: Video callers may 
not communicate to the VI that slhe wishes to make a VCO call. The VI may not find 
out until realizing the regular OB call the VI has just made, is to the VCO caller 
himlherself. Because the PC is not capable of handling conference calls (necessary for 
standard VCO calls), the VI needs to hang up and call the VCO caller back on POTS. 
Use the following script prior to disconnecting the line and calling the VCO caller back 
on POTS: 

One moment; need to disconnect, then connect for VCO. 

2nd possible VCO scenario. There are some VCO callers who prefer to set up the 
conference call themselves. These callers shall be called back using the PC, as is the 
case with standard calls, not the POTS system, because there is no need f o r  the VI to 
set up a conference call. Consequently, this also means that using ICD is not 
necessary. 



El 91 1 Calls [F/AIC] 

In the event an emergency (91 1 ) call is made, the VI is to immediately cantact 
the supervisor and follow the emergency procedures below. Furthermore, forget VRS 
call protocob. In such calls, protocols are to be abandoned, with priarity given to 
meeting the communication needs of our callers in the event of an emergency. 

? f  Ask what type of emergency services the caller needs (fire, medical, police). 
2) Verify caller’s phone number, address, city, county and state. 

Click Emergency in the video window to reveal the 91 1 database. Enter the 
relevant city, state, and county, ta get the local emergency number: 

:, :: 

On the right-hand column, “yes” indicates the number is the number of the local 
91 1 center. If the county does not have a ”yes” listing, it is likely rural with only a 
sherifs dept. number available. Call the dispatcher’s number {or sheriffs dept. 
number) a$ indicated, and process the call as normal. 

Wronglnon-functioning number. If the emergency number ends up being 
incorrect or out of sewice, call dkectory assistance immediately at (area code) 555- 
121 2, and ask for the NVON-€M€RG€#CY number. This is because, the minute you 
mention ”emergency,” directory assistance will immediately transfer the call to “our” 
local 91 1 center-in Sioux Falls, SD, which we don’t want! 

Finallv, the call MUST be recorded in the 91 1 call log. 



18 Audio Calls 

Some calls will be initiated by hearing callers calling the toll-free VRS telephone 
number. The easiest way to understand the IBA process is to view the graphical flow- 
chart posted in each station. Below is a narrative describing the process. 

The telephone button will “ring,” in the audio window, appearing as it normally 
does on the video window. Answer the phone as you normally do, on the audio 
window, without Shift-FS. A profile may appear, depending on whether the I6 audio 
(IBA) caller has entered an extension number for vrsMail (our brand name for our video 
mail service). 

IF there is a profile, use the appropriate script as dictated on the IBA flow chart 
which states u.. . m e  moment while I place your call.” [go to “vrsMail calls” 
below] 

IF there is NO profile, user the appropriate script as dictated on the same flow 
chart for “no-profite calls,” which states ‘I.. .how may I place your call?” 

P The caller may orally offer one of three things: 1) an 1P number to dial, 2) 
an ISDN number to dial, or 3 )  a vrsMail extension number (because they 
may not have been able to enter it before getting connected with a VI). 

o If an IP number is provided, make a new 08 Video (OBV) call by 
clicking the New Call button on the video side. Enter 7* followed 
by the IP number. Use the posted O W  greeting when answered. 

o If an lSDN number is provided, make a new OBV call the same 
way, But use 8* followed by the 1SDN number {which looks like a 
regular telephone number). Use the same O W  greeting when 
answered. 

o I f  an extension number is provided, enter the extension number in 
the extension number blank on the audio side to produce the 

NOTE: the necessary 7* prefix for IP calls is not displayed in fhe above graphic. 

Proceed with the call as normal. To terminate the call with the video cake ,  click 
both the Close and Disconnect buttons on the above window. 
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Transferring 

There will be times when call transfers become necessary# Please take nute of 
our transfer policy, which only permits transfers in the following scenarios: 

1. Gender preferences: should a caller desire a VI of a different gender, check 
with your VIM to see if a VI of the preferred gender is available. If one is, transfer the 
call immediately. If one is NOT available in your center, politely inform the caller that 
one is not available, and offer to process the call. 

customer service is NOT available, politely ask the caller to navigate to the customer 
service section of the VRS website. 

2. Customer Service: if a live representative is available, transfer the call. If 

3. Center closures. Please check with the trainer andlor the VIM for further 
details. 

We do NOT transfer for any other reasons. 

To traflsfer, you must be in an active audio ur video call. In your video 
window (audio window if you wish to transfer an audio call), click Transfer. Select the 
Agents tab. Scan for another VI or customer service representative you wish to 
transfer the call to, and click 'ok". Be sure to selecf appropriately between audio and 
video. Also, if transferring to another VI, randomize your choice of transferee, instead of 
always picking a VI at or near the top. 

Transfer B 

It is important to note that should you, for whatwer reason, need tu transfer the 
call before answering, d8 not answer the! call then transfet It. Simply 'mkasa' 
yourself, and the call will automatically be transferred to another VI or be put back in 
front of the call queue. 



l2l Chat Flash 

Our chat function carries with it an enhanced feature known as chaf flash. On 
the video caller’s end (if they are using a computer-based camera, or a “web cam” and 
nof a video phone), they will have the VRS website running. Often, especially during 
long extended holds, the video caller will run other programs on hislher computer, such 
as a web browsing program, a word processing program, instant messaging programs, 
etc. 

The problem with this is: how does the VI alert the video caller that the audio 
person has come back on the line? 

Enter chaf flash. To alert the video caller, send the “your caller has returned” 
canned phrase to the video caller, and the VRS website item on the video caller’s task 
bar will flash, alerting the video caller to return to the VRS window. 
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V. Guidelinesworksheets 

Guidelines 

9 TheVI must: 

1 ) set sign-to-voice (receptive) skills as the priority throughout the 
entire call; 

2) verbalizelinterpret the manual and non-manual markers, body 
language and visual cues, while simultaneously using expressive 
skills; 

3} mediate between “deaf l T Y  and “hearing telephone” culture; 

4) compensate for differences in video and audio data transmission 
time; 

5) compensate for interpreting process time; and 

6) mediate hearing telephone verbal cues for video callers and non- 
manual visual cues for hearing callers. 

P The video caller has precedence during the entire call process. 

9 VI will keep all call content confidential. 

P VI will not initiate discussions about call content with callers. 

P The video caller chooses which greeting the VI will use and can change 
the greeting between calls. 

9 While in the Operator mode, the video caller may initiate personal 
greetings. Maintain professional courtesy by being polite, but do not 
engage in personal conversations. 

k During an extended hold, the audio caller may attempt to engage the VI in 
conversation. Using third person register to describe the VI’S role will help 
minimize personal conversation. You may acknowledge, but it is best to 
avoid long discussions. Use eye gaze techniques and headlbody shift 
skills to minimize personal conversations. 
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> Using third person register “the video interpreter will only interpret” instead 
of first person “I will.. .” is the best way to remain seamless communication 
if callers are attempting to include the VI in the call. 

> The VI will maintain seamless communication by: 

1. interpreting all content, including background sounds. 

2. pacing callers in the appropriate cultural register 

3. ensuring caller control. 

Suggested phrases to heip maintain seamless communication: 
Note: First check your canned phrases for specific requirements. 

“VI will interpret all information to the caller.” 
“Please contact customer service at XXX XXX XXXX.” 
“Please direct your questionslcomments to the caller.” 
“Please speak directly to the caller.” 
“Thank you for asking, but the VI will only interpret.” 

Headset Care 

The one-eared headsets, in particular, have shown to be easily susceptible to 
breakage, especially during s’towagelretrieval. Please take special care in ensuring the 
mouthpiece assembly does n’ot protrude from the headset assembly; this is the most 
vulnerable part of the headse,t. 

Disconnect Log 

Use these logs to document sudden, abrupt disconnections that occur with your 
video connection only after s~ich has ALR€ADY been successfully established. This 
helps CSD to recognize patterns, to possibly alleviate, if not eliminate, this challenge. 

Surveys 

As is the norm in the ”TRS world,” VIS are occasionally surveyed to gauge how 
CSD is doing operations-wise and how each individual VI is doing. The areas surveyed 
generally focus on: call processing including performance of each of the two Vi modes, 
perFormance of any “variations from the standard call” where applicable, and call 
pacing. The results are then used to call attention on what areas of CSD’s training 
program need improvement, and to assist t he  VIM in determining the areas, if any, that 
a VI needs to be “coached” in. 
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Trouble Tickets 

CSD has developed trouble tickets as a way to report technical troubles, of any 
kind, with a given PC. Using your respective center’s loginlpassword, go to the trouble 
ticket website by clicking “CSD Help Desk” in either the video or audio window, and 
after supplying your respective center’s loginlpassword, enter a new trouble ticket. 

To help CSD’s IT Dept., please be as complete and specific as possible, for the 
IT Dept. receives a large number of trouble tickets everyday. Be sure to identify the 
specific computer, and fill in all fields as dictated on the trouble ticket website. Please 
see the Center Operations Manual for further details. 

FCC Regulations & Legal Implications of VRS 

The FCC has made a number of rulings pertaining to TRSNRS, and they are 
listed below, along with a number of 2-year waivers 

I .  Vls are to remain for at least 10 minutes with any given session before switching. 
2. Vts must be “qualified” interpreters, as defined by the ADA. 
3. VIS may not intentionally alter call content. 
4. VIS may not refuse calls or limit call lengths. 
5. The service must make “best efforts” to accommodate gender preferences. 
6. VCOlHCO services must be provided by the service. 
7. Access to calls involving voice maillinteractive menus must be provided. 
8. All call content must be confidential. 
9. VlslCAs may not reveal any cal! content, “even if doing so would be in violation of 

state or local law.” 

The FCC has also granted a number of 2-year exemptions, typical for any new, 
revolutionary means of communication. Such is intended to stimulate innovation in 
general. The below are the regulations that are WAIVED. 

1. Charging our customers for long distance, toll, and operator-assisted calls. 
2. Providing callers with immediate and equal access to their long-distance Carrier Of 

Choice (i.e. Sprint, MCI). 
3. Automatically connecting emergency callers to a Public Safety Answering Point (PSAP). 
4. Processing pay-per-service (Le. 900) calls. 
5. 85% of calls must be answered within 10 seconds. 
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,- Worksheets 

Seamless Communication, Pacinq, Caller Control 

Directions: Discuss the following situations and determine the best response you 
would use. All situations are standard phone calls with a greeting and explanation of 
VRS service having been givlen. Be sure to include the specific phrases you have 
learned. 

1. You (a female VI) are interpreting for Sam (a video caller). The audio caller is 
confused that he is speaking to Sam with a feminine voice and starts asking 
you questions during a pause: “Tell me your name” or “Where do you work?” 
How do you respond? 

2. A male video caller has placed a call and starts signing after the person he 
wants to talk to answers the phone, “Hi, Dr. Brown, this is Bob’s mother 
calling to check on the results of his blood test.” 

3. The audio caller gives an e-mail address to the video caller. The video caller 
repeats it back erroneously to the audio calter, who confirms that it is right. You, 
as the VI, know themy have made a mistake. What do you do? 

4. Interpret the following situations. The call has commenced and sometimes you 
(the VI) can hear: 

a. the audio caller drinking noisily, sneezing, typing, coughing or talking 
indistinguishably, or a baby cooinglcrying or TV blaring in background, 
etc. 

b. the audio caller saying to a co-worker “another damn deaf caller, I hate 
these relay calls.” 
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5. 

c. another line ringing in the background and the nurse making verbal noises 
(yawns) and shuffling pages, while waiting for himlher to book an 
appointment. 

While on hold from a bank, a looped message begins playing with alternating 
male and female speakers advertising various products. There is also 
intermittent music between the advertisements. List the steps to interpret, 
using the VI philosophy. 

A female voice says, “Thank you for calling ABC bank. Please hold, and your 
call will be answered in the order it is received. Be sure to ask your customer 
service representative for our special low auto rates this month.” ... {classical 
piano tunes) , . . Male voice says, “We appreciate your business and want to 
serve you better. All of our customer service representatives are busy 
assisting other customers. Please hold.” .. . (classical violin tunes} . . . Live 
male customer representative says, “Thank you for holding. I’m Terry. How 
may I help you?” 

6. During the call, the video caller momentarily looks away from the camera and 
is obviously looking at another person off screen. How do you interpret? 

When she looks back, she asks you (the VI) “What they say?” How do you 
interpret? 

7. The video caller has called a builder to discuss changes in his house plans. 
During the call, he signs “hold,” turns away from the screen 
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.- and converses with another person, denigrating the builder’s honesty and 
expressing their (negative) feelings about working with him. You can see their 
conversation. How do you interpret? 

8. Pat is someone you know, and you previously video interpreted a call to 
confirm a scheduled back surgery. Pat calls again four weeks later, this time 
to the bank. Pat is placed on an extended hold. Do you ask about the back 
surgery and if everything is OK? Why or why not? 

9. The video caller starts fingerspelling acronyms that you do not know. How do 
you interpret them? 

a. I f  you understand acronyms, but audio caller does not? 
r- 

b. If audio caller uses acronyms video caller does not know? 

10. How do you interpret for the audio caller who is speaking, and the video caller 
is: 

a. rolling hislher eyes and laughing 

b. nodding hislher head in agreement or shaking in disagreement 

c. showing a shocked facial expression 

e. clapping hislher hands  (praise) 
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CSD Confidentiality Policy 
d 

All video interpreted calls will remain confidential. CSD employees and subcontractors 
will not reveal any information about any call. All employees and subcontractors are 
bound by the following guidelines: 

1. All Video Relay Setvice calls are STRICTLY CONFIDENTIAL. The 
employeelsu bcontractor shall not reveal any information acquired during 
observing or interpreting any video interpreted call. Any call-processing 
questions or problems are to be discussed with the appropriate CSD 
management rnem ber. 

1.  

2. 

3. 

4. 

5. 

Employeeslsubcontractors will limit discussion to the call process 
without names, gender, ages of the parties 
of t he  call, originating or terminating points of the call 
and the specifics of the information conveyed. 
Em pl oyeeslsu bcon t racto rs wi I I not discuss ca I1 ers 
with each other. 
Employeeslsubcontractors will not maintain any written or recorded 
copies of conversations or any relevant information. 
Employeeslsubcontractors will not make judgments 
on the content of the video interpreted call. 
Employeeslsubcontractors shall not use any information 
from a call for hislher personal gain. 

2. Proprietary Information 

All information regarding the Video Interpreting Center and CSD 
is proprietary and not to be shared with any one other than CSD personnel. 
This information includes, but is not limited to, all documents, equipment, 
software, physical layout, and general operations of the Video Interpreting 
Center and CSD office(s). 

I have read and understand the “CSD confidentiality Policy.” I agree to comply with this 
policy and understand that failure to do so will lead to CSD disciplinary action that may 
result in termination of employmentlservices. 

(print) EmployeelSu bcontractor Date 

40 Copyright 0 CSD 2004. 
Do not remove from VI center. 

Unauthorized use of ihis document shall result in prosecution to the fullest exfenf of the law. 





VI Training Exam 

Describe the VI DhilosoDhv. 

Label each of the followina acronvms. 

VI: 

VRI: 

VRS: 

I P: 

OB: 

IB: 

vco: 

HCO: 

POTS: 

TRS: 

sc: 

ICD: 

Name 
Center 

Oate 

Short Answer: 
Define pacing the call. 

Explain the difference between conversation minutes and session minufes. 

Name two visual cues of the interpreter mode. 



Name two visual cues of the operator mode. 

Give examples of pacing callers. 
I. Pacing video callers based on what you HEAR: 

2. Pacing audio callers based on what you SEE: 

TruelFalse: 

- ”Arms Up” means available. 

- For all VCO calls involving POTS, ICD is to be used. 

- The VI can transfer a call if consumer asks for a specific gender. 

- We do not place international calls. 

- The video caller has control of the call. 

What are 3 of the reasons we transfer calls? 

I. 

2. 

3. 

This “brand” (messaqe) is to be added to messages left on answering machines: 

List 5 thinqs the VI needs to check when audio problems are encountered: 

1. 

2. 

3. 

4. 

5. 



List 5 of 6 rules of confereme call etiquette: 

1. 

2. 

3. 

4. 

5. 

List the two possible VCO call scenarios. and for each scenario, describe how the  VI 
should set the call UP: 

1. 

2. 

If the VI receives a 91 I call sl’he should immediately: 
a. panic 
b. call the managerlfloater 
c .  transfer the call 
d. use POTS and dial 91 ’I 

After receivina an 18 audio call, the VI must call OB video caller usinq: 
a. New Call box 
b. CRM 
c. ICD 
d. Transfer box 

When vou receive an Envisiori or Mac call, vou must: 
a. Click on the red phone, then Shift-F5 (or “Send MultiMedia”) 
b. Shift-F5 {or “Send Multlimedia”), then F5 (or “Send Multimedia (Nm-IE)”) 
c. Click on the red phone, then F5 (or “Send Multimedia (Non-IE)”) 
d. Shift-F5 (or “Send MultiMedia”), then click on the red phone 

When a FloaterlAlC passes bv or enters your station while YOU are in a call: 
a. Ask both callers to hold, and switch to operator mode to talk with the FloaterlAIC. 
b. Continue interpreting while quickly glancing over to the FloatedAIC. 
c. Continue interpreting a!; if nobody else is around. 
d. Immediately allow the FloaterlAIC to take over the call. 
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Appendix T - FCC TRS Mandatory Minimum Standards &k 
Compliance Ma?rix 

As of February 27,ZOM 

Each common carrier providing telephone 
voice transmission services shall provide, 
not laterthan July 26,1993, in compliance 
with lhe regulations prescribed therein, 
throughout the m a  in which it offers 
services, telecommunications relay 
services, individually, through designees, 
through a competitively selected vendor, 
or in concert with other carriers. 

Speech-to-specrch relay sarvice shall ba 
provided by March 1,2001. 

Interstate Spanish languaga relay service 
shall be provided by March 1, XW1. 

In addition, not later than October 1,2001, 
access via the 71 1 dialing code to all 
relay senriees as a toll free call. 

%print has been a TRS provider since 
September 1,1990. As of July 1,2004, 
,Sprint provides TRS to 32 States, the 
.-Federal Govsmment. Common wealth of 
. Puerto Rico, and three resellers. 
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FCC Requirement Sprint's Commitment 

I Operational Standards 

Communications Assistant (CAI 
Competency Skilla 

LRS '818 tn be sufficiently trained io 
effectively meet the specialized 
communicau'ons needs of individuals witlt 
hearing and speech disabiliis, 

-. . CAS mug be cornpetant skills in typing, 
grammar, spelling, and interpretation of 
typewritten ASL, famlliaritywith hearing 
and spwch disability cultures, languages, 
and etiquette. 

Typing Speed - M WPM with 
technotogice1 aids 

- . ' . 

print requires that all CAS Rsva a high 
:hool graduate equivalency as I 
inimlrrn quallifieaion far the job. 

It CAS are tested and evaluated m 
iswe Relay skills meetthe fallowing 
:C Guidelines. CA training provides 
~miliaritywith hearing, deaf, and 
peech-Disabled cultures and ASL 
anslation. 
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Sprintfs co iitln' it 
I 

-. . - . .. -- ... 

Operational Standards 

Typsr of Calls 

C k  are prohibfid from refusing sin& or 
sequential calls or limiting the length of 
calls utiflring relay smites. 

lRS shall 4e cepable of handling anytypo 
of call normally prwidad by co i rn~n  
carriers. 

Hmdling of Emergency Calls 

Providers must use a symm for incoming 
emergency calls Ww, at a minimum, 
automatically and immsdiatslytransfers 
the caller fo the nearest PSAP. 

A CA must pass along the esllw's number 
to the PSAP when a caller discannects 
before being connected Po e w g e n c y  
servicea 

- L .  , 
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lef. 90-57' FCC iequirement I 

f 64.604 A 5  In-edl Replacement of CAS 

GAS answering and placing I l l Y -  
rtlS or VFlS cell must stay with the 
a minimum of 10 minutes. 

'CAS stay on ihe oall far a 
0 minutas. 

4 

STS CAS - 15 minute?. 

1 CA Gandar Prefarenc 

TflS providsrs must rns 
accommodate a TRS user's requested C 
gandar when a call is i 
mansfar occurs, at the lime the call is 
transfernd to another C, 

i 
Sprint users are a b b  to request the 

k r t  to satisfy thisrequest and to 
maintain the same gendw during 

i 

6 81.604 A.7 STS Called Numb 

Sphm Mers STS users the mion of 
maintaining I list of names and phone 

wumb8rs. When tha S?S uwr rewests a 

and the nurnbertoaualar, 
the STS user requasts ode of these 

sprint will pmuiide the STS User 
any new provider. information to any new pmvider. 

FCC Rquiremenl FCC Order 
ief. 90-571 

Technical Standards 

i -  B4.m 0.1 ,CII & Baud& , 

I 

TFIS &all be capabbk of c o r n m u n i c a ~ , '  -- 
with ASCil& Baudot format at my s p e d  
generally in use. . .- 

.. 
' :  

. h' 
- -  



F l g l l d a  

Sprint's Comrnitmngnt I FCCflequirament 
- .. __-  

# I C . # .  

Technical Standards 

684.604 8.2 S p e d  of Answ* I 

print ware% 'that 85% of dl calls are 
h e r a d  Win 10 seconds an##at 
alter's calls are,immediateiy plsc9d. 

I 

I 

mI6nbd calls are included In the 
&of -Briwir calculation. 

d d Answer is measured on $ daify 

em b designed to the P.01 

Sprint prwides users with access to their 
IXC carrier ihrough the Sprim Carrier of 
Ctiooice prsgaitm allawihg forthe same 
access Mat is Prwldgd to v o i ~ d  user#. 

Sprinfs netwwk facilitiw w e  sufftclent to 
ensure thatthe pobabiiityaf I I  busy 
resDonse due to loop trunk consastion is 
hrnctiohatty equivalent to what a voice 
callw wauld ewrimse.  I .. . 



8 M.604 0.5 

I 

people with disabilities. 

CRs M a l e r t t h s  'FRS user to the 
prewnes rrf B recordad message b 

h a p  ths user infomed and na of 

does not chat& for any Witian'al 
ecersary to eomplete call involving 
ed ar interactive menus. Iwfihgth of the call, & may not impose any 

charges for additional calb that must be 
made by the user in order to complete 
calls involving recorded or i 
messages. 

TRS will handle pay-par-calls. I print wasthe f irs t  provider to process 

I FGC Rqquirem 

Functiona I Standards 



b 64.w c. I 

i 64.804 C.2 
I 

States must maintain a log of cumplaints 

eomplaim, the d a t ~  6f resolution and & 

Consumer Comphint Logs 

including a1  complaints about IRS to  
nclude minimum Includa th date tha 
complaint was filed, the natura of tha 

apltlnatim afthe rwdutian. 
States a TRS pruviders shall submit tithe G 

print maintains II lag of aN complaints. 
B log includes all of the r e q u i d  fields 

eluding the date, phrr nature, tha date of 
esolution, and #e ~xplsnatim of 
msdution. I 

spates must submit to the FCC a canh@. , 
wmn or office for TRS cmsurnq 
n-on end complaints about;. 

Carriers, through publication in h i r  
directories, periodic billing insert$ 
placamnt af TRS instructions, in pfidne 
direaorles, DA servicas, Ek incorporation 
of lT rrlrmhers in phone directories, shal 
assure that callers are swam of all forms ' 
af T S  1 

Conth~w ongoing edukapim and otttreach 

WWtS. 
program tb gubli* avwEttrBiii& of 71 1 

7 



FC/C Orde 
hf. 90-57 

n 

TU I lctiona I Standards I 

the rates paid for functionally equivalent L 

voice communication services with 
respect to such factors as the duration oBr ' 
h calf, the time of day, and the distanca I 

from h a  point of origination to the point $ . 
ta mi nation 

. .  1 -  

I 
Jurhdletlonrl Sapmation of Co& " 

-7 64.804 C.8 

Sprint TRS usen pay rates no greater 
ban the ram paid for functionally 
quivaknt woke' communication services. 

tepamion procedurm and mfldards s&: 

ti) General, where appropnata, costs of I 

providing TM shall be separtwd in 
accardines with ttra jurisdictional 

for in the Commission's ragdadoms I . 

lii) Cost recovery, Costs caused by 
interstate TRS shall be nca\wred from I 
subscribers far wery Intarstate service, 
ubwzing a shard-funding cost recovery 
mechanism 



tunc tio n a I Sin n da rds 

b 64.801 e.7 

i 
8 64.605 

i 

Treatment of TRS Customer Info 

Future contacts bmeen the TRS 
administrator and the TRS vendor sh$ 
prwide for tba transfer of TRS c u s t o w .  
profile data from the outgoing TRS vendor 
to the incoming TRS vendor. Such data I 

must be disclosed in usable form at  least: 
64 days prior to the provider's last d q  of 
service, and shall not be sold, distributed, 
shared or revaaled in any other way by 
tha relay provider or its employees, 
unless compelled to do so by lawful 
order, 

Per FCC's Public Notice on TRS Stgte:#l& 
csfiihdon relaasad sllm the FCE ' '*'I 

rsquem an application be submifted ' 

thmgh State's Office ofthe Govern&W' 
other delegated executive office 
ampowered to provide TRS. 

Sprint frankfen TRS customer pmfila 
M E  eo incoming TRS vendon. The data is 
mvided in us8 bls form %t least 60 days 
phr to Itis last day of service and'is not 
aold, distributerd, shared or revealed In 
amy other way by Sprint, or Sprint 
amplpyees., 

9 



FCC Second Report and Order Compliant I trix (2/27/041 

~o~ctu~~~Wa~~~'~l~owing caii I types 1 -p ...,. ..Y_ yl,yu, 

are adopted as mandatary minimum 
standards of TRS. 

calling combinzrtronb since 19%' 

Two una vco 
Two Line HCO 
HCO-to-m 
HCO-to-HCO 
VCO-to-llY 
rlco-to-vco 

rssiis within six momhs of publication of 
his Order in the Federal Register 

, ,-I . .  , t '  ... 

ry 

Requir~d that all TRS 
pass emergency callers to ttie 
appropriate PSAP w 
of publication of fithis 
Regism WMBl. Ma 

This requirement h a t  been waivrd for 
Internet Rday and Video Rehy Services. 
(undar separate Orders for SRO and VRSl 

requiremw has ben %W by AT&T and 
VerizPn brtngllq up questim gg'to the 
reliabiility and amilabitlty af tnnfPrmatisn 

I 
Fut-thr clarikation mthh W e  is 

such 

10 



F l o t l d l  

\- 

. -  .- . . 

Answering 
Machine 
Message 
Retrieval 

Call Release 

3 

This feature allows I TIY user $0 retriem 
voice messages left on hls or her voice 
maitbox or voice answering machine by 
an incoming call kom a third party. 

and voice mail retriaval 818 TRS hafures 
that must be pruvided to TRS usem (866) 

Candudad thatthe answering machine 
rWarva1 to be provided on intsrmte and 
intrastate basis withln six months of 

ling the February 24,2004 

Call release allows a CA to set up a 

require the EA to relay the relay the 
conversatian. The feature allows Cb to 
sign-df af be "released" from the 
telephone line without, triggering a 
discannettion between two TTY usm, 
after the CA connects the originating TXY 
ealhr to  tha callad p a w s  1Ty. (1168). 

' 

Ruled that once the CA signs off, or k 
'#daagBd," a h r  the two m parties are 
connected, at this paint, the call ceases 
0 be I TRS call subject to the per-minuts 
reimbursement" (M : 

1 1  . 

Condudd that the call reiea* to'* 
provided on intenteta and intrsstate 
basis within six months of publkEItiu'on Of  
this order in the Federal Register 
wm. ma 

e BI ealt ir *r&asJ"fiam the CA 
rkstation,&a caf! ism longer B relay 

will not be chargad 
r, 



Sprint's Commitmen 

sed DialinQ s provided Speed Dialing or 
Dialed Numbers feature since 
r 1,1996. Sprint ~ ~ 1 ~ 8 n t l y  
up to ten spired dial enrries 

artrmiq to enter 8s many speed 
ing sntrias as they naed. 

d that the speed dialing to ha 
an intarstate and intrastate 

r in the Federal Registtsr 

kxcwded the requirement in 

is requirement Is wived for triteme 
hy and Video Ralay 8micer.lV61 

Tk 

I 

I 

-- 
print hae supported three-way ealline Three-way c r r r r l , ~  IrmlyI 3 is gmerally 

amngrd in one oftwo ways. (V73) 

Concluded that cost recovery shall be 
basad on the time that CAS apand 
facilitating calls, rather than the tlms that 
circuits 8 6  complete 

I nts ragurrernem IS waweo mr irnarner 
R d a y  and Vidao Relav Seruicas.lll76I 
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KEPORT. SGA 

SPRM'T 

INPUT RECORDS 
LOCAL 
INTRASTATE WTRALATA 
INTRASTATE INTERLATA 
INTERSTATE 
GENERAL ASSISTANCE 
TOLL FREE 
DIRECTORY ASSISTANCE 
900 NPA ACCESS 
INTERNATIONAL 
MARINE 
OTHER 
BUSY RING NO ANSWER 

TOTAL 
SUSPENSED RECORDS 
LOCAL 
INTRASTATE INTRALATA 
INTRASTATE MTERLATA 
MTERSTATE 
GENERAL ASSISTANCE 
TOLL FREE 
DIRECTORY ASSISTANCE 
900 NPA ACCESS 
PITERNATION AL 
MARINE 
OTHER 
BUSY RING NO ANSWER 

TOTAL 
BlLLABLE RECORDS 
LOCAL 
INTRASTATE WTRALPITA 
INTRASTATE INTERLATA 
INTERSTATE 
GENERAL ASSISTANCE 
TOLL FREE 
DIRECTORY ASSISTANCE 
900 NPA ACCESS 
INTERNATIONAL 
MPIRINE 
OTHER 
BUSY RING NO ANSWER 

TOTAL 

FOR AUGUST- 2004 
~ ~ DA1L.y CYC'LG----.--.----------- 

INBOUSD TOTAL CONVERSATION SESSION 
CALLS CALLS MINUTES MINUTES 

R L l i  DATE, 

PACE. 1 

I -l_.__.-_-.__.___._ MONTH TO DATE CYCLE----------------- 

CONVERSAT~ON SESSION 
CALLS CALLS r n U T E S  MTNUTES 

INBOUND TOTAL 

3,271 4,819 13226.42 20,467:47 87,955 132,268 410,73639 556,540:22 
26 38 385117 436~111 942 1,434 7,503 :06 9,483:Ol 

152 229 931:lO 1,255.43 4,155 6,698 25,498.1 1 35,127:17 
205 2 87 1 ,?3 122  2,149: 14 7,306 1 o,s41 57,89734 73,163:08 

3,081 3,OS 1 0:oo 2,669305 95,616 95,626 0:oo 3,275:  19 
380 553 5 , ~ : 0 9  6,630: 18 9,230 15,199 139,595':57 159,421 :45 

15 53 111:25 205:09 383 962 2,382:07 4,148:59 

i 2 2.28 5:18 84 153 619:15 866:SA 

0 0 0:oo 000 0 0 0:oo 0:W 

0 0 0:oO 0:oo 0 0 0:00 0:00 
0 0 0:oo 0:oO 1 1 0:02 154  

807 1,905 0:OO 2,203 32 2:,::: 49,ES 0.00 57,201 :38 

7,938 10.987 24.236:33 36,O 2224 228,823 312,860 644,237: 1 1 975,23022 

3,271 4,a 19 15,226~42 20,467:47 87,955 132,268 410,73639 556,540:22 
26 38 385:17 436:IR 942 1,454 7,503:06 9,483:O 1 

152 229 931:lO 1,255:43 4,155 6,698 25,498: 11 35,123:17 
205 287 1,731 22 2,14B:ll 7,306 10,541 5?,897:34 73,363308 

3 80 583 5,848:04 4,630: 1 8 9,230 15,199 139,599:57 159.42 I :45 
15 53 1 1  1:25 205:09 3 83 982 2,382:07 4.14859 

3,081 3,081 fl:OO 2.6hP: 05 95,626 95,626 0:DO 79,275.19 

0 0 0:OO 0: 00 0 0 k00 0.00 

0 0 0:oo 0: 00 0 0 0:oo 0:DD 
0 0 0:GU 0:oo I 1 0:02 1 3 4  

1 2 2 2 8  5:18 84 153 619:lS 866-59 

807 1,905 0:oo 2,203 :32 23,141 49,938 0:Do 57,201 :?J 

7,938 10,997 24,236:33 36,022:24 228,623 3 ~ a 6 0  644,237: 1 1 975,230:22 





SPRINT 

INTRASTATE 
LOCAL 

INTRASTATE INTRALATA 

INTRASTATE INTERLATA 

TOLL FREE (49%) 

INTRASTATE DA 

900 NPA ACCESS(49%) 

h.!.*.R!NE 

OTHER 

TOTAL TNTRASTATE 

IXTERSTATE 
1NTERSTATE 

TOLL FREE ( 5  1 %) 

INTERSTATE DA 

900 M'A ACCESS{5 1 Yo) 

INTERNATIONAL 

TOTAL INTERSTATE 

* GEKERAL ASSISTANCE 

GRAZD TOTAL 

1NBOL;rlD 
CALLS 

105,406 

1,325 

5,776 

4,884 

374 

0 

0 

2 

1 17,767 

10,198 

5,083 

9 

0 

140 

15,430 

95,626 

228,823 

TELECOMMLNIC ATION K 

INTRASTATE/INTERSTATE FOR FL 
FOR THE M O W H  OF AUGUST 2004 

OUTBOUND 
CALLS 

170,3 1 1 

2,230 

9,937 

8,633 

951 

0 
II 

2 

192,064 

15,819 

8,986 

31 

0 

334 

25,170 

0 

2 17,234 

COMPLETED 
CALLS 

132,268 

1,454 

6,698 

7,448 

95 1 

0 

0 

1 

148,820 

10,541 

7,75 1 

31 

0 

153 

18,476 

0 

167,296 

BUSY RING 

CALLS 

38,043 

776 

3.239 

1,186 

0 

0 

0 

1 

43,245 

5,278 

1,234 

0 

0 

181 

6,693 

0 

49.938 

NO ANSWER 
StSSlON 

MINUTES 

39,660:25 

1, I00:46 

4,793:OO 

1.76227 

0:oo 

0:oo 

0:oo 

2 1 8  

47,3 18% 

7,73&:57 

I ,834:23 

0:oo 

0:oo 

309:21 

9,882:41 

0:oo 

57.201 :38 

CONVERSATION 
MINUTES 

410,73659 

7,503:06 

25,498: 1 1 

68,40358 

2,29934 

O:oo 

0:uu 

0:02 

5 14,441:50 

57,847:34 

71.19558 

82:33 

0:oo 

619:15 

129,795:20 

0:oo 

644,237: I 1 

SESSION 
MINUTES 

596,200:47 

10,583147 

39,920: I ?  

79,879:06 

4,006: 14 

0:oo 

u:uu 

4:12 

730,594:23 

80,902:05 

83,139:29 

14245 

0:oo 

1,176:20 

165,360:39 

79,275:19 

* GEKERAL ASSISTANCE COMPLETED CALLS INCLUDE OPERATOR ASSISTANCE CALLS 





REPORT: SGACB1014 

SPRMT 
TELECOMMLXICATION RELAY 5 ERVICES 

SPEED OF ANSWER FOR FL P.4GE: ! 

INBOUND ASA 
CALLS SECONDS 

OUTBOUND 
CALLS 

AVERAGE 
USAGE LENGTH 

INBOUND ASA OUTBOmD 
CALLS SECONDS CALLS 

AVERAGE 
UShGE LkNGTH 

US DOMESTlC TDD 
TURBOCODE 
300 BAUD ASCII 

1200 BAUD ASCII 
2400 BAUD ASCII 
VOlCE 

VOICE CARRY OVER 
HEARING CARRY OVER 

BLTNDIDEAF USING ASCII 
BLIND/DEAF USING BAUDOT 

1,712 

2,494 
60 

0 
14 

3,230 
428 

0 

0 

0 

1.72 

1.59 

2.12 

0.00 
0.76 
1.52 
1.95 

0.00 

0.00 

0.00 

1,580 

4,266 
1 

0 

A I  

1,42 1 

587 
0 
0 
0 

5,86958 

13,35557 
5:59 

0:oo 
283:09 

2 3  I6:2 1 

2,205:09 
0:oo 
0:oo 
0:OO 

3:42 

3:07 

5:59 
0:oo 

4:38 

I :46 

?:45 

0:OO 

0:oo 

0:oo 

48,940 
67,707 

2,628 

11 

330 
96,805 

12,374 

25 
0 
3 

2.15 
1.91 

11.69 

2.15 

1.91 
2.2s 
2.17 

1.57 

0.00 

6.72 

43,593 
111.616 

291 

0 
446 

ujm 
16,958 

24 
0 
0 

149,915: 13 

348,079:2 1 

95734 

0:oo 
1,747:07 

90,Mh:?2 

63,4 1 3 5  8 
77% 

0:oo 
0:oo 

3% 

3:07 
3:17 

0:00 

3:55 
!:48 

3 :44 

3:14 
0:00 

0:00 

TOTAL 7,938 7,916 24,236:33 3:03 228,823 2 17,234 644,237:ll 2:57 

VCO TO VCO 
VCO TO TTY 
Try TO vco 

0.00 

0.00 

0.00 

O:oo 
4:2 I 

1:59 

0:oo 
1:27 

0:39 

0.00 

0.00 

0.00 

3 
20 

14 

665  1 

128% 
20:29 

22:17 

6:25 
197  

0 6 6:20 37 2!  5:38 TOTAL 5149 



FZPORT: SGACB1014 TELECOMMG'NICAIHON RELAY SERVICES 

SPANISH SPEED OF ANSWER FOR FL SPRINT- 

INBOUND ASA OUTBOUND 
CALLS SECONDS CALLS 

AVERAGE 
USAGE LENGTH 

US DOMESTTC TDD 
TURBOCODE 
300 BAUD ASCII 
1200 BAUD ASCII 
2400 BAUD ASCII 
VOICE 
VOICE CARRY OVER 
HEARING CARRY OVER 

BLIND!DEAF USING ASCII 

BLIND(DEAF USING BAUDOT 

40 
39 

0 

0 

0 
85 

1 

0 

0 

0 

1.01 

8.43 
0.00 

0.00 

0.00 

2.03 
0.35 
0.00 

0.00 

0.00 

69 

77 

0 
0 
0 

23 
0 

0 
0 
0 

122:19 

238:58 
0:oo 

0:oo 
0:oo 

68:54 

0:oo 
0:oo 

0:oo 

0:oo 

1 :46 
3:06 
0:oo 

0:oo 

0:oo 
3:59 
0:OO 

0: 00 

0:oo 

0:oo 

1,423 
1,729 

10 

0 

0 

2.1 76 
25 
0 

0 
0 

8.72 
9.39 

26.85 

0.00 

0.00 

5.34 
7.07 
0.00 

0.00 
0.00 

2,043 
3,232 

15 

0 

0 

610 

43 

0 

0 

0 

6,370: I 8  

9,550:OO 

21 9:30 
0:OO 

0:oo 
! .581:2P 

85:48 

0:oo 
0:oo 
0:OO 

3:07 
2 5 7  

14:38 

0:00 

0:00 

2 3 5  
259 
0:00 

0:00 

0:00 

TOTAL 165 I69 430: 1 1 2:32 5,363 5,943 17,809:OS 359 

VCO TO VCO 

VCO TO TTY 
TTY TO VCO 

0.00 
0.00 

0.00 

O:oo 
0:oo 

0:oo 

0:OO 

0: 00 

0:oo 

0.00 

0.00 

0.00 

O:oo 
0:oo 

0:oo 

0:00 

0:00 

0:00 

0:oo TOTAL 0 0 0:oo O:oo 0 0 0:OO 



RUN DATE, 08/31/20W REPORT. SGACBlOl-4 

SPRINT 
TELECOMMLNICATION RELAY SERVICES 

SPEECH lMPAIRED SPEED OF ANSWER FOR FL PACE: 3 

------------.--------.----------------MONTH -r(j DATE 

OUTBOLN D AVERAGE 
CALLS SECONDS CALLS LENGTH 

INBOUND ASA lNBOUND ASA OUTBOUND 
CALLS SECONDS CALLS 

AVEliAtiE 
LENGTH USAGE USAGE 

US DOMESTIC TDD 
TURBOCODE 
300 BAUD ASCII 
1200 BAUD ASCII 
2400 BAUD ASCII 
VOICE 
VOICE CARKY OVER 

HEARTNG CARRY OVER 

B L N I D E A P  USlNG ASCII 
BLINDlDEAF USING BAUDOT 

117 

1 1 1  

0 

0 

0 
12s 

278 

0 

0 

0 

1.54 

1.53 

0.00 
0.00 
0.00 

2.12 
2.06 
0.00 

0.00 
0.00 

I49 
169 

a 
0 

0 
171 

3 42 

0 

0 

0 

857:34 
988:20 

0:OO 

0:oo 
0:oo 

1.0I4:03 

2,034:44 
0:oo 
0:oo 
0:oo 

5:45 

5:SO 

0:oo 

0: 00 
0:OO 

5 5 5  

9 5 6  

0:oo 

0:00 

0:oo 

3,384 
3,032 

1 

0 

0 
H;h40 

7,881 

0 
0 

0 

2.20 
2.06 
1.35 

0.00 

0.00 
2.25 

2.02 

0.00 
0.00 
0.00 

4,749 

4,750 
1 

0 

0 

4,633 

9,670 
0 
0 
0 

26,34033 

24,077: 13 

1 :2? 
0:oo 

0:uo 
??,?E::!? 
58,977: I 9  

0:oo 

0:oo 
0:oo 

5:32 
5:14 

1 :27 

O:oo 
0:00 

5::5 

6:05 
0:00 

0:00 

0:00 

TOTAL 63 1 831 4,894:41 5:53 17,944 23,803 137,684:49 5:47 

0.00 
0.00 

0.00 

0 

0 
0 

0.00 

0.00 

0.00 

VCO TO VCO 

VCO TO TTY 
TTY TO VCO 

0:oo 
2:33 
0:oo 

0:oo 

1:16 

0:OO 

0:oo 

x:39 
0:oo 

0:00 

253  
0:00 

0 2 2 3 3  1:16 0 3 2: 53 



RUN DATE: 08!3 1!2004 

PAtiE: 

REPORT. SCiACB 1111 -4 

SPRINT 
TELECOMML?rlICATION RELAY SERVICES 

FRENCH SPEED OF ANSWEK FOR FL 

TO DATE 

OUTBOLND AVERAGE 
CALLS SECONDS CALLS USAGE LENGTH 

ItiBOUND ASA INBOUND ASA OLTBOCND 
CALLS SECONDS CALLS 

AVEILZGE 
G A G E  LENGTH 

US DOMESTIC TDD 
TURBOCODE 
300 BAUD ASCII 

1200 BAUD ASCII 
2400 BAUD ASCII 
VOlCE 

vorm CARRY OVER 
HEARMG CARRY OVER 
BLINDDEAF USMG ASCII 
BLINDlDEAF USMG BAUDOT 

5 

3 
0 

0 
0 
4 

0 

0 

0 

0 

1.67 

1.68 
0.00 

0.00 

0.00 

0.86 

0.00 

0.00 

0.00 

0.00 

10 
11 

0 

0 
0 
2 
0 
0 
0 
0 

12:M 

35:42 
0:OO 
0:OO 

0:oo 
2 3  1 

0:oo 

0:oo 
0:oo 
0:oo 

1:12 

3:14 

0:oo 

0:oo 

0:oo 

1:15 

0:oo 
0: 00 
0:oo 

0:oo 

52 
62 

1 

0 

0 

1 hO 

1 

0 

0 
0 

1.31 

4.74 

1.36 
0.00 

0.00 
2 !! 
0.40 

0.00 
0.00 

0.00 

IO2 
234 

0 
0 

0 
45 

0 

0 

0 

0 

3 I2:46 

48I:15 
0:oo 

0:oo 

0:oo 
54147 

0:oo 

0:OO 
0:oo 

0:oo 

3:03 
2:03 
0:00 

0:00 

0:00 

!:!? 

0:00 

0 :MI 
0:00 

0:00 

12 23 50:17 2:11 276 381 848348 2: 13 TOTAL 

vco ro vco 
VCO TO TTY 
TTY TO VCO 

0.00 

0.00 

0.00 

0:OI) 

0:oo 
O:oo 

0:oo 

0:oo 

0:oo 

0.00 

0.00 

0.00 

0:oo 

0: 00 

0:oo 

0:OO 

0:00 

0:00 

0:00 

0 0:oo 0:OO 0 0:OO TOTAL 





SPRINT TELECOMMUNICATIONS RELAY SERVICES (TRS) 
5Y STATE 800 NUMBER AND DATE 

DATE 

71112004 
7 I 2 12 0 0 4 
71312004 
71412004 
71512004 
71612004 
7/7/2004 
718l2004 
71912004 

711 012004 
711 112004 
711 2/2004 
711312004 
711 412004 
7/15m04 
711 612004 
711 712004 
7/18/2004 
711 912004 
712012004 
7/21/2004 
712212004 
7/23/2004 
7/24R004 
7/25/2004 
7126l2004 
712712004 
712812004 
712912004 

713 112004 
7mwoo4 

NOONUM 

ATTEMPTS 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 
a 

0 

COMPLETED 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

BLOCKED 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 
0 
0 
0 
0 
0 
0 

a 

0 

BUSY 
HOUR 

0 
0 
0 
0 
0 
0 
0 
0 
D 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

BUSY HOUR 
A T E M  PTS 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

BUSY HOUR 
COMPLETED 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

BUSY HOUR 
BLOCKED 

0 
0 
0 
0 
0 
0 
0 
0 
n 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

GOS 

0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0,0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.0000 
0.u000 
0.0000 
0.0000 
0.0000 
O.OO0O 
0.0000 
0 0000 
0.0000 

SAMPLE REPORT’****+**** +*******.* 









REPORT: SGACBI 75-4 

SPRINT 

l-tLEUOMMGNICATION RELAY SERVICES 
CALL PROFILE NLMBER OF CALLS FOR FL 

0 t o 5  s+ to 10 1Dt to 20 30- to 40 4w to 50 5W ta 60 60- 2W to 30 
MINUTES TOTALS MINUTES MINUTES DATE MINUTES MINUTES MINUTES MINUTES MINUTES 

08!0 1104 3,235 4441 229 66 26 16 I2 5 7,539 
08!02:04 4,549 846 464 137 55 14 7 12 11,120 
08/03/04 4,567 760 437 115 50 17 h 7 10,9S8 
08!04/04 4,246 755 419 113 4s 14 9 9 l0,557 
08/05/04 4,488 74 1 453 98 43 18 6 I I  I1,210 
08!06/04 4,384 795 413 112 31 20 12 6 11,169 
08107104 3,686 429 228 64 19 4 1 1  5 8,31 I 
08/08/04 3,037 379 263 53 17 6 4 4 7,14r 

08/ 10!04 4,337 770 435 122 39 15 6 8 10.166 
ow 1 I !04 4,552 781 462 110 32 19 4 IO 10,665 
0811 2!04 5,034 909 47 8 122 52 23 3 9 12,736 

os/ I4104 3,75 1 498 284 86 22 7 5 6 9,986 
0811 Yo4 3,143 404 187 72 22 14 4 5 7,856 
084 6/04 4,568 815 446 123 46 12 x 13 11,481 
08i 17/04 4,387 759 39 1 I10 38 8 3 13 10,515 
081 18/04 4,275 734 427 130 48 16 I O  7 10,273 
0811 9104 4,27 I 716 416 103 33 15 6 9 10,171 
08/20:04 4,530 69 1 408 100 31 I5 11 II 10,466 
08i2 1104 3,659 450 253 85 14 8 5 4 8,632 
08122104 3,166 347 233 56 22 13 3 3 7,376 
08/23/04 4,616 ?74 473 128 47 22 10 I2 1 1,252 
08/24/04 4,486 71 I 460 97 42 18 4 7 10,687 
08125/04 4,261 654 369 93 28 23 5 15 10,187 
08/26/04 4 3  1 75s 368 90 38 I9 I ?  10 10,030 
0812 7i04 4,668 708 376 86 27 17 7 7 10,788 
08/28/04 3,699 433 256 64 22 6 3 3 8,182 
08!29/04 3,610 394 248 64 19 10 4 10 8.140 
Ogi3OiO4 4,572 815 47 6 122 48 24 9 I6 11,045 
08/3 1104 4,608 783 442 105 34 16 9 14 10,99? 

08/09/04 4,718 871 479 118 47 24 9 7 11,212 

0811 3/04 4,437 790 394 73 24 16 9 8 1 1,945 

. .. ~- ~ 

TOTAL: I29,89 1 7,0,70P 1 1,667 3,017 1,061 469 21: 26G 3 12,860 



REPORT. SGACB175-4 

SPRINT 

DATE 

TELECOMMCNKATION RELAY SERVICES 
CALL PROFlLt NCMBER OF CALLS PERCENT-AGE FOR FL 

0 to 5 5+ to 10 1w ru 20 20+ to 30 3 h  tu 40 41H tn 50 5W to 60 60t 
MINUTES MWUTES MINUTES MTNKTES MINUTES MINUTES MINUTES MINUTES 

O8!0 I !01 
@8/02!04 
08!03i04 
0 S / 0 4 IO4 
08I05i‘M 
08106104 
08!07/04 
08/08/04 
08/09/04 
0811 0104 
0811 1 /04 
O W 1  2/04 
08/13/04 
08/14/04 
os/ 1 5!04 
OS/ 16/04 

0811 8/04 
OW1 9/04 
08/20/04 
08/21/04 
08!22/04 
08/23/04 
0812 4/04 
08125/04 
08/26/04 
08U 7/04 
08/28/04 
08/29/04 
08i3 @:04 
08/3 1/04 

081 17/04 

42.9 1 Yo 
40.91% 
41.68% 
40.22% 
40.04% 
39.25% 
44.03% 

42.08% 
42.66% 
42.68% 
39.53% 
37.15% 
37.56% 
40.01% 
39.79% 
4 I .72% 
41.61% 

42.49 Yo 

4 1.99% 
43.28% 
42.39% 
42.92% 

4 1.98% 
41.83% 
43.38% 
43.27% 
45.21% 
44.35% 
4 I .39% 
41.90% 

4I.02% 

5.85% 
7.61% 
6.94% 
7.15% 
6.6 1 % 
7.12% 
5.12% 
5.30”/0 
7.77% 
7.57% 
7.32Yo 
7.14% 
6.6 1 % 
4.99% 
5.14% 
7.10% 
7.22% 
7.14% 

6.60% 
5.2 1 % 

6.88% 

7.04% 

4.70% 

6.65% 
6.42% 
7.53% 
6.56% 
5.29% 
4.84% 
7.3 8% 
7.12% 

3.04% 
4.17% 
3.9996 
3.97% 
4.04?/0 
3.709/0 
2.72?4 
3.68% 
4.21% 
4.28% 
4.33% 
3.75K 
3.30% 
2.84% 
2.38% 
3.88% 
3.72% 
4. I6?& 
4.09% 
3.90% 
2.93% 
3.16% 
4.20% 
4.30% 
3.62% 
3.67% 
3.4956 
3.13Y” 
3.05% 
4.3 1% 
4.02% 

0.88% 
1.23% 
1.05% 
t .07% 

1 .DO% 
0.76% 
0.74% 

1.20% 
1.03% 
0.96% 
0.61% 
0.86% 
0.92% 
1.07% 
1.05% 

0.87% 

1 .OS% 

1.27% 
1.01% 
0.96% 
0.9R% 

1.14% 
0.91% 
0.91% 
0.90% 
0.800h 
0.78% 
0.79% 

0.76% 

1.10% 
0.95% 

0.34% 
0.49% 
0.46% 
0.43% 
0.38% 
0.28% 
0.23% 
0.24% 
0.42% 
0.38% 
0.30% 
0.41% 
0.20% 

0.28% 
0.22% 

0.40% 
0.36% 
0.47% 
0.32% 
0.30% 
0.16% 
0.30% 
0.42% 
0.39% 
0.27% 
0.38% 
0.25% 
0.27% 
0.23% 
0.43% 
0.3 1% 

0.2 I % 
0.13% 
0.16% 
0.13% 
0.16% 
0.18% 
0.05% 
0.08% 
0.2 1 % 

0.18% 

0.13% 
0.07% 
0.18% 
0.10% 
0.08% 
0.16% 
0.15% 
0.14% 
0.09% 
0.18% 
0.20% 
0.17% 
0.23% 
0.19% 
0.16% 
0.07% 
0.12% 
0.22% 
0.15% 

0.15% 

0.18% 

0.16% 
0.06% 
0.05% 
0.09% 
0.05% 
0.1 I %  
0.13% 
0.06% 
o.oa% 
0.06% 
0.04% 
0.02% 
0.08% 
0.05% 
0.05% 
0.07% 
0 -03% 
0. I @ %  
0.06% 
0.11% 
0.06% 
0.04% 
0.09% 
0.04% 
0.05% 
0.13% 
0.06% 
0.04% 
0.05% 
0.08% 
0.08% 

0.07% 
0.11% 
0.06% 
0.09% 
0.10% 
0.05% 
0.06% 
0.06% 
0.06% 
0.08% 
0.09% 
0.07% 
0.07% 
0.06% 
0.06% 
0.1 1 %  
0.12% 
0.07% 
0.09% 
0.11% 
0.05% 
0.04% 
0.1 1% 
0.07% 
0.15% 
0.10?/0 
0.060/0 
0.04% 
0.12% 
0.14% 
0.134/c 

TOTAL- 41 .52% 6.62% 3.?3?/, 0.96% 0.349.6 0.15% 0.07?& 0.09% 



REPORT: SGACB 1’54 

SPRIKT 

TEL6COMMWIChTIO?: KEL.;Y ?:- t’,-iC E5 
CALL PROFILE NLMBER OF OUTBOUND CALLS FOR FL 

T?ICOMPLEfE Or05 C L  to 10 IO- to 20 20- 10 30 30+ to 40 40+ to 50 SOL to 60 607 
MINUTES MINUTES MINUTES TOTALS MINUTES 

08!0 1/04 1,073 3.235 44 1 229 66 26 16 12 5 4,030 
08!1)2104 1,572 4,549 846 464 137 55 I4 7 12 6,084 

08!04!04 1,666 4,246 75s 419 113 45 14 9 9 5,610 

M W T E S  MINUTES DATE CALLS VITNUTES MINUTES 

08!03)04 t ,690 4,567 760 43 7 1 I5 50 17 6 7 5,959 

08!05/04 1,559 4,488 74 1 453 98 43 18 6 I 1  5,858 
08/06/04 1,613 4,384 795 413 I12 31 20 12 6 5,773 
08/07/04 1,267 3,686 429 228 64 19 4 1 1  5 4,446 
on:ox!o4 947 3,037 379 263 53 17 6 4 4 3,763 
08/09!04 1,593 4,718 871 479 118 47 24 9 7 6,273 
nR:! n /M ! ,5?! 4,337 ?70 4 5  ! 22 39 ! S  8 5,732 
0811 1 !04 1,632 4,552 781 462 110 32 19 4 I O  5,970 
c18/ 12/04 2,448 5,034 909 478 I22 52 23 3 9 6,630 
08/13!04 2,306 4,437 790 394 73 24 16 9 8 5,751 
OS/ 14/04 2,020 3 , lS  I 498 284 86 22 7 5 6 4,659 
0811 5’04 1,389 3,143 404 187 72 22 14 4 5 3,85 1 
08il6!04 2,076 4,568 815 446 123 46 12 8 13 6.03 1 
08A 1/04 1,573 4,387 759 391 I10 38 8 3 13 5,709 
08/18!04 1,607 4,275 734 427 130 48 16 10 7 5,647 
0811 9/04 1,656 4,271 716 416 103 33 15  6 9 5.569 

L 

08i20,’04 1,577 4,530 69 1 408 100 31 1 5  I I  11 5,797 
0812 1/04 1,237 3,659 450 253 85 14 8 5 4 4,478 
08/22/04 1,142 3,166 347 233 56 22 13 3 3 3,843 
OH2 3:04 1,836 4,6 16 774 473 128 47 22 I O  12 6,082 
08i24M 1,647 4,486 711 460 97 42 18 4 7 5,825 
08/25/04 1,614 4,261 654 369 93 28 23 5 15 5,448 
08i26/01 1,532 4,351 755 368 90 3s 19 13 IO 5,644 
08/27/04 1,964 4,668 708 376 86 27 17 7 7 5,896 
08/28/04 1,203 3,699 433 256 64 22 6 3 3 4,486 
08!29/04 1,291 3,610 394 248 64 I P  I O  4 IC 1,359 
08!30/04 1,732 4,572 815 47G I22 48 24 9 16 6,082 
08!3 1/04 1,905 1,608 783 44: 105 34 i 6  9 14 6.01 1 

~ 

TOTAL: 49,9313 129-89 1 20,708 1 1,667 3,017 1,06 1 469 217 266 167,296 





REPORT. SGACB712-I 
SPRINT 

TELECOMMUNTC.4TIOhS KELAY SERVICE 
AVERAGE LENGTH OF OUTBOL%D CALL BY HOUR FOR FL 

AUG 2004 

Otl!Ol/O4 2.83 5 . 0 0  4.06 4.21 7.45 4.21 4.88 6.21 4.36 4.56 3.71 3.85 4.07 4.02 4.27 4.14 4.33 4.27 4.84 5.45 4.63 5.40 4.68 4.33 4.46 

08!03/04 5.45 5.45 5.91 4.77 8.44 4.41 4.69 5.16 5 47 5.04 5.03 6.31 4.81 4.68 3.60 4.31 4.86 4.50 5.13 4.33 3.99 4.19 4.26 4.20 4.68 
08!04i04 3.87 5.02 7.13 6.44 6.09 7.12 3.19 4.66 5.57 4.76 4.73 5.00 4.17 4.22 4.93 4.47 5.19 4.54 4.70 4.54 4.99 4.12 5.65 3.75 4.69 

OK!02Q4 7.88 1.25 5.16 5.22 11.65 4.01 5.12 4.03 473 4.92 4.75 4.77 5.36 5.32 5.08 5.05 4.82 4.67 4.68 5.42 4.50 5.38 5.48 5.26 4.97 

og!05/04 357 3.95 6.67 4.08 3,13 3.34 4.63 4.20 5.34 5.12 4.76 5.17 4.42 4.24 4.33 5.29 4.93 4.28 4.69 4.78 4.64 4.41 5.64 6.46 4.74 
og06;o.f 435 3.96 3.75 4.61 4.27 5.33 3.86 4.90 5.52 4.75 4.87 5.37 4.52 4.86 4.69 5.30 4.87 4.00 4.34 4.29 431 3.68 4.06 3.88 4.64 
@8/07;04 3.66 4.05 4.47 3.51 3.15 6.60 4.11 4.45 4.27 4.50 4.21 4.10 3.58 3.98 4.46 3.88 4.13 3.87 3 95 4.16 4.27 4.03 3.60 3.45 4.04 
08/08;(l4 3.57 8.90 7.74 4.05 9.24 3.73 4.49 4.35 3.11 4.16 3.61 4.09 4.01 3.92 3-64 4.58 4.53 4.47 4.35 4.81 4.78 4.81 4.27 3.46 4.29 

08!10/W, 4.52 4.78 8.19 8.89 5.52 6.03 4.59 4.59 4.06 4.79 4.88 5.37 3.97 5.11 4.76 5.09 4.47 4.65 4.15 4.34 5.17 4.74 4.78 3.93 4.70 
4.58 ua, An,<  11,w 3 .A 4 IU.L> I I . I ~  3.75 j . i l  4.Go 4-83 4.75 4.98 4.64 4-71 4.YS 5.14 4.22 4.37 3.58 4.75 4.56 4 2 9  4.52 4.44 3.98 

08i12/04 1.32 2.04 3.67 3 66 8.60 6.71 4.75 4.23 4.13 4.94 5.14 4.68 4.36 4.59 4.20 4.35 4.42 3.61 4,04 4.11 4.35 4.40 4.48 3.92 4.36 
08/13i04 6.58 6.06 5.27 7.W 8.93 4.60 3.50 3.50 3.42 4.74 4.76 4.25 3.57 4.05 4.15 4.24 5.00 4.21 4.22 3.83 4.23 4.01 3.45 5.9j 4.19 

@8:15:04 5.07 5.62 4.91 3.62 15.83 5.37 2.22 3.73 4.35 3.96 4.08 3.16 3.67 431 3.86 3.84 4.08 3 74 4.08 3.96 4.96 3.84 4.98 4.45 4.02 

08/04/04 3.28 7.72 4.57 8.14 3.92 3.77 4.49 4.48 4.62 5.11 5.12 4.85 4.72 4,91 4.92 5.31 4.72 5.63 4.30 4.50 4.90 4.37 4.13 3.40 4.81 

;,87 5 , i i  j,qj . n e -  .... 

08!14/04 7.84 10.06 5 , 5 6  5.66 5.02 10.90 5.26 3.59 3.71 3.43 3.75 3.57 4.39 3 86 4.21 4.79 4.30 3.82 4.05 3.54 4.07 3.43 2.72 4.08 3.94 

08/16/04 5.51 4.97 8.90 10.09 3.97 3 27 3.93 4.30 3.72 4.59 4.28 4.98 4.65 5.07 4.67 452 5.15 3.97 4.17 4.36 4.02 4.80 4.87 5.40 4.54 
08:17!04 4.28 .i.37 12.19 6.20 887 4.87 3.76 4.28 4.27 j , l 6  4.50 5.M 4-58 4.71 4.19 5.11 4.66 3.97 4.06 4.83 474 4.52 3.92 5.07 4.58 
08ilXiO4 3.62 5.39 7.95 8.83 5 60 5.06 4.U1 4.85 4.46 4.89 4.95 4.12 5 2 8  5.48 4.50 4.67 4.94 4.04 4.16 4.70 5 14 4.34 5.08 4.39 4.77 
o#i]9!& 3.63 8.96 7.96 7.58 12.20 5.38 4.53 5 45 5.10 4.87 4.88 5.25 4.61 4.65 4.45 4.70 4.81 4.11 4.93 3.56 4.67 4,19 3.60 3.79 4.61 
01(/2o!W j . 2 5  4.39 24.76 6.26 5.01 6.56 5.94 4.33 5.07 4.85 4-85 4.64 4.85 4-16 5.53 4.55 4.59 4.03 3.80 4.06 3.85 4.24 4.37 4.29 4.53 
08/21!W 3.53 5.44 87.35 26.43 693 4.56 5.29 4.54 4.36 3.78 4.41 3.66 3 78 4.15 4.13 4.54 4.58 4.79 4.40 4.54 4,15 4.20 3.87 4.93 4.26 
08/22!04 3.55 $,21 10.48 32.36 7.01 7.31 5.03 5.00 3.82 4.11 3.54 3.69 3.86 3.73 4.15 3.77 4.58 4.59 3 53 3.99 4.48 4.08 4.57 4.30 4.09 
08/23!04 3.71 9.27 3.61 15 98 12.18 4.59 4.07 5.75 4.83 4.89 4.34 5.71 4.61 4.65 4.94 4.50 4.59 4.67 4.39 4.10 6.04 4.08 4.97 4.19 4.76 
08/24!04 4.39 7.50 1543 6.74 7.73 4.61 6.28 3.86 1.61 4.94 491 4.39 4.67 4,52 4.92 4.12 4.80 4.71 4.13 4.14 4.18 4.77 4.43 6.07 4.61 
06/25!04 5-34 10.90 8.18 9.91 6.22 5.72 4.59 5.54 4.73 450 4.84 4.13 4.47 4.72 5.20 4.10 4.67 4.08 3.33 3.86 4.32 4.52 5,31 6.49 4.46 
06!26!04 6.34 11.4: 5.60 10.09 4,41 6.87 4.13 3.95 4.27 4.91 4.89 4,?9 4.91 4.40 482 4.81 4.16 4.23 4.21 3.83 4.68 4.44 4.73 6.53 4.57 
08!27!04 4.111 6.1 I 18 18 3.74 7.65 3.20 4.82 3.80 4.34 4.80 4.13 3.99 4.42 4.56 4.16 4.91 3-94 3.70 3.73 3.55 3.51 3 99 3.4: 3.76 4.09 
08!28!04 3 65 4.74 5.40 9.89 8,18 5-58 10.36 3.89 3,39 3 98 4.16 4.50 4.00 3.98 3.65 4 42 4 07 3 ' 5  3.80 ?.84 4.!? 4.05 3 99 3 13 4.0; 
@8/29!04 4,15 4.3: 3.96 21.66 1.84 5.48 6.11 3.54 4.08 3.81 3.69 3.71 4.04 3.42 3.63 4.18 3.87 4.32 4.22 4.11 4.35 5.19 3.80 1.88 3 98 
08/30!04 7.28 4.10 8.00 14.67 11.78 3.61 4.63 4.23 4.90 5.48 5.66 5.09 5.00 4.54 4.86 5.06 4.79 4.42 5.00 5.04 3.99 4.55 4.02 5.66 4.87 
06!31m 695 7.M 5.10 13.12 3.75 4.26 6.33 3.89 3.70 3.90 4.77 4.78 4.27 5-21 5.09 4.94 4.27 3.79 4.33 4.50 4.91 5.23 4.10 2 83 4.55 

TOTAL: 4.65 5.51 6.38 6.71 5.14 4.84 449 4.37 4.45 4.67 4.62 4.65 4.12 4.54 4,5l 4.61 4.59 4.20 4.27 4.28 4.47 4.39 4.34 4.21 4 49 





REPORT. SGA( 
SPRINT 

TELECOMMLNCATI k L A Y  SERVICE 
OUTBOUND CALL BY TERMlhfir 'ING CALL TYPE FOR FL 

AUG 2004 

300 1200 2400 DiB DI'B 
COMPLETE TTY TURBO BAUD BAUD BALD VOICE vco HCO ASCII BAUDOT TOTAL 

08/01'a4 
OKO2!0.t 
08/03!04 
0 8 / 0 4 !&I 

0 8 / 0 6 / 0 4 
08!07!04 
08/08/04 
OX/09!04 
0811 o m  
08il1/04 
K!! 2 , G  
08113.!04 
OSil4:04 
08: 1 5/04 
08!16:01 
08i 1 7/04 
08il8i04 
OXi19/04 
08)20/04 
08/21;04 
08122!04 
08i23i04 
08124i04 
08/25i04 
08!26304 
08!27/04 
o ~ a ! 0 4  
08/29i04 
08!30304 
OR!31104 

on:05!04 

894 
1,277 
1,300 
1,234 
1,39 1 
1,205 

793 
674 

1,286 
1,170 
1,319 
!,?48 
1,255 

912 
893 

1,345 
1,260 
1,102 
1,218 
1,191 

836 
777 

1,216 
1,224 
1,105 
1,160 
1,229 

949 
908 

1,372 
1,310 

2,186 
3,367 
3,487 
3,085 
3,163 
3,172 
2,484 
2.086 
3,479 
3,357 
3,193 
?,5?? 
2,910 
2,475 
1,875 
3,152 
3,076 
3,153 
2,933 
3.137 
2,304 
1,791 
3,209 
3,035 
2,793 
2,998 
3,162 
2,216 
2.106 
3,195 
3,294 

9 
I O  

1 
12 
8 
8 
2 
6 
7 
7 
7 
5 
8 
6 
2 
4 

I I  
3 

11 
9 

13 
24 
10 

5 
6 
8 
5 
1 

IO 
11 

1 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
I! 
0 
0 
0 
0 
0 
0 
0 
0 
0 
u 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 
12 
I ?  
16 
7 
9 
6 
0 
5 
8 

17 
!O 
0 
2 
c) 

I O  
8 
3 

10 
IO 
12 
6 

13 
2 

11 
1 1  
23 

5 
5 
6 

18 

636 
xx I 
756 
8SO 
910 
S98 
851 
730 

1,009 
732 
948 

1,044 
876 
764 
902 
885 
865 
920 
950 
937 
902 

1,041 
1,062 
1,024 

987 
978 
943 

l , O l  I 
993 
904 

1 13n 1,1J7 

294 
537 
400 
413 
379 
43 1 
310 
267 
187 
45s 
48 I 

473 
385 
314 
dl 8 
469 
52 1 
477 
500 
3 76 
343 
591 
494 
509 
480 
499 
371 
319 
505 
484 

r n  1 J ? I  

1 
0 
2 
0 
0 
0 
0 
0 
0 
0 
5 
0 
1 
3 
3 
0 
0 
0 
0 
0 
0 
0 
2 
3 
0 
0 
0 
1 
0 
0 
0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
ir 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

4,030 
6,084 
5,9s9 
5,610 
5,858 
5,773 
4,446 
3,763 
6,273 
5,732 
5,970 
6,630 
5,75 I 
4,659 
3,85 1 
6,03 I 
5,709 
5,647 
5,569 
5,797 
4,478 
3,843 
6,082 
5,825 
5.448 
5,644 
5,896 
4,486 
4,359 
6,082 
6,Ol 1 

~~ ~ 

701'AL: 35,153 89,480 230 0 258 28,328 13,826 21 0 0 167,296 



b REPORT: SG.41 
SPRINT 

TELWOMMUNICATl )ELAY SERVICE 
OUTBOUND CALL BY TERMhfi  TING CALL TYPE FOR FL 

ACG 2004 

RUN DA1 !3 12004 
PAGt. 

300 12w 2400 D!B DIE 
INCOMPLETE TTY TURBO BAUD BAUD BAUD VOICE vco HCO ASCII BAUDOT TOTAL 

O K 0  1 !a4 196 
08!02!04 318 
08/03iO4 529 
08/04/04 236 
08/05/04 244 
08i06104 305 
08/07/04 175 
08i08/04 154 
08/09/04 23 5 
08il0:04 184 
0811 1/04 262 
nW!2!?4 :a! 
OW1 3/04 417 
08/14/04 316 
OW1 5/04 297 
08/16/04 305 
08/17/04 343 
08/18i04 234 
08!19104 284 
08!20/04 214 
08!2 I io4 173 
08!22104 177 
08/23i04 309 
08/24/04 295 
0 812 5 04 278 
08/26/04 221 
08/27!04 339 
08/28/04 194 
08!29!04 25 1 
0&'30104 294 
08/3 1 io4 270 

530 
583 
653 
803 
768 
740 
643 
385 
768 
807 
754 

!,!26 
1,008 
1,017 

499 
948 

74 I 
77 4 
707 
505 
382 
768 
698 
645 
723 
869 
464 
49 2 
775 
972 

sa9 

3 
6 
2 
8 
8 
0 
0 
0 
0 
0 
2 
fi 
0 
0 
0 
1 
0 
0 
1 
0 
3 
9 
4 
1 
0 
3 
4 
2 
1 
3 
0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
c! 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 
49 

6 
2 
4 
2 
1 
0 
0 

39 
1 

!E 
0 
0 
0 
5 
0 
0 
0 
0 
0 
0 
I 
0 
1 
0 
0 
0 
1 

15 
43 

319 
513 
404 
548 
474 
462 
365 
356 
490 
45 2 
505 
7: 1 
897 
563 
492 
S67 
535 
478 
492 
554 
473 
496 
649 
590 
583 
518 
580 
484 
490 
561 
517 

25 
103 
96 
69 
60 

I04 
83 
52 

100 
89 

1 OR 

184 
I 24 
101 
2.50 
106 
154 
1 Of 
102 
x3 
78 

105 
AI 

107 
67 
I72 
59 
56 
84 

103 

1 ",l I f L  

0 
0 
0 
0 
I 
0 
0 
0 
0 
0 
0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
2 
0 
0 
0 
0 
0 
0 
0 

n 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

n 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
G 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

1,073 
1,572 
1,690 
1,666 
1559 
1,613 
1,267 

947 
1,593 
1-57 1 
1,632 
1,44d 

2,306 
2,020 
1,389 
2,076 
1,573 
1,607 
1,656 
1,577 
1,237 
1,142 
1,836 
1,447 
1,614 
1,532 
1,964 
1,203 
1,291 
1,732 
1.905 

- . ... 

TOTAL. 8,4411 22,134 61 0 188 15,978 3.132 3 0 0 49,938 





TELECOMMUN L4TIOX RELAY SERVICFS 

CALL BY KRISPKTIOK FOR FL SPRINT 

-CONVERSATION- 
OUTBOUMI 

AVERAGE 
LENGTH LENGTH 

INBOLWD 
AVERAGE INBOUND 

CALLS 
OUTBOLUD 

CALLS 

I70,3 I 1 
2,230 
9,937 

334 
0 

17,619 
982 

0 

2 

is,a19 

n U 

COMPLETED 
CALLS 

132,268 
1,454 
6,698 

10,541 
I53 

0 
15,199 

982 
0 

1 

n 
U 

COWERSATION 
MINUTES 

4 10,736:59 
7,503:06 

25,498:l I 
57,897:34 

619:lS 
0:oo 

134,59957 
2,382:07 

0:oo 
o:̂ û v 
0:02 

SESSlON 
MINUTES 

596,200:47 
10,583:47 
39,920: 17 
80,902:OS 

1 , I  7620 
0:oo 

163,018:36 
4,14859 

0:oo 
W , L  t 3: i'i 

4:12 

-- --. 

LOCAL 
INTRASTATE INTRALATA 
INTRASTATE I N T E U T A  
INTERSTATE 
INTERNATIONAL 
MARINE 
TOLL FREE 
DRECTORY ASSISTANCE 
900 NPA ACCESS 
GEE?EFAL P.SSWhNCE 
OTHER 

MONTHLY TOTAL 

105,406 
1,325 
5,776 

10,198 
I30 

0 
9,967 

3 33 

353 
5:39 
424  
540 
4:25 
0:oo 

14:OO 
6:13 
0:oo 
0:oo 
0:Ol 

2:24 
3:21 
2:33 
3:39 
I :s l  
0:OO 
7 3 5  
2:25 
0:oo 
0:oo 
0:Ol 

0 
95,626 

2 

217,234 
-I-- - -_-- 

644.237: 1 I 

2 4 8  
2 5 7  

II- . - -- 
975,230:22 

4:15 
4:29 

-__i 

167.296 - 
INBOUND AVERAGE LENGTH 
OUTBOWD AVERAGE LENGTH 

-CONVERSATIOX- 
lNBOUND OUTBOLUD 
AVERAGE AVERAGE 

LENGTH LENGTH 

AVERAGE 
SPEED OF 
ANSWER 

2.15 
1.91 

15.76 
2.25 
2.17 
1.57 
0.00 
6.72 
0.00 

COMPLETED 
CALLS 

35,153 
89,480 

488 
28,328 

21 
0 
0 
0 

13,1126 

CONVERSATION 
MINLTES 

I49,9 I 5:  I3 
348,079:2 1 

2.704:41 
80,046:OZ 
63,413:58 

77:56 
0:oo 
0:oo 
0:oo 

INBOUND 
CALLS 

48,930 
67,707 
2,969 

96,805 
12,374 

2s 
0 
3 
0 

OGTBOCIKD 
CALLS 

43,593 
I 11,616 

737 
44,306 
16,958 

24 
0 
0 
0 

SESSION 
MINUTES 

228,3973 1 
487,149:34 

5,91753 
170,305:23 
83,337:04 

I22:Ol 
0:oo 
0:36 
0:oo 

TOTAL 

TTY-BAUDOT 
TWRBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARING CARRYOVER 
DEAWBLIND ASCII 
DEAFIBLND BAUDOT 
OTHER 

3333 
5:08 
0 5 4  
0:49 
5:07 
3 9 7  
0:OO 
0:oo 
0:oo 

326 
3:07 
3:40 
I :48 
3 :44 
3:14 
0:OO 
0:oo 
0:OO 

MONTHLY TOTAL 2 17,234 975 I 23Q:2 2 - 167,296 644,237: I I 
I ---- 

2:48 - ~ -  

*OUTBOUND CALLS ARE CALLS THAT HAVE AN OUTCALL COMPLETE TIME GREATER THAN ZERO. 



SPRINT 

TELECOMMLW~LATION RELAY SERVICES 

CALL BY JUKlSDlCTION FOR FL PAGE 2 

SPANISH 

TTY-BAUDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARlNG CARRYOVER 
DEAF/BLIND ASCII 
DEAF/BLIND BAUDOT 
OTHER 

MOLT1 ILY TOTAL 

SPEECH IMPAIRED 

TTY-BAUDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARlNG CARRYOVER 
UEAFIBLIKD ASCII 
DEAFEiLIPJI BAUDOT 
OTHER 

MONTHLY TOTAL 

INBOUND 
CALLS 

1,423 
1,729 

10 
2,176 

25 
0 
0 
0 
0 

5,363 
-___---__--- 

OLTBOGTD 
CALLS 

2,043 
3,232 

15 
61 0 
43 
0 
0 
0 
0 

----r*-++_____--- 

5,943 

IFBOUND 
CALLS 

3,384 
3,032 

1 
3,640 
7,887 

0 
0 
0 
U 

OUTBOLUD 
CALLS 

4,749 
4,750 

I 
4,633 
9,670 

0 
0 
0 
0 

17,944 
I- 

U 0 M P L E T E D 
CALLS 

1,606 
2,606 

12 
3 86 
28 

0 
0 
0 
0 

COMPLETED 
CALLS 

4,493 
4,347 

1 
4,087 
9,304 

0 
0 
0 
0 

CONVERSATION 
MINCTES 

6,370:18 
9,550:OO 

219:30 
1,583329 

8548 
0:oo 
0:oo 
0:oo 
o:oo 

17,809:OS 

CONVERSATION 

26,340:33 
24,877: 13 

I :27 
27,488: 17 
58,977: 19 

0:oo 
O:oo 
0:oo 
0:oo 

MINUTES 

SESSION 
MJNUTES 

9,801:56 
14,131:11 

248:33 
3,983:29 

166:36 
0:oo 
0:oo 
0:oo 
0:oo 

XONVERSATION- 
INBOUND OUTBOUND 
AV E K AGE AVERnGE 

LENGTH LENGTH 

4:28 
5:3 1 

2157 
0:43 
3:25 
0:oo 
0:oo 
0:oo 
0:oo 

3:07 
2:57 

14:38 
2:35 
259 
0:OO 
0:oo 
0:oo 
0:oo 

AVERAGE 
SPEED OF 
ANSWER 

8.72 
9.39 

26.85 
5.34 
7.07 
0.00 
0.00 
0.00 
0.00 

s E ss I ON 
I M I r n E S  

32,468 :54 
30,466:M 

2:26  
31,388:35 
69.449:29 

0:oo 
0:oo 
0:oo 
0:oo 

2223 2 163,775:28 

-CONVERSATION- 
INBOUND OUTBOLWD 
AVER AGE AVERAGE 

LENGTH LENGTH 

7:47 
8:12 
1 :27 
7:33 
7:2R 
0: DO 
0:oo 
0:oo 
0:oo 

5:32 
5:I4 
1 :27 
5:55 
6 : n  
0:oo 
0:oo 
0:OO 
0:oo 

AVERAGE 
SPEED OF 
ANSWER 

2.20 
2.06 
1.35 
2.25 
2.02 
0.00 
0.00 
0.00 
0.00 

2.11 
--I- 

*OUTBOUND CALLS ARE CALLS THAT HAVE AN OUTCALL COMPLETE TIME GREATER THAN ZERO. 



SPRINT 

FRENCII 

TTY-BAUDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARING CARRYOVER 
DEAF/BLIND ASCII 
DEAF/BLIND BAUDOT 
OTHER 

MONTHLY TOTAL 

QUTBOUND 
CALLS 

IO2 
234 

0 
45 
0 
0 
0 
0 
0 

38 1 
-*--_________---- 

TELECOMLILNLATIOPU' RELAY SERVICES 

CALL BY JURlSDICTION FOR FL 

COMPLETED 
CALLS 

63 
I17 
0 

31 
0 
0 
0 
0 
0 

CONVERSATION 
MWUTES 

312:46 
4ai : is  

0:oo 
54:47 
0:oo 
0:oo 
0:oo 
0:oo 
0:oo 

548:48 
________-_--------- 

SESSION 
MMUTES 

549:42 
956:48 

1:11 
229:OO 

1 :27 
0:oo 
0:oo 
0:oo 
090 

1,73&:08 
_-__-_--_-------- 

-CONVERSATION- 
0LT"TBUND INBOUND 

AVERAGE AVERAGE 
LENGTH LENGTH 

6:OO 3:03 
7:45 2:03 
0 0 0  0:oo 
020  1:13 
0:oo 0: 00 
0:oo 0:oo 
0:oo 0:oo 
0:oo 0:oo 
0:oo 0:oo 

AVERAGE 
SPEED OF 
ANSWER 

1.31 
4.74 
1.36 
2.3 1 
0.40 
0.00 
0.00 
0.00 
0.00 

*OUTBOUND CALLS ARE CALLS THAT HAVE AN OUTCALL COMPLETE TIME GREATER THAN ZEKO. 





I 1 

FLORIDA RELAY SERVICE 
TELECOMMUNICATIONS RELAY SERVICE 

ACTIVITY THROUGH: 08/31/04 
B I U I N G  ACCOUNT I: 200041912 

A C C O W  m E R :  053108044 
INVOICE -El2 : 0 0 0 0 0 0 2 2 3 2  

MAIL TO: 
0 0 0 0 0 0 10 
FLORIDA RELAY SERVICE 
Attn: BRETT BASCOM 
1820 E PARK AVE STE 101 
TALLAHASSEE, FL 32301-2874 



A = Sprintm - 
.-INVOICE DATE: 09/01/04 

3ILLING ACCOUNT NO: 200041912 TRS 
ACCOUNT NUMBER: 050108044 
INVOICE NUMBER: 0000002292  

FLORIDA RELAY SERVICE 
Attn: BRETT BASCOM 
1820 E PARK AVE STE 101 
TALLAHASSEE, FL 32301-2874 

$1,308,856.66 

AMOUNT W E  BY: 
AMOUNT r n C W S E D :  $ 

SPRINT 
PO BOX 660051 
DALLAS TX 75266-0051 

0 1 0 8 0 0 0 0 0 0 2 2 9 2 2  1130885666200041912993 

REMITTANCE 
MAKE CHECK OR MONEY ORDER PAYABLE TO SPRINT IN U . S .  DOLLARS 

DO NOT SEND CASH 

PLEASE DETACH AND RETURh WITH CHECK OR MONEY ORDER TO ENSURE PROPER PAYMENT 
Thank You For U s m g  Sprint 



PAGE: 2 
FLORIDA RELAY SERVICE 
At tn :  BRETT BASCOM 
1620 E PAIlK AVE STB 101 

ACTIVITY THROUGH: o e / 3 1 / 0 4  
BILLING ACCOUNT #: 200041912 STATEMENT OF ACCOUNT 

TALLAHASSEE, PL 32301-2674 ACTIVITY INvoICS m B R :  O O O O C 0 2 2 9 2  

T H Y #  STAT- REPLEmS TWSACTIONS POSTED SINCE YOUR LAST BILL 

08/24/2304 

o s / 2 4 1 z o o 4  

0 8 / 2 4 / 2 0 0 4  Payment by check received on 20040824 

$ 6 0 8 , 5 8 8  -20 

$607,159.40 

($607,159.40) 

Payment by check received on 20040824 ( $ 6 0 8 . 5 8 8 . 2 0 )  0 8 / 2 4 / 2 0 0 4  

$ 0 . 0 0  8 0 . 0 0  
TOTAL 



1020 B P M  AVE S T E  101 
TRLLAIIASSEE, PL 32303-387d 

ACCOUNT SUMMARY 

TOTAL ,:CWRSA?TC?J X I 5 ” T E S  CF SERVZCE 
TOTAL SESSION MINUTES OF SERVlCE 
L6S.5 INTERSTATE SESSION MINUTES 

INTERNATICNAL SESSION KINUTZS 
INTERSTATE TOLLFREE SESSION MINUTES 51% 
INTERSTATE DIFXCMRY ASSISTANCE SESSION MIN 
900  SESSION MINUTES 51% 
TEST CALLS SESSION MINLTT?:$ 

TOT= BILLABLE I N T m T A T E  SESSION MIEmTES 

TOTAL SPEECH TC SPEECH CONVERSATION MINUTES 
TOTAL SPEECH TC SPEECH SESSION MINUTES 
LE% I’.!?EP.C??.?E EEC,E13t! nI:?oEzc. 

INTERNATIONAL SESSION MINUTES 
INTERSTATE TOLLFREE SESSION MINUTES 519. 
INTERSTATE DIRECTORY ASSISTANCE SESSION MIN 
900  SESSION MINUTES 51% 
TES“ CAL,LS SESSION HIfiTES 

TOTAL BILLABLE INTRASTATE SPEECH TO SPEBCH MINUTES 

644,239.36 
375  I 227 - 6 9  

( 8 6 6  - 9 8 )  

(l42.76) 
0 . 0 0  
c . 0 0  

5 1 9 , 7 4 3 . 5 9  

9 6 9 . 0 2  
2 , 7 7 1 . 8 7  
1 1 4 0 .  / > I  

3-00 
( 5 5 . 6 9 )  

0 . 0 0  
9.CO 
0 . 0 0  

2 , 5 6 9 . 4 3  

( 7 3 , 1 6 3 . 4 a )  

[81,304.a8) 

, . . -  _ - l  

TOTAL MINUTES OF SERVICE COM?ENSATION 922,319.02 

TOTAL BILLP3LE CAPTEL CCWERSATI3iT KINLTES 
TOTAL a x i P 3 L E  CAWEL SESSION HINCXS 

NWMBER CF CALLS INTO XELAY SERVICE PLCRIflA RCLAY SERVICE 
RVERASE LENGTH OF CALL FOR SBSSI@N MINUTES 
AVERAGE LENGTH OF CALL FOR COWERSATION MINLTES 
AVERAGE LZNGTH OF COMPLETED CALLS 
CALL SETUP/WRAPUP TIME (IN MIKVTES) 
CALL SETUP/WRAPUP TIME (IN PERCENT) 
TOTAL NCMBER OF CALLS 
TOTAL NUMBER CP IMaOUND CALLS 

0.00 
4 5 , 9 2 8 . 0 0  

1.16 
27.30 

312@63 

0.73 

$ 1 . 4 5  

$500,292.41 

$ 5 6 , 5 3 5 . 6 0  

4 . 2 6  
2.81 
5 . 0 2  



APPENDIX V 
SPRINT’S SUMMARY REPORTS TO THE STATE & FCC 

REPORTS & SPRINT’S CAPTEL REPORTS 
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I A V s P d t  Florida Relay 
June 2003 - May 2004 

I I I I I I I I c 1 1 1  I 
3 1  I I l l  

I I 
I I I I I . . .  - _. _ _  - _ _  - I 1  I I I I I I I I I 1 1 I 





To: 

1- 
Intematbml 
800 Toll Frw 

9pO 

FL Publlc S e w h s  Commlsslon 
2548 Shumard Oak Bhrd. 
Tatlahasw, FL 32399 

81,737 70,644 79,539 73,834 72,846 72,993 98,048 74,733 71,625 76,817 79P24 80,794 91 6 , W  
709 1,668 575 37 2 322 3 1  4i7 273 112 324 23a 384 5,775 

102,250 88.241 %,W5 73,834 88,549 93,527 94.3%’ 93,736 88,ssS 89,741 8b0,590 92,562 t,082,467 
1i-l 10 20 

From: 

. _ _  
Interstab Dlr, Asst 

3lllabte Session Mlnutes 
Total STS Billabte Mlna 

&and T W l  Blllable Mtns 

W n t  
7702 Wmdland Drlve, S u b  250 
Indlanapolls, Indlana 46278 

_. 

154 1 59 124 2361 101 1 07 1 02 128 185 170 $82 1 67 1,835 
345,589 853,145 322,870 888,- 884,970 858- 871,507 880,144 847,985 874,103 015,35S 864,0%6 1Q,512.834 

639 887 755 7ot 516 548 614 641 *,= 877 9.24 2,917 11,212 
946,278 854,032 92Q625 889,390 Sas ,M 8!%,988 878,481 880,785 849,osS 874,980 816,283 866,952 10,524,046 

------- 

UMBER OF CALLS BY OTHER LANGUAG 

Spanish I 5,7471 6,4?41 4,8351 5,6331 5,6071 5,594 6,3501 5,5581 5.2581 6,041 I 6,588l 8,5171 69,206 
French Crede 5t 31 2 4  871 a41 5541 3001 5271 4631 2021 3381 5971 4 9 1  4,426 



PVERAGE LENG’ IF CALLS IN W T E S  ( STS not Included) 
lnboun I 4.581 4 581 4 :  4.531 4.461 4.451 4.451 4.44 4-47] 4.481 4.451 4.411 4.49 

-d 4 . 3 1  4.321 4.371 4.371 4.301 4.351 4.301 4.334 4.333 4.361 4.321 4.331 4.33 

PEED OF ANSWER 

Monthly WL Avg 88.0% 82.0%1 85.0% 98.0% 93.0% 93.3% 
Montkiy ASA Avg 3.3 4.81 3.8 1.1 1 .o] 1 .o f .O 1.5 2.0 1.71 2.3 2.5 2.2 

BlQckaga 85 t15 1 147 60 511 253 31 BO 13 1041 225 580 143.7 

’ CUSTOMER CONTACTS TOTAL 
Commendations 11 7 12 17 7 111 101 5 to 20) 11 5 126 

InqdridQher 680 724 l.?76 8 74 5% 624[ 54Q 577 537 599 4449 484 7858 
Total 712 rdd 1,201 899 620 6451 56r 593 563 628 4u 495 8125 

Complaints 2’1 13 13 8 f 7  101 11 11 $6 9 6 6 141 



Complaint Tracking for Florida 

Mav 2004 

3418K 

The agents are not following instructions and 
are not giving necessary information to the 
customers in order to knaw what is going on 
during the all. 
Customer states that when asked the agent did 
not seem to h o w  what the number was to 

6 5 ~ ~ [ 3 4  

05122104 21 
3419K 1 I ~ e i a y  customer service. 

t [A FL TIT CUShMer calling from number 

P 9 157R 

I 
05J24104 29 

05108#41 3 

showing ~n agent and customer service wrong. 
TT# 1001816074. 

Customer saying Caller IR does not work as 
well as it dtd 7 weeks ago. TT f001818213. 

Caller asked operator to block number, operata 
did not block the number. 

91 5SFL 

0510?/04 5 
Person stated they gave operator the phone 
number and the account number but suddenly 
she ban@ up on me. 

91 66FL 
05120104 21 

Tpf customer explained that the agent refused 
to repeat a mewge when the mice person 
asked him,ta. 

The agent number identified by the 
08/08/04 customer within the wmplaint is not 

asslgned tu any empl5yee. 

Advised agent to if Ms wstomer ask 
05122104 for a number to provlde the number I as qulckly as possible. 

TT M u l t s  Customer no longep 8 
subsriber as of 5/25. 051251011 I 

. -  

TT results - Tried unsuccessfully to 
contad customer to explain that 
caller ID only works aometimes 
locally and that the 3 number &e 
provided are long distance which 
may or may not transmit caller ID 

Coached CA on blocking a number 
and make sure it works. 
Coached agent on the importance oi 
dialing all numbers when given and 
the consequenoes of hanging up on 
e customer. 

08M21Q4 

05’12J04 

05111104 

Bawd of the information agent did 
follow procedures. 05’24’04 
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n 

I 

July 2002 

#OO Answer Waif Time 
MI OialOuutThe 
#OZ Didn't Follow Datak# Inst. 
W03 DdnY Follow Cud. Instfuct. 
#oQ, DdnY Keep Cust I n f w d  
#XI Agent Olsmnnected Caller 
%ro8 Pmr Spelllng 
M7 Typing ~ d h r a c y  
#08 PowVoicaTpne 
#99 Everything Relayed 
#lo  HCO Prweduw Not Followed 
#I 1 VCO Procrduns Not Fdlowd 
#la Twdtne VCO PrrscedureS Not Fo 
# I 9  Background N&e Not Typeti 
#14 FwUngs Not Dmerlkrd 
#I 5 Recording Feature Not U d  
118 Norse In Center 
#IT Agent Was Rudia 
#18 Pmbtem Answer MaMs 
#I9 Spanish Sewm 
#a0 SpeechtoSpmch 

#25 Line Disconnected 

#37 Raquest Direcdory h istance 

#38 TsstCdts 
#39 InitructionslGeneml 
M O  %ndInbrmatbn 
M7 Bitling Question 
#42 Purchagslw 
#43 Re-toLEC 
#114 Wanted Sprint Cust Svc 

F1 
13 



August 2002 

#u1 
#02 
#n3 
#04 
#(15 
#06 
#07 
ma 
m 
#I 0 
#17 
#12 
#I 3 
#I4 
%I 5 
#f6 
#? 9 
#I 8 
#I9 
#20 

Diat Out Time 
Didn't Follow Database Inst. 
DidnY Follow Cud. Instruct 
OMn't Keep Cust. Informed 
Agent Disconnected Caller 
Poor Splltng 
Typing SpesdlAccuracy 
Peor Voice Tone 
Everything Retayed 
HCO Procedure& Not Followed 
VEO Prowdures N d  Followed 
Two-Line VCO Promdurn5 Not Fo 
Background Noise Not Typed 
Feelings Not Described 
Recording Feature Not Used 
W s s  in Center 
Agent Was Rude 
Problem Answer Machine 
Spantsh Sarvke 
Spemch tn Speech 0 

TOTAL I7 
821 Other Setvim Type: 5 

. -  

TECHNICAL COMPLAINTS 
W 2  LastBrandirrg 0 
M23 Charged for Local Call 0 
#24 Trouble hnking Up 0 
#25 Line Disconnected 0 

#26 Garbled Messaw 0 
#27 Database Not Available 0 
#28 Spitscrew 0 
rt29 Other Technical Type: 4 

3 

TOTAI A 

#31 T W O p e r a t d r W i c e  
#32 900 Number Access 
#33 Carrier of Choice 
#34 Netwwk Rmrding 

#35 Other Miscallanems T w :  I 0 
TOTAL1 1 

t 

Test Calk 
InstructionslGeneml 
Send lnkrmatlon 
Billing Questton 
Purchase m 
Referred to LEG 
Wan&# Sprint Cust Svc 
Other 

#37 Reauesf Directow Assistance 
#38 
#39 
#40 
M1 
M2 
843 
#Q*I 

#45 - 

I 

608 1 



n September 2002 

#Ot 
#02 
#03 
#a4 
#05 
#c6 
#07 
#08 
#09 
# I O  
#I 1 
# I2  
#I 3 
#I4 
%I 5 
#I6 
#17 
#18 
# I 9  
#20 

Dial Out Tlme 
Didn't Follow Database Inst. 
Didn't Fdbw Cud Instruct 
Didn't Keep Cust. tnfwmed 
Agent Disoonnadd Caller 

Typing SpedlAccuracy 
Poor Voice Tone 
Everything Relayed 
HCO Procedures Not Fdlowed 
VCO P m d u r e s  Not Fdlowd 
Two-Line VCO Rowduns Not Fo 
Background Nolie Not Typed 
Feelings Not Described 
Recording Feature Not Uisd 
Noke In Center 
Agent War Rude 
Probtm Answer Machine 
Spanish Service 
Speech to Speech 

Poor splllng 

121 l'i 
0 

#24 Trouble Lin 
#25 Line Dimon 
#26 Garbldderrsage 
#27 Database Not Available c 

4m I 



I 

October 2002 

#01 Did Out Time 
fw2 Didn't Follow Database Inst. 
#03 Odn't Fol tw Cust. Instruct. 
#W Didn't Keep Cust. ImFormed 
1#)5 Agent Ojsconlsected Caller 
#og Pow Spelling 
Mi' Typing Speedlhuracy 
#OB Pwr Voim Tone 
#G9 Everything Relaw 
#lo HCO Procedures Not Foltm~d 
# A  1 VCO Procedures Not Followed 
# I 2  T w L i n e  VCQ Produres  Not Fo 
# I 3  Background Noise Not Typed 
#I4 Feelings Not Desscribed 
# I5  Kernhng Feature Not Used 
#I 6 Noise in Center 
# I 7  Agent Was Rude 
#+I8 Problem Answer Machine 
#I9 Spanish Service 
E O  Speech to Speech 

C21 Other Servim Type. I 3 
TOTALi I f  

#22 1mIBmndtrg 0 
#23 Charged for Local Call 0 
#2A Tmuhh Linking Up 1 
#25 Line Disconnected 0 

#26 Garbted Message 0 
#27 Databsw Not Available [I 

TECHN I GAL COMPLAINTS 

0 
(3 E 0 Ipi 

#28 SpltScreen 0 
W9 Other Technical Type: 1 

TOTAL 2 



#02 Dial OutlTime 
#02 Dldn't Follow Database Inst. 
#U3 Dldn't Fallwv Cust. Irtstru~t. 
#04 Didn't Keep Cud. Infmmed 
#% Apnt &connected Calkr 
;Iw8 Pmr SpMng 
#07 Typing B p e e d l h r x y  
#OB Poor Voice Tone 
#99 E M m m g  Relayed 
# I O  HCO Procedures Not Fdlowgd 
#li VCO Procadurns Noi Followed 
#I2 TwLine VCO Prowduns Not Fo 
#I 3 Background Noise Not Typed 
MY 4 Feellngr Not Oescrlbed 

# I  5 W W h Q  Feature Not UWd 
H 6  No188 in Center 
Ifl7 Agent Was Rude 
VI8 Problem Answer Mschlne 
$79 Spami* Swim 
It20 speachtosp&7 

6 

lol 

#25 LineObmnnected 

#3t TW Operator Service 
#32 900Number- 
m3 Carrierd Choica 

#34 Network Recordlnp 0 
#35 Other Miscdtaneous Type: 0 

TOTAL, 0 



P, 
b '1 

December 2002 

I 

MI 
iw2 
#03 
#M 

w5 
#OB 
#07 
rn 
M9 
# I O  
# I  1 
# I2  
#I 3 
#I4 
#I 5 
C16 
#I 7 
#I 8 
#I 9 
#20 

Dial Out Tlme 
DidnY Follow Database Inst. 
DidnY Follow Cust. Instruct. 
DidnY Keep Cust. Informed 
Agent Disconnectd Calter 
Poor Spelling 
Typing SpeedlAccuracy 
Poor Voice Tone 
Everything Relayed 
HCO P m d u f e s  Not Followed 
VCO Pmoedures Not FolIwed 
Two-Line VCO P m d u r e s  Not Fo 
Background Norse Not Typed 
Fmalmgs Not Described 
Recording Feature Not Used 
Noise in Center 
Agent Was Rude 
PmMem Answer Machlne 
Spanish Sewm 
Speech to Speech 

#21 Other Service Type: 
TOTAif 

#25 Line DlsmnneW 
#26 Garbled Message 

#36 BmnUlinglDatabase entry I #37 Reawst Directow Aiiistanoe 
#38 
#39 
#40 
Mi 
#42 
#43 
w 
#45 

Test Calls 
InstructbndGenera t 
Send lnformaticn 
Billing Qu.e$tion 
Purchase ilY 
Referred to LEG 
Wanted Sprint Cust Svc 
Other 



January 2003 

I 

#01 Dial Out Time 
#02 Didn't Follow Databarn Inst. 
#Os03 Didn't Follow Cust. Instruct. 
#04 Didn't Keep Cust. Informed 
i#)5 Agent Disconnected Caller 
#06 Poor Spelling 
#07 Typing SpeedlAocumy 
#a8 Poor Voice Tone 
#09 Evelything Relayed 
#TO HCO Procedures Not Ftlllpwed 
#11 VCO Procedures Not Followsd 
#I2 T w L m  VCO Promduns Not Fo 
# I 3  Backgmund Noise Mot Typad 
#74 Feelings Not Oescribd 
#I5 R W m g  Feature Not U5ed 
# I  6 Noise in Canter 
it1 7 Agent Was Rude 
#I8 Problem Answer Machine 
#I9 Spanish Servim 
#20 SpechtoSpech 

111 

1 

I) 

0 0 0 

#25 Line Disconnected 
#26 Garbled Messaw 

111 

-9 

17 
12d 

n 



February 2003 

#23 Charged for L c 4  Call 
#24 Trouble Linking Up 
#25 Line Olsmnnected 
#.?e GarbledMessage 
0 7  Dataha Not Avallabk 
Ne spit- 
#29 Other Technical Type: 

TOTAL 

#01 OmlOutTime 
#02 Didn’t Follo~r Database In& 
#03 Didn‘t Fdlow Cud. Instruct. 
W4 Din t  Keep Cust. In fomd 
#05 Agent Disconnected CaHer 
#[)6 Pmr Splling 
M7 Typing S p e d k u r a c y  
M d  Paw Voice Tone 
#09 Everythrng Relayed 
# I D  HCO P W u m s  Not F o l M  

612 Two-Line VCO Procedures Nol Fo 
#I3 Background N o k  Not Tvped 
#I4 Feelings Not h r i b d  
#I 5 ReEDrdlng Feature Not U& 
#I6 N&e in Center 
#I 7 Agent Waa Rude 
#18 Problem Animr  Machine 
b19 SprniPhSmwe 
#20 Speech to Speech 

#I I vca P m d u n s  ~ o t  FOIIWEKI 

Q 
D 
0 
0 
0 
0 
0 
n 

0 
0 

0 
a Y 0 

I 3 
TnTAlI I d  

#31 77TOperatorServb 
#32 9WNurnbrA~ccass 
#33 Carrier of Choke 
#34 NeIwork Recording 

lol 

lol 

TOTAL COMPLAINTS 

#36 BrandinglDatabase entry 

#37 Request Dtrecbry A&tanm 
#38 Testcalls 
#39 Insbuaiom/General 
#40 Send Informath 
#41 Billing Question 
#42 Purcharnrn 
#43 ReferrEddLEC 

#45 Other 
Wanted Sprint y;t Sw T_ j  

,~ I NON-STATE REPORTED 
-1,. . ..I m.1. . L .  

n I 



March 2003 

I Agents 12 
Service 0 

#01 

H a  

#05 
#M 
#07 

#m 
#IO 
#I 1 
#12 
#I3 
#14 
U15 
#16 
#f7 
#I8 
#I9 
#10 

Dial Out Time 
Didn't Fdbw Datebaa Inst. 
Didn't F o l h  Cust. InstrmL 
M f n Y  Kwp Cust. Informed 
&mt Dkwxlmmd Calier 
P m  Spelling 
Typing SpaedlAwutacy 
Poor Voice TQW 
Everything R&pd 
HCO Procedures Not Fdlowd 
VCO Procedures Not FoHowed 
Two-Line VCO P d u a s  Not Fo 
Mkgrwnd No188 Nc4 Typd 
Feellngs N a  D p w m  

Recording Feature Nol Uwd 
N o h  In Center 
Agent War Rude 
Pmblem Answer Machlns 
Spanish %dm 
$pee& to w 

0 

Q 
0 
0 ! 6 

OTHER CALLS 
#36 BrandmglDatabasa entry 
#37 Rsquest W m c b r y  Assistance 16 

#38 Testcalk 
#35 Inatru&onsN;eneral 
#40 Send lnfbtmatin 
&I Billing QuastiDn 
M2 P U * W  

#63 RekrredtoLEC 
#44 Wanted $print Cust Sw: 

92 E3 59 

1201 1 



(a, April 2003 
- 

COMMENDATION F: Totals 1 Agents 6 
11 

#01 
#02 
Iw3 
#04 
#05 
rn 
#07 
m 
#09 
# I O  
#11 
#12 
#I 3 
61 4 
#15 
#16 
#I 7 
#18 
#I9 
#20 

Dial Out Tme 
Dldn't Follow Database Inst. 
D i n ?  Follow Cust. Instruct. 
Didn't Keep Cust Informed 
W n t  DiscannsWd Caller 
Poor Spelling 
Typing SpeedlAocuracy 
Poar Voice Tone 
Everythlng Relayed 
HCO Procedures Not F d l o w d  
VCO Pracedures Not Followed 
Two-Line VCO Promdures Not FQ 
Background Noise Not Typed 
Feellngs Not Wcribed 
Recording Feature Not Used 
Noise in Center 
Agent Was Rude 
Problem Answer Machine 

Speech to Speech 
Spanish %Ma 

#22 Lost Branding 
#23 Charged for Loml Call 
#24 Trouble Linking Up 
#25 h e  O i w n n m t d  
#26 Garbled Message 
#27 Databaae Not Available 
#28 SpitScrectn 0 
#a9 Other Technical Type: 0 

TCITAL n 

I 
m 



May 2003 

MI Dial Out Time 
#02 DMnY Follow Database Inst. 
#03 DidnY Follow Cust. Instruct. 
#04 Didn't Keep Cust. Informed 
#% Agent DiscDnneetsd Caller 
W PoorSpelling 
#07 Typing SpedlAccuraCy 
#08 Pmr Voice Tone 
#09 Everything Relayed 
#IO HCO Pmxdures Not Followed 
#I 1 vco Promduras Not Followed 
#12 TwLIne VCO P m d u r e s  Not Fo 
#I 3 Background Ndss Plot Typed 
#I4 Fdings Not Described 
#I 5 Remrding FesfLlre Not Used 
#16 Noise in Ceder 
#17 Agent Was Rude 
#I8 Problem Answer Machine 
#I 9 Spanish Service 
#20 SpeechtoSpexh 
#ai Mher Service Type: 1 

T n T A f  I 7 4  , .  

TECHNICAl.COMP~INTS . . . - 
#22 LostBranding 0 
#23 Charged fw Local Call 0 
#24 Tmubla Linking Up 2 
#25 Line Dimnected 0 

#26 Garbled Message 0 
#27 Database Not Available 0 
#28 Spitscreen 0 
#29 Other Technical Type: 3 

5 
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UNITED STATES 
SECURITIES AND EXCHANGE COMMISSION 

Washington, D.C. 20549 

FORM IO-K 
ANNUAL REPORT PURSUANT TO SECTION 13 OR 15(d) 

OF THE SECURITIES EXCHANGE ACT OF 1934 

For the fiscal year ended December 31,2002 

OR 

TRANSITION REiPORT PURSUANT TO SECTION 13 OR 15(d) OF THE 
SlECURITIES EXCHANGE ACT OF 1934 

For the transition period from to 

Commission flle number 1-04721 

SPFNNT CORPORATION 
(Exact name of registrant as specified in Its charter) 

KANSAS 
(State or other jurisdiction of 
incorporation or organimtion) 

P.O. Box 11315, 
Kansas City, Missouri 

(Address of princlpal executive offlces) 
Registrant’s telephone number, including area code 

404457967 
(IRS Employer 

ldentifieatlon No.) 

64112 
(Zip Code) 

(913) 624-3000 

Securltles registered pursuant to Section 12(b) of the Act: 

Title of each class Name of each exchange on which registered 

New York Stock Exchange 

New York Stock Exchange 

New York Stock Exchange 
New York Stock Exchange 

I 

FON Common Stock, Series 1, $2.00 
par value, and FON Group Rights 

PCS Common Stock, Series 1, $1 .OO 
par value, and PC3 Group Rights 

Guarantees of Sprint Capital Corporation 
6.875% Notes due 2028 

Corporate ilnits 
Securities regllstered pursuant to Sectlon 12(g) of the Act: None 

Indicate by check mark whether the registrant (’I) has filed all reports required to be filed by Section 13 or 15(d) of the Securities 
Exchange Act of 1934 during the preceding 12 months (or for such shorter period that the registrant was required to file these 
reports), and (2) has been subject to these filing requirements for the past 90 days. 

Indicate by check mark if disclosure of delinquent filers pursuant to Item 405 of Regulation S-K is not contained herein, and will not be 
contained, to the best of registrant’s knowledge, in definitive proxy or information statements incorporated by reference in Part Ill of this 
Form 10-K or any amendment to this Form 10-K. 0 
Indicate by check mark whether the registrant is an accelerated filer (as defined in Rute 12b-2 of the Act). No - 
Aggregate market value of voting and non-votinsg common equity held by non-affiliates at June 28, 2002, was $13,928,503,414. 

- Yes X No 

Yes - X 

COMMON SHARES OUTSTANDING AT FEBRUARY 21,2003: 

FON COMMON STOCK 896,584,780 
PCS COMMON STOCK 

Series 1 687,142,404 
Series 2 278,872,490 
Series 3 34,441,023 

CLASS A COMMON STOCK 43,118,018 

- Documents incorporated by reference. 

Registrant’s definitive proxy statement filed under I3egulation 14A promulgated by the Securities and Exchange Commission under the 
Securities Exchange Act of 1934, which definitive proxy statement is to be filed within 120 days after the end of Registrant’s fiscal year 
ended December 31 I 2002, is incorporated by reference in Part I I i  hereof. 



SECURITIES AND EXCHANGE COMMISSION 
ANNUAL REPORT ON FORM 10-K Sprint Corporation 

Part I 

Item 1. Business 

The Corporation 

Sprint Corporation, incorporated in 1938 under the laws of Kansas, is mainly a holding company, with its 
operations primarily conducted in its subsidiaries. 

Sprint is a global communications company and a leader in integrating long-distance, local service, and wireless 
communications. Sprint is also one of the largest carriers of Internet traffic using its tier one Internet Protocol 
network, which provides connectivity to any point on the Internet either through its own network or via direct 
connections with other backbone providers. Sprint is the nation’s third-largest provider of long distance services 
based on revenues, and operates nationwide, all-digital long distance and tier one Internet protocol networks using 
fiber-optic and electronic technology. In addition, Sprint’s local division currently serves approximately 8.1 million 
access lines in f 8 states. Sprint also operates a 100% digital personal communications service, or PCS, wireless 
network with licenses to provide service to the entire United States population using a single frequency band and a 
single technology. Sprint operates in an industiy that has been and continues to be subject to consolidation and 
dynamic change. Therefore, Sprint routinely reassesses its business strategies. In light of current events and 
specific changes in telecommunications, including bankruptcies, over-capacity and the economic downturn, Sprint 
continues to assess the implications on its operations. Any such assessment may impact the valuation of its long- 
lived assets. As pad of its overall business strategy, Sprint regularly evaluates opportunities to expand and 
complement its operations and may at any time be discussing or negotiating a transaction that, if consummated, 
could have a material effect on its business, financial condition, liquidity or results of operations. 

In the 2002 third quarter, Sprint reached a definitive agreement to sell its directory publishing business to 
R.H. Donnelley for $2.23 billion in cash. The sale closed on January 3, 2003. 

In November 1998, Sprint’s shareholders approved the allocation of all of Sprint’s assets and liabilities into two 
groups, the FON Group and the PCS Group, as well as the creation of the FON stock and the PCS stock. In 
addition, Sprint purchased the remaining ownership interests in Sprint Spectrum Holding Company, L.P. and 
PhtflieCo, L.P. (together, Sprint PCS), other than a minority interest in Cox Communications PCS, L.P. (Cox PCS), 
which is now called Sprint Telephony PCS L.P. Sprint acquired these ownership interests from Tele- 
Communications, Inc. (TCI), Comcast Corporation and Cox Communications, Inc. (the Cable Partners). In 
exchange, Sprint issued the Cable Partners special low-vote PCS shares and warrants to acquire additionat PCS 
shares. Sprint also issued the Cable Partners shares of a new series of preferred stock convertible into PCS 
shares. The purchase of the Cable Partners’ interests Is referred to as the PCS Restructuring. In the 1999 second 
quarter, Cox Communications, Inc. exercised a put option requiring Sprint to purchase the remaining 40.8% 
interest in Cox PCS. Sprint issued additional low vote PCS shares in exchange for this interest. 

Also in November 1998, Sprint reclassified each of its publicly traded common shares into one share of FON stock 
and V2 share of PCS stock. This recapitalization was tax-free to shareholders. In addition, the Class A common 
shares owned by France Telecom (FT) and Deutsche Tetekom AG (DT) were reclassified into shares representing 
both FON and PCS stock. These transactions are referred to as the Recapitalization. 

FT no longer holds FON shares, and DT no longer holds either FON or PCS shares. 

FON common stock and PCS common stock are intended to reflect the financial results and economic value of the 
FON and PCS Groups. However, they are classes of common stock of Sprint, not of the group they are intended 
to track. Accordingly, FON and PCS shareholders are subject to the risks related to an equity investment in Sprint 
and all of Sprint’s businesses, assets and liabilities. Shares of FON common stock and PCS common stock do not 
represent a direct legal interest in the assets and liabilities allocated to either group, but rather represent a direct 
equity interest in our assets and liabilities as a whole. Sprint’s Board of Directors may, subject to the restrictions in 
Sprint’s articles of incorporation, change the allocation of the assets and liabilities that comprise each of the FON 
Group and the PCS Group without shareholder approval. 

d 
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Access to Public Filings 

Sprint provides public access to its annual report on Form 10-K, quarterly reports on Form 10-Q, current reports on 
Form 8-K, and amendments to these reports tiled with the Securities and Exchange Commission (SEC) under the 
1934 Act. These documents may be accessed free of charge on Sprint’s website at the following address: 
http://www.sprint.com/sprintlir. These documents are provided as soon as is practicable after filing with the SEC, 
although not generally on the same dily. These documents may also be found at the SEC’s website at 
http:llwww. sec.gov. 

Operating Segments 

Sprint’s business is divided into three lines of business: the global markets division, the local division and the PCS 
wireless telephony products and services business. For financial information relating to Sprint‘s segments, see 
Note 18 to Sprint‘s consolidated financial statements under Item 8-Financial Statements and Supplementary 
Data in this Form IO-K. 

Sprint FON Group 

General Overview of the Spriflf FON Group 

The FON Group is comprised of the global markets division, the local division and other businesses consisting 
primarily of wholesale distribution of telecommunications products. The main activities of the global markets 
division include domestic and international long distance communications (except for consumer long distance 
services used by customers within Sprint’s local franchise territories), broadband fixed wireless services and 
certain other ventures. The global markets division is the nation’s third-largest provider of long distance services 
based on revenues. The activities of the local division include local exchange communications and consumer long 
distance services used by customers within Sprint’s local franchise territories. 

The FON Group is implementing a metropolitan area network {MAN) strategy through the tease and purchase of 
dark-fiber and lit rings in key U.S. citie:;. This fiber-optic infrastructure is expected to enable Sprint to reduce local 
access costs in the future. 

The FON Group also includes other businesses consisting primarily of wholesale distribution of telecommunication 
products. Finally, the FON Group includes investments in EarthLink, tnc., an Internet service provider; Call-Net, a 
long distance provider in Canada; lnfelig Telecommunicacoes Ltda. (lntefig), a long distance provider in Brazil; and 
certain other telecommunications investments. 

Global Markets Division 

The global markets division’s financial .performance for 2002, 2001 and 2000 is summarized as follows: 

2oM1 2002 2M31 
(millions) 

Met operating revenues M,W s 9.916 $10,528 

Operating income (loss)rlj 5 (2M3) $(2,049) $ 585 

1v Includes $194 million and $1.7 billion of restructuring and asset impairment charges in 2002 and 2001, respectively. In 202.2’. 
includes a $3 million charge to imreassr the reserve for the expected loss on receivables due to the bankruptcy declaration 
of Worldcorn. In 2QQl, includes a $24 roillian charge for litigation. In 2000, a $238 million asset impairment charge is 
included. 

General 

The global markets division provides a broad suite of communications services targeted to domestic business and 
residential customers, multinational corporations and other communications companies. These services include 
domestic and international voice, data r:ornrnunications using various protocols such as Internet protocol and 
frame relay (a data service that transfers packets of data over Sprint’s network), and managed network sewices. 
In addition, the global markets division provides web and applications hosting, consulting services, colocation 
services, and international data communications. 
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The global markets division also includes the operating results of the wireless high speed data and cable TV 
service operations of the broadband fixed wireless companies. In 2001, Sprint announced it would halt further 
deployment of Multipoint Multichannel Distribution Services (MMDS) services using current line of sight 
technology. Current video and high speed data customers continue to receive service. Sprint is pursuing 
alternative strategies with respect to the spectrum leases and licenses. 

Competition 

The division competes with AT&T, WorldCom, the Regional Sell Operating Companies (RBOCs) and other 
telecommunications providers in all segments of the long distance communications market. AT&T continues to 
have the largest market share of the domestic long distance communications market. Some competitors are 
targeting the high-end data market and are offering deeply discounted rates in exchange for high-volume traffic as 
they attempt to fill their networks with traffic volume. As of December 31, 2002, the RBOCs have obtained 
authorization to provide in-region long distance service in 35 states, which has heightened competition. The 
RBOCs may secure regulatory clearance to offer long distance services in a significant number of the remaining 
states in the next 12 months. As the RBOCs have entered the long distance service market, they have proven to 
be formidable long distance competitors. In addition, long distance services provided by wireless service providers 
are expected to continue to adversely affect the global markets division. Competition in long distance is based on 
price and pricing plans, the types of services offered, customer setvice, and communications quality, reliability and 
availability. Sprint’s ability to compete successfully will depend on its ability to anticipate and respond to various 
competitive factors affecting the industry, including new services that may be introduced, changes in consumer 
preferences, demographic trends, economic conditions, and pricing strategies. 

Strategy 

In order to achieve profitable market share growth in an increasingly competitive long distance communications 
environment, the global markets division intends to leverage its principal strategic assets: its high-capacity national 
fiber-optic network, it5 tier one Internet Protocol network, its base of business and residential customers, its 
established national brand, and offerings available from other Sprint operating entities and other affinity 
relationships. The long distance operation will focus on expanding its presence in the data communications 
markets. The global markets division continues to deploy network and systems infrastructure which provides 
reliability, cost effectiveness and technological improvements. 

Local Division 

General 

The local division consists mainly of regulated local phone companies serving approximately 8.1 million access 
lines in 18 states. The local division provides local voice and data services, including Digital Subscriber Line 
(DSL), for customers within its franchise territories, access by phone customers and other carriers to the local 
division’s local network, nationwide long distance services io residential customers located within its franchise 
territories, sales of telecommunjcations equipment, and other sewices within specified calling areas to residential 
and business customers. DSL enables high speed transmission of data over existing copper telephone lines. 

The local division’s financial performance for 2002, 2001 and 2000 is summarized as follows: 

2002 2001 2000 
(mi//ions) 

Net operating revenues $6,212 $6,247 $6,155 

Operating incorner’) 51,830 $1,783 $1,763 

(0 Includes $56 rniliion and $109 mN#n of restructuring charges in 2002 and 2001, respectively. In 200.2, includes B $27 million 
charge to increase ihe reserve for the expected loss on receivables due to the bankruptcy declaration of WorIdCom. 

competition 

The local division is principally in suburban and rural markets. As a resutt, competition in its markets is wcurring 
more gradually than for the RBOCs. In urban areas where the local division operates there is already substantial 
competition for business customers and indications of increasing competition for residential customers. Cable 
modems provide increasing competition for high-speed data services for residential customers, and wireless 
services will continue to grow as an alternative to wireline services. There continues to be significant competition in 
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toll services. Certain mergers or other combinations involving competitors may increase competition. Competition 
in these services is based on price and pricing plans, the types of sewices offered, customer service, and 
communications quality, reliability and availability. 

Strategy 
The local division’s strategy is to market to its local customers Sprint‘s entire product portfolio as well as its core 
product line of local voice, advanced network features and data products, including DSL. The local division is also 
engaged in a trial in which it selves a5 a CLEC providing local and long distance services to small and medium 
business customers utilizing leased toops and transport from the lLEC and Sprint-provided switching. 

Sprint PCS Group 

General Overview of the Sprint PCS Giroup 

The PCS Group includes Sprint’s wireless PCS operations. It operates a 100% digital PCS wireless network with 
licenses to provide service to the entiro United States population using a single frequency and a singfe technology. 
At year-end 2002, the PGS Group, togsther with third party affiliates, operated PCS systems in over 300 
metropolitan markets, including the 100 largest US. metropolitan areas. The service offered by the PCS Group 
and its third party affiliates now covers more than a quarter billion people. The PCS Group provides nationwide 
service through a combination of: 

operating its own digital network in major U.S. metropolitan areas using code division multiple access 
(CDMA), which is a digital spread-spectrum wireless technology that allows a large number of users to 
access a single frequency band by assigning a code to all speech bits, sending a scrambled transmission 
of the encoded speech over the air and reassembling the speech into its original format, 

affiliating with other companies that use CDMA, mainly in and around smaller U.S. metropolitan areas, 

roaming on other providers’ analog cellular networks using multi-mode and multi-band handsets, and 

roaming on other providers’ digital networks that use COMA. 

Sprint launched nationwide third generation (3G) capability in the 2002 third quarter. This capability allows more 
efficient utilization of the network when voice calls are made using 3G-enabled handsets. It also provides 
enhanced data services. The service, marketed as “PCS Vision”, allows consumer and business customers to use 
their Vision-enabled PCS devices to check personal and corporate e-mail, take and receive pictures, play games 
with full-color graphics and polyphonic :sounds and browse the Internet wirelessly with speeds up to 144 kbps (with 
average speeds of 50 to 70 kbps). 

The PCS Group supplements its own network through affiliation arrangements with other companies that use 
CDMA. Under these arrangements, these companies offer PCS services under the Sprint brand name on COMA 
networks built and operated ai their own expense. Several of these affiliates are experiencing financial difficulties, 
are evaluating restructuring activities arid could face bankruptcy. In February 2003, one affiliate filed for 
bankruptcy protection. For further discussion see Risk Factors Relating to Sprint. 

The PCS Group also incfudes an invesiment in Virgin Mabile, USA, a joint venture to market wireless services. 
This investment is accounted for using ,the equity method. 

The PCS Group also provides PCS services to companies that resell PCS sewices to their customers on a retail 
basis under their own brand. These companies bear the costs of acquisition, billing and customer service. 

The financial performance for the PCS ISroup for 2002,2001 and 2000 is summarized as follows: 
I 

2002 2001 2m 
(millions) 

Net operating revenues $1 2,074 $9,725 $6,341 

Operating income (joss)(1) $ 475 $ (647) $(1,928) 

Includes $138 million and $10 million of restructuring charges in 2002 and 2001, respectively. In 2002, includes B $6 miliion 
Ch8rg8 tu increase the rasewe for the e;rpected loss on receivables due to the bankruptcy d8ciaration of WotIdCom. 
Indudes a $24 miliion charge in 2000 for costs associated with the terrninaled merger betW8en Sprint and WorldCom. 
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Competition 
The market for wireless services is highly competitive. Each of the markets in which the PCS Group competes is 
sewed by other two-way wireless service providers. A majority of the markets, including each of the top 50 
metropolitan markets, have five or more wireless setvice providers including the PCS Group. Many of the PCS 
Group’s competitors have been operating for a number of years and serve a substantial subscriber base. In 
January 2003, the Federal Communications Commission (FCC) rule imposing limits on the amount of spectrum 
that can be held by one provider in a specific market was lifted. Competition may continue to increase to the extent 
that licenses are transferred from smaller stand-alone operators to larger, better capitalized, and more 
experienced wireless communications operators, or as new firms enter the market as additional radio spectrum is 
made available for commercial wireless services. 

Strategy 

The PCS Group intends to increase capacity and expand network coverage and to increase market penetration by 
aggressively marketing competitively priced PCS products and services under the Sprint brand name, offering 
enhanced voice and data services and seeking to provide superior customer service. The principal elements of the 
PCS Group’s strategy for achieving these goals are: 

* operating a nationwide digital wireless network, 

using state-of-the-art technology, including 3G CDMA, 

leveraging the operating scale of the PCS Group’s national network to achieve significant cost 
advantages in purchasing power, operations, and marketing, 

leveraging Sprint‘s national brand to gain consumer confidence in, and acceptance of, the PCS Group’s 
products and services, 

delivering superior service to its customers, 

growing its customer base using multiple distribution channels, 

continuing to increase capacity and expand coverage, and 

offering PCS Group services in combination with FQN Group services. 

Legislative and Regulatory De vebpmen ts 

Telecommunications services are subject to regulation at the federal level by the FCC and at the state level by 
public utilities commissions. In general, incumbent local exchange carriers (ILECs) such as Sprint‘s local phone 
companies are subject to the most extensive regulation. Regulation not only covers rates and service terms, but 
also the terms on which ILECs provide conneclions and network elements to potential competitors known as 
competitive local exchange carriers (CLECs). Long distance providers such as the global markets division are 
subject to less regulation, but still must comply with various statutory requirements and regulations. Commercial 
mobile radio service (CMRS) providers such as the PCS Group are not regulated from a retail pricing standpoint, 
but are subject to various licensing and technical requirements imposed by the FCC. 

Telecommunications have been and remain the subject of legislative initiatives at both the federal and state levels. 
The Telecommunications Act of 1996 (Telecom Act) was the first comprehensive update of the Communications 
Act of 1934. Among other things, the Telecom Act provided a framework for local competition, but required the 
passage of implementing rules by the FCC and the states. These rules have been the subject of numerous 
appeals to both the courts and to Congress. In virtually every session of Congress since the adoption of the 
Telecom Act, legislation has been proposed to amend it. In addition, members of Congress use Congressional 
hearings and letters to emphasize points to regulators. This Congressional participation in the development of 
regulatory policy and enforcement makes the regulatory process less predictable and potentially adverse to 
Sprint’s interest. Similar legislative involvement occurs in various states. 

Sprint FON Group 

Competitive Local Service 

The Telecom Act was designed to promote competition in all aspects of telecommunications. It eliminated legal 
and regulatory barriers to entry into local phone markets. I t  atso required ILECs to allow local resale at wholesale 
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rates, negotiate interconnection agreements, provide nondiscriminatory access to unbundled network elements 
and allow cobcation of interconnection equipment by competitors. The rules implementing the Telecom Act are 
the subject of legal challenges and uncertainty. Moreover, many of the CLECs that invested money to participate 
in local competition have filed for bankruptcy. Thus, the future of local competition remains unclear. 

The FON Group is impacted by local competition rules from two perspectives: primarily, as art ILEC serving 
approximately 4% of the access lines in the United States and, secondarily, as a potential CLEC for the remainder 
of the country's access lines. In Columbus, Ohio, Sprint is engaged in a trial in which it serves as a CLEC 
providing local and long distance services to small and medium business customers utilizing leased loops and 
transport from the ILEC and Sprint-provided switching. Additionally, Sprint is conducting a limited market test of a 
CLEC offering targeted to mass market customers in major domestic geographic markets which utilizes a platform 
of unbundled network elements, referred to as "UNE-P," leased from the ILEC. 

In ZOO?, the FCC commenced a review of its ILEC unbundled network element rules. In februaiy 2003, the FCC 
voted to adopt an order that addresses various aspects of the unbundled network element rules, including UNE-P, 
broadband deregulation and high-capacity loops. Under the order, ILECs continue to be required to make 
available loop and transport elements such as those needed for the Columbus, Ohio triaf, but the order establishes 
a mechanism to allow state regulatory commissions to remove the transpott element from the required list i f  
certain competitive tests are met. The order further presumes that UNE-P should remain available for mass- 
market customers and requires state regulatofy commissions to decide whether UNE-P should continue to be 
available for mass-market customers; if a state should determine that UNE-P should no longer be required, the 
order establishes a three-year phase-out period. Various parties to the FCC proceeding have announced their 
intention to appeal the FCC's order. 

Separately, the FCC also initiated proc:eedings to explore whether it should establish performance measures for 
lLEC provision of unbundled network elements and special access services and it has convened a proceeding to 
determine the appropriate regulatory requirements for ILEC provision of domestic broadband telecommunications. 

Universal Service Requirements and Access Reform 

The FCC continues to address issues ireelated to universal sewice and access reform. In 2000, the FCC adopted 
an access reform plan that substantially reduced switched access charges paid by long distance carriers to the 
large ILECs and created a new univer5;al service fund that offsets a portion of this reduction in access charges. In 
connection with its advocacy of this p1a.n. Sprint committed that it would flow through the reductions in switched 
access costs over the five-year life of the plan to both business and residential customers. Sprint also committed 
to certain other pricing actions, includirig eliminating charges to residential and single-line business customers 
which had been used to pass through certain access costs that were eliminated by this plan, and maintaining, for 
the duration of the plan, at least one pricing option that does not include a minimum usage charge. The FCC order 
adopting this access reform plan requires Sprint to adhere to these commitments. 

The FCC and many states have established "universal service" programs to ensure affordable, quality local 
telecommunications services for all U.8. residents. The FON Group's assessment to fund these programs is 
typically a percentage of interstate and international end-user revenues. Currently, management cannot predict the 
extent of the FON Group's future feden31 and state universal service assessments, or its ability to recover its 
contributions to the universal sewice fund from its customers. 

In May 2001, the FCC initiated a procezding io determine whether the carrier assessment program described in 
the preceding paragraph should be chainged. In a December 2002 decision, the FCC asked for further comment 
on whether to move from a carrier ass~~ssment based on revenues to a per-line or per-number assessment; in 
addition, it revised the revenue-based assessment from one based on historical revenues to one based on 
projected revenues in order to better account for RBOC entry into long distance and the loss of market share by 
other long distance carriers. The FCC also increased, from 15% to 28.5%, the "safe harbor" estimate of the 
amount of wireless revenues that can bse attributed to interstate and international services. This "safe harbor" can 
be used by wireless carriers in lieu of attempting to measure how much of their traffic and revenues are from 
interstate and international calls (and thus subject to federal universal service contributions). This increase in the 
"safe harbor is likely to increase the overall share of federal universal service funding borne by wireless carriers. 
At current funding levels, the effect of this FCC decision should be to reduce slightly the FON Group's 
contributions to the federal universal service funds. 
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Communications Assistance for Law Enforcement Act 

The Communications Assistance for Law Enforcement Act (GALEA) was enacted in 1994 to preserve electronic 
surveillance capabilities authorized by federal and state law. CALEA required telecommunications companies to 
meet certain "assistance capability requirements" by June 30, 2000. The local division has agreed to a CALEA 
deployment schedule with the Department of Justice (DOJ) and obtained an extension for CALEA compliance 
from the FCC until June 30, 2002. The local division has timely filed a petition for further extension until June 30, 
2004. This petition and similar petitions filed by other carriers have not been acted on, but based on past practice, 
no penalties are likely to be imposed for the period after the expiration of the previous extension. 

Reallocation of Spectrum 

The FCC has issued an order reallocating certain spectrum (the 2150-2162 MHr band) currently used by Sprint 
and others in the provisioning of MMOS for advanced wireless services. The order provides that incumbents such 
as Sprint will be relocated to a band that will be identified later and will be reimbursed for their relocation costs. 

MMDS License Conditions 

The FCC auctioned certain MMDS licenses -those licensed on a basic trading area (BTA) geographic basis -in 
1996 for a term of ten years. The licenses may be renewed by the FCC for additional ten year terms. The FCC 
rules require all licensees of auctioned MMOS spectrum to meet cettain buildout requirements in order to retain 
their licenses of this spectrum. These licensees are required to construct stations to provide signals capable of 
reaching at least two-thirds of the population of the applicable service area by August 16, 2003 or five years from 
the deadline specified on a conditional license, whichever is later. Although Sprint believes it has met these 
requirements in a number of its MMDS markets, it has just begun filing certifications with the FCC and has not yet 
received confirmation from the FCC that the requirement has been met in any BTA. Sprint, other MMDS licensees 
and the MMDS trade association have asked the FCC to delay the buildout deadline and to amend its rules 
regarding the buildout obligation. Those requests remain pending. Failure to comply with FCC requirements in a 
given market could result in the loss of the MMDS 8TA license for that part of the service area in which the 
buildout requirements are not met. 

Sprint PCS Group 

The FCC seis rules, regulations and policies to, among other things: 

grant licenses for PCS frequencies and license renewals, 
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rule on assignments and transfers of control of PCS licenses, 

govern the interconnection of PCS networks with other wireless and wireline carriers, 

establish access and universal service funding provisions, 

impose fines and forfeitures for violations of any of the FCCs rules, 

regulate the technical standards governing wireless services, and 

impose other obligations that it determines to be in the public interest. 

In January 2003, the FCC eliminated its rule prohibiting a single entity from having a combined attributable interest 
(20% or greater interest in any license) in broadband PCS, cellular and specialized mobile radio licenses totaling 
more than 55MHz in any geographic area. The FCC will now anatyze transactions involving spectrum on a case- 
by-case basis and will impose limits on the amount of spectrum a single entity may hold in a market only if market 
conditions warrant such restrictions. 

The FCC recently reallocated additional spectrum for 3G purposes. The FCC - in coordination with the National 
Telecommunications Infrastructure Administration (NTIA) - identified which spectrum bands should be used for 
advanced wireless services and is considering the technical parameters and service rules to govern operation in 
these frequencies. After this process is complete, the FCC will auction this spectrum. The amount of spectrum that 
will be reallocated and the cost of moving incumbent users cannot be determined at this time. In addition, the FCC 
plans to auction additional spectrum in the 700 MHz band which is currently used for analog broadcasting. It is not 
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clear if the allocation of additional spectrum for 3G purposes and the auction of 700 M H r  spectrum for mobile 
services may impact the value of the PCS Group's current spectrum licenses. At the present time the PCS Group 
believes that it has adequate spectruin to implement its business plan. 

PCS License Conditions 

All PCS licenses are granted for IO-year terms if the FCC's construction requirements are met. The licenses are 
subject to renewal. All 30 MHz broadband major trading area (MTA) licensees must build PCS networks offering 
coverage to '/3 of the population within five years and T3 within 10 years. In 2000, the PCS Group met the five- 
year buildout requirement in all its MTA markets. The PCS Group has already met the ten-year buildout 
requirement in the majority of its MTA markets and expects to meet the ten-year buildout requirements in all of its 
MTA markets before the June 2005 deadline. Ail 10 MHz and 15 MHz broadband PCS licensees must construct 
networks offering coverage to at least V4 of the population or make a showing of Bubstantial service" within five 
years of license grant. In April 2002, tAe PCS Group met the 10/15 MHz five-year buitdout requirement in all its 
BTA markets. Licenses may be revoked if the FCC's construction requirements are not met. 

PCS licenses may be renewed for additional 10-year terms. Renewal applications are not subject to auctions and 
the FCC will award a license renewal expectancy to a licensee that can demonstrate it has provided "substantial 
service" during the past license term and has substantially complied with the FCC rules. 

Other FCC Requirements 

By November 24, 2003, all covered ClMRS providers, including the PCS Group, must offer a database solution for 
local number portability (LNP) that must be able to support roaming. LNP allows customers to retain, subject to 
certain geographical limitations, existing tetephone numbers when switching from one telecommunications carrier 
to another. Once LNP is implemented. current rules require that covered CMRS providers would have to provide 
LNP in the 100 largest metropolitan statistical areas, in compliance with certain FCC performance criteria, i f  a 
bona fide request from another carrier (CMRS provider or local exchange carrier) is made. 

A number of CMRS carriers and the PCS Group have asked the US.  Circuit Court of Appeals for the District of 
Columbia to invalidate the FCC's imposition of this requirement. The LNP requirement would impose increased 
operating costs on all CMRS carriers and may result in higher subscriber churn rates. 

Broadband PCS and other CMRS providers must implement enhanced emergency 91 1 capabilities in a two-tiered 
manner. In the first phase, wireless cairriers must identify the base station from which a call originated. In the 
second phase, wireless carriers must provide location within a radius as small as fifty meters. Implementation of 
the second phase location requirements must generally begin within six months of a valid request by a public 
safety organization. The PCS Group h,as been granted a limited waiver of certain emergency 91 1 obligations and 
has sought an additional waiver extending the time within which 100% of its new handsets must contain location 
capability. 

Communications Assistance for Law Enforcement Act 

CALEA requires telecommunications carriers, including Sprint, to modify their equipment, facilities and services to 
allow for authorized electronic surveillance based on either industry or FCC standards. Like other CMRS carriers, 
the PCS Group has sought certain extensions of CALEA deadlines for packet-mode data services and these 
requests remain pending. Sprint believes that the FCC will grant extensions of the deadlines; however, if the 
extension requests are not granted, the PCS Group could be subject to fines if it is unable to comply with a 
surveillance request from a law enforcement agency due to the failure to provide the required sutveillance 
capabilities. The PCS Group has also sought clarification from the FCC an the scope of the PCS Group's 
obligation to intercept packet-mode dala services. The FCC has yet to respond to the PCS Group's request for 
clarification. 

Other Federal Regulations 

Wireless systems must comply with ceitain FCC and Federal Aviation Administration (FAA) regulations about the 
siting, lighting and construction of transmitter towers and antennas. In addition, FCC rules may subject certain cell 
site locations to National Environmental Policy Act (NEPA) and National Historic Preservation Act (NHPA) 
regulation. The FCC's NEPA and NHPA rules require carriers to meet certain land use and radio frequency 
standards. These requirements can delay or prevent siting in certain areas. 
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Universal Service Requirements and Access Charges 

The FCC and many states have established “universal service“ programs to ensure affordable telecommunications 
services for all U.S. residents. As discussed above under “Sprint FON Group - Universal Service Requirements 
and Access Reform,” the FCC recently increased the “safe harbor“ estimate of the amount of wireless revenues 
that can be attributed to interstate and international services. Although wireless carriers may still rely on their 
actual interstate traffic levels to determine universal service fund contributions, the FCC’s modification of the “safe 
harbor is expected to increase the overall share of federal universal service funding borne by wireless carriers, 
including the PCS Group. 

In 2001, the FCC initiated a proceeding to consider a number of issues regarding compensation arrangements 
between carriers that exchange local and long distance traffic, including the issue of whether wireless carriers 
should be aliowed to charge long distance carriers for terminating long distance calls to their wireless customers. 
Separately, in 2001, the PCS Group and AT&T filed petitions for a declaratory ruling with the FCC regarding the 
lawfulness of the PCS Group’s practice of charging AT&T for terminating AT&T’s long distance calls to the PCS 
Group’s wireless customers. In duty 2002, the FCC released a ruling affirming that nothing prohibited wireless 
carriers from imposing access charges for the use of their networks; however, the FCC atso stated that 
interexchange carriers could not be unilaterally required to pay these charges without a contractual obligation to do 
so. This ruling is currently on appeal before the US.  Circuit Court of Appeals for the District of Columbia. 

State and Local Regulation 

The Telecom Act preempts state and local regulation of market entty or the rates charged by a CMRS provider. 
States may, however, regulate “other terms and conditions” of mobile sewice, such as billing practices and other 
consumer-related issues. Several states have commenced proceedings to implement consumer protection and 
service quality regulations that would impose substantial incremental costs across the industry. 

The Location and construction of radio towers and antennas are also subject to a variety of state and local zoning, 
land use and regulatory requirements. Therefore, the time needed to obtain zoning approvals for the construction 
of additional wireless facilities varies from market to market and state to state. 

The potential impact on Sprint, the FON Group and the PCS Group of material regutatory developments is 
discussed under Risk Factors Relating to Sprint. 

Environmental Compliance 

Sprint recentty paid $1.9 million for the cleanup of a former manufactured gas plant and has identified an additional 
seven former manufactured gas plants where it may have some obligation to contribute to cleanup costs. Sprint is 
evaluating whether and to what extent it has liability with respect to each site and has reserved lor additional 
cleanup costs. The manufactured gas plants are not currently owned or operated by Sprint, but may have been 
owned or operated by entities acquired by Sprint’s subsidiary, Centel Corporation, before Sprint acquired Centel 
Corporation. Other environmental compliance and remediation expenditures mainly result from the operation of 
standby power generators for its telecommunications equipment. The expenditures arise in connection with 
standards compliance, permits or occasionat remediation, which are usually related to generators, batteries or fuel 
storage. Sprint’s environmental compliance and remediation expenditures have not been material to its financial 
statements or to its operations and are not expected to have any future material adverse effects on the FON 
Group or the PCS Group. 

Patents, Trademarks and Licenses 

Sprint owns numerous patents, patent applications, service marks and trademarks in the United States and other 
countries. Sprint expects to apply for and develop trademarks, service marks and patents for the benefit of the 
Groups in the ordinary course of business. “Sprint“ and “Sprint PCS are registered trademarks of Sprint. Sprint is 
also licensed under domestic and foreign patents and trademarks owned by others. In total, these patents, patent 
applications, trademarks, service marks and licenses are of material importance to the business. Generally, 
Sprint’s trademarks, tradernark licenses and service marks have no limjtation on duration; Sprint’s patents and 
licensed patents have remaining terms generally ranging from one to 19 years. 

Sprint has granted Licenses to others to use its registered trademark “Sprint“ in certain situations, including to R.H. 
Donnelley in connection with tho provision of telephone directories in Sprint’s local franchise territories and to its 
third party PCS affiliates. 
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Employee Relations 

Ai  year-end 2002, Sprint had approximately 44,200 FON Group and approximately 28,000 PCS Group active 
employees. Approximately 8,800 FOIrl Group employees were represented by unions. During 2002, Sprint had no 
material work stoppages caused by labor controversies. 

In the 2002 fourth quarter, Sprint announced plans to consolidate its Network, Information Technology, and Billing 
and Accounts Receivable organizations, as well as steps to reduce operating costs. These decisions included 
work force reductions in the FON Group, PCS Group and corporate functions. Additionally, in a separate action, 
the PCS Group announced it would reduce operating expenses through a further work force reduction. 

In the 2002 third quarter, Sprint annoiinced a restructuring integrating its EISolutions’ web hosting sales, mobile 
computing consulting, marketing, and product sales support capabilities into Sprint Business while integrating its 
customer service operations into Network Services. Additionally, Sprint announced that its global markets division 
will discontinue offering and supporting facilities-based Digital Subscriber Line (DSL) services to customers. These 
decisions included work force reductions in the FON Group. 

In the 2002 first quarter, the PCS Group announced plans to close five PCS customer solution centers, as well as 
additional steps to reduce operating costs in its network, sales and distribution, and customer solutions business 
units. These decisions included work force reductions in the PCS Group. 

In the 2001 fourth quarter, Sprint terminated its efforts to provide its Sprint ION offerings and announced plans to 
reduce operating costs. These decisicns included work force reductions in the FON Group and corporate 
functions. 

See Note 3 of Notes to Consolidated Financial Statements, “Restructuring and Asset Impairments,” for more 
information on the impacts of these decisions. 

Management 

fo r  information concerning the executive officers of Sprint, see “Executive Officers of the Registrant” in this 
document. 

infomation as to Business Segments 

For information required by this section, refer to Sprint‘s ”Management’s Discussion and Analysis of Financial 
Condition and Results of Operations” rind also refer to Note 18 of Sprint’s “Notes to Consolidated Financial 
Statements” section of the Financial Statements filed as part of this document. 

Risk Factors Relating to Tracking S.focks 

Unless the context otherwise requires, references to “Sprint,” ”we,” ‘us,’ and “ouf mean Sprint Corporation and its 
subsidiaries. 

Because &he FON stock and the P CS stock are classes of common stock of Sprint, not of the group they are 
intended to track, the holders of the FLIN stock and PCS stock are subject to the risks related to an equity 
investment in Sprint and all of Sprint’s businesses, assets and liabilities. Therefore, the market prices of the FON 
stock and the PCS stock may not accurately reflecf the performance of the group they are intended to track. 

I 

FON stock and PCS stock are intended to track the performance of the FON Group and the PCS Group, 
respectively. However, they do not represent a direct legal interest in the assets and liabilities of the groups, but 
represent a direct equity interest in our assets and liabilities as a whole. Holders of FON stock and PCS stock are 
common stockholders of Sprint and as such are subject to the risks related to all of our businesses, assets and 
liabilities. This means that events affecting the business, assets or financial condition of the FON Group could also 
adversely affect the business, assets or financial condition of the PCS Group and vice versa. In addition, negative 
investor expectations for one group could adversely affect both groups. Consequently, the market price of both the 
FON stock and the PCS stock may not accurately reflect the performance of the group they are intended to track. 
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Holders of FON stock and PCS stock vote togefher on most matters submitted to a vote of our stockholders and 
the holders of the class of common stock with the least vofes will likely not be able to determine fhe outcome of the 
vote. 

Sprint is the issuer of both the FON stock and the PCS stock. With few exceptions, holders of FON stock and PCS 
stock have only the rights customarily held by common stockholders of a corporation and do not have rights 
specifically related to the assets or business of either group. For example, holders of FON stock vote together with 
holders of PCS stock as a single class on most matters, including the election of directors. The FON stock has one 
vote per share. The vote per share of the PCS stock fluctuates, based on its market price relative to the market 
price of a share of FON stock for a period of time before the record date for a stockholders’ meeting. The holders 
of the stock with the greater voting power would be in a position to control the outcome of stockholder votes, 
including the election of directors. This would be true even if the matter to be voted upon involves a conflict in the 
interests of the holders of the FON stock and the PCS stock. 

Under applicable corporate law, Sprint’s board of directors does not owe separate duties to the holders of the FON 
stock or to the holders of the PCS stock. 

Sprint has a single board of directors and no separate board represents solely the interests of the holders of the 
FON stock or PCS stcck. Consequently, there is no board of directors that owes separate duties to the holders of 
either the FON stock or the PCS stock. Our tracking stock policies provide that our Board, in resolving material 
matters in which the holders of FON stock and PCS stock have potentially divergent interests, will act in the best 
interest of Sprint and all of its common stockholders after giving fair consideration to the potentially divergent 
interests of the holders of the separate classes of common stock. These tracking stock policies may be changed 
by the board of directors without stockholder approval. 

Conflicts of interest between holders of FON stock and PCS stock in transactions between the FORI Group and the 
PCS Group or in our dealings with third parties could be resolved by our board of directors to the detriment of the 
holders of one or the other class of common stock. 

Holders of FON stock and PCS stock may have interests that differ from or conflict with the interests of holders of 
the other stock. For example, conflicts could arise with respect to decisions by our board of directors with respect 
to, among other things, the following matters: 

conversion of the outstanding shares of PCS stock into shares of FON stock, which our board of directors 
may do any time, 

payment of dividends on FON stock or PCS stock, 

sale of the assets of either the FOM Group or the PCS Group to a third party, 

transfer of assets from one group to the other group, 

allocation of consideration in a merger among holders of FON stock and PCS stock, 

intercompany loans from one group to the other group, 

formulation of public policy positions that could have different effects on the interests of the FON Group 
and the PCS Group, and 

operational and financial decisions. 

Sprint’s board of directors may convert each share of PCS stock, Series 1 into shares of FON stock, Series 1 at 
any time. At the same time, i t  must convert the PCS stock, Series 2 into FON stock, Series 2 and the PCS stock, 
Series 3 into FON stock, Series 3. In addition, the unissued shares of PCS stock underlying the Class A common 
stock will convert into unissued shares of FON stock. The conversion ratio is at the discretion of the board of 
directors, subject to the requirement that it must make independent determinations as to the fairness of the 
conversion ratio to the holders of the PCS stock, taken as a separate class, and to the holders of the FON stock, 
taken as a separate class. Subject to this requirement, the conversion rate determined by the board may benefif, 
or appear to benefit, the holders of one stmk to the detriment of the holders of the other stock. 
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Policies adopted by our board of directors with respect to our tracking stocks provide that loans from the FON 
Group to the PCS Group will be made at interest rates and on terms and conditions substantially equivalent to the 
interest rates and terms and conditiorls that the PCS Group would be able to obtain from third parties, including 
the public markets, as a wholly owned subsidiary, but without the benefit of any guaranty from Sprint or any 
member of the FON Group. This provision applies regardless of the interest rate at which the loaned funds are 
borrowed by Sprint or the FON Group. We anticipate that the interest rates payable by the PCS Group will 
continue to be higher than those payable by Sprint or the FON Group for the foreseeable future. 

Sprint's tracking stock policies also prwide guidelines for addressing material conflicts. Sprint's board of directors 
has appointed a committee, consisting of outside board members, to interpret and oversee implementation of 
these policies. Subject to these policies, the resolution of conflicts by the board may benefit, or appear to benefit, 
one group at the expense of th8 other group. 

A majority of our directors own more FO# stock than PCS stock, which could give rise to claims of conflict of 
interest. 

A majority of the members of our board of directors have a greater economic interest in the FON Group than in the 
PCS Group. Some of our directors have a greater economic interest in the PCS Group. This difference in 
ownership could give rise to claims of conflict of interest when our board of directors makes decisions on matters 
where the interests of the FON Group and the PCS Group diverge. 

Payments to the PCS Group under the tax sharing arrangement could be less than expected, and our board of 
directors could change the terms of tha tax sharing arrangement to the detriment or benefit of one group over the 
other group. 

Federal and state income taxes incurred by Sprint are allocated between the groups in accordance with a tax 
sharing arrangement. These allocations are based principally on the taxable income and tax credits contributed by 
each group. Allocations io or from the IPCS Group are intended to reflect its actual incremental cumulative effect 
(positive or negative) on Sprint's conscilidated federal and state taxable income and related tax liability and tax 
credit positions. Significant payments pursuant to the tax sharing arrangement have been made by the FON Group 
to the PCS Group and Sprint expects that significant payments will continue to be made by the FON Group to the 
PCS Group in the near future, in light of the tax losses that the PCS Group has incurred or is expected to incur 
during this time. It is possible that them payments will be more or less than expected. For example, PCS Group 
losses or FON Group income could be less than anticipated, in which case the payments to the PCS Group would 
be less than expected. Sprint's board c4 directors could change the terms of the tax sharing arrangement in a way 
that would benefit one group over the cither group. 

Sprint's board of directors has the diswetion to change the allocation of the assets and liabilities that comprise 
each of the FON Group and the PCS Group without the approval of Sprint's stockholders. 

Sprint's board of directors, subject to the restrictions in Sprint's articles of incorporation, has the discretion to 
change the allocation of the assets and liabilities that comprise each of the FON Group and the PCS Group 
without the approval 01 Sprint's stockhcdders. It is possible that a change in the existing allocation of the assets 
and tiabilities between the groups coulcl adversely affect the FON Group or the PCS Group. We intend to disclose 
any change in this allocation in our reports filed with the SEC; however, this disclosure is not required and the 
timing and content of this disclosure is at our discretion. Because our stockholders would not be entitled to vote on 
any change in the aflocatians, the market prices of the FON stcck and the PCS stock may not reflect a change 
until the change is disclosed by us. 

Sprint's board of directors could change its established policies relating to the holders of FON stock to the 
detriment of the FON Group or could change its established policies relating to the holders of PCS stock to he 
detriment of the PCS Group. 

Sprint's board of directors may change its tracking stock policies without the approval of Sprint's stockholders. 
Sprint's board of directors may also adopt additional policies depending upon the circumstances. The board of 
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directors may adopt new policies and change existing policies in a manner consistent with its fiduciaty duties after 
giving fair consideration to the potentially divergent interests and all other relevant interests of the holders of the 
separate classes of common stock, including the holders of FON stock and the holders of PCS stock. However, 
new policies and changes to the existing policies could have different impacts upon holders of FON stock and PCS 
stock and could affect on0 common stock negatively in relation to the other common stock. 

The structure of the tracking stocks may impede an acquisition of either group. 

If either group were a stand-alone entity, a person that did not wish to negotiate with our management could seek 
to acquire that group by means of a tender offer or proxy contest involving only the stockholders of that entity. 
However, because each group is a part of Sprint, acquiring either group without negotiation with our management 
would require a proxy contest or tender offer to gain control of Sprint as a whole and would probably require 
solicitations to holders of both FON stock and PCS stock. This may hinder potential acquirers of the assets of 
either group and thereby prevent holders of either dass of common stock from achieving additional return on their 
investment related to such acquisitions. 

Holders of either class of common stock may receive less in an acquisition of the assefs of the group than they 
would if the group were a separate company. 

If either group were a stand-alone entity and its shares were acquired by another person, certain costs, including 
corporate level taxes, might not be payable in connection with the acquisition. As a result, holders of FON stock 
might receive more consideration in an acquisition of the FON Group if the FON Group were an independent 
company. Similarly, holders of PCS stock might receive more consideration in an acquisition of the PCS Group if 
the PCS Group were an independent company. In addition, the after-tax proceeds per share that holders of either 
common stock would receive as a result of a disposition of the assets of the group tracked by that class of 
common stock might be less than the market value per share of that common stock before or after the 
announcement of such disposition. 

Risk Factors Relating to Sprint 

Failure to satisfy Sprint‘s capital requirements could cause us to delay or abandon our expansion plans. 

The PCS Group and the FON Group will continue to require additional capital to continue to expand their 
businesses. We intend io fund these capital requirements with cash flow generated from operations. If we do not 
generate sufficient cash flow from operations, we may need to rely on additional financing to expand our business. 
Sprint may not be able to arrange additional financing to fund its capital requirements on terms acceptable io us. 
Our ability to arrange additional financing will depend on, among other factors, our financial performance, general 
economic conditions, and prevailing market conditions. Many of these factors are beyond Sprint’s control. Either of 
the PCS Group’s or the FON Group’s financing efforts may adversely affect the other group’s ability to raise 
additional capital. Faiiure to obtain suitable financing could, among other things, result in the inability of the PCS 
Group andlor the FON Group to continue to expand their businesses and meet competitive challenges. 

If Sprint incurs additional indebtedness, it could cause a decline in our credit rating, and could limit our ability to 
raise additional capital. 

We have substantial indebtedness. We could incur additional indebtedness in the future as we implement the 
business plans of the PCS Group and the FON Group if we do not generate sufficient cash flow from operations to 
implement these plans. In connection with the execution of our business strategies, we are continually evaluating 
acquisition opportunities with respect to both the PCS Group and the FON Group, and we may elect to finance 
acquisitions by incurring additional indebtedness. We must use a portion of our future cash flow from operations to 
pay the principal and interest on our indebtedness, which will reduce the funds available for our operations, 
including capital investments and business expenses. This could hinder our ability to adjust to changing market 
and economic conditions. tf we incur significant additional indebtedness, our credit rating could be adversely 
affected. As a result, our future borrowing costs would likely increase and our access to capital could be adversely 
affected. 
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I f  the PCS Group does not achieve a,vd maintain profitability or if the FON Group continues to experience declining 
operating revenues, our ability to conipete effectively and our credit rating will likely be adversely affected. 

I f  the PCS Group does not achieve and maintain profitability on a timely basis, the PCS Group may be unable to 
make the capital expenditures necessary to implement its business plan, meet its debt service requirements, or 
otherwise conduct its business in an t?ffective and competitive manner. This would require us to divert cash from 
other uses, which may not be possiblls or may detract from the growth of our other businesses. These events 
could limit our ability to increase reveiiues and net income of the PCS Group, the FON Group, and Sprint as a 
whole or cause these amounts to decline. 

Although EBITDA (operating income or loss plus depreciation and amortization) for the FOM Group is increasing, 
the FON Group ha5 experienced declining operating revenues for the past several quarters. If the FON Group 
cannot increase its revenues, it may tie unable to make the capital expenditures necessary to implement its 
business plan or otherwise conduct it:$ business in an effective and competitive manner. This could further damage 
our ability to maintain or increase revenues of Sprint as a whole. 

If the PCS Group does not achieve arid maintain profitability on a timely basis or if the FON Group continues to 
experience declining operating revenues, our credit rating will likely be adversely affected. If our credit rating is 
adversely affected, our future borrowing costs would likely increase and our access to capital may be adversely 
affected . 

~ _ _ _ _ _ _ _ _  

Sprint facesintense com&%on that mayredduce its marketshare and harm its financial performance. 

There is substantial competition in the telecommunications industry. The traditional dividing lines between long 
distance, local, wireless, and Internet services are increasingly becoming blurred. Through mergers and various 
service integration strategies, major pi?oviders, including Sprint, are striving to provide integrated solutions both 
within and across all geographical markets. 

We expect competition to intensify as a result of the entrance of new competitors and the rapid development of 
new technologies, products, and s e h e s .  We cannot predict which of many possible future technologies, 
products, or services will be important to maintain our competitive position or what expenditures will be required to 
develop and provide these technologitts, products or services. Our ability to compete successfully will depend on 
marketing and on our ability to anticipate and respond to various competitive factors affecting the industry, 
including new services that may be introduced, changes in consumer preferences, demographic trends, economic 
conditions, and discount pricing strate!jies by competitors. To the extent we do not keep pace with technologicaf 
advances or fail to timely respond to changes in competitive factors in our industry, we could lose market share or 
experience a decline in revenue and net income. 

PCS Group. The PCS Group competes in markets served by other two-way wireless service providers. A majority 
of the markets including each of the top 50 metropolitan markets have five or more wireless service providers. 
Many of these competitors have been operating for a number of years and selve a substantial subscriber base. In 
January 2003, the FCC rule imposing ilimits on the amount of spectrum that can be held by one provider in a 
specific market was lifted. Competition may continue to increase to the extent that licenses are transferred from 
smaller stand-alone operators to largeir, better capitalized, and more experienced wireless communications 
operators. These larger wireless communications operators may be able to offer customers network features not 
offered by the PCS Group. The action:; of these larger wireless communications operators could negatively affect 
the PCS Group’s customer chum, ability to attract new customers, average revenue per user, cost to acquire 
customers, and operating costs per customer. 

The PCS Group relies on agreements with competitors to provide automatic roaming capability to PCS Group 
customers in many of the areas of the United States not covered by the PCS Group’s network, which primarily 
sewes metropolitan areas. Certain competitors may be able to offer coverage in areas not served by the PCS 
Group’s network or may be able to offer roaming rates that are lower than those offered by the PCS Group. 
Certain of our competitors are seeking to reduce access to their networks through actions pending with the FCC. 
Moreover, ATRT Wireless has sought reconsideration of an FCC ruling in order to expedite elimination of the 
engineering standard (AMPS) for the dominant air interface on which PCS customers roam. If AT&T Wireless is 
successful and the FCC eliminates this: standard before the PCS Group can transition its handsets to different 
standards, customers of the PCS Group could be unable to roam in those markets where cellular operators cease 
to offer their AMPS network for roaming. 
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Many wireless providers have been upgrading their systems and provide expanded and digital services to 
compete with the PCS Group's services. Many of these wireless providers require their customers to enter into 
long term contracts, which may make it more difficult for the PCS Group to attract customers away from these 
wireless providers. 

We anticipate that market prices for wireless voice services and products generally will be under pressure in the 
future as a result of increased competition. All of this may lead to greater choices for customers, possible 
consumer confusion, and increased industry churn. 

FO# Group. The FON Group competes with AT&T, WorldCom and the RBOCs, as well as a host of smaller 
competitors in the provision of long distance services. Some of these companies have built high-capacity fiber- 
optic neiworks capable of supporting large amounts of bandwidth. Although these companies have not captured a 
large market share, th0y and others with a strategy of using Internet-based networks claim certain cost structure 
advantages which, among other factors, may position them well for the future. Increased competition has forced 
lower prices for long distance services. The significant increase in capacity resulting from new networks may drive 
prices down further. 

The Telecommunications Act of 1996 allows the RBOCs to provide long distance services in their respective 
regions i f  certain conditions are met. By year-end 2002, the RBOCs had received authority to enter the long 
distance market in 35 states. The RBOCs may secure regulatory clearance to offer long distance services in a 
significant number of their remaining states in the next 12 months. As the RBOCs have entered the market, they 
have proven to be formidable long distance competitors. In addition, long distance services provided by wireless 
service providers are expected to continue to adversely affect the global markets division. 

The local division is principally in suburban and rural markets. As a result, competition in the local division's 
markets is occurring more gradually than for the RBOCs. In urban areas where the local division operates there is 
already substantial competition for business customers and indications of increasing competition for residential 
customers. Cable modems provide increasing competition for high-speed data services for residential customers, 
and wireless services will continue to grow as an alternative to wireline services. These competitive inroads, 
combined with the current economic downturn, have resulted in some decline in access lines sewed by the h a 1  
division and in its switched access and long distance minutes. Certain mergers or other Combinations involving our 
competitors may increase cornpetition. 

Demand for some of Sprint's communications products and services bas been adversely affected by the downturn 
in the United States economy as well as bankrupicies of customers. The financial difficulties of Sprint's suppliers 
could result in additional expenses and interruption of its services. 

A number of the FON Group's customers have struggled financially and some have filed for bankruptcy. As a 
result, we have experienced lower than expected revenues for our business. 

Likewise, a number of our suppliers have experienced financial challenges. WorldCom has filed for bankruptcy. If 
suppliers cannot meet their commitments, we would have to use different vendors and this could result in delays, 
jnterruptions, or additional expenses associated with the upgrade and expansion of our networks and the offering 
of our products and services. If WorldCom fails to meet its commitments under various long-term lease and 
services agreements relating to network facilities, Sprint would have to pursue alternative strategies to provide this 
capacity that could result in delays, interruptions or additionat expenses. 

If current general economic conditions worsen or if other companies file for bankruptcy, the revenues, cash flow, 
and operating results of the PCS Group, the FOM Group, and our company as a whole could be adversely 
affected. 

Any failure by the PCS Group to continue the buildout of its network and meet capacity requirements of its 
customer growth will likely impair its financial performance and adversely affect Sprint's results of operations. 

4 

The PCS Group has additional network buildout and substantial capacity additions to complete. As the PCS Group 
continues the buildout and expansion of its PCS network, it must: 

obtain rights to a large number of cell sites, 

obtain zoning variances or other approvals or permits for network construction and expansion, and 

build and maintain additional network capacity to satisfy customer growth. 
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Network buildout and expansion may not occur as scheduled or at the cost that the PCS Group has estimated. 
The FCC requires certain levels of construction or "buildout" for licensees to retain their PCS licenses. Moreover, 
delays or failure to add network capacity, or increased costs of adding capacity, could limit our ability to increase 
the revenues of, or cause a deterioration in the operating margin of, the PCS Group or Sprint as a whole. 

The financial difficulties being experienced by the PCS Group affiliates will likely force the PCS Group to incur 
additional expenses and adversely ahkct its financial performance. 

The PCS Group supplements its own network buildout through affiliation arrangements with other companies. 
Under these arrangements, these companies offer PCS sewices under the Sprint brand name and build and 
operate COMA networks at their own #expense. In most cases, the PCS Group pays these companies a fee based 
on collected revenues for operating the network on its behalf. Several of these affiliates are currently experiencing 
financial difficulties, are evaluating restructuring alternatives, and could face bankruptcy. One affiliate recently 
declared bankruptcy, alleging that Sprint violated its agreements with the affifiate. Additionally, the affiliate asserts 
the percentage of collected revenues paid as a fee to this affiliate increased as a result of the acceleration of its 
debt, a claim Sprint is challenging. The PCS Group may incur additional expenses to ensure that service is 
available to its customers in the areas served by these affiliates or its customers may have to incur roaming 
charges in areas where service was previously provided by the affiliates. Furthermore, if the PCS Group affiliates 
cease operations, it could increase the cost of Sprint's meeting FCC buildout requirements. 

Significant changes in the wireless ina'ustty could cause a decline in demand for the PCS Group's services. 

The wireless telecommunications industFy is experiencing significant technological change, including 
improvements in the capacity and quality of digital technology such as the move to 3G wireless technology. This 
causes uncertainty about future custorner demand for the PCS Group's services and the prices that we will be able 
to charge for these services. For example, the demands for wireless data services provided by the PCS Group 
may be affected by the proliferation of wireless local area networks using new technologies or the enactment of 
new laws or regulations restricting use of wireless handsets. The rapid change in technology may lead to the 
development of wireless telecommunications services or alternative services that consumers prefer over PCS. 
There is also uncertainty as to the extent to which airtime charges and monthly recurring charges may continue to 
decline. As a result, the future prospects of the wireless industry and the PCS Group and the success of PCS and 
other competitive sewices remain uncwtain. 

A high rate of customer churn would Iikety impair the PCS Group's financial performance. 

A key element in the economic SucceS:; of wireless carriers is the rate of customer churn. Customer churn for the 
PCS Group for the year 2002 was higher than it was for the year 2001. Current strategies to reduce customer 
churn may not be successful. tn additbn, the implementation of local number portability, now scheduled for 
November 2003, is likely to increase churn. A continued high rate of customer churn would impair our ability to 
increase the revenues of, or cause a daterioration in the operating margin of, the PCS Group or Sprini as a whole. 

Government regulation could adversely affect the prospects and resulfs of operations of the PCS Group and the 
FON Group. 

PCS Group. The licensing, constructioii, operation, sale, and interconnection arrangements of wireless 
telecommunications systems are regulated by the FCC and, depending on the jurisdiction, state and local 
regulatory agencies. The Communicatians Act of 1934 preempts state and local regulation of market entry by, and 
the rates charged by, CMRS providers. States may, however, regulate such things as billing practices and 
consumer-related issues. Several states have commenced proceedings to implement consumer protection and 
service quality regulations that could significantly increase the costs of the PCS Group's operations. The FCC, 
together with the FAA, also regulates tower marking and lighting. In addition, tower construction is affected by 
federal statutes addressing environrnerltal protection and historic preservation. The FCC, the FAA, or other 
governmental authorities having jurisdiction over the PCS Group's business could adopt regulations or take other 
actions that would adversely affect the 17usiness prospects or results of operations of the PCS Group. 
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FCC licenses to provide PCS services are subject to renewal and revocation. The PCS Group’s metropolitan 
trading area licenses will expire in 2005, and its basic trading area licenses will expire in 2007. Metropolitan trading 
areas and basic trading areas are areas defined by the FCC for the purpose of issuing licenses for PCS. Several 
basic trading areas make up each metropolitan trading area. The licenses may be renewed by the FCC for 
additional ten-year terms, but there is no guarantee that the PCS Group’s licenses will be renewed. FCC rules 
require all PCS licensees to meet certain buildout requirements to retain their licenses. Failure to comply with FCC 
requirements in a given license area could result in revocation of the PCS Group’s PCS license for that license 
area. 

Failure by various regulatory bodies to make telephone numbers available in a timely fashion could result in the 
PCS Group not having enough local numbers to assign to new subscribers in certain markets. The FCC has 
adopted rules to promote the efficient use of numbering resources, including restrictions on the assignment of 
telephone numbers to carriers, including wireless carriers. The FCC has delegated to states the authority to 
assign, administer, and conserve telephone numbers. The FCC lifted its prohibition on area codes designated only 
for customers using a specific technology, such as an area code for only those using wireless technology, and now 
considers proposals submitted by state commissions seeking to implement this change on a case-by-case basis. 
Depending on the rules adopted by the states, the supply of available numbers could be adversely restricted. As a 
result, the PCS Group: 

rnay be required to assign subscribers non-local telephone numbers, which may be a disincentive for 
potential customers to subscribe to PCS service, 

rnay incur significant costs to either acquire new numbers or reassign subscribers to new numbers, and 

may be unable to enroll new subscribers at projected rates. * 

FOP4 Group. FCC licenses to provide MMDS ar0 subject to renewal and revocation. The FCC auctioned certain 
MMDS licenses-those licensed on a basic trading area geographic basis-in 1996 for a term of ten years. Those 
licenses will expire in 2006. The licenses may be renewed by the FCC for additional ten-year terms, but there is no 
guarantee that Sprint‘s MMDS licenses will be renewed. The FCC rules require all licensees of auctioned MMDS 
spectrum to meet certain buildout requirements in order to retain their licenses of this spectrum. These licensees 
are required to construct stations to provide signals capable of reaching at least two-thirds of the population of the 
applicable service area by August 16, 2003 or five years from the deadline specified on a conditional license, 
whichever is later. Although the FON Group believes it has met these requirements in a number of its MMDS 
markets, it has not received confirmation from the FCC. Failure to comply with FCC requirements in a given 
market could result in the loss of the MMDS license for that part of the service area in which the buildout 
requirements are not met. 

Failure to complete development, testing and rollout of new technology could affect Sprint’s abiiity to compete in 
the industry. 

On an ongoing basis, Sprint develops, tests and rolls out various new technologies intended to help us compete in 
the industry. Successful implementation of technology upgrades depends on the success of contract negotiations 
and vendors meeting their obligations in a timely manner. We may not successfully complete the development and 
rollout of new technology in a timely manner, and any new technology may not be widely accepted by customers. 
In either case, we may not be able to compete effectively in the industry. 

Dejays associated with hirfng a qualified individual to replace Sprint‘s chief executive officer could adversely affect 
its financia/ performance. 

Sprint’s outside directors have offered the position of Chief Executive Officer of the corporation to Gary Forsee, 
Vice Chairman of BellSouth Corporation. BellSouth obtained a preliminary injunction to prevent Mr. Forsee from 
joining Sprint. Although the court invalidated the non-compete provisions of Mr. Forsee’s employment agreement, 
the non-disclosure provisions of the agreement are currently subject to arbitration. If the invalidation of the non- 
compete is reversed on appeal, if the arbitration proceedings are delayed for an extended period of time, or if the 
arbitrator fails to determine that Mr. Forsee can join Sprint without violating the non-disclosure provisions, the 
d e h y  in hiring Mr. Forsee or the delay and difficulty in finding and hiring someone other than Mr. Forsee could 
adversely affect Sprint’s ability to formulate and execute its business strategies and therefore could adversely 
affect its financial performance. 
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item 2. Properties 

Sprint’s gross property, plant and equipment totaled $52.0 billion at year-end 2002. Of this amount $1 8.3 billion 
relates to the FON Group’s locat division, $14.5 billion relates to the FON Group’s global markets division, $17.0 
billion relates to the PCS Group and the remainder relates to the FON Group’s product distribution properties and 
general support assets. 

The FON Group’s gross property, plant and equipment totaled $35.1 billion at year-end 2002. These properties 
mainly consist of land, buildings, digital fiber-optic network, switching equipment, microwave radio and cable and 
wire facilities. Sprint leases certain switching equipment and several general office facilities. The long distance 
operation has been granted easements, rights-of-way and rights-of-occupancy, mainly by railroads and other 
private landowners, for its fiber-optic network. Under various long-term lease and services agreements, WorldCom 
provides Sprint access to network facilities that compose approximately 20% of Sprint’s long distance fiber 
network and a larger percentage of network traffic. These network facilities are also shared or utilized by 
WorldCom. 

The PCS Group’s properties consist of network assets including base transceiver stations, switching equipment 
and towers, a5 well as, leased and owned general office facilities and retail stores. The PCS Group leases space 
for base station towers and switch sites for its PCS network. At year-end 2002, the PCS Group had under lease 
(or options to lease) approximately 21,000 cell sites. 

Sprint owns its corporate campus focated in the greater Kansas City metropolitan area. 

Gross property, plant and equipment totaling $1 6.1 billion is either pledged as security for first mortgage bonds 
and certain notes or is restricted for use as mortgaged property. 

For additional information, see Note 16 of the Notes to Consolidated Financial Statements. 

Item 3. Legal Proceedinns 

In December 2000, Amalgamated Bank, an institutional shareholder, filed a derivative action purportedly on behalf 
of Sprint against certain of its current and former officers and directors in the Jackson County, Missouri, Circuit 
Court. The complaint alleges that the iridividual defendants breached their fiduciary duties to Sprint and were 
unjustly enriched by making undisclosed amendments to Sprint‘s stock option plans, by failing to disclose certain 
information concerning regulatory approval of the proposed merger of Sprint and WorldCom, and by overstating 
Sprint‘s earnings for the first quarter of 2000. The plaintiff seeks damages, to be paid to Sprint, in an unspecified 
amount. 

In June 2001, New England Heathcare Employees Pension Fund and other institutional shareholders filed a 
purported class action lawsuit against Sprint and certain of its directors and officers in the U.S. District Court lor 
the District of Kansas. The lawsuit alleged violations of the federal securities laws. The plaintiffs seek damages in 
an unspecified amount, In September i!M12, the Court granted in substantial part the motion of defendants to 
dismiss the lawsuit. The allegations that were not dismissed assert that defendants knew in April 2000 that Sprint’s 
proposed merger with WorldCom would be rejected by regulatory authorities but failed to publicly disclose that 
information. 

The PCS Group has been invotved in legal proceedings in various states concerning the suspension of the 
processing or approval of permits for wireless telecommunications towers, the denial of applications for permits 
and other issues arising in connection with tower siting. There can be no assurance that such litigation and similar 
actions taken by others seeking to block the construction of individual cell sites of the PCS Group’s network will 
not, in the aggregate, significantly delay further expansion of the PCS Group’s network coverage. 

Sprint is invalved in various other legal proceedings incidental to the conduct of its business. 

While it is not possible to determine the ultimate disposition Qf each of these proceedings, Sprint believes that the 
outcome of such proceedings, individually or in the aggregate, will not have a material adverse effect on Sprint’s, 
the FON Group’s or the PCS Group’s fiimncial conditions or results of operations. For additional information see 
Note 16 of the Notes to Consolidated Financial Statements. 



Item 4. Submission of Matters toa  Vote of Security Holders 

No matter was submitted to a vote of security holders during the fourth quarter of 2002. 

Item lO(b). Executlve Offlcers of the Registrant 

~~ __  
Off ice 
Chairman and Chief Executive Officer 
President and Chief Operating Otftcer 
President-Local Telecommunications Division 
President-Sprint PCS 
Executive Vice President-Chief Financial Officer 
Executive Vice President4eneral Counsel, External Affairs and Corporate 

Senior Vice President and Treasurer 
Senior Vice President and Controller 
Senior Vice President-Strategic Planning and Corporate Development 
Senior Vice President4ommunicafions and Human Resources 

Secretary 

Name 
William T. Esreyrl) 
Ronald T. LeMay(*J 
Michael B. FulIer(3) 
Len J. Lauerrq) 
Robert J. Dellingerr51 

J. Richard Devlin@) 
Gene M. Bslfs(7) 
John P. MeyeP) 
Liane J. PelletieP) 
I. Benjamin Watson(tol 

Age 
63 
57 
58 
45 
42 

52 
50 
52 
45 
54 

Mr. Esrey was elected Chairman in 1990. He was elected Chief Executive Officer and a member of the Board of Directors in 
1985. 

Mr. LeMay was elect8d President and Chief Operating Officer and a member of the Board of Directors in 1997. 

Mr. Fuller was elected President-Local Telecommunications Division in 1996. 

Mr. lauer became President-Sprint PCS in October 2002. He had served as President41obal Markets Division since 
September 20000. He had been ei'ected President-Sprint Business in June 2000. Mr. Lauer served as President- 
Consumer Services Group of SprintNnited Management Company, a subsidiary of Sprint, from 1999 to 2000. He joined 
Sprint in 1998 as Senior Vice President4ua/ity, Developmsnt and Public Relations. From 1995 to 1998, he had been 
President and Chief Executive Officer of SsliAiiantic--New Jersey, a telecommunications company. 

Mr. Dsliinger was elected Executive Vice President-Chief Financial Officer in June 2002. He had S8Wed as Executive Vice 
President-Finance since April 2002. Before joining Sprint, he had served as President and Chief Executive Officer of GE 
Frankona Re based in Munich Germany with responsibility for the European operations of Gensral Electric's Employers 
Reinsurance Corporation, B giobal reinsurer, from 2000 to 2002. From 2001 to 2002, he also served as President and Chief 
Executive Officer of Gsneral Electric's Employers Reinsurance Coporation's Property and Casualty Reinsurance Business 
in Europe and Asia. From 1997 tu 2000, he sewed as Executive Vice President and Chief Financial Officer of General 
Electric's Employers Reinsurance Corporation, 

Mr. Devlin was elected Executive Vice President-General Counsel and External Affairs in f 989. He was elected Corporate 
Secretary in June 2002. 

Mr. Berts was elected Senior Vk8 President in 1990. He was elecfed Treasurer in I g98 

Mr. Meyer was elected Senior Vice Presideni-Controller in 1993. 

Ms. Peifetier was elected Senior V i . .  President-Sirategic Planning and corporat8 Development in 2000, She had served 
as Vice President-Corporate Strategy of SprinffUniied Management Company since 1995. 

Mr. Watson b e m e  Senior Vice Prasident-Communications and Human Resources in Augusi 2W2. He bad served as 
Senior Vice President-Human ReSOUrC8S since 1993. 

There are no known family relationships between any of the persons named above or between any of these 
persons and any outside directors of Sprint. Officers are elected annually. 
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Sprint's outside directors have offered the position of Chief Executive Officer of the corporation to Gary Forsee, 
Vice Chairman of BellSouth Corporation. In February 2003, the Board announced that William T. Esrey and 
Ronald T. LeMay have agreed to remain as the Company's chairmadchief executive officer and chief operating 
officer, respectively, during the transition period until Mr. Esrey's successor can assume the role of chief executive 
officer. 
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Item 5. Market for Registrant’s Cornmon Equity and Related Stockholder Matters 

Common Stock Data 

2002 Market Price 
End 

Of 
High Low Period 

First quarter $20.47 $12.51 $15.29 
Second quarter 17.53 8.80 10.61 
Third quarter 13.15 6.65 9.12 

FON Stock, Series 1 

Faurth quarter 15.40 7.96 14.48 
PCS Stock, Series 1 

First quarter 25.20 7.22 10.29 
Second quarter 13.45 3.50 4.47 
Third quarter 6.93 1.75 1.96 
Fourth quarter 6.38 1.77 4.38 

2001 Market Price 
End 
of 

High Low Period 
FON Stock, Series 1 

First quarter 
Second quarter 
Third quarter 
Fourth quarter 

PCS Stock, Series 1 - First quarter 
Second quarter 
Third quarter 
Fourth quarter 

$29.31 
23.87 
24.60 
24.39 

33.25 
27.50 
27.10 
29.05 

$20.34 
19.06 
19.50 
18.50 

15.72 
16.43 
22.25 
21.50 

521.99 
21.36 
24.01 
20.08 

19.00 
24.15 
26.29 
24.41 

As of February 21, 2003, Sprint had approximately 64,900 FON stock, Series 1 record holders, 58,300 PCS stock, 
Series t record holders, eight PCS stack, Series 2 record holders, one PCS stock, Series 3 record holder, and one 
Class A common stock record holder. The principal trading market for Sprint’s FON stock, Series 1 and PCS 
stock, Series 1 is the New York Stock Exchange. The PCS stock, Series 2 and 3 and the Class A common stock 
are not publicly traded. Sprint paid a FON stock dividend of $0.125 per share in each of the quarters of 2002 and 
2001. Sprint paid Class A common stock dividends of $0.125 per share in the first quarter of 2001. Sprint does not 
intend to pay dividends on the PCS stock in the foreseeable future. 
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Item 6. Selected Financial Data 

Consolidated Selected Financial Data 

2002 2001 2000 1999 1 9 9 W  
(millions, except per share data) 

Results of Operations 
Net operating revenues $26,634 $25,515 $23,145 $19,857 $16,749 
Operating income (loss)(3].(7) 2,100 (Sol) 296 (484) 21 
Income (Loss) from continuing operation~e),(~).(~) 468 (1.552) (732) p59) 475 

Earnings per Share and Dividends 
Earnings pet Sprint common share from continuing operation~:(2),~~~.(~l,(~) 

Diluted $ NA $ NA $ NA $ NA $ 2.08 
NA NA NA NA 2.11 Basic 

Dividends per Sprint common share NA NA NA NA 0.75 

Earnings (Loss) per Share and Dividends 
Earnings (Loss) per common share from continuing 

operations:12).(3~,~4).151.(61.ITI 
Sprint FON Group (diluted) 5 1.18 $ (0.33) $ 1.28 $ 1.84 $ 0.17 
Sprint FON Group (basic) 1.18 (0.33) 1.30 1.88 0.17 
Sprint PCS Group (diluted and basic) (0.58) (1.27) (1.95) I2.71) (0.63) 

Dividends per FON common share 0.50 0.50 0.50 0.50 0.125 

Financial Position 
Total assets $45,293 545,793 $43,068 $39,721 $33,257 
Property, plant and equipment, gross 52,033 48,706 43,072 37,051 32,124 
Propew, plant and equipment, net 28,745 28,960 25,291 21,939 18,976 
Total debt (including short-term and long-term borrowings, equity unit 

notes and redeemable preferred stock) 22,273 22,883 18,975 17,028 12,445 
Shareholders’ equity 12,294 12.616 13,716 13,313 12,202 
Cash FLOW Data 
Net cash from operating activities-continuing operations 
Capital expenditures 

!$ 6,206 $ 4,563 $ 4,096 $ 1,801 $ 4,134 
4,849 9,046 7,152 6,088 4,229 

Cettah prior-year amounts h8we been reclassified to conform to the current-year presentation. These reclassif~cations 
had no effect on the results of operations or shareholders’ equity as previously reported. AN prior period amounts have 
been resttlted to ref/ect the results of Sprint’s directory publishing business, which was sold in JanuaryZD03, as a 
discontinued operation. 

See footnotes following Consolidating Selected Financial Data. 

NA = Not applicable 
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Item 6. Selected Financial Data (continued) 

Consolidating Selected Financial &fa 

2002 2001 2003 1999 1998U) 
(millions) 

Aesults of Operations 
Net operating revenues - 

Sprint FON Group $1 5,182 $1 6.368 $1 7,220 $1 6,752 $1 5,563 Sprint PCS Group 12.074 9,725 6,341 3,373 1,294 Eliminations (622) (578) (416) (268) (108) 
Consolidated $26,634 $2551 5 $23,145 $1 9,857 $1 6,749 

Sprint FON Group $ 1,592 $ (265 $ 2,224 S 2,753 $ 2,593 
S tint PCS Group 475 (6471 (1,928) (3,237) (2,570) 

Consolidated $ 2,100 $ (931) $ 296 $ (484) $ 21 

Operating income (loss)(W7~ 

El? irninations ' 33 11 - - 

&inatims - 

- 

twome (Loss) from continuing operationsW~7) 
Sprint FON Group $ 1,622 $ 1,565 
S rint PCS Group (2,481) (1,090) - 
Consolidated $ 468 $ ( t , 5 5 2 )  $ (732) $ (859) $ 475 

Financiat Position 
Total assets 

Sprint FON Group $23,043 $24,272 $24,190 $22,247 $1 8.975 
Sprint PCS Group 23,022 22,190 19,763 17,924 15,165 
Eliminations (772) (669) (885) (450) {883) 
Consolidated $45,293 $45.793 543.068 $39.721 $33.257 

Property, plant and equipment, gross 
Sprint FON Group $35,055 $34,072 $30,955 $27,640 $251 36 
Sprint PCS Group 16,978 14,634 12,117 9,411 6,988 
Consolidated $52,033 sa,706 54~1,072 $37,051 $32,124 

Property, plant and equipment. net 
Sprint FON Group $16,894 $17,491 $15,808 $t3,972 $12,457 
Sprint PCS Group 11,897 11,516 9,522 7,996 6,535 

Consolidated $28,745 $28,960 $25,291 $21,939 $18,976 
Eliminations (46) (47) (39) (29) (16) 

Total debt (including short-term and Ion term borrowings, equity unit 
notes and redeemable preferred stoc& 

Sprint FON Group 
Sprint PCS Group 
E irnrnations . .  . .  
Consolidated $22,273 $22,883 $1 8,975 $1 7,028 $1 2.445 

Shareholders' equity 
Sprint FON Group $11.814 $lt,704 $12,343 $10,514 5 9,024 

912 1,366 2,794 3,229 Syint PCS Group 
E irnmatims 
Consolidated $12,294 $1 2,616 $1 3.71 6 $1 3,313 $12,202 

7 5 (51 1 - 
480 - 

Cash Flow Data 
Net cash from operating activities--continuirig operations 

Sprint FON Group $ 4,176 $ 4,457 $ 4,104 3.562 $ 3,850 

Consolidated s 6.206 4,563 4,096 s t,am 4.134 

Sprint PCS Group 2,668 3,751 3,047 2,580 1,072 
Consolidated $ 4,849 5 9.046 $ 7,152 $ 6,088 s 4,229 

106 (8) (1,692 1::;) 
- - (4 Sprint PCS Group 2,030 

Eliminations - 

Capital expenditures 
Sprint FON Group $ 2,181 $ 5,295 $ 4,105 $ 3,508 $ 3,157 

Certain prioryear smounts have /men reclassified to conform to the current-year presentation. These reclassifications 
had no effect on the results of opemtions or shareholders' equity as previously reported. All prior ped& amounts have 
been restared to reflect the results of Spcint'a directory pubIishing business, which was sold In January 2003, as a 
discontinued operation. 
See footnotes following consolidating Seslected Financial Data. 
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Item 6. Selected Financial Data (continued) 

f j i  Sprinfk 1998 results of operations include Sprint P CS Group's operating results on a consolidated basis for the entire year. 
The Cable Partners' share of loses through the PCS Restructuring date has been reflected as "Other partners' loss in 
Sprint PCS" in the results of operations. Sprint PCS Group's financialposition at year-end 7998 has also been reflected On a 
consolidated basis. Cash flow data rsflecfs Sprint PCS Group's cash flows only after the PCS Restnrcturing date. See 
"Management's Discussion and Analysis of Financial Condition and Results of Operations-General" for more information 
relating to the November 1998 PCS Restrumring. 

As discussed in Note 1 of Notes to Consolidated Financial Statements, &e Recapitalization occurred in November 1998. AS 
a result, earnings per share for Sprint common stock reflects earnings through the Recapitalization date, while earnings 
(loss) per share for FON mmmon stock and PCS common stack r8flectS results from that dat8 to year-end 7998. 
In 2002, Sprint recorded charges reducing Sprint's operating income by $402 million and reducing income from continuing 
operations by $253 million. The FON Group recorded charges reducing operating income by $28 I million and redubng 
income from continuing operations by $176 million. The charges taksn by ths FON Group are related primarily to 
resirmturings, asset impairments and expected Ioss on WorldCom receivables. The PCS Group recorded charges reducing 
operating income by $121 miIlion and reducing income from continuing operations by $77 million. The PCS Group charges 
also relate primarily to mstructurings, asset impairmenis and expected loss on WorldCom receivables. 

In 2001, Sprint recorded charges reducing Sprint's operating income by $1,837 million to an operating loss and increasing 
the loss from continuing operations by $1,151 million. The charge to the FON Group reduced operating income by $1,827 
million and reduced income fmm continuing operations by $1,144 mMDn. The charge to the PCS Group increased operating 
loss by $10 million and increased loss from continuing operations by $7 million. The charges taken by both the FON and 
PCS Groups related primarily to restructuring and asset impaimenis. 

In 2000, Sprint recorded chages reducing Sprint's operating income by $425 milliot? and increasing the loss from continuing 
operations by $273 million. The FON Group recorded charges that reduced operating income by 5401 million and reduced 
income from continuing operations by $257 million. The PCS Group recorded charges that increased operating loss by $24 
million and increased loss from coniinuing operations by $16 million. Charges relating to the terminated WorldCom merger 
were taken by both the FON and PCS Groups. Additional assst impairment charges were also taken by the FON Group. 

In 1998, the PCS Group recorded a charge tu write off $179 rni/lion of acquired in-process research and devehpment costs 
related to the PCS Restrucruring. This charge reduced operating income and income from continuing operations by $179 
million. 

(2) 

PI 

14) In 2002, the PCS Group recorded in Other expense, net, a gain on the sale of its investment in Pegaso of $67 million with 
the same impact on loss from continuing operations. The FON Group recorded in Other expense, net, charges of $201 
million which reduced income from continuing operations by $216 million. These amounts primarily included a write-down of 
an investment due to declining market value offset by a gam on the sale of customer contracts. In the 2002 third quarter, 
Sprint recognized a tax benetit related io capital losses not previously recognizable ot $292 million. The benefit to the FON 
Group was $235 million. The benefit to the PCS Group was $57 million. 

In 2001, the FON Group recorded in Other expense, net, charges of $48 million which increased the loss from continuing 
operations by $81 million. These amounts primarily included a WHte-down of an equity investment offset by a curtailment 
gain on the rnadification of certain retirement plan benefits and a gain on investment activities. 

In 2000, Sprint recorded charges o f  $68 million, which increased the loss from continuing operations by $74 million. Charges 
taken by the FON Group relate primarily io write-downs of #fain equ@ investmenis. The PCS Group recorded a gain from 
the sale of customers and network infrastructure to a PCS third party affiliate. 

In 1999, the FON Group recorded net gains of $54 rnilfion from investment acfivities which reduced the loss from continuing 
operations by $35 million. 

In 1998, the FON Group recorded net gains of $ 7 0 4  million mainly from the sale of local exchanges. This increased income 
from continuing operations by $62 million. 

In the 2000 first quarter, Sprint effected a two-for-one stock split of Sprint's PCS cumrnon stock. In the 1999 second quarter, 
Sprint effected a two-for-one stock split of its Sprint FON common srock. As B result, diluted and basic earnings per common 
share and dividends for Sprint FON common stock and diluted and basic loss p e r  common share for Sprint PCS common 
stock have been restated for periods before these stock splits. 

w As the effects of including the incremental shares associated with options and Employees Stock Purchase Plan shares are 
antidilutlve, both basic loss per share and diluted loss per sham reflect the same calculation for all periods presented for the 
PCS Group and for the year ended December 31,2OU 1 for the FON Group. 

Sprint adopted Statement of Financial Accounting Standards No. 142, "Goodwill and Other Intangible Assets" on January 1, 
2002. Accordingly, amortization of goodwill, spectrum licenses and trademarks ceased 8s of that date because they are 
indefinite life intangibles. 

(5) 

171 

4- 

d 
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Jtem 7. Management’s Discusdon m d  Analysis of Financial Condltlon and Results of Operations 

Forward-looking Information 

Sprint includes certain estimates, projections and other forward-looking statements in its reports and in other 
publicly available material. statements regarding expectations, including performance assumptions and estimates 
relating to capital requirements. as well as other statements that are not historical facts, are forward-looking 
statements. 

These statements reflect management’s judgments based on currently available information and involve a number 
of risks and uncertainties that could cause actual results to differ materially from those in the forward-looking 
statements. With respect to these forward-looking statements, management has made assumptions regarding, 
among other things, demand for our products and services, pricing, costs to acquire customers and provide 
service, timing and cost of planned capital expenditures, and general economic conditions. 

Future performance cannot be ensured. Actual results may differ materially from those in the forward-looking 
statements. Some factors that could c.au$e actual results to differ include: 

extent and duration of the current economic downturn; 

the effects of vigorous competition in the markets in which Sprint operates; 

the costs and business risks ,associated with providing new services and entering new markets necessary 
to provide nationwide or glob831 services; 

adverse change in the ratings afforded our debt securities by ratings agencies; 

the ability of the PCS Group to continue to grow a significant market presence; 

the ability of the PCS Group to improve its profitability and reduce its cash requirements; 

the effects of mergers and consolidations within the telecommunications industry and unexpected 
announcements or developments from others in the telecommunications industry; 

the uncertainties related to th’g outcome of bankruptcies affecting the telecommunications industry; 

the impact to the PCS Group’s netwow coverage due to financial difficulties of third-party affiliates; 

the uncertainties related to Sprint’s investments: 

the impact of any unusual iterns resulting from ongoing evaluations of Sprint’s business strategies; 

the impact of new and emerging technologies on Sprint’s business; 

unexpected results of litigation filed against Sprint; 

delays associated with hiring a qualified individual to replace Sprint’s chief executive officer; 

the possibility of one or more of the markets in which Sprint competes being impacted by changes in 
political or other factors such ,as monetary policy, legat and regulatory changes, including the impact of 
the Telecommunications Act of 1996 (Telecom Act), or other external factors over which Sprint has no 
control; and 

other risks referenced from time to time in Sprint’s filings with the Securities and Exchange Commission 
(SEC). 

The words “estimate,” ‘project,” *intend,” “expect,” “believe” and similar expressions are intended to identify 
forward-looking statements. Forward-hoking statements are found throughout Management’s Discussion and 
Analysis. The reader should not place undue reliance on forward-looking statements, which speak only as of the 
date of this report. Sprint is not obligatgbd to pubiidy release any revisions to forward-looking statements to reflect 
events after the date of this report or unforeseen events. 

Deflnltlons of Operating and Non-GAAP Financial Measures 

Sprint provides readers financial measures generated using generally accepted accounting principles (GAAP) and 
using adjustments to GAAP (non-GAAP). The non-GAAP financial measures reflect industry conventions, or 
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standard measures of liquidity, profitability or performance commonly used by the investment community for 
comparability purposes. The non-GAAP financial measures and the operating measures used in this document 
include the following: 

Free cash flow is defined as cash generated from operations less net cash requirements for capital expenditures, 
other investment activities and dividends. Currently, Sprint also includes cash generated from discontinued 
operations. 

EBlTDA Is measured as operating income or loss plus depreciation and amortization. 

Customer churn is used by the PCS Group to define the ratio of customers discontinuing PCS service over total 
average subscribers for the period. 

ARPU (Average monthly revenue per user) is used by the PCS Group to define a measure of average monthly 
sewice revenue per user. 

CCPU {Cash cost per user) is used by the PCS Group to define a measure of the cash costs to operate the 
business on a per user basis consisting of costs of service revenues, service delivery and other general and 
administrative costs divided by average subscribers. 

CPGA (Cost per gross addition) is used by the PCS Group to define a measure of the sales and marketing efforts 
computed as the costs of acquiring a new subscriber, including equipment subsidies and marketing costs, divided 
by handset activations. 

General 

Sprint is a global communications company and a leader in integrating long-distance, local service, and wireless 
communications. Sprint is also one of the largest carriers of Internet traffic using its tier one Internet protocol 
network, which provides connectivity to any point on the Internet either through its own network or via direct 
connections with other backbone providers. Sprint is the nation’s third-largest provider of long distance services 
based on revenues and operates nationwide, all-digital long distance and tier one Internet protocol networks using 
fiber-optic and electronic technology. In addition, the local division currently serves approximately 8.1 million 
access lines in 18 states. Sprint also operates a 100% digital PCS, wireiess network with licenses to provide 
service to the entire United States population using a single frequency band and a single technology. 

In November 1998, Sprint’s shareholders approved the allocation of all of Sprint’s assets and liabilities into two 
groups, the FON Group and the PCS Group, as well as the creation of the FON stock and the PCS stock. In 
addition, Sprint purchased the remaining ownership interests in Sprint Spectrum Holding Company, LP. and 
PhillieCo, L.P. {together, Sprint PCS), other than a minority interest in Cox Communications PCS, L.P. (Cox PCS), 
which is now called Sprint Telephony PCS, L.P. Sprint acquired these ownership interests from Tele- 
Communications, Inc., Corncast Corporation and Cox Communications, Inc. (the Cable Partners). In exchange, 
Sprint issued the Cable Partners special low-vote PCS shares and warrants to acquire additional PCS shares. 
Sprint also issued the Cable Partners shares of a new series of preferred stock convertible into PCS shares. The 
purchase of the Cable Partners’ interests is referred to as the PCS Restructuring. In the 1999 second quarter, Cox 
Communications, Inc. exercised a put option requiring Sprint to purchase the remaining 40.8% interest in Cox 
PGS. Sprint issued additional low vote PCS shares in exchange for this interest. 

Also in November 1998, Sprint reclassified each of its publicly traded common shares into one share of FON stock 
and ‘/2 share of PCS stock. This recapitalization was tax-free to shareholders. In addition, the Class A common 
shares owned by FT and OT were reclassified into shares representing both FON stock and PCS stock. These 
transactions are referred to as the Recapitalization. 

In connection with the PCS Restructuring, FT and I3T purchased 5.1 million additional PCS shares (pre-split 
basis). 

4 

FT no longer holds FON shares, and DT no longer holds either FON or PCS shares. 
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Operating Segments 

Sprint’s business is divided into three lines of business: the global markets division, the local division, and the PCS 
wireless telephony products and services business. 

Board Discretion Regarding Tracking Sfocks 

FON common stock and PCS common stock are intended to reflect the financial results and economic value of the 
FON and PCS Groups. However, they are classes of common stock of Sprint, not of the group they are intended 
to track. Accordingly, FON and PCS sliaretlolders are subject to the risks related to an equity investment in Sprint 
and all of Sprint’s businesses, assets and liabilities. Shares of FON common stock and PCS common stock do not 
represent a direct legal interest in the assets and liabilities allocated to either group, but rather represent a direct 
equity interest in our assets and liabilities as a whole. 

Sprint’s board of directors has the discretion to, among other things, make operating and financial decisions that 
could favor one group over the other and, subject to the restrictions in Sprint‘s articles of incorporation, to change 
the allocation of the assets and liabilities that comprise each of the FON Group and the PCS Group without 
stockholder approval. Under the applicable corporate law, Sprint’s Board owes its fiduciary duties to all of Sprint’s 
shareholders and there is no board of directors that owes separate duties to the holders of either the FON 
common stmk or the PCS common stock. The Tracking Stock Policies provide that the 8oard, in resolving 
material matters in which the holders of FON common stock and PCS common stock have potentially divergent 
interests, will act in the best interests of Sprint and all of its common shareholders after giving fair consideration to 
the potentially divergent interests of the holders of the separate classes of Sprint common stock. These policies 
may be changed by the Board without shareholder approval. Given the Board’s discretion in these matters, it may 
be difficult to assess the future prospects of each group based on past performance. 

Critical Accounting Policies 

The fundamental objective of financiaf ireporting is to provide useful information that allows a reader to 
comprehend the business activities of Sprint. To aid in that understanding, management has identified Sprint’s 
‘critical accounting policies”. These policies are considered “critical” because they have the potential to have a 
material impact on Sprint’s financial statements, and because they require judgements and estimation due to the 
uncertainty involved in measuring, at a specific point in time, events which are continuous in nature. 

Long-lived Asset Recovery-A significant portion of Sprint‘s total assets consist of long-lived assets, 
consisting primarily of property, plalnt and equipment (“PP&E*) and definite life intangibles, as well as goodwill 
and indefinite life intangibles. Changes in technology or in Sprint’s intended use of these assets, as well as 
changes in broad economic or industry factors, may cause the estimated period of use or the value of these 
assets to change. 

Depreciable Lives of Assets 

Sprint performs annual internal studies to confirm the appropriateness of depreciable lives for each category 
of PP8E. These studies utilize rnocleb. which take into account actual usage, physical wear and tear, 
replacement history, and assumptions about technology evolution, and use in certain instances actuarially- 
determined probabilities to calculate remaining life of our asset base. 

Sprint believes that the accounting estimate related to the establishment of asset depreciable lives is a “critical 
accounting estimate” because: (1) it requires Company management to make assumptions about technology 
evolution and competitive uses of assets, and (2) the impact of changes in these assumptions could be 
material to our financial position, aE; well as our results of operations. Management’s assumptions about 
technology and its future development require significant judgement because the timing and impacts of 
technology advances are difficult to predict, and actual experience has varied from previous assumptions and 
could continue to do so. 

If Sprint’s studies had resulted in a depreciabfe rate that was 5% higher or lower than those used in the 
preparation of Sprint’s consolidated financial statements, recorded depreciation expense would have been 
impacted by  approximately $260 million. The impact to FON Group depreciation expense would be 
approximately $1 40 million and the impact to PCS Group depreciation expense would be approximately $1 20 
million. 
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Property, Plant and Equipment and Definite Life Intangibles Impairment 

PP&E and definite life intangibles are evaluated for impairment whenever indicators of impairment exist. 
Accounting standards require that if an impairment indicator is present, the Company must assess whether 
the carrying amount of the asset is unrecoverable by estimating the  sum of the future cash flows expected to 
result from the asset, undiscounted and without interest charges. If the carrying amount is less than the 
recoverable amount, an impairment charge must be recognized, based on the fair value of the asset. 

Sprint believes that the accounting estimate related to asset impairment is a "criticai accounting estimate" 
because: (1) it requires Company management to make assumptions about future revenues and costs of 
sales over the life of the asset; and (2) the impact of recognizing an impairment could be material to our 
financial position, as well as our results of operations. Management's assumptions about future revenues 
require significant judgement because actual revenues have fluctuated in the past and may continue to do so. 

In estimating future revenues, we use our internal business forecasts. We develop our forecasts based on 
recent revenue data for existing products and services, planned timing of new products and services, and 
other industry and economic factors. 

When indicators are present, Sprint tests for impairment. In 2002, this resulted in a total of $198 million of 
PP&E being impaired. FON Group recorded $1 56 million for network asset impairments and PCS Group 
recorded $42 million for abandoned network projects. These impairments represent less than one percent of 
the December 31, 2002 consolidated net PP&E for Sprint. 

Goodwill and hdefinite Life Intangibles 
Goodwill and indefinite life intangibles are reviewed at least annually for impairment, or more frequently if 
indicators of impairment exist. Goodwill is tested by comparing net book value of the reporting unit (identified 
as Sprint's operating segments) to fair value. Indefinite life intangibles are tested by comparing book value to 
estimated fair value. 

Sprint believes that the accounting estimate related to goodwill and indefinite life intangibles is a "critical 
accounting estimate" because (1 ) it requires Company management to make assumptions about fair values, 
and (2) the impact of recognizing an impairment could be material to our financial position, as well as our 
results of operations. Management's assumptions about fair values require significant judgement because 
broad economic factors, industry factors and technology considerations can result in variable and volatile fair 
values. 

Management completed impairment analyses on both goodwill and indefinite life intangibles in the fourth 
quarter of 2002. These tests were performed internally and, in the case of certain intangibles, by a third party 
valuation appraisal company. In each instance, as of December 31, 2002, no impairment existed. 

Employee Benefit Plan Assurnptlons-Retirement benefits are a significant cost of doing business for 
Sprint and yet represent obligations that will be settled far in the future. Retirement benefit accounting is 
intended to reflect the recognition of the future benefit costs over the employee's approximate service period 
based on the terms of the plans and the investment and funding decisions made by the Company. The 
accounting requires that management make assumptions regarding such variables as the return on assets, 
the discount rate and future health care costs. Changes in these key assumptions can have a significant 
impact on the projected benefit obligation and periodic benefit cost incurred by the Company. 

Sprint believes that the accounting estimate related to retirement benefit accounting is a "critical accounting 
estimate" because: (I) it requires Company management to make assumptions about discount rates, future 
heath care costs, and future return on assets funding the obligation; and (2) the impact of changes in actual 
performance versus these estimates would have on the projected benefit obligation reported on our balance 
sheet and the benefit cost could be material. The method of determining pension obtigations requires 
assumptions concerning market performance. Market performance has fluctuated in the recent past and could 
have continued volatility in the future. In selecting these assumptions, Sprint uses historical experience as well 
as objective indices as benchmarks, and tests the benchmarks against historical industry data on these 
assumptions provided by an independent actuary. 

d 

An increase in the discount rate or in the expected return on assets would reduce the reported obligation. In 
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contrast, if the discount rate in 2002 used in determining this obligation was 25 basis points tower, it would 
generate a $162 million increase in the obligation reported on the balance sheet, and a $19 million increase in 
the benefit costs. Similarly, if the expected return on assets assumption was 25 basis points lower, it would 
generate a $8 million increase in the obligation reported on the balance sheet, and a similar increase to 
benefit costs. Reasonable changes in the estimate of health care cost assumptions would not materially affect 
the obligation or related benefa oosts for a single year. 

Allocation Pollctes between Tracking Stocks-As discussed previously, the FON common stock is 
intended to reflect the financial rmults and economic value of the FON Group and the PCS common stock is 
intended to reflect the financial results and economic value of the PCS Group. The FON common stock and 
the PCS common stock are both classes of the common stock of Sprint, and together, the groups reflect 
100% of Sprint’s business activities. 

Sprint believes that the accounting estimate related to allocation policies is a “critical accounting estimate” 
because: (1) it requires Company management to make assumptions about market interest rates and group 
use of shared costs; and (2) the impact that recognizing a change in this allocation would have on the net 
assets, use of resources or operating results of either group could be material. 

* 

Allocation policies regarding shared activities impact the business results of the FON Group and the PCS 
Group. Sprint performs internal studies to confirm the appropriateness of assignment of costs when direct 
assignment is not possible or practical. The methods used for indirect assignment include time studies, and 
factors related to marketing or headcount studies. 

Sprint manages the financing activities of the groups on a centralized basis. Debt incurred by Sprint on behalf 
of the groups is specifically allocated to and reflected in the financial statements of the applicable group. 
Interest expense is assigned to the PCS Group based on an estimated rate that is substantially equal io the 
rate it would be able to obtain from third parties as a direct or indirect wholly owned Sprint subsidiary, but 
without the benefit of any guarantee by Sprint or any member of the FON Group. Additionally, Sprint’s 
centralized cash management pi’ogram allows one group to advance funds to the other group. These 
advances are accounted for as short-term borrowings between the groups and bear interest at a rate that is 
substantially equal to the rate that group would be able to obtain from third parties on a short-term basis. 

Management utilizes credit rating agencies and investment banks to provide an objective basis for 
determining appropriate assumptions concerning market interest rates. Sprint uses this information in arriving 
at the assumptions used to determine our allocations. 

The allocation of assets, financial resources and certain expenses require judgement by management and the 
allocation methods used are subject to the discretion of the board of directors in its fulfiltrnent of its fiduciary 
duties to all of Sprint’s shareholders. Holders of FON stock and PCS stock may have interests that differ from 
or conflict with the interests of holders of the other stock. Our tracking stock policies provide that our board of 
directors, in resolving material matters in which holders of FON stock and PCS stock have potentially 
divergent interests, will act in thfi best interest of Sprint and all of its common stockholders after giving fair 
consideration to the potentially divergent interests of the holders of the separate classes of common stock. 

Tax Valuation Allowances-Sprint is required to estimate the amount of tax payable or refundable for the 
current year and the deferred income tax liabilities and assets for the future tax consequences of events that 
have been reflected in its financial statements or tax returns for each taxing jurisdiction in which it operates. 
This process requires Sprint’s management to make assessments regarding the timing and probability of the 
ultimate tax impact. Sprint records valuation allowances on deferred tax assets to reflect the expected 
realizable future tax benefits. Actual income taxes could vary from these estimates due to future changes in 
income tax law, significant changes in the jurisdictions in which Sprint operates, Sprint’s inability to generate 
sufficient future taxable income or unpredicted results from the final determination of each year’s liability by 
taxing authorities. These changes can have a significant impact on the financial position of the Company. 

Sprin? believes that the accountiiqg estimate related to establishing tax valuation allowances is a -critical 
accounting estirnafe” because: (1) it requires Company management to make assessments about the timing 
of future events, including the probability of expected future taxable income and availabte tax planning 
opportunities, and (2) the impact changes in actual performance versus these estimates could have on the 
reatization of tax benefit as repoiqed in our results of operations could be material. Management’s 
assumptions require significant judgement because actual perlormance has fluctuated in the past and may 
continue to do so. 
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Sprint currently carries an income tax valuation allowance of $573 million on its books. This amount includes a 
valuation allowance for the total tax benefits related to net operating loss carryforwards which were acquired 
in connection with certain acquisitions. The remainder of the vatuation allowance relates to state net operating 
loss carryforwards. Assumption changes which result in a reduction of expected benefits from realization of 
state net operating loss carryforwards by 10% would increase our valuation allowance by $27 million for PCS 
Group and $4 million for FON Group. 

4 Revenue Recognltlon Policies-Sprint recognizes operating revenues as services are rendered or as 
products are delivered to customers in accordance with SEC Staff Accounting Bulletin No. 101. In connection 
with recording revenue, estimates and assumptions are required in determining the expected conversion of 
the revenue streams to cash collected. The revenue estimation process requires management to make 
assumptions based on historical results, future expectations, the economic and Competitive environment, 
changes in the credit worthiness of our customers, and other relevant factors. Changes in these key 
assumptions can have a significant impact on the projection of cash collected and the periodic revenue 
stream recognized by the Company. 

Sprint believes that the accounting estimate related to the establishment of revenue and receivable reserves 
and the associated provisions in the results of operations is a “critical accounting estimate” because: ( I )  it 
requires Company management to make assumptions about future billing adjustments for disputes with 
customers, unauthorized usage, future returns on asset sales and future access adjustments for disputes with 
competitive local exchange carriers and inter-exchange carriers, as well as the future economic viability of our 
customer base; and (2) the impact of changes in actual performance versus these estimates would have on 
the accounts receivable reported on our balance sheet and the results reported in our statements of 
operations could be material. In selecting these assumptions, Sprint uses historical trending of write-offs, 
industry norms, regulatory decisions and recognition of current market indicators about general economic 
conditions which might impact the collectibility of accounts. 

General Ovenrlew of the Sprlnt FON Group 

The FON Group is comprised of the global markets division, the local division and other businesses consisting 
primarily of wholesale distribution of telecommunications products. The global markets division is the nation’s third- 
largest provider of long distance services based on revenues. The activities of the locat division include local 
exchange communications and consumer long distance services used by customers within Sprint’s local franchise 
territories. 

Global Markets Division 

The global markets division provides a broad suite of communications services targeted to domestic business and 
residential customers, multinational corporations and other communications companies. These services include 
domestic and international voice; data communications using various protocols such as Internet protocol (IP) and 
frame relay (a data service that transfers packets of data over Sprint’s network), and managed network services. 
In addition, the global markets division provides web and applications hosting, consulting sewices, colocation 
services and international data communications. 

The global markets division also includes the operating results of the wireless high speed data and cable TV 
service operations of the broadband fixed wireless companies. In 2001, Sprint announced it would halt further 
deployment of Multipoint Multichannel Distribution Services (MMDS) services using current line of sight 
technology. Current video and high speed data customers continue to receive service. Sprint is pursuing 
alternative strategies with respect to the spectrum leases and licenses. 

This division also includes the FON Group’s investments in Earthlink, Inc., an Internet service provider; Call-Net, a 
long distance provider in Canada; lntelig Telecommunicacoes, ltda., a long distance provider in Brazil; and certain 
other telecommunications investments and other ventures. 

Local Division 

The tocal division consists mainly of regulated local phone companies serving approximately 8.1 million access 
lines in 18 states. The local division provides local voice and data services, including digital subscriber line (DSL), 
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for customers within ita franchise territories, access by phone customers and other carriers to the local division’s 
local network, nationwide long distance services to residential customers located within its franchise territories, 
sales of telecommunications equipment, and other services within specified calling areas to residential and 
business customers. OSL enables high speed transmission of data over existing copper telephone lines. 

General Overvlew of the Sprint PC!S Group 

The PCS Group includes Sprint’s wirc3less PCS operations. It operates a 100% digital PCS wireless network with 
licenses to provide service to the entire United States population using a single frequency and a single technology. 
At year-end 2002, the PCS Group, together with third party affitiates, operated PCS systems in over 300 
metropolitan markets, including the 100 largest U.S. metropolitan areas. The PCS Group’s service, including third 
party affiliates, now reaches a quartelr billion people. The PCS Group provides nationwide service through a 
combination of: 

+ operating its own digital network in major U.S. metropolitan areas using code division multiple access 
(CDMA), which is a digital spread-spectrum wireless technology that allows a large number of users to 
access a single frequency bland by assigning a code to all speech bits, sending a scrambled transmission 
of the encoded speech over the air and reassembling the speech into its original format, 

affiliating with other companies that use COMA, mainly in and around smaller U.S. metropolitan areas, 

roaming on other providers’ analog cellular networks using multi-mode and multi-band handsets, and 

roaming on other providers’ digital networks that use CDMA. 

Sprint launched nationwide third generation (3G) capability in the 2002 third quarter. This capability allows more 
efficient utilization of the network when voice calls are made using 3G-enabled handsets. It also provides 
enhanced data secvices. The service, marketed as ‘PCS Vision,” allows consumer and business customers to use 
their Vision-enabled PCS devices to check personal and corporate e-mail, take and receive pictures, play games 
with full-color graphics and polyphonic sounds and browse the Internet wirelesdy with speeds up to 144 kbps (with 
average speeds of 50 to 70 kbps). 

The PCS Group supplements its own network through affiliation arrangements with other companies that use 
CDMA. Under these arrangements, these companies offer PCS services under the Sprint brand name on CDMA 
networks built and operated at their mvn expense. Several of these affiliates are experiencing financial difficulties, 
are evaluating restructuring activities and could face bankruptcy. In February 2003, one affiliate filed for 
bankruptcy protection. 

The PCS Group also includes its investment in Virgin Mobile, USA, a joint venture to market wireless services. 
This investment is accounted for using the equity method. 

The PCS Group also provides PCS services to companies that resell PCS services to their customers on a retail 
basis under their own brand. These companies bear the costs d acquisition, billing and customer service. 

The wireless industry, including the PCS Group, typically generates a higher number of subscriber additions and 
handset sales in the fourth quarter of each year compared to the remaining quarters. This is due to the use of retail 
distribution, which is dependent on the holiday shopping season; timing of new products and service introductions; 
and aggressive marketing and sales promotions. 

Consolldaied Results of Operation!; 

Total net operating revenues were as follows: 

2002 2001 2000 
(millions) 

FON Group $15,182 $16,368 $17,220 
PCS Group 12,074 9,725 6,341 
Intergroup eliminations (622) (578) (416) 
Net operating revenues $26,634 $25,515 $23,145 
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Income (Loss) from continuing operations was as follows: 

2002 2001 2000 d 
(millions) 

FON Group 
PCS Group 

$1,046 $ (296) $ 1,136 
(578) (1 -249) (1,868) 

I (7) Intergroup eliminations - 

Income (Loss) from continuins onerations 5 468 5(1.552) $ (732) . .  - .  . .  

Income (loss) from continuing operations as presented in the above table includes the after-tax impacts of the 
charges discussed in the following paragraphs. 

In the 2002 fourth quarter, Sprint recorded restructuring charges and asset impairments of $154 million 
representing consolidations in Sprint’s Network, Information Technology, and Billing and Accounts Receivable 
organizations, impairment of a network asset, abandoned network project costs and additional steps to reduce 
overall operating costs. Also included in 2002 were the expected toss on receivables due to the bankruptcy 
declaration of WoildCom of $23 million, a third quarter net restructuring and asset impairment charge of $76 
million, a gain on the sale of the PCS Group’s investment in Pegaso of $67 million, a gain from the sale of 
customer contracts of $25 million, the write-down of an investment due to declining market value of $241 million, 
and a tax benefit related to capital losses not previously recognizable of $292 million. Excluding these charges, 
income from continuing operations for 2002 would have been $578 million. 

As a result of the July 2002 WorldCom Chapter 11 bankruptcy filing, Sprint continues to evaluate its risks 
regarding its WorldCom receivables and its ongoing business relationship with WorldCom. In addition to being a 
Sprint customer, WorldCom, under various long-term lease and services agreements, provides Sprint access to 
network facilities that compose approximately 20% of Sprint’s long distance fiber network and a larger percentage 
of network traffic. These network facilities are atso shared or utilized by WorldCom. If WorldCom failed to meet its 
commitments under these agreements, Sprint would have to pursue alternative strategies to provide this capacity 
that could result in delays, interruptions or additional expenses associated with the offering of our services. Sprint 
does not anticipate, or have indications, that WorldCom does not intend to meet its commitments. 

In the 2001 fourth quarter, Sprint recorded a restructuring charge and asset impairment of $1,136 million 
representing the termination of Sprint ION, as well as additional steps to reduce overall operating costs. 
Additionally, in the 2001 fourth quarter, Sprint recorded a litigation charge of $15 million. Also included in 2001 
were a write-down of the FON Group’s equity method investment in lntelig of $157 million which had an other than 
temporary decline in market value, a loss on the sale of a portion of the FON Group’s investment in Earthlink of 
$8 million, a benefit plan curtailment gain of $75 million and net gains from other investment activities of $9 million. 
Excluding these charges, loss from continuing operations for 2001 would have been $320 million. 

In the 2000 fourth quarter, Sprint completed analyses of the valuation of various FON Group assets and equity 
method investments resulting from its reassessment of the FON Group’s business strategies in response to 
changes in the overall telecommunications industry. These analyses resulted in charges of $1 52 million primarily 
related to a write-down of goodwill associated with the FON Group’s Paranet operations, $87 million for the write- 
down of the FON Group’s equity method investment in Call-Net, which had an other than temporary decline in 
market value, and $22 million for the write-down of certain FON Group investment securities, which had an other 
than temporary decline in market value. Also included in 2000 were charges of $121 million for costs associated 
with the terminated WorldCom merger, net gains of $17 million from investment activities in the FON Group, and 
an $18 million gain from the sale of customers and network infrastructure to a PCS third party affiliate. Excluding 
these charges, loss from continuing operations for 2000 would have been $385 million. 
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Segmental Results of Operations 

Sprint's business is divided into three lines of business: the global markets division, the local division, and the PCS 
wireless telephony products and sewices business. 

Global Markets Division 

2002 2001 2000 
(millions) 

Net operating revenues 
Voice 5 5,768 $ 6,610 $ 7,068 

Internet 1,009 964 809 
Other 319 485 909 

Data 1,847 1,857 1,742 

Total net operating revenues 8,943 9,916 10,528 
Operating expenses 

Costs of services and products 5,015 6,004 5,558 
Selling, general and administrative 2,455 2,955 3,028 
Depreciation and amortization 1,479 1,318 1,121 
Restructuring and asset impairment 194 1,688 238 

Total operating expenses 9,143 11,965 9,943 
Operating inwme (loss) $ (200) $ (2,049) $ 585 
Operating margin 
Capital expenditures 

NM NM 5.6% 

$ 733 $ 3.560 S 2.294 

The global markets division faced significant challenges in 2002. The economic downturn coupled with industry- 
wide pricing pressures and a decline in professional services, legacy data services, and other revenues 
contributed to a 10% decline in net operating revenues and an operating loss for the year. Throughout 2002, the 
global markets division focused on cast management. In 2002, the global markets division experienced double- 
digit reductions in cost of services and products and selling, general, and administrative expenses. In 2002, Sprint 
undertook initiatives to improve operational efficiency and reduce costs. These actions, along with an adjustment 
to finalize the 2001 restructuring, resulted in a $1 94 million net charge to the global markets division's operations. 
Sprint expects revenues to be down ei mid single-digit rate in 2003 as the division continues to be impacted by 
Lower wholesale results, RBOC entry and re-pricing of expiring contracts. These declines are expected to be 
somewhat offset by business won from distressed carriers. 

Net Operating Revenues 

Net operating revenues decreased 10% in 2002 and 6% in 2001. Minute growth of 5% in 2002 and 20% in 2001, 
driven in part by the increase in business minutes sold to the PCS Group, was more than offset by the highly 
competitive pricing pressures on voice services. The decrease in net operating revenues also reflects year-over- 
year declines in legacy data services and other services. 

Voice Revenues 

Voice revenues decreased 13% in 2002 and 6% in 2001, The 2002 decrease is a result of wireless and e-mail 
substitution, RBOC entry and business voice contract renewals occurring at lower prices. Results were also 
impacted by the loss of a single large low margin wholesale customer and the termination of an airline partnership. 
The 2001 decrease was largely due to more competitive pricing and wireless substitution. 

Data Revenues 

Data revenues reflect sales of current-generation data sewices including asynchronous transfer mode (ATM) and 
frame relay services. These revenues were flat in 2002 and increased 7% in 2001. Results in 2002 were flat due to 
increases in both frame relay and ATM being offset by a decline in private line. Data revenues increased in 2001 
due to increased sales in ATM. 
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Internet Revenues 

Internet revenues increased 5% in 2002 and 19% in 2001. The 2002 increase is a result of growth in dedicated IP 
revenues, partially offset by a decrease in dial IP revenues due to repricing of contracts, combined with strong 
annual growth in web hosting. The 2001 increase was due to growth in dedicated IP, web hosting, and security. 

d 

Other Revenues 

Other revenues decreased 34% in 2002 and 47% in 2001. The 2002 decrease is primarily due to the sale of our 
consulting services business, Paranet, and declines in equipment sales. The 2001 decrease reflects lower cable 
capacity sales, as well as declines in legacy data services and other services. 

During the 2002, 2001 and 2000 periods, cable capacity sales and sales of ownership rights to transoceanic cable 
represented less than .02%, 0.2%, and 1 % of global market division’s net operating revenues, respectively. These 
transactions were executed primarily with Global One, and were in accordance with our transition services 
agreement. 

Equipment sales completed in each of the periods discussed were routine in nature, were completed to support 
customer purchases of related telecommunications services, and represented less than 2%, 3%, and 6% of global 
market division’s net operating revenues for the 2002, 2001, and 2000 periods, respectively. 

Costs of Services and Products 

Costs of services and products include interconnection costs paid to local phone companies, other domestic 
service providers and foreign phone companies to complete calls made by the division’s domestic customers, 
costs to operate and maintain the long distance network and the IP network, and costs of equipment. Costs of 
services and products decreased 16% in 2002 and increased 8% in 2001. The 2002 decrease was a result of 
regulatory rate reductions, decreased network operating costs derived from Sprint‘s 2001 fourth quarter 
restructuring actions, favorable carrier access settlements, as well as other cost containment efforts, partially offset 
by volume growth. The 2001 increase was primarily due to a corresponding increase in call volumes, network 
costs of the long distance operation and costs associated with Sprint ION, partialty offset by lower sales of 
ownership rights to capacity on transoceanic cable. The domestic rate reductions were generally due to the FCC- 
mandated access rate reductions that took effect in July 2000, July 2001, and July 2002. 

Totat costs of services and products for the global markets division were 56.1% of net operating revenues in 2002, 
60.5% in 2001, and 52.8% in 2000. 

Excluding Sprint ION related costs, total costs of services and products for the global markets division were 56% 
of net operating revenue in 2002, 58.2% in 2001, and 50.5% in 2000. 

Selling, General and Administrative Expense 

Selling, general and administrative (SG&A) expense decreased 17% in 2002 and 2% in 2001. The 2002 decrease 
is related to restructuring efforts and tight management of discretionary expenses. The 2001 decrease was due to 
a reduction in advertising and promotion costs in both the consumer and business markets and a strong emphasis 
on cost control, partly offset by increased marketing and promotions of Internet services and an increase in bad 
debt expense primarily related to wholesale customers. 

The reserve for bad debts requires management’s judgment and is based on customer specific indicators, as well 
as historical trending, industry norms and recognition of current market indicators about general economic 
conditions. Bad debt expense as a percentage of net revenues was 3.5% in 2002, 3.8% in 2001, and 2.6% in 
2000. Reserve for bad debt as a percentage of outstanding accounts receivable was 14.9% in 2002, 12.7% in 
2001, and 10.5% in 2000. 

Total SG&A expense for the global markets division was 27.5% of net operating revenues in 2002, 29.8% in 2001, 
and 28.7% in 2000. 

Excluding ION related costs, SG&A expense for the global markets division was 27.4% of net operating revenues 
in 2002,27.9% in 2001, and 26.7% in 2000. 
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Depreciation and Amortization Expense 

Estimates and assumptions are used in setting depreciabfe lives. Assumptions are based on internal studies of 
use, industry data on lives, recogniticln of technological advancements and understanding of business strategy. 
Depreciation and amorhation expense increased 12% in 2002 and 18% in 2001. The increases are attributable to 
an increased asset base to meet anticipated increases in demand for voice and data-related services and other 
growth initiatives. Depreciation and amortization expense was 16.5% of net operating revenues in 2002, 13.3% in 
2001, and 10.6% in 2000. 

Excluding Sprint ION related costs, depreciation and amortization expense for the global markets division was 
16.5% of net operating revenues in 2002, 12.1 YO in 2001, and 9.9% in 2000. 

Restructuring and Asset Impairment 

In the 2002 fourth quarter, Sprint recorded a net restructuring charge of $57 million to the global markets division 
related to consolidations in Sprints Network, Information Technology, and Billing and Accounts Receivable 
organizations as well as additional steps to reduce overall operating costs. Additionally, it recorded a network 
asset impairment related to the global matkets division of $1 4 million. Sprint recorded a net restructuring charge 
and asset impairment of $123 million related to the global markets division in the 2002 third quarter. This consisted 
of a $202 million charge for the termination of high-speed data services as well as additional steps to reduce 
operating costs. The charge was parlially offset by a $79 million adjustment to finalize the restructuring charge 
taken in the 2001 fourth quarter to abandon the ION initiative and restructure operations in the global markets 
division. The 2001 fourth quarter actions, which resulted in a $1.7 billion charge to the global markets division, 
were taken in an effort to better focus, on enterprise data and Internet services and to aggressively manage costs. 
For additional information see Note 3 of the Notes to Consolidated Financial Statements. 

Local Division 

2002 2001 2000 
(miilions) 

.- 

Net operating revenues 
Lmal service $3,054 $2,939 $2,846 
Network access 2,025 2,032 1,987 
Long distance 628 731 717 
Other 506 545 605 

Total net operating revenues 6,212 6,247 6,155 
Operating expenses 

Costs of services and products 
Selling. general and administrative 
Depreciation 
Restructurina and asset irnoairment 

1,900 1,955 1,965 
1,269 1,280 1,288 
1,157 1,120 t.139 

fifi i nn - 
Total operating expenses 4,382 4,464 4,392 
Operating income $1.830 5 i ,783 $ i ,763 
Operating margin 
Capital expenditures 

29.5% 28.5% 28.6% 

5 1,286 $1,337 $ 1,421 

In 2002, the local division was impacted by the continued economic slow down, continued cable modem 
competition for high-speed data in the consumer market, business customer data product competition in major 
geographic markets and wireless substitution resulting in a decline in access lines and minutes of use. Despite 
these pressures on revenue growth, the local division achieved improving operating results by effectively 
managing costs. In the 2002 fourth quarter, Sprint realigned its operations to reduce costs and increase its 
effectiveness. These actions resulted in a $53 million charge to the local division's operations. Sprint expects that 
wireless substitution and broadband <:ompetition will continue to adversely impact access lines and minutes of use 
in 2003. However, revenues and operating income are expected to be at levels consistent with 2002. 

Beginning in July 2000, Sprint changod its transfer pricing for certain transactions between FON Group entities to 
more accurately reflect market pricing. The main effect of this change was a reduction in the local division's "Net 
Operating Revenues-her Revenues." In addition, Sprint's h a t  division transferred a customer service and 
telemarketing organization to the PCS Group at the beginning of the 2000 second quarter. For comparative 
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purposes, the following discussion of local division results assumes the transfer pricing change and the transfer of 
the customer service and telemarketing organization occurred at the beginning of 2000. Adjusting for these 

28.4% in 2000. 
changes, the net operating revenues would have been $6.1 billion and the operating margin would have been d 

Net Operating Revenues 

Net operating revenues decreased less than 1% in 2002 and increased 2% in 2001. The slight decrease in 2002 
was due to declines in long distance and equipment sales being partially offset by an increase in network-based 
services. The increase in 2001 mainly reflects increased special access revenue and increased sales of network- 
based local sewices such as Caller ID and Call Waiting. Sales of network-based services and long distance 
setvices increased due to strong demand for bundled services which combine local service, network-based 
features and long distance catling. 

Local Service Revenues 

Local service revenues, derived from local exchange services, grew 4% in 2002 and 3% in 2001 due to continued 
demand for network-based services driven by the success of bundled offerings. The local division ended 2002 with 
just under 8.1 million switched access lines, a decrease of 1.7% from the prior year. Access lines also decreased 
1.1% in 2001. The decreases in 2002 and 2001 were driven by the economic slowdown, wireless and cable 
substitution and losses to competitive local providers. 

Network Access Revenues 

Network access revenues, derived from long distance phone companies using the local network to complete calls, 
decreased less than 1 Yo in 2002 and increased 2% in 2001. Special access sewices demonstrated strong growth 
in both 2001 and 2002. However, these gains were offset in 2002 by declines in switched access minutes of use 
and regulator mandated access raie reductions. 

Long Distance Revenues 

Long distance revenues are mainly derived from providing nationwide long distance services to residential 
customers within Sprint’s local franchise territories and other services within specified regional calling areas, or 
LATAs, to residential and business customers. These revenues decreased 14% in 2002 and increased 2% in 
2001. The 2002 decrease reflects a decline in minutes of use as customers have shifted more of their 
communications to wireless, e-rnail and instant messaging. The 2001 increase reflects the success of bundled 
services, offset by a decline in intra-LATA long distance services. 

Other Revenues 

Other revenues decreased 7% in 2002 and 2% in 2001. These decreases were driven by a decline in equipment 
sales of 14% in 2002 and 9% in 2001. The decreases in equipment sales were a result of both a planned shift in 
focus to setling higher margin products and the economic slowdown causing a reduction in customer demand for 
equipment. 

Costs of Services and Products 
Costs of services and products include costs to operate and maintain the local network and costs of equipment 
sales. These costs decreased 3% in 2002 and were flat in 2001. In 2002, the decrease is driven mainly by a 
reduction in reciprocal compensation expense, lower access expense, reduced volume of equipment sales, and a 
decline in other taxes due to changes in certain state tax laws. In 2001 declines in equipment sales and the 
success of cost control initiatives were offset by increases in access expense. Costs of services and products 
were 30.6% of net operating revenues in 2002, 31.3% In 2001 and 31.9% in 2000. 

Se//ing, General and Administrative Expense 

Despite increases in bad debt expense, SG&A expense decreased 1% in 2002. In 2001, SG&A remained flat as a 
continuing emphasis on cost control was offset by an increase in bad debt expense. The reserve for bad debt 
requires management’s judgment and is based on historical trending, industry noms and recognition of current 
market indicators about general economic conditions. Bad debt expense as a percentage of net revenues was 
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2.6% in 2002, 2.5% in 2001 and 1.5% in 2000. Resewe for bad debt expense as a percent of outstanding 
accounts receivable was 13.9% in 2002, 6.9% in 2001, and 4.8% in 2000. in 2002, improved bad debt experience 
with end user customers was more than offset by the need to establish reserves for certain competitive local 
exchange carriers and long distance companies, including WorldCom, with financial difficulties. 

SG&A expense was 20.4% of net operating revenues in 2002, 20.5% in 2001, and 21 .O% in 2000. 

Depreciation and Amortization Experrse 

Estimates and assumptions are used in setting depreciable lives. Assumptions are based on internal studies of 
use, industry data on lives, recognition of technological advancements and understanding of business strategy. 
Depreciation and amortization expen:;e increased 3% in 2002 and decreased 2% in 2001. The 2002 increase 
reflects capital spending to support voice-grade equivalent growth, service improvements, and ongoing build out of 
DSL services. The 2001 decrease is primarily due to a decrease in metallic cable depreciation rates. The decrease 
is due to metallic cable proving to be adequate in carrying higher bandwidth services such as DSL, thus extending 
its life. Depreciation and amortization expense was 18.6% of net operating revenues in 2002, 17.9% in 2001, and 
18.5% in 2000. 

Restructuring and Asset Impairment 

In the 2002 fourth quarter, Sprint recorded a restructuring charge representing consolidations in Sprint’s Network, 
Information Technology, and Billing and Accounts Receivable organizations, as well as additional steps to reduce 
overall operating costs. This decision resulted in a charge of $53 million to the local division. 

In the fourth quarter of 2001, Sprint announced plans to take steps to improve its competitive position and reduce 
operating costs in the business units that comprise its FON Group. These efforts included consolidation and 
streamlining of marketing and network operations, as well as streamlining of corporate support functions. This 
decision resulted in a charge of $109 million associated with the severance costs of the work force reductions and 
contractual obligations. In the 2002 third quarter, Sprint performed an analysis to finalize the restructuring 
estimates recorded in the 2001 fourth quarter. This analysis resulted in the recognition of an additional charge of 
$3 million being recorded in the 2002 third quarter. For additional information see Note 3 of the Notes to 
Consolidated Financial Statements. 

Other 
Other businesses consist primarily of wholesale sales of telecommunications equipment. Net operating revenues 
were $863 million in 2002, $1,206 million in 2001, and $1,468 million in 2000. Nonaffiliated revenues, which 
accounted for 35% of revenues in 20132, declined 41 % as capital spending continues to suffer in the 
telecommunications industry. Operating expenses decreased 24% in 2002 and 16% in 2001 driven by reduced 
cost of services and products. Operating loss for 2002 was $23 million, while operating income was $34 million in 
2001 and $75 million in 2000. In 2003, Sprint plans to continue to leverage its web-enabled capabilities to improve 
revenues and expand value added swvices. 

PCS Group 

2002 2001 2030 
(miUions) 

Net operating revenues $12,074 $ 9,725 $ 6,341 
Operating expenses 

Costs of services and products 5,783 5,295 3,942 
Selling, general and administrative 3,411 2,917 2,426 
Depreciation and amortization 2.267 2,150 1.877 
Restructuring and asset impairment 138 10 

24 Merger related costs - - 
Total operating expenses 11,599 10,372 8,269 

Operating income (loss) $ 475 5 (647) 5(1,928) 

Operating inmrne {loss) before dspreciatim and amortization $ 2,742 $ 1,503 $ (51) 

Capital expenditures $ 2,668 $ 3,751 5 3,047 

- 
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The wireless industry faced an increasingly challenging operating environment in 2002, with a continued economic 
slowdown and an accompanying decline in customer growth. While business recovery has been weaker than 

improvement in operating income. 

In the second half of 2001, the PCS Group introduced the Clear Pay program. This program targeted the sub- 
prime customer segment by eliminating a deposit requirement. Clear Pay led to substantial customer growth and 
increased the PCS Group’s share of industry gross additions within its markets to the low twenty percent level in 
the fourth quarter of 2001. In 2002, an increased percentage of these newly-added customers failed to pay for 
services or engaged in fraudulent payments that led to deactivation of their accounts, and resulted in an increase 
in bad debt and customer churn. To address this situation, the PCS Group took several actions during the year. In 
the first half of 2002, the PCS Group tightened credit screening requirements and limited the use of automated 
payment vehicles. In the second half of 2002, the PCS Group initiated a deposit requirement for most Clear Pay 
customers. These actions led to a decline in customer growth and a decline in the PCS Group’s share of industry 
gross additions within its markets to the high teen percent level. However, the credit mix of customers began to 
improve in the fourth quarter of 2002. In 2003, Sprint expects the PCS Group to sustain this level of industty gross 
additions within its markets while continuing to improve the credit mix of its customers. Competitive pressure on 
price is expected to continue, but is expected to be partially offset by increased usage and revenues from PCS 
Vision services including data, e-mail, instant messaging, taking, sending and receiving photographs, games and 
Internet browsing and services. 

The PCS Group markets its products through multiple distribution channels, including its own retail stores as well 
as other retail outlets. Equipment sales to one retail chain and the subsequent service revenues generated by 
sales to its customers accounted for 22% of net operating revenues in 2002 and 24% in both 2001 and 2000. 

hoped for, the PCS Group exited the year with a 24% increase in net operating revenues and a $1.12 billion d’ 

Net Operating Revenues 

2002 2001 2000 

Customers at year-end (mil/ions) 

Average monthly service revenue per user (ARPU) 

14.8 13.6 9.5 

$ 62 $ 61 $59  

Net operating revenues include service revenues and sales of handsets and accessory equipment. Service d 
revenues consist of monthly recurring charges, usage charges, a pro rata portion of activation fees and 
miscellaneous fees such as directory assistance, operafor-assisted calling, handset insurance and late payment 
charges associated with the PCS Group’s subscriber base. Service revenues increased 27% in 2002 mainly 
reflecting an increase in the average number of customers and stable ARPU. In 2002, Sprint saw increased pricing 
pressures, which were offset by customers subscribing to higher usage service plans, and increased 
miscellaneous fees in 2001 and late payment fees in 2002. 

The PCS Group added 1.2 million customers in 2002 to end the year with 14.8 million customers in more than 300 
metropolitan markets nationwide. Resellers added 196,000 customers in 2002, which increased their customer 
base to 415,000. principally due to Virgin Mobile, USA. The PCS Group third patty affiliates added more than 
544,000 customers in 2002, bringing the total number of customers served on the PCS network, including resale 
customers and third party affiliates, to more than 17.7 million. 

Service revenues increased 58% in 2001 mainly reflecting an increase in the average number of customers and 
an increase in ARPU. The increase in ARPU in 2001 was mainly due to customers subscribing to higher usage 
service plans and the implementation of activation charges in the second quarter of 2000. The PCS Group added 
over 4.0 million customers in 2001 to end the year with 13.6 million customers. Service revenues from resale 
customers declined in 2001 mainly due to the discontinuation of one reseller program, which reduced the reseller 
customer base to 21 9,000 in 2001 from 31 0,000 in 2000. The PCS Group third party affiliates added more than 1.2 
million customers in 2001, bringing the total number of customers served on the PCS network, including resale 
customers, to more than 15.8 million. 

The PCS Group assesses access charges to Long distance carriers for the termination of landiine originated calls. 
Though regulations generally entitle a carrier that terminates a call on behalf of another to be compensated for 
providing that service, these regulations were developed in a period where services of this nature were provided 
exclusively by local exchange carriers. Certain long distance carriers have disputed the PCS Group’s assessment 
of these charges as well as the corresponding rate at which the charges were determined. In July 2002, the FCC 
released a ruling affirming that nothing prohibited wireless carriers from imposing access charges for the use of 
their networks; however, the FCC also stated that inter-exchange carriers could not be unilaterally required to pay 

37 



these charges without a contractual obligation to do so. The FCC referred the dispute back to the Federal District 
Court for the Western District of Missouri for a determination whether the PCS Group has stated a claim under 
Missouri State law. AT&T filed a Notice of Appeal at the DC Circuit Court of Appeals challenging the ruling. In light 
of this ruling, the PCS Group recorded an additional provision for outstanding receivables related to amounts 
previously billed and is fully reserved for 2002. 

In 2002, the customer churn rate increased to 3.3% from 2.6% in 2001 and 2.8% in 2000. The increase resulted 
primarily from company-initiated chum largely associated with the deactivations of Clear Pay customers, as well as 
a slight increase in the voluntary chum rate. Recognizing the impact of increased churn from the Clear Pay 
program, the PCS Group has initiated more stringent credit checks on potential customers, as well as deposit 
requirements in many categories. As a result, improvements were noted in the involuntary component of the churn 
rate by the end of the fourth quarter of 2002. In 2001, the churn rate improved during the first half of the year, 
reaching as low as 2.2%. This improvement reflected increased percentage of customers under contract, the 
success of several customer retention initiatives and expanded network coverage. These improvements were 
offset by an increase in the churn rat,e for the last half of 2001 resulting from customer fulfillment of contract terms, 
the softness of the economy, and the Clear Pay program. The PCS Group expects the customer churn rate to 
shadily improve throughout 2003. 

Revenues from sales of handsets and accessories were approximately 10% of net operating revenues in 2002, 
12% in 2001 and 14% in 2000. As p~irt of the PCS Group's marketing plans, handsets are usually sold at prices 
below the PCS Group's cost. 

Cost of Services and Products 

The PCS Group's costs of services a.nd products mainly include handset and accessory costs, switch and cell site 
expenses, customer care costs and other network-related costs. These costs increased 9% in 2002 and 34% in 
2001. The 2002 increase is primarily due to network support of a larger customer base, expanded market 
coverage and increased handset unit costs. These increases are somewhat offset by scale benefits resulting from 
the increased customer base and decreases in customer solutions expense. The 2001 increase reflects significant 
growth in customers and expanded market coverage, partly offset by a reduction in handset unit costs. Costs of 
services and products were 47.9% of net operating revenue in 2002 compared to 54.4% in 2001 and 62.2% in 
2000. 

Selling, General and Administrative Expense 

SG&A expense mainly includes marketing costs to promote products and services as well as salary and benefit 
costs. SG&A expense increased 1756 in 2002 and 20% in 2001. The 2002 increase reflects increased marketing 
and selling costs associated with the PCS Vision launch and increased bad debt expense. The 2001 increases 
reflect an expanded workforce to support subscriber growth and increased marketing and selling costs. 

2002 Pool  2000 
Acquisition costs per gross customer addition (CPGA) $350 $305 $340 

Monthly cash costs per user (CCPU) $ 33 $ 35 $ 37 

Cod per Gross Customer Addition 

CPGA is a measure of the costs of acquiring a new subscriber, consisting of equipment subsidies, sales and 
marketing costs, divided by handset activations for new PCS customers. CPGA increased approximately 15% in 
2002 compared to a reduction of approximately 10% in 2001, The CPGA increase is primarily attributable to 
marketing costs and equipment subsldies associated with the launch of PCS Vision, as well as costs being spread 
across lower gross customer additions. In 2001, lower handset unit costs and scale benefits from greater customer 
additions contributed to the improvement. 

Cash Costs per User 

CCPU is a measure of the cash costs to operate the business on a per user basis, consisting of costs of service 
revenues, service delivery and other general and administrative costs, divided by average subscribers. CCPU 
decreased approximately 6% in 2002 and 5% in 2001. Improvements realized in 2002 were driven by lower 
customer solutions costs and network and information technology costs per user partially offset by higher bad debt 
expense per user. The improvements realized in 2001 were driven by lower network, information technology, and 
administrative costs partially offset b y  higher cost of service delivery. 
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The reserve for bad debt requires management’s judgment and is based on customer specific indicators, as well 
as historical trending, industry norms, regulatory decisions and recognition of current market indicators about 
general economic conditions. Bad debt expense as a percentage of net revenues was 4.8% in 2002 and 3.9% in 
2001 and 2000. Reserve for bad debt as a percent of outstanding accounts receivable was 9.4% in 2002, 9.1% in 
2001, and 8.1 % in 2000. In the 2002 third quarter, the PCS Group removed cancellation fee and late fee reserves 
from the allowance for doubtful accounts, as !he income impact of these amounts are considered revenue 
adjustments. Prior periods have been restated to conform to the current presentation. In 2002, bad debt expenses, 
as welt as the reserve, increased due to provisions for write-offs associated with the Clear Pay customers. 

Depreciation and Amoriization Expense 

Estimates and assumptions are used in setting depreciable lives. Assumptions are based on internal studies of 
use, industry data on lives, recognition of technotcgical advancements and understanding of business strategy. 
Depreciation and amortization expense consists mainly of depreciation of network assets and amortization of 
intangible assets. The definite life intangible assets include various customer bases, which became fully amortized 
in August 2002. 

Depreciation expense increased 27% in 2002 and 33% in 2001 mainly reflecting depreciation of the network 
assets placed in service during 2001 and the first half of 2002. Additionally, the PCS Group increased depreciation 
of certain network assets in the 2001 first quarter to reflect the accelerated replacement of the assets to 
accommodate network technolcgy upgrades. 

Amortization expense decreased to $4 million in 2002 from $364 million in 2001. Amortization of goodwill and 
indefinite life intangibles ceased upon adoption of SFAS No. 142 at January 1, 2002. Periodic impairment testing 
of indefinite life intangibles is now required. This implementation is discussed in Note 4 of the Notes to 
Consolidated Financial Statements. Intangibles becoming fully amortized in 2001 accounted for $1 45 million of the 
decline in 2002 while SFAS No. 142 implementation accounted for the remaining decline in 2002 of $215 million. 

Restructuring and Assek Impairment 

In 2002, the PCS Group recorded a restructuring charge of $78 million representing the consolidations in Sprint’s 
Network, Information Technology, and Billing and Accounts Receivable organizations, as well as other reductions 
to create a more competitive cost structure by reducing operating expenses. Additionalty, the PCS Group recorded 
an asset impairment of $42 million representing abandoned network projects. 

In 2002, the PCS Group incurred an $1 8 million charge associated with its closing of five PCS customer solution 
centers, as well as additional steps to reduce operating costs in the PCS business units. 

tn 2001, Sprint consolidated and streamlined marketing and network operations, as well as streamlined corporate 
support functions. This resulted in a charge of $10 million to the PCS Group associated with the severance costs 
of the work force reductions and termination of contractual obligations. For additional information see Note 3 of the 
Notes to Consolidated Financial Statements. 

Nonoperating Items 

lnteres t Expense 

The effective interest rates in the following table reflect interest expense on long-term debt only. Interest costs on 
short-term borrowings classified a5 long-term debt, deferred compensation plans and customer deposits have 
been excluded so as not to distort the effective interest rates on long-term debt. 

2002 2001 2Ooo 

Effectiw interest rate on long-term debt 6.9% 6.7% 6.9% 

Sprint’s effective interest rate on long-term debt increased in 2002 due to additional fixed-rate debt with higher 
interest rates. Conversely, the effective interest rate decreased in 2001 due to additional fixed-rate debt with lower 
interest rates and lower interest rates on variable-rate debt. 
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Allocation of Group Financing 

- 
' 

+Firraa%g aCtivities?n!3bt! groups are managed by Sprint on a centralred basis. Debt incurred by Sprint on behalf 
of the groupsis speoifically allocated to and reflected in the financial statements of the applicable group. Interest 

- 4  : : , B y p e e  is allocatedfothe PCS Groiip based on an interest rate that is substantially equal to the rate it would be 
able to abtain fromkdrdparties as a direct or indirect wholly owned Sprint subsidiary, but without the benefit of any 

-? -++ ,." *QmWnt&hy atintameeny member of the FON Group. That interest rate is higher than the rate Sprint obtains on - +GF a mr$rrubgktwdifference between Sprint's actual interest rate and the rate charged to the PCS Group is 
rellecj4d as a r&k&ion in the FON Ciroup's interest expense and totaled $336 million in 2002, $288 million in 

-* :*fir~.& e??B@k&ad -7 million in 2000. These amounts are reflected in the 'Intergroup interest charge" on the 
Consolidated Statements of Operations. 

.. 

: 
-rl- -1.- 

*,.- .* 

The FON Group earned intergroup iriterest income and the PCS Group incurred intergroup interest expense of 
$1 5 million in 2001 and $1 9 million in 2000 primarily related to the FON Group's ownership of PCS Group debt 
securities. Sprint redeemed these securities in the 2001 fourth quarter. As a result of this redemption, the FON 
Group recognized an $I 1 million pre--tax gain to other non-operating income and the PCS Group recorded a $7 
million after-tax extraordinary loss related to an early redemption premium payment made by the PCS Group to 
the FON Group. 

Under Sprint's centralized cash maniagement program, one group may advance funds to the other group. These 
advances are accounted for as short-term borrowings between fhe groups and bear interest at a market rate that 
is substantially equal to the rate that group would be able to obtain from third patties on a short-term basis. 

The allocation of group financing activities may change at the discretion of the Sprint board and does not require 
shareholder approval. 

I '  

Other Expense, Net 

Other expense, net consisted of the iollowing: 

xj2. , > ,  , 2.1<;- . 2002 2001 2000 
, *-I (millions) 

Divide@ aBU in@r&l in&rnX $ 31 $ 33 $ 30 
Equity idMWosst#df a f f i &  (117) (157) (248) 

(258) (188) (102) Net lossesfrprn i-jmeqts,, 
Gains onWes of a t k r  assets + 117 10 47 
Amortizatim of dm-ts (2; (36) (20) (2) 
Losses4romWsposY:ofof PF!&&9 U3) (4) ( I11  
Benefit plan curtailmnt gain -. 
Royalties 9 
Foreign curkncy kanslatim- 7 -  
Other, net .:-, . I . _  1' (5 )  13 16 

Total $<7c'S: :1J"rps, 9. _ _  :., $(265) $(193) $(270) 

120 - .- 9 -  - 
- 

'.'A -- ' r-~-LDi0ier&mi3i1€b~t income for all years reflects dividends earned on cost method investments and interest 
earned on temporary investments. 

'-Equib i M e t  tams.Qf&ffiliates in 2002 was driven by the PCS Group's investments in Virgin Mobile, USA (Virgin 
Mobile) and Pegaso, and the FON Group's investment in Call-Net. In 2001, equity in net losses of affiliates was 

- -  driven by the PCS Group's investment in Pegaso and the FON Group's investment in Intelig. In 2000, investments 
accounted for using the equity method also included the FON Group's investments in EarthLink, Inc., and Catl-Net. 
In the first quarter of 2001, Sprint modified its relationship with EarthLink which resulted in its investment in 
common stuck no longer being accounted for using the equity method. In the fourth quarter of 2000, Sprint wrote 
down its investment in Call-Net and was not required to recognize any related equity in losses in 2001. However, 
Sprint made an additional investment in Call-Net in the 2002 second quarter and recognized an equal amount of 
losses associated with the investment. The 2002 equity in net losses of affiliates decreased due to a reduction in 
equity losses following the write-down of the investment in lntelig and the sate of Pegaso, partially offset by Virgin 
Mobile and Call-Met losses. The 2001 decrease was due to a reduction in eguity losses following the write-down of 
the investments in Call-Net and Intelig, partially offset by Pegaso losses. 
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Net losses from investments in 2002 mainly include the write-down of EarthLink preferred shares to market value 
and the write-down of the investment in Inklig. Net losses from investments in 2001 mainly include a $162 million 
write-down of an equity investment in lntelig and a $25 million loss on the partial sale of EarthLink shares. The 
2000 loss includes an $87 million write-down of an equity investment in Cali-Net and a $35 million write-down of 
warrants held in Purchase Pro.com. , 

Gains on sales of other assets in 2002 were driven by the sale of Sprint's investment in Pegaso, certain customer 
contracts and stock received during a company's demutualization. Gains on sales of other assets in 2001 resulted 
from the sale of PCS customers to a PCS third party affiliate. The 2000 gains include the sale of certain wireless 
customers and associated network infrastructure and the sale of an investment security. 

. .. 

The benefit plan curtailment gain in 2001 resulted from an amendment of certain medical retirement plan benefits. 

lncome Taxes 

Sprint's consolidated effective tax rates were (9.1)% in 2002, 31.8% in 2001, and 24.0% in 2000. See Note 9 of 
Motes to Consolidated Financial Statements for information about the differences that caused the effective income 
tax rates to vary from the statutory federal rate for income taxes related to continuing operations. 

Discontinued Operations, Net 
In the 2002 third quarter, Sprint reached a definitive agreement io sell its directoFy publishing business to R.H. 
Donnelley for $2.23 billion in cash. The sale closed on January 3, 2003 and Sprint will recognize a pre-tax gain of 
$2.4 4 billion, $1.3 billion after-tax, in the 2003 first quarter. 

In the 2000 first quarter, Sprint sold its interest in Global One to France Telecom and Oeutsche Telekom AG. 
Sprinf received $1.1 billion in cash and was repaid $276 million for advances for its entire stake in Global One. 
Sprint recorded an after-tax gain related to the sale of its interest in Global One of $675 million. 

Extraordinary Items, Net 

In 2002, Sprint repurchased, before scheduled maturities, $67 million of debt allocated to the FON Group, These 
borrowings had interest rates ranging from 6.0% to 7.125%. This resultedin a $3 million after-tax extraortlinarp c-1 

In 2001, Sprint redeemed, before scheduled maturities, $18 mflleri oTYIebt alio&atd tofh"e FQN Groupkd $&8- 
million of debt allocated to the PCS Graup. These borrowings had mterest.rates-ranging from 9.9% to 125%. This . 

t . l l s . h +  mlr :, I resulted m a $1 million after-tax extraordinary loss for Sprin!, 

In 2000, Sprint redeemed, before scheduled maturities, $25 millibn of debt allocated to the FON Grohp and $127 
million of debt allocated to the PCS Group. These borrowings had interest rates ranging from 7.8% to 9.7%. This 
resulted in a $4 million after-tax extraordinary loss for Sprint. 

.+.I 1 L 
gain for Sprint, _ _  

- _ . I  I . I .. 

.1,-.- Rnanelal Condltlon 

2002 2001 
:r . I  , . . ^ >  . (millions) 

FON Group . .- $23,043 $24,272 
PCS Group 23,022 22,i 90 
Intergroup eliminations (772) (669) 

Consolidated assets $45,293 $45,793 

-.. .:r 

. .  .. 

Sprint's consolidated assets decreased $500 million in 2002. Accounts receivable decreased $596 million due to 
improved cash collections. Cash and equivalents increased $722 million due to the improved operating cash flows 
and reduced capital expenditures. Net property, plant and equipment decreased $215 million as capital 
expenditures were more than offset by depreciation expense and the 2002 asset impairments. Investments in and 
advances to affiliates decreased $215 million due to sales and dissolutions of investments. The remaining 
significant change within consolidated assets was the $241 million write-down of our investment in Earthlink. 
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The rating agencies generally give some form of equity treatment for equity unit notes in determining debt-to-total- 
capital ratios. The Sprint debt-to-total-capital ratio was 59.7% at year-end 2002 versus 59.9% at year-end 2001, 
assuming-that the Sprint equity unit notes are treated as 80% equity and 20% debt. Accordingly, the debt-to-total- 
capital ratio for-Sprint is calculated &?fining "debt" as short-term borrowings, long-term debt, capital lease 
obligations an# 20% ofRhe equity unit notes value. Total capital is defined as 'debt," plus the remaining 80% of the 
equity uni?.notes,ualue, redeemable preferred stock and total shareholders' equity. See "Liquidity and Capital 
Resources" for more information about changes in Sprint's Consolidated Balance Sheets. 

Llquldlty and Capital Resources 

Sprint's board of directors exercises discretion regarding the liquidity and capital resource needs of the FON 
Group and the PCS Group. This includes the ability to prioritize the use of capital and debt capacity, to determine 
cash management policies and to make decisions regarding the timing and amount of capital expenditures. The 
actions of the Board are subject to its fiduciary duties to all shareholders of Sprint and not just to the holders of a 
particular class of common stock. Given the Board's discretion in these matters, it may be difficult to assess each 
group's liquidity and capital resource needs and future prospects based on past performance. 

Operating Activities 
I 

2002 2001 2000 
(millions) 

FON Group $4,176 $4,457 $4,104 

Cash flows provided by operating activities of cantinuing operations $6,206 $4,563 $4,096 
PCS Group 2,030 106 (8) 

Operating cash flowg increased $1.6 billion in 2002 and $467 million in 2001. The 2002 increase was driven 
. .-#mainly by PCS Group's EBITDA, excluding restructuring and asset impairments, improving $1.37 billion. The FON 

Group also contributed to the improvement with $509 million in EWTOA growth, excluding restructuring and asset 
+r>i*.." rtiw@airmenlsi asmdtbhtrols and reductions in work force have mitigated the revenue erosion seen in the global 

,--...->:. . -=L.*; :.- 1 workir@capi@l,req@remeots. The 2001 increase reflects improved operating results in the PCS Group partly offset 
by a decline in FON Group operating results. The 2001 increase atso reflects decreases in working capital 
requirements in.the.FW Group partly offset by increases in working capital requirements in the PCS Group. The 
decrease.in.FQN Group working capital requirements was caused primarily by the reduction in accounts 
re&@lewbick*esulted from the global markets division revenue decline and increased billing adjustments, bad 

. debt and cash collections. Also causing the decrease was accrued restructuring costs not paid at year-end 2001. 
;r1SkiRcrsas@.i&RCS Group working capital requirements was caused primarily by the increase in accounts 

- -_.-.-... + - - receivable, which resulted mainly from larger revenues associated with subscriber growth. 

n - . .* 
..... L r L . . r . n * . ; ; . -  ,market division. The receipt of $480 million of tax refunds generated by the economic stimulus bill passed in the 

,-2002jirst quafler.also contributed to ,the increase. These increases in cash flows were partially offset by higher ., 

, , ..' i ..y <, f . 
- . - 

: - - ' b - ~  !. I 

I 

Inwesring Activities 

2002 2001 2000 
(mrllians) 

$( 1,987) $(5,036} 5(4,738) FON Group . W TM; 
(2,608) (3,742) (3,054) PFS Group 

Cash flows used by investing activibes of continuing operations $(4,545) $(8.778) $(7,792) 

II nTrr 

The FON Group's capital expenditures totaled $2.2 billion in 2002, $5.3 billion in 2001, and $4.1 billion in 2000. 
Global markets division capital experlditures were incurred mainly to enhance network reliability and upgrade 
capabilities for providing new produds and services. The local division incurred capital expenditures to 
accommodate voice-grade equivalent growth, expand capabilities for providing enhanced services, convert our 
network from circuit to packet switching and continue the build-out of high-speed OSL services. Other FON Group 
capital expenditures were incurred mainly for Sprint's World Headquarters Campus. The decline in FON Group 
capital expenditures in 2002 was driven mainly by the termination of Sprint ION and reduced spending for data- 
related services. PCS Group capital expenditures, totaling $2.7 billion in 2002, $3.8 billion in 2001 and $3.0 billion 
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in 2000, were incurred to increase capacity and expand coverage. The 2002 and 2001 amounts also include 
approximately $1 00 million and $600 million, respectively, of expenditures related to deployment of 3G technology 
which was launched nationwide in the 2002 third quarter. d 

In 2002, “Investments in and loans to affitiates, net” represent proceeds of $1 16 million due to sales and 
dissolutions of investments. In 2001 and 2000, net investments and loans were $66 million and $889 million, 
respectively. These amounts were mainly for investments in EarthLink, Virgin Mobile, Intelig, SVP BidCo L.P., and 
Pegaso. See Note 2 of Notes to Consolidated Financial Statements for more information on investments. 

Investing activities also include proceeds from sales of other assets totaling $138 million in 2002, $301 million in 
2001 and $258 million in 2000. In 2002, investing activities mainty include proceeds.frorn the sale of the PCS 
Group’s investment in Pegaso and the FON Group’s sale of certaincustomer contracts, invstmenf ‘securtties and 
other administrative assets. The 2001 activities mainly inctude proceeds from sale of PCS customers to an affiliate 
and certain netwolk and administrative assets. In 2000, investing activities also include $1.4 billion of proceeds 
from the sale of the FON Group’s interest in Global One. 

Financing Activities 

2032 2001 2000 
(millions) 

FON Group $(1,836) $ 463 $ (952) 
PCS Group 793 3,698 3,163 
Cash flows provided (used) by financing activities of continuing operations $ ( I  ,043) $4,161 $2,211 

Financing activities reflect a net debt reduction of $642 million in 2002 compared to a net borrowing of $4.0 billion 
in 2001, and $2.3 billion in 2000. The reduction in the debt requirements in 2002 is due to Sprint’s continuing 
operating cash flow improvement and reduced capital expenditures. Financing activities also refleet net proceeds 
from the issuance of common stock of $3 million in 2002, $608 million in 2001, and $269 million in 2000. Proceeds 

capital requirements. Sprint paid dividends of $454 million in 2002, $451 million in 2001, and $448 million in 2000. 
from these borrowings and common stock issuances were used mainly to fund capital investments and working d 

Also included in financing activities are debt discounts and proceeds from Sprint’s employee stock purchase plan 
of $50 million in 2002, $1 3 million in 2001, and $1 82 million in 2000. 

Capital Requirements 

Sprint’s 2003 investing activities, mainly consisting of capital expenditures, are expected to total approximately 
$4.7 billion. FON Group capital expenditures are expected to be $2.3 billion. These expenditures are primarily to 
support the growth in demand for enterprise services. They also include investments for broadband initiatives and 
the phased transition from circuit to packet switching. PCS Group capital expenditures are expected to be $2.3 to 
$2.4 billion. These investments are targeted largely for network capacity and coverage. Sprint continues to review 
capital expenditure requirements closely and will adjust spending and capital investment in concert with growth. 
Dividend payments are expected to approximate $463 million in 2003. Sprint expects overall free cash Row in 
2003 to be approximately $1.2 billion, including breakeven performance in the PCS Group. 

In connection with the PCS Restructuring, Sprint adopted a tax sharing agreement providing for the allocation of 
income taxes between the FON Group and the PCS Group. That agreement expired with the 2001 tax year and 
Sprint has adopted a continuation of that tax sharing arrangement except for the elimination of provisions 
addressing certain types of acquisitions or restructurings, which never became operable under the original 
arrangement. Sprint expects the FON Group to continue to make significant payments to the PCS Group under 
this arrangement because of expected PCS Group tax losses in the near future and from using the PCS Group’s 
tax loss carryforwards. These payments reflect the PCS Group’s incremental cumulative effect on Sprint’s 
consolidated federal and state tax liability and tax credit position. The PCS Group received payments from the 
FON Group totaling $360 million in 2002, $292 million in 2001, and $872 million in 2000. See Note 1 of Notes to 
Consolidated Financial Statements, “Intergroup Transactions and Allocations - Allocation of Federal and State 
Income Taxes,” for more details. 
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Liquidity 

In recent years, Sprint has used the long-term bond market as well as other financiat markets to fund its needs. As 
a result of its improved liquidity position, Sprint currently does not expect to borrow funds through the capital 
markets in 2003 to fund capital experiditures and operating and working capital requirements. 

In September 2002, Sprint announced that it had reached a definitive agreement to sell its directory publishing 
business to R.H. Donnelley. The sale was completed on January 3, 2003 and Sprint received after-tax cash 
proceeds of $2.1 billion. 

Sprint has a revolving credit facility with a syndicate of banks totaling $1.5 billion which expires in August 2003. 
The $1.5 billion facility is unsecured, with no springing liens, and is structured as a 364-day credit line with a 
subsequent onsymr, $1 .O billion tenn-out option. Sprint has no plans to draw against this facility. Sprint had 
standby letters of credit serving as a lbackup to various obligations of approximately $1 25 million at year-end 2002. 
Sprint has had no commercial paper outstanding since May 2002. 

in June 2002, Sprint closed on a new PCS Group accounts receivable asset securitization facility. This facility 
provides Sprint with up to $500 million of additional liquidity. The new facility is a three-year program subject to 
annual renewals and does not includis any ratings triggers that would allow the lenders involved to terminate the 
facility in the event of a credit rating downgrade. The maximum amount of funding available is based on numerous 
factors and will fluctuate each month. Sprint has no! drawn against the facility and it had more than $250 million 
available as of year-end 2002. 

m a r l  " ' w . ~  .--.-I.'. 

I 

In August 2002, Sprint closed on a new $700 million global markets division accounts receivable asset 
securitization facility that replaced the previous $1 billion facility. The reduction in size was due primarily to a 
smaller gross receivable pool for the global markets division at that time versus 1999, when the original facility was 
established. The new facility is a three-year program subject to annual renewals and does not include any ratings 
triggers that would allow the lenders ,involved to terminate the facility in the event of a credit rating downgrade. The 
maximum amount of funding available is based on numerous factors and wiil fluctuate each month. As of 
December 31, 2002, Sprint had $455 million outstanding under the facility which was approximately the total 
funding available. In February 2003, Sprint prepaid ail outstanding borrowings under this facility. The $700 million 
facility remains in place and funds are available to be redrawn at any time. 

P 

The undrawn loan.facilities describecl above have interest rates equal to LIBOR or Prime Rate plus a spread that 
varies depending QII our credit ratings. 

Debt maturities during 2003 total approximately $1.4 billion. The dosing of the sale of the directory publishing 
7 ,  business,the executisn of new financing agreements, Sprint's $1 .O billion cash balance at December 31, 2002, 
and expected free cash flow of $1.2 billion in 2003 more than fund these requirements. 

- 
. 

Any borrowings Sprint may incur are ultimately limited by certain debt covenants. Sprint could borrow up to an 
.additional$4,7 billion at year-end 2002 under the most restrictive of its debt covenants. Sprint is currently in 
compliance with all debt covenants associated with its borrowings. 

*,,,-+. ' ' '  

Sprint also repurchased long-term debt in December 2002 in the amount of $67 million. Sprint continually 
evaluates various factors and, as a result, may repurchase additional debt in the future. 

In March 2002, Sprint issued $5 bilion of debt securities through a private placement. These borrowings have 
interest rates ranging from 7.9% to 8.8% and maturities ranging from 2005 to 2032. The proceeds were allocated 
5% to the FON Group and 95% to thi? PCS Group and were used to extinguish outstanding commercial paper and 
for general corporate purposes. As a condition to the sale of the securities, Sprint agreed to conduct an exchange 
offer that allowed the original securities to be exchanged for substantially identical securities registered with the 
SEC. This exchange offer was completed in June 2002. 

In the ZOO1 fourth quarter, Sprint issued $1.75 billion of debt securities through a private placement. These 
borrowings have an interest rate of 6.0% and mature in 2007. The proceeds were allocated approximately 60% to 
the FON Group and 40% to the PCS Group and were used to repay debt and to fund capital investments and 
working capital requirements. As a condition to the sale of these securities, Sprint agreed to conduct an exchange 
offer that allowed the original securities to be exchanged for substantially identical securities registered with the 
SEC. The exchange offer was completed in February 2002. 
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In the 2001 third quarter, Sprint completed a registered offering of 23.5 million shares of ils Series 1 PCS common 
stock. Net proceeds from the issuance were approximately $561 million after deducting the underwriting discount 
and other offering expenses. The proceeds were used to repay debt, and to fund capital investments and working 
capital requirements. 

d 

In the 2001 third quarter, Sprint completed a registered offering of 69 million equity units, each with a stated 
amount of $25. Net proceeds from the issuance were approximately $1.7 billion after deducting the undewriting 
discount and other offering expenses. The proceeds were allocated to the PCS Group and used to repay debt and 
to fund capital investments and working capital requirements. See Note 12 of Notes to Consolidated Financial 
Statements, “Equity Unit Offering,” for a more detailed description of the equity units. 

In the 2001 first quarter, Sprint issued $2.4 billion of debt securities. Sprint had $2 billion of unissued securities 
under its existing shetf registration statement with the SEC, and registered an additional $400 million before the 
issuance. These borrowings have interest rates ranging from 7.1% to 7.6% and mature in 2006 and 201 1 .  The 
proceeds were allocated to the PCS Group and used to repay debt and to fund capital investments and working 
capital requirements. 

Fitch Ratings (Fitch) currently rates Sprint’s long-term senior unsecured debt at BBB with a stable outlook. Fitch 
rates Sprint’s short-term debt at F2. 

Standard and Poor’s Corporate Ratings (Standard and Poor‘s) currently rates Sprint’s long-term senior unsecured 
debt at BBB- with a stable outlook. Standard and Poor’s rates Sprint’s short-term debt at A3. 

Moody‘s Investors Service (Moody‘s) currently rates Sprint’s long-term senior unsecured debt ai Baa3 with a 
negative outlook. Moody’s rates Sprinf’s short-term debt at P3. 

Sprint’s ability to fund its capital needs is ultimately impacted by the overall capacity and terms of the bank, term- 
debt and equity markets. There is significant volatility in the markets a? this time caused by the economic 
downturn, recent business failures and reduced confidence in the financial accounting process. Sprint continues to 
monitor the markets closely and to take steps to maintain as much financial flexibility as possible, while 
maintaining a reasonable capital structure cost. Sprint currently does not plan to access the markets. 

d 
Sprint’s contractual obligations, including commitments for future payments under non-cancelable lease 
arrangements and short- and long- term debt arrangements, are summarized below and are fully disclosed in 
Notes IO, 1 1,  12, 13 and 16 to Sprint’s Consolidated Financial Statements. 

Payments Oue by Period . 

Less 
than 1 1 4  4-5 After 5 

Total year years years years 

Notes, bonds, debentures and other debt instruments 
Trade receivables securitization 
Equity unit notes 
Capital lease obligations 
Operating leases 
Unconditional purchase obliaations 

$19,498 $ 
455 

1,725 
339 

2,899 
1.994 

(mmi/lions) 

,367 $2,553 52,510 $13,068 
455 - 
- - 1,725 - 

65 348 113 13 
863 1,188 478 370 
,575 405 I 4  

- - 

- 

- - Fifth series preferred sfmk - 10 10 - 
Total contractuaf cash obligations $26,920 $4,335 $4,294 $4,840 $1 3,451 

Off-Balance Sheet Financing 

Sprint does not participate in, nor secure, financings for any unconsolidated, special purpose entities. 
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Rea ulatory Developments 

See "Regulatory Developments" in Part I. of this filing. 

Flnanclal Strategies 

General Hedging Policies 

Sprint selectively enters into interest rate swap and cap agreements to manage its exposure to interest rate 
changes ur-its debt. Sprint also enters into forward contracts and options in foreign currencies to reduce the 
impact of changes in foreign exchangle rates. Sprint seeks to minimize counterparty credit risk through stringent 
credit approval and review processes, the selection of only the most creditworthy counterparties, continual review 
and monitoring of all counterparlies, and thorough legal review of contracts. Sprint also controls exposure to 
market risk by regularly monitoring changes in foreign exchange and interest rate positions under normal and 
stress conditions to ensure they do not exceed established limits. 

Sprint's derivative transactions are used for hedging purposes only and comply with Board-approved policies. 
Senior management receives frequent status updates of all outstanding derivative positions. 

Interest Rate Risk Management 

Fair Value Hedges 

Sprint may enter into interest rate swap agreements to minimize exposure to interest rate movements and achieve 
an optimal mixture of floating and fixed-rate debt while minimizing liquidity risk. The interest rate swap agreements 
designated as fair value hedges effectively convert Sprint's fixed-rate debt to a floating rate by receiving fixed rate' 
amounts in exchange for floating rate interest payments over the life of the agreement without an exchange of the 
underlying principal amount. As of December 31, 2002, Sprint had no outstanding fair value hedges. 

Cash f low Hedges 

Sprint may enter into interest rate swap agreements designated as cash flow hedges to reduce the impact of 
interest rate movements on future interest expense by effectively converting a portion of its floating-rate debt to a 
fixed-rate. As of December 31, 2002, Sprint had no outstanding interest rate cash flow hedges. 

Other Derivatives 

In certain business transactions, Sprint is granted warrants to purchase the securities of other companies at fixed 
rates. These warrants are supplemental to the terms of the business transaction and are not designated as 
hedging instruments. 

. . 

During 2002, Sprint entered into fotwiard sale contracts with net purchased equity option derivatives to monetize 
equity securities held as available for sale. The derivatives have been designated as cash flow hedges to reduce 
the variability in expected cash flows related to the forecasted sale of the underlying equity securities. 

Foreign Exchange Risk Management 

Sprint's foreign exchange risk management program focuses on hedging transaction exposure to optimize 
consolidated cash flow. Sprint's main transaction exposure results from payments made to and received from 
overseas telecommunications companies for completing international calls made by Sprint's domestic customers. 
These international operations were not material to the consolidated financial position, results of operations or 
cash flows at year-end 2002. In addition, foreign currency transaction gains and losses were not material to 
Sprint's 2002 results of operations. Sprint has not entered into any significant foreign currency forward contracts or 
other derivative instruments to reduce the effects of adverse fluctuations in foreign exchange rates. As a result, 
Sprint was not subject to material foreign exchange risk. 
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Recently Issued Accounting Pronouncements 

tn December 2002, the FASB issued SFAS No. 148, “Accounting for Stock-Based Compensation-Transition and 4 
Disclosure.” This statement amends SFAS No. 123, “Accounting for Stock-Based Compensation.” The provisions 
of this statement are effective for interim and annual financial statements for fiscal years ending after December 
15, 2002. This statement provides alternative methods of transition for a voluntary change to the fair value based 
method of accounting for stock-based employee compensation. Also, this statement amends the disclosure 
requirements of SFAS No. 123 to require prominent disclosures in both annual and interim financial statements 
about the method of accounting for stock-based employee compensation and the effect of the method used on 
reported results. Sprint continues to apply APB 25 recognition and measurement principles, but has complied with 
the new disclosure requirements of this statement. See Note 1 for these disclosures. 

Sprint will begin to expense the fair value of stock-based employee Compensation beginning in the 2003 first 
quarter. Sprint will apply the method prescribed in SFAS No. 123, as amended by SFAS No. 148, on all new and 
separate grants of options made on or after January 1, 2003. The Company estimates that, under these 
accounting rules, expensing stock options on a prospective basis will result in a charge to earnings of two cents 
per diluted share for FON and one cent per diluted share for PCS in 2003. 

See Note 19 of Notes to Consolidated Financial Statements for a discussion of other recently issued accounting 
pronouncements. 

Item 7A. Quantltatlve and Qualltattve Olsclosures about Market Rlsk 

The risk inherent in Sprint’s market risk sensitive instruments and positions is the potential loss arising from 
adverse changes in those factors. Sprint is susceptible to certain risks related to changes in interest rates and 
foreign currency exchange rate flucfuations. Sprint does not purchase or hold any derivative financial instruments 
for trading purposes. 

Interest Rate Risk 
The communications industry is a capital intensive, technology driven business. Sprint is subject to interest rate 
risk primarily associated with its borrowings. Sprint selectively enters into interest rate swap and cap agreements 
to manage its exposure to interest rate changes on its debt. Approximately 90% of Sprint’s debt at December 31, 

earnings and cash flows because Sprint intends to hold these obligations to maturity unless market conditions are 
favorable. 

Sprint pertorrns interest rate sensitivity analyses on its variable rate debt. These analyses indicate that a 1% 
change in interest rates would have a $1 3 million pre-tax impact on the consolidated slatements of operations and 
cash flows at December 31, 2002. While Sprint’s variable-rate debt is subject to earnings and cash flows impacts 
as interest rates change, it is not subject to changes in fair values. 

Sprint also prepared a value-at-risk analysis to assess the worst-case impact of past market movements on 
Sprint’s 2002 debt portfolio. Based on that analysis, which used average interest rates from 1980 to present, Sprint 
is 95% confident that the fair value of outstanding debt would not increase above Sprint’s book value over the next 
six months. 

2002 is fixed-rate debt. While changes in interest rates impact the fair value of this debt, there is no impact to d 

-. . .- - Foreign Currency Risk 
Sprint also enters into forward contracts and options in foreign currencies to reduce the impact of changes in 
foreign exchange rates. Sprint uses foreign currency derivatives to hedge its net foreign currency payable related 
io settlement of international telecommunications access charges. The dollar equivalent of Sprint’s net foreign 
currency payables was $2 million at December 31, 2002. The potential immediate pre-tax loss to Sprint that would 
result from a hypothetical 10% change in foreign currency exchange rates based on these positions would be 
approximately $1 85,000. 

Item 8. Flnanclal Statements and Supplementary Data 

The information required by Item 8 is incorporated by reference to the section beginning on page F- I .  

Item 9. Changes in and Disagreements With Accountants on Accountlng and Flnanclal Disclosure 

No reportable items. 
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Part 111 

Item 10. Directors and Executive Offlcers of the Registrant 

Pursuant to Instruction G(3)  to Form lO-K, the information relating to Directors of Sprint required by Item 10 is 
incorporated by reference from Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A 
within I20 days after the end of Sprint’s fiscal year ended December 31, 2002. 

For information pertaining to Executive Officers of Sprint, as required by Instruction 3 of Paragraph (b) of Item 401 
of Regulation S-K, refer to the “Executive Officers of the Registrant” section of Part I of this document. 

Pursuant to Instruction G(3) to Form 10-K, the information relating to compliance with Section 16(a) required by 
Item 10 is incorporated by reference from Sprint’s definitive proxy statement which is to be filed pursuant to 
Regulation 14A within 120 days after the end of Sprint’s fiscat year ended December 31, 2002. 

Item 11. Executive Cornpensatlon 

Pursuant to Instruction G{3)  to Form 10-K, the information required by Item 11 is incorporated by reference from 
Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A within 120 days after the end of 
Sprint‘s fiscal year ended December 31,2002. 

ltem 12. Securlty Ownership of Ceirtaln Beneflelai Owners and Management 

Pursuant to Instruction G(3) to Form lO-K, the information required by Item 12 is incorporated by reference from 
Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A within 120 days after the end of 
Sprint‘s fiscal year ended December 31, 2002. 

Item 13. Certain Relationships and Related Transactions 

Pursuant to Instruction G(3)  to Form 10-K, the information required by Item 13 is incorporated by reference from 
Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A within 120 days after the end of 
Sprint’s fiscal year ended December 31, 2002. 

Item 14. Controls and Procedures 

Disclosure controls are procedures that are designed with the objective of ensuring that information required to be 
disclosed in Sprint’s reports under the Securities Exchange Act of 1934, such as this Form lO-K, is reported in 
accordance with the Securities and Eixchange Commission’s rules. Disclosure controls are also designed with the 
objective of ensuring that such infomation is accumulated and communicated to management, including the Chief 
Executive Officer and Chief Financial Officer, as appropriate, to allow timely decisions regarding required 
disclosure. 

In connection with the preparation of this Form 10°K and within 90 days before the filing of the report, Sprint’s 
Chief Executive Officer and Chief Financial Officer directed Sprint’s internal auditors to conduct a review of the 
effectiveness of Sprint’s disclosure controls and procedures and report their conclusions. The Chief Executive 
Officer and Chief Financial Officer al:;o met with other members of management, members of the financial 
accounting and legal departments, aind Sprint’s independent auditors to discuss and evaluate Sprint’s disclosures 
and the effectiveness of the disclosure controls and procedures. Based on these discussions and the report of the 
internal auditors, the Chief Executive Officer and Chief Financial Officer concluded the design and operation of the 
disclosure controls and procedures were effective and enabled Sprint to disclose all material financial and non- 
financial infomation affecting its bus:inesses. No significant changes were made in Sprint’s internal controls or in 
other factors that could significantly affect those controls after the date of the evaluation. 

Certifications of the Chief Executive Officer and Chief Financial Officer regarding, among other items, disclosure 
controls and procedures are included immediately after the Signatures section of this Form 10-K. 
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Part IV 

Item 15. Exhibits, Financial Statement Schedules, and ReDorts on Form 8-K d 

(a) 1 .  

2. 

3. 

The consolidated financial statements of Sprint filed as part of this report are listed in the Index to 
Financial Statements, Financial Statement Schedule and Exhibits. 

The consolidated financial statement schedule of Sprint filed as part of this report is listed in the Index to 
Financial Statements, Financial Statement Schedule and Exhibits. 

The following exhibits are filed as part of this report: 

EXHIBITS 

(2) Plan of acquisition, reorganization, arrangement, liquidation or succession: 

(a) Stock Purchase Agreement, by and between Sprint Corporation, Centel Oirectories LLC and 
R.H. Donnelley Corporation, dated as of September 21, 2002 (filed as Exhibit 2 to Sprint 
Corporation Current Report on Form 8-K dated September 21, 2002 and incorporated herein by 
reference). 

(b) Supplemental Agreement to Stmk Purchase Agreement, by and between Sprint Corporation, 
Centel Directories LLC and R.H. Oonnelley Corporation, dated as of December 31, 2002 (filed 
as Exhibit 2(b) twSprint Corporation Current Report on Form 8-K dated January 3, 2003 and 
incorporated herein by reference). 

(3) Artides of Incorporation and Bylaws: 

(a) Articles of Incorporation, as amended (filed as Exhibit 3(a) to Sprint Corporation’s Quarterly 
Report on Form 10-Q for the quarter ended March 31 2002, and incorporated herein by 
reference). 

(b) Bylaws, as amended (filed as Exhibit 3.2 to Amendment No. 4 to Sprint Corporation’s 
Registration Statement on Form 8-A retating to Sprint’s Series 1 PCS Common Stock, filed 
April 17, 2002, and incorporated herein by reference). 

(4) Instruments defining the Rights of Sprint’s Security Holders: 

(a) The rights of Sprint’s equity security holders are defined in the Fifth, Sixth, Seventh and Eighth 
Articles of Sprint’s Articles of Incorporation. See Exhibit 3(a). 

(b) Provisions regarding Stockholders’ Meetings are set forth in Article 111 of the Bylaws. Provisions 
regarding the Capital Stock Committee are set forth in Article IV, Section 12 of the Bylaws. See 
Exhibit 3(b). 

(c) Rights Agreement dated as of November 23, 1998, between Sprint Corporation and UM8 Bank, 
n.a. (filed as Exhibit 4.1 to Amendment No. 1 to Sprint Corporation’s Registration Statement on 
Form 8-A relating to Sprint’s PCS Group Rights, filed November 25, 1998, and incorporated 
herein by reference). 

(d) Tracking Stock Policies of Sprint Corporation, as amended (filed as Exhibit 4(c) to Sprint 
Corporation’s Annual Report on Form 10-KIA for the year ended December 31, 2001 and 
incorporated herein by reference). 

(e) Amended and Restated Standstill Agreement dated November 23, 1998, by and among Sprint 
Corporation, France Telecom and Deutsche Telekom AG (filed as Exhibit 4E to Post-Effective 
Amendment No. 2 to Sprint Corporation’s Registration Statement on Form S-3 (No. 33-58488) 
and incorporated herein by reference) as amended by the Master Transfer Agreement dated 
January Z f ,  2000 between and among France Telecom, Deutsche Tetekom AG, NAB 
Nordamerika Beteiligungs Holding GmbH, Atlas Telecommunications, S.A., Sprint Corporation, 
Sprint Global Venture, Inc. and the JV Entities set forth in Schedule H thereto (filed as Exhibit 2 
to Sprint Corporation’s Current Report on Form 8-K dated Januafy 26, 2000 and incorporated 
herein by ref e re n ce) . 
Indenture, dated as of October 1, 1998, among Sprint Capital Corporation, Sprint Corporation 
and Bank One, N.A., as Trustee (filed as Exhibit 4(b) to Sprint Corporation’s Quarterly Report on 
Form 10-Q for the quarter ended September 30, 1998, and incorporated herein by reference), as 
supplemented by the First Supplemental Indenture, dated as of January 15, 1999, among Sprint 
Capital Corporation, Sprint Corporation and Bank One, N.A., as Trustee (filed as Exhibit 4(b) to 

(f) 
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Sprint Corporation’s Current Report on Form 8-K dated February 2, 1999 and incorporated 
herein by reference), and as supplemented by the Second Supplemental Indenture dated as of 
October 15, 2001, among Sprint Capital Corporation, Sprint Corporation and Bank One, N.A. 
as Trustee (filed a:; Exhibit 99 to Sprint Corporation’s Current Report on Form 8-WA dated 
October 17, 2001 and incorporated herein by reference). 

(g) Indenture, dated a:s of October 1, 1998, between Sprint Corporation and Bank One, N.A., as 
Trustee (filed as Exhibit 4(a) to Sprint Corporation’s Quarterly Report on Form 10-Q for the 
quarter ended September 30, 1998, and incorporated herein by reference), as supplemented by 
the First Supplemental Indenture, dated as of January 15, 1999, between Sprint Corporation and 
8ank One, N.A., a; Trustee (filed as Exhibit 4(a) to Sprint Corporation’s Current Report on Form 
8-K dated February 2, 1999 and incorporated herein by reference). 

(h) Purchase Contracl Agreement, dated as of August 10, 2001, between Sprint Corporation and 
Bank One, Nationzil Association, as purchase contract agent (filed as Exhibit 4(e) to Sprint 
Corporation’s Quarterly Report on Form IO-Q for the quarter ended September 30,2001 and 
incorporated hereiii by reference). 

Form of Corporate Units Certificates, including the form of Purchase Contract (included as 
Exhibit A to the Purchase Contract Agreement filed as Exhibit 4(g)) (filed as Exhibit 4(f) to Sprint 
Corporation’s Quarterly Report on Form IO-Q for the quarter ended September 30,2001 and 
incorporated hereiii by reference). 

Pledge Agreemenl, dated as of August 10, 2001, among Sprint Corporation and Bank One, 
National Association, as collateral agent and as purchase contract agent (filed as Exhibit 4(g) to 
Sprint Corporation’s Quarterly Report on Form 10-Q for the quarter ended September 30, 2001 
and incorporated herein by reference). 

(k) Remarketing Agreament, dated as of August 10, 2001, among Sprint Corporation, Sprint Capital 
Corporation, Bank One, National Association, as purchase contract agent, and UBS Warburg 
LLC, as remarketirig agent (filed as Exhibit 4(h) to Sprint Corporation’s Quarterly Report on 
Form 10-Q for the quarter ended September 30, 2001 and incorporated herein by reference). 

Terms of 6% notea due 2006, including form of note (filed as Exhibit 4(i) to Sprint Corporation’s 
Quarterly Report on Form I O - Q  for the quarter ended September 30,2001 and incorporated 
herein by referenos). 

(i) 

(j) 

(I) 

{r 0) Material Agreements 

(a) Amended and Restated Stockholders’ Agreement among France Telecom, Deutsche Telekom 
AG and Sprint Corporation, dated as of November 23, 1998 (filed as Exhibit lO(c) to Sprint 
Corporation Annual Report on Form 10-K lor the year ended December 31 1998 and 
incorporated hereiin by reference) as amended by the Master Transfer Agreement dated January 
21,2000 between and among France Telecom, Deutsche Telekom AG, NAB Nordamerika 
Beteiligungs Holding GmbH, Atlas Telecommunications, S A . ,  Sprint Corporation, Sprint Global 
Venture, Inc. and the JV Entities set forth in Schedule II thereto (filed as Exhibit 2 to Sprint 
Corporation’s Current Report on Form 8-K dated January 26, 2000 and incorporated herein by 
reference). 

(b) Amended and Re5:tated Registration Rights Agreement, dated as of November 23, 1999, among 
Sprint Corporation, France Telecom and Oeutsche Telekom AG (filed as Exhibit 10.1 to 
Amendment No. 1 to Sprint Corporation Registration Statement on Form S-3 (No. 333-64241) 
and incorporated herein by reference) as amended by the Master Transfer Agreement dated 
January 21,2000 between and among France Telecom, Deutsche Telekom AG. NAB 
Nordamerika Beteiligungs Holding GmbH, Atlas Telecommunications, S A ,  Sprint Corporation, 
Sprint Global Venture, Inc. and the JV Entities set forth in Schedule II thereto (filed as Exhibit 2 
to Sprint Corporation’s Current Report on Form 8-K dated January 26, 2000 and incorporated 
herein by reference) and as further amended by the Offering Process Agreement dated as of 
February 20,2001 between and among France Telecom, Deutsche Telekom AG, NAB 
Nordamerika Beteiligungs Holding GmbH and Sprint Corporation (filed as Exhibit 1 O(b) to Sprint 
Corporation’s Annual Report on Form IO-K for the year ended December 31,2000 and 
incorporated herein by reference). 

IC) Registration Right!; Agreement, dated as of November 23, 1998, among Sprint Corporation, 
Tele-Communications, Inc., Comcast Corporation and Cox Communications, Inc. (filed as 
Exhibit 10.2 to Amendment No. 1 to Sprint Corporation Registration Statement on Form 5-3 
(No. 333-64241 and incorporated herein by reference). 
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(d) Standstill Agreements, dated May 26, 1996, between Sprint Corporation and each of Tete- 
Communications, Inc., Corncast Corporation and Cox Communications, Inc. (filed as Exhibit 

and incorporated herein by reference). 

(e) 364-Day Credit Agreement, dated as of August 9, 2002, among Sprint Corporation and Sprint 
Capital Corporation, a5 Borrowers, the initial Lenders named therein, as Initial Lenders, Citibank, 
N.A., as Administrative Agent, Salomon Smith Barney, Inc. and J.P. Morgan Securities, Inc., as 
joint lead arrangers and as book managers, and J.P. Morgan Chase Bank, as syndication agent, 
and Bank of America, N.A., Deutsche Bank A.G. New York Branch and UBS AG, Stamford 
Branch, as documentation agents (filed as Exhibit 1 O(a) to Sprint Corporation‘s Quarterly Report 
on Form 10-Q for the quarter ended September 30, 2002 and incorporated herein by reference). 

(1 0) Executive Compensation Plans and Arrangements: 

I f )  1990 Stock Option Plan, as amended. 

(9) 1990 Restricted Stock Plan, as amended. 

{h) Executive Deferred Compensation Pfan, as amended (fited as Exhibit lO(i) to Sprint 
Corporation’s Annual Report on Form 10-K for the year ended December 31, 1999 and 
incorporated herein by reference). Summary of Amendments to the Executive Deferred 
Compensation Plan {filed as Exhibit 1 O(i) to Sprint Corporation’s Annual Report on Form 10-K 
for the year ended December 31, 2000 and incorporated herein by reference). 

(i) Management Incentive Stock Option Plan, as amended (filed as Exhibit 99-A to Sprint 
Corporation’s Registration Statement on Form S-8 (No. 333-75664) and incorporated herein by 
reference). 

1997 Long-Term Stock Incentive Program, as amended (filed as Exhibit 10(k) to Sprint 
Corporation’s Annual Report on Form 1 0-WA for the year ended December 31,2001 and 
incorporated herein by reference). 

{k) Sprint Supplemental Executive Retirement Plan, as amended (filed as Exhibit 10{1) to Sprint 
Corporation’s Annual Report on Form 10-KIA for the year ended December 31,2001 and 
incorporated herein by reference). 

(I) Amended and Restated Centel Directors Deferred Compensation Plan (filed as Exhibit 10(m) to 
Sprint Corporation’s Annual Report on Form 10-K for the year ended December 31, I999 and 
incorporated herein by reference). 

(m) Executive Long-Term Incentive Plan (filed as Exhibit 100) to Sprint Corporation’s Annual Report 
on Form 10-K for the year ended December 31, 1993 and incorporated herein by reference). 

(n) Executive Management Incentive Plan (filed as Exhibit 1 O(k) to Sprint Corporation’s Annual 
Report on Form 10-K for the year ended December 31, 1993 and incorporated herein by 
reference). 

(0) Long-Term Incentive Compensation Plan, as amended (filed as Exhibit 1O(i) to Sprint 
Corporation’s Quarterly Report on Form 10-Q for the quarter ended September 30, 1996, and 
incorporated herein by reference). 

(p) Management Incentive Plan, as amended (filed as Exhibit lO(r) to Sprint Corporation’s Annual 
Report on Form I O - K  for the year ended December 31,2000 and incorporated herein by 
reference). 

(9) Retirement Plan for Directors, as amended (filed as Exhibit 10Iu) to Sprint Corporation’s Annual 
Report on Form 10-K for the year ended December 31, 1996 and incorporated herein by 
reference). 

(r} Key Management Benefit Plan, as amended (filed as Exhibit 1O(g) to Sprint Corporation’s 
Quarterly Report on Form 10-Q for the quarter ended September 30, 1996 and incorporated 
herein by relerence). 

(s) Agreements Regarding Special Compensation and Post Employment Restrictive Covenants 
between Sprint Corporation and certain of its Executive Officers (filed as Exhibit 10(d) to Sprint 
Corporation’s Quarterly Report on Form 10-Q for the quarter ended September 30, 1994, Exhibit 
1 O(h) to Sprint Corporation’s Quarterly Report on Form 10-Q for the quarter ended March 31, 
1996, and Exhibit 1O(w) to Sprint Corporation’s Annual Report on Form 10-K for the year ended 
December 31, 1997 and incorporated herein by reference). 

1 O(g) to Sprint Corporation Annual Report on Form 10-K for the year ended December 31, 1998 4 

(j) 
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(t) Director‘s Deferred Fee Plan, as amended (filed as Exhibit 1O(v) to Sprint Corporation’s Annual 
Report on Form iO,-K for the year ended December 31, 1999 and incorporated herein by 
reference). 

(u) Form of Contingency Employment Agreements between Sprint Corporation and certain of its 
Executive Officers i(filed as Exhibit 10(h) to Sprint Corporation’s Quarterly Report on Form 1 0 4  
for the quarter ended September 30, 2000 and incorporated herein by reference). 

(v) Form of Indemnification Agreements between Sprint Corporation (formerly United 
Telecommunications, Inc.) and its Directors and Officers (filed as Exhibit lO(s) to Sprint 
Corporation’s Annual Report on Form 10-K for the year ended December 31, 1991, and 
incorporated herein by reference). 

(w) Summary of Executive Officer Benefits and Board of Directors Benefits and Fees. 

(x) Special Compensation and Non-Compete Agreement dated as of March 26,2002 by and 
between Sprint Corporation and Robert J. Dellinger (filed as Exhibit 10(b) to Sprint Corporation’s 
Quarterly Report 011 Form 10-Q for the quarter ended March 31,2002 and incorporated herein 
by reference). 

(y) Special Incentive Plan (filed as Exhibit lO(g) to Sprint Corporation’s Quarterly Report on 
Form 10-Q for the quarter ended September 30, 2000 and incorporated herein by reference). 

(2) Employment Agree.ments dated a5 of February 26, 2001 by and among Sprint Corporation, 
SprinVUnited Management Company and William T. Esrey and Ronald T. LeMay (filed as 
Exhibit 10(bb) to Sprint Corporation’s Annual Report on Form 10-K for the year ended 
December 31, 2000 and incorporated herein by reference). 

(aa) Executive Agreement dated as of July 30, 2001 by and among Sprint Corporation, SprintlUnited 
Management Company, and Len Lauer (filed as Exhibit 1 O(bb) to Sprint Corporation’s Annual 
Report on Form I O W A  for the year ended December 31,2001 and incorporated herein by 
reference). 

(bb) Special Award Stock Plan. 

(12) Computation of Ratio of Earnings to Fixed Charges 

(21) Subsidiaries of Registrant 

(23) Consent of Independent Auditors 

Sprint will furnish to the Securities and Exchange Commission, upon request, a copy of the instruments defining 
the rights of holders of its long-term ckbt. The total amount of securities authorized under any of said instruments 
(other than those listed above) does iiot exceed 10% of the total assets of Sprint. 

(b) Reports on Form 8-K 

Sprint filed a Current Repod: on Form 8-K dated November 14, 2002, in which it reported that Sprint’s 
Chief Executive Officer and Chief Financial Officer filed with the Securities and Exchange Commission 
statements in compliance with 18 U.S.C. $1350 as adopted pursuant to 9906 of the Sarbanes-Oxley Act 
of 2002 with respect to Sprint’s Quarterly Report on Form 10-Q for the quarter ended September 30, 
2002. 

Sprint filed a Current Repoil on Form 8-K dated January 3, 2003 in which it reported that it had closed the 
sale of its directory business. 

Sprint filed a Current Repod: on Form 8-K dated February 5, 2003, in which it reported that it had 
announced fourth quarter 2002 and calendar year 2002 results. The news release regarding fourth 
quarter 2002 and calendar year 2002 results, which was included as an exhibit to the Current Report, 
included the following financial information: 

Sprint Corporation Consolidated Statements of Operations 
Sprint Corporation Consolidated Balance Sheets 
Sprint Corporation Condensed Consolidated Cash Flow Information 
Sprint Corporation Selected Operating Results 
Sprint Corporation Pro Forma Selected Operating Results 
Sprint FON Group Summary Financial Information 
Sprint Corporation Dire,ctory Publishing Business 
Sprint Corporation PCS Group Net Customer Additions 

52 



SIGNATURES 

Pursuant to the requirements of Section 13 or 15(d) of the Securities Exchange Act of 1934, the registrant has duly d 
caused this report to be signed on its behalf by the undersigned, thereunto duly authorized. 

SPRINT CORPORATION 
(Registrant) 

By: IS /  W. T. ESREY 
William T. Esrey 
Chairman and Chief Executive Officer 

Date: March 7,  2003 

Pursuant to the requirements of the Securities Exchange Act of 1934, this report has been signed below by the 
following persons on behalf of the registrant and in the capacities indicated on the 7th day of March, 2003. 

B ~ :  /S/ w. T. &REV 

William T. Esrey 
Chairman and Chief Executive Officer 

B ~ :  IS/ ROBERT J. DELLINGFR 
Robert J. Oellinger 
Executive Vice President and 
Chief Financial Officer 
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B ~ :  IS/ JOHN P. MEYER 
John P. Meyer 
Senior Vice President and Controller 
Principal Accounting Officer 



SIGN AT U RES 

SPRINT CORPORATION 
(Registrant) 

Pursuant to the requirements of the Securities Exchange Act of 1934, this report has been signed below by the 
following persons on behalf of the registrant and in the capacities indicated on the 7th day of March, 2003. 

~- W OUBOSE AUSLEY 
DuHose Audey, Director 

William T. Esrey, Director 

/S/ IRVlNE 0. HOCKAOAY. JR. 

lrvine 0. Hockaday, Jr., Director 

Is/ RONALD T. LEMAY 
Ronald T. LeMay, Director 

/d LiNDA K. LORIMER 
Linda K. Lorimer, Director 

Is/ CHARLES E. RICE 
Charles E. Rice, Director 

1st Louis W. SMITH 
Louis W. Smith, Director 

Isl STEWART TURLEY 
Stewart Turley, Director 
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CERTlFlCATlONS 

1, William T. Esrey, Chairman and Chief Executive Officer, certify that: 

1. I have reviewed this annual report on Form IO-K of Sprint Corporation; 

2. Based on my knowledge, this annual report does not contain any untrue statement of a material fact or omit to 
state a material fact necessary to make the statements made, in light of the circumstances under which such 
statements were made, not misleading with respect io the period covered by this annual report; 

3. Based on my knowledge, the financial statements, and other financial information included in this annual report, 
fairly present in all material respects the financial condition, results of operations and cash flows of the registrant 
as of, and for, the periods presented in this annual report; 

4. The registrant’s other certifying officers and I are responsible for establishing and maintaining disclosure 
controls and procedures (as defined in Exchange Act Rules 13a-14 and 1 5d-14) for the registrant and have: 

a) designed such disclosure controls and procedures to ensure that material information relating to the registrant, 
including its consolidated subsidiaries, is made known to us by others within those entities, particularly during the 
period in which this annual report is being prepared; 

b) evaluated the effectiveness of the registrant’s disdosure controls and procedures as of a date within 90 days 
prior to the filing date of this annual report (the “Evaluation Date”); and 

c) presented in this annual report our conclusions about the effectiveness of the disclosure controls and 
procedures based on our evaluation as of the Evaluation Oate; 

5. The registrant’s other certifying officers and I have disclosed, based on our most recent evaluation, to the 
registrant’s auditors and the  audit committee of registrant’s board of directors (or persons performing the 
equivalent function): 

a) all significant deficiencies in the design or operation of internal controis which could adversely affect the 
registrant’s ability to record, process, summarize and report financial data and have identified for the registrant’s 
auditors any material weaknesses in internal controls; and 

b) any fraud, whether or not material, that involves management or other employees who have a significant role in 
the registrant’s internal controls; and 

6. The registrant’s other certifying officers and 1 have indicated in this annual report whether there were significant 
changes in internal controls or in other factors that could significantly affect internal controls subsequent to the 
date of our most recent evaluation, including any corrective actions with regard to significant deficiencies and 
material weaknesses. 

Date: March 3, 2003 

B ~ :  /S/ w. T. ESREY 

William T. Esrey 
Chairman and Chief Executive Officer 
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CERTIFICATIONS 

I, Robert J. Oellinger, Executive Vice President and Chief Financial Officer, certify that: 

I .  1 have reviewed this annual report on Form IO-K of Sprint Corporation; 

2. Based on my knowledge, this annual report does not contain any untrue statement of a material fact or omit to 
state a material fact necessary to make the statements made, in light of the circumstances under which such 
statements were made, not misleading with respect to the period covered by this annual report; 

3. Based on my knowledge, the financial statements, and other financial information included in this annual report, 
fairly present in all material respects the financial condition, results of operations and cash flows of the registrant 
as of, and for, the periods presented in this annual report; 

4. The registrant’s other certifying officers and I are responsible for establishing and maintaining disclosure 
controls and procedures (as defined in Exchange Act Rules 13a-14 and 15d-14) for the registrant and have: 

a) designed such disctosure controls and procedures to ensure that material information relating to the registrant, 
including its consolidated subsidiaries, is made known to us by others within those entities, particularly during the 
period in which this annual report is being prepared; 

b) evaluated the effectiveness of the registrant‘s disclosure controls and procedures as of a date within 90 days 
prior to the filing date of this annual report (the “Evaluation Date”); and 

c) presented in this annual report our conclusions about the effectiveness of the disclosure controls and 
procedures based on our evaluation as of the Evaluation Date; 

5. The registrant’s other certifying officers and I have disclosed, based on our most recent evaluation, to the 
registrant’s auditors and the audit committee of registrant’s board of directors (or persons performing the 
equivalent function): 

a) all significant deficiencies in the design or operation of internal controls which could adversely affect the 
registrant’s ability to record, process, summarize and report financial data and have identified for the registrant’s 
auditors any material weaknesses in internal controls; and 

b) any fraud, whether or not material that involves management or other employees who have a significant role in 
the registrant’s internal controls; and 

6. The registrant’s other certifying officers and I have indicated in this annual report whether there were significant 
changes in internal controls or in other factors that could significantly affect internal controls subsequent to the 
date of our most recent evaluation, including any corrective actions with regard to significant deficiencies and 
material weaknesses. 

Date: March 6, 2003 

B ~ :  IS/ ROBERT J. DELLINGER 
Robert J. Dellinger 
Executive Vice President and 
Chief Financial Officer 
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Index to Financial Statements, Financial Statement Schedule and Exhibits 

Sprint Corporation 

d 
Page 

Reference 

Consolids ted FInsnelal Statements (in eluding Consolidating Information) 

Management Report 
Report of Independent Auditors 
Consolidated Statements of Operations for each of the three years in the period ended December 31, 2002 
Consolidated Statements of Comprehensive Income (Loss) for each of the three years in the period ended 

Consolidated Balance Sheets as of December 31,2002 and 2001 
Consolidated Statements of Cash Flows fot each of the three years in the period ended December 31,2002 
Consolidated Statements of Shareholders’ Equity for each of the three years in the period ended 

Notes io  Consolidated Financial Statements 

Decembet 31,2M12 

December 31 I 2002 

Financial Statement Schedule 
Schedule Il-Sonsolidated Valuation and Qualifying Accounts for each of the three years in the pericd ended 

December 31,2002 

Exhibits 

(1 P)-Computation of Ratio of Earnings to Fixed Charges 
(21)-Subsidiaries of Registrant 
{23)<0nS9nt of Independent Auditors 

F-2 
F-3 
F-4 

F-6 
F-8 

F-12 

F-14 
F-16 

F-56 
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MANAGEMENT REPORT 

Sprint Corporation’s management is responsible for the integrity and objectivity of the information contained in this 
document. Management is responsible for the consistency of reporting this information and for ensuring that 
accounting principles generally accepted in the United States are used. 

In discharging this responsibility, management maintains a comprehensive system of internal controls and 
supports an extensive program of internal audits, has made organizational arrangements providing appropriate 
divisions of responsibility and has estiablished communication programs aimed at assuring that its policies, 
procedures and principles of business conduct are understood and practiced by its employees. 

The financial statements included in tliis document have been audited by Emst & Young LLP, independent 
auditors. Their audits were conducted using auditing standards generally accepted in the United States and their 
report is included herein. 

The Board of Directors’ responsibility for these financial statements is pursued mainly through its Audit Committee. 
The Audit Committee, composed entirely of directors who are not officers or employees of Sprint, meets 
periodically with the internal auditors and independent auditors, both with and without management present, to 
assure that their respective responsibilities are being fulfilled. The internal and independent auditors have full 
access to the Audit Committee to disc.uss auditing and financial reporting matters. 

/s/ W. T. Esrey 
William T. Esrey 
Chairman and Chief Executive Officer 

-- l s l  Robert J. Dellinger 
Robert J. Oellinger 
Executive Vice President and Chief Financial Officer 
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REPORT OF INDEPENDENT AUDITORS 

The Board of Directors and Shareholders 
Sprint Corporation 

We have audited the accompanying consolidated balance sheets of Sprint Corporation (Sprint) as of 
December 31, 2002 and 2001, and the related consolidated statements of operations, comprehensive income 
(loss), cash flows and shareholders' equity for each of the three years in the period ended December 31, 2002. 
Our audits also included the financial statement schedule listed in the Index to Financial Statements, Financial 
Statement Schedule and Exhibits. These financial statements and the schedule are the responsibility of the 
management of Sprint. Our responsibility is to express an opinion on these financial statements and the schedule 
based on our audits. 

We conducted our audits in accordance with auditing standards generally accepted in the United States. Those 
standards require that we plan and perform the audit to obtain reasonable assurance about whether the financial 
statements are free of material misstatement. An audit includes examining, on a test basis, evidence supporting 
the amounts and disclosures in the financial statements. An audit also includes assessing the accounting 
principles used and significant estimates made by management, as well as evaluating the overall financial 
statement presentation. We believe that our audits provide a reasonable basis for our opinion. 

In our opinion, the financiat statements referred to above present fairly, in all material respects, the consolidated 
financial position of Sprint at December 31, 2002 and 2001, and the consolidated results of its operations and its 
cash flows for each of the three years in the period ended December 31, 2002, in conformity with accounting 
principles generally accepted in the United States. Also, in our opinion, the related financial statement schedule, 
when considered in relation to the basic financial statements taken as a whole, presents fairly in all material 
respects the information set forth therein. 

As discussed in Note 1 of the Notes to Consolidated Financial Statements, effective January 1, 2002, Sprint 
adopted Statement of Financial Accounting Standards No. 142, "Goodwill and Other Intangible Assets." 

Kansas City, Missouri 
February 5,2003 

F-3 



CONSOLIDATED STATEMENTS 01‘ OPERA TIUNS 
(millions) 

Sprtnt Corporation 
Consolidated 

Years Ended December 31, 2002 2001 2000 
Net Omratin# Revenues $26.634 $25.515 523.145 

Operating Expenses 
Costs of services and products 
Selling, general end administrative 
Depreciation 
Amortization 
Restructuring and asset impairments 
Merger related costs 

Total operating expenses 
Operating Income (Loss) 
Interest expense 

12,031 12,764 1 1,427 
7,202 7,248 6,862 
4,908 4,209 3,530 

4 382 605 
389 1,813 238 

- 187 

24,534 26,416 22,849 

2,100 (901) 296 
(1,406) (1,180) (989) 

-- - 

tntergroup interest charge I I - 

Other expense, net (265) (193) (270) 

Income (loss) from continuing operations tiefore income taxes 429 (2,274) (963) 
lnmrne tax (expense) benefit 39 722 23 1 

Income (Loss) fmrn Continuing Operetions 468 (1,552) (732) 
Discontinued operations, net 159 150 831 
Extraordinary items, net 3 11) (4) 

2 (2) Cumulative effect of changes in accounting principles, net 
Net Income ILoss) 630 (1.4011 93 

- 

Preferred stock dividends (paid) received (7) (7) (7) 
Earnings (toss) Applicable to Common Stock $ 623 $(1,408) $ 86 

Diluted E8rnings (Loss) per Common Blrerefi~ 
Continuing operations 
Discontinued operations 
Extraordinarv items 

Total 

Oiluted weighted average common sharest’) 

Basic Earnings (Loss) per Common Shwe 
Continuing operations 
Discontinued operations 
Exlraordinary items 

Total 

Basic weighted average common shared11 

DIVIDENDS PER COMMON SHARE 
FON common stock 

Class A common stock 

[v  As the effects of including rhe increma?talshares associated with optims and Employees Stock Purchase Plan shares are 
aniidilutive, both basic loss per share rind diluted loss per share reflect the Same cslcuIation in these consolidated 
statements of operations for the PCS Group lor a// periods presenied and for the year ended December 3 I ,  2001 for the 
FON Group. 

See accompmying Notes fa Consolidated Financial Statements. 
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Eliminations/Reclassifications 
2002 2001 2000 

Sprint FON Group 
2002 2001 2000 

Sprint PCS Group 
2002 2001 20m 

$15,182 $16,368 $17,220 

6,870 8,047 7,901 
3,824 4,342 4,436 
2,645 2.423 2,191 
I 18 67 

- 163 
25 1 1,803 238 
- 

$12,074 $ 9,725 $ 6,341 

5,783 5,295 3,942 
3,411 2.91 7 2,426 
2,263 1,786 1,339 

4 364 538 

24 

- 138 10 
- - 

13.590 16.633 14.996 1 1.599 10.372 8.269 

I - - 

$ -  $ -  $ -  

1,208 (147) 1,964 

7 7 7 
$ 1,215 $ (140) !$ 1,971 

5 (0.33) $ 1.28 
0.16 0.17 0.93 

5 1-18 

$ 1.36 5 (0.16) 5 2.21 

893.3 886.8 892.4 

5 (0.58) $ (1.27) $ (1.95) 
- - I 

- (0.01) - 

$ (0.58) $ (1.28) $ (1.95) 

1.015.8 989.7 966.5 

$ 1.18 $ (0.33) $ 1.30 
0.18 0.1 7 0.94 
- I I 

~. . ~ 

$ 1.36 $ (0.16) $ 2.24 

892.1 886.8 880.9 

$ 0.50 $ 0.50 5 0.50 

$ 0.125 5 0.125 $ 0.50 

~~ 

$ (0.58) b (1.28) $ (1.95) 

1,015.8 989.7 966.5 

$ -  $ -  $ -  

s -  $ -  % -  
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CONSOLIDATED STATEMENTS OF COMPREHENSIVE INCOME (LOSS) 
(millions) 

Sprint Corporation 

Years Ended December 31. 
Consolidated 

2002 2001 2000 
Net Income (Loss) $ 630 Is( 1,40 1 ) $93 

Unrealized holding gains (losses) on secuiiiies (47) 12 (64) 

during the period (30) 7 (41) 

in net income (3) (24) (15) 

Other Comprehensive Income (Loss) 

Income tax benefit (expense) 17 (5 )  23 
Net unrealized holding gains (losses) on s~acurities 

Reclassification adjustments for gains incliided 

Income tax exmnse 1 9 5 

Net reclassification adjustments for gains included 

Foreign currency translation adjustments 
Reclassification adjustments for foreign cu nency translation 

in net income 

uains (losses) included in net income (loss) 171 31 - 
Total foreign currmcy translation adjustments 
Unrealized gains (losses) on qualifying cash flow hedges 
Income tax benefit Iexoense) 

1 

(91 
3a 

Net unrealized holding gains (losses) on qualifying 

Additional minimum pension obligation 
lncorne tax benefit 

cash flow hedges 

~ ~~ ~~~ - - 

- 
Net additional minimum pension obligation 
Cumulative effect of change in accounting principle 

Total other comprehensive loss (715) (7) (60) 
Comprehensive Income (Loss) (85) $( 1,408) $ 33 

(713) 
19) - 

See accompanying Notes to Consolidated Financial Statements. 
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SDrint Corwration 
EliminationdReclassifications 

2002 2001 2000 

$ -  $ -  $ -  

5 

7 
- 

$ -  $ 12 $ -  

Sptint FON Group Sprint PCS Group 
2002 200 1 2000 2002 2001 2000 

$1,208 $(I471 51,964 

(471 3 (69) 
17 (1 1 25 

2 (44) 

(3) (34) (31 
1 12 1 

3 

I 

5 

$(602) $(1,255) $( 1,873) 
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CONSOL. IDA TED BAL A NCE SHEETS 
(rnil/ions) 

Sprint Cofporation 
Consolidated 

December 31 2002 2001 
Assets 

Current assets 
Cash and equivalents $ 1,035 $ 313 
Accounts receivable, net of constitidated allowance for doubtful accounts of $414 and $397 2,951 3,547 
Inventories 682 690 
Deferred tax asset 806 36 
Prepaid expenses 360 280 

Other 244 328 
Total current assets 6,078 5,194 

Intergroup receivable I - 

Assets of discontinued operahon 39 1 377 
Property, plant and equipment 

FON Group 35,055 34,072 
PCS Group 16,978 14,634 

Total property, plant and equipmsnt 52,033 48,706 
Accumulated depreciation (23,288) (1 9,746) 

Net property, plant and equipment 28,745 28.960 
Investments in and advances to affiliates 73 288 
Intangibles 

Goodwill 4,401 4,733 
Spectrum licenses 4,620 4,995 
Other intangibles 26 838 

Total intangibles 9,047 10,566 
Accumulated amortization (2) (1,5061 
Net intangibles 9,045 9,060 

Other assets 961 1,914 

Total $45,293 $ 45,793 

See accompanying Noles to Consolidated Financial Statements. 
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EliminationslRsclassifications 
2002 200 1 

Sprint FON Group 
2002 200 1 

Sprint PCS Group 
2002 2001 

5 641 $ 134 
1,650 2,156 

219 248 
42 36 

215 145 
446 342 
114 164 

$ 394 
1,301 

463 
764 
145 

130 

$ 179 
1,391 
442 

135 

164 

- 
- 

3,327 
391 

3,225 
377 

35,055 34,072 

35,055 34,072 
(1 8,161) (16,581) 

16,894 17,491 
252 417 

- - 

27 27 
1,520 1,566 

24 46 

1,571 1.639 

1,569 1,565 
610 1,197 

$23,043 $24,272 

(2) (74) 

3,197 
I 

22.1 1 - 
- - 

16,978 14,634 

16,978 14,634 
(5,081 1 (3,118) 
11,897 11,516 

101 151 

4,374 4,706 
3,100 3,429 

2 792 

7,476 8,927 
(1,432) 

7.476 7,495 

- 

351 717 

$23,022 $22,190 
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CONSOLIDATED BALANCE SHEETS (continued) 
(millions, except per share data) 

Sprint Corporation 
Consolidated 

December 31, 2002 2001 
Liabilities and Shareholders’ Equity 

Current liabilities 
Short-term borrowings and currert maturities of long-term debt s 1,867 4,401 
Accounts payable 2,151 2,895 
Accrued interconnection costs 626 588 
Accrued taxes 358 456 
Advance billings 510 479 
Accrued restructuring costs 277 389 
Payroll and employee benefits 579 565 
Accrued interest 416 309 
Intergroup payable - - 
Other 1,004 1,049 
Totat current liabilities 7,808 11,131 

liabilities 01 disconlinued operation 299 290 
Noncurrent liabilibes 

long-term debt and capital lease obligations 18,405 16,501 
Equity unit notes 1,725 1,725 
Deferred income taxes and investment tax credits 2,025 1,586 
Postretirement and other benefit obligations 1,712 940 
Other 769 748 
Total noncurrent liabilities 24,636 21,500 

Redeemable preferred stock 256 256 
Shareholders’ equity 

Common stcck 
Class A FT, par value $.50 per share, 100.0 shares authorized, 43.1 shares issued and 

FON. par value $2.00 per share, 4,200.0 shares authorized, 895.1 and 888.8 shares issued 

PCS, par value $1 .oO per shai*ee. 4,600.0 shares authorized, 999.8 and 986.7 shares issued 

outstanding 22 22 

and outstanding 1,790 1,778 

and outs!anding 1,000 987 
Capital in excess of par or stated value 9,931 10,076 
Retained earnings (deficit) 252 (261) 

14 Accumulated other comprehensivs income ({ass) 
Combined attributed net assets 
Total shareholders’ equity 12,294 12,616 

Total $45,293 $45,793 

- (701) 
I 

See accompanying Notes to Consolidated Financial Statements. 
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Sprint PCS Group 
2002 2001 

Sprint FON Group 
2002 2001 

EliminationdReclassifications 
2002 2001 

$ -  $ -  $ 1,234 
808 
614 
122 
232 
251 
488 
26 

S 2,056 
1,535 
569 
227 
247 
389 
445 
47 

$ 653 
1,343 

12 
236 
278 
26 
91 

390 
446 
505 

$ 2,345 
1,360 

19 
229 
232 

120 
262 
342 
510 

- 

- - 
545 586 

4,320 6,101 
299 290 

3,980 
I 

5,419 
- 

2,736 

1,825 
1,677 
362 

- 
3,258 

1,585 
940 
364 

I 

15,669 13,243 
1,725 1,725 

200 1 

407 364 

18,036 15,333 
526 526 

- 35 

6,600 
10 

6,167 
10 

22 22 

1.790 1.778 

1,000 
9,931 

252 

11 2.2941 
(701 1 

987 
10,076 

14 
(261) 

(12.616) 
- I 

$23,022 $22,190 

- - 
$23,043 $24,272 
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CONSOLIDATED STATEMENTS OF CASH FLOWS 
(millions) 

Sprint Corporation 
Consolidated 

Years Ended December 31, 2002 2001 2000 
Operating Activities 
Net income {loss) 
Adjustments to reconcile net income (loss) to net cash provided (used) by operating activities: 

Discontinued operation, ne1 
Extraordinary items, net 
Equity in net losses of affiliates 
Depreciation and amortization 
Deferred income taxes and investment tax credits 
Non-cash portion of restructuring charge 
Benefit plan curtailment gain 
Net losses (gains) on sales of assets 
Net losses on write-down of assets 
Changes in assefs and liabilities: 

Accounts receivable, net 
Inventories and other current assets 
Accounts payable and other current liabilities 
Current tax benefit receivable from the FON Group 
Affiliate receivables and payables, net 
Noncurrent assets and liabilities. net 

117 
4,912 
556 
35 - 

(111) 
418 

- 

1461 , - I  

Other, net 39 (14) 
Net cash provided (used) by operating activities of continuing operations 6.206 4,563 4,096 
Investing Activities 
Capital expenditures (4,849) (9,046) (7,152) 
Investments in and loans io other affiliates, net 116 (66) (889) 
Net proceeds from sales of assets 138 301 258 

33 (9) Other, net 
Net cash used by investing activities of coni.inuing operations (4,595) (8,7?8) (7,792) 
Financing Aciivities 
Proceeds from debt 6,061 7,652 3,596 
Payments on deb! (6,703) (5,389) (1,339) 
Proceeds from equity unit notes - 3,725 - 
Proceeds from common stock issued 3 608 269 
Proceeds from treasury stock issued I 3 12 
Dividends paid (454) (451) (448) 

(61 1 Treasury stock purchased - - 
Other. net 50 13 182 

- -- 

Net cash provided (used) by financing activities of continuing operations (1,043) 4,161 2,211 

Net cash from discontinued operations 154 164 1,568 
Increase (Decrease] in Cash end Equivakants 722 110 83 

Cash and Equivalents at End of Period $1.035 $ 313 $ 203 
Cash and Equivalents et Beginning of Period 313 203 120 

See accompanying Notes to Consolidated Financial Statements. 
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Sprint PCS Group 
2002 2001 2000 

Sprint FON Group 
2002 200 1 2000 

Eliminations/ReclaSSifica~o~S 
2002 2001 2000 

$ 1,208 $ (147) $ 1,964 $ -  $ -  $ -  

(159) 
(3) 
13 

2,645 
660 
27 
- 
(49) 
375 

(831) 
1 

201 
2,258 
389 
I 

- 
(83) 
365 

I 

7 
1 1 1  

2,150 

3 

27 

(457) 

I 

- 

84 (489) (324) 
8 17 (304) 

I46 125 546 
I 26 267 

256 
77 54 
48 70 23 

64 (237) 
(20) 

1,325 2,625 344 
(932) 11,604) (2,678) 

2 21 i 48 

(437) (433) 

- - - 

- 3 12 

I 16tl 
(440) - 

95 158 212 
793 3,698 3,163 

154 164 1,568 

134 86 104 
507 48 (1 8) 21 5 62 101 

179 117 16 
5 394 $ 179 $ 117 $ -  $ -  $ -  $ 641 $ 134 S 86 
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CONSOLIDATED STATEMENTS OF' SHAREHOLDERS' EQUITY 
(millions) 

Sprint Corporation 

Beginning 2000 balance 
Net income (loss) 
FON common stock dividends 
Class A common sttock dividends 
PCS preferred stock dividends 
FON Series 1 common stock issued 
PCS Series 1 common stock issued 
Treasurj stock purchased 
Treasurj stock issued 
Tax benefit from stock compensation 
Intergroup stock compensation 

Common 
Stwk - 

Class A Class A 

Common 
Stod  
$ 108 

FT DT FON PCS 

- 
I 

- 
- 
- 

I 

- 

- 

- 
- 
- Other, net 

Ending 2000 balance 
Net loss 
FON common stock dividends 
Class A common stock dividends 
PCS preferred stock dividends 
Conversion of common stock underlying Class A common stock 
FON Series 1 common stmk issued 
PCS Series 1 common stock issued 
Treasury stock issued 
Fair value of contract adjustment payment liability 
Tax benefit from stwk compensation 
Intergroup slock compensation 

Common 
Stock 

Common 
Stock 

$1,576 

108 
- 
I 

- 
22 

32 
- 

- 

I - - - Other, net 
Ending 2001 balance 22 I 1,778 987 
Net income (loss) - - - - 
FOM common stock dividends - - - - 
PCS preferred stock dividends 
FON Series 1 common stock issued 
PCS Series 1 common stock issued 
Intergroup stock compensation 
Additional minimum pension liability 
Other. net 

Ending 2002 balance 

Shares Outstandina 
Beginning 2000 balance 
FON Series 1 common stock issued 
PCS Series 1 common stock issued 

43.1 43.1 788.0 910.4 
- - 10.8 - 

22.7 - - - 
- 

- 
(2.0) Treasury stock purchased - - 

Treasury stock issued - 

Conversion of common stock underlying Class A common stock 
Cancellation of Class A DT common StOCK - (43.1) - I 

FON Series 1 common stock issued I - 3.8 - 
PCS Series 1 mmmon stock issued - - 

Treasury stock issued - - 0.4 - 
Ending 2001 balance 43.1 - 888.8 986.7 
FON Series 1 common stock issued - - 6.3 - 

13.1 PCS Series 1 common stwk issued - - - 

Ending 2002 balance 43.1 - 895.1 999.8 

- 1.6 

Ending 2000 balance 43.1 43.1 798.4 433.1 
86.2 21.6 - - 

- 32.0 

See accom,oanying Notes to Consolidated Financial Statements. 
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NOTES TO CONSOLIDATED FINANCIAL STATEMENTS Sprint Corporation 

1. Summary of Slgnlflcant Accountlng Policies 

Tracking Stock Formation 

In November 1998, Sprint’s shareholders approved the allocation of all of Sprint’s assets and liabilities into two 
groups, the FON Group and the PCS Group, as well as the creation of the FON stock and the PCS stock. In 
addition, Sprint purchased the remaining ownership interests in Sprint Spectrum Holding Company, L.P. and 
PhillieCo, L.P. (together, Sprint PCS).. other than a minority interest in Cox Communications PCS, L.P. (Cox PCS). 
Sprint acquired these ownership interests from Tele-Communications, Inc., Comcast Corporation and Cox 
Communications, Inc. (the Cable Parlners). In exchange, Sprint issued the Cable Partners special low-vote PCS 
shares and warrants to acquire additis3nal PCS shares. Sprint also issued the Cable Partners shares of a new 
series of preferred stock convertible iim PCS shares. The purchase of the Cable Partners’ interests is referred to 
as the PCS Restructuring. In the 199!b second quarter, Sprint acquired the remaining minority interest in Cox PCS. 

Also in November 1998, Sprint reclassified each of its publicly traded common shares into one share of FON stock 
and M share of PCS stock. This recapitalization was tax-free to shareholders. In addition, the Class A common 
shares owned by France Telecom (Fo and Oeutsche Telekom AG (DT) were reclassified into shares representing 
both FON stock and PCS stock. These transactions are referred io as the Recapitalization. 

In connection with the PCS Restructtlring, FT and DT purchased 5.1 million additional PCS shares (pre-split 
basis). 

FT no longer holds FON shares and 13T no longer holds either FON or PCS shares. 

FON common stock and PCS common stock are intended to reflect the financial results and economic value of the 
FON and PCS Groups. However, they are classes of common stock of Sprint, not of the group they are intended 
to track. Accordingly, FON and PCS shareholders are subject to the risks related to an equity investment in Sprint 
and all of Sprint’s businesses, assets and liabilities. Shares of FON common stock and PCS common stock do not 
represent a direct legal interest in t k  assets and liabilities allocated to either group, but rather represent a direct 
equity interest in our assets and liabilities as a whole. Sprint‘s Board may, subject to the restrictions in Sprint’s 
articles of incorporation, change the iilllocation of the assets and liabilities that comprise each of the FON Group 
and the PCS Group without shareholder approval. 

Board Discretion Regarding Tracking Stocks 

Sprint’s Board has the discretion to, among other things, make operating and financial decisions that could favor 
one group over the other and, subject to the restrictions in Sprint’s articles of incorporation, to change the 
allocation of the assets and liabilities that comprise each of the FDN Group and the PCS Group without 
shareholder approval. Under the applicable corporate law, Sprint’s Board owes its fiduciary duties to all of Sprint’s 
shareholders and there is no board of directors that owes separate duties to the holders of either the FON stock or 
the PCS stock. The Tracking Stock Policies provide that the Board, in resolving materiaf matters in which the 
holders of FON stock and PCS stock have potentially divergent interests, will act in the best interests of Sprint and 
all of its common shareholders after giving fair consideration to the potentially divergent interests of the holders of 
the separate classes of Sprint common stock. These policies may be changed by the Board without shareholder 
approval. Given the Board‘s discreticn in these matters, it may be difficutt to assess the future prospects of each 
group based on past performance. 

Basis of Consolidation and Preserrtation 

The consolidated financial statements include the accounts of Sprint, its wholly owned subsidiaries and 
subsidiaries it controls. Investments in entities in which Sprint exercises significant influence, but does not control, 
are accounted for using the equity method (see Note 2). 

The consolidated financial statements are prepared using accounting principles generally accepted in the United 
States. These principles require management to make estimates and assumptions that affect the reported 
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amounts of assets and liabilities, the disclosure of contingent assets and liabilities, and the reported amounts of 
revenues and expenses. Actual results could differ from those estimates. 

Certain prior-year amounts have been reclassified to conform to the current-year presentation. These 
reclassifications had no effect on the results of operations or shareholders’ equity as previously reported. 

Classification of Operations 

Sprint’s business is divided into three lines of business: the global markets division, the local division, and the PCS 
wireless telephony products and services business. 

Global Markets Division 

The global markets division provides a broad suite of communications services targeted to domestic business and 
residential customers, multinational corporations and other communications companies. These services include 
domestic and international voice; data communications using various protocols such as Internet Protocol and 
frame relay (a data sewice that transfers packets of data over Sprint’s network), and managed network services. 
In addition, the global markets division provides web and applications hosting, consulting services, colocation 
services and international data communications. 

The global markets division also includes the operating results of the cable TV service operations of the 
broadband fixed wireless companies. In 2001, Sprint announced it would halt further deployment of Multipoint 
Multichannel Distribution Services (MMDS) services using current direct sight access technology. Current 
customers continue to receive service. Sprint is pursuing alternative strategies with respect to the spectrum leases 
and licenses. 

This division also includes the FON Group’s investments in Earthlink, Inc., an Internet service provider; Call-Net, a 
long distance provider in Canada; Intelig Telecommunicacoes Ltda., a long distance provider in Brazil; and certain 
other telecommunications investments and ventures. 

Local Division 
The local division consists mainly of regulated local phone companies serving approximately 8.1 million access 
lines in 18 states. The local division provides local voice and data services, including Digital Subscriber Line 
(DSL), for customers within its franchise territories, access by phone customers and other carriers to the local 
division’s local network, nationwide long distance services to residential customers located within its franchise 
territories, sales of telecommunications equipment, and other services within specified calling areas to residential 
and business customers. DSL enables high speed transmission ot data aver existing capper telephone lines. 

Sprint PCS Group 

The PCS Group includes Sprint’s wireless PCS operations. At year-end 2002, the PCS Group, together with third 
party affiliates, operated PCS systems in over 300 metropolitan markets, including the 100 largest U.S. 
metropolitan areas. The PCS Group has licenses to serve the entire U.S. population, including Puerto Rico and 
the US. Virgin Islands. The service offered by the PCS Group and its third paw affiliates now covers more than a 
quarter billion people. The PCS Group provides nationwide setvice through a combination o f  

operating its own digital network in major U.S. metropolitan areas using code division multiple access 
technology (CDMA), which is a digitat spread-spectrum wireless technology that allows a large number of 
users to access a single frequency band by assigning a code to all speech bits, sending a scrambled 
transmission of the encoded speech over the air and reassembling the speech into its original format, 

affiliating with other companies that use CDMA, mainly in and around smaller US. metropolitan areas, 

roaming on other providers’ analog cellular networks using multi-mode and multi-band handsets, and 

roaming on other providers’ digital networks that use CRMA. 

The PCS Group supplements its own network through affiliation arrangements with other companies that use 
CDMA. Under these arrangements, these companies offer PCS services under the Sprint brand name on CDMA 
networks built and operated at their own expense. Several of these affiliates are experkncing financial difficulties, 
are evaluating restructuring activities and could face bankruptcy. In February 2003, one affiliate filed for 
bankruptcy protection. 
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The PCS Group also includes its investment in Virgin Mobile, USA, a joint venture to market wireless services. 
This investment is accounted for using the equity method. 

The PCS Group also provides PCS services to companies that resell PCS services to their customers on a retail 
basis under their own brand. These companies bear the costs of acquisition, billing and customer service. 

Intergroup Transactions and Allocations 

Intergroup Transactions 

The PCS Group uses the long distance operation of the FON Group as its interexchange carrier and purchases 
wholesale long distance for resale to its customers. Additionally, the FON Group provides the PCS Group with 
Caller 10 services and various other goods and services. Charges to the PCS Group for these items totaled $672 
million in 2002, $570 million in 2001, ,and $392 million in 2000. Also included in these amounts are charges for 
goods capitalized by the PCS Group. These capitalized charges totaled $4 million in 2002, $1 2 million in 2001, 
and $15 million in 2000. The service charges less capitalized charges are included in the FON Group’s net 
operating revenues and in the PCS Glroup‘s costs of services and products. 

The PCS Group provides the FON Group with access to its network and telemarketing and various other services. 
Charges to the FON Group for these items totaled $20 million in 2001 and $39 million in 2000. In 2002, the PCS 
Group credited the FON Group for $4.6 million. This credit is primarily related to proceedings initiated by the 
Federal Communications Commission (FCC) in 2001 to consider a number of issues regarding compensation 
arrangements between carriers that exchange local and long distance traffic, including the issue of whether 
wireless carriers should be allowed to charge long distance carriers for terminating long distance calls to their 
wireless customers. 

The FON Group charges the PCS Group a return on investment or capital carrying charge for the use of corporate 
owned capital assets. Charges to the PCS Group for this item totaled $33 million in 2002 and $1 1 million in 2001. 
These amounts are included in the FON Group’s other income and the PCS Group’s operating expenses. 

Allocation of Shared Services 

Sprint directly assigns, where possible, cenain general and administrative costs to the FON Group and the PCS 
Group based on their actual use of ttlose services. Where direct assignment of costs is not possible, or practical, 
Sprint uses other indirect methods, iricluding time studies, to estimate the allocation of costs to each group. Cost 
allocation methods other than time sludies include factors (general, marketing or headcount) derived from the 
operating unit’s relative share of the predefined category referenced (e-g. headcount). Sprint believes that the 
costs allocated are comparable to the costs that would be incurred if the groups would have been operating on a 
stand-alone basis. 

The FON Group provides facilities, irlformation sewices and certain other services to the PCS Group. Charges to 
the PCS Group for these services totaled $359 million in 2002, $236 million in 2001 and $150 million in 2000. Also 
included in these amounts are charges that were capitalized by the PCS Group. These capitalized charges totaled 
$20 million in 2002, $19 million in 2031 and zero in 2000. The service charges less capitalized charges are 
included in the PCS Group’s operatirig expenses. 

Costs for shared services totaled approximately $568 million in 2002, $542 million in 2001 and $605 million in 
2000. The percentage of these costs allocated to the PCS Group was approximately 31 % in 2002, 23% in 2001, 
and 15% in 2000 with the balance allocated to the FON Group. The allocation of shared services may change at 
the discretion of Sprint’s Board and does not require shareholder approval. 

Allocation of Group Financing 

Financing activities for the groups arl? managed by Sprint on a centralized basis. Debt incurred by Sprint on behalf 
of the groups is specifically allocated to and reflected in the financial statements of the applicable group. Interest 
expense is allocated to the PCS Group based on an interest rate that is substantially equal to the rate it would be 
aMe to obtain from third patties as a wholly owned Sprint subsidiary, but without the benefit of any guarantee by 
Sprint or any member of the FON Group. That interest rate is higher than the rate Sprint obtains on borrowings. 
The difference between Sprint’s actual interest rate and the rate charged to the PCS Group is reflected as a 
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reduction in the FON Group’s interest expense and totaled $336 million in 2002, $288 million in 2001 and $237 
million in 2000. These amounts are reflected in the “Intergroup interest charge” on the Consolidated Statements 
of Operations. 

The FON Group earned intergroup interest income and the PCS Group incurred intergroup interest expense of 
$1 5 million in 2001 and $1 9 million in 2000 primarily related to the FON Group’s ownership of PCS Group debt 
securities. Sprint redeemed these securities in the 2001 fourth quarter. As a result of this redemption, the FDN 
Group recognized an $1 1 million pre-tax gain to “Other expense, net” and the PCS Group recorded a $7 million 
after-tax extraordinary loss. 

4 

Under Sprint’s centralized cash management program, one group may advance funds to the other group. These 
advances are accounted for as short-term borrowings between the groups and bear interest at a market rate that 
is substantially equal to the rate that group woufd be able to obtain from third parties on a short-term basis. 

The allocation of group financing activities may change at the discretion of Sprint’s Board and does not require 
shareholder approval. 

Allocation of Federal and State Income Taxes 

Sprint files a consolidated federal income tax return and certain state income tax returns which include FON Group 
and PCS Group results. Sprint adopted a tax sharing agreement which provided for the allocation of income taxes 
between the two groups. The FON Group’s income taxes are calculated as i f  it files returns which exclude the PCS 
Group. The PCS Group’s income taxes reflect the PCS Group’s incremental cumulative impact on Sprint’s 
consolidated income taxes. intergroup tax payments are satisfied on the date Sprint’s related tax payment is due 
to or the refund is received from the applicable tax authority. 

The original tax sharing agreement apptied to tax years ending on or before December 31, 2001. In December 
2001, Sprint adopted a continuation of this tax sharing arrangement except for the elimination of certain provisions 
addressing certain types of acquisitions or restructurings, which never became operable under the original 
agreement. 

d Income Taxes 

Sprint records deferred income taxes based on temporary differences between the carrying amounts of assets and 
liabilities for financial reporting purposes and their tax bases. 

Re yen ue Recognition 

Sprint recognizes operating revenues as services are rendered or as products are delivered to customers. Service 
activation and certain instatfation fees are deferred and amortized over the average life of the service. 

Advertising Expense 

Sprint recognizes advertising expense as incurred. These expenses include production, media and other 
promotional and sponsorship costs. Advertising expenses totaled $863 million in 2002, and $1 ~ 1 billion in 2001 
and 2000. 

Cash and Equivalents 

Cash equivalents generally include highly liquid investments with original maturities of three months or less. They 
are stated at cost, which approximates market value. Sprint uses controlled disbursement banking arrangements 
as part of its cash management program. Outstanding checks which were included in accounts payable totaled 
$192 million at year-end 2002 and $550 million at year-end 2001. Sprint had sufficient funds available to fund the 
outstanding checks when they were presented for payment. 

Investments in Equity Securities 
Investments in marketable equity securities are classified as available for sale and reported at fair value (estimated 
based on quoted market prices). Grass unrealized holding gains and lasses are reflected in the Consolidated 
Balance Sheets as adjustments io “Shareholders’ equity-Accumulated other comprehensive income,” net of 
related income taxes. Impairment losses on investments in equity securities are recorded to “Other expense, net” 
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in the Consolidated Statements of Operations when an investment’s market value declines below Sprint’s cost 
basis on an other than temporary basis. 

In venfories 

Inventories for the FON Group are stated at the lower of cost (principally first-in, first-out method) or market value. 
Inventories for the PCS Group are stated at the lower of cost (principally first-in, first-out method) or replacement 
value. 

Propem, Plant and Equipment 

Property, plant and equipment is recorded at cost. Generally, ordinary asset retirements and disposals are 
charged against accumulated depreciation with no gain or loss recognized. The cost of property, plant and 
equipment is generally depreciated on a straight-line basis over estimated economic useful lives. Repair and 
maintenance costs are expensed as incurred. 

December 3 1 , 
2002 2001 

(millions) 
FON Group 

Global markets division $14,495 $14,393 
Local division 18,343 17,676 
Other 2.217 2,003 

Total FON Group 35.055 34,072 
PCS Group 16,978 14,634 

Total property, plant and equipment $52,033 $48,706 

Capitalized In teres I 

Capitalized interest totaled $1 18 million in 2002, $1 74 million in 2001 and $1 75 million in 2000. Capitalized interest 
for the FON Group totaled $1 8 milliorl in 2002, $30 million in 2001 and $22 million in 2000. Capitalized interest for 
the PCS Group totaled $1 00 million iri 2002, $1 44 million in 2001 and $1 53 million in 2000. Capitalized interest is 
incurred in connection with the PCS Group’s and the FON Group’s construction of capital assets. 

Goodwill and Other /ntangib/es 

Effective January 1, 2002, Sprint adopted Statement of Financial Accounting Standards (SFAS) No. 142, “Goodwiil 
and Other Intangible Assets.” Upon adoption of this statement, amortization of goodwill and indefinite life 
intangibles ceased, and accumulated amortization as of December 31, 2001 reduced the carrying value of these 
assets. See Note 4 for additional infolrmation regarding SFAS No. 142 and the treatment of goodwill and other 
intangibles. 

Goodwill 
Goodwill represents the excess of the purchase price over the fair value of the net assets acquired in business 
combinations accounted for as purch.ases. The book value of goodwill was $4.4 billion at year-end 2002 and 2001. 
Sprint evaluates goodwill for irnpairmsent on an annual basis and whenever events or circumstances indicate that 
these assets might be impaired. Sprint determines impairment by comparing the net assets of each reporting unit 
(identified as Sprint’s operating segments) to the respective fair value. In the event a unit’s net assets exceed its 
fair value, an implied fair value of goodwill must be determined by assigning the unit’s fair value to each asset and 
liability of the unit. The excess of the  fair value of the reporting unit over the amounts assigned to its assets and 
liabitities is the implied fair value of goodwill. An impairment loss is measured by the difference between the 
goodwill carrying value and the implied fair value. 

Indefinite Life Intangibles 
Sprint identified spectrum licenses artd Sprint‘s trademark as indefinite life intangibles. The PCS Group acquired 
spectrum licenses from the FCC to operate as a PCS service provider. Additionally, !he PCS Group incurred costs 
related to microwave relocation in constructing the PCS network. The global markets division acquired spectrum 
licenses when the broadband fixed wireless companies were acquired in 1999. The book value of indefinite life 
intangibles was $4.6 billion at year-end 2002 and 2001. Sprint evaluates the recoverability of indefinite lived 
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intangible assets on an annual basis and whenever events or circumstances indicate that these assets might be 
impaired. Sprint determines impairment by comparing an asset's respective carrying value to estimates of fair 
value using the best information available, which requires the use of estimates, judgments and projections. In the 
event impairment exists, a loss is recognized based on the amount by which the carrying value exceeds the fair 
vatue of the asset. 

Definite Life Intangibles 

Definite life intangibles include patents and the value associaled with the PCS Group customer base through 
acquisition. Sprint evaluates the recoverability of definite life intangible assets when events or circumstances 
indicate that these assets might be impaired. Sprint determines impairment by comparing an asset's respective 
carrying value to estimates of the sum of the future cash flows expected to result from the Company's asset, 
undiscounted and without interest charges. I f  the carrying amount is less than the recoverable amount, a loss is 
recognized based on the amount by which the carrying value exceeds the fair value of the asset. Oefinite life 
intangibles are amortized over their useful lives, which at year-end 2002 averaged 10 years. Amortization on these 
assets totaled $4 million in 2002. $148 million in 2001 and $31 7 mitiion in 2000. The intangible associated with the 
PCS customer base of approximately $746 million became fully amortized in 2002, at which time the accumulated 
amortization reduced the carrying value of this asset. 

Earnings per Share 

EPS is computed individually for the FON Group and PCS Group. As a part of the Recapitalization, each Class A 
common share owned by FT and DT was reclassified such that each share represented a right to one share of 
FON stock and 1 h  share of PCS stock. In order to give effect to the FT and DT interests when determining 
earnings per share, the number of shares of FON stock and PCS stock represented by the shares of Class A 
common stock are included in the calculation of the weighted average FON and PCS common stock outstanding. 

The FON Group's convertible preferred dividends totaled $1 million in 2000 and dilutive securities (mainly options) 
totaled I .2 million shares in 2002 and i l . 5  million shares in 2000. In 2003, ditutive securities did not have a 
dilutive efiect on loss per share because the FON Group incurred a net loss. Dilutive securities for the PCS Group 
mainly include options, warrants, convertible preferred stock and equity units. These securities did not have a 
dilutive effect on loss per share because the PCS Group incurred net losses for 2002, 2001 and 2000. As a result, 
diluted loss per share equaled basic loss per share. 

Stock-based Compensation 

At Oecernber 31,2002, Sprint had three stock-based employee compensation plans, which are described more 
fully in Note 15. Sprint accounts for those plans under the intrinsic value recognition and measurement principles 
of APB Opinion No. 25 (AP8 25), 'Accounting for Stock Issued to Employees," and related interpretations. Based 
on the additional disclosure requirements of SFAS No, 148, "Accounting for Stock-Based Compensation - 
Transition and Disclosure," the following table illustrates the effect on net income and earnings per share i f  the 
Company had applied the fair value recognition provisions of SFAS No. 123, "Accounting for Stock-Based 
Compensation." Sprint intends to begin expensing stock-based compensation in 2003, See Note 19 foradditional 
information. 

Sprint FONGroup 
Y 8 a ~  ended December 31 I 2002 2001 2030 

Net income (loss), as reported $1,208 $ (147) $1,964 

net of related tax effects 3 I 19 

melhod for all awards, net of related tax effects (91) (145) (315) 

(mdhons) 

Add: Stock-based employee compensation expense included in reported net income (loss). 

Deduct: Total stock-based employee compensabon expense determined under fair value based 

Fro forma net income (loss) $1,120 $ (291) $1,668 

Earnings (toss) per common share: 
Basic-as reported 

Basic--pro forma 

Diluted-as reported 

O i l u t w r o  forma 

$ 1.36 $(0.16) $ 2.24 

$ 1.26 $(0.32) $ 1.40 

$ 1.36 $lO.lS) $ 2.21 

4 

$ 1.26 $I0.32) $ 1.88 
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Sprint PCS Group 
Years ended December 31, 2002 2001 2000 

(millions) 
Net loss, as reported $ (578) $(I ,254) $(I ,871) 

10 

method for all awards, net of related ta.x effects (127) (206) {274) 

Pro forma net loss $ (703) $(1,460) $(2,135) 

Loss per common share: 
$(0.58) $ (1.28) $ (1.95) Basic and diluted-as reported 

Basic and diluted-pro forma $(0.71) $ (1.49) $ (2.22) 

Add: Stock-based employee cornpensation expense included in reported net loss, net of relaled 

Deduct: Total stock-based employee compensation expense determined under fair value based 
- tax effects 2 

2. Investments 

Investments in Securities 
The cost of investments in marketable securities, which are included in 'Other assets" in the Consolidated Balance 
Sheet, was $95 million and $35 million at year-end 2002 and 2001, respectively. Accumulated unrealized holding 
losses were $20 million, gross and $1 2 million, net of income taxes and accumulated unrealized holding gains 
were $10 million, gross and $6 million, net of taxes, at year-end 2002. Comparatively, at year-end 2001, the 
accumulated unrealized holding gains were $40 million, gross and $26 million, net of income taxes. Both gains and 
losses are included in "Accumulated csther comprehensive income" in the Sprint Consolidated &lance Sheets. 

Sprinl's cost method investment in EarthLink preferred shares, which are included in "Other assets" on the 
Consolidated Balance Sheet, was $1 16 million and $41 0 million at year-end 2002 and 2001, respectively. In the 
2002 second quarter, Sprint completed an analysis of the valuation of this investment which resulted in a write- 
down of $241 million to market value. This charge is included in "Other expense, net" in Sprint's Consolidated 
Statements of Operations. 

During 2002, Sprint converted 9 million shares of Earthtink Series A Convertible Preferred Stock into 8.8 million 
shares of EarthUnk common stock. In the 2001 fourth quarter, Sprint converted 3.1 million shares of EarthLink 
Series A Convertible Preferred Stock into 3 million shares of Earthlink common stock. 

in the 2001 third quarter, Sprint sold 12.5 million of its common shares in EarthLink for $1 55 million and converted 
and sold 6.2 million shares of its Series Convertible Preferred Stock in Earthlink for $73 million. The net loss on 
the sales was $25 million and is included in "Other expense, net" in Sprint's Consolidated Statements 
of Operations. 

In the 2001 first quarter, Sprint modified its relationship with EarthLink which resulted in its investment in common 
stock no longer being accounted for using the equity method. 

In the 2000 fourth quarter, Sprint recorded a write-down of securities with a cost basis of $48 million due to a 
decline in market value that was considered other than temporary. The $48 million charge was included in "Other 
expense, net" in Sprint's Consolidated Statements of Operations. 

During 2000, Sprint used equity securities with a cost basis of $94 million to retire debt instruments (see Note 11). 
Sprint recorded a $45 million gain ass.ociated with the transaction which was included in "Other expense, net" in 
Sprint's Consolidated Statements of Operations. 

Investments in and Advances ro AlWiaLes 

At year-end 2002, investments accounted for using the equity method consisted primarily of the PCS Group's 
investment in Virgin Mobile, USA. 

At year-end 2001, investments accounted for using the equity method consisted of the FON Group's various 
investments and the PCS Group's investments in Pegaso Telecomunicaciones, S.A. de C.V. (Pegaso), SVC 
BidCo L.P. (BidCo), and Virgin Mobile, USA. 
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At year-end 2000, investments accounted for using the equity method consisted of the FON Group‘s investments 
in Intelig, EarthLink and other investments and the PCS Group’s investment in Pegaso and BidCo. 

During 2002, the PCS Group’s investment in BidCo was dissolved. In the 2002 fourth quarter, Sprint received $5 
million, its final share of the FCC‘s return of deposit for licenses in the NextWave spectrum auction after receiving 
$38 million in the 2002 second quarter representing its share of 85% of the deposit for licenses. At dissolution a $5 
million loss was recognized. 

In the fourth quarter of 2002, Sprint liquidated a partnership and received cash proceeds of $148 million. 
Associated with this transaction, Sprint extinguished a $i 50 million borrowing from the partnership. Sprint 
recorded a $1 million loss on the investment. 

In the third quarter of 2002, the PCS Group sold its investment in Pegaso to Telefonica Moviles. Sprint also 
reached an agreement with Pegaso and the other shareholders of Pegaso for payment in connection with the 
cancellation of the Company’s Services Contract. Sprint’s book investment in Pegaso was zero due to previous 
recognition of its share of losses. Sprint received $28 million from Telefonica Moviles in the third quarter, and in 
October 2002 received an additional final payment, net of foreign withholding tax, of $35 million for its investment 
in Pegaso. 

In the second quarter of 2002, Call-Net, a Canadian long-distance provider, finalized a comprehensive 
recapitalization proposal that altered the FON Group’s existing ownership in this investment, which has been 
carried at zero value since the 2000 fourth quarter. Sprint invested approximately $1 6 million in new Call-Net 
shares as part of this recapitalization. Since this is an equity method investment, Sprint recognized previously 
unrecognized losses in the amount of this additional investment. Additionally, Sprint and Call-Net agreed to a new 
ten year branding and technology services agreement for which Sprint receives royalties. 

In the 2000 fourlh quarter, Sprint completed an analysis of the valuation of its equity method investments in 
response to changes in the telecommunications industry. The analysis resulted in an $87 million charge for the 
write-down of its investment in Call-Net which was included in “Other expense, net” in Sprint’s Consolidated 
Statements of Operations. 

In the second quarter of 2002, a new agreement was entered into with the Virgin Group for funding of Virgin 
Mobile, USA. Under the terms of the agreement, Sprint will fund up to $150 million, with the majority in the form of 
discounted network services and the remainder in cash, and the Virgin Group will fund up to $1 50 million in cash. 
As of December 31, 2002, Sprint had satisfied nearly 100% of its cash funding requirement and approximately 
10% of the network sewices contribution. Virgin Mobile, USA launched services in June 2002. The original joint 
venture was entered into in the 2001 fourth quarter. 

In the 2001 third quarter, Sprin? completed an analysis of the valuation of its investment in lntelig that resutted in a 
$157 million write-down. This charge was included in “Other expense, net” in Sprint’s Consolidated Statement of 
Operations. 

Combined, unaudited, summarized financial information (1 00% basis) of entities accounted for using the equity 
method was as follows: 

2002 2001 2000 
(millions} 

Results of operations 
Net operating revenues $ 164 $ 581 $2,195 

Operating loss $(210) $ (418) $ (826) 

Net loss $(306) $ (608) 5(1,062) 

Cutrent assets $ 27 $ 502 $1,470 
Noncurrent assets 13 1,522 2,900 

Toia I $ 40 $2,024 $ 4,370 

Financial position 

4 

d 

Current liabilities $ 61 $ 661 $ 1,102 
Noncurrent liabilities - 600 533 

Owners’ equity (15f) 763 2,735 
Total S 40 $2,024 $ 4,370 

- Partners’ capital 130 - 
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3. Restructuring and Asset Impairment 

Restructuring Activify 

In the 2002 fourth quarter, Sprint announced a consolidation in its Network, Information Technology, and Billing 
and Accounts Receivable organizations, as well as in other areas of the Company, in the on-going effort to 
streamline operations and maintain a competitive cost structure (One Sprint Consolidation). These decisions 
resulted in a $146 million pre-tax charge consisting primarily of severance costs associated with work force 
reductions. The charge for severance #costs totaled $58 million, and the remaining $88 million was accrued for 
other exit costs associated with the restructuring. The severance charge is associated with the invotuntary 
employee separation of approximately 2,100 employees. As of December 31, 2002, approximately 250 of the 
employee separations had been completed. Sprint expects to pay the majority of severance and other exit costs in 
the next 12 months. 

In the 2002 fourth quarter, the PCS group announced it would reduce operating expenses through a work force 
reduction (PCS Consolidation). This action is expected to create a more competitive cost structure for the 
business. This decision resulted in a $43 million pre-tax charge consisting primarily of severance costs associated 
with work force reductions. The charge for severance costs totaled $25 million, and the remaining $18 million was 
accrued for other exit costs associated with the restructuring. The severance charge is associated with the 
involuntary employee separation of approximately 1,600 employees. As of December 31, 2002, approximately 
1,000 of the employee separations hail been completed. Sprint expects to pay the majority of severance and other 
exit costs in the next 12 months. 

In the 2002 third quarter, Sprint announced a restructuring integrating its EISolutions’ web hosting sales, mobile 
computing consulting, marketing, and product sales support capabilities into Sprint Business while integrating its 
customer service operations into Network Services. Additionally, Sprint announced that its global markets division 
would discontinue offering and supporting facilities-based Digital Subscriber Line (DSL) services to customers 
(collectively, the Global Markets Divisbm Consolidation). These decisions resulted in a $202 million pre-tax charge 
consisting of asset write-offs, severance costs associated with work force reductions, and termination of real 
estate leases and other contractual obligations. The charge for asset impairments was $1 42 million, severance 
costs totaled $22 million, and !he remaining $38 million was accrued for other exit costs associated with the 
restructuring. The severance charge is associated with the involuntary employee separation of approximately 
1,100 employees. As of September 3C1, 2002, substantially all of the employee separations had been completed. 
Sprint expects to pay the majority of severance and other exit costs by the third quarter of 2003. 

In the 2002 first quarter, the PCS Group announced plans to close five PCS customer solution centers. as well as 
additional steps to reduce operating costs in its network, sales and distribution, and customer solutions business 
units (PCS Customer Service Center Closures). These decisions resulted in a $23 million pre-tax restructuring 
charge consisting of severance costs associated with work force reductions and other exit costs, primarity for the 
termination of real estate leases. The charge for severance costs was $13 million with the remaining $10 million 
being for other exit costs. The severarice charge is associated with the involuntaty employee separation of 
approximately 2,600 employees. As 01 September 30, 2002, substantially all of the employee separations had 
been completed. In the 2002 third quarter, Sprint performed an analysis to finalize the restructuring estimates 
recorded in the 2002 first quarter. This analysis resulted in a reserve reduction of $6 million primarily associated 
with real estate lease terminations. 

In the 2001 fourth quarter, Sprint terminated its efforts to provide its Sprint ION consumer and business offerings 
and announced plans to reduce operating costs in the business units that comprise its FON Group. These efforts 
included consolidation and streamlining of marketing and network operations, as weli as streamlining corporate 
support functions (Sprint ION Termination). Operating losses generated by i0N were $1 1 million in 2002 and 
approximatety $500 million in both 2001 and 2000. These decisions resulted in a $1,813 million pre-tax charge 
consisting of asset write-offs, severance costs associated with work force reductions, and termination of supplier 
agreements, real estate leases, and other contractual obligations. The charge for asset impairments was $1,327 
million, severance costs totaled $231 million, and the remaining $256 million was accrued for other exit costs 
associated with the restructuring. The severance charge is associated with the involuntary employee separation of 
approximately 6,000 employees. As 01 September 30, 2002. substantially all of the employee separations had 
been completed. In the 2002 third quarter, Sprint performed an analysis to finalize the restructuring estimates 
recorded in the 2001 fourth quarter. This analysis resulted in a reserve reduction in the third quarter of 2002 of 
$42 million primarily associated with eKit costs and a $34 million reduction associated with the asset impairment 
charge. 
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This activity is summarized as follows: 

$ 58 
88 

25 
18 

22 
38 

13 
10 

2002 Activity 
December 31,2001 Restructuring Cash Nan-cash/ December 31,2002 

Liability Balance Total Charge Payments Adjustments Liability Balance 
(millions) 

Restructuring Events-2002 
One Sprint Consolidation 

Severance $- 5- $ 58 
Other exit costs - (37) 51 

22 Severance 3 
(2) 16 Other exit costs - 

8 Severance 14 - 
30 Other exit costs 8 

Severance 13 

PCS Consolidation 
- 

Global Markets Division Consolidation 

- 

PCS Customer Service Center Closures 
I - 

Other exit costs 2 (6 )  2 

Restructuring Events-2001 
Sprint ION Termination 

136 19 43 

Total 5390 $272 $288 $(971 5277 

Severance 160 - 
Other exit costs 230 - 112 (79) 47 

In 2001, activity related to the Sprint ION Termination restructuring included severance cash expenditures of $31 
million, additional pension obligations of $40 million, other exit costa expenditures of $7 million and $1 9 million of 
non-cash other exit costs. 

Other Asset impairments 

In the 2002 fourth quarter, Sprint recorded charges for asset impairment of $56 million. The FON Group recorded 
a network asset impairment related to the global markets division of $14 million. The PCS Group recorded an 
asset impairment of $42 million representing abandoned network projects. 

In the 2000 fourth quarter, Sprint completed its analysis of the valuation of various FON Group assets resulting 
from its reassessment of the FON Group's business strategies in response to recent changes within the overall 
telecommunications industry. This analysis resulted in a $238 million pre-tax charge, primarily related to the 
impairment of goodwit1 associated with the global markets division's Paranet operations. 

4. Goodwill and Other lntanglble Assets 

Sprint adopted SFAS No. 142, "Goodwill and Other tntangible Assets" on January 1, 2002. This standard 
prescribes the accounting treatment for both identifiable intangibles and goodwill after initial recognition. Upon 
adoption of the standard, amortization of goodwill and indefinite life intangibles ceased and accumulated 
amortization as of December 31, 2001 reduced the carrying value of these assets. Periodic impairment testing of 
these assets is now required. Definite life intangibles continue to be amortized over their useful lives. Sprint 
identified spectrum licenses, which include related microwave relocation costs, and its trademark as indefinite life 
intangibles. Concurrent with adoption, and again in the 2002 fourth quarter, Sprint evaluated for impairment its 
goodwill and indefinite life intangibles in accordance with the standard's guidance and determined these assets 
were not impaired. 

d 
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The following pro forma table adjusts net income (loss) and basic and diluted earnings (loss) per share in 2001 
and 2000 to exclude amortization, net of any related tax effects, on goodwill and indefinite lived intangibles. 

Sprint Corporation FON Group PCS Group 
Years Ended December 31, 2002 2001 2000 2002 2001 zoo0 2002 2001 2000 

(millions, except per share amounts) 
Reported net income (loss) $630 $(1,401) $ 93 $1,208 $(147) $1,964 $ (578) $(I2541 
Add back: 

Gmdwill amortization - t26 150 - 1 26 - 125 

$(1,871) 

124 
Spectrum licenses 

amortization - 69 76 - 16 23 - 53 53 

Adjusted net income (loss) 5630 $(t,206) $319 $1,208 5(130) $2,013 $ (578) $(1,076) $(1,694) 
Preferred stock dividends (paid) 

Adjusted earnings (loss) 

- 

received (7) (71 (7) 7 7 7 - (14) (14) (14) 

applicable tocommon stock $623 $(1,213) $312 $1,215 5 (123j $2,020 5 (592) $11.090) $(lj708) 

Dlluted earnings (loss) per 

Reported dituted earnings (loss) 

Add back: 

share 

per share 

Goodwill amortization 
Spectrum licenses 

amortization 

Adjusted diluted earnings (loss) 
p e r  share 

Diluted weighted average 
shares outstanding 

Basic earnings (loss) per 

Reported basic earnings (loss) 

Add back: 

share 

per share 

Goodwill amortization 
Spectrum licenses 

amortization 

Adjusted basic earnings (loss) 

Basic weighted average shares 

per share 

outstanding 

$ 1.36 $(0.16) 5 2.21 $ (0.58) $ (1.28) 

0.03 0.13 

S (1.95) 

0.13 

- 0.02 0.02 - 0.05 0.05 

5 1.36 $(0.14) $ 2.26 $ (0.58) $ (3.10) $ (1.77) 

893.3 886.8 892.4 1,015.8 989.7 966.5 

$ 1.36 $(0.16) $ 2.24 $ (0.58) $ (1.28) 

0.03 0.13 

$ (1.95) 

0.13 

- 0.02 0.02 - 0.05 0.05 - 

$ 1.36 $(0.14) $ 2.29 $ (0.58) 5 (1.10) $ (1.n) 

892.1 886.8 880.9 1,015.8 989.7 966.5 

5. Merger Termination 

On July 13, 2000, Sprint and WorldCom, Inc. announced that the boards of directors of both companies terminated 
their merger agreement, previously arinounced in 1999, as a result of regulatory opposition to the merger. In the 
2000 second quarter, Sprint recognized a pre-tax charge of $187 million for costs associated with the merger. The 
FON Group recognized $1 63 million while the PCS Group recognized $24 million. 

6. Discontinued Operations 

In the 2002 third quarter, Sprint reached a definitive agreement to sell its directory publishing business to 
R.H. Donnelley for $2.23 billion in cash. The sale dosed on January 3, 2003 and Sprint will recognize a pre-tax 
gain of $2.14 billion, $1.3 billion after-itax, in the 2003 first quarter. In accordance with SFAS No. 144, "Accounting 

F-26 



for the Impairment or Disposal of Long-Lived Assets," Sprint has presented the assets, liabilities and results of 
operations of the directory publishing business as a discontinued operation in the consolidated financial 
statements. Summary financial information is as follows: 

2002 2001 
(millions) 

Assets of discontinued operation: 
Accounts receivable, net $277 5260 

Other assets 15 8 
Prepaids 99 109 

Total assets of discontinued operation $391 5377 
Liabilities of discontinued operation: 

Advance billings and other 5299 $290 

Net operating revenues 

Income before income taxes 

(millions) 
5546 $556 $459 

$255 $249 $263 

In the 2000 first quarter, Sprint sold its interest in Global One to France Telecom and Deutsche Telekom AG. 
Sprint received $1.1 billion in cash and was repaid $276 million for advances for its entire stake in Global One. As 
a result of Sprint's sale of its interest in Global One, Sprint's after-tax gain on the sale of $675 million has been 
reported with discontinued operations in 2000. 

7. Cumulatlve Effect of Changes in Accounting Prlnclples 

In June 1998, the Financial Accounting Standards Board (FASB) issued SFAS No. 133, "Accounting for Derivative 
tnstruments and Hedging Activities." SFAS No. I33 became effective for Sprint on January 1, 2001 and 
establishes accounting and reporting standards for derivative instruments, including certain derivative instruments 
embedded in other contracts, and for hedging activities and requires recognition of all derivatives on the balance 
sheet at fair value, regardless of the hedging relationship designation. Accounting for the changes in the fair value 
of the derivative instruments depends on whether the derivatives qualify as hedge relationships and the types of 
the relationships designated are based on the exposures hedged. Changes in fair value of derivatives designated 
as fair value hedges are recognized in earnings along with fair value changes of the hedged item. Changes in fair 
value of derivatives designated as cash flow hedges are recorded in other comprehensive income and are 
recognized in earnings when the hedged item affects earnings. Changes in fair value of derivative instruments that 
do not qualify for hedge relationship designation are recognized in earnings. 

Upon adoption of SFAS No. 133, Sprint recorded a cumulative adjustment to net income of $2 million (net of tax of 
$1 million) and a cumulative reduction in other comprehensive income of $9 million. The $2 million cumulative 
adjustment was due to recognizing the fair value of the stock warrants held by the PCS Group that are not 
designated as hedging instruments and is recorded in "Cumulative effect of changes in accounting principles, netn 
in Sprint's Consolidated Statements of Operations. The total fair value of the stock warrants held by the FON 
Group on the date of adoption was not material and required no transition adjustment to earnings. The reduction in 
other comprehensive income results from recognizing the fair value of cash flow hedges held by the FON Group 
and is recorded in "Cumulative effect of change in accounting principle" in Sprint's Consolidated Statements of 
Comprehensive Income (Loss). The net derivative losses included in accumulated other comprehensive income as 
of December 31, 2001 were reclassified into earnings in the 2002 second quarter. 

4 

Sprint implemented SEC Staff Accounting Bulletin No. 101, 'Revenue Recognition in Financial Statements," during 
the fourth quarter of 2000, effective as of the beginning of that year. This bulletin requires activation and 
installation fee revenues that do not represent a separate earnings process to be deferred and recognized over the 
estimated service period. Associated incremental direct costs may also be deferred, but only to the extent of 
revenues subject to deferral. The FON Group recorded a $2 million charge for the cumulative effect of change in 
accounting principle in 2000. 
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8. Employee Benefit Plans 

Defined Benefit Pension Plan 

Most FON Group and PCS Group employees are covered by a noncontributory defined benefit pension plan. 
Benefits for plan participants belonging to unions are based on negotiated schedules. For non-union participants, 
pension benefits are based on years of service and the participants' compensation. 

I' 

Sprint's policy is to make ptan contribclitions equal to an actuarially determined amount consistent with federal tax 
regulations. The funding objective is to accumulate funds at a relatively stable rate over the participants' working 
lives so benefits are fully funded at retirement. 

The fotlowing table shows the change!; in the projected benefit obligation: 
I 

2002 2003 
(milhns) 

Beginning balance 53,005 $2,634 
Service cost 103 92 
tnterest cost 221 209 
Amendments 14 12 
Termination benefits 10 40 
Actuarial loss 344 162 
Benefits paid (161) (144) 

Ending balance $3,536 $3,005 

The following table shows the change:; in plan assets: 

2002 2001 
(milliom) 

Beginning balance $2,996 $3,376 
Actual loss on plan assets (387) (236) 
Benefits paid (161) (144) 

Ending balance $2,448 $2,996 

At year-end, the funded status and am.ounts recognized in the Consolidated Balance Sheets for the plan were as 
follows: 

2002 2001 

Projected benefit obligation in excess of plan assets 
Unrecognized net losses 
Unrecognized prior service cost 95 95 
Unamortized transition asset (7) (24) 
Net amount recognized $ 445 $443 

Amounts recognized in the Consolidated 8alance Sheets consist of: 
-- 

2002 2001 
(millions) 

Prepaid pension cost $ - $443 

Intangible asset 95 - 

Pension benefit obligations (807) - 

Accumulated other cmorehensive income 1.157 - 
Net amount recognized $ 445 $443 

Amounts included for the plan in the Consolidated Balance Sheets include accrued pension expense of $71 8 
million at year-end 2002 and prepaid pension expense of $474 million at year-end 2001 for the FON Group, and 
accrued pension expense of $89 million at year-end 2002 and $31 million at year-end 2001 for the PCS Group. 
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In accordance with SFAS No. 87, the Company recorded an additional minimum pension liability of $1,252 million 
representing the excess of the unfunded accumulated benefit obligation over plan assets and accrued pension 

Group at December 31, 2002. An intangible asset equal to the unrecognized prior service costs of $95 million was 
established for the FON Group. The remaining $1,122 million for the FON Group and $35 million for the PCS 
Group, totaling $1,157 million for Sprint, resulted in a charge to equity, net of taxes, of $691 million for the FON 
Group and $22 million for the PCS Group, totaling $713 million for Sprint, at December 31, 2002. 

costs. The additional minimum pension liability was $1,217 million for the FON Group and $35 million for the PCS d 

The net pension credit consisted of the following: 

(millions) 
Service cost-benefits earned during the year $ 103 $ 92 $ 77 
Interest on projected benefit obligation 221 209 194 
Expected return on plan assets (331) (353) (336) 
Amortization of unrecognized transition asset (17) (23) (25) 
Recognition of prior service cost 14 13 12 
Recognition of actuarial gains (21 (26) (37) 
Special early rebrernent benefits associated with restructuring 10 40 - 
Net pension credit 

Discount rats 

Expected long-term rate of return on plan assets 

Expected blended rate of future pay raises 4.25% 4.50% 5.25% 

Net periodic pension income for the FON Group was $26 million in 2002, $66 million in 2001, and $1 22 million in 
2000. Net periodic pension expense for the PCS Group was $24 million in 2002, $1 8 million in 2001, and 
$7 million in 2000. 

Weighted average assumptions as of December 31 consisted of the following: 
d 

2002 2031 2000 

Discount rate 

Expected long-term rate of return on plan assets 

Expected blended rate of future pay raises 

6.75% 7.50% 8.00% 

9.00% 9.50% 10.00% 

4.25% 4.25% 4.50% 

Defined Contribution Plans 

Sprint sponsors defined contribution employee savings plans covering most FON Group and PCS Group 
employees. Participants may contribute portions of their pay to the plans. For union employees, Sprint matches 
contributions based on negotiated amounts. Sprint matches contributions of non-union employees in FON stock 
and PCS stock. The matching is equal to 50% of participants' contributions up to 6% of their pay. In addition, 
Sprint may, at the discretion of its Board of Directors, provide additional matching contributions based on the 
performance of FON stock and PCS stock compared to other telecommunications companies' stock. Sprint's 
matching contributions were $105 million in 2002 and $103 million in 2OOi and 2000. The FON Group recorded 
expenses of $83 million in 2002, $85 million in 2001 and $86 million in 2000 for Sprint's matching contributions, 
and the PCS Group recorded expenses of $22 million in 2002, $18 million in 2001 and $1 7 million in 2000. At 
year-end 2002, the plans held 42 million FON shares with a market value of $608 million and dividends reinvested 
into the plan of $20 million. Ai year-end 2002, the plans held 52 million PCS shares with a market value of 
$227 million. 

Postretirernenf Benefits 

Sprint provides postretirement benefits (mainly medical and life insurance) to most FON Group and PCS Group 
employees. Employees who retired before certain dates are eligible for benefits at no cost, or at a reduced cost. 
Employees who retire after certain dates are eligible for benefits on a sharedcost basis. Sprint funds the accrued 
costs as benefits are paid. 
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In the 2001 third quarter, Sprint adopted amendments to two postretirement benefit plans. As a result of the 
amendments, the life insurance benefit is eliminated for employees retiring after 2003 and the postretirement 
medical insurance plan was replaced with a Sprint-funded account to be managed by the employee. The plan 
amendment to the Sprint retiree rnedioal insurance plan reduced the accumulated postretirement benefit obligation 
and reduced employee benefits attribLited to employee service already rendered. Sprint recognized a curtailment 
gain from this amendment of $120 million, $75 million after tax. 

The following table shows the change:; in the accumulated postretirement benefit obligation: 

2002 2001 
(millions) 

-- 

Beginning balance $ 878 $910 
Service cost 16 18 
Interest cost 62 68 

(230) Amendments - 
Actuarial losses 178 166 
Benefits paid (57) (54) 
Ending balance $1,077 $878 

Amounts included in the Consolidated Balance Sheets at year-end were as follows: 

2002 2001 
(millions) 

Accumulated postretirement benefit obligation $1,077 $ a78 
Plan assets (35) (39) 
Unrecognized transition obligation 10 11 

Unrecognized net loss (317) (97) 
Unrecognized prior sewice benefit 170 177 

Accrued postretirement benefits cost $ 905 $930 
Oiscount rate 6.75% 7.50% 

The amounts of accrued postretirement benefit costs included in the Consolidated Balance Sheets are 
$902 million at year-end 2002 and $927 million at year-end 2001 for the FON Group, and $3 million at year-end 
2002 and 2001 for the PCS Group. 

The assumed 2003 annual health care cost trend rate is 9.0% gradually decreasing to an ultimate level of 5% by 
201 1. A 1 % increase in the rates woulij have increased the 2002 accumulated postretirement benefit obligation by 
an estimated $1 00 million. A I % decwase would have reduced the obligation by an estimated $83 million. 

The net postretirement benefits cost consisted of the following: 

2002 2001 2000 
[millions) 

Service costtenefits earned during the ytmr $ 16 $ 18 $ 17 
Interest on accumulated postretirement bariefit obligation 62 68 71 
Expected return on assets (3) (4) (3) 
Recognition of transition obligation (1) ( 1 )  ( 1 )  
Recognition of prior service cost (58) I=) (8 )  
Recognition of actuarial gains 14 (2) (14) 
Nst periodic postretirement benefits cost 

Curtailment gain 

Discount rate 

$ 3 0  $ 4 8  $ 6 2  

$ - $(120) $ - 

7.50% 8.00% 8.25% 

The FON Group recorded net periodic postretirement benefit expense of $29 million in 2002, $45 million in 2001, 
and $62 million in 2000. The PCS Group recorded net periodic postretirement benefit expense of $1 million in 
2002 and in 2001, and $0.2 million in 21000. 

For measurement purposes, the assunned 2002 weighted average annual health care cost trend rates were 8.5% 
before Medicare eligibility and 9.0% after Medicare eligibility. Both rates gradually decrease to an ultimate level of 
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5.0% by 201 0. A 1 .O% increase in the rates would have increased the 2002 postretirement benefits service and 
interest costs by an estimated $6 million. A 1 .O% decrease would have reduced the 2002 postretirement benefits 
service and interest costs by an estimated $5 million. d' 

9. Income Taxes 

Income tax expense (benefit) allocated to continuing operations consists of the following: 

Sprint Sprint Sprint 
Corporation FON PCS 

2002 Consolidated Gmun Groun 

Current income tax expense (benefit) 
Federal 
State ' (3i 

Totai current (603) (253) (350) 

Deferred income tax expense (benefit) 
Fed era I 
State 

544 602 (58) 
12 58 1461 

Total deferred 556 660 (104) 
a Foreign income tax expense 8 

Total $ (39) $407 $I4461 

- 

Sprint S rint Sprint 
Corporation ?ON PCs 

200f Consolidated Groua Grouo 
(millions) 

Current income tax expense {benefit) 
Federal . .  
State 57 50 ' 7  

Total current (35) 150 (181) 

Deferred income tax benefit 
Federal 
Statm 

(182) (370) 
(481 I871 

(552) 
(1351 

Total deferred (687) (230) (457) 

Total $(722) $ (80) $I6381 

Sprint Sprint Sprint 
Corporation FON PCS 

2000 Consolidated Group Group 
(millions) 

Current income tax expense (benefit) 
Federat $ (63) $342 $ (405) 
State 34 42 (8) 

Total current (29) 384 (413) 
Deferred income tax expense (benefit) 

340 (511) 
49 (W 

Total deferred (202) 389 (591) 
Total $12311 $773 5(1.0041 

Federal (171) 
State (31 1 

4 
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The differences that caused Sprint’s effective income tax rates to vary from the 35% federal statutory rate for 
income taxes related to continuing operations were as follows: 

2002 

Sprint Sprint Sprint 
Corporation FON PCS 
Consolidated Grouo Grouo 

Income tax expense (benefit) at the federal statutory rate 
Effect of: 

State income taxes, net of federal inwrnB tax effect 
Equity in losses of foreign joint ventures 
Decrease in valuation allowance for prekious investment write downs 
Oher, net 

Income tax expense (benefit) 

Effective income tax rate 

(millions} 
$ 150 5 508 $(358) 

6 32 (26) 
(55) 2 (57) 

(10) (5) (5) 
$ (39) 5 407 $(446) 

(9.1 1% 28.0% 43.6% 

(130) (130) - 

Sprint S rint Sprint 
Corporation ?ON PCS 

2001 Consolidated Group Group 
(millions) 

Income tax benefit at the federal statutory rate %(796) $(132) $(660) 
Effect of: 

State income taxes, net of federal income tax e f f d  (51) 1 (52) 
Equity in losses of foreign joint ventures 40 1 39 
Write down of equity method investment 57 57 - 

Goodwill amortization 44 6 38 
Other, net (16) (13) (3) 
Income tax benefit $(722) S (80) $(638) 

Effective income tax rate 31 .a% 21 .wo 33.8% 

Sprint Sprint Sprint 
Corporation FON PCS 

2000 Consolidated Group Group 
(millions) 

Income tax expense (benefit) at the federal statutory rate $(337) $668 $( 1,005) 
Effect of: 

State income taxes, net of federal incorn* tax effect 3 60 (57) 
Equity in losses of foreign joint ventures 48 25 23 
Write down of equity method investment 30 30 
Goodwill amortization 52 14 38 
Other, net (27) (24) (3) 

Income tax expense (benefit) $(231) $773 $11,004) 

- 

Effective income tax rate 24.0% 40.5% 35.0% 
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Income tax expense (benefit) allocated to other items was as follows: 

Sprint S rint S rint 
Corporation ?ON $CS 

2002 Consolidated Group Group 
(millions) 

Discontinued operations 
Extraordinary items 
Additional minimum pension liability(1) 
Losses on securities ( 4 1  

Gains on qualifying cash flow hedges(!) 
Stock ownership, purchase and option arrangements(Z1 

Spnnt Sprint Sprint 
Corporation FON PCS 

2001 Consotidated Group Group 
(millions) 

Discontinued operations 
Extraordinary items 
Losses on securities (1) 

Stock ownership, purchase and option arrangernentsczj 

Sprint S rint S rint 
Corporation &ON BCS 

2000 Consolidated Group Group 
(millions) 

Discontinued operations 
Extraordinary items 
Losses on securities ( 1 )  

Stock ownership, purchase and option arrangernentdz) 

( I )  These amounts have been recorded directly to 'Shareholders' equiiy-Accumulated other comprehensive income (loss)" in 
the Consolidated Balance Sheets. 

These amounts have been recorded directly to "Shareholders' equify- Capital in excess ofpar or stated value" in the 
Consolida tad Balance Sheets. 
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Sprint recognizes deferred income taxes for the temporary differences between the carrying amounts of its assets 
and liabilities for financial statement pLirposes and their tax bases. The sources of the differences that give rise to 
the deferred income tax assets and liabilities at year-end 2002 and 2001, along with the income tax effect of each, 
were as follows: 

Sprint Corporation 

2002 Deferred Income Tax 
Consotidated Sprint FON Group Sprint PCS Group 

2002 Deferred Income Tax 2002 Deferred Income Tax - 
P,ssets Liabilities Assets Liabilities Assets Liabilities 

(millions) 
Property, plant and equipment $ -  $4,465 $ -  $2,344 $ -  $2,121 

465 471 I ntangibks - 936 - 
13 Postretirement and other benefits 810 - 797 I 

143 Reserves and allowances 248 - 55 - 
Unrealized holding gains on 

I 

- 

I 6 I 6 investments - 

Operating loss carryforwards 
Tax credit carryforwards 
Other, net 

3,196 - 271 - 2,925 - 
288 - - - 288 I 

219 I 126 - 93 - 
4,761 5,407 1,249 2,815 3,512 2,592 

Less valuation allowance 573 - 217 - 356 I 

Total - $4,188 $5,407 $1,032 $2,815 $3,156 $2,592 

Sprint Corporation 
Consolidated 

2 O C  1 Deferred Income Tax 
Sprint FON Group 

2001 Deferred Income Tax 

(millions) 

Sprint PCS Group 
2001 Deferred Income Tax - 

Liabilities Assets Liabilities Assets Liabilities Assets 

Property, plant and equipment $ -  $3,302 $- $1,696 $ -  $1,606 
464 -- 404 Intangibles - 868 - 

Postretirement and other benefits 375 - I 375 
106 Resewes and allowances 349 - 243 I 

Unrealized hogding gains on 

- - 

I 

I - 15 - 15 investments - 
Operating loss carryforwards 2,685 - 246 - 2,439 - 

Tax credit carryforwards 176 
Othec, net 181 I 115 - 

3,766 4,185 979 2,175 2,787 2,010 
Less valuation allowance 686 - 353 - 333 I 

Total $3,080 $4,185 $626 $2.175 $2.454 $2.010 

- I76 
66 

- - - 

- 

Management believes it is more likely than not that these deferred income tax assets, net of the valuation 
allowance, will be realized based on current income tax laws and expectations of future taxable income stemming 
from the reversal of existing deferred ta.x liabitities or ordinary operations. Uncertainties surrounding income tax 
law changes, shifts in operations between state taxing jurisdictions and future operating income levels may, 
however, affect the ultimate realization of all or some of these deferred income tax assets. 

The valuation allowance related to deferred income tax assets decreased $1 13 million in 2002 and increased $88 
million in 2001. 

In 2002, Sprint reached a definitive agreement to sell its directory publishing business to R.H. Donnelley. Due to 
the anticipated gain on the sale, Sprint recognized $292 million of tax benefits in the third quarter of 2002 on 
previously recorded investment losses. 

The foreign component of income (loss) from continuing operations totaled $(273) million, $(234) million, and 
$(236) million in 2002, 2001 and 2000, respectively. 

In 1999, Sprint acquired approximately $1 93 million of potential tax benefits related to net operating loss 
carryforwards in the acquisitions of the broadband fixed wireless companies. In 1998, Sprint acquired 
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approximately $229 million of potential tax benefits related to net operating loss carryforwards in the PCS 
Restructuring. The benefits from the acquisitions and PCS Restructuring are subject to certain realization 
restrictions under various tax laws. A valuation allowance was provided for the total of these benefits. If these 
benefits are subsequently recognized, they will reduce goodwill or intangibles resulting from the application of the 
purchase method of accounting for these transactions. 

In connection with the PCS Restructuring, the PCS Group is required to reimburse the FON Group and the Cable 
Partners for net operating loss and tax credit carryforward benefits generated before the PCS Restructuring if 
realization by the PCS Group produces a cash benefit that would not otherwise have been realized. The 
reimbursement will equal 60% of the net cash benefit received by the PCS Group and will be made to the FON 
Group in cash and to the Cable Partners in shares of Series 2 PCS stock. The carryforward benefits subject to this 
requirement total $259 million, which includes the $229 million acquired in the PCS Restructuring. 

At year-end 2002, Sprint had federal operating loss carryforwards of approximately $7.4 billion and state operating 
loss carryforwards of approximately $1 2.3 billion. Related to these loss carryfowards are federal tax benefits of 
$2.6 billion and state tax benefits of $858 million. In addition, Sprint had available, for income tax purposes, federal 
alternative minimum tax net operating loss carryforwards of $5.6 billion and state alternative minimum tax net 
operating loss carryfonvards of $1.4 billion. The loss cartyforwards expire in varying amounts through 2022. 

IO. Short-term BOrrOWinQS and Current Maturities of Lonq-term Debt 

Sprint's consotidated short-term borrowings and current maturities of long-term debt at year-end were as follows: 

2002 2001 
FON PCS FON PCS 

Gmun Grouo Consolidated Groua Gmuo Consolidated 
(millions) 

Current maturities of long-term debt $ 779 $653 $1,432 $1,258 $1,310 $2,568 

Notes payable and commercial paped2j - - I 1,118 2,715 3,833 

Short-term borrowings 
- - - Trade receivabfes securitizationll) 455 - 455 

1,234 653 i ,887 2,376 4,025 6,401 
(320) 11,680) (2,000) - Less short-term borrowings reclassed to long-term debt I - 

Short-term borrowings and current maturities of long-term 
debt $1.234 $653 $1,887 $2.056 $2,345 $4,401 

(v  These borrowings were incurred under a financing agreement, entered into in 2002. To secure repayment of the loans, the 
lenders have been granted a security interest in certain FON Group trade accounts receivable. Sprint's weighted average 
interest rate related to ihess borrowings was 2.5% for the year-ended 2002. 
Notes payable had a weighted average interest rate of 2.7% at year-end 2001. Commercial paper had a weighted average 
interest rate of3.2% at year-end ,2001. 

PI 

At year-end 2002, Sprint had no notes payable or commercial paper outstanding. Sprint had bank notes payable 
totaling $635 million and commercial paper borrowings totaling $3.2 billion at year-end 2001. 

In August 2002, Sprint closed on a new $700 million global markets division accounts receivable asset 
securitization facility that replaced the previous $1 billion facility. The reduction in size was due primarily to a 
smaller gross receivable pool for the global markets division at that time versus 1999 when the original facility was 
established. The new facility is a three-year program subject to annual renewals. As of December 31, 2002, Sprint 
had drawn $455 million from this facility which was collateralized by approximately $1.5 billion of gross 
receivables. 

In August 2002, Sprint closed on a new $1.5 billion revolving bank credit facility. The facility is unsecured, with no 
springing liens, and is structured as a 364-day credit tine with a subsequent one-year, $1 .O billion term out option. 
This new facility replaced an existing $2 billion facility that would have expired in August 2003. In previous periods, 
the unused $2 billion facility supported Sprint's reclassification of short-term borrowings to long-term debt. At the 
end of 2001, Sprint had reclassified $2 billion of commercial paper borrowings and other bank notes to long-term 
debt. At the end of December 2002, Sprint had short-term borrowings of $455 million related to the previously 
noted global markets division asset securitization facility. 
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r- In June 2002, Sprint closed on a new PCS Group accounts receivable asset securitization facility. This facility 
provides Sprint with up to $500 million of additional liquidity. This is a three-year facility, subject to annual 
renewals. To date, Sprint has not drawn against the facility. At December 31, 2002, the facility was collateralized 
by $1 .I billion of gross receivables. 

At year-end 2002, Sprint had total unused lines of credit of $1.8 billion. In addition, Sprint had standby letters of 
credit serving as backup to various obligations of approximately $1 25 million at year-end 2002. 

11. Long-term Debt and Capital Lease Obligations 

Sprint’s consolidated long-term debt and capital lease obligations at year-end was as follows: 

2002 2001 
FON PCS FON PCS 

(millions) 
Maturing Group Group Consolidated Group Group Consolidated 

Senior notes 

Debentures and notes 

First mortgage bonds 

Trade receivables securitization 

Capital lease obligations 

Other 2002 to 2007 341 - 

5.7% to 9.5%(’) 2002 to 2032 $1,709 $16,032 $17,741 $1,672 $12,545 $14,217 

500 

866 1,064 - 1,064 

820 

6.1% io 9.3% 2C03 to 2022 500 - 500 500 - 

6.3% to 9.8% 2002 to 2025 866 - 

Variable rates(2) 2002 - - I 820 I 

1.7% to 1 1.2% 2002 to 2008 49 290 339 55 324 379 

3,515 16,322 19.837 4,196 12,873 17,069 

320 1,680 2,000 to long-term debt - - - 

debt (779) (653) (1,432) (1,258) (1,310) (2 I 5 68) 

obligations $2,736 $1 5,669 $18,405 $3,258 $13243 $1 6,501 

391 85 4 89 

Add short-term borrowings reclassed 

Less curlent maturities of long-tern 

Long-term debt and capital lease 

(v  These borrowings were incurred by Sprint and allocated to the appimble group. Sprint’s weighted average effective interest 
rate relaled to these borrowings was 7.3% for the year-ended 2002 and 6.9% for the year-ended 2001. The weighted 
average effective interest rate related fcs the borrowings allocated to the PCS Group was approximately 9.1% tor the year- 
ended 2002 and 8.7% for the year-en&d 2001. See Note 1 for a more detail& description of how Sprint allocates financing 
io each of the groups. 

(21 These borrowings were incurred under a financing agreement entered into in 1999. To secure repayment of the loans, the 
lenders wore granted P securiiy interesl in certain FON Group trade accounts receivable. Sprint’s weighted average interest 
rate related to these borrowings was 4.5% for the year-ended 2001. A new financing agreement was executed in August 
2002. The new agreement is included irr shod-term borrowings. 
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Scheduled principal payments during each of the next five years are a5 follows: 

Sprint FON Sprint PCS 
Group Group Consolidated 

(mi/,ionS) 

2003 5 779 $ 653 $1,432 
2004('1 38 1,472 1,510 

172 1,019 1,191 2005 
2006 9 842 851 

1,022 750 1,772 2007 
(1)  This indudes a $300 million loan with Export Development Canada (EDC) due in 2 O U .  EDC is a Canadian "Crown" 

corporatmn devot8d exclusively to providing financial services to support Canadian exporters. Sprint has historically made 
significant purchases from Canadian-based companies and we anticipate this loan will be renewed. 

Included in the above schedule are payments to be made in connection with various capital lease obligations. A 
substantial portion of these payments will be in Japanese yen and Sprint already satisfied this obligation by 
depositing the present value of the future yen payment obligations at various banks. These amounts are included 
on the Consolidated Balance Sheet in "Other Assets." Based on December 31, 2002 outstanding balances, total 
payments included in the above schedule are $1 million in 2003, $24 million in 2004, $51 million in 2005, $96 
million in 2006, and $6 million in 2007. 

In December 2002, Sprint repaid $150 million of notes payable relating to a revolving credit facility. Sprint made a 
$1 50 million investment in the entity that provided this credit at the time it was formed in 1997. Sprint liquidated 
this investment and received a cash distribution approximating its original investment. 

In December 2002, Sprint repaid, before scheduled maturities, $67 million of its long-term unsecured debt 
ailocated to the FON Group. These borrowings had interest rates ranging from 6.0% to 7.125% and maturities 
ranging from 2006 to 2008. This resulted in a $3 million after-tax extraordinary gain for Sprint. 

In March 2002, Sprint issued $5 billion of debt securities through a private placement. These borrowings have 
interest rates ranging from 7.9% to 8.8% and maturities ranging from 2005 to 2032. The proceeds were allocated 
5% to the FON Group and 95% io !he PCS Group and were used to repay debt and for general corporate 
purposes. As a condition to the sale of the securities, Sprint conducted an exchange offer that allowed the original 
securities to be exchanged for substantially identical securities registered with the Securities and Exchange 
Commission (SEC). This exchange offer was completed in June 2002. 

In the 2001 fourth quarter, Sprint issued $1.75 billion of debt securities through a private placement. These 
borrowings have an interest rate of 6.0% and mature in 2007. The proceeds were allocated approximately 60% to 
the FON Group and 40% to the PCS Group and were used to repay debt and to fund capital investments and 
working capital requirements. A5 a condition to the sale of the securities, Sprint conducted an exchange offer that 
allowed the original securities to be exchanged for substantially identical securities registered with the SEC. The 
exchange offer terminated in February 2002. 

In the 2001 fourth quarter, Sprint redeemed, before scheduled maturities, $558 million of senior notes and senior 
discount notes of the PCS Group. These notes had interest rates ranging from 11.0% to 12.5%. This resulted in an 
after-tax extraordinary loss for Sprint of less than $1 million. 

In the 2001 first quarter, Sprint repaid, before scheduled maturities, $18 million of first mortgage bonds allocated to 
the FON Group, These bonds had an interest rate of 9.9%. This resulted in a $1 million after-tax extraordinary loss 
for Sprint. 

In the 2001 first quarter, Sprint issued $2.4 billion of debt securities. These borrowings have interest rates ranging 
from 7.1% to 7.6% and mature in 2006 and 201 1. The proceeds were allocated to the PCS Group and used to 
repay debt and to fund capital investments and working capital requirements. 

k t  the 2000 fourth quarter, Sprint redeemed, before scheduled maturities, $25 million of debt allocated to the FOM 
Group. These borrowings had a weighted average interest rate of 9.6%. This resulted in a $1 million after-tax 
extraordinary loss for Sprint. 

In the 2000 second quarter, Sprint issued $1 -25 billion of debt securities. These borrowings matured in 2002 and 
had interest rates ranging from 6.9% to 7.6%. The proceeds were allocated to the PCS Group and used to repay 
debt and to fund capital investments and working capital requirements. 
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In the 2000 first quarter, Sprint exchan!ged 6.6 miltion common shares of SBC Communications, Inc. for certain 
notes payable allocated to the FON Group. The notes had a market value of $275 million on the maturity date. The 
notes had an interest rate of 8.3%. 

In the 2000 first quarter, Sprint repaid, before scheduled maturities, $127 million of notes payable allocated to the 
PCS Group. These notes had an interest rate of 7.8%. This resuited in a $3 million after-tax extraordinary loss for 
Sprint. 

Other 

Substantially all of Sprint's senior notes, including the senior notes issued in connection with Sprint's equity units, 
have been issued by Sprint Capital Corporation, a wholly-owned finance subsidiary, and have been futly and 
unconditionally guaranteed by Sprint, the parent corporation. 

The indentures and financing agreements of certain other of Sprint's subsidiaries contain provisions limiting cash 
dividend payments on subsidiary common stock hetd by Sprint. As a result, $545 million of those subsidiaries' $1.9 
billion total retained earnings were restricted at year-end 2002. The flow of cash in the form of advances from the 
subsidiaries to Sprint is generally no! restricted. 

Sprint gross properly, plant and equipment totaling $16.1 billion was either pledged as security for first mortgage 
bonds and certain notes or is restricted for use as mortgaged property. 

Sprint has complied with all restrictive and financial covenants relating to its debt arrangements at year-end 2002. 

12. Equlty Unlt Offering 

In the 2001 third quarter, Sprint completed a registered offering of 69 million equity units, each with a stated 
amount of $25. Net proceeds from the issuance were approximately $ I  .7 billion after deducting the underwriting 
discount and other offering expenses. The proceeds were allocated to the PCS Group and used to repay debt and 
to fund capital investments and working capital requirements. 

Each equity unit initially consists of a corporate unit. Each corporate unit consists of a purchase contract and $25 
principal amount of senior notes (Notes,) of Sprint's wholly owned subsidiary, Sprint Capital Corporation. The 
corporate unit may be converted by the holder into a treasury unit consisting of the purchase contract and a 
treasury portfolio of zero-coupon U.S. tl-easury securities by substituting the treasury securities for the Notes. The 
holder of the equity unit owns the undedying Notes or treasury portfolio, but pledges the Notes or portfolio to Sprint 
to secure its obligations under the purcliase contract. 

Purchase Contract 

As a component of the equity unit, the purchase contract obligates the holder to purchase, and obligates Sprint to 
sell, on August 17, 2004, a variable number of newly issued shares of PCS common stock ranging from 
approximately 58 million to 70 million shares depending on the market price of PCS common stock. At current 
market prices, Sprint would be obligated to issue the maximum number of shares. Sprint will make quarterly 
contract adjustment payments of 1.12536 on the $25 stated amount per year until the purchase contract is settled, 
although it has the right to defer these payments until August 17, 2004. The fair value of this obligation is classified 
as an other liability on the Consolidatecl Balance Sheets. 

These contingently issuable shares have not been included in the diluted earnings per share calculation because 
their effect is currently antidilutive. 

Notes 

The Notes initially bear interest, payabll? quarterly in arrears, at the rate of 6% per annum. Sprint is obligated to 
remarket the Notes in 2004, at which time the interest rate will be reset. The Notes mature August 17, 2006. 

The corporate units are listed on the New York Stock Exchange under the symbol "SDE." 
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13. Redeemable Preferred Stock 

The redeemable preferred stock outstanding, at year-end, is as follows: 

2002 2001 
(millions, except per share 

and share data) 

Seventh series prefened stock-stated value $1,000 per share, 246,766 shares, voting, cumulative 

Fifth series preferred stock-stated value $100,000 per share, 95 shares-voting, cumulative 6% 
$6.73 quarterly dividend rate $246 $246 

annual dividend rata 10 10 

$256 $256 

Seventh Series Preferred Stock 

As part of the PCS Restructuring, Sprint issued to the Cable Partners a new series of convertible preferred stock 
currently convertible into approximately 65 PCS shares for each Seventh series share. If not converted by the 
holder or earlier redeemed by Sprint, the Seventh series preferred stock will become mandatorily redeemable on 
the tenth anniversary of the PCS Restructuring in 2008. 

Fifth Series Preferred Stuck 

Sprint’s Fifth series preferred stock must be repurchased or redeemed in full in 2003. Sprint and the holder of the 
Fifth series preferred stock have agreed that Sprint will repurchase the outstanding shares on March 14, 2003 for 
the repurchase price of $100,000 per share plus accrued dividends. 

14. Common Stock 

In the 2001 fourth quarter, 0.4 million shares of PCS common stock underlying Class A DT common stock were 
converted into shares of Series 1 PCS common stock. After this conversion, the Class A DT shares were 
cancelled. 

In the 2001 third quarter, Sprint completed a registered offering of 23.5 million shares of its Series 1 PCS common 
stock. Net proceeds from the issuance were approximately $561 million after deducting the underwriting discount 
and other offering expenses. The proceeds were used to repay debt, and to fund capital investments and working 
capital requirements. 

In conjunction with the above offering, DT sold 57 million shares of PCS common stock. Sprint did not receive any 
of the proceeds from the sale of shares by DT. Upon the sale, 21.2 million shares of PCS common stock 
underlying Class A DT common stock and 35.8 million shares of Series 3 PCS common stock were converted into 
shares of Series 1 PCS common stock. 

In the 2001 second quarter, Sprint completed a registered offering on behalf of FT and OT in which they sold 
174.8 million shares of FON common stock. Sprint did not receive any proceeds from this offering. Upon the sale, 
86.2 million shares of FON common stock underlying Class A common stock and 88.6 million shares of Series 3 
FON common stock were converted into shares of Series 1 FON common stock. 

CIasses of Common Stock 
Series 1 FON common stock-Designated for general public-At the end of 2002, authorized shares totaled 
2.5 billion, issued and outstanding shares totaled 895.1 million. 

Series 1 PCS common stock-Designated for general public-At the end of 2002, authorized shares totaled 
3.0 billion, issued and outstanding shares totaled 684.7 miltion. 

Series 2 FON common stock-Designated for Cable Partners-At the end of 2002, authorized shares totaled 
500 million. There have been no shares issued. 

Series 2 PCS common stock-Designated for Cable Partners-At the end of 2002, authorized shares totaled 1 .O 
billion, issued and outstanding shares totaled 280.7 million. 
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Series 3 FON common stock-Designated for FT and DT-At the end of 2002, authorized shares totaled I .2 
billion. There are no outstanding shares. 

Series 3 PCS common stock-Designziied for FT and DT-At the end of 2002, authorized shares totaled 600 
million, issued and outstanding shares totaled 34.4 million, all of which are owned by FT. 

Class A FT common stock-At the end of 2002, authorized shares totaled 100 million, issued and outstanding 
shares totaled 43.1 million. Each share represents the right to 50% of a share of Series 1 PCS common stock. 

Common Stock Reserved for Future Grants 

At year-end 2002, common stock reserved for future grants under stock option plans and the employees stock 
purchase plan or for future issuances under various other arrangements was as follows: 

Sprint FON Group 

Shares 
(milihms) 

Employees Stmk Purchase Plan 4.3 
Employee savings plans 4.9 
Automatic Dividend Reinvestment Plan 2.3 
Officer and key employees’ and directors’ stlxk options 11.5 
Other 1 3  

24.3 

Sprint P CS Group 
Shares 

(millions) 
Employees Stock Purchase Plan - 
Employee savings plans 6.6 
Officer and key employees’ and directors’ stock options 13.7 
Warrants issued to Cable Partners 24.9 
Conversion of preferred stock and other 17.0 

70.4 Purchase contract underlying Equity Unit Notes 
132.6 

- 

Shareholder Righfs Plan 

Under Sprint’s Shareholder Rights Plan, one half of a preferred stock purchase right is attached to each share of 
FON stock and PCS stock and one preferred stock purchase right is attached to each share of Class A common 
stock. The rights may be redeemed by Sprint at $0.01 per right and wit1 expire in June 2007, unless extended. The 
rights are exercisable only if certain takeover events occur and are entitled to the following: 

Each FON stock right entitles the holder to purchase 1/1,000 of a share (Unit) of a no par Preferred 
Stock-Sixth Series at $275 per Unit. 

Each PCS stock right entitles the holder to purchase a Unit of a no par Preferred Stock-Eighth Series at 
$1 50 per Unit. 

Each Class A right entitles the holder to purchase 1/4 Unit of Preferred Stock-Eighth Series at $37.50 per 
114 Unit. 

Preferred Stock-Sixth Series is voting, cumulative and accrues dividends on a quarterly basis generally equal to 
the greater of $100 per share or 2,000 times the total per share amount of all FON common stock dividends. 
Preferred Stock-Eighth Series has the same features as the Sixth Series, but applies to PCS shares. No Preferred 
Stock-Sixth Series or Preferred Stock-Eighth Series were issued or outstanding at year-end 2002 or 2001. 
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15. Stock-based Compensation 

After the 1999 FON and 2000 PCS stock splits, the number of shares and the related exercise prices of 
outstanding options and Employees Stock Purchase Plan (ESPP) share elections were adjusted to maintain the 
total intrinsic value of the options and the value of share elections. 

During 2002, the FON Group paid $73 million to the PCS Group to compensate for the net amount of PCS stock- 
based compensation granted to FON Group employees less FON stock-based compensation granted to PCS 
Group employees. The FON Group paid the PCS Group $160 million in 2001 and $80 million in 2000 for stock- 
based compensation. The value paid for stock-based compensation is determined at the time of the grants. 

During 2000, options and restricted stock outstanding for more than one year at the date of shareholder approval 
of Sprint’s proposed merger with WoridCom became fully vested as of that date. 

During 2000, the Sprint Board of Directors approved an Exchange Program to give Sprint employees an election 
to cancel stock options granted to them in 2000 in exchange for an equal number of new options to be granted in 
the future with generally more extended vesting schedules. No members of Sprint’s Board of Directors were 
eligible for the Exchange Program. Under the terms of the Exchange Program, 16.2 million FON options and 13.1 
million PCS options were cancelled on November 10, 2000. The new options were granted on May 1 1,  2001, and 
the exercise price was the market price on that date. A total of 15.7 million FON options and 12.4 million PCS 
options were granted. 

Management Incentive Stock Option Plan 

Under the Management Incentive Stock Option Plan (MISOP), Sprint grants stock options to employees who are 
eligible to receive annual incentive compensation. Eligible employees may elect to receive stock options in lieu of 
a portion of their target incentive under Sprint’s annual incentive compensation plans. The options generally 
become exercisable on December 31 of ?he year granted and have a maximum term of 10 years. Under the 
MISOP, Sprint also grants stock options to executives in lieu of long-term incentive compensation (LTIP-MISOP 
options). The LTIP-MISOP options generally become exercisable on the third December 31 following the grant 
date and have a maximum term of 10 years. MISOP options are granted with exercise prices equal to the market 
price of the underlying common stock on the grant date. At year-end 2002, this plan authorized options to buy 
approximately 42.4 million FON shares and approximately 32.3 rnitlion PCS shares, many of which have been 
granted. The authorized number of shares was increased by approximately 8.0 million FON shares and 8.7 million 
PCS shares on January 1,2003. 

Stock Option Plan 

Under Sprint’s 1990 Stock Option Plan (SOP), Sprint grants stock options to directors and employees. The options 
generally become exercisable at the rate of 25% per year, beginning one year from the grant date, and have a 
maximum term of I O  years. SOP options are granted with exercise prices equal to the market price of the 
underlying common stock on the grant date. At year-end 2002, this plan authorized options to buy approximately 
67.4 million FON shares and approximately 54.0 million PCS shares, many of which have been granted. 

In early 2001, Sprint entered into new employment contracts with Mr. Esrey and Mr. LeMay designed to insure 
their Long-term employment with Sprint, to provide competitive compensation, and to tink their compensation to 
shareholder value. The employment contracts combine, supercede, and amend several earlier agreements 
between Sprint and each of Messrs. Esrey and LeMay. In return for these agreements, Sprint granted stock 
options with extended vesting schedules (Employment) to Mr. Esrey and Mr. LeMay. 

In 2000, Sprint granted special stock options (Retention) to executives who agreed to defer the benefit of the 
accelerated vesting of stock options until the close or cancellation of the proposed WorldCom merger. The 
agreement was designed to retain these executives following Sprint’s special meeting of shareholders in 
connection with the proposed WoddCom merger. In addition, Sprint granted a portion of the annual option grants 
(Accelerated) normally expected to be made in early 2001 to officers and key employees. The granting of these 
options was accelerated to help retain employees. 

In 1997, Sprint granted performance-based stock options to Mr. Esrey and Mr. LeMay. The FON Group expensed 
$5 million in 2000 and the PCS Group expensed $3 million in 2000 related to these performance-based stock 
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options. The 2000 amounts reflect expsnse through the date of the shareholder approval of the proposed 
WorldCom merger. At that time, all of these options became vested. An additionat $29 million of expense related 
to these options was included in *Merger related costs" in Sprint's 2000 Consolidated Statements of Operations. 

Employees Stock Purchase Plan 

Under Sprint's ESPP, employees may elect to purchase FON common stock or PCS common stock at a price 
equa! to 85% of the market value on the grant or exercise date, whichever is less. At year-end 2002, this plan 
authorized for purchase approximately 7.8 million FON shares and approximately 8.7 million PCS shares. 
Elections have been made by employelss participating in the 2002 offering under the ESPP to purchase, in 2003, 
approximatety 3.4 million of the FON shares and all of the PCS shares. 

Fair Value Disclosures 

The following tables reflect the weighted average fair value per option granted, as well as the significant weighted 
average assumptions used in determining those fair values using the Black-Scholes pricing model. 

In 2007, two SOP grants are presented. This is a result of the Exchange Program. Those individuals that did not 
accept (or were excluded from) the Exchange Program were granted 2001 SOP options in January, while those 
that accepted the Exchange Program were granted both the 2000 and 2001 SOP options in May in accordance 
with the terms of the offer. 

FON Common Stock 

SOP MISOP 2002 
Fair value on grant date $ 3.47 $ 4.05 
Risk-free interest rate 4.3% 4.3% 
Expected volatility 35.2% 35.2% 

Expected life (years) 6 6 

2001 MISOP SOP (Jan) 

~- 
- 

Expected dividend yield 3,9% 3.5% 

Fair value on grant date 0 7.11 $ 8.78 

Expected dividend yield 2.3% 1.4% 

Risk-free interest rate 4.9% 4.9% 
Expected volatility 33.7% 32.6% 

Expected life (years) 6 6 

2001 SOP (May) Employment 
Fair value on grant date $ 7.11 $ 7.46 
Risk-free interest rate 4.9% 4.6% 
Expected volatility 33.7% 33.5% 
Expected divldend yield 2.3% 2.2% 
Expected life (years) 6 6 

2000 MISOP SOP 
Fair value on grant date $24.24 $23.86 
Risk-free interest rate 6.8% 6.1% 
Expected volatility 26.7% 26.6% 
Expected dividend yieid 0.8% 0.8% 
Expected life (years) 6 6 

2000 Accelerated Retention 

Fair value on grant date $13.77 $22.92 
Risk-free interest rate 6.1% 6.6% 
Expected volatility 33.2% 26.7% 
Expected dividend yield 1 .4% 0.8% 
Expected life (years) 6 6 
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PCS Common Stock 

2002 SOP MISOP 
Fair value on grant date $ 5.99 $ 8.25 
Risk-free interest rate 4.3% 4.3% 
Expected volatility 72.9% 71.5% 

- I Expected dividend yield 
Expected life (years) 6 6 

2001 MISOP SOP (Jan) 

Fair value on grant date $16.91 $18.50 
Risk-free interest rate 4.9% 4.9% 
Expected volatility 74.3% 75.4% 

- I Expected dividend yield 
Expected life {years) 6 6 

2001 SOP (May) Employment 

Fair value on grant date $16.91 $17.52 
Risk-free interest rate 4.9% 4.8% 
Expected volatility 74.3% 75.5% 
Expected dividend yield - - 

2000 MISOP SOP 

Risk-ffee interest rate 6.8% 6.1% 
Expected vdatility 63.2% 67.7% 

Expected life (years) 6 6 

Fair value on grant date $33.06 $33.93 

- I Expected dividend yield 
Expected life (years) 6 6 

2000 Accelerated Retention 
Fair value on grant date $35.30 $34.83 
Risk-free interest rate 6.1% 6.6% 
Expected volatility 63.8% 63.2% 
Expected dividend yield I - 
Expected life (years) 6 6 

Employees Stock Purchase Plan 

During the 2002 ESPP offering, FON Group and PCS Group employees elected to purchase 4.2 million FON and 
8.7 million PCS shares. Using the Black-Scholes pricing model. the weighted average fair value was $1.89 per 
share for each FON election and $1.45 per share for each PCS election. 

During the 2001 ESPP offering, FON Group and PCS Group employees elected to purchase 2.0 million FON and 
5.5 million PCS shares. Using the Black-Scholes pricing model, the weighted average fair value was $4.37 per 
share for each FON election and $7.92 per share for each PCS election. 

d 

During the 2000 ESPP offering, FON Group and PCS Group employees elected to purchase 2.3 million FON and 
5.4 million PCS shares. Using the Black-Scholes pricing model, the weighted average fair value was $12.99 per 
share for each FON election and $20.68 per share for each PCS election. 
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Stock Options 

Activity under the SOP and MISOP was as follows: 

FON Common Stock 

Weighted 
Average 

Sprint per Share 
FON Exercise 

Shares Price 
(millions) 

Outstanding, year-end t949 
Granted 
Exercised 
ForfeitedlExpired 

Outstanding, year-end 2000 
Granted 
Exercised 
ForfeitedlExpired 

Outstanding, year-end 2001 
Granted 
Exercised 
Forfei tedExpired 

Outstanding year-end 2002 

5 2 0  $29.48 
24.3 58.61 

(11.5) 26.32 
(20.0) 58.48 

44.8 33.12 
43 a 25.06 
(0.8) 14.10 
(7.6) 43.49 

80.2 27.95 
24.2 13-70 
(0.2) 11.76 
(5.4) 22.80 

- 

- 

- 
98.8 $24.78 

P CS Common Stock 

Weighted 
Average 

Sprint per Share 
PCS Exercfse 

Shares Price 
(millions) 

Outstanding, year-end 1999 39.8 $11.64 
Granted 19.1 52.68 

(16.2) 10.84 !Exercised 
(15.8) 52.08 

Granted 35.3 26.01 

ForfeitedlExpired -- 
Outstanding, year-end 2000 26.9 17.43 

Exercised (2.71 9.75 
(3.4) 43.17 Forfei tedExpired - 

Exercised (0.31 5.83 
(5.8) 19.93 Forfeit Wfxpired -- 

Outstanding, year-end 2002 72.8 $18.44 

Outstanding, year-end 2001 56.1 21 -70 
Granted 22.8 10.66 
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The following tables summarize outstanding and exercisable options at year-end 2002: 

FON Common Stock 

Ontions Outstanding 
Weighted 
Average Weighted 

Remaining Average 
Number Contractual Exercise 

(millions} (years) 

Range of 
Exercise Prices Outstanding Life Price 

$10.00 - $14.99 24.1 8.7 $13.54 
15.00 - 19.99 6.0 4.1 18.33 
20.00- 29.99 48.6 7.0 22.93 
30.00- 39.99 13.5 5.9 38.52 
40.00- 49.99 2.3 3.9 44.64 
50.00- 59.99 0.6 3.4 53.51 
60.00- 69.99 3.3 5.8 64.69 
70.00- 79.99 0.4 3.7 74.07 

Options Exercisable 
Weighted 
Average 

Range of Number Exercise 
Exercise Prices Exercisable Price 

$1 0.00 - $14.99 12.4 $14.05 
15.00 - 19.99 5.6 18.40 
20.00- 29.99 33.6 23.1 1 
30.03- 39.99 13.2 38.57 
40.00- 49.99 2.3 44.64 
50.00- 59.99 0.6 53.51 
60.00- 69.99 2.8 64.44 
70.00- 79.99 0.4 74.07 

(mi/lions) 

PCS Common Stock 

Ontions Outstandim 

$ 2.00-$ 5.99 8.1 4.3 5 4.74 
6.00- 9.99 13.1 8.7 8.78 

10.00 - 19.99 17.6 7.5 14.05 
20.00- 29.99 30.3 7.9 24.78 
30.00- 39.99 0.2 4.4 32.91 
40.00- 49.89 0.4 4.2 46.43 
50.03- 59.99 2.7 6.3 53.17 
60.00- 69.99 0.4 5.3 62.82 

4 
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Oations Exercisable 
Weighted 
Average 

Number Exercise 

(millions) 

Range of 
Exercise Prices Exercisable Price 

$ 2.00 - $5.99 8.0 $ 4.74 
6.00 - 9.99 1.6 7.91 
10.00 - 19.99 17.2 14.11 
20.03 - 29.99 17.2 24.67 
30.00 - 39.99 0.2 32.91 

50.00 - 59.99 2.2 53.29 
60.00 - 69.99 0.4 62.82 

40.00 - 49.99 0.4 46.45 

16. Commitments and Contingencies 

Litigation, Claims and Assessments 

On September 30, 2002, the U.S. District Court for the District of Kansas granted in substantial part the motion of 
defendants Sprint and certain of its directors and officers to dismiss a purported class action lawsuit alleging 
violation of the federal securities laws that was initially filed in June 2001 by New England Healthcare Employees 
Pension Fund and other institutional shareholders. The allegations that were not dismissed assert that defendants 
knew in April 2000 that Sprint’s proposed merger with WorldCom would be rejected by regulatory authorities but 
failed to publicly disclose that information. The plaintiffs seek damages in an unspecified amount. 

In December 2000, Amalgamated Bank, an institutional shareholder, fited a derivative action purportedly on behalf 
of Sprint against certain of its current aiid former officers and directors in the Jackson County, Missouri, Circuit 
Court. The complaint alleges that the irldividual defendants breached their fiduciary duties to Sprint and were 
unjustly enriched by making undisclosed amendments to Sprint’s stock option plans, by failing to disclose certain 
information concerning regulatory approval of the proposed merger of Sprint and WorldCom, and by overstating 
Sprint’s earnings for the first quarter of 2000. The plaintiff seeks damages, to be paid to Sprint, in an unspecified 
amount. 

In July 2002, the Federal Communicatims Commission released a declaratory ruling in a matter referred to it by 
the federal district court for the Western District of Missouri in Sprint’s suit against AT&T Cop. for the collection of 
terminating access charges. The FCC iuled that although nothing prohibited wireless carriers from charging for 
access to their networks, interexchange carriers were not required to pay such charges absent a contractual 
obligation to do so. The FCC referred the matter back to the Western District of Missouri. This decision has been 
appealed to the D.C. Circuit Court of Appeals. Management believes adequate provisions have been recorded in 
the PCS Group’s results of operations. 

A number of putative class action case!; that allege Sprint failed to obtain easements lrom property owners during 
the installation of its fiber optic network are in process, some of them seeking certification as nationwide classes. 
Settlement negotiations directed to a nationwide, industry-wide settlement of these claims have resulted in an 
agreement, not yet approved by the Court. Sprint recorded a charge for estimated settlement costs of $24 million 
in the fourth quarter of 2001. 

Various other suits arising in the ordinary course of business are pending against Sprint. 

While it is not possible to determine the ultimate disposition of each of these proceedings, Sprint believes that the 
outcome of these proceedings, individually or in the aggregate, will not have a material adverse effect on the 
financial condition oc results of operations of Sprint, the FON Group or the PCS Group. 

Commitments 

The PCS Group has purchase commitments with various vendors to purchase handsets and other equipment 
through 2007. Outstanding commitments at year-end 2002 were approximately $1.5 billion. Outstanding 
commitments at year-end 2001 were approximately $2 billion. 
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The FON Group has purchase commitments with various vendors for network equipment through 2005. 
Outstanding commitments at year-end 2002 were approximately $460 million. Outstanding commitments at year- 
end 2001 were approximately $489 million. 

Operating Leases 
Sprint’s minimum rental commitments at year-end 2002 for all noncancelable operating leases, consisting mainly 
of leases for data processing equipment, real estate, cell and switch sites, and office space, are as follows: 

(millions) 
2003 $ 863 
2004 696 
2005 492 
2006 324 
2007 154 
Thereafter 370 

Sprint’s gross rental expense totaled $1.3 billion in 2002, $1.2 bilion in 2001, and $1 .O billion in 2000. Rental 
commitments for subleases, contingent rentals and executory costs were not significant. The table excludes 
renewal options related to certain ceti and switch site leases. These renewal options, which are subject to 
escalation clauses, generally have five-year terms and may be exercised from time to time. 

17. Flnanclal Instruments 

Fair Value of Financial Instruments 
Sprint estimates the fair value of its financial instruments using available market information and appropriate 
valuation methodologies. As a result, the following estimates do not necessarily represent the values Sprint could 
realize in a current market exchange. These amounts have not been comprehensively revalued for purposes of 
these financial statements since December 31, 2002. Therefore, estimates of fair value after year-end 2002 may 
differ significantly from the amounts presented below. 

The carrying amounts and estimated fair values of Sprint’s financial instruments at year-end were as follows: 

2002 
Estimated 

Carrying Fair 
Amount Value 

(rnil/ims] 
Cash and equivalents $ 1,035 5 1,035 
investments in securities 201 182 
Japanese yedl 157 157 
Total debt 20,292 19,242 

Redeemable preferred stock 256 206 

Il l  

M 

Equity unitst21 1,756 504 

Yen are held on deposit to satisfy certain capita/ lease obligations. See Note 1 1 for additional information. 

Equity units include senior notes of 5 7.725 bi//ion and the purchase contract adiustment payment liability of $3 I million. see 
Note 12 lor more informalion on equity units. 
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2001 
Estimated 

Carrying Fair 
Amount Value 

(millions) 
Cash and equivalents $ 313 $ 313 
Investments in securities 486 390 
Japanese yen(‘) 140 140 

Equity units(2) 1.774 1,753 
Total debt 20.902 20,664 

Redeemable preferred stock 256 431 

(1) 

(2) 

Yen are held on deposit to satisfy certah capital lease obligations. See Note I I for additiunal information. 

Equity units inciude senior notes of $1.7’25 biilion and the purchase contract adjustment payment Iiabiliv of $49 million. See 
Note 72 formore information on equiiy units. 

The carrying amounts of Sprint’s cash and equivalents approximate fair value at year-end 2002 and 2001. The 
estimated fair value of investments in stxurities was based on quoted market prices. The estimated fair value of 
long-term debt was based on quoted market prices for publicly traded issues. The estimated fair vatue of equity 
units was based on quoted market prices. The estimated fair value of all other issues was based on either the 
Black-Scholes pricing model, the present value of estimated future cash flows using a discount rate based on the 
risks involved, or quoted market prices when available. 

Accounting for Derivative Instrumenirs 

Accounting Standard 

In June 1998, the FASB issued SFAS hlo. 133, “Accounting for Derivative Instruments and Hedging Activities.” 
This Statement became effective for Sprint on January 1 ,  2001 and establishes accounting and reporting 
standards for derivative instruments, induding certain derivative instruments embedded in other contracts, and for 
hedging activities and requires recognition of all derivatives on the balance sheet at fair value, regardless of the 
hedging relationship designation. Accomting for the changes in the fair value of the derivative instruments 
depends on whether the derivatives qualify as hedge relationships and the types of the relationships designated 
are based on the exposures hedged. Changes in fair value of derivatives designated as fair value hedges are 
recognized in earnings along with fair value changes of the hedged item. Changes in fair value of derivatives 
designated as cash flow hedges are recorded in other comprehensive income and are recognized in earnings 
when the hedged item affects earnings. Changes in fair value of derivative instruments that do not qualify for 
hedge relationship designation are recognized in earnings. 

Risk Management Policies 

Sprint selectively enters into interest raie swap and cap agreements to manage its exposure to interest rate 
changes on its debt. Sprint also enters i’nto forward contracts and options in foreign currencies to reduce the 
impact of changes in foreign exchange rates. Sprint’s derivative transactions are used principally for hedging 
purposes and comply with Board-approved policies. 

Sprint enters into interest rate swap agreements to minimize exposure to interest rate movements and achieve an 
optimal mixture of floating and fixed-rate debt while minimizing liquidity risk. The interest rate swap agreements 
designated as fair vatue hedges effectively convert Sprint’s fixed-rate debt to a floating rate through the receipt of 
fixed-mate amounts in exchange for floating-rate interest payments over the life of the agreement without an 
exchange of the underlying principal amount. 

Sprint enters into interest rate swap agreements designated as cash flow hedges to reduce the impact of interest 
rate movements on future interest expense by effectively converting a portion of its floating-rate debt to a fixed 
rate. 

In certain business transactions, Sprint is granted warrants to purchase the securities of other companies at fixed 
rates. These warrants are supplemental to the terms of the business transactions and are not designated as 

e hedging instruments. 

F-48 



Sprint’s foreign exchange risk management program focuses on reducing transaction exposure to optimize 
consolidated cash flow. Sprint’s primary transaction exposure results from net payments made to overseas 
telecommunications companies for completing international calls made by Sprint’s domestic customers. Forward 
contracts, which function as natural hedges, are used to offset the impact of foreign currency fluctuations in these 
payments. 

Derivative Accounting under the Standard 

Sprint’s derivative instruments include interest rate swaps, stock warrants, net purchased equity options 
embedded in forward sale contracts, credit forward contracts, and foreign currency forward contracts. Sprint’s 
derivative transactions are used principally for hedging purposes and comply with Board-approved policies. Senior 
finance management receives frequent status updates of all outstanding derivative positions. 

Interest Rare Swaps 

The interest rate swaps met all the required criteria under derivative accounting rules for the assumption of perfect 
effectiveness resulting in no recognition of changes in their fair value in earnings upon adoption or during the life of 
the swap. Sprint held both cash flow hedges and fair value hedges in interest rate swaps for some of the periods 
presented. Sprint no longer holds any interest rate swaps. 

In 2001, upon adoption of SFAS No. 133, Sprint recorded a cumulative reduction in other comprehensive income 
of $9 million. This reduction results from recognizing the fair value of interest rate swap cash flow hedges and is 
recorded in “Cumulative effect of change in accounting principle” in Sprint’s Consolidated Statements of 
Comprehensive Income (Loss). The net derivative losses included in other accumulated comprehensive income as 
of December 31, 2001 were reclassified into earnings as they matured during 2002. 

Sprint recorded a $12 million pre-tax increase to other comprehensive income for the year ended December 31, 
2002, resulting from gains on cash flow hedges. The change in other comprehensive income is included in ‘Net 
unrealized gains (losses) on qualifying cash flow hedges” on the Consolidated Statements of Comprehensive 
Income (Loss). 

Sprint recorded a $4 million reduction in other comprehensive income for the year ended December 31,2001, a5 a 
result of losses on cash flow hedges. 

Stock Warrants 

The stock warrants are not designated as hedging instruments and changes in the fair value of these derivative 
instruments are recognized in earnings during the period of change. 

Sprint recorded net derivative losses in earnings of $3 million after tax for the year ended December 31, 2002 due 
to changes in the fair value of the stock warrants. 

Sprint recorded net derivative gains in earnings of $2 million after tax for the year ended December 31, 2001 due 
to changes in the fair value of the stock warrants. 

In 2001, upon adoption of SFAS No. 133, Sprint recorded a cumulative adjustment to net income of $2 million (net 
of tax of $1 million). The $2 million cumulative adjustment was due to recognizing the fair value of the stock 
warrants that are not designated as hedging instruments and is recorded in “Cumulative effect of changes in 
accounting principles, net” in Sprint’s Consolidated Statements of Operations. 

Net Purchased Equity Options 

The net purchased equity options are designated as cash flow hedges and changes in value are recognized in 
other comprehensive loss. 

Sprint recorded a $1 7 million after tax increase for the year ended December 31, 2002 resulting from gains on 
these cash flow hedges. There were no net purchased equity options held for the year ended December 31,2001. 
The changes in other comprehensive income are included in ’Net unrealized gains (losses) on qualifying cash flow 
hedges” on the Consolidated Statements of Comprehensive Income (Loss). 
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Credit Forward Contracts 
Sprint held fair value hedges in credit forward contracts during 2002 to hedge changes in fair value of certain debt 
issues. Because of the high correlation between the credit forward contracts and debt issues being hedged, 
fluctuations in the value of the credit foiward contracts are generally offset by changes in the fair value of the debt 
issues. The difference between the change in fair value of the credit forward contracts and the underlying debt 
issues was nominal. 

foreign Currency Confracts 
Foreign currency forward contracts held during the period were not designated as hedges and changes in the fair 
value of these derivative instruments are recognized in earnings during the period of change. 

Sprint had outstanding open forward ccintracts to buy various foreign currencies of $2 million at year-end 2002, $3 
million at year-end 2001 and $26 million at year-end 2000. The fotward contracts open at year-end 2002, 2001 
and 2000 all had original maturities of slx months or less. The net gain or loss recorded to reflect the fair value of 
these contracts is recorded in the period incurred. Including hedge costs, net losses of $0.3 million and $0.8 million 
were recorded in 2002 and 2001, and a1 net gain of $0.4 million was recorded in 2000. 

Concentrations of Credit Risk 

Sprint’s accounts receivable are not subject to any concentration of credit risk. Sprint controls credit risk of its 
interest rate swap agreements and foreign currency contracts through credit approvals, dollar exposure limits and 
internal monitoring procedures. In the event of nonperformance by the counterparties, Sprint’s accounting loss 
would be limited to the net amount it would be entitled to receive under the terms of the applicable interest rate 
swap agreement or foreign currency contract. However, Sprint does not anticipate nonperformance by any of the 
counterparties to these agreements. 

18. Addltlonal Flnanclal Information 

Segment Information 
Sprint is divided into three main lines of business: the global markets division, the local division, and the PCS 
wireless telephony products and services business, also known as the PCS Group. Other consists primarily of 
wholesale distribution of telecommunications products. 

Sprint manages its segments to the operating income (loss) level of reporting. Items below operating income (loss) 
are held at a corporate level and only attributed to the FON Group and PCS Group. The reconciliation from 
operating income to net income is shown on the face of the Consolidated Statements of Operations in the 
consolidation information. 

Sprint generally accounts for transactiaqs between segments based on fully distributed costs, which Sprint 
believes approximate fair value. 
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Segment financial information was as follows: 

Global Corporate 
Markets Local PCS and 

Division(’) Division Other Group(’) Eliminationsc2) Consolidated 

2002 
Net operating revenues 
Affiliated revenues 
Depreciation and amortization 
Restructuring and asset irnpaimentscs) 
Operating expenses 
Operating income (loss) 
Operating margin 
Capital expenditures 
Total assets 

2001 
Net operating revenues 
AHiliated revenues 
Depreciation and amortization 
Restructuring and asset impairmentdJ) 
Operating expenses 
Operating income (loss) 
Operating margin 
Capital expenditures 
Total assets 

2000 
Net operating revenues 
Affiliated revenues 
Depreciation and amortization 
Merger related costs(41 
Asset irnpainentcg) 
Operating expenses 
Operating inmme (loss) 
Operating margin 
Capital expenditures 
Total assets 

$ 8,943 
660 

1,479 
t 94 

9,143 
(200) 
NM 
733 

0,830 

9,416 
581 

1,3tS 
1,688 
1,965 

(2,049) 
NM 

3,580 
12,265 

$10,528 
424 

1,121 

238 
9.943 
585 

2,294 
12,114 

- 

5.6% 

56,212 5 
285 

1,157 
56 

4,382 
1,830 

1,286 
8,507 

29.5% 

$6,247 5 
283 

1,120 
109 

4,464 
1,783 

1,337 
9,343 

28.5% 

$6,155 $ 
190 

1,139 
- 

- 
4,392 
1,763 

1,421 
9,219 

28.6% 

(millions) 

863 $12,074 

24 2,267 
1 138 

886 11,599 
(23) 475 
NM 3.9% 

8 2,668 
733 23,022 

559 (46) 

,206 $ 9,725 
695 20 

12 2,150 
6 10 

,172 10,372 
34 (647) 
2.8% NM 
1 1 1  3,751 
719 22,190 

,468 $ 6,341 
694 39 

7 1,877 
24 

,393 8,269 

5.1% NM 

- 

- - 

75 (1,928) 

a 3,047 
845 19,763 

9 1,3471 
1,347) 

(9) 
163 

1,148) 

NM 
382 

- 

I1991 

1,127 

$26,634 

4,912 
389 

24,534 
2,100 

4,849 
45,293 

- 

7.9% 

525,515 

4,591 
1,813 

26,416 
(401) 
NM 

9,046 
45,793 

$23,145 

4,135 
187 
238 

22,849 
296 

7,152 
43,068 

- 

- 

1.3% 

NM = #ot meaningful 
(1) Affiliate revenues in 2002 are net of the adjustment for wirsless acc8ss revenue previously recorded between the global 

markets division and the PCS Group. 

Revenues 8kninated in consolidation consist primarily of iocal access charged to the global markets division by the local 
division, equipment purchases from the product distribution business, interexchange services provided to the local division, 
long distance services provided to the PCS Group for resale to PCS customers and for internal business use, caller ID 
services provided by the local division to the PCS Group, handset purchases from the PCS Group and access to the PCS 
nehork. Corporate capital expenditures were incurred mainly for Sprint‘s World Headquarters Campus. 

See Note 3 of Notes to Consolidated Financial Statements for additional information. 

in the 2000 second quarter, Sprint recognlzed a pre-tax charge associated with the terminated Worldcorn merger. 

(21 

(3) 

(4) 

In 2002 and 2001, more than 94% of Sprint’s revenues were from equipment and services provided within the 
United States. In 2000, equipment and services provided within the United States generated more than 95% of 
Sprint’s revenues. 

More than 98% of Sprint’s properly, plant, and equipment is in the United States. 

4 

Equipment sales to one retail chain and the subsequent service revenues generated by sales to its customers 
represent approximately 22% of the PCS Group’s net operating revenues in 2002 and 24% in 2001 and 2000. 
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Net operating revenues by product and services were as follows: 

Global 
Markets Local PCS 

Division(1) Division Other Group EliminationsP) ConsoIidated 
(millions.) 

2002 
Voice 
Data 
Internet 
local service 
Network access 
Long distance 
Product distribution 
Wireless services 
Other 

Total net operating revenues 

2001 
Voice 
Data 
Internet 
Local service 
Network access 
Long distance 
Product distribution 
Wireless services 
Other 

Total net operating revenues 

2000 
Voice 
Data 
Internat 
Local service 
Network access 
Long distance 
Product distribution 
Wireless services 
Other 

Total net operating revenues 

$ 5,768 $ - $ - 5 - 5 (660) $ 5,108 
- - 1,047 1,847 - - 

I 1,009 1,009 
- (3) 3,051 - 3,054 - 

- 2,025 - - (213) 1,812 
- 628 628 

- 863 - (559) 304 
- - 12.074 46 12,120 

319 505 - - (69) 755 

$ 8,943 $6,212 $ 863 $12,074 $(1,458) $26,634 

- - - 

- - - 

- 

- 

$ 6,610 $ - $ - 5 - $ (581) $ 6,029 
- - - 1,857 

964 964 
- 2,939 - - (41 2,935 
- 2,032 - - (220) 1,812 

731 - 73 1 - 
- I 1,206 - (695) 51 1 
I - - 9,725 (20) 9,705 
485 545 - - (59) 971 

$ 9,916 $6,247 $1,206 $ 9,725 $(1,579) $25,515 

i ,857 - 
- - - - 

- - 

$ 7,068 
'I ,742 
809 
- 

- 
909 

2,846 

717 
i ,987 

- 
605 

5 (424) $ 6,644 
1,742 

a m  
2,844 
1,849 

717 
774 

6,302 
1,464 

$10.528 $6.155 $1.468 $ 6.341 $I1.3471 $23,145 

(1) Beginning in 2002, equipment revenue for all periods presented is reported as part of Other revenues. This reclassification 
had no impact on total net operating revenues. 

Rsvenues eliminated in consolidation mnsist primarily of local access charged to ihe global marksts division by the local 
division, equipment purchases from the product distribution business, interexchange services provided to the local division, 
long distance services provided to the F'GS Group for resale to PCS customers and for internal business use, caller ID 
services provided by the local division to the PCS Group, handset purchases from the PCS Gfoup and access to the PCS 
network. 

(2) 
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Supplemental Cash flows Information 

Sprint’s cash paid (received) for interest and income taxes was as follows: 

2002 2001 2000 
(millions) 

Interest (net of capitalized interest) 

Income taxes 

51,298 $1,112 $1-006 

$ (446) $ 12 5 (386) 

Sprint’s noncash activities included the following: 

2002 2001 2000 
(miiiions) 

Common stock issued under Sprint’s employee benefit stock plans 

Fair value of purchase contract adjustment payment liability 

Contribution to equity investment 

Tax benefit from stock options exercised 

Stock received for stock options exercised 

Extinguishment of debt 

$169 $189 $256 

$- $ 5 3  5- 
s 33 $ 43 $- 

$ 1 $ 17 $424 

$- $ 4 $69 

$ 3 $- $275 

19. Recently Issued Accounting Pronouncements 

In June 2001, the FASB issued SFAS No. 143, ‘Accounting for Asset Retirement Obligations”. This standard 
provides amounting guidance for legal obligations associated with the retirement of long-lived assets that result 
from the acquisition, construction or development and (or) normal operation of that asset. According to the 
standard, the fair value of an asset retirement obtigation (ARO liability) should be recognized in the period in which 
(1) a legal obligation to retire a long-lived asset exists and (2) the fair value of the obligation based on retirement 
cost and settlement date is reasonably estimable. Upon initial recognition of the ARO liability, the related asset 
retirement cost should be capitalized by increasing the carrying amount of the related long-lived asset. SFAS No. 
143 is effective for fiscal years beginning after June 15, 2002. Sprint will adopt this standard effective January 1 ,  
2003. 

Sprint’s network is primarily located on leased property. In the FON Group, a majority of the leased property has 
no requirement for remediation at retirement. The remainder of the FON Group’s leased property and 
predominately all of the PCS Group’s leased property does have remediation requirements. These leases do not 
have termination date certainty, and are a necessary component of infrastructure required to maintain FCC 
licensing. For that reason, Sprint’s obligations do not meet the  ARO liability recognition criteria established in the 
standard at this time. Accordingly, Sprint will not record an A H 0  liability for either FON Group or PCS Group upon 
adoption of this standard. 

In the FON Group, the local division historically accrued costs of removal in its depreciation reserves consistent 
with regulatoty requirements and industry practice. These costs of removal do not meet the SFAS No. 143 
definition of an ARO tiability. Upon adoption of SFAS No. 143, the FON Group expects to record a reduction in its 
historical depreciation reserves of approximately $420 million to remove the accumulated excess cost of removal, 
resulting in a cumulative effect of change in accounting principle credit in the Consolidated Statements of 
Operations of $270 million, net of tax. The ongoing impact of this accounting change, based on recent retirement 
experience, is expected to increase FON Group’s net income through reduced depreciation expense by less than 
$1 5 million annually. The PCS Group will have no effect for adoption of this standard. 

In April 2002, the FASB issued SFAS No. 145, Wescission of FASB Statements No. 4, 44, and 64, Amendment to 
FASB Statement No. 13, and Technical Corrections.” The provisions related to SFAS No. 4 are effective for fiscal 
years beginning after May 15, 2002. The provisions related to SFAS No. 13 are effective for transactions occurring 
after May 15, 2002. All other provisions of this statement are effective for financial statements issued on or after 
May 15,2002. The rescission of SFAS No. 4, “Reporting Gains and Losses from Extinguishment of Debt,” and 
SFAS No. 64, “Extinguishment of Debt to Satisfy Sinking-Fund Requirements,” requires that gains and losses from 
the extinguishment of debt be reported in other income or expense. The gains and losses would be reported as 
extraordinary items only if they are unusual in nature and occur infrequently. The amendment to 
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SFAS No. 13, “Accounting for Leases,” requires that modifications to capital leases that give rise to operating 
lease classification be treated as a saleleaseback. As provided above, Sprint will timely adopt this statement. The 
rescission of Statement No. 4 will be adopted on January 1, 2003. 

In June 2002, the FASB issued SFAS No. 146, “Accounting for Costs Associated with Exit or Disposal Activities,” 
which is effective for financial statemerits where exit or disposal activities are initiated after December 32, 2002. 
This statement nullifies ElTF Issue 94-3, “Liability Recognition for Certain Employee Termination Benefits and 
Other Costs to Exit an Activity,” which ailowed recognition of a liability for exit and disposal activities upon 
management’s intent to exit or dispose of an activity. This statement requires that a liability for costs associated 
with an exit or disposal activity be recognized when the liability is incurred. Sprint will adopt this statement for exit 
or disposal activities initiated after December 31, 2002. 

In December 2002, the FASB issued WAS No. 148, ‘Accounting for Stock-Based Compensation-Transition and 
Disclosure.” This statement amends SFAS No. 123, “Accounting for Stock-Based Compensation.” The provisions 
of this statement are effective for interim and annual financial statements for fiscal years ending after December 
15, 2002. This statement provides atternative methods of transition for a voluntaty change to the fair value based 
mefhod of accounting for stock-based employee compensation. Also, this statement amends the disclosure 
requirements of SFAS No. 123 to require prominent disclosures in both annual and interim financial statements 
about the method of accounting for stock-based employee compensation and the effect of the method used on 
reported results. Sprint continues to apply APE 25 recognition and measurement principles, but has complied with 
the new disclosure requirements of this statement. See Note 1 for these disclosures. 

Sprint will begin to expense the fair value of stock-based employee compensation beginning in the 2003 first 
quarter. Sprint will apply the method prescribed in SFAS No. 123, as amended by SFAS No. 148, on all new and 
separate grants of options made on or after January 1, 2003. 

In November 2002, the Emerging Issues Task Force (EITF) of the FASB reached a consensus on EITF No. 00-21, 
“Accounting for Revenue Arrangements with Multiple Elemenf Deliverables.” The issue addresses how to account 
for arrangements that may involve muttipk revenue-generating activities, i.e., the detivery or performance of 
multiple products, services, and/or rights to use assets. In applying this guidance, separate contracts with the 
same party, entered into at or near the :same time, will be presumed lo be a package, and the consideration will be 
measured and allocated to the separate units based on their relative fair values. This consensus guidance will be 
applicable to agreements entered into in quarters beginning after June 15, 2003. Sprint will adopt this new 
accounting effective July 1, 2003. The Company is currently evaluating the impact of this change. 
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20. Quarterly Flnandal Data (Unaudited) 

Quarter 
1st 2nd 3rd 4th 
(millions, except per share data) 

2002 

Net operating revenues $6,625 $6,690 ~ 6 ~ 8 7  $ 6,532 
Operating income 517 671 524 388 
Income (Loss) from continuing operations 99 (?OS) 477 (3) 

139 (67) 518 39 Net income (loss) 
Earnings (Loss) per common share from continuing operations~l~ 

FON common stock 
Oiluted and Basic 0.27 0.07 0.54 0.28 

PCS common stock 
Diluted and Basic (0.15) (0.17) (0.01) (0.25) 

Quarter 
2001 1st 2nd 3rd 4th 

(millions, except per share data) 
Net operating revenues $6,119 $6,306 $6,574 5 6,516 
Operating income (loss) 191 370 248 (1,710) 
Income (loss) from continuing operations (114) 6 (172) (1,272) 
Net income (loss) (76) 43 (134) (1,234) 
Earnings (Loss) per common share from continuing operations(l) 

FON common stock 

PCS common stock 
Diluted and Basic 0.32 0.29 0.13 (1.06) 

Diluted and Basic (0.40) (0.26) (0.29) (0.32) 

(1 )  As the effects of including the incremental shares associated with options and ESPP shares are antidilutiue, both basic 
earnings per share and diluted earnings per sham reflect the same calculation for FON reported in the fourth quarter 200 I 
and for a//  PCS reported periods. 

These amounts have been restated to reflect results of Sprint's directory publishing business, which was sold In 
January 2003, as a discontinued operation. 

21. Subsequent Events (Unaudited) 

Sale of Directory Publishing Business 
in January 2003, Sprint closed the sale of its directory publishing business, Sprint Publishing & Advertising, to R.H. 
Donnelley for approximately $2.23 billion in cash with a pre-tax gain of $2.14 billion. The sale yielded after-tax 
cash proceeds of approximately $2.1 billion. 

Dividend Declaration 

In February 2003, Sprint's Board of Directois declared dividends of 12.5 cents on the FON common stock. 
Dividends will be paid March 31, 2003. 

Accounts Receivable Securitization Facility 

In February 2003, the outstanding balance of $455 million under the global markets division accounts receivable 
asset securitization facility was prepaid. The $700 million facility remains in place and funds are available to be 
redrawn at any time. 
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SPRINT CUR PORA TI0 N 
SCHEDULE II-CUN!iOLIDA TED VALUATION AND QUALIFYING ACCOUNTS 

Years Ended December 31,2002,2001, and 2000 

Additions (Deductions) 
Balance Charged Char ed B a 1 an c e 

Be inning to toot ier  Other E n d d  
o f  Year Income Accounts Deductions Year 

(mi/ljons} 
2002 

Allowance for doubtful accounts $397 $1,055 $191 5(1,229)r11 $414 

- $573 Valuation al lowancdeferred income tax assets $686 $ (113) - 
2001 

Allowance for doubtful accounts 

Valuation a l lowandefer red  income tax assets 
$352 5 973 $ 70 $ (938)~') $397 
$598 $ 88 $- $ -  $686 

2MM 
Allowance for doubtful amounts 

Valuation allowance4eferred income tax assets 

$272 $ 624 5 8 S I552Wl 5352 

$480 $ 115 $ 3 $ - $598 

Ill Amounts written oft net of recoveries. 

Certain prior-year amounts have been reclassified to conform to the current year presentation. All prior 
period amounts have been restated if0 reflect the results of Sprint's directory publishing business, which 
was sold January 2003, as a disconLinued operation. 
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ARTICLE 1 
ESTAELlSI IMENT 

Pursuant to the 1989 Program the Company established a stock option plan named the 
1990 Stock Option Plan (the ”Plan”) fox officers and key employees of the Company and 
its subsidiaries. The 1989 Program has been replaced by the 1997 Program, and this Plan is 
now established pursuant to the 1997 Program. 

ARTICLE 2 
DEFTNET) TERMS 

Capitalized words used throughout this Plan have thc meanings assigned to them paren- 
thetically throughout the Plan or in Article 15. 

ARTICLE 3 
P UKI’OSE 

The purposes of the Plan are to induce officers and key employees of the Company or its 
Subsidiaries who are in a position to contribute materially to the Company’s prosperity 
to remain with the Company or it5 Subsidiaries, to offer bhem incentives and rewards in 
recognition of their share in the Company’s progress, to encourage them to continue to 
promote the best interests of the Company and its stockholders, and to allow the Company 
and its Subsidiaries to successfully compete with other enterprises in the recruitment of new 
officers and key employees. 

ARTICLE 4 
ADMINtSTRATION 

The Committee shall administer the Plan as set forth in this Section. 

4.01. Interpretation of the Plan 

The Committee may horn time to time adopt, and thereafter amend or rescind, such rules 
and regulations for carrying out the Plan and take such action in the administration of the 
Plan, not inconsistent with the pmvisions of the Plan and the 1997 Program, as it. considers 
proper. The interpretation and construction of any provisions of the Plan by the Committee 
shall be final. No member of the Board or the Committee shall be liable for any action or 
determination made in good faith with respect to the Plan or any Option granted under it. 
The Corporate Secretary shall have the discretion and authority to establish any and all 
procedures, forms, and rules of a ministerial nature that the Corporate Secretary consid- 
ers necessary or desirable for the orderly administration nf the Plan and shall have other 
administrative responsibilities as set forth elsewhere in this Plan. 
The Committee may designate one or mom Employees to hear and resolve disputes arising 
under the Plan. 

4.02. 

If any Committee member’s participation in an action to approve the acquisition or dispo- 
sition of an Equity Security by an Executive Officer would prevent the Executive Officer’s 
acquisition or disposition of the Equity Security from being exempt from the liability provi- 
sions of Exchange Act Section 16, the member shall abstain from voting on the transaction 
if doing so would cause the acquisition or disposition to be exempt. 

Abstention in Certain Cases by Committee Members 
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The number of shares of Common Stock that may be issued upon exercise of Options 
granted under the Plan may not exceed 103,500,000’ shares of FON Stock or 86,000,OOO2 
shares of PCS Stock, subject to adjustment as provided in Article 12 hereof. The shares 
issued under the Plan may be either treasury shares or authorized but tinissued shares. 
The number of shares of Common Stock that may be issued upon exercise of Options 
granted pursuant to this Plan after April 15, 1997, together with shares of Common Stock 
subject to other awards under the 1997 Program, may not exceed the limits set forth in Scc- 
tion 4(a) of the 1997 Program. 
The number of shares of Common Stock that may be issued upon exercise of Incentive Stock 
Options granted pursuant to this Plan after April 15,1997, may not exceed 8,000,000 shares 
of FON Stock or 4,000,000 shares of PCS Stock. 
The shares of Common Stwk aIIocablt! to the unexercised portion of any Option that for any 
reason is forfeited, canceled, t!xpired or is otherwise terminated may again be subject to an 
Option under the Plan. 

‘The history of amendments that lead to the authorized shares are set forth below: 
Initial 3,o0o,ooo 
Amendment December 12,1992 5,500,CNI 8,5OU,oUU 
Amendment February lH, 1Y95 8,500,ooO 17,000,030 
360 Spin-off March 6,1996 3,441,564 20,441,564 
Amendment February 10, 1998 6,558,435 27,000,000 
2-1 FON Split May 13,1999 27,0CO,MM 54,000,000 
Amendment October IS, 1999 16,200PM 70,200,000 

Amendment February 13,2[101 13,300,ouO 95,500,000 
Arnendmcnt February 11,2003 I , O , M X )  l 0 3 , 5 ~ , ~  

Amendment August 7,2W 12,000,ouo 82,200,W 

*Since the I T S  Stock was creak1 at the Kecapitialization, it’s inital authorized amount dates back to that 
date. At the time of the Rccapitalization (November 23, 1998), the Plan authorlzed the issuance of 27,oUO,oMI 
shares of ”Common Stuck.” Applying the PCS trcapitaliz.ation rate of gave 13,Fjo0,000 auihorized PCS shares 
(27,WCl. OOU x $), plus an addltional8,ooU,oUO shares authorized from the 10,000,O~ Omnibus Plan shares ap- 
proved pursuant to thc October 1J,lC49R, bnard resolution, resulting in Zl,s00,000 (13,500,000 t 8,Ix)U,oIH)). 

At Rccap 21,50opu(] 
Amend October 18, 1999 lCl,700,0(H) 32,200,OW 
2-1 PCS Split January 14,20011 32,200,000 64,400,000 
Amend February 13,2001 13,600,OW 78,Ml,olIo 
Amendment February 11,2W3 8,000,000 86,000,000 
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ART1Ct.E 6 
GRANT OF OPTIONS 

6.01. Eligibility for Grants 

The Committee or an Authorized Officer may grant Options under this Plan to any Grantee 
who is a Director or Employee of the Company or a Subsidiary of the Company on the Grant 
Date of the Option and to whom the granting of Options and the exercise thereof would not 
be in violation of the laws of the jurisdiction, foreign or domestic, having legal authority 
over the issuance of Options to, or the exercise thereof by, Directors or Ernployccs working 
or residing in such jurisdiction. 
No lncentive Stock Option may be granted to any Grantee who owns directly or indirectly 
shares of Common Stock or options to purchase shares of Common Stock, together possess- 
ing more than 10% of the total combined voting power or value of all classes of stock of the 
Company or any of its Subsidiaries. 

6.02. Committee Grants 

The Committee shall determine which Directors or Employees among those eligible shall 
be granted Options and, with respect to each Option, shall specify the Option Class and 
number of shares of Common Stock subject to the Option. The Committee may designate 
Grantees, the Option Class, and the number of shares subject to each Option by my ob- 
jectively determinable description. The Cornmittec may also specify the Grant Date of the 
Option, the Strike Price, the Expiration Date of the Option, the rate at which the Option 
may be exercised, and such other terms of the Option as the Committee may consider ap- 
propriate. In making its determinations, the Committee shall take into consideration the 
value of the services rendered by the Grantees, their present and potential contribution to 
the success of the Company and its Subsidiaries, and such other factors the Committee may 
consider relevant in accomplishing the purposes of the Plan. 

6.03. Interim Grants 

Between meetings of the Committee, any of the Authorized Officers may grant an Option to 
any eligible Employee other than a Director or an Executive Officer. The number oi shares 
subject to Options granted pursuant to this Section 6.03 may not exceed a total of 20,000 
shares of all Classes of Common Stock for any single Grantee betwcen any two meetings 
of the Committee. An Authorized Officer may make interim grants of Options in excess of 
20,000 shares with the written concurrence of the chairman of the Committee on or before 
the Grant Date. 
In making such grants, the Authorized Officer shall specify in a writing, executed by the 
Authorized Officer (and the chairman of the Committee, if the number of shares subject 
to the Option are in excess of 20,000) and setting forth the actual date of execution, which 
Employees among those eligible shall be granted Options and, with respect to each Option, 
shall specify the Option Class and number of shares of Common Stock subject to the Op- 
tion. The Authorized Officer may designate Grantees, the Option Class, and the number of 
shares subject to each Option by any objectively determinable description. The Authorized 
Officer may also specify the Grant Date of the Option, the Strike Price, the Expiration Date 
of the Option, the rate at which the Option may be exercised, and such other terms of the 
Option as the Authorized Officer may consider appropriate. In making its determinations, 
the Authorized Officer shall take into consideration the value of the services rendered by 
the Grantees, their present and potential contribution to the success of the Company and its 
Subsidiaries, and such other factors the Authorized Officer may consider relevant in accom- 
plishing the purposes of the Plan. 
The Authorized Officer shall report to the Committee the Grantees and terms of all Options 
granted pursuant to this Section 6.03 at the next meeting of the Committee following such 
grants. 
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6.04. 

Neither the Committee nor the Authorized Officer may 
Limitation on DiscnTtion of Committee and Authorized Crficers 

(i) set the Grant Date of any Option to any date earlier than the date of the action granting 
the Option; 

(ii) establish the Strike Price of any Option at a price lower than the greater of (a) the Fair 
Market Value of one share of the Option Class of Common Stock on the Grant Date of 
the Option or @) the par value on the Grant Date r>f the Option Class of the Common 
Stock; or 

(iii) subject more than 6,000,000 shares to Options in the FON Stock Option Class nor more 
than 3,000,000 shares to Options in the PCS Stock Option Class granted to an): single 
Director or Employee 117 any calendar year. 

For purposes of clause (iii), shares subject to Options granted pursuant to the last sentence 
of Section 4(a) of the 1997 Program shall be counted in the year the Option is granted, rather 
than the year in which share:; become first available for issuance. 

ART1Cl.t.: 7 
TERMS of: OPTIONS 

7.01. Standard Terms of Options 

Unless the Committee or Authorized Officer specifies otherwise, the terms set forth in this 
Section 7.01 shall apply to all Options granted under this Plan. Any Stock Option Agree- 
ment that incorporates the terms of the Plan by reference shall be deemed to have incorpo- 
rated the terms set forth in this Section 7.01 to the extent that these terms are not in conflict 
with those explicitly set forth in the Stock Option Agreement. 

(a) Nun-Qualified Options Each Option shall be a Non-Qualified Option. 

(b) Grant Date The Grant Date of each Option shall be the date of the Committee’s or 
Authorized Officer’s action granting the Option. 

(c) Strike Price The Strike Price of each Option shall be the Fair Market Value of one share 
of the Option Ciass of Common Stock on the Grant Date. 

(d) Expiration Date The Expiration Date of each Option shall be the close of business on 
the tenth anniversary of the Option’s Grant Date. The Option shall not be exercisable 
after its Expiration Date. 

(e) Rate of ExercisabiIity Each Option shall become exercisable with respect to 25% of the 
number of shares of the Option CIass of Common Stock subject to the Option on each of 
the first four anniversaries of the Grant Date if, on such anniversary date, the Grantee 
shall have been continuously employed by or served as a Director of the Company, a 
Subsidiary of the Company, or an Affiliate from the Grant Date. 

( f )  Reload I i i ~ h t s  Each Non-Qualified Option, othcr than Options granted pursuant to 
Reload Rights, shall be granted with Reload Rights. 

(g) Limitdims on Transfer No Option may, during the lifetime of the Grantee, be trans- 
ferred, levied, garnished, executed upon, subjected to a security interest, or assigned 
to any person other than the Grant*, except that a Grantee may transfer an Option to 
a Qualified Transferee if the transfer is made without payment of consideration being 
paid to the Grantee. Documents evidencing the transfer of any Option and thc identity 
of the Qualified Transferee shall be in such form as may be required by the Corporate 
Secretary. No such Qualified Transferee may dispose of shares issued upon exercise of 
an Option, other than to ,the Company, until such shares are validly registered or, in the 
opinion of the Corporate Secretary, exempt from wgistration under the Sectirities Act. 
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(h) Post-Employment E x m i s e  of Oytiurzs Each Option may be exercised after the Grantcc’s 
Termination Date only with respect to the number of shares of Common Stock that 
were exercisable on the Grantee’s Termination Date. An Optionee may exercise an 
Option before it5 Expiration Date with respect to those shares during a limited period 
beginning on the Grantee’s Termination Date and ending 

on the fifth anniversary of the Grantee’s Termination Date, if thc Grantee’s ser- 
vice as Director or employment terminated by reason of his Retirement or Total 
Disability; 

(ii) on the first anniversary of the Grantee’s Termination Date i f  the Grantee’s em- 
ployment or service as Director terminated by reason of his death; 

(iii) on the day three months following the Grantee’s Termination Date if the Grantee 
terminated his employment or service as Director voluntarily, for a reason other 
than Retirement, or involuntarily for a reason not constituting Termination for 
Cause. 

If a Grantee’s employment has been Terminated for Cause, the Optionee shall forfeit all 
outstanding Options irnmediatcly on the Grantee‘s Termination Date. 
An Option granted pursuant to the last sentence of Section 4(a) of the 1997 Program 
that was not exercisable on the Grantee’s Termination Date solely because the number 
of shares covered by the Option exceeded the number of shares available for issuance 
may be exercised during the period described above to the extent that shares become 
available for issuance during such period. 

Acceleration on Termination of Emplriyment fur Certain Reasons 

(1) Death or Total Disability Each Option shall become exercisable immediately on the 
Grantee’s Termination Date if the reason for termination was the Grantee’s death 
or Total Disability. 

(2) Normal Retirement Each Option shall become exercisable immediately on the 
Grantee’s Termination Date if (i) the reason for termination was the Grantee’s Nor- 
mal Retirement and (ii) the Option’s Grant Date was, except in the case of Normal 
Retirement for non-Employee Directors, at least one year before the Grantee’s Ter- 
mination Date. 

(i) 

(i) 

(j) Acceleration on Change in Control 

( 2 )  Acceleration Each Option shall become immediately exercisable in full upon a 
Change in Control if 

(i) the Change in Control occurs a t  least one year after the Option’s Grant Date 
and 

(ii) the Grantee nf the Option has been a Director, Employee, or an ernploycc 
of an Affiliate continuously from the Option’s Grant Date to the datc of the 
Changp in Control. 

(2) Limitation on Acceleration If the acceleration of exercisability under Section 7.01(j)(l), 
together with all other payments or benefits contingent on the Change in Control 
with the meaning of Code Section 28OG, results in any portion of such payments 
or benefits not being deductible by the Company as a result of the application of 
Code Section 28013, the benefits shall be reduced until the entire amount of the 
benefits is deductible. The reduction shall be effected by the exclusion of grants of 
options or portions thereof in reverse chronological order of their respective Grant 
Dates from the application of Section 7.01(j)(l) until 110 portion of such benefits is 
rendered non-deductible by application of Code Section 28%. 

(k) Exercise Ajkr Death $Optionee Upon the death of an Optionee, all Options held by the 
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Optionee on the Option,ee’s datp of death, to the extent exercisable under their terms, 
may be exercised by 

(i) the executor or administrator of the Optionee’s estate, 

(ii) the Person or Pcrsons to whom the Optionee’s rights under the Optinns pass by 
the Optionee’s will or the laws of descent and distribution, or 

(iii) the beneficiary or beneficiaries designated by the Optionee in accordance with 
Section 7.01tl). 

Desigmzafiun of Ben@czarirTs An Optionee may designate a beneficiary or beneficiaries 
to exercise unexpired Options and to own shares issued upon any such exercise after 
the Optionee’s death without order of any probate court or otherwise. A beneficiary 
so designated may exercise an Option upon presentation to the Company of evidence 
satisfactory to the Corporate Secretary of the beneficiary‘s identity and the death of the 
Optionee. An Optionee may change any bmeficiary designation at  any time before his 
death but may not do so by testamentary designation in his will or otherwise. knefi- 
ciary designations must be made in writing on a form provided by the Corporate Secre- 
tary. Beneficiary designations shall become effective on the date that the form, properly 
completed, signed, and notarized, is received by the Corporate Secretary. Any designa- 
tion of a beneficiary by an Optionee with respect to any Option shall be canceled upon 
the transfer of such Option by the Optionee in accordance with the terms of the Plan. 

(m) Agt-eemcnt tu Kt*main Employed Flach Grantee other than Directors shall, as considera- 
tion for the grant of each Option, agree in the Stock Option Agreement to remain in 
the employ of the Company, it5 Subsidiaries, o r  an Affiliate at the pleasure nf the Com- 
pany, such Subsidiary, or Affiliate for at least one year from the Option’s Grant Date or 
the earlier termination of the Grantee’s employment effected or approved by the Com- 
pany, the Subsidiary, or Affiliate. if the Grantee violates the agreement, the Optionee 
shall forfeit the Option. 
Nothing contained in the Plan or in any Option granted pursuant tu the Plan shall COII- 

fer upon any Grantee any right to continue employment with the Company, its Sub- 
sidiaries, or Affiliates nor interfere in any way with the right o f  the Company, its Sub- 
sidiaries, or Affiliates to terminale the Grantee’s employment or change the Grantee’s 
compensation at any timl-. 

(n) Fu-brfeifure Upon ConJict ujlntercst If any Grantee, without the consent of the Committee, 
becomes associated with,, employed by, renders services to, or owns any significant 
interest in any business that is in competition with the Company, its Subsidiaries, or 
Affiliates, any outstanding Option granted to such Grantee shall be forfeited. 

(0) Exercise Subject to Available Shares No Option shall be exercisable unless, on the Exer- 
cise Date, there are sufficient shares available under the Plan and the 1997 Program to 
allow for the issuance of shares pursuant to the Exercise. At any time when sufficient 
shares are not available, all Exercises of Options granted under the authority of the last 
sentence of Section 4(a) of the 1997 Program shall be suspended, and the term of any 
Options that would otherwise expire during the term of any such suspensiori shall be 
extended by the amount of time during which the suspension was in effect. 

(1) 

7.02. 

If the Committee or Authorimd Officer specifies that an Option is an Tncentive Stock Option, 
the terms set forth in this Section 7.02 shall be incorporated into the terms of the Option in 
preference to any conflicting terms set forth in Section 7.01. If the Stock Option Agreement 
setting forth the terms of any Option contradict the terms set forth in this Section 7.02, such 
Option shall be treated as a Non-Quahfied Stock Option, notwithstanding its designation as 
an Incentive Stock Option. 

Mandatory Terms of hcentive Stock Options 
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(a) Grant Date within 10 Years uJProgranr Aduption No Incentive Stock Option may be 
granted under the Plan after the tenth anniversary of the Program Adoption Date. 

(b) Limitation on Option Term No Incentive Stock Option may be exercised after the tenth 
anniversary of its Grant Date. 

(c) Strike Price No Incentive Stock Option may have a Strike Price less than the Fair Market 
Value of one share of the Option Class of Common Stock on the Grant Date of the 
Incentive Stock Option. 

(d) Non-Transjtrabilify No Incentive Stock Option may be transferred by the Grantee ex- 
cept by the Grantee’s will or the laws of descent and distribution. An Incentive Stock 
Option may be exercised during the Grantee’s lifetime only by the Grantee, and after 
the Grantee’s death only by a beneficiary designated by the Grantee pursuant to the 
terns of the Plan, or otherwise by the executor or administrator of the Grantee’s estate 
or the Person succeeding to the Grantee’s interest in the Incentive Stock Option under 
the Grantee’s will or the applicable laws of intestacy. 

7.03. 

Unless the Committee or Authorized Officer specifies otherwise in the action granting the 
Option, the following terms shall apply to all Incentive Stock Options granted under the 
Plan. To the extent the terms set forth in this Section 7.03 conflict with the standard terms 
applicable to Options generally set forth in Section 7.01, the terms of this section shall control 
the terms of any Options designated as Incentive Stock Options at the time of grant. 

(a) Mnxirnum Rute uJExcuercisability The Fair Market Value on the Grant Date of the shares 
of Common Stock subject to any lncentive Stock Option with respect to which the In- 
centive Stock Option becomes exercisable for the first time during any calendar year, 
together with the Fair Market Value of shares of Common Stock subject to other lncen- 
tive Stock Options on their respective Grant Dates owned by the Optionee under all 
plans of the Company and its Subsidiaries and first becoming exercisable in the same 
calendar year, shall not exceed $100,000 or, if  different, the maximum limitation in effect 
under Code Section 422 for Incentive Stock Options on the Grant Date of such Incentive 
Stock Option. To the extent the terms of the Option permit the exercise of an Option for 
more shares than permitted by this Section 7.03(a), each Option or portion of an Option, 
in reverse chronological order of their Grant Dates, shall be treated as Non-Qualified 
Options until the remaining Options or portions of Options meet the limitations set 
forth in this Section 7.03(a). 

(b} Post-Termination Exercise Any Incentive Stock Option exercised after the end of the 
12-month period beginning on the Grantee’s Termination Date shall, to that extent, be 
treated as a Non-Qualified Option. 

Standard Terns of Incentive Stock Options 

7.04. Stock Option Agreement 

The terms of each Option shall be set forth in a Stock Option Agreement executed by the 
Company and the Grantee. The Stock Option Agreement must set forth those terms that are 
not made standard terms of the Option pursuant to this Plan. 

ARTICLE 8 
EXERCISE OF OPTIONS 

8.01. Notice of Exercise 

An Optionee may exercise his Option to purchase shares of Common Stock by written notice 
to the Corporate Secretary 

( i )  unambiguously identifying the Option that he i s  exercising; 
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(ii) stating the number of shares with respect to which he is exercising the Option; 
( i i i )  accompanied by payment of the Exercise Price in cash or any othcr form permitted by 

Section 8.02; 

(iv) i f  the Optionee wants to have the shares issued to be registered jointly with the Op- 
tionee‘s spouse, a statement to that effect; 

(v) if the Optionee is electing to have any Payroll Tax withholding nbhgation discharged 
by delivery of Seasoned Shares or withholding of shares from shares issuable upon 
the exercise pursuant t o  kt ion 9-04, a statement to that effect, and, if the Optionee 
elects to have more than the required minimum percentage of Payroll Taxes withheld, 
a statement of the percentage to be withheld, not exceeding, if the Grantee i s  an Exec- 
utive Officer, the applimble marginal tax rate; and 

(vi) if the Optionee is electing to receive Restricted Shares pursuant to Section 10.02, a 
statement of the Vesting Period the Optionee is electing. 

The Corporate Secretary may dispense with a written Notice of Exercise in the case of certain 
exercises in which he considers a written Notice of Exercise unnecessary. 
The Exercise Date shall be the date on which the Notice of Exercise, together with the pay- 
ment of the Exercise Price, is received by the Corporate Secretary or his designee. The Op- 
tionee may not, after the Exercise Date, change the form of payment of the Exercisc! Price, 
the election regarding stock withholding, or other aspects of the exercise dependent on the 
Fair Market Value of the Corn mon Stock. 
The Corporate Secretary may condition the exercise of any Option on the Optionee’s fil- 
ing with the Company a representation in such form as the Corporate Secretary considers 
appropriate at the time of the exercise to insure the Grantee’s, the Optionee’s, or the Com- 
pany’s compliance with (1) the terms of the  Option, (2) the terms of any policies of the 
Company, or (3) any laws or regulations, in each case as they may be potentially affected by 
the exercise of the Option or the disposition of the shares of Common Stock acquired in its 
exercise. 

8.02. Form of Payment of Kxercise Price 

Payment in Cash Unless the Optionee elects in the Notice of Exercise to make payment 
in another form authorized by the Plan, payment of the Exercise Price shall be in United 
States dollars, payable in cash or by check. The Corporate Secretary may establish 
procedures to delay the processing of any Option exercise until any check delivered 
in payment of the Exerci-se Price has cleared, and, if a check fails to clear, cancel the 
exercise. 

Payment in Shares of Common Stock On exercise of any Option, the Optionee may elect 
in the Notice of Exercise to pay the Exercise Price by surrender of stock certificates in 
transferable form representing Seasoned Shares of the Option Class having an aggre- 
gate Fair Market Value, determined as of the Exercise Date, at least equal to the Exercise 
Price. 

Payment by Attestation In lieu of the delivery of physical certificates, an Optione may 
deliver shares in payment of the Exercise Price by attesting, on a form established by 
the Corporate Secretary, to the ownership, either outright or through ownership of a 
broker account, of a suffiicient number of Seasoned Shares of the Option Class to pay the 
Exercise Price. The attestation must be notarized and signed by the Optionee arid any 
co-owners with the Opticnee of the shares with respect to which the attestation is being 
made. The form of attesf:ation must be accompanied by any other documentation the 
Corporate Secretary comiders necessary to evidence actual ownership of such shares 
or otherwise preserve thi? integrity of the Plan. Shares, the ownership of which is so 
attested to by the Optionee, shall be deemed to have been re-issued to the Optionee on 
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the Exercise Date in partial satisfaction of the Company’s obligation to Issue shares of 
the Option Class of Common Stock pursuant to the Option exercise to which it relates. 

(d) Fractional Shaves If an Optionee pays the Exercise Price of an Option by delivery or  
attestation of Seasoned Shares, the Company shall apply to payment of the Exercise 
Price from the shares delivered or attested the highest number of whole shares having 
a Fair Market Value on the Exercise Date less than or equal to the Exercise Price, and the 
Optionee shall be required to pay in cash the Fair Market Value of the fractional share 
resulting from truncating the number of shares to a whole number of shares. 

ARTIC1.E 9 
WITHHOLDING OF PAYROLL TAXES O N  EXERCISE 

9.01. 

Any Opticmee, Grantee, or other Person (the “Payroll Taxpayer”) with respect to whom the 
Company or a Subsidiary of the Company has an obligation under any Payroll Tax law to 
withhold amounts with respect to income arising from the exercise of any Option must pay 
to the Company or Subsidiary of the Company the Minimum Withholding Amount. 

9.02. Amount tu Be Withheld 

The Payroll Taxpayer may elect in the Notice of Exercise or on another form speci€ied by 
the Corporate Secretary for such purpose an amount to be withheld (the ”Withholding 
Amount”) with respect to the exercise of any Option. The Withholding Amount must be 
greater than or equal to the Minimum Withholding Amount and, i f  the Payroll Taxpayer 
is an Executive Officer, less than or equal to the Payroll Taxpayer’s combined marginal tax 
rate for all Payroll Taxes. In the absence of such an election, the Withholding Amount shall 
be the Minimum Withholding Amount. 
If all amounts withheld in payment of Payroll taxes are reported to the appropriate taxing ju- 
risdiction as amounts withheld from the Payroll Taxpayer, the Company o r  Subsidiary may, 
in cases where the Corporate Secretary considers it necessary, set the Withholding Amount 
to an amount in excess of the Minimurn Withholding Amount based on assumptions about 
the amount required by law to be withheld. 

9.03. 

A Payroll Taxpayer may elect to pay all or part of the Withholding Amount in shares of 
the Option Class of Common Stock if the Optionee pays the Exercise Price by delivering 
or attesting to ownership of shares of the Option Class of Common Stock pursuant to Sec- 
tions 8.02(b) or 8.(32(c). 

9.04. Manner of Withholding 

If the Payroll Taxpayer is eligible to satisfy his obligation to pay the Withholding Amount 
by payment of shares of the Option Class of the Common Stock pursuant to Section 9.03, he 
may pay the Withholding Amount by one or more of the foHowing methods: 

Obligation to Pay Payroll Taxes 

Eligibility to Elect Stock Withholding 

(i) delivering Seasoned Shares of the Option Class; or 

(ii) directing the Company to withhold horn those shares that would otherwise be re- 
ceived upon exercise of the Option or upon the vesting of Restricted Shares, shares of 
the Option Class of the Common Stock having a Fair Market Value on the Tax Date of 
no more than the Minimum withholding Amount; or 

(iii) paying cash to the Company. 
If the Payroll Taxpayer is not eligible to cLct stock withholding, the Withholding Amount 
must be paid entirely in cash. Any portion of the Withholding Amount that would require 
withholding or delivery of a fractional share and any portion of the Withholding Amount 
not paid by the withholding or surrender of Common Stock must be paid in cash. 
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(a) Limit on Use of Unvested Restricted S h a r ~ ~  If the Option exercise resulted in the issuance 
of Restricted Shares and the Vesting Period with respect to the Restricted Shares has 
not ended on or before ,the Tax Date, method (ii) described in Section 4.04 shall not be 
available as a means of stock withholding. 

(b) Limit with Respect to Trmqkerred Cjptions If an Option was transferred by the Grantee o r  
the tax liability resulting from the exercise of the Option is otherwise not imposed on 
the Optionee, method (ii) described in Section 4.04 shalt not be available as a means of 
stock withholding. 

10.01. Generally 

No Optionee will be considered a holder of any shares of Common Stock subject to an Op- 
tion until a stock certificate or certificates for such shares are issued to the Optionee after 
an exercise of the Option under the terms of the Plan. No Optionee shall be entitled to 
dividends (ordinary or extraordinary, whether in cash, securities or other property), dis- 
tributions, or other rights with respect to the shares subject to purchase under the Option 
unless the record date for any such dividend, distribution, or other right falls on or after the 
date the Optionee becomes a record holder of such shares. 
All shares of Common Stock: issued pursuant to an exercise of an Option shall be issued 
in the name of the Optionee, or in the name of the Optionee and the Optionee’s spouse, 
and shall, except as otherwise provided in Article 8, be freely transferable by the registered 
owners upon issuance. 

10.02. 

Certain Optionees, as determined by the Committee, may elect to receive Restricted Shares 
upon the exercise of an Option if the Optionee so states in the Notice of Exercise and has 
paid the Exercise Price of the Option by attesting to or by delivering shares of unrestricted 
Common Stock pursuant to Yections 8.02(b) or 8.02(c). 
If an Optionee elects on exercise of arty Option to receive Restricted Shares, the Cornpany 
shall issue to the Optionee 

(i) a number of unrestrictd shares of the Option Class of Common Stock cqual to the 
number of unrestricted shares the Optionee used to pay the Exercise Price plus 

(ii) all other shares issuablse pursuant to the exercise of the Option as Kestricted Shares, 
having the Vesting Perbd specified by the Optionee in the Notice of Exercise and oth- 
erwise subject to the resdrictions on transfer and other terms set forth in Section 10.04. 

Elective Zssuance of ,Resfrictfd Shares 

10.03. 

Neither the Optionee nor the Grantee! of an Option transferred by the Grantee pursuant to 
the provisions of this Plan may elect to receive Restricted Shares on exercise of the Option. 

10.04. 

Subject to the right of the Optionee to elect the length of the Vesting Period applicable to 
Restricted Shares issued pursuant to an Option exercise under the Plan, all Restricted Shares 
issued pursuant to the Plan shall be subject to the terms and conditions set forth in this 
Section 10.04. 

lssuance of Restricted Shares N o t  Available to Transferred Options 

Terms of Restricted Shares Issued on Exercise 

(a) Restriction on Transfer An Optionee who receives Restricted Shares may not  sell, trans- 
fer, assign, pledge or otherwise encumber or dispose of the Restricted Shares until the 
end of the Vcsting Period for such shares, except to a trust that is a Qualified Trust upon 
the following terms: 



(i) the Company receives, before the transfer, a true copy of the trust agreement of 
the Qualified Trust and an opinion from Optionee’s counsel that (1) the trust will 
be treated as a grantor trust owned by the Optioilee under Subchapter J of the 
Code at all times until the restrictions on such stock lapse or the stock is forfeited 
under the terms of their grant, (2) the terms of the trust provide that upon the 
forfeiture of the Restricted Shares under the t erm of its grant or the earlier terrni- 
nation of the trust for whatever mason, ownership of the Restricted Shares shall 
revert to the Optionee or to the Company, (3) the trustee of such trust may not, 
prior to the lapsing of restrictinns on such stock, sell, transfer, assign, pledge, or 
otherwise encumber or dispose of the Restricted Shares except to the Company OT 
to the Optioiwc, subject to the restrictions provided for in this Plan, and (4) until 
the restrictions lapse, the trustee is not authorized to incur liabilities on behalf of 
the trust, other than to the beneficiaries of the trust; and 

(ii) the Corporate Secretary, in hi5 discretion, may require theoptionee and the trustee 
to execute other documents as a pre-condition to such transfer to insure enforce- 
ment of the terms of the Restricted Shares or othcrwise. 

(b) Enforcement o j  TransJer Xesfrictions Unless the Corporate Secretary establishes aiterna- 
tive procedures, certificates representing Restricted Shares shall be registered in the 
name of the Optionee (or the Qualified Transferee trust in the case of shares transferred 
to such a trust pursuant to Section 10.04(a)) and shall be held by the Company in cs- 
crow, together with a stock power assigning the Restricted Shares back to the Company, 
to be used only in the event of the forfeiture of any of the Restricted Shares. 

(c) Vesting Period When an Optionee elects a Vesting Period to apply to Restricted Shares 
issued under the Plan, the Optionee shall elect a Vesting Period ending at least six 
months and no more than ten years after the Exercise Date of the Option with respect 
to which the Restricted Shares were issued. 
The Corporate Secretary may establish restrictions on the dates during the year on 
which Vesting Periods electable pursuant to this Article 10 may end for the convenient 
administration of Restricted Shares Issued under the Plan. 
At any time on or before the last day of the 13th calendar month that ends on or before 
the last day of the Vesting Period for any Restricted Shares, the Optionee may elect 
to extend the Vesting Period on all but not a portion of the Restricted Shares by any 
multiple of six months. 

(d) FoP-feiture and Vesting of Restricted Shares 

(1 ) Vesting at End of Vesting Period Any Restricted Shares not forfeited by the end of 
the Vesting Period shall vest, and the Company shall issue a certificate evidencing 
the shares to the registered owner thereof promptly after the end of the Vesting 
Period. 

(2) Restricted Shares Issued Electively Unless the Committee determines otherwise, 
restrictions on Restricted Shares issued at the election of the Optionee under Sec- 
tion 10.02 shall lapse if the Grantee terminates his service or employment at any 
time before the end of the Vesting Period for the Restricted Shares if 

(I) the Grantee terminated service or employment by reason of the Grantee‘s 
Death or Total Disability, 

(ii) the Grantee terminated service or ernpioyment by reason of the Crantec’s 
Normal Retirement, or 

(iii) the Grantee’s employment was terminated involuntarily other than as a Ter- 
mination for Cause, 

in which cases, the Company shall issue a certificate representing the shares to the 
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registered owner thereof; otherwise the Restricted Shares shall be forfeited. 

(e)  AcceIerafion on Chanxe in Contrul Unless the Committee determines otherwise, Re- 
stricted Shares issued at the election of the Optionee under Section 10.02 shall vest on 
a Change in Control i f  the Change in Control occurs at least one year after the Exercise 
Date on which the Restricted Shares were issued. 

Bights ufCrfintee in Restricted Stock The registered owner of Restricted Shares shall have 
the right to vote the shares of stock and to receive dividends or other distributions with 
respect to the shares. 

(0 
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ARTICLE 11 
RE:I.C7AD RIGHTS 

31.01. 

The Committee may grant Reload Rights with respect to any outstanding Non-Qualified 
Options issued under any stuck option plan of the Company whether originally granted 
with Reload Rights or not. 

11.02. Terms of Reload Options 

Any Underlying Option granted Reload Rights shall, unless the Committee specifies other 
terms at the time the Reload Rights are granted, entide the Grantee to receive a new Option 
(a “Reload Option”) to purchase shares of the 5ame Option Class as the Underlying Option 
upon the Optionee’s exercise of the Underlying Option by delivery or attestation of shares 
of Common Stock in payment of the Exercise Price on the terms set forth in this Article 11. 

(a) Conditiuns to the Grant ofXeload Options No Reload Option shall be granted on the 
exercise of the Underlying Option unless 
(i) a sufficient number of shares remain authorized and not issued or subject to pur- 

chase under outstanding Options granted under the Plan; 

(ii) the Grantee of the Option is a Director or Employee on the Exercise Date of the 
Underlying Option; 

(iii) the exercise of the Underlying Option is for the purchase of a number of shares of 
Common Stock at least equal to the lcsscr of (a) 25% of the total number of shares 
subject to purchase under the Underlying Option or (b) 10006 of the shares with 
respect to which the Underlying Option is then exercisable; 

(iv) the Grant Date of the Reload Option would be at least one year before the Expi- 
ration Date of the Underlying Option; and 

(v) the Fair Market Value of one share of the Underlying Option’s Option Class on 
the Exercise Date is grcatcr than or equal to the Strike Price of the Underlying 
Option. 

Grant of Reload Rights on Outstanding Non-Qualified Options 

@) Number of Shares Stibject lo  Purchase; Grant Dute Each Reload Option shall entitle the 
Optionee to purchase a number of shares equal to the sum of 

the number of shares of the Option Class used to pay the Exercise Price of the 
Underlying Option pursuant to Sections 8.02@) or 8.02(c) on the Exercise Date 
and 

(ii) the number of shares of the Option Class delivered or withheld in payment of the 
Withholding Amount pursuant to Section 9.04. 

I f  the Exercise Date and the Tax Date do not coincide, the Reload Option shall be issued 
as two separate Options to purchase the number of shares set forth in (i) and (ii) above 
and having Grant Dates on the Exercise Date and the Tax Date, respectively. 

(c) Sfrilce Price Each Reload Option shall have a Strike Price equai to the Fair Market Value 
of one share of the Option Class of the Common Stock on the Grant Date of the Reload 
Option. 

(d) Expiration Date Each Reload Option shall have the same Expiration Date as the Under- 
lying Opt ion. 

( e )  NO Reload Rights N o  Reload Option shall have Reload fights. 

( f}  Rate of Exercisability Each Reload Option shall become exercisable in full on the first 
anniversary of the Grant Date of the Reload Option. 

(i) 
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(g) Forfeiture un Disposition if Shares Acquired in Exercise of Underlying (3ppfio7~ Kach Reload 
Option shall be forfeited if the Optionee disposes of any of the shares issued on exercise 
of the Underlying Optio-n, except in a Permitted Disposition, before the date six months 
a h r  the Exercise Date tcr any Person other than the Company in the payment of Payroll 
Taxes on exercise of the Underlying Option. 

(h) Other Terms and Conditions Except to the extent in conflict with the terms set forth in 
this Article 11, the terms for Options granted under the Plan as set forth in Section 7.01 
shaIl apply to each Reload Option. 

(i) Terms oIForeip Rduad Cptions A Foreign Reload Option shall be subject to the terms 
and conditions set forth in the pIan in which the underlying reload right was granted. 

11.03. Variant Reload Rights 

Any terms of Reload Rights or Reload Options different from those set forth in this Article 11 
must be set forth in the Stock Option Agreement for the Underlying Option. 

AKTlCLE 12 
CHANGE IN STOCK, ADJUSTMENTS, ETC 

If the outstanding Common Stock of the Company i s  increased or decreased or changed 
into or exchanged for a different number of shares or kind of shares or other securities of 
the Company or of another Person by reason of a reorganization, merger, consolidation, re- 
capitalization, reclassification, stock split-up, combination of shares, or a dividend payable 
in capital stock (including a spin-ff), or otherwise, the Committee shall make an appmpri- 
ate adjustment to the number and kind of shares for the purchase of which Options may 
be granted under the Plan including the maximum number that may be granted to any one 
person. 
In addition, the Committee shall make appropriate adjustment to the number and kind of 
shares as to which outstanding Options, or portions thereof then unexercised, shall be exer- 
cisable and to the Strike Price of the Options. Each such adjustment to outstanding Incentive 
Stock Options shall be made in such a manner as not to constitute a modification as defined 
in Code Section 424. If any outstanding Options arc subject to any conditions affected by 
thc event, the Committee shall also make appropriate adjustments to such conditions. Any 
such adjustments made by the Committee shall be conclusive. 
The grant of an Option pursuant to the Plan shall not affect in any way the right or power 
of the Company to make adjustments, reclassifications, reorganizations or changes of its 
capital or business structure or to merge or to consohdate or to dissolve, liquidate, or to sell 
or transfer all or any part of its business or assets. 

ARTICLE 13 
LiMENDMENT A N D  TERMLNATICIN 

The Board may at any time arnend or terminate the Plan as it considers advisable and in the 
best interests of the Company, but no such termination or amendment may 

without the consent of ,the Optionee, adversely affect or impair the rights of the Op- 
tionee under any outstanding Option; or 

(i) 

(ii) be inconsistent with the provisions of the 1997 Program. 

ARTlCLE 14 
EFFECTIVE DATF AND DURATION 01’ TI l t i  P I . A N  
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This Plan was initially effective as of February 17,1990, and was continued as a plan under 
the 1997 Program on the Program Adoption Date. No Option shall be granted under the 
Plan after the last permissible date for the granting of Options under the 1997 Program, but 
Options granted before that date may have Expiration Dates that extend beyond such date. 

ARTICLE 15 
DEFINITK~NS 

15.01. 1989 Program 

"1989 Program" means the Company's Long-Term Stock Incentive Program, approved by 
the Company's shareholders on April 18,1989. 

15.02. 1997 Program 

"1997 Program" means the Company's 1997 Long-Term Stock Incentive Program, approved 
by the Company's shareholders on April 15,1997, as amended from time to time. 

15.03. Afiliate 

"Affiliate" meam those Persons, other than Subsidiaries of the Company, designated from 
time to time by the Committee as such. 

15.04. Authorized Oflcer 

"Authorized Officer" means the Chief Executive Officer of the Company. 

15.05. Board 

"Board" means the board of directors of the Company. 

15.06. Change in Control 

"Change in Control" means the occurrence of any of the following events: 

(i) the acquisition, directly or indirectly, by any "person" or "group" (as those terms are 
defined in Sections 3(a)(9), 13(d), and 14(d) of the Exchange Act, including, with- 
out limitation, Rule 13d-5@)) of "beneficial ownership" (as determined pursuant to 
Rule 13d-3 under the Exchange Act) of securities entitled to vote generally in the 
election of directors ("voting securities") of the Company that represent 30% or more 
of the combined voting power of the Company's then outstanding voting securities, 
other than 

(A) an acquisition by a trustee or other fiduciary holding securities under any em- 
ployee benefit plan (or related trust) sponsored or maintained by the Company 
or any person controlled by the Company or by any employee benefit plan (or 
related trust) sponsored or maintained by the Company o r  any person controlled 
by the Company, or 

(B) an acquisition of voting sectirities by the Company or a corporation owned, di- 
rectly or indirectly, by the stockholders of the Company in substantially the same 
proportions as their ownership of the stock of the Company, or 

(C) an acquisition of voting securities pursuant to a transaction described in clause (iii) 
below that would not be a Change in Control under clause (iii); 

(ii) a change in the composition of the Board that causes less than a majority of the direc- 
tors of the Company to be directors that meet one or more of the following descrip- 
tions: 

(A) a director who has been a director of the Company for a continuous period of at 
least 24 months, or 

d 
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(5) a director whose ~lection or nomination as director was approved by a vote of 
at least two-thirds of the then directors described in clauses (ii)(A), (E), or (C) by 
prior nomination o r  election, but excluding, for the purpose uf this subdatrse (B), 
any director whose initial assumption of office occurred as a result of an actual or 
threatened (y) election contest with respect to the election or removal of directors 
or other actual or threatened solicitation of proxies or consents by or on behalf 
of a person or group other than the Board or (2) tender offer, merger, sale of sub- 
stantially all of thc Company‘s assets, consolidation, reorganization, or business 
combination that would be a Change in Control under clause (iii) on consumma- 
tion thereof, or 

(C) a director who is serving on the Board as a result of the mnsummation of a 
transaction described in clause (iii) that would not be a Change in Control un- 
der clause (iii); 

(iii) the consummation by the Company (whether directly involving the Company or in- 
directly involving the Company through one or more intermediaries) of (x) a merger, 
consolidation, reorganization, or business combination or (y) a sale or other disposi- 
tion of all or substantiaIIy all of the Company’s assets or (2) the acquisition of assets 
or stock of anather entity, in each case, othcr than in a transaction 

(A) that results in the ‘Company‘s voting securities outstanding immediately before 
the transaction continuing to represent (either by remaining outstanding or by 
being converted into voting securities of the Company or the person that, as a 
r ~ s u l t  of the transaction, controls, directly or indirectly, the Company or owns, 
directly or indirectly, all or substantially all of the Company’s assets or other- 
wise succeeds to the business of the Company (the Company or such person, the 
”Successor Entity”)) directly or indirectly, at least 50% of the combined voting 
power of the Successor Entity’s outstanding voting securities immediately after 
the transaction, and 

(B) after which more than 50% of the members of the board of directors of the Suc- 
cessor Entity were members of the Board at the time of the Board’s approval of 
the agreement providing for  the transaction or other action of the Board approv- 
ing the transaction (or whose election or nomination was approved by a vote of 
at least two-thirds of the members who were members of the Board at that time), 
and 

(C) after which no person or group beneficially owns voting securities representing 
30% or more of the combined voting power of the Successor Entity; provided, 
however, no person or group shall be treated for purposes of this clause (C)  as 
beneficially own in;^ 30% or more of the combined voting power of the Successor 
Entity solely as a result of the voting power held in the Company before the 
consurnmation of the transaction; or 

(iv) a liquidation or dissolution of the Company. 
For purposes of clarification, (x) a change in the voting power of the Company’s voting se- 
curities based on the relative trading values of the Company’s then outstanding securities as 
determined pursuant to the Company’s Articles of Incorporation or (y) an acquisition of the 
Company’s securities by the Company that, in either case, by itself (or in combination only 
with the other event listed in this sentence) causes the Company’s voting securities henefi- 
cially owned by a person or group to represent 30% or more of the combined voting power 
of the Company‘s then outstanding voting seccurities i s  not to be treated as an “acquisition” 
by any person or group for purposes of clause (i) above. For purposes of ciause (i) above, 
the Company makes the calculation of voting power as if the date of thc acquisition were a 
record date for a vote of the Cmompany’s shareholders, and for purposes of clause (iii) above, 

16 



the Company makes the calculation of voting power as if the date of the consummation of 
the transaction were a record date for a vote of the Company's shareholders. 

15.07. Code 

"Code" means the Internal Revenue Code of 1986, as amended, or any successor statute. 

15.08. Code Section 

"Code Section'' is a reference to a particular section of the Code, and includes any successor 
provision or the same or a successor provision as renumbered at any time. 

15.09. Committee 

"Committee" means the the Organization, Compensation, and Nominating Committee of 
the Board. 

15.10. Common Stock 

"Common Stock" means any class of the Company's publicly-traded common stock as the 
Committee may determine to issue under the Plan, including the FON Stock and the PCS 
Stock. 

15.11. Company 

"Company" means Sprint Corporation, a Kansas corporation, or its mccessor. 

15.12. Corporate Secretary 

"Corporate Secretary" means the secretary of the  Company. 

15.13. Director 

"Director" means a member of the Board or a member of the board of directors oi a Sub- 
sidiary of the COmpIY. 

15.14. Employee 

"Employee" means an employee of the Company or a Subsidiary of the Company. 

15.15. Equity Security 

"Equity Security" means an equity security as defined by the Exchange Act for purposes of 
Exchange Act Section 16. 

15.16. Exchange Act 

"Exchange Act" means the Securities Exchange Act of 1934, as amended from time to time 
and as interpreted and implemented by the rules and regulations issued thereunder. 

15.17. Exchange Act Section 26 

"Exchange Act Section 16" mcans section 16 of the Exchange Act. 

15.18. Executive Oficer 

"Executive Officer" means an of€icer of the Company that is subject to the liability provi- 
sions of Exchange Act Section 16. 

15.19. Exercise Date 

"Exercisc Date" has the meaning indicated in Section 8.01. 

15.20. Exercise Price 

"Exercise Price" means, with respect to the exercise of an Option, the Strike Price of the Op- 
tion multiplied by the number of shares with respect to which the Option is being exercised. 

15.21. Expiration Date 
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"Expiration Date" means, with respect to any Option, the last date c m  which the Option 
may be exercised in the absence of an earlier forfeiture of the Option. 

25.22. Fair Market Value 

"Fair Market Value" means, with respect to any class of the Common Stock on any date, the 
average of the high and low prices per share of that cIass of Common Stock for composite 
transactions on that date, unless there was no trading in that class of Common Stock on that 
date, in which case, on the most recent day before that date on which that class of Common 
Stock was traded. The Fair Market Value of shares of Restricted Stock shall be determined 
without taking into account any restrictions. 
"Fair Market Value" means, with respect to other property, the value of the property a s  
determined by the Committee. 

15.23. FON Stock 

"FON Stock" means the Series 1 FON Stock as described in the Company's articles of incor- 
poration. 

25.24. Foreign Reload Option 

"Foreign Reload Option'' means a reload option issued with respect to an option issued 
under a plan of Sprint's other than this Plan. 

15.25. Grant Date 

"Grant Date" means, with reijpect to arty Option, the date on which the term of the Option 
begins, as determined in Article 7 and Article 11. 

15.25. Grantee 

"Grantee" means, with respect to any Option, the Dirwtcir or Employee to whom the Option 
was originally granted, notwithstanding any subsequent transfer of the Option under the 
terms of the Plan. 

15.27. incentive Stock Option 
"Incentive Stock Option" means an Option designated as such in the action granting the 
Option. This Plan's intent is that Incentive Stock Options meet the requirements of Code 
Section 422. 

15.28. Minimum Wifkkoldi,wg Amount 

"Minimum Withholding Amount" means, with respect to any Option exercise, the amount 
the employer is required to withhoId from the income of the Payroll Taxpayer under the 
Payroll Tax Iaws. 

15.29. Non-Qua Iifed Option 

"Non-Qtialified Option" means any Option that is not an Incentive Stock Option. 

15.30. Normal Retirement 
"Normal Retirement" means, with respect to any Employee, Retirement at or later than an 
age qualifying as "normal retirement" under the Company's defined benefit pension plan, 
whether or not the person is a participant in the plan and, with respect to any Director, 
termination of service as a Clirector at the mandatory retirement age for members of the 
Board under its policies, as amended from time to time, even if the Director serves on the 
board of a Subsidiary or Affiliate. 

15.31. Notice of Exercise 

"Notice of Exercise" means the notice by an Optionee of the cxercise of an Option as set 
forth in Section 8.01. 
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15.32. Option 

"Option" means the right, set forth in a written agreement between the Company and an 
Optionee, authorized by this Plan to acquire a determinable number of shares of the Option 
Class of Common Stock at a determinable price for a determinable period of time and hav- 
ing such other terms as may be determined by the Committee or Authorized Officer or a5 

set forth in this Plan. 

15.33. Option Class 

"Option Class" means, with respect to any Option, the class of Common Stock subject to 
purchase pursuant to the terms of the Option. 

15.34. Optionee 

"Optionee" means, with respect to any Option at any particular time, the holder of the 
Option at that time. 

15.35. Payroll Tax 

"Payroll Tax" means m y  tax required by an employer to be withheld from wages paid to 
its employees, including but not limited to federal income tax withholding, Social Security 
and Medicare withholding taxes, and state and local income tax withholding. 

15.36. Payroll Taxpayer 

"Payroll Taxpayer" ha5 the meaning specified in Section 9.01. 

15.37. PCS Stock 

"PCS Stock" means the Series 1 PCS Stock as defined in the Company's articles of incorpo- 
ration. 

15.38. Permitted Disposition 

"Permitted Disposition" means, with respect to any Optionee, (i) a disposition of shares by 
thc Optionee in which the Optionee remains the sole beneficia1 owner or (ii) a disposition 
upon death of the Optionee. 

15.39. Person 

"Person" means any individual, corporation, partnership, limited liability company, busi- 
ness trust, or other entity. 

15.40. Program Adoption Date 

"Program Adoption Date" means April 15,1997. 

15.41. Plan 

"Plan" means the 1990 Stock Option Plan, the terms of which are set forth in this document. 

15.42. Qualified Transferee 

"Qualified Transferee" mean5 a Qualified Trust. 

15.43. Qualified Trust 
"Qualified Trust" means a trust 

( i )  that is a grantor trust treated as ownedby the Grantee under Subchapter J of the Code; 

(ii) of which the Grantee, the Grantee's spouse, or the Grantee's descendants by blood, 
adoption, or marriage, are the sole beneficiaries; and 

( i i i )  that, by its terms, may not be amended to violate the foregoing restrictions so long as 
the tnist is an Optionee under this Wan. 
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15.44. Reload Option 

"kload Option" means an Option granted upon exercise o f  an Option having i<eload Rights 
under the terms and conditicas set forth in Article 11 

15.45. Restricted Shares 

"Restricted Shares" means shares of Common Stock that are substantially non-vested within 
the meaning of Treasury regulations under Code Section 83. 

15.46. Retirement 

"Retirement" means, in the case of Employee, termination of employment by an em- 
ployee who is entitled to receive payment of pension benefits in accordance with the Sprint 
Retirement Pension Plan or his employer's defined benefit pension plan, if any, immediately 
after the employee's Termination Date and, in the case of a Director, termination of service 
a s  a Director after five years of service as a Director. 

15.47. Seasoned Shares 

"Seasoned Shares" means, with respect to any Person on any date, shares of Common Stock 
that 

(i) are not Restricted Sharta, were acquired by the Person from the Company, and have 
been owned by the PeE,on on that date for a period of at least six months; or 

(ii) were acquired by such Person other than from the Company. 

15.48. Securities Act 

"Securities Act" means the S'ecurities Act of 1933, as amended from time to time and as 
interpreted and implemented by the rules and regulations issued thereunder. 

15.49. Strike Price 

"Strike Price" means, with respect to ;my Option, the price per share at which thc Opticmee 
is entitled to purchase shares of Common Stock. 

15.50. Subsidiary 

"Subsidiary" means, with respect to any Pelson (the "Controlling Person"), 
(i) all Persons (the "Controlled Persons") in whom the Controlling Person, together with 

its Subsidiaries, directly owns mow than 50% of the voting rights, and 

(ii) all Subsidiaries of the Controlled Persons. 

15.51. Tax Date 

"Tax Date" means, with respect to any  Option exercise, the date on which the shares issued 
pursuant to the Option exercise become subject to federal income taxation. 

15.52. Termination Date 

"Termination Date" means, 

(i) with respect to any Employee, the date on which the Employee ceases to be emp1oyt.d 
by the Company, any ol' its Subsidiaries, or any Affiliate, and ceases to receive sever- 
ance benefits under any applicable plans for the payment of severance benefits by the 
employing entity, or 

(ii) with respect to any Director, the date on which the Director's service as a director 
ends. 

15.53. Termination for Cause 

In the case of an Employee, "Termination for Cause" means an involuntary termination of 
employment because 
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(i) the employee has materially breached the Company’s Code of Ethics, or the code ot 
ethics of the employer; 

(ii) the employee has matcrially breached the Sprint Employee Agreement Regardhlg 
Property Rights and Business Practices; 

(iii) the employee has engaged in acts or omissions constituting dishonesty, intentional 
breach of a fiduciary obligation, or intentional acts of wrongdoing or misfeasance; or 

(iv) the employee has acted intentionally and in bad faith in a manner that results in a 
material detriment to the assets, business, or prospects of the employer. 

Ln determining whether any particular employee was Terminated for Cause, the character- 
ization of the reason for termination used for purposes of other employee benefit plans of 
the Company or other employer shall apply to this Plan. 
In the case of a Director, “Termination for Cause” means removal for cause from service a5 

a director. 

15.54. Total Disability 

”Total Disability” means, in the case of employees, termination of employment under cir- 
cumstances that would make the employee eligible to receive benefits under the employer’s 
long-term disability plan and, in the case of Directors, termination of service as a Director 
under circumstances that would make the Director eligible to receive Social Security dis- 
ability benefits. 

15.55. Underlying Option 

“Underlying Option” means, with respect to any Reload Option, the Option to which the 
Reload Rights were attached and the exercise of which resulted in the grant of the Reload 
Option. 

15.56. Vesting Period 

“Vesting Period’’ means, with respect to any Restricted Shares, the period during which the 
shares continue to meet the definition af Restricted Shares. 

15.57. Withholding Amount 

“Withholding Amount” has the meaning specified in Section 9.02. 

d 

d 
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Exhibit IO(g) 

1990 RESTRICTED STOCK PLAN 

Section 1. Establishment. 

Pursuant to the Sprint Long-'Term Stock Incentive Program (the "Progr;m"), Sprint 
Corporation, a Kansas corporation (the "Cumpany"), hereby establishes a restricted stock plan to 
be named the 1990 Restricted Stock Plan (he "Plan"). 

Section 2. Purpose. 

The purpose of the Plan is to aid the Company and its subsidiaries in competing with 
other enterprises for the services of new key personnel needed to help ensure their continued 
development. The Plan will also help the Company and its subsidiaries retain key personnel. 

Section 3. Administration. 

The Plan shall be administered by the Organization and Compensation Committee (the 
"Compensation Committee") of the Board of Directors of the Company. Members of the 
Compensation Committee shall be Disinterested Persons as defined in the Program. The 
Compensation Committee shall hold its meetings at such limes and places as it may determine. A 
majority of the Compensation Cornmittce shall constitute a quorum and the acts of a majority of 
the members present at any meeting at which a quorum is present, or acts approved in w r i h g  by a 
majority of the Compensation Committee, shall be deemed the acts of the Compensation 
Committee. The Compensation Committee may delegate to the Chief Executive Officer of the 
Company (the "CEO") the right to granl awards of restricted stock to employees of the Company 
and its subsidiaries who are not ofticers or directors of the Company and to cancel or suspend 
such awards. The CEO may m t  make awards of restricted stock to any one individual in excess 
of 3O:OOO shares of FON Stock nor 15,000 shares of PCS Stock and may not make awards of 
restricted stock aggregating in  excess of 100,000 shares of FON Stock nor 50,000 shares of PCS 
Stock between meetings of the Compensation Committee. The awards made by the CEO shall be 
reported to the Compensation Committee at each of its meetings. 

The Company shall issue shares of restricted stock under the Plan in accordance with 
determinations made by the Crimpensation Committee or the CEO pursuant to the provisions of 
the Plan and the Program. The Compensation Committee from time to time may adopt (and 
thereafter amend and rescind) :iuch rules and regulations for carrying out the Plan and take such 
action in the administration of the Plan, not inconsistent with the provisions o f  the Plan and the 
Program, as it shall deem proper. Except as set forth in Section 6(a) hereof, the Compensation 
Cornmiltee may accelerate the time or times at which restrictions lapse and may waive any 
forfeiture of restricted stock. The interpretation and construction of any provisions of the Plan by 
the Compensation Committee shall, unless otherwise determined by the Board of Directors of the 
Company, be final and conclus,ive. No member of the Board of Directors or the Cvmpeiisation 
Committee shall be liable for any action or determination made in good faith with respect to the 
Plan or any grant under it. 

Seclion 4. TohI Number of Shares Subject to Grant'. 

These numbers reflect the nurnber of shares authorized for issuance under the Plan immediately 
afkr the recapitalization of Sprint's Common Stock into FON Stock and PCS Stock on November 
23, 1998. The number o f  shams of FON Stock has also been doubled to reflect the 2-1 split of 
FON S o c k  on May 13, 1999, and the number of shares of PCS Stock has been doubled to reflect 
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The maximum number of shares of FON Stock that may be issued under h e  Plan shall 
not exceed 4,613,276, and the maximum number of shares of PCS Stock that may be issued under 
the Plan shall not exceed 4,596,638, in both cases subject to adjustment as provided in Section 7 
hereof. The shares issued under the Plan may be either treasury shares or authorized but unissued 
shares, as the Board of Directors from time to time may determine. The maximum number o f  
shares of coinmon stock which may be issued in any calendar year, together with shares of 
common stock subject to other awards under the Program, shall not exceed h e  limits set forth in 
Section 4(a) of the Program. 

In the event that any outstanding shares of restricted siock under the Plan are forfeited for 
any reason, such shares of common stock may again be subject to grant under the Plan. 

Section 5. Eligibility. 

Restricted stock shall be granted only to key employees of the Company or its 
subsidiaries, including new hires. No grants shall be made by the CEO to any individual who is 
an officer or director of* the Company or who will be proposed to be elected as an officer or 
director at the next meeting of the Board of Directors or Stockholders of the Company. The 
Compensation Committee or the CEO will, in its discretion, determine the key employees io  be 
granted restricted stock, the time or times at which restricted stock shall be granted, the number of 
shares to be granted and the duration of restrictions on the shares granted. In making such 
determination, the Cornpensation Committee and the CEO may take into consideration the value 
of the services rendered or to be rendered by the respective individuals, their present and potential 
contributions to the success of the Company and its affiliates and such other factors which the 
Compensation Committee or the CEO may deem relevant in accomplishing the purposes of the 
Plan. 

No restticled stock may be granted to any individual who immediately after the grant 
owns directly or indireclty stock possessing more than five percent (5%) of the total combined 
voting power ur  value of all classes of stock of the Company or any subsidiary. N o  person shall 
be eligible to receive a larger number of shares of reslricled stock than is recommended for such 
individual by the Compensation Committee or the CEO. 

2-1 stock split of PCS Stock on January 14, 2000. These numbers should be increased by the 
number of shares of FON Stock and PCS Stock that were awarded before the recapitalization that 
become forfeited. lncreased FON by 400,000 and PCS by 740,000 on February 28,2002. 
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Section 6. Terms and Conditions of Grants. 

Each grant under the Plan shall be evidenced by an Agreement in such form not 
inconsistent with the Plan as the Compensation Committee or the CEO shall determine; provided 
that the substance of the following terms and conditions be included therein: 

Duration of Restrictions. The restrictions on restricted stock shall lapse at such 
time or times as determined by the Compensation Committee or the CEO; 
provided, however, that no restricted stock shall become free of restrictions 
prior to the firs! anniversary date of the granting o f  the restricted stock. At any 
time on or before the 13‘h calendar month preceding the date on which 
restrictions on shares of restricted stock would otherwise [apse, the grantee may 
elect to extertd the period of restriction on all but not a portion of such shares by 
six months or any multiple of six months. Unless the Compensation Committee 
specifies otherwise with respect to a particular grant of restricted stock, 
restrictions on restricted stock outstanding at least one year shall lapse upon a 
Change in C’ontrol (as defined in the 1940 Stock Option Plan or ariy successor 
plan). 

Nontransferable. The employee who receives restricted stock (the ”Grantee”) 
may not sell, transfer, assign, pledge or otherwise encumber or dispose of shares 
of restricted stock until such time as all restrictions on such stock have lapsed 
except to a trust of which the Grantee, the Grantee’s spouse, or descendants of 
the Grantee are the primary beneficiaries and which is a grantor trust treated as 
owned by the Grantee under Subchapter J ofthe Internal Revenue Code, upon 
the following terms: 

(A) the Company receives, prior to such transfer, a true copy 01’ the trust 
agreement and an opinion from Grantee’s counsel (1)  that the trust will be 
treated as a grantor trust owned by the Grantee under Subchapter J o f  the 
Internal Revenue Code at all times until h e  restrictions on such stock lapse or 
the stock is forfeited under the terms of its grant, (2) that the terms of the trust 
provide that upon the forfeiture of the restricted stock under the terms of i k  
grant or the earlier termination of the trust for whatever reason, ownership of the 
restricted stock shall revert to the Grantee or to the Company, (3) that Ihe trustce 
of such trust may not, prior to he lapsing of restrictions on such stock, sell, 
transfer, assign, pledge, or otherwise encumber or dispose of shares of restricted 
stock except to the Company or to the Grantee, subject to the restrictions 
provided for in this Plan, and (4) that, until the restrictions lapse, [he trustee is 
not a u t h o r i d  to incur liabilities on behalf of the trust, other than to the 
beneficiaries of the trust; and 

(l3) the Grantee and the trustee of the trust shall execute stock powers in blank 
to be held in h e  custody of the Company; and 

(C) the Corporate Secretary of the Company may, in his discretion, enforce the 
foregoing transfer restrictions by maintaining physical cuslody of the certificate 
or certificates representing such shares of restricted stock, by placing a 
restrictive legend on such certificates, by requiring the Grantee and the trustee to 
execute oher documents as a pre-condition to such transfer, or otherwise. 

Termination of Employment. If, before the restrictions on shares of restricted 
stock lapse, the Grantee ceases to be employed by the Company or a subsidiary 
of the Company for any reason (other than death, disability, or involuntary 

3 



termination without cause), the shares of restricted stock that continue to be 
restricted shall be forfeited and the Granlcc or his representative shall sign any 
document and take any other action required lo assign said restricted shares 
back to the Company. If the Grantee ceases to be employed by reason of the 
grantee’s death, total disability, or involuntary termination without cause, 
restrictions on the restricted stock shall lapse as of the grantee’s termination dale 
and the Company shall release restrictions on the restricted shares as soon as 
practicable thereafter. For purposes of this Plan, unless h e  Committee 
determines otherwise at the time of grant. an employee who becomes employed 
by Global One. (together with i ts  subsidiaries, an “Affiliated Entity”), shall not, 
except with respect to incentive stock options, be considered to have terminated 
employment with the Company or a subsidiary of the Company until his 
employmenl is terminated with all Affiliated Entities without becoming 
employed by the Company or its subsidiaries. 

(d) Consideration. Each Grantee shall, as consideration for the grant of restricted 
stock, agree in writing to remain in the employ of the Company or of one of its 
subsidiaries, at the pleasure of the Coinpany or of such subsidiary, for the period 
of time until thc rcstrictions on the restricted stock lapse. Nothing contained in 
the Plan or in any Agreement shall confer upon any Grantee any right with 
respect to continuance of employment by the Company or its subsidiaries, nor 
interfere in any way with the right oi the Company or its subsidiaries to 
terminate the Grantee’s employment or change the Grantee‘s compensation at 
any time. 

lnterest in Compelitor. In the event that any Grantee, without the consent of the 
Compensation Committee, renders services to, o r  owns any interest in (other 
than any nonsubshntial interest, as determined hy the Compensation 
Committee) any business that is in competition with the Company or with any 
business in which the Company has a substantial interest, as determined by the 
Compensation Committee, any restricted stock shall automatically be forfeikd. 
The decision of the compensation Committee on any such matters shall be final 
and binding upon all concerned. 

Rights as Stockholder. Except as set forth in the Pian, a Grantee wit1 have all 
rights of a stockholder with respect to shares of restricted stock, including the 
right to vote the shares of stock and the right to dividends the stock. The 
shares of restricted stock will be registered in the name of the Grantee and the 
certificates evidencing such shares sha l  bear an appropriate legend referring to 
the ltrrns, conditions and restrictions applicable to the award and shall be held 
in escrow by the Company. The Grantee shall execute a stock power or powers 
assigning the shares of restricted stock back to the Company, which stock 
powers shall be held in escrow by the Company and used only in the event o f  
the forfeiture of any of the shares of restricted stock. A certificate evidencing 
unrestricted shares of‘ common stock shall be issued to the Grantee promptly 
after thc restrictions lapse on any restricted shares. 

(g) Stock Withholding Election. When taxes are withheld upon the lapse of 
restrictions on restricted stock (the date on which such restrictions lapse 
hereinafter referred to as the “Tax Date”), the Grantee may elect to make 
payment for the withholding of federal, state and local taxes, including Social 
Security and Medicare (“FICA“) taxes, up to the Grantee’s marginal tax rate, by 
one or both of the following methods: 

4 
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(i) delivering part or all of the payment in previously-owned shares of 
the same class as the restricted shares (which shall be valued at fair market, as 
defined herein, on the Tax Date) which shares, if acquired from the Company, 
must have been held fur at least six months; or 

(ii) requesting the Company to withhold from those shares h a t  would 
otherwise be received upon the lapse of restrictions, a nurnlier of shares having a 
fair market wlue (as defined herein) on the Tax Date equal to the amount to be 
withheld. The m o u n t  of tax withholding to be satisfied by withholding shares 
is limited to the minimum amount of taxes, including FICA taxes, required to be 
withheld under federal, state and lwa l  law. 

Any fmctional share arnouni and any additional withholding not paid by the 
withholding or surrcnder of shares must be paid in cash. If no timely election is 
made, cash must be delivered to satisfy alt tax withholding requirements. 

Section 7. Change in Stock, Adjustments, Etc. 

In the event that the uutstdnding shares of curnmon stock of the Company are hereafter 
increased or decreased or changed into or exchanged for a different number of shares or kind of 
shares or other securities of the Company or of another corporation, by reason of reorganization, 
merger, consolidation, recapitalization, reclassification, stock spiit-up, combination of shares, or a 
dividend payable in capital stock, outstanding shares of restricted stock shall be treated the rame 
as other outstanding shares of common stock and appropriate adjustment shall be made by the 
Compensation Committee in tEle number and kind of shares that may be granted under the Plan 
and that may be granted by the lCEO under the Plan. 

The grant of restricted stock pursuant to the Plan shall not affect in any way the right or 
power of the Company to make adjustments, reclassifications, reorganizalions or changes of its 
capital or business structure 0.r to merge or to consolidate or to dissolve, liquidate, or sell or 
transfer all or any part of its bu.;' ciness or assets. 

Section 8. Duration, Amendment and Termination. 

The Board of Director:; of the Company may at any time terminate the Plan or make such 
amendments thereof as it shall deem advisable and in the best interests of the Company; provided, 
however, that no such terminalion or arncndment shall, without the consent of the individual to 
whom any restricted stock shall! theretofore have been granted, affect or impair the rights of such 
individual with respect to such restricted stock; and provided further, that ;my such amendment 
shall be consistent with the provisions of the Program, as it may be amended from time to time. 

No restricted stock shall be granted under the Plan after April 15, 2007. 

Section 9. Effcctivcness of Plari. 

This Plan shall be effective as of February 17, 1990. 

Section 10. Date of Granting ol' Restricted Stock. 

The granting of restricted stock pursuant to the Plan shall take place on the date the 
Compcnsation Committee or tht: CEO decides to grant the restricted stock. As soon as practicable 
but no later than twenty (20) clays after the granting of the restricted stock, Ihe Company shall 
notify h e  employee of the grarrt and, wilhin sixty (60) days of the granting of the restricted stock, 
the Company shall submit to the employee an Agreement duly executed by and on behalf of the 
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Company, and a stock power or powers with respect tu h e  restricted stock, with the request that 
the employee execute the Agreement and stock powers within sixty (60) days after the mailing by 
the Company of the notice to the employee. The employce shall execute the written Agreement 
and stock powers within said 60-day period. 

d 
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Exhibit IO(w) 

SUMMARY OF EXECUTIVE OFFICER BENEFITS AND BOARD OF PITRECTORS BENEFIT'S 
AND FEES 

Description of Benefit EliEible Positions ArnountlSc hedule 

Automobile Allowance Chief Executive Officer !$1,50O/rnonth 
Chief Operating Officer %1,30O/month 
Division Presidents and Executive Vice $ 1, 1 OOlmonth 

Senior Vice Presidents $l,OOO/month 
Prcsidents 

Club Membership Chief Exe:cutive Officer, Chief Operating 
Officcr, Division Presidents and Executivc 
Vice Presidents, Senior Vice Presidents 

Approved at discretion 
of direct supcrvisor 

Sprint Long-Distance 
Telephone Service (1 ) 

Board of 13irectors 

Chief Executive Officer, Chief Operating 
Officcr, Division Presidents, Executive 
and Senior Vice Presidents 

$6,00O/ycar (continues after 
retirement for up to 120 
months) 

Actual usage (continues aftcr 
retirement) 

Sprint PCS Service ( 1) Board of Ilircctors $2,00O/ycar 
Use of PCS handsets 

Income tax compliance 
(preparation of federal Officer, Division Presidents, EVPlChief 
and state income tax Financial1 Officer & EVP Legal & External 
fiIings and rclatcd Affairs 
analyses) ( I )  

Chief Executive Officer and Chief Operating Amount incwcd 

Miscellaneous services 
(investment counseling, Officer 
insurance counseling, 
preparation of wills and Presidents 
trusts, tax counseling, 
income tax prcparation, 
estate planning, and 
personal financial 
planning) (1) 

Chicf Exccutivc Officer and Chief Operating 

Division Presidents and Exccutive Vice 

Senior Vice Presidents 

$1 5,0001year 

$ I2,000/ycar 

$ I O,OOO/ycar 

Disability Chief Executive Officer, C h i d  Operating 
Offcer, Division Presidents, Executive and 
Scnior Vice Presidents 

52 weeks at full base pay 



Separation Chief Exccutive Offccr, Chief Opcrating Less than 5 ycars service: 
Officer, Division Presidents, Executive and 
Senior Vice Prcsidents (unless otherwise 
provided in an individual agreerncnt with an 
officer) 35 weeks salary 

17 weeks salary 
continuation 

5 to 10 years service 

continuation 

43 weeks salary 
continuation 

I 1  to 18 ycars service 

More than 19 years service: 
I year salary continuation 

Fees Board of Directors Annual retainer - $40,000/ 
year 

Mccting Fcc - $ 1,2501 
meeting 

Committee 
Mccting Fcc - $ 1,0001 

meeting 

(1) Sprint rcimburscs for income taxes associated with these bcnefits. 
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Exhibit 1 O( bb) 

- SPECfAL AWARD STOCK PLAN 

SECTION 1, ESTABLISHMENT. 

Pursuant to the 1997 Long-Term Stock Incentive Program (the “Program”), Sprint 
Corporation, a Kansas corporation (the “Company”), hereby establishes a stock plan to 
be named the Special Award Stock Plan (the “Plan”). 

SECTION 2. PURPOSE. 

The Plan shall consist of two stock award programs: the Chairman Awards and 
the Scupin Awards for Humanitarian Services (collectively, the “Award Programs”). 

Chairman Awards 

The purpose of the Chairman Awards is to recognize and reward employees who 
have made outstanding contributions to the Company above and beyond normal 
expectations for their positions. By recognizing these outstanding accomplishments, 
the Chairman Awards serve to encourage and motivate all employees to achieve 
greater results in their individual jobs. 

Scupin Awards for Humanitarian Service 

The purpose of the Scupin Awards for Humanitarian Service {the “Scupin 
Awards”) is to recognize and reward employees who perform an unusually meritorious 
act of humanitarian service arid courage at the risk of life or personal safety to help a 
fellow human being. Scupiri Awards demonstrate the Company’s commitment to 
community and humanitarian sewice. 

SECTION 3. ADMINISTRATION. 

The Award Programs shall be administered by the officer who heads the 
Company’s Human Resources Department {the “VP-HR). The VP-HR from time to 
time may adopt {and thereafter amend and rescind) such rules and regulations for 
carrying out the Award Programs and take such action in the administration of the 
Award Programs, not inconsistent with the provisions of the Plan and the Program, as 
such officer shall deem proper. The interpretation and construction of any provisions of 
the Award Programs by the VP-HR shall, unless otherwise determined by the Board of 
Directors of the Company or the Compensation Committee of the Board of Directors of 
the Company, be final and ccmclusive. No member of the Board of Directors or the 
Compensation Committee, and no officer of the Company, shall be liable for any action 
or determination made in good faith with respect to the Plan or any grant under it. 
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Chairman Awards 

Nominations for Chairman Awards may be made by the Chief Executive Officer, 
the President or any Vice President of the Company, by the Chief Executive Officer, the 
President or any Vice President of Sprint Communications Company L.P., and by the 
President or business unit head of the Company’s other subsidiaries. Nominations are 
to be submitted to the VP-HR. AH awards must be approved by the Chairman and Chief 
Executive Officer of the Company (the “CEO”) unless the award is to an officer of the 
Company, in which case the award must be approved in advance by the Compensation 
Committee. 

Scupin Awards for Humanitarian Services 

Nominations for Scupin Awards may be made by any supervisor. Nominations 
are to be submitted to the VP-HR. All awards must be approved by the CEO or any 
Senior Officer or Senior Officers of the Company (as defined in the Program} 
designated by t h e  CEO unless the award is to an officer of the Company, in which case 
the award must be approved in advance by the Compensation Committee. There will 
be three categories of Scupin Awards: the Gold Award (an award of 200 shares of 
Sprint FON common stock and 100 shares of Sprint PCS common stock), the Silver 
Award, (an award of I00 shares of Sprint FON common stock and 50 shares of Sprint 
PCS common stock) and the Bronze Award (an award of 20 shares of Sprint FON 
common stock and 10 shares of Sprint PCS common stock)’. The VP-HR will 
determine the criteria for eligibility for each category of award. 

SECTION 4. TOTAL NUMBER OF SHAR€S SUBJECT TO GRANT. 

The maximum number of shares of FON common stock ($2.00 par value) of the 
Company which may be issued under the Plan shall not exceed 200,000 and the 
maximum number of shares of PCS common stock ($1.00 par value) of the Company 
which may be issued under the Plan shall not exceed 100,000 (subject to adjustment as 
provided in Section 7 hereof)’. The shares issued under the Plan may be either 
treasury shares or authorized but unissued shares. The maximum number of shares of 
common stock which may be issued in any calendar year, together with shares of 
common stock subject to other awards under the Program, shall not exceed the limits 
set forth in Section 4(a) of the Program. The CEO and his designee may not make 
awards to any one individual in excess of 30,000 FON shares and 15,000 PCS shares 
and may not make awards aggregating in excess of 100,000 FON shares and 50,000 
PCS shares between meetings of the Compensation C~rnmittee.~ 

Originally, Gold Award was io0 shares of Sprint common stock, Silver Award was 50 shares of Sprint common 
stock, and Bronze Award was IO shares of common stock. The change reflects the recapItalI7ation in 199R, the 
1999 split of the FON common stock and the 2000 split of the PCS common stock. 

The change reflects h e  
recapitalization in 1998, the 1999 split of the FON common stock and the 2000 split of the PCS common stock. ’ Originaily, the Plan provided for a limitation of 15,000 shares to any one individual and an aggregate o f  50,000 
shares. The change reflects the recapitalization in 1998, the 1999 split of h e  FON common stock and the 2000 split 
of the PCS common siock 

1 

Originally, the Plan provided for the issuance of 100,000 shares of common stock. 
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SECTION 5. ELIGIBILITY. 

Chairman Awards and Scupin Awards may be granted to any employee of t h e  
Company and its Affiliates; provided that no grants shall be made to any employee who 
is an officer or director of the Company or who will be proposed to be elected as an 
officer or director at the next ,meeting of the Board of Directors or Stockhotders of the 
Company unless the Compensation Committee approves such award in advance. 

No award may be granted to any individual who immediately after the grant owns 
directly or indirectly stock possessing more than five percent (5%) of the total combined 
voting power or value of all classes of stock of the Company or any subsidiary. 

SECTION 6. TAX TREATMENT OF AWARDS. 

The market value of the stock awards made under the Plan is taxable to the 
recipient. Market value will be determined using the average of the high and low stock 
price on the date of the award. 

The Company or Affiliate that employs the recipient of the award will pay, on 
behalf of the recipient, the rniniimum required federal, state and local income withholding 
taxes applicable to the Chairman Awards and Scupin Awards, as well as the required 
FICA taxes (including the required minimum taxes resulting from such tax payment). 
The value of the stock award plus all taxes paid on the recipient’s behalf will be reported 
on Form W-2. 

SECTION 7. CHANGE IN STOCK, ADJUSTMENTS, ETC. 

In the  event that the outstanding shares of common stock of the Company are 
hereafter increased or decreased or changed into or exchanged for a different number 
of shares or kind of shares or other securities of the Company or of another corporation, 
by reason of reorganization, merger, consolidation, recapitalization, reclassification, 
stock split-up, combination of shares, or a dividend payable in capital stock, appropriate 
adjustment shall be made by the Compensation Committee in the number and kind of 
shares that may be granted under the Plan and that may be granted by the CEO or a 
designated senior officer of the Company under the Plan. 

SECTION 8. DURATION, AMENDMENT AND TERMINATION. 

The Board of Directors of the Company may at any time terminate the Plan or 
make such amendments to the Plan as it shall deem advisable and in the best interests 
of the Company: provided, that any such amendment shall be consistent with the 
provisions of the Program, as it may be amended from time to time. 

No awards of stock shiall be granted under the Pian after the last permissible 
date for the granting of awards under the Program. 



SECTION 9. EFFECTlVENESS OF PLAN. 

This Plan shall be effective as of August 9, 1994. 
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EXHIBIT (12) 
COMPUTATION OF RATIO OF EARNINGS TO FIXED CHARGES Sprint Corporation 

2002 2001 2000 1999 1998 
(millions) 

Earnings 
Income (loss) from continuing operations before income taxes $ 429 $(2.274) f (963) $(1.263) $ 856 
Capitalized interest (118) (174) (175) (151) (167) 

119 175 256 80 42 Equity in losses of less than 50% owned entities 

430 (2,273) (882) (1,334) 731 

Interest charges 1,560 1,374 1,165 1,013 889 
Interest factor of operating rents 422 396 347 308 272 

Total fixed charges 1,982 1,770 1,512 1,321 1,161 

Earnings, as adjusted $2,412 $ (503) 5 630 $ (13) $1,692 

-- Subtotal 

Fixed charges 

Ratio of earnings to fixed charges 1.22(11 --[a -PI -(4) 1 ,63(51 

Earnings, as adjusted, include charges aggregatirig 5559 million primarily relating to the write-down of investments, 
restructuring and asset impairments. Excluding these items, the ratio of earnings to fixed &ages would have been 1.50 for 
2m2. 

Earnings, as adiusted, were inadequak to cover lixed charges by $2.3 billion in 2001. Earnings. as adjusted, include 
charges aggregating $1.886 million primarily relating to restructuring and ass8t impairments. Excluding these items, 
earnings, as aaJusted, would have beerr inadequate to cover fixed charges by$387 million. 

Earnings, as adjusted, were inadequak to wver fixed charges by $882 million in 2000. Earnings, as adjusted, indude 
charges aggregating $493 million primarily re/ating to asset impairments, termination of the WorldCom merger and a write- 
down of investments. Excluding these items, earnings, as adjusted, would have been inadequate to cover fixed charges by 
$389 million. 

Earnings, 8s ao)~st8d, were inadequate to cover fixed charges by $1.3 bil lm in f999. Earnings, as adjllsted, include a net 
gain of $54 million from investment actiiriti8s. Excluding this gain, earnings, as adjusted, would have been inadequate to 
cover fixed charges by $1.4 billion. 

Earnings, as adjusted, include net gain:: of $104 million mainly reiating to sales of local exchanges and a charge fo write off 
$1  79 million of acquired in-process resoarch and development costs related to the PCS Restructuring. Excluding these 
items, the ratio of earnings to fixed charges would have been 1.70 lor 1998. 

Note: The ratios were computed by dividin:g fixed charges into the sum of earnings (after certain aaustrnents) and tixed 
charges. Earnings include income frtm continuing operations before taxes, plus equity in the net loss8s of iess-than-50% 
owned entities, less capitalized intemt. Fixed charges include interest on all debt ot continuing operations, including 
amortization of debt issuance costs, and the inlerest component of operating rents. 
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EXHiBIT (21) 
SUBSIDIARIES OF REGlSTRANT Sprint Corporation 

Sprint Corporation is the parent. The subsidiaries of Sprint Corporation are as follows: 
Ownership 

Jurisdiction of Interest Held 
Incorporation or By Its 

Immediate Parent Organization Name 
American Telecasting, h e .  Delaware 

American Telecasting Development, Inc. 
Fresno MMDS Associates, A General Partnership 

FMA Licenses Subsidiary, Inc. 
American Telecasting of Anchorage, Inc. 
American Telecasting of Bend, Inc. 
American Telecasting of Billings, Inc. 
American Telecasting of Bismarck, Inc. 
American Telecasting of Central Florida, Inc. 
American Telecasting of Cincinnati, Inc. 
American Telecasting of Colorado Springs, Inc. 
American Telecasting of Columbus, Inc. 
American Telecasting of Denver, lnc. 
American Telecasting of Fort Collins, Inc. 
American Telecasting of Fort Myers, Inc. 
American Telecasting of Green Bay, Inc. 

American Telecasting of Minnesota, Inc. 
American Telecasting of Nebraska, Inc. 
American Telecasting of North Dakota. Inc. 
American Telecasting of South Dakota, Inc. 

American Telecasting of Hawaii, Inc. 
American Telecasting of Jackson, lnc. 
American Telecasting of Jacksonville, Inc. 
American Telecasting of Lansing, Inc. 
American Telecasting of Lincoln, Inc. 
American Telecasting of little Rock, tnc. 
American Telecasting of Louisville, Inc. 
American Telecasting of Medford, Inc. 
American Telecasting of Michiana, Inc. 
American Telecasting of Monterey, Inc. 
American Telecasting of Oklahoma, Inc. 
American Telecasting of Portland, Inc. 
American Telecasting of Rapid City, Inc. 
American Telecasting of Redding, Inc. 
American Telecasting of Rockford, Inc. 
American Telecasting of SaledEugene, Inc. 
American Telecasting of Santa Barbara, lnc. 
American Telecasting of Santa Rosa, Inc. 
American Telecasting of Sarasota, Inc. 
American Telecasting of Seattle, Inc. 
American Telecasting of Sheridan, lnc. 
American Telecasting of Sioux Valley, Inc. 
American Telecasting of Toledo, Inc. 
American Telecasting of Youngstown, Inc. 
American Telecasting of Yuba City, Inc. 
Fresno Wireless Cable Television, Inc. 

Superchannels of Las Vegas, Inc 

NOCUTS, lnc. 
SC One Company 

Center Capital Corporation 
Centel Directories LLC 
Centel-Texas, Inc. 

Fresno MMDS Associates, A General Partnership 

Carolina Telephone and Telegraph Company 

Centel Corporation 

Delaware 
California Partnership 

California 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
0 el aware 
0 el aware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
D el aware 
Del aware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Detaware 
Delaware 
Delaware 
Delaware 
Deiawate 
Delaware 
Delaware 
Delaware 

Washington 
California Partnership 

Arizona 

North Carolina 
Pennsylvania 

Kansas 

Kansas 
Delaware 
Delaware 

Texas 
(7) Sprint Corporation owns all of the common stock. The voting preterred stock is held by 1 I Sprint subsidiaries. 

100 
100 
35 

100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
103 
tcQ 
100 
1CQ 
100 
100 
100 
100 
100 
100 
100 
1 0 0  
100 
100 
100 
100 
100 
100 
100 
100 
100 
90 

100 
100 
100 
100 
100 
100 
65 
58 

100 
loo 
100 

91.4(’l 
1 0 0  
1M3 
1 0 0  
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EXHIBIT (21) 
SUBSIDIARtES OF REGISTRANT (ccrntinued) Sprint Corporation 

Ownership 

Immediate Parent 

Jurisdiction of Interest Held 
Incorporation or By Its 

Name Organization 

(Centel Corporation continued) 

Central Telephone Company 
Central Telephone Company of Texas 

Central Telephone Company of fllinois 
Central Telephone Company of Virginia 
Sprint-Florida. Incorporated 

C FON Corparetion 

People’s Choice TV Corp. 
Alda Gold, Inc. 
Alda Tucson, Inc. 
Alda Wireless Holdings, Inc. 
Broadcast Cable, IN. 
PCTV Development Go. 
PCTV Gold, Inc. 
People’s Choice TV of Albuquerque, Int:. 
People’s Choice TV of Houston, Inc. 
People’s Choice TV of Milwaukee, Inc. 
People’s Choice TV of Salt Lake City, iric. 
People’s Choice TV of St. Louis, Inc. 
People’s Choice TV of Tucson, Inc. 
Preferred Entertainment, Inc. 
Sat-Tel Services, Inc. 
Speedchoice Equipment, Inc. 
Speedchoice of Detroit, Inc. 
SpeedChorce of Phoenix, Inc. 
Waverunner, Inc. 
Wireless Cable of Indianapolis, Inc. 

Broadcast Cable, Inc. 

Pin Drop Insurance, Ltd. 

SPCS Caribe Inc. 

Sprint Asian American, Inc. 
Sprint Capital Corporation 

Sprint Finance, Inc. 
SprintFinCo, Inc. 

Sprintcorn, Inc. 

Sprint Credit General, Inc. 

Sprint Credit Limited, Inc. 
sprint eBusiness, Inc. 

Sprint Enterprise Network Services, hc. 

Sprint a Wireless, Inc. 

Sprint Healthcare Systems, Inc. 

Sprint Intemafional Holding, Inc. 
SlHl Mexico, S. de R.L. de C.V. 
StHl New Zealand Holdco, lnc. 

SlHl Scandinavia AB 
SIHI South Africa (Pty) Ltd. 
Sprint Cayman Holding, Ltd. 

Sprint Paranet Canada, Inc. 

Sprint International New Zealand 

Shanghai Cayman Holding. Ltd. 

Texas 
Delaware 

Illinois 
Virginia 
Florida 

Delaware 

Delaware 
Delaware 
Delaware 
Delaware 
Indiana 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Arizona 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Indiana 

Bermuda 

Puerto Rico 

Kansas 
Delaware 
Kansas 
Kansas 

Kansas 
Kansas 

Kansas 

Kansas 

Kansas 
Canada 

Kansas 

Kansas 

Kansas 
Mexico 
Kansas 

New Zealand 
Sweden 

South Africa 
Cayman Islands 
Cayman Islands 

100 
7 0 0  
100 
100 
100 

100 

100 
100 
100 
100 

24.9 
1 0 0  
1 0 0  
1 0 0  
100 
100 
100 
1 0 0  
100 
100 
100 
100 
100 
1 0 0  
100 

91 -6 
75.1 

1cQ 

1 0 0  

00 
00 
00 
00 

00 

00 

00 

100 

100 
100 
100 

100 

100 
99 

100 
100 
100 
100 
100 
1M)  



EXHIBIT (21) 
SUBSIDIARIES OF REGISTRANT (contlnued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

Incorporation or By Its 
Name Organization Immediate Parent 

(Sprint International Holding, Inc. continued) 
Sprint France SAS 
Sprint Hong Kong Limited 
Sprint International Argentina SRL 
Sprint International Australia Pty. Limited 
Sprint International Austria GmbH 
Sprint International Chile Limitada 
Sprint International Colombia Ltda. 
Sprint International Communications Canada ULC 
Sprint International Communications Singapore Pte. Ud. 
Sprint International do Brasil LMa. 
Sprint lnternational Holding, Inc.-India Liaison Office 
Sprint International Hoiding, Inc.-Japanese Branch Office 
Sprint tnternational Japan Coip. 
Sprint lnternationai Korea 
Sprint International Norway AS 
Sprint International Spain, S.L. 
Sprint International Taiwan 
Sprint International Venezuela, S. R.L. 
SprintLink Belgium BVBA 
SprintLink Denmark ApS 
SprintLink Fraance SAS 
SprintLink Germany GmbH 
SprintLink International {Switzerland) GmbH 
SprintLink Ireland Limited 
SprintLink Italy S.r.1. 
SprintLink Netherlands B.V. 
SprintLink LJK Limited 
Sprint Netherlands B.V. 
Sprint UK Holdings Limited 
Telecom Entity Participacoes Ltda. 

JVCO Participacoes Ltda. 
Holdco Participacoes M a .  

lntelig Telecomunicacoes Ltda. 

Sprint Mexico, Inc. 

Sprint Mid-Atlantic Telecom, Inc. 

Sprint Minnesota, Inc 

Sprint Missouri, Inc. 
SC Eight Company 

Sprint North Supply Company 
Northstar Transportation, Inc. 
North Supply Company of Lenexa 
Sprint Products Group, Inc. 

Sprint Payphone Services, Inc. 
Sprint PCS Canada Holdings, Inc. 
Sprint Solutions, Inc. 

Sprint TELECENTERs, inc. 

Sprin Wnited Management Company 
Sprint Services, Inc. 

France 
Hong Kong 
Argentina 
Australia 
Austria 
Chile 

Colombia 
Canada 

Singapore 
Brazil 
India 

Japan 
Japan 
Korea 

Norway 
Spain 

Taiwan 
Venezuela 

Belgium 
Denmark 
France 

Germany 
Switzerland 

Ireland 
Italy 

Netherlands 
United Kingdom 

Netherlands 
United Kingdom 

Brazil 
Brazil 
Brazil 
Brazil 

Kansas 
North Carolina 

Minnesota 

Missouri 
Kansas 

Ohio 
Kansas 

Delaware 
Kansas 

F I o r i d a 

Kansas 

Delaware 

Florida 

Kansas 
Kansas 

100 
50 

99.9 
100 
100 
99.9 
99.9 
100 
100 
50 

tm 
100 
100 
100 
100 
98 

100 
100 
99.5 
100 
100 
100 
95 

100 
99 

100 
100 
100 
100 
50 
50 

99.9 
99.9 
100 

100 

100 

100 
100 

100 
100 
100 
100 

100 

100 

100 

100 

100 
100 



EXHIBIT (21 1 
SUBSIDIARIES OF REGISTRANT (contlnued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

Organuat ion Immediate Parent 
Incorporation or By Its 

Name 

Sprint Ventures, Inc. 
Sprint Wavepath Holdings, lnc. 

Sprint (Bay Area), Inc. 
Wavepath Holdings, Inc. 

Bay Area Cablevision, Inc. 
Transworld Wireless T.V.-Spokane. Inc. 
TTI Acquisition Corporation 

Desert Winds Comm, Inc. 
WHI-San Diego, Inc. 
Wireless Holdings Purchasing Co. 

SWV Eight, Inc. 
SWV Three Telephony Partnership 

Sprint Telephony PCS, L.P. 
Sprint PCS Assets, L.L.C. 
Sprint PCS License, L.L.C. 
PCS Leasing Company, L.P. 

SWV Five, Inc. 
PhillieCo Partners I ,  L.P. 

PhillisCo Sub, L.P. 
PhillieCo, L.P. 
PhillieCo Equipment & Realty Company, L.P. 

PhillieCo Partners tl, L.P. 
PhillieCo Equipment & Realty Company, L.P. 
PhillieCo, L.P. 
PhillieCo Sub, L.P. 

S WY Four, lnc. 
PhiItieCo Partners I, L P .  
PhillieCo Partners It, L.P. 
SWV Two Telephony Partnership 

MinorCo, L.P. 
American PCS, L.P. 

American PCS Communications, LLC 
APC PCS, LLC 
APC Realty and Equipment Company, LLC 

American Personal Cmniunications Holdings, Inc. 
American PCS Communications, LLC 
APC PCS, LLC 
APC Realty and Equipment Company, LLC 

NewTelco, L.P. 
Sprint Spectrum Equipment Company, L.P. 
Sprint Spectrum L.P. 

Sprint Spectrum Equipment Company, L.P. 
Sprint Spectrum Realty Company, L.P. 
WirelessCo, 1.P. 

Sprint Spectrum Really Company, L.P. 
WirelsssCo, L.P. 

American PCS, L.P. 
Sprint Telephony PCS, L.P. 
NewTelco, L.P. 
PCS Leasing Company, L.P. 
Sprint Spectrum L.P. 

Sprrnt Spectrum Holding Company, L.P. 

SWV One, Inc. 
SWV One Telephony Partnership 

MinorCo, L.P. 
Sprint Spectrum Holding Company, L.P. 

Kansas 
Delaware 

Rotida 
Delaware 
California 
Delaware 
Delaware 
California 
Catibmia 
Delaware 
Delaware 

Delaware Partnership 
Delaware Partnership 

Delaware 
Delawaro 

Delaware Partnership 
Delaware 

Delaware Partnership 
Delaware Partnershtp 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 

Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 

(2) MinorCo, 1. P. holds a hi ted and prefeJred partnership interest of less than I %. 

(31 American PCS, L. P. holds the generaipartnership int8reSt of greater than 99%. 

(41 American PCS Communications, LLC holds the general partnership interest of greater than 99%. 

(5) American Personal Communications Holdings, Inu. holds a limited partnership interest of less lhan 1%. 

Sprint Spectrum L. P. holds the general partnership interest of greater than 99%. 

Sprint Spectrum Holding Company, 1. P. holds the general partnership inierest ot greater than 99%. (7) 

100 

1 0 0  
100 

62.5 
100 
100 
100 
1 0 0  
1 0 0  
100 
100 
22 

100 
100 
51 

100 
35.3 
99 
99 
99 

35.3 
1 
1 
1 

3 0 0  
17.6 
17.6 
99 
15 

121 

99(3) 
99r4, 
99141 

15) 

(5) 

t5) 

(2) 

(2) 
12) 

99@) 
Q9W 
99(6) 

(21 

(21 

15 
99(71 

59.2 
99m 
44 
9w71 

100 
1 

15 
15 

40.8 

100 



EXHIBIT (21 1 
SUBSIDIARIES OF REGISTRANT (continued) Sprint Corporation 

Ownership 

Immediate Parent 

Jurisdiction of Interest Held 
Incorporation or By Its 

Name Organization 

S W V Se wen, Inc. 

S W Six, Inc. 

SWV Three Telephony Partnership 

MinorCo, L.P. 
Sprint Spectrum Holding Company, L.P. 

swv Three, Inc. 
SWV Two Telephony Partnership 

s wv Two, Inc. 
SWV One Telephony Partnership 

TDI Acquisition Corporation 
WBS California, LLC 

WBSE Licensing Corporation 
WBSS Licensing Corporation 

WBSB Licensing Corporation 

WBSH Licensing Corporation 

WBSCB Licensing Corporation 
WBSK Licensing Corporation 
WBSR Licensing Corporation 

Kennewick Licensing, LLC 
WBSY Licensing Corporation 

WBS Idaho, LLC 

WBS Montana, LLC 

WBS Oregon, LLC 

WBS Washington, LLC 

Wireless Broadband Services of America, LLC 
Wireless Broadcasting Systems of America, Inc. 

Wireless Broadcasting Systems of Boise, Inc. 
Wireless Broadcasting Systems of Coos Bay, Inc. 
Wireless Broadcasting Systems of Eureka, Inc. 
Wireless Broadcasting Systems of Ft. Pierce, Inc. 

Wireless Broadcasting Systems of Helena, inc. 
Wireless Broadcasting Systems of Klamath, Inc. 
Wireless Broadcasting Systems of Melbourne, Inc. 

Wireless Broakasting Systems of Roseburg, Inc. 
Wireless Broadcasting Systems of Sacramento, Inc. 
Wireless Broadcasting Systems of West Palm, Inc. 

Wireless Broadcasting Systems of Yakima, tnc. 

WBSFP Licensing Corporation 

WBSM Licensing Corporation 

WBSWP Licensing Corporation 

Wireless Broadcasting Systems of Knoxville, LLC 
Cherokee Wireless of Knoxville, lnc. 

Transworld Telecommunications, Inc. 

UCOM, Inc. 
Wavepath Holdings, Inc. 

Sprint Communications Company L.P. 
Sprint Communications Company of New Hampshire, 
Sprint Communications Company of Virginia, Inc. 
Sprint Communications LLC 
Sprint Directory Tradwnatk Company, LLC 
Sprint Licensing, Inc. 
United Telephone Company of Kansas 
USST of Texas, Inc. 

SprintCom Equipment Company L.P. 
Sprint Enterprises. L.P. 

Inc. 

Delaware 
Delaware Partnership 

cotorado 
Delaware Partnership 
Delaware Partnership 

Oelaware 
Detaware Partnership 

Delaware 
Delaware Partnership 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delawara 
Delaware 
Delaware 
Delaware 

Pennsylvania 
Delaware 

Missouri 
Delaware Partnership 

New Hampshire 
Virginia 

Delaware 
Delaware 
Kansas 
Kansas 
Texas 

Delaware 
Delaware Partnership 

100 
78 

100 
30 
30 

100 
1 

100 
99 

100 
100 
100 
100  
100 
100 
100 
100  
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
1 0 0  
100 
100 

100 
37.5 

100 
34.1 
100 
100 
1 0 0  
100 
100 

100 
49 

48.9 

1 t81 

d 

(81 Sprint Corporation owns ail of the common stock. The voting preferred stock is held by Sprint Communications 
Company L.P. 
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EXHlBlT (2t) 
SUBSIDIARIES OF REGISTRANT (continued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

lncotporation or By Its 
Name Organization Immediate Parent 

(UCUM, Inc. subsidiaries continued) 
MinorCo, L.P. 
PhillieCo Partners I, L.P. 
PhillieCo Partners If, L.P. 
Sprint Spectrum Holding Company, L.P. 

Sprint Global Venture, Inc. 
SGV Corporation 

United Telephane Company of the Carolinas 

United Telephone Campany of Eastern Kansas 
SC Two Company 

SprinUUnited Midwest Management Sellrice$ Company 
United Teleservices, Inc. 

United Telephone Company of Florida 

United Telephone Company of Indlana, Irtc. 

Unlted Telephone Company of Kansas 

United Telephone Company of New Jersey, Inc. 
United Telephone Company of the Norttrivest 

United Telephone Company of Ohio 

United Telephone Company of Pennsylvmie, The 

SC Four Company 

SprinVUnited Midwest Management Sewices Company 

SC Fiw Company 

SC Six Company 
United Telephone Long Distance, Inc. 

United Telephone Company of Southcentral Kansas 
United Telephone Company of Texas, Inc. 

United Telephone Company of the West 

United TelephoneSoutheast, hc. 
SC Three Company 

US Telecom, Inc. 
ASC Telecom, Inc. 
LCF, Inc. 
SC Seven Company 
Sprint Communications Company L.P. 
SprintCorn Equipment Company L.P. 
Sprint Enterprises, L.P. 
Sprint Global Venture, Inc. 
Sprint Iridium, Inc. 
United Telecommunications, Inc. 
US Telecom of New Hampshire, Inc. 

Private TransAtlantic Telecornmunicatiomis System, Inc. 

Sprint Communicatims Company L.P. 
Sprint Global Venture, Inc. 
Sprint International incorporated 

SC Seven Company 

Utelcom, Inc. 

Private Trans-Atlantic Telecommunications System (N.J.), Inc. 

Consortium Communications International, Inc. 
Dial-The Israeli Company for International Communication 

SlHl Mexico S. de R.L. de C.V. 
Sprint Global Venture, Inc. 

Services LTD 

Oelaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 

Kansas 
Kansas 

South Carolina 
Kansas 

Delaware 
Kansas 
Kansas 

Horida 
Indiana 
Kansas 

Kansas 
Kansas 

New Jersey 

Oregon 

Ohio 
Kansas 

Pennsylvania 
Kansas 

Pennsylvania 

Arkansas 

Texas 
Kansas 

Delaware 

Virginia 
Kansas 

Kansas 
Kansas 

California 
Kansas 

Delaware Partnership 
Delaware 

Delaware Partnership 
Kansas 
Kansas 

Delaware 
New Hampshire 

Kansas 
Delaware 

New Jersey 
Delaware Partnership 

Kansas 
Delaware 
flew York 

Israel 
Mexico 
Kansas 

(s) Sprint Corporation owns allot the common stock. The voting prefeerred stock is held by Sprint Cummunications 
Company L. P. 

Ucom, Inc.. US Tefecom, Inc., and Utelcom, /nc. each holds less than 1% of the common stock 101 

40 
47.1 
47.1 
40 

100 

100 
100 

100 
20 

1 0 0  

100 

100 
100 

101 

99n 
80 

100 

100 

1 0 0  
100 

100 
100 
100 

100 

100 
50 

1 0 0  

100 
100 

100 
100 
100 
50 

58.9 
51 
51 

100 
100 
100 

100 
103 
103 
4.9 

1 0 0  
100 

54.4 
1 

86 

(9) 

(01 



EXHIBIT (21) 
SUBSIDIARES OF REGISTRANT (continued) Sprint Corporation 

Name 

(Utelcom, Inc. subsidiaries contlnued) 
Sprint Hong Kong Limited 
Sprint International Argentina SRt 
Sprint International do Brasil Ltda. 
Sprint International Caribe, Inc. 
Sprint International Chile Lirnitada 
Sprint International Colombia Ltda. 
Sprint International Communications Corporation 

Sprint Communications Company L.P. 
Sprint Global Venture, Inc. 
Sprint International Network Company LLC 

Sprint International Incorporated-Beijing Representative Office 
Sprint International Spain, S.L. 
SprintLink Belgium BVBA 
SprintLink International (Switzerland) GmbH 
SprhtLink ttaly S.r.1. 
Sprint Telecommunications Services GmbH 
Sprint Tekommunications (UK) Limited 

Wireless Ceble of Florida, Inc. 

Ownership 
Interest Held 

Immediate Parent 

Jurisdiction of 

Organization 
tncorporation or By Its 

Hong Kong 
Argentina 

Brazil 
Puerto Rico 

Chile 
Colombia 
Delaware 

Delaware Partnership 
Kansas 

Delaware 
China 
Spain 

Belgium 
Switzerland 

Italy 
Germany 
Delaware 

Florida 

a r w  
.1 
50 
100 

.1 

. 1  
100 
1.9 
13 

100 
100 

2 
.5 
5 
1 

100 
100 

100 
-. 

(w Held in trust for Sprint International Holding, Inc. 



- EXHIBIT (23) 
CONSENT OF INDEPENDENT AUDITORS Sprint Corporation 

We consent to the incorporation b y  reference in the Registration Statements (Form S-3, No. 33-58488; form 5-8, 
No. 33-38761; Form S-8, No. 33-31802; Form S-8, No. 2-97322; Form S-8, No. 33-59326; Form S-8, No. 
33-53695; Form S-8. No. 33-59349; ,Form S-8, No. 33-65149; Form S-8, No. 33-25449; Form 5-8, No. 333-42077; 
Form S-8, No. 333-46487; Form S-8, No. 333-46491; Form S-8, No. 333-68737; Form S-8, No. 333-68739; Form 
S-8, No. 333-56938; Form S-8, NQ. 333-59124; Form S-8, No. 333-76755; Form 5-8, No. 333767133; Form S-8, 
No. 333-92809; Form S-8, No. 333-54108; Form $8, No. 333-61462; Form S-8, No. 333-75664: Form S-8, No. 
333-86458 and Form S-8, No. 333-86460) of Sprint Corporation and in the related Prospectuses of our report 
dated February 5, 2003 with respect 'to the consolidated financial statements and schedule of Sprint Corporation, 
included in this Annual Report (Form 10-K) for the year ended December 31, 2002. 

fst ERNST & YOUNG LLP 
Ernst & Young U P  

Kansas City, Missouri 
March 3,2003 
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OF THE SECURITIES EXCHANGE ACT OF 1934 
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TRANSITION REPORT PURSUANT TO SECTION 13 OR 15(d) 

CIF THE SECURITIES EXCHANGE ACT OF 1934 
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SECURITIES AND EXCHANGE COMMISSION 
ANNUAL REPORT ON FORM 10-K Sprint Corporation 

Pari I 

Item 1 - Business 

The Corporation 

Sprint Corporation, incorporated In 1938 under the laws of Kansas, is mainly a holding company, with its 
operations primarily conducted in its subsidiaries. Unless the context otherwise requires, references to “Sprint,” 
“we,” =us,” and “our” mean Sprint Corporation and its subsidiaries. 

Sprint is a global communications company and a leader in integrating long-distance, local service, and wireless 
communications. Sprint is also one of the largest carriers of Internet traffic using its tier one Internet Protocot 
network, which provides connectivity to any point on the lnternet either through its own network or via direct 
connections with other backbone providers. Sprint is the nation’s third-largest provider of long distance services 
based on revenues, and operates nationwide, alldigital long distance and tier one Internet Protoool networks 
using fiber-optic and electronic technology. Sprint currently serves approximately 7.9 million access lines in its 
franchise territories in 18 slates, and we provide local service using our facilities, leased facilities or unbundled 
network elements provided by other carriers in 36 states and the District of Cotumbia. Sprint is selling into the 
cable telephony market through arrangements with cable companies that resell Sprint long distance service and 
use Sprint back office systems and network assets in support of their local telephone service provided over cable 
facilities. Sprint also operates a 100% digital personal communications service, or PCS, wireless network with 
licenses to provide service to the entire United States population, including Puerto Rico and the U.S. Virgin 
Islands, using a single frequency band and a single technology. The PCS Group, together with third party affiliates, 
operates PCS systems in over 300 metropolitan markets, including the 100 largest US. metropolitan areas. The 
PCS Group’s service. including third party affiliates, reaches a quarter billion people. The PCS Group, combined 
with our wholesale and affiliate partners, served more than 20 million customers at the end of 2003. 

Sprint operates in an industry that has been and continues to be subject to consolidation and dynamic change. 
Therefore, Sprint routinely reassesses its business strategies. In light of events and specific changes in 
telecommunications, including bankruptcies, over-capacity and the current economic environment, Sprint 
continues to assess the implications on its operations. Any such assessment may impact the valuation of its long- 
lived assets. As part of its overall business strategy, Sprint regularly evaluates opportunities to expand and 
complement its operations and may at any time be discussing or negotiating a transaction that, if consummated, 
could have a material effect on its business, financial condition, liquidity or results of operations. 

In the 2002 third quarter, Sprint reached a definitive agreement to sell its directory publishing business to 
R.H. Donnelley for $2.23 billion in cash. The sale closed on January 3, 2003. 

In November 1998, Sprint’s shareholders approved the allocation of all of Sprint’s assets and liabilities into two 
groups, the FON Group and the PCS Group, as well as the creation of the FON stock and the PCS stock. FON 
common stock and PCS common stock are intended to reflect the financial results and economic value of the FON 
and PCS Groups. However, they are classes of common stock of Sprint, not of the group they are intended to 
track. 

The FON Group is comprised of the global markets division, the local division and other businesses consisting 
primarily of wholesale distribution of telecommunications products. The PCS Group includes Sprint’s wireless PCS 
operations. 

4 

d 

On February 28, 2004, Sprint’s board of directors decided to recombine the tracking stocks and return to a single 
common stock. As a result, each share of the PCS common stock will convert automatically into 0.50 shares of 
FON common stock on April 23, 2004. The FON stock wit1 represent the only outstanding common stock of Sprint. 
After the recombination, Sprint will continue to present consolidated financial information, but will not include group 
level information. The recombination will not impact Sprint‘s current presentation of all required segment 
information. 

1 



Access to Public Filings and Board Cornmitree Charters 

Sprint provides public access to its annual report on Form 1 0-K, quarterly reports on Form 10-Q, current reports on 
Form 8-K, and amendments to these reports filed with the Securities and Exchange Commission (SEC) under the 
1934 Act. These documents may be accessed free of charge on Sprint's website at the following address: 
http://www.sprint.com/sprint/ir. These! documents are provided as scan as is practicable after filing with the SEC. 
These documents may also be founcl at the SEC's website at http:llwww.sec.gov. 

Sprint also provides public access to its Code of Ethics and the charters of the following oomrnittees of its board of 
directors: the Audit Committee, the C:apital Stock Committee, the Compensation Committee and the Nominating 
and Corporate Governance Comrnitke. The ethics code and committee charters may be viewed free of charge on 
Sprint's website at the following address: http://ww.sprint.com/govemance. They may also be obtained free of 
charge by writing to: Sprint Shareholder Relations, 6200 Sprint Parkway, Mailstop KSOPHF0302-3B206, Overland 
Park, Kansas 66251. If a provision 0 1  the ethics code required under the New York Stock Exchange corporate 
governance standards or the Sarbanes-Oxley Act is materiatly modified, or i f  a waiver of the ethics code is granted 
to a director or executive officer, the notice of such amendment or waiver will be posted on Sprint's website. While 
only the board of directors or the Audit Committee may consider a waiver for an executive officer or director, Sprint 
does not expect to grant waivers. 

Business Transformation 

Currently, Sprint's operations are diviided into three segments: the global markets division, the local division and 
the PCS wireless telephony products and services business. 

tn an effort to enhance the focus on the needs and preferences of two distinct customer types - businesses and 
consumers, Sprint's market-facing business units have been aligned into the Sprint Business Solutions (SBS) unit, 
Sprint Consumer Solutions (SCS) unit and the Sprint Local Consumer Solutions (SLCS) unit. This effort is 
expected to enable Sprint to more eflectively and efficiently use its portFolio of assets to create customer-focused 
communications solutions. 

During 2004, Sprint intends to continue to measure its activities using its current business segments, and begin to 
measure certain activities under this #customer-focused approach. Throughout 2004, management anticipates 
continuing to make decisions using the current segmentation. However, part of the decision-making process will 
include viewing opportunities from a customer-centric perspective. Sprint intends to develop and deliver integrated 
products and services which will help our customers function more effectively in the workplace and in daily life. 

In conjunction with these market-facing business unit realignments, Sprint is undertaking initiatives to improve 
productivity through: 

Application rationalization 

Automation 

Ptocess re-engineering 

E-enablement 

Organizational redesign ancl streamlining 

Consolidating systems and laliminating redundancies 

These efforts have resulted in restruoturing charges and asset impairments in the fourth quarter of 2003 and will 
impact subsequent quarters. Ongoing efforts in these areas may have additional impacts in subsequent periods. 
See Note 5 of Notes to Consolidated Financial Statements for more information relating to these activities. 

Sprint FUN Group 
General Overview of the Sprint FON Group 
The FON Group is comprised of the gbbal markets division, the local division and other businesses consisting 
primarily of wholesale distribution of telecommunications products. The main activities of the global markets 
division include domestic and international long distance communications (except for consumer long distance 
services used by customers within Sprint's local franchise territories), broadband fixed wireless services and 
certain other ventures. The global malrkets division is the nation's third-largest provider of long distance services 
based on revenues. The activities of l.he local division include local exchange communications and consumer long 
distance services used by customers within Sprint's local franchise temtories. 
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The FON Group is implementing a metropolitan area network (MAN) strategy through the lease and purchase of 
dark-fiber and lit rings in key US. cities. This fiber-optic infrastructure enables Sprint to reduce local access costs. 

The FON Group also includes other businesses consisting primarily of wholesale distribution of telecommunication 
products. Finally, the FON Group includes investments in EarthLink, Inc., an Internet service provider; Call-Net 
Enterprises, Inc., a long distance provider in Canada; and certain other telecommunications investments. 

Global Markets Division 

The global markets division’s financial performance for 2003,2002 and 2001 is summarized as follows: 

2003 2002 2001 

Net operating revenues 

Operating income (loss)(1) 

(miilions) 
$ 7,992 $8,943 $ 9,916 

$(1,472) $ (200) 5(2,049) 

(’I See Part 11, Item 7 Segmentai Results of Operations - Global Markets Division for mors information regarding division 
financial perfonnance. 

General 

The global markets division provides a broad suite of communications services targeted to domestic business and 
residential customers, multinational corporations and other communications companies. These services include 
domestic and international voice, data communications using various protoools such as Internet Protocol and 
frame relay (a data service that transfers packets of data over Sprint’s network), and managed network services. 
The global markets division also provides Local service using Sprint’s facilities, leased facilities or unbundled 
network elements provided by other carriers in 36 states and the District of Columbia. The global markets division 
is selling into the cable telephony market through arrangements with cable companies that resell Sprint long 
distance service and use Sprint back oRice systems and network assets in support of their local telephone service 
provided over cable facilities. In addition, the global markets division provides consulting services and international 
data communications. 

The global markets division also includes the operating results of the wireless high speed data and cable TV 
service operations of the broadband fixed wireless companies. In 2001, Sprint announced it would halt further 
deployment of Multipoint Multichannel Oistribution Services (MMDS) services using current line of sight 
technology. Current video and high speed data customers continue to receive service. In the third quarter of 2003, 
Sprint’s ongoing evatuation of its business use for the MMDS spectrum resulted in a decision to end pursuit of a 
residential fixed wireless strategy and an impairment to spectrum value. Sprint is now focusing its efforts on a 
broad range of alternative strategies. Sprint is continuing to invest in the spectrum, is monitoring technology and 
industry developments, and is involved in efforts to achieve favorable regulatory rulings with respect to this 
spectrum. 

In the 2003 second quarter, Sprint announced the wind-down of its web hasting business. 

Competition 

The division competes with AT&T, MCI (formerly WorldCom), the Regional Bell Operating Companies (RBOCs): 
Verizon, BellSouth, SBC Communications and Qwest, Level 3 and cable operators and other telecommunications 
providers in all segments of the long distance communications market. AT&T continues to have the largest market 
share of the domestic long distance communications market. Some competitors are targeting the high-end data 
market and are offering deeply discounted rates in exchange for high-volume traffic as they attempt to fill their 
networks with traffic volume. The RBOCs have received authority to provide in-region long distance service in 48 
states and the District of Columbia, which has heightened competition. As the RBOCs have entered the long 
distance service market, they have proven to be formidable long distance competitors. In addition, long distance 
services provided by wireless service providers and Internet-based services are expected to continue to adversely 
affect the global markets division. Competition in Long distance is based on price and pricing plans, the types of 
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services offered, customer service, iand communications quality, reliability and availability. Sprint's ability to 
compete successfully will depend 011 its ability to anticipate and respond to various competitive factors affecting 
the industry, including new services that may be introduced, changes in consumer preferences, demographic 
trends, economic conditions, and pricing strategies. Many carriers are competing in the residential and small 
business markets by offering bundled packages of twth local and long distance services. 

Strategy 

In order to achieve profitable markel: share growth in an increasingly competitive long distance communications 
environment, the global markets division intends to leverage its principal strategic assets: its high-capacity national 
fiber-optic network, its tier one lnterriet Protocol network, its base of business and residential customers, its 
established national brand, and offerings available from other Sprint operating entities and other relationships. The 
long distance operation will focus or1 expanding its presence in the data communications markets. The global 
markets division continues to deploy network and systems infrastructure which provides reliability, cost 
effectiveness and technological improvements. 

Local Division 

General 

The local division consists mainly of regulated tocal phone companies serving approximately 7.9 million access 
lines in 18 states. The local division provides local voice and data services, including Digital Subscriber Line 
(DSL), for customers within its franclike territories, access by phone customers and other carriers to the local 
division's local network, nationwide long distance services to residential customers located within its franchise 
territories, sales of telecommunications equipment, and other services within specified calling areas to residential 
and business customers. The local division provides wireless services to customers in its franchise territories 
through agency relationships. DSL enables high speed transmission of data over existing copper telephone lines. 

The local division's financial performance for 2003, 2002 and 2001 is summarized as follows: 

2003 2002 2001 
[millions) 

Net operating revenues $6,143 $6,257 $6,294 
Operating income (loss)('] $1,788 $1,830 $1,783 

(lJ See Part / I ,  Item 7 Segmental Results of Operations -Local Division for more information regarding division financial 
perlormame. 

Competition 

The local division's franchise territories are principally in sububn and rural markets. Competition in these markets 
is occurring more gradually than for ithe RBOCs. In urban areas there is already substantial competition and there 
is increasing competition in less urban areas. Cable companies selling cable moderns continue to provide 
competition for high-speed data services for residential customers. In addition, the use of e-mail and wireless 
services have eroded the local division's access and long distance revenues. Cable companies are beginning to 
provide telecommunication services to the home. Certain mergers or other combinations involving competitors 
may increase competition. Competition in these services is based on price and pricing plans, the types of services 
offered, customer sewice, and communications quality, reliability and availability. 

Strategy 

The local division's strategy is focused on growing its share of communications spending within its franchised 
service areas through broad-based product and service differentiation. To do so, the h a 1  division will bundle 
Sprint's enfire portfolio of wireline and wireless services, expand DSL coverage, and add video capability in 
partnership with Echostar Communications Corp. In addition, the division plans to enhance its customers' service 
experience by developing a single, clear invoice and integrating customer care for all bundled services. 

Sprint PCS Group 

General Overview of the Sprint PCS Group 

The PCS Group includes Sprint's wireless PCS operations. It operates a 100% digital PCS wireless network with 
licenses to provide service to the entire United States population, including Puerto Rico and the U.S. Virgin 
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Islands, using a single frequency band and a single technology. The PCS Group, together with third party affiliates, 
operates PCS systems in over 300 metropolitan markets, including the 100 largest U.S. metropolitan areas. The 
PCS Group’s service, including third party affiliates, reaches a quarter billion people. The PCS Group provides 
nationwide service through a combination of: 

operating its own digital network in major U.S. metropolitan areas using code division multiple access 
(CDMA), which is a digital spread-spectrum wireless technology that allows a large number of users to 
access a single frequency band by assigning a code to all speech bits, sending a scrambled transmission 
of the encoded speech over the air and reassembling the speech into its original format, 

affiliating with other companies that use CDMA, mainly in and around smaller US.  metropolitan areas, 

roaming on other providers’ digital networks that use CDMA, and 

roaming on other providers’ analog cellular networks using multi-mode and multi-band handsets 

Sprint PCS customers can use their phones through roaming agreements in countries other than the United 
States, including areas of: 
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9 Canada and Mexico, 

Most major Caribbean Islands. 

Asia Pacific, including China, Guam, Hong Kong and New Zealand, 

Central and South America, including Argentina, Bolivia, Chile, Colombia, Ecuador, Guatemala, 
Paraguay and Uruguay, and 

Sprint launched nationwide third generation (3G) capability in the 2002 third quarter. This capability allows more 
efficient utilization of the network when voice calls are made using 3G-enabled handsets. It also provides 
enhanced data services. The service, marketed as “PCS Vision,” allows consumer and business customers to use 
their Vision-enabled PCS devices to exchange personal and corporate e-mail, take, send and receive pictures, 
exchange instant messages, play games with full-color graphics and polyphonic sounds and browse the Internet 
wirelessfy with speeds up to 144 kbps {with average speeds of 50 to 70 kbps). 

The PCS Group supplements ifs own network through affiliation arrangements with other Companies that use 
CDMA. Under these arrangements, these companies offer PCS services using Sprint’s spectrum under the Sprint 
brand name on CDMA networks built and operated at their own expense. Several of these affiliates are 
experiencing financial difficulties and are evaluating or have completed restructuring activities. Two affiliates have 
filed for bankruptcy protection and made ctairns against us in the bankruptcy courts. One other affiliate has filed 
suit against us. We are in negotiations with some of the affiliates regarding restructuring our relationship with them, 
and have reached agreement with several. Sprint has amended the existing agreements to provide for a simplified 
pricing mechanism, as well as refining and changing various business processes. The amended agreements cover 
approximately 40% of the customers served by all affiliates. For further discussion see Risk Factors Relating to 
Sprint. 

The PCS Group also includes an investment in Virgin Mobile, USA, a joint venture to market wireless services, 
principally to youth and pre-pay segrnenk. This investment is accounted for using the equity method. 

The PCS Group also provides wireless services to companies that resell wireless service to their customers on a 
retail basis under their own brand. These companies bear the costs of acquisition, billing and customer service. 

The financial performance for the PCS Group for 2003,2002 and 2001 is summarized as follows: 

2003 2002 2001 
(rnillians} 

Net operating revenues 

Operating income (loss)(’) 

$32,890 $1 2,074 $9,725 

$ 551 $ 475 $ (647) 

3’ 
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10 See Part 11, Item 7 Segmental Results of Operations - P CS Group for more infomation regarding division financial 
perfOmanG8. 
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Competition 

The market for wireless services is highly competitive. Sprint‘s wireless PGS operations compete against a 
number of carriers including five national wireless companies: Verizon Wireless, Cingular Wireless, AT&T Wireless 
Services, Nextel Communications arid T-Mobile. Each of the markets in which the PCS Group competes is served 
by other wireless service providers. A majority of the markets, including each of the top 50 metropolitan markets, 
have six or more wireless service providers including the PCS Group. Many of the PCS Group’s competitors have 
been operating for a number of years and serve a substantial subscriber base. Competition may continue to 
increase to the extent that licenses are transferred from smaller stand-alone operators to targer, better capitalized, 
and more experienced wireless cominunications operators, or as new firms enter the market as additional radio 
spectrum is made available for comniercial wireless services. Consolidation of the industry is occurring with the 
pending merger of Cingular Wireless and AT&T Wireless Services. The impact of this proposed merger is 
uncertain, but if completed, the new ,entity will emerge as the largest competitor. In January 2003, the Federal 
Communications Commission (FCC) rule imposing limits on the amount of spectrum that can be held by one 
provider in a specific market was lifted. Although the spectrum cap was lifted, the FCC still reviews the competitive 
impact of any license transfer, assignment or combination on a case by case basis. 

Strategy 
The PCS Group intends to increase capacity and enhance network coverage, and to increase market penetration 
by aggressively marketing competitively priced PCS products and services under the Sprint brand name, offering 
enhanced voice and data services and seeking to provide superior customer service. It also expects to increase 
market penetration through it5 investment in Virgin Mobile, USA, which targets the youth and pre-pay segments, 
and from its wholesale offerings. The principal elements of the PCS Group’s strategy for achieving these goals 
are: 

using state-of-the-art technology, 

leveraging the operating scale of the PCS Group’s national network to achieve significant cost 
advantages in purchasing power, operations, and marketing, 

delivering superior selvice to its customers, 

growing its customer base using multiple distribution channels, 

delivering innovative produc:B and services, 

continuing to increase cape5ty and enhance coverage, and 

offering Sprint‘s entire product portfolio. 

Legislative and Regulatury Developments 

Telecommunications services are sul3ject to regulation at the federal level by the FCC and at the state level by 
public utilities commissions. In general, incumbent local exchange carriers (ILECs) such as Sprint’s local phone 
companies are subject to the most eirtensive regulation. Regulation not only covers rates and service terms, but 
also the terms on which ILECs provide connections and network elements to potential competitors known as 
competitive local exchange carriers (CLECs). Long distance providers such as the global markets division are 
subject to less regulation, but still must comply with various statutory requirements and regulations. Commerciat 
mobile radio service (CMRS) providers such as Sprint’s wireless operations are not regulated from a retail pricing 
standpoint, but are subject to various licensing and technical requirements imposed by the FCC, including 
provisions related to the acquisition, assignment or transfer of radio licenses, and mandates, such as E-91 1 and 
wireless local number portability (WLNP). CMRS providers are also subject to state regulation over terms and 
conditions of service. 

Telecommunications have been and remain the subject of legislative initiatives at both the federal and state levels. 
The Telecommunications Act of 199E; (Telecom Act) was the first comprehensive update of the Communications 
Act of 1934. Among other things, the Telecom Act provided a framework for local competition, but required the 
passage of implementing rules by the FCC and the states. These rules have been the subject of numerous 
appeals to both the courts and to Congress. In virtually every session of Congress since the adoption of the 
Teleoom Act, legislation has been proposed to amend it. In addition, members of Congress use Congressional 
hearings and letters to emphasize points to regulators. Congressional participation in the development of 
regulatory policy and enforcement makes the regulatory process less predictable and potentially adverse to 
Sprint’s interest. Similar legislative involvement occurs in various states. 
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Sprint FON Group - Wireline Operations 

Competitive Locat Service 

The Telecom Act was designed to promote competition in all aspects of telecommunications. It eliminated legal 
and regulatory barriers to entry into local phone markets. I t  also required ILECs to allow local resale at wholesale 
rates, negotiate interconnection agreements, provide nondiscriminatory access to unbundled network elements 
and allow colocation of interconnection equipment by competitors. The rules implementing the Telecom Act are 
the subject of legal challenges and uncertainty. Moreover, many of the CLECs that invested money to participate 
in local competition have filed for bankruptcy. Thus, the future of local competition remains unclear. 

Sprint is impacted by Local competition rules from two perspectives: primarily, as an ILEC serving approximately 
4% of the access lines in the United States and, secondarily, as a potential CLEC for the remainder of the 
country’s access lines. Sprint is engaged as a CLEC providing local service to residential customers and small and 
medium business customers utilizing its own fac 
elements, referred to as “UNE-P,” provided by the ILEC. 

In August 2003, the FCC issued revised rules on unbundled network elements, including UME-P, broadband 
deregulation and high-capacity loops. Under the order, ILECs continue to be required to make available loop and 
transport elements such as those needed for the CLEC services being provided to medium and small business 
customers described above, but the order establishes a mechanism to require state regulatory commissions to 
remove the transport and high-capacity loop elements from the required list if certain competitive tests are met. 
The order further presumes that UNE-P should initially remain available for mass-market customers nationwide but 
requires state regulatory commissions to examine, on a market-by-market basis and using FCC-formulated 
criteria, whether UNE-P should continue to be available for mass-market customers. If a state should determine 
that UNE-P should no longer be required, the order establishes a 27 month phase+ut period. Both RBOCs and 
CLECs appealed various aspects of this order. In March 2004, the D.C. Circuit Court of Appeals vacated 
significant aspects of the FCC’s order. The court’s decision will be subject to requests for stay of its effectiveness 
and to requests for rehearing andlor review by the Supreme Court. If allowed to take effect, the court‘s decision 
will foreclose the use of UNE-P unless or until the FCC adopts new rules reinstating UNE-P as an option for 
competitive local sewice. Such foreclosure would require Sprint to discontinue its use of UNE-P unless the RBOCs 
were to agree to allow continued use of UNE-P at negotiated prices. The court also vacated FCC rules requiring 
high-capacity transport to be made available as an unbundled element. This ruling would not have a material effect 
on the global markets division’s current competitive local offerings to medium and large business customers. 

Separately, the FCC is considering whether it should establish performance measures for ILEC provision of 
unbundled network elements and special access services, and it has convened a proceeding to determine the 
appropriate regulatory requirements for ILEC provision of domestic broadband telecommunications. In September 
2003, the FCC also initiated a rulemaking proceeding to re-examine the methodology the states must use to 
establish prices for unbundled network elements. 

Larger KEGS, including the local division, were required to provide intermodal WLNP in the 100 largest 
metropolitan statistical areas in November 2003. Intermodal WLNP allows customers to retain existing telephone 
numbers when switching from a wireline carrier to a wireless carrier, subject to certain limitations. The intermodal 
WLNP requirements impose increased operating costs on the local exchange service providers and are likely to 
result in some loss of customers to wireless carriers. 

es, leased facilities and a platform of unbundled network 

Universal Service Requirements and Access Reform 

The FCC continues to address issues related to universal service and access reform. In 2000, the FCC adopted 
an access reform plan that substantially reduced switched acce55 charges paid by long distance carriers to the 
large ILECs and created a new univerSal service fund that offsets a portion of this reduction in access charges. In 
connection with its advocacy of this plan, Sprint committed that It would flow through the reductions in switched 
access oosts over the five-year life of the plan to both business and residential customers. Sprint also committed 
to certain other pricing actions, incbding eliminating charges to residential and single-line business customers 
which had been used to pass through certain access costs that were eliminated by this plan, and maintaining, for 
the duration of the plan, at least one pricing option that does not include a minimum usage charge. The FCC order 
adopting this access reform plan requires Sprint to adhere to these commitments. 

The FCC and many states have established “universal service” programs to ensure affordable, quality local 
telecommunications sewices for all US. residents. Sprint’s assessment to fund these programs is typicaIly a 
percentage of interstate and international end-user revenues. The local division is also a recipient of support funds 
in several of its states. 
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tn 2001, the FCC initiated a proceedhg to determine whether the carrier assessment program described in the 
preceding paragraph should be changed. In a December 2002 decision, the FCC asked for further comment on 
whether to move from a carrier asse!ssment based on revenues to a per-line or per-number assessment. This 
issue is stitl pending with the FCC. lrt addition, it revised the revenue-based assessment from one based on 
historical revenues to one based on Iprojected revenues in order to better account for RBOC entry into long 
distance and the loss of market sharls by other long distance carriers. The FCC also increased, from 15% to 
28.5%, the “safe harbor estimate of the amount of wireless revenues that can be attributed to interstate and 
international services. This “safe harbor” can be used by wireless carriers in lieu of attempting to measure how 
much of their traffic and revenues an: from interstate and international calls (and thus subject to federal universal 
service contributions). This increase in the “safe harbor” has increased the overatt share of federal universal 
service funding borne by wireless carriers. At current funding levels, this FCC decision has slightly reduced the 
contributions of Sprint’s wireline operations to the federal universal service funds. 

In 2001, the FCC launched a proceeding to determine whether access charges, as well as reciprocal 
cornpensation for local interconnected calls, should be replaced either by a “bill-and-keep” system under which 
intercarrier compensation would be eliminated and all carriers would recover their costs solely from end-user 
customers or by a unified intercarrier compensation system in which the same rates would appty to all forms of 
intercarrier compensation (access and reciprocal compensation). This proceeding remains pending with the FCC 
and it is difficult to predict the changes that might result or their timing and impact. 

With the growing use of Voice over Internet Protocol (VolP), the FCC is considering the regulatory status of 
various forms of VolP. The outcome of these proceedings will determine whether and how retail VolP offerings 
should be regulated, as well as whether VolP providers should pay access charges and should contribute to the 
federal universal service fund. In Fetlruary 2004, the FCC issued an order finding that one form of VolP, involving 
a specific form of computer-tocomputer services for which no charge is assessed, is an unregulated ‘information 
service,” rather than a telecommunications service, and preempting any attempts by state regulatory authorities to 
regulate this service. The FCC also voted in February 2004 to initiate a rulemaking to consider other forms of VolP 
and is considering a petition filed by ,4T&T regarding the status of a long distance offering in which calls that begin 
and end on the ordinary public switched telephone network are transmitted in part through the use of Internet 
P rotoco I. 

Communications Assistance for Law Enforcement Act 

The Communications Assistance for Law Enforcement Act (CALEA) was enacted in 1994 to preserve electronic 
surveillance capabilities authorized by federal and state law in light of emerging technologies that might be more 
difficult for law enforcement officials lo monitor. CALEA required telecommunications companies to meet certain 
“assistance capability requirements” by June 30, 2000. The local division agreed to a CALEA deployment 
schedule with the Department of Justice (DOJ) and obtained an extension for CALEA compliance from the FCC 
until June 30, 2002. The locat division has timely filed a petition for further extension until June 30, 2004. This 
petition and similar petitions filed by other carriers have not been acted on, but based on past practice, no 
penalties are likely to be imposed for the period after the expiration of the previous extension. 

Reallocation of Spectrum 

The FCC has issued an order reallocating certain spectrum (the 21 50-21 62 MHr band) currently used by Sprint 
and others in the provisioning of MMDS for advanced wireless services. The order provides that incumbents such 
as Sprint witt be relocated to a band That will be identified tater and will be reimbursed for their relocation costs. 
The FCC is currently considering this. issue. 

MMDS License Conditions 

The FCC auctioned certain MMDS licenses - those licensed on a basic trading area (8TA) geographic basis - in 
1996 for a term of ten years. The licenses may be renewed by the FCC for additional ten year terms. The FCC 
rules require all licensees of auctioned MMDS spectrum to meet certain buildout requirements in order to retain 
their licenses of this spectrum. Before August 16, 2003, Sprint filed certifications for 62 of its 93 BTAs indicating 
that it has met the buildout requirements. However, it has not yet received confirmation from the FCC that the 
requirement has been met in any BTA. Sprint, other MMDS licensees and the MMDS trade association have 
asked the FCC to delay the buildout deadline and to amend its rules regarding the buildout obligation along with 
other rule changes affecting MMDS s,ervice. Those requests remain pending. Failure to comply with FCC 
requirements in a given market could result in the loss of the MMDS BTA license for that part of the service area in 
which the buildout requirements are not met. 
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Sprint PCS Group - Wireless Operations 

The FCC sets rules, regulations and policies to, among other things: 

grant licenses for PCS frequencies and license renewals, 

rule on assignments and transfers of control of PCS licenses, 

govern the interconnection of PCS networks with other wireless and wireline carriers, 

estabtish access and universal service funding provisions, 

impose fines and forfeitures for violations of any of the FCC’s rules, 

regulate the technical standards governing wireless services, and 

impose other obligations that it determines to be in the public interest. 

In January 2003, the FCC eliminated its spectrum cap rule prohibiting a single entity from having a combined 
attributable interest in broadband PCS, cellular and specialized mobile radio licenses totaling more than 55Mkiz in 
any geographic area. The FCC now analyzes transactions involving spectrum on a case-by-case basis and 
imposes limits on the amount of spectrum a single entity may hold in a geographic area only if market conditions 
warrant such restrictions. In certain instances sales or acquisitions of wireless systems are also subject to DOJ or 
Federal Trade Commission review. 

In late 2003, the FCC adopted new rules that will allow CMRS licensees to lease spectrum to other parties. Under 
the new rules, which go into effect in early 2004, licensees will have more flexibility to use and potentialy monetize 
spectrum assets. At this time it is unclear how this increased flexibility will impact the value of Sprint’s PCS 
spectrum holdings or the highly competitive marketplace for wireless services. 

In 2003, the FCC reallocated additional spectrum for 3G purposes. The FCC identified which spectrum bands 
should be used for advanced wireless services and is considering the technical parameters and service rules to 
govern operation in these frequencies. After this process is complete, the FCC will auction this spectrum. The 
amount of spectrum that will be reallocated and the cost of moving incumbent users cannot be determined at this 
time. In addition, the FCC plans to auction additional spectrum in the 700 M H t  band which is currently used for 
analog broadcasting. It is not clear if the allocation of additional spectrum for 3G purposes and the auction of 
700 M H r  spectrum for mobile services will impact the value of Sprint’s current spectrum licenses. 

The FCC has initiated a number of proceedings to evaluate its rules and policies regarding spectrum licensing and 
usage. It is considering new “harmful interference” concepts that might permit unlicensed users to “share” licensed 
spectrum. These new uses could impact Sprint’s utilization of its licensed spectrum. 

PCS License Conditions 

All PCS ticenses are granted for ten-year terms if the FCC‘s construction requirements are met. Licenses may be 
revoked if the FCC‘s construction requirements are not met. The licenses are also subject to renewal. All 30 MHz 
broadband major trading area (MTA) licensees must build PCS networks offering coverage to V3 of the population 
within five years and Y3 within 10 years. In 2000, Sprint met the five-year buildout requirement in all of its MTA 
markets. Sprint has already met the ten-year buildout requirement in the majority of its MTA markets and expects 
to meet the ten-year buildout requirements in all of its MTA markets before the June 2005 deadline. All 10 MHz 
and 15 MHr broadband PCS licensees must construct networks offering coverage to at least 1/4 of the population 
or make a showing of “substantial service” within five years of license grant. In 2002, Sprint met the la15 MHz 
five-year buildout requirement in all of its BTA markets. 

PCS licenses may be renewed for additional ten-year terms. Renewal applications are not subject to auctions. If a 
renewal application is challenged, the FCC grants a preference commonly referred to as a license renewal 
expectancy to the applicant if it can demonstrate it has provided ”substantial service” during the past license term 
and has substantially complied with the FCC’s rules. 

Other FCC Requirements 

Sprint’s PCS wireless operations began providing WLNP in the 100 largest metropolitan statistical areas (MSAs) in 
compliance with the FCC-mandated November 24, 2003 deadline. WLNP allows customers to retain existing 
telephone numbers when switching from one telecommunications carrier to another, subject to certain limitations. 

9 



We intend to implement WLNP beyond the largest 100 MSAs on May 24, 2004. The vast majority of PCS 
customers are resident in the 100 largest markets where WLNP is already available. The WLNP requirements 
impose increased operating costs on all CMRS carriers and are likely to result in higher subscriber churn. 

Broadband PCS and other CMRS providers must implement enhanced emergency 91 1 capabilities in a two-tiered 
manner. In the first phase, wireless carriers must identify the base station from which a call originated. In the 
second phase, wireless carriers must provide location within a radius as small as fifty meters. Implementation of 
the second phase location requirements must generally begin within six months of a valid request by a public 
safety organization. Sprint has deployed system elements necessary to support Phase one and Phase two 
enhanced emergency 91 1 throughout its entire network. Actual availability of Phase one or Phase two enhanced 
emergency 91 1 services in any particular market is dependent upon receipt of a request for service and 
completion of necessary upgrades t y  local governments, and is not within Sprint's control. We file regular reports 
with the FCC outlining our compliance with these obligations. Failure to comply with the FCC's rules in this area 
may result in significant monetary penalties. 

Communications Assistance for Law Enforcement Act 

CALEA requires telecommunications carriers, including Sprint, to modify their equipment, facilities and services to 
allow for authorized electronic surveillance based on either industry or FCC standards. Like other CMRS carriers, 
our wireless operations have sought certain extensions of CALEA deadlines for packet-mode data services and 
these requests remain pending. Sprint believes that the FCC will grant extensions ot the deadlines: however, the 
law enforcement community, led by the DOJ, Federal Bureau of Investigation (FBI), and Drug Enforcement 
Administration (DEA) are actively participating in a number of FCC proceedings relating to packet-mcde data 
services. DOJ, FBI, and DEA are seeking determinations from the FCC that providers of packet-mode services - 
particutarly Voice-Over-Packet comrnunications - must provide electronic interception capabilities. Determinations 
in these FCC proceedings coutd affect disposition of Sprint's CALEA extension requests for its wireless 
operations. I f  the extension requests. are no? granted, Sprint could be subject to fines if it is unable to comply with a 
surveillance request from a law enforcement agency. Sprint has also sought clarification from the FCC on the 
scope of telecommunications carriers' obligation to intercept packet-mode data services. 

Hearing Aid Compatibility 

FCC rules require that telecommunications carriers make services accessible and usable to persons with 
disabilities. In August 2003, the FCC. released an order lifting the exemption that cellular/PCS handsets had under 
the 1988 Hearing Aid Compatibility Act and imposed new obligations for wireless carriers and handset 
manufacturers. Among other requirements, by November 2005, 25% of all handset models that major CMRS 
providers sell must be hearing aid compatible by meeting certain technical requirements. Once finalized, these 
requirements wilt impose additional costs on Sprint. 

Other Federal Regulations 

Wireless systems must comply with 'certain FCC and Federal Aviation Administration (FAA) regulations about the 
siting, lighting and construction of transmitter towers and antennas. In addition, FCC rules subject certain cell site 
locations to National Environmental IPolicy Act (NEPA) and National Historic Preservation Act (NHPA) regulation. 
The FCC is currently evaluating moclifications to its NEPA and NHPA rules that could result in additional land use 
and radio frequency requirements and might impact antenna siting efforts in certain areas. 

Universal Service Requirements and Access Charges 

The FCC and many states have established "universal service" programs to ensure affordable telecommunications 
services for all U.S. residents. As diz.cussed above under 'Sprint FON Group - Wireline Operations - Universal 
Sewice Requirements and Access Fleform," the FCC increased the "safe hahot '  estimate of the amount of 
wireless revenues that can be attrihted to interstate and international services. Although wireless carriers may still 
rely on their actual interstate traffic Iwels to determine universat service fund contributions, the FCC's modification 
of the 'safe harboP increased the overall share of federal universal service funding borne by wireless carriers, 
including Sprint's wireless operation:;. 

In 2001, the FCC initiated a proceeding to consider a number of issues regarding compensation arrangements 
between carriers that exchange I c a  and long distance traffic, including the issue of whether wireless carriers 
should be allowed to charge long distance carriers for terminating long distance caffs to their wireless customers. 
Separately, in 2001 I Sprint and AT&T filed petitions for a declaratory ruling with the FCC regarding the lawfulness 



of Sprint’s practice of charging AT&T for terminating AT&T’s long distance calls to Sprint’s wireless customers. In 
July 2002, the FCC released a ruling affirming that nothing prohibited wireless carriers from imposing access 
charges for the use of their networks; however, the FCC also stated that inter-exchange carriers could not be 
unilaterally required to pay these charges without a contractual obligation to do so. This ruling was affirmed by the 
District of Columbia Circuit Court of Appeals. Sprint‘s claim against AT&T for wireIess access charges is currently 
pending before the Federal District Court for the Western District of Missouri. 

State and Local Regulation 

The Telecom Act generally preempts state and local regulation of market entry or the rates charged by a CMRS 
provider. States may, however, regulate “other terms an# conditions” of mobile service, such as billing practices 
and other consumer-related issues. Several states have commenced proceedings to implement consumer 
protection and service quality regulations that would impose substantial incremental costs across the industry. 

The tocation and construction of radio towers and antennas are also subject to a variety of state and local zoning, 
land use and regulatory requirements. Therefore, the time needed to obtain zoning approvals for the construction 
of additional wireless facilities varies from market to market and state to state. The cost of constructing wireless 
antenna facilities alm varies by market and state. 

The potentiaf impact on Sprint and its operations of material regulatory developments is discussed under “Risk 
Factors Relating to Sprint.” 

En vironmentai Compliance 

Sprint has identified seven former manufactured gas plants where it may have some obligation to contribute to 
cleanup costs. Sprint continues to evaluate whether and to what extent it has liability with respect to each site and 
ha5 reserved for cleanup costs. The manufactured gas plants are not currently owned or operated by Sprint, but 
may have been owned or operated by entities acquired by Sprint‘s subsidiary, Centet Corporation, before Sprint 
acquired Centel Corporation. Other environmental compliance and remediation expenditures mainly result from 
the operation of standby power generators for its telecommunications equipment. The expenditures arise in 
connection with standards compliance, permits or occasional remediation, which are usually related to generators, 
batteries or fuel storage. Sprint’s environmental compliance and remediation expenditures have not been material 
to its financial statements or to its operations and are not expected ?o have any future material adverse effects on 
its financial statements or its operations. 

Patents, Trademarks and Licenses 

Sprint owns numerous patents, patent applications, service marks and trademarks in the United States and other 
countries. Sprint expects to apply for and develop trademarks, service marks and patents for its benefit in the 
ordinary course of business. “Sprinl‘ and ‘Sprint PCS are registered trademarks of Sprint. Sprint is also licensed 
under domestic and foreign patents and trademarks owned by others. In total, these patents, patent applications, 
trademarks, service marks and licenses are of material importance to the business. Generally, Sprint’s 
trademarks, trademark licenses and service marks have no limitation on duration; Sprint’s patents and licensed 
patents have remaining terms generally ranging from one to 19 years. 

Sprint has granted licenses to others to use its registered trademark “SprinP‘ in certain situations, including to 
R.H. Donnelley in connection with the provision of telephone directories in Sprint’s local franchise territories and to 
Sprint’s third party PCS affiliates. 

Employee Relations 
At year-end 2003, Sprint had approximately 41,200 FON Group and approximately 25,700 PCS Group active 
employees. Approximately 7,900 FON Group employees were represented by unions. During 2003, Sprint had a 
work stoppage in New Jersey. It did not have a material effect on financial results. 

In the 2003 fourth quarter, Sprint recognized charges from its organizationat redesign initiatives. The restructuring 
was a company-wide effort to create a more customer focused organization. These decisions included work force 
reductions in the FON Group, PCS Group and corporate functions supporting these two groups. 

In the 2003 second quarter, Sprint announced the wind-down of its web hosting business. Restructurings of other 
global markets division operations also occurred in the continuing effort to create a more efficient cost structure. 
These decisions included work force reductions in the FON Group. 



In the 2002 fourth quarter, Sprint announced plans to consolidate its Network, Information Technology, and Billing 
and Accounts Receivabte organizations, as well as steps to reduce operating costs. These decisions included 
work force reductions in the FON Group, PCS Group and corporate functions supporting these two groups. 
Additionally, in a separate action, the! PCS Group announced it would reduce operating expenses through a further 
work force reduction. 

In the 2002 third quarter, Sprint annclunced a restructuring integrating its ElSottions’ web hosting sales, mobile 
computing consulting, marketing, anJ product sales support capabilities into Sprint Business while integrating its 
customer service operations into Nelwork Services. Additionally, Sprint announced that its global markets division 
will discontinue offering and supporting facilities-based DSL services to customers. These decisions included work 
force reductions in the FON Group. 

In the 2002 first quarter, the PCS Group announced plans to close five PCS customer solution centers, as well as 
additional steps to reduce operating ‘costs in its network, sales and distribution, and customer service business 
units. These decisions included work. force reductions in the PCS Group. 

In the 2001 fourth quarter, Sprint terminated its efforts to provide its Sprint ION offerings and announced plans to 
reduce operating costs. These decisions included work force reductions in the FON Group and corporaie 
functions. 

See Note 5 of Notes to Consolidated Financial statements, Restructuring and Asset Impairments, for more 
information on the impacts of these decisions. 

Management 

For information concerning the executive officers of Sprint, see “Executive Officers of the Registrant” in this 
document. 

Information as to Business Segments 

For information required by this sectbn, refer to Sprint‘s “Management’s Discussion and Analysis of Financial 
Condition and Results of Operations” and also refer to Note 17 of Notes to Consolidated Financial Statements 
section of the Financial Statements filed as part of this document. 

Considerations Relating to Tr8Ckhg Stocks 
On February 28,2004, Sprint‘s board of directors decided to recombine the tracking stocks and return to a single 
common stock. As a result, each share of the PCS common stock will convert automatically into 0.50 shares of 
FON common stock on April 23,2004. The FON stock will represent the only outstanding common stmk of Sprint. 
After the recombination, Sprint will ccrntinue to present consolidated financial information, but will not include group 
level information. The recombination will not impact Sprint’s current presentation of all required segment 
information. 

Until the recombination, the FON common stock and the PCS common stock are intended to track the 
performance of !he FON Group and the PCS Group, respectively. Because the FON common stock and the PCS 
common stock are classes of cornmm stock of Sprint, not common stock of the group they are intended to track, 
the holders of the FON mmmon stock and the PCS common stwk are subject to the risks related to an equity 
investment in Sprint and all of Sprint’:; businesses, assets and liabilities. Therefore, the market prices of the FON 
common stock and the PCS cornmorl stock may not accurately reflect the performance of the group they are 
intended to track. Between the annocincement and the wmpletion of the recombination, the price of the tracking 
stocks may reflect the expectation that a single common stock will result from the recombination, rather than 
reflecting the performance of the groups. 

Sprint has a single board of directors. Consequently, there is no board of directors that owes separate duties to the 
holders of either the FON common stock or the PCS common stock. Conflicts of interest between holders of FON 
common stock and PCS common stock in transactions between the FON Group and the PCS Group or in our 
dealings with third parties could be resolved by our board of directors to the detriment of the holders of one or the 
other class of common stock. 

After the recornbination of the tracking stocks, events that would have benefited the holders of only one of the 
tracking stocks will benefit all Sprint shareholders. 
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Risk Factors Relating ro Sprint 

Failure to satisfy our capital requirements could cause us to delay or abandon our expansion plans. If we incur 
significant additional indebtedness, it could cause a decline in our credit rating and could limit our ability fo raise 
additional capital. 

We continue to have substantial indebtedness and we will continue to require additional capital to expand our 
businesses. We intend to fund these capital requirements with cash flaw generated from operations. If we do not 
generate sufficient cash flow from operations, we may need to rely on additional financing to expand our 
businesses. In connection with the execution of our business strategies, we are continually evaluating acquisition 
opportunities, and we may elect to finance acquisitions by incurring additional indebtedness. We may not be able 
to arrange additional financing to fund our requirements on terms acceptable to us. Our ability to arrange 
additional financing witt depend on, among other factors, our financial performance, general economic conditions, 
and prevailing market conditions. Many of these factors are beyond our control. Failure to obtain suitable financing 
could, among other things, result in the inability to continue to expand our businesses and meet competitive 
challenges. If we incur significant additional indebtedness, our credit rating could be adversely affected. As a 
result, our future borrowing costs would likely increase and our access to capital could be adversely affected. 

I f  our wireless PCS operations do nof achieve and maintain profitability or if the global markets division and the 
local division cannot sustain operating revenues, our ability to grow and compete effectively and our credit rating 
will likely be adversely affected. 

If our wireless PCS operations do not achieve and maintain profitability on a timely basis, we may be unable to 
make the capital expenditures necessary to implement our business plan, meet our debt service requirements, or 
otherwise conduct our business in an effective and competitive manner. This would require us to divert cash from 
other uses, which may not be possible or may detract from the growth of our other businesses. These events 
could limit our ability to increase revenues and net income or cause these amounts to decline. 

The global markets division and the local division have experienced declining operating revenues. I f  the global 
markets division and the local division cannot sustain revenues, they may be unable to make the capital 
expenditures necessary to implement their business plans or otherwise conduct their businesses in an effective 
and competitive manner. This could further damage our ability to maintain or increase our revenues as a whole. 

I f  our wireless PCS operations do not achieve and maintain profitability on a timely basis or i f  the global markets 
division and the local division cannot sustain operating revenues, our credit rating will likely be adversely affected. 
I f  our credit rating is adversely affected, our future borrowing costs would likely increase and our access to capital 
could be adversely affected. 

We face intense competition that may reduce our market share and harm our financial performance. 

There is intense competition in the telecommunications industry. The traditional dividing lines between long 
distance, local, wireless, cable and Internet services are increasingly becoming blurred. Through mergers, joint 
ventures and various service bundling strategies, major providers, including Sprint, are striving to provide 
integrated solutions both within and across all geographical markets. 

We expect competition to intensify a5 a result of the entrance of new competitors and the rapid development of 
new technologies, products, and services. We cannot predict which of many possible future technologies, 
products, or services wilt be important to maintain our Competitive position or what expenditures will be required to 
develop and provide these technologies, products or services. Our ability to compete successfully will depend on 
marketing, sales and service delivery, and on our ability to anticipate and respond to various competitive factors 
affecting the industry, including new services that may be introduced, changes in consumer preferences, 
demographic trends, economic conditions, and discount pricing and other strategies by competitors. To the extent 
we do not keep pace with technological advances or fail to timely respond to changes in competitive factors in our 
industry, we could lose market share or experience a decline in revenue and net income. 

PCS Group-Wireless Operations. Our wireless PCS operations compete in markets served by other wireless 
service providers. A majority of the markets including each of the top 50 metropolitan markets have six or more 
wireless service providers. Many of these competitors have been operating for a number of years and serve a 
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substantial subscriber base. In Januiary 2003, the FCC rule imposing limits on the amount of spectrum that can be 
held by one provider in a specific market was lifted. Competition may continue to increase to the extent that there 
are mergers or other combinations irtvolving our competitors or licenses are transferred from smaller stand-alone 
operators to larger, better capitalized, and more experienced wireless communications operators. These wireless 
communications operators may be able to offer customers network features or products not offered by us. The 
actions of these wireless communications operators could negatively affect our customer churn, ability to attract 
new customers, average revenue per user and operating costs. 

We rely on agreements with competitors to provide automatic roaming capability to wireless customers in many of 
the areas of the United States not covered by our wireless network, which primarily serves metropolitan areas. 
Certain competitors may be able to offer coverage in areas not served by our wireless network or may be able to 
offer roaming rates that are lower than those offered by us. Certain competitors have sought to modify the FCCs 
rules to reduce access to their networks for automatic roaming in certain areas. We could incur additional costs to 
enable our customers to roam, or our customers could be unable to roam. In those markets where cellutar 
operators do not make their network available for roaming or roaming is not technically feasible. Beginning in 
November 2003, all wireless service providers were required to offer a database solution for WLNP in the 100 
largest metropolitan statistical areas. WLNP allows customers to retain, subject to certain geographical limitations, 
their existing telephone numbers whim switching from one carrier to another. In addition to imposing increased 
costs on our wireless PCS operation:s, this enables our customers to move to other carriers without losing 
established telephone numbers and is therefore expected to increase churn during 2004. 

Many wireless providers have been upgrading their systems and provide advanced and digital services which 
compete with our PCS services. Marly of these wireless providers require their customers to enter into long term 
contracts, which may make it more difficult for us to attract customers away from these wireless providers. 

We anticipate that market prices for wireless voice services and products generally will continue to decrease in the 
future a5 a result of continued competition. All of these developments may lead to greater choices for customers, 
possible consumer confusion, and inareased industry churn. 

FON GroupWireline Operations. The global markets division competes with AT&T, MCI (formerly WorldCom), 
the RBOCs and cable operators, as well as a host of smaller competitors in the provision of long distance and 
local services. Some of these companies have built high-capacity, Internet-based fiber-optic networks capable ot 
supporting large amounts of bandwidth. These companies claim certain cost structure advantages which, among 
other factors, may position them well for the future. Increased cornpetition and the significant increase in capacity 
resulting from new networks may drive already low prices down further. 

The Telecom Act allows the RBOCs ,to provide long distance services in their respective regions if certain 
conditions are met. By year-end 2003, the R0OCs received authority to enter the long distance market in eveiy 
state they serve. As the RBOGs have entered the market, they have proven to be formidable long distance 
competitors. In addition, long distanca services provided by wireless, Internet-based and cable service providers 
are expected to continue to adversely affect sales of the global markets division. Inter-exchange and other carriers 
are allowed to compete for local sewices by resale, by using unbundled network elements, or through their own 
facilities. 

The local division operates principally in suburban and rural markets. As a result, competition in the local division's 
markets is occurring more gradually than for the RBOCs. In urban areas where the local division operates there is 
already substantiat competition by CL.EC5 and there is increasing competition in less urban areas. Cable 
companies selling cable modems continue to provide competition for high-speed data services for residential 
customers. E-mail and wireless services will continue to grow as an alternative to wireline services. Larger ILECs, 
including the local division, were reqLiired to provide intermodal WLNP in the lo0 largest metropolitan statistical 
areas in November 2003. Intermodal WLNP allows customers to retain existing telephone numbers when 
switching from a wireline carrier to a wireless carrier, subject to certain limitations. The WLNP requirements 
impose increased operating costs on the local exchange service providers and are likely to result in some loss of 
customers to wireless carriers. 

Any failure by our PCS wireless operations to improve customer service and continue to enhance the quality of its 
network and meet capacity requirements of its customer growth will likely impair its financial performance and 
adversely affect our results of operations. 

Our PCS wireless operations are working to improve customer service. Although improving customer service may 
increase the cost of supporting our subscribers, if we are unable to improve customer service, our subscribers may 
switch to other wireless providers. 
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Our PCS wireless operations must continue to enhance the quality of the wireless network. As we continue this 
enhancement, we must: 

obtain rights to a large number of cetl sites, 

obtain zoning variances or other approvals or permits for network construction and expansion, and 

build and maintain additional network capacity to satisfy customer growth. 

Network enhancements may not occur as scheduled or at the cost that we have estimated. Delays or failure to add 
network capacity, or increased costs of adding capacity, could limit our ability to satisfy our customers and retain 
or increase the revenues and operating margin of our PCS wireless operations or Sprint as a whole. 

The financial difficulties being experienced by some of our wireless affiliates may force us to incur additional 
expenses and adversely affect our financial performance. 

We supplement our wireless network buildout through affiliation arrangements with other companies that use 
CDMA. Under these arrangements, these companies offer PCS services using Sprint’s spectrum under the Sprint 
brand name on CDMA networks built and operated at their own expense. We pay these companies a fee based on 
billed or collected revenues for operating the network on our behalf. Several of these affiliates are experiencing 
financial difficulties and are evaluating or have completed restructuring activities. Two affiliates have filed for 
bankruptcy protection and made claims against us in the bankruptcy courts. One other affiliate has filed suit 
against us. Several of the affiliates are disputing and refusing to pay amounts owed to us. We are in negotiations 
with some of the affiliates regarding restructuring our relationship with them and have reached agreement with 
several. Sprint has amended the existing agreements to provide for a simplified pricing mechanism, as well as 
refining and changing various business processes. The amended agreements cover approximately 40% of the 
customers served by all affiliates. If any of the affiliates cease operations in all or part of their service area, we may 
incur roaming charges in areas where service was previously provided by the affiliates. We may also incur costs to 
meet FCC buildout and renewal requirements, as well as experience lower revenues. Failure to meet FCC buildout 
and renewal requirements could result in the loss of a PCS license or licenses depending on the service area. 

Sianifimnt chanaes in the industrv could cause a decline in demand for our services. 

The wireless telecommunications industry is experiencing significant technological change, including 
improvements in the capacity and quality of digital technology such as the move to 3G wireless technology. This 
causes uncertainty about future customer demand for our wireless PCS services and the prices that we will be 
able to charge for these services. For example, the demands for our wireless data sewices may be affected by the 
proliferation of wireless local area networks using new technologies or the enactment of new laws or regulations 
restricting use of wireless handsets. The rapid change in technology may lead to the development of wireless 
telecommunications services or alternative services that consumers prefer over PCS. There is also uncertainty as 
to the extent to which airtime charges and monthly recurring charges may continue to decline. 

The wiretine industry is also experiencing significant technological change. Cable companies are beginning to 
provide telecommunications services to the home. Some carriers are providing local and long distance voice 
services over Internet Protocol (VolP), in the process avoiding access charges on long distance calls. 

As a result of these changes, the future prospects of the wireless and wireline industry and the success of our 
services remain uncertain. 

A high rate of customer chum would likely impair our financial performance. 

A key element in the economic success of telecommunications carriers is the rate of customer chum. The 
implementation of WLNP in November 2003 could potentially increase churn. Current strategies to reduce 
customer churn may not be successful. A high rate of customer churn would impair our ability to increase the 
revenues of, or cause a deterioration in the operating margin of, our operating units or Sprint as a whole. 

Government regulation could adversely affect our prospects and results of operations. 

4 

PCS Groupwireless Operations. The licensing, construction, operation, sale, and interconnection 
arrangements of wireless telecommunications systems are regulated by the FCC and, depending on the 
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jurisdiction, state and local regulatory agencies. The Communications Act of 1934 preempts state and local 
regulation of market entry by, and thl? rates charged by, CMRS providers, except in limited circumstances. States 
may regulate such things as bitling practices and consumer-related issues. California has rulemakings underway 
that propose rules designed to impo:;e consumer protections and service quality regulations. Several other states 
appear to be considering similar initiatives. If imposed, these regulations could increase the costs of our wireless 
operations. The Federal Trade Commission also regulates how wireless services are marketed. 

The FCC, together with the FAA, also regulates tower marking and lighting. In addition, tower construction is 
affected by federal, state and local slatutes addressing zoning, environmental protection and historic preservation. 
The FCC is currently evaluating significant changes to its environmental rules which could make it more difficult to 
deploy antenna facilities. The FCC, the FAA, or other governmental authorities having jurisdiction over our 
business could adopt regulations or lake other actions that would adversely affect our business prospects or 
results of operations. 

FCC licenses to provide PCS services are subject to renewal and revocation. Our metropolitan trading area 
licenses expire in 2005, and our basic trading area licenses expire in 2007. Metropolitan trading areas and basic 
trading areas are areas defined by the FCC for the purpose of issuing licenses for PCS. Several basic trading 
areas make up each metropolitan trading area. The licenses may be renewed by the FCC for additional ten-year 
terms. FCC rules require all PCS licensees to meet certain buildout requirements to retain their licenses. Although 
we have met most of these buildout requirements, there is no guarantee that our licenses will be renewed. Failure 
to comply with FCC requirements in i3 given license area could resutt in revocation of the PCS license for that 
license area. 

The FCC has initiated a number of proceedings to evaluate its rules and policies regarding spectrum licensing and 
usage. It is considering new "harmful interference" concepts that might permit unlicensed users io "share" licensed 
spectrum. These new uses could impact Sprint's utilization of its licensed spectrum. 

CMRS providers must implement enhanced 91 1 capabilities in accordance with FCC rules. Failure to depioy 91 1 
service consistent with FCC requirerrients could subject us to significant fines. 

Failure by various regulatory bodies to make telephone numbers available in a timely fashion could result in our 
PCS operations not having enough lclcal numbers to assign to new subscribers in certain markets. The FCC has 
adopted rules to promote the efficient use of numbering resources, including restrictions on the assignment of 
telephone numbers to carriers, including wireless carriers. The FCC has delegated to states the authority to 
assign, administer, and conserve telephone numbers. The FCC lifted its prohibition on area codes designated only 
for customers using a specific technology, such as an area code for only those using wireless technology, and now 
considers proposals submitted by state commissions seeking to implement this change on a case-bycase basis. 
Depending on the rules adopted by the states, the supply of available numbers could be adversely restricted. As a 
result, we: 

may be required to assign subscribers non-local telephone numbers, which may be a disincentive for 
potential customers to subscribe to PCS service, 

may incur significant costs to either acquire new numbers or reassign subscribers to new numbers, and 

may be unable to enroll new subscribers at projected rates 

FON Groupwireline Operations. FCC ficenses associatd with MMDS spectrum are subject to renewal and 
revocation. In 1996, the FCC auctioned certain MMDS licenses-those licensed on a basic trading area 
geographic basis-for terms of ten years. Those licenses expire in 2006. The licenses may be renewed by the 
FCC for additional ten-year terms. The FCC rules require all licensees of auctioned MMDS spectrum to meet 
certain buildout requirements in order to retain their licenses for this spectrum. Although we have met these 
requirements in a number of our MMDS markets, there is no guarantee that our licenses will be renewed. Failure 
to comply with FCC requirements in a1 given market could result in the loss of the MMOS license for that pari of the 
service area in which the buildout requirements are not met. 

In March 2003, at the request of Spririt and other MMDS licensees, the FCC initiated a proceeding proposing to 
change the service rules governing the MMDS band, to promote flexible use and commercial development of 
MMDS spectrum. The FCC is also considering relocation of certain MMDS Channels. There is no guarantee that 
any actions taken by the FCC wifl promote our business plans. 

The pending court review of the FCC's August 2003 order on unbundled network elements and the FCCs pending 
reexamination of pricing guidelines for unbundled network elements could affect our ability to use unbundled 
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elements to offer competing local services in areas outside the local division’s franchise territories and could affect 
competition in the local division’s franchise territories. 

The regulatory uncertainty surrounding VdP and the apparent use of VolP by some long distance carriers as a 
strategy to minimize access charges may adversely affect both the local division’s access revenues and the global 
markets division’s competitive position to the extent it makes less use of VolP than its competitors. Adoption by the 
FCC of intercarrier compensation reform could reduce or eliminate other opportunities for access charge arbitrage, 
but could also reduce the local division’s revenues unless the plan provides a mechanism to replace those 
revenues with revenues from other sources. 

Failure to complete development, testing and rollout of new technology could affect our abiliiy to compete in the 
industry and the technology we use could place us at a competitive disadvantage. 

On an ongoing basis, Sprint develops, tests and rolls out various new technologies and support systems intended 
to help us compete in the industry. Successful implementation of technology upgrades depends on the success of 
contract negotiations and vendors meeting their obligations in a timely manner. We may not successfully comptete 
the development and rollout of new technology in a timely manner, and any new technology may not be widely 
accepted by customers In either case, we may not be able to compete effectively in the industry. For example, the 
inability to develop the necessary technology contributed to the decision to end pursuit of a residential fixed 
wireless strategy using our MMDS licenses. 

We use CDMA 2000 technology as our wireless air interface standard for our wireless PCS operations because 
we believe the technology is superior to the GSM family of air interlace technologies. CDMA 2000 has a much 
smaller market share of global wireless subscribers compared to GSM. As a result, we have a risk of higher costs 
for handsets and network infrastructure than competitors who use GSM. 

We have entered into outsourcing agreements related to business operations. Any difficulfies experienced in these 
arrangements could result in additional expense, toss of customers and revenue, and interruption of our services. 

We have entered into outsourcing agreements for the development and maintenance of certain software systems 
necessary for the operation of our business. We have also entered into agreements with third parties to provide 
customer service support to direct PCS customers. As a result, we must rely on third parties to execute our 
operational priorities and interface with our customers. In some cases, the policies of the United States, individual 
states and foreign countries could affect the provision of these services. If these third parties are unable to perform 
to our requirements, we wodd have to pursue alternative strategies to provide these services and that could result 
in delays, interruptions, additional expenses and loss of customers. 

4 

Item 2. Properties 

Sprint‘s gross property, plant and equipment totaled $54.2 biilion at year-end 2003. Of this amount, $19.0 billion 
relates to the FON Group’s local division, $14.1 billion relates to the FON Group’s global markets division, $18.7 
billion relates to the PCS Group and the remainder relates to the FON Group’s product distribution properties and 
general support assets. 

The FON Group’s gross property, plant and equipment totaled $35.5 billion at year-end 2003. These properties 
mainly consist of land, buildings, digital fiber-optic network, switching equipment, microwave radio and cable and 
wire facilities. Sprint leases certain switching equipment and several general office facilities. The long distance 
operation has been granted easements, rights-of-way and rights-of-occupancy, mainly by railroads and other 
private landowners, for its fiber-optic network. Under various long-term lease and services agreements, MCI 
(formerly WorldCom) provides Sprint access to network facilities that compose approximately 17% of Sprint’s long 
distance fiber network and a larger percentage of network traffic. These network facilities are also shared or 
utilized by MCI (formerly WorldCom). 

The PCS Group’s properlies consist of network assets including base transceiver stations, switching equipment 
and towers, as well as leased and owned general office facilities and retail stores. The PCS Group leases space 
for base station towers and switch sites for its PCS network. At year-end 2003, the PCS Group had under lease 
(or options to lease) approximately 22.500 cell sites. 

Sprint owns its corporate campus located in the greater Kansas City metropolitan area. 
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At December 2003, $960 million of Sprint's debt outstanding represents first mortgage debt and other capital lease 
obligations and is secured by $15.5 bilion of gross property, plant and equipment. 

For additional information, see Note 16 of the Notes to Consolidated Financial Statements. 

Item 3. Legal Proceedings 

In early March, 2004, six purported elass action lawsuits relating to the recombination of the tracking stocks were 
filed against Sprint and its directors by PCS common stockholders. One suit was filed in the Supreme Court of the 
State of New York, which is that stato's trial court; the remaining five were filed in the District Court of Johnson 
County, Kansas. The actions allege lveach of fiduciary duty in connection with the approval of the recombination, 
and seek injunctive relief or monetarq damages. 

In December 2003, the respective cciurts approved the settlements in the derivative action filed in 2000 by 
Amalgamated Bank, an institutional shareholder, and in the securities class action filed in 2001 by New England 
Healthcare Employees Pension Fund and other institutional shareholders. The derivative complaint alleged that 
the individual defendants breached their fiduciary duties to Sprint and were unjustly enriched by making 
undisclosed amendments to Sprint's stwk option plans, by failing to disclose certain information concerning 
regulatory approval of the proposed merger of Sprint and WorldCom, and by overstating Sprint's earnings for the 
first quarter of 2000. The class action lawsuit affeged violations of the federal Securities laws based on similar 
allegations. The derivative settlement included the adoption of certain corporate governance entrancements, 
certain restrictions on stock and options by individual defendants, and an award of attorneys' fees to plaintiff's 
counsel in the form of Sprint stock. The securities class action settlement provided for the payment of a total of 
$50 million to the plaintitf class. Spririt has recognized $40 million in insurance recoveries related to this action. 
Sprint does not expect to recover any additional insurance related to this action. 

In April and May 2003, three putative class action fawsuits were filed In the U.S. District Court for the District of 
Kansas by individual participants in the Sprint Retirement Savings Plan and the Centel Retirement Savings Plan 
for Bargaining Unit Employees against Sprint, the plan committees, and various current and former officers of 
Sprint. In November 2003, a consolidated amended complaint was filed, naming additional officers and directors 
and Fidelity Management, the phn trustee, as defendants. In December, two additional complaints, making 
identical aflegations, were filed and then also consolidated. The lawsuits allege that defendants breached their 
fiduciary duties to the plans and violated the ERISA statutes by including FON and PCS stock among the more 
than thirty investment options offered to plan participants, and seek to recover any decline in the value of FON and 
PCS stock during the class period. 

We have been involved in legal proceedings in various states concerning the suspension of the processing or 
approval of permits for wireless teleot)mmunicationa towers, the denial of applications for permits and other issues 
arising in connection with tower siting. There can be no assurance that such litigation and similar actions taken by 
others seeking to block the construction of individual cell sites of our PCS network will not, in the aggregate, 
significantly delay further expansion of our network coverage. 

Various other suits, proceedings and claims, including purported class actions, typicaf for a business enterprise, 
are pending against Sprint. 

While it is not possible to determine the uftimate disposition of each of these proceedings and whether they wit1 be 
resolved consistent with Sprint's beliefs, Sprint expects that the outcome of such proceedings, individually or in the 
aggregate, will not have a material adverse effect on the financial condition or results of operations of Sprint or its 
business segments. 

Item 4. Submlsslon of Matters to a 'Vote of Security Holders 

No matter was submitted to a vote of security holders during the fourth quarter of 2003. 
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Item 10(b). Executive Officers of the Registrant 

offlcs Name AQe 
Chairman and Chief Executive Officer 
President and Chief Operating Officer; President-Sprint PCS 
President4ocaJ Telecommunications Division 
President4lobal Markets Group 
Executive Vice President-Chief Financial Officer 
Executive Vice President4eneral Counsel and External Affairs 
Executive Vice President4hief Information Officer 
Executive Vice President-Network Services 
Senior Vim President and Treasurer 
Senior Vice President-Strategic Planning and Corporate Development 
Senior Vice President-Human Resources 
Senior Vice Prasident and Controller 

Gary 0. Forseer') 
Len J. LaueW 
Michael 8. Fullefl31 
Howard E. Janzenfd) 
Roben J. Dellinged51 
Thomas A. GerkeW 
Michael W. StouN? 
Kathryn A. WalkeW 
Gene M. Bettscg) 
William R. Blessing[W 
James G. Kissingerfllj 
John P. Meyefllz) 

53 
46 
59 
49 
43 
47 
57 
44 
51 
48 
47 
53 
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Mr. Forsee was elecied Chief Executive Officer in March 2003 and Chairman in May 200.3 Betore joining Sprint, be had 
served as Vice Chairman-Domesiic Operations of BellSouth Corporation since January 2002, Chairman of Cingular 
Wireless since 2001 and President of BellSouih International since 2000. He had served as Executive Vice President and 
Chief Staff OHicer of BellSouth Corporation since 1999. Before joining BellSouth, Mr. Forsee served as President and Chief 
Executive Officer of Global One, a joint venture of Sprint, Deutsche Telekom and France Telecom, beginning in 1998. 
Before joining Global One, he served as President and Chief Operating Otficer of Sprint's long distance division beginning in 
1995. 

Mr. Lauer was elected Presideni and Chief Operating Officer in September 2003. He became President-Sprint PCS in 
Dctobsr2002. He had served as President4iobal Markets Division since September 2000. He had been elected 
President4prini Business in June 2000. Mr. Lauer served as President-Consumer Services Group of SprinWniied 
Management Company, a subsidiary of Sprint, from 1999 tu 2#U. He joined Sprint in 1998 as Senior Vice President- 
Oualiiy, Development and Public Rdaiions. 
Mr. Fuller was elected President-local Telecommunications Division in 1996. 

Mr. Janzen was elected Presideni-Global Markets Group in May 2003. Before joining Sprint, he served as Chairman, 
President and Chief Executive Officer uf Williams Communications Group, lnc., a high technology company, from 2001 until 
October 2002 when it emerged from bankruptcy as WilTel Communications Group, inc. Williams Communications Group, 
Inc., filed a voluntary petitiun for reorganization under Chapier 1 I of ths United st&S Bankruptcy Code in April 2#2. He 
became Presidmt and Chief Executive Officer of Williams Communications Group, Inc. in 1995. 

Mr. Deilingw was elected Executive Vice President-Chief Financial Officer in June 2002. He had served as Executive Vice 
President-Finance since April 2002. Before joining Sprint, he had sewed as President and Chief Executive Ofker of GE 
Frankona He based in Munich, Germany with responsibili!y for the European operations of General Electric's Employers 
Reinsurance Corporation, a global reinsurer, from 2000 to 2002. From 20U1 to 2002, he also served as President and Chief 
Executive Officsr of General Electric's Employers Reinsurance Corporation's ProPerry and Casualty Reinsurance Business 
in Europe and Asia. From 1997 to 2000, he served 8s Executive Vim Prssideni and Chief Financial Officer of General 
Electric 's Employers Reinsurance Corporafion . 
Mr. Gerke became ExecuIive Vice Presideni48neral Counsel and External Affairs in April 2003. He had served a$ Vice 
President-GMG-Business Development of the global markets division since June 2002. From September 2000 to June 
21372~ he served as Vice President-COrporate Secretary and Associate General Counsel of Sprint. He was elected Vice 
President-Law, General Business and T8ChnOlogY in 1999 and Assistant Vice President4orporate Transactions in 1998. 

Mr. Stout was elecied Executive Vice PresidentAhief Information Officer in May 2003. Before joining Sprint, he served as 
Vice President and Chief Technology and Information Officer far GE Capital, a gbbal financial servkes company, since 
1998. 

Ms. Walker was elected Executive viC8 Pmsidant-Network Services in OctoberZGU3. She had SeW8d as Senior Vice 
President-Network Operations for Sprint Communications Company L.P., Sprint's long distance subsidiary, since 2002. 
She had served as a Vice President in the global markets division since 1998. 

Mr. Betk was elected Ssnior Vice President in 1990. He was wlacted Treasurer in 1998. 

Mr. Blessing was elected Senior Vice President-SIrategic Planning and Corporaie Developmsni in October 2w3. He had 
seW#d as Vice President-StrategEc Planning and Business Development-Sprinf PCS b r  Sprint Spectrum L.P., a Sprint 
subsidiary? since 2000. He had been elected Vim PresidentSlrategic Pianninmprint PCS for SprinVUnited 
Managemeni Company in 1999. He was initially elected a Vice President of a Sprint subsidiary in 1986. 

Mr. Kissingsr was electwd Senior Vice Presidentduman Resources in April 2003. He had sawed as Vice President-HR 
Operations for SprinWUnited Management Company since 1996. 

Mr. Meyer was elected Senior Vice Pf8Sid'sf?~Or&dIer in 1993. 

There are no known family relationships between any of the persons named above or between any of these 
persons and any outside directors of Sprint. Officers are elected annually. 
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Part II 

Item 5. Market for Reglstrant's Common Equity and Related Stockholder Matters 

Common Stock Data 

~ 

FON Stack, Series 1 
First quarter 
Second quarter 
Third quarter 
Fourth quarter 

PCS Stock, Series 1 
First quarter 
Second quarter 
Third quarter 
Fourth quarter 

2003 Market Price 
End 
of 

High Low Period 

$16.76 $11.06 $11.75 
15.10 10.22 14.40 
16.20 13.55 15.10 
16.72 14.72 16.42 

5.28 3.10 4.36 
6.48 3.40 5.75 
6.79 4.80 5.73 
6.31 3.80 5.62 

FON Stock, Series 1 
First quarter 
Second quarter 
Third quarter 
Fourth quarter 

PCS Stock, Series 1 
First quarter 
Second quarter 
Third quarter 
Fourth quarter 

High Low 

$20.47 $12.51 
17.53 8.80 
13.15 6.65 
15.40 7.96 

25.20 7.22 
13.45 3.50 
6.93 1.75 
6.38 1.77 

End 
Of 

Period 

$1 5.29 
10.61 
9.12 

t4.48 

10.29 
4.47 
1.96 
4.38 

As of February 27, 2004, Sprint had approximately 62,000 FON stock, Series 1 record holders, 56,000 PCS stock, 
Series 1 record holders and eight PCS stock, Series 2 record holders. The principal trading market for Sprint's 
FON stock, Series 1 and PCS stock, Series 1 is the New York Stock Exchange. The PCS stock, Series 2 is not 
publicly traded. Sprint paid a FON stock dividend of $0.125 per share in each of the quarters of 2003 and 2002. 
Sprint does not intend to pay dividends on the PCS stock. 

Sale of Unregistered Equity Securities 

In October 2003, Sprint issued io Kathryn Walker, Sprint's Executive Vice President-Network Setvices, 24,000 
restricted stock units relating to sharer; of FON stock and 24,000 restricted stock units relating to shares of PCS 
stock. The restricted stock units were granted to Ms. Walker in connection with her promotion to Executive Vice 
President. Each restricted stock unit rspresents the right to one share of common stock once the unit vests. The 
restricted stock units also include dividlend equivalent rights, which means that, when Sprint pays a dividend on the 
stock represented by the units, Ms. Walker is entitled to additional shares of the stock when the units vest. The 
units vest in 2006. 

Neither the units nor the common stock issuable once the units vest were registered under the Securities Act of 
1933. The issuance of the restricted stock units was exempt from registration under the Securities Act in refiance 
on the exemption provided by Section 4(2) of the Securities Act because the restricted stmk units were issued in a 
transaction not involving a public offering. Sprint may in the future register the resale of the shares of stock to be 
received by Ms. Walker once the units vest. 
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Item 6. Selected Financial Data 

Consotidated Selected Financial Data 

2003 2002 2001 2000 1999 
(millions, except per share data) 

Results of Operations 

Operating income (loss)(').(5) 861 2,100 (901) 296 (484) 
lncoms (Loss) from continuing 0perationsrll.c*1.(~, (367) 471 (1,553) (736) (919) 

Earnings (Lass) per Share and Dividends 

Earnings (Loss) per common share from continuing 0perations:(ll,(*1.13),(~),(~) 

Net operating revenues $26,~ 97 $26,679 $25,562 $23,166 $19,856 

Sprint FON Group (diluted) $ 0.33 $ 1.18 $ (0.33) $ 1.28 $ 1.80 
Sprint FON Group (basic) 0.33 3.18 (0.33) 1.30 1.83 
Sprint PCS Group (diluted and basic) (0.66) (0.58) (1.28) (1.95) (2.73) 

Dividends per FON common share 0.50 0.50 0.50 0.50 0.50 

Financial Position 

Total as5ets 
Property, plant and equipment, gross 
Property, plant and equipment, net 
Total debt (including short-term and long-term borrowings, equity unit 

Shareholders' equity 

Cash Flow Data 

notes and redeemabb preferred stock) 

$42,850 
54,247 
27,276 

19,407 
13,224 

$45,293 
52,033 
28,745 

22,273 
12,294 

$45,793 $43,068 $39,721 
48,7C6 43,072 37,051 
20,9W 25,291 21,939 

22,883 18,975 17,028 
12,816 13,716 13,313 

Net cash from operating aCtivities-Continuing operations 
Capital expenditures 

$ 6,542 
3,824 

$ 6,206 
4,849 

$ 4,563 $' 4,096 $ 1,801 
9,046 7,152 6,088 

Certain prior-yesf amounts h8ve been reclassified to conform to the current-year presentation. These reclasslficalions 
hed no effect on the results of operatlms or shareholders' equliy as previously reporfed. AI1 prior perlod amounts h8Ve 
been restated to reflect the results of Sprint's directorypublishlng business, which was sold in January 2003, as a 
discontinued operation. 

See footnotes following Consolidating Selected Financial Data. 
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Item 6. Selected Financial Data Iconthued) 

Consolidatinq Selected Financial Dam 
2003 2002 2001 ZODO 1999 

(millions) 
Results of Operations 
Net operating revenues 

Sprint FON Group $14,185 $15,227 $16,415 $17.241 $16,750 

Eliminations (678) (622) (578) (416) (267) 
Consolidated $.%,I 97 $26,679 $25,562 $2,3,166 $19,856 

Sprint FON Group $ 268 $ 1,592 $ (265) S 2,224 $ 2,753 
Sprint PCS Group 551 475 (647) (1,928) (3,237) 
Eliminations 42 33 11 
Consolidated 5 861 $ 2,100 f 1901) 5 296 $ 1484) 

Sprint PCS Group 12,690 12,074 9,725 6 . 3 1  3,373 

Operating income (loss)(’I~(51 

- - 

Spnnt FON Grwp $ 294 $ 1,049 $ (297) $ 1,135 $ 1,583 
Sprint PCS Group (661) (578) (1,256) {1,871) (2,502) 
Consolidated 

Financial Position 
$ (367) $ 471 $(1,553) $ (736) $ (919)  

Total assets 
Sprint FON Group $21 362 $23,133 $24,272 $241 90 $22,247 
Sprint PCS Group 21,846 23.022 22,190 $9.763 17,924 
Eliminations (858) (862) (669) (885) (450) 
Consolidated $42.850 $45,293 $45,793 $43,068 $39,721 

Sprint FON Group $35,535 $35,055 $34,072 $30,955 $27,640 
Sprint PCS Group 18,732 16,978 14,634 12,117 9,4i1 
Consolidated $54.247 $52.033 %48,7C6 $43,072 $37.051 

Propetty, plant and equipment, g r o s s  

Property, plant and equipment, net 
Sprint FON Group 
Sprint PCS Group 
Eliminations 
Consolidated 

Total debt (including short-term and long-term borrowings, equity unit 
notes and redeemable preferrd stock) 

Sprint FON Group 
Sprint PCS Group 
Eliminations 
Consolidated 

Shareholders‘ equity 
Sprint FON Group 
Sprint PCS Group 
Fliminatinns 

$16,050 $1 6,894 $1 7,491 $15,800 $1 3,972 
11,273 11,897 11,516 8,522 7,996 

(47) (6) (47) (39) 129) 
$27,276 $28,745 $20,460 $25,291 $21,939 

$ 1,745 $ 3,980 $ 5,324 $ 4,518 $ 5,443 
17,941 18,573 17,839 14,906 12,015 
(279) (280) (280) (449) (430) 

$19,407 $22,273 $22,883 $18,975 $77,028 

$13,372 $11,814 $11,704 $12,343 $10,514 
912 1,3% 2,794 - - - 7 5 

(148) 480 

Consdidated 
Cash Flow Dntm 

Net cash from operating activitie-ntinuing operations 
Sprint FON Group $ 4,039 $ 4,176 $ 4.457 $ 4,104 $ 3,562 
sprint PCS Group 2,503 2,030 106 (8) (1,692) 

(69) Eliminations I - - - 

Consolidated ~5 $ 1.801 

Sprint FON Group $ 1,674 $ 2,181 $ 5,295 $ 4,105 $ 3,508 
Sprint PCS Group 2,150 2,668 3,751 3,047 2,580 

Capital expenditures 

Consolidated $ 3,824 $ 4 . ~ 9  $ 9 . ~ 6  $ 7.152 $ 6.088 
Certain prlor-year amounts have k e n  reclasslfied to conform to the current-y&w presentation. nese reclasslflcations 
had no effect on the tesults of opersilons or shareholders’ equlfy as prevlously reported. All prior perlod amounts have 
been restated to reflect the results of Spdni’s dlreclory publishing business, which was sold In January 2003, as a 
diseontlnued operation. 
See footnotes foihwlng Consolldstlng Selected Financial Data. 
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Item 6. Selected Financial Data (continued) 

In 2003, Sprint recorded net charges reducing Sprint’s operating income by $2. I billion and rsducing income from continuing 
operations by $1.3 billion resulting in an ovsrall lass from continuing oparalions. The FON Group recorded charges reducing 
operating income by $I. 7 Billion and reducing income from continuing operations by $1. I billion. The charges taken by the 
FON Group relafed primarily to restructurings, asset impairments, long-term disability accruals relating to prior years, and 
executive separation agreements, offset by recoveries OF fully resew& MCl (formed)’ WorldCom) receivables. The PCS 
Group recorded charges reducing operating income by $390 million and increasing loss from continuing operations by $246 
million. The PCS Grwp charges related primariiy to mstructurings, asset impairments, executive separation agreements 
and long-term disability accruals relating to prior years. 

In 2002, Sprint recorded charges reducing Sprint‘s opsrating income by $402 million and reducing income from continuing 
opperations by $253 million. The FON Group recorded charges reducing operating income by $28 1 rni/lion and reducing 
income from continuing operations by $176 million. The charges iaken by the FON Group relafed primarily fa restfucturings, 
asset impairments andexpected loss on WQridCom (naw MCI) receivables. The PCS Group recorded charges reducing 
operating income by $121 million and increasing loss from continuing operations by $77 million. The PCS Group charges 
also related primarily to restructutings, a s s t  impairments and expected loss on WorldCom (now MCI) receivables. 

In 2001, Sprint recorded charges reducing Sprint’s operating income by  $1,837million io an operating loss and increasing 
the loss from continuing operations by $1,151 million. The charge to the FON Group reduced operating income by $I, 827 
million and reducedincome from coniinuing operations by $1, I44 miltion. The charge to the PCS Group increased operating 
loss by $IO million and inCreaS8d loss from continuing operations by $7 million. The charges taken by both the FON and 
PCS Groups related primarily to restructuring and asset impairments. 

In 2000, Sprint recorded charges rsducing Sprint’s aperating income by $425 miflion and increasing the loss from continuing 
operations by $273 million. The FON Group recorded charges that reduced operaling income by $40? million and rsduced 
income from continuing operations by $257 million. The PCS Group recorded charges that increased operaring loss by $24 
million and increased loss from continuing operations by $16 mi(lion. Charges relafing to tbs terminated WorldCom (now 
MCl) merger were taken by both the FDlV and PCS Groups. Addtiional asset impairment charges WBr8 also taken by the 
FUN Group. 

In 2003, Sprint record8d charges of $38 million in Other income (expense)), net, for premiums paid on ihe early retirement of 
debt and for the settlement of a securities class action lawsuit relating io the tailed merger with WoridCom (now MCi). 
Additionally, Sprint recorded a $49 mitiion tax benefit for the recognition of certain income lax credits and adjustments for 
slate tax appolionments. in total, these items reduced loss tmm continuing operations by $27 million. These items 
increased the FQN Group‘s income from continuing operations by $27 rnilhun, and had no nel eh‘ect on tbe PCS Group’s 
loss from continuing operations. 

In 200.2, the PCS Group recorded in Other incorns (expense), nei, a gain on the sale of its investment in Pegaso of $67 
million with the same impact on loss from continuing operaiions. The FON Group recorded in Other income (expense), net, 
charges of $201 million which reduced income from continuing operaiions by $216 million. These amounts primarily 
included a write-down of an invsstmeni due to declining marker value oftsse! by a gain on the sale of customer contracts. in 
the 2(Mz ihird quarter, Sprint recognized a tax benefit related to capital losses not previously recognizable of $292 million. 
Tbe benetit to the FON Group was $235 million. The benefit to the PCS Group was $57 million. 

In 2001, !he FON Group recorded in Other income (expense), net, charges of $48 million which increased the loss from 
continuing operations by $81 million. These amounts prirnarity included a write-down OF an equity investment offset by a 
curtailment gain on the modification oicettain retirement plan benefits and a gain on investment activities. 

In 2000. Sprint recorded charges of $68 million, which increased the loss from continuing operations by $74 million. The 
FON Group recorded charges of 596 million relating primarily to write-downs of certain equliy inveslments, which reduced 
income from continuing Operations by $92 million. The PCS Group recorded a $28 million gain from the sale of customers 
and network infrastructure to a PCS third party affiliate, which reduced loss from continuing operations by $18 million. 

In 1999, the FON Gmup recorded net gains of $54 million from invesfrnent activities which reduced th8 loss from continuing 
operations by $35 million. 

In the 2000 first quarfar, Sprint sffecieda two-for-one stock split of Sprint’s PCS common stock. in the 1999 second quarter, 
Sprint effected a two-for-one stock split of its Sprint FON COmmon stock. As a resultr diluiGd and basic earnings per common 
share and dividends for Sprint FON common stock and diluted and basic loss per common share for Sprint PCS common 
s!mk have been restated for periods bsbre these stock splits. 

As the sff8cts of including the incremental shares associatad with apiions, restricted stock units and Employwes Stock 
Purchase Plan shares are antidilutive, boih basic loss per share and diluied loss per share reflect the Same cakutation for all 
periods presented for the PCS Group and for the year ended December 3 1, 2WI fur the FON Group. 

Sprint adapted Statement dFinancia1 Accounting Standards No. 142, Goodwill and Other intangible Assets on January I,  
2002. Accordingly, amortization of goodwill, spectrum licenses and trademarks ceased as of that date because they are 
indefinite lifw iniangibles. 
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Item 7. Management’s Discussion and Anafvsis of Financlal Condition and Results of Oaeratlans 

Forward-looklng Information 

Sprint includes certain estimates, projections and other forward-looking statements in its reports and in other 
publicly available material. Statements regarding expectations, including performance assumptions and estimates 
relating to capital requirements, as well as other statements that are not historical facts, are forward-looking 
statements. 

These statements reflect management’s judgments based on currently available information and involve a number 
of risks and uncertainties that could oause actual results to differ materially from those in the forward-looking 
statements. With respect to these forward-looking statements, management has made assumptions regarding, 
among other things, customer and network usage, customer growth and retention, pricing, operating costs and the 
economic environment. 

Future performance cannot be ensuwd. Actual results may differ materially from those in the forward-looking 
statements. Some factors that coufd cause actual results to differ include: 

extent and duration of arty emxnomic downturn; 

the effects of vigorous Competition in the markets in which Sprint operates; 

the costs and business risks associated with providing new services and entering new markets; 

adverse change in the ratings afforded our debt securities by ratings agencies; 

the ability of our wireless operations and the global markets division to continue to grow a significant 
market presence; 

the ability of Sprint’s wireless; operations to continue to improve profitability; 

the ability of the global markets division and the local division to improve cash flow generation; 

the effects of mergers and consolidations in the telecommunications industry and unexpected 
announcements or developmients from others in the telecommunications industry; 

the uncertainties related to the outcome of bankruptcies affecting the telecommunications industry; 

the impact of financial difficulties of third-party affiliates on Sprint’s wireless network coverage; 

the uncertainties related to Sprint‘s investments in networks, systems, and other businesses: 

the uncertainties related to the implementation of Sprint’s business strategies, including our initiative i o  
realign services to enhance tihe focus on business and consumer customers; 

the impact of new, emerging and competing technologies on Sprint’s business; 

unexpected results of litigation filed against Sprint; 

the impact of wireless local nlurnber portability (WLNP) on Sprint‘s wireless operation’s growth and churn 
rates, revenues and expenses; 

The words “estimate,” ‘project,” “intend,” “expect,” “believe,” “target,“ and similar expressions are intended to 
identify forward-looking statements, Forward-looking statements are found throughout Management‘s Oiscussion 
and Analysis. The reader should not place undue reliance on forward-looking statements, which speak only as of 
the date of this report. Sprint is not obligated to publicly release any revisions to forward-lmking statements to 
reflect events after the date of this r q x r l  or unforeseen events. Sprint provides a detailed discussion of risk factors 
in various SEC filings, and you are encouraged to review these filings. 

the possibility of one or more of the markets in which Sprint competes being impacted by changes in 
political or other factors such as monetary policy, legal and regulatory changes, including the impact of 
the Telecommunications Act of 1996 (Telecom Act), or other external factors over which Sprint has no 
control; and 

other risks referenced from time to time in Sprint’s filings with the Securities and Exchange Commission 
(SEC). 
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Overview 

Business 
Sprint is a global communications company and a leader in integrating long-distance, local service, and wireless 
communications. Sprint is also one of the largest carriers of Internet traffic using its tier one Internet Protocol 
network, which provides connectivity to any point on the Internet either through its own network or via direct 
connections with other backbone providers. 

Sprint is the nation’s third-largest provider of long distance services, based on revenues, and operates nationwide, 
all-digital Long distance and tier one Internet Protocol networks. Sprint currently serves approximately 7.9 million 
access lines in its franchise territories in 18 states. Additionally, Sprint provides local service using its facilities, 
leased facilities or unbundled network elements provided by other carriers in a total of 36 states and the District of 
Columbia. Sprint is selling into the cable telephony market through arrangements with cable companies that resell 
Sprint long distance service and use Sprint back office systems and network assets in support of their local 
telephone service provided over cable facilities. Sprint also operates a 100% digital PCS wireless network with 
licenses to provide service to the entire United States population, including Puerto Rico and the U.S. Virgin 
Islands, using a single frequency band and a single technology. The PCS Group, together with third party affiliates, 
operates PCS systems in over 300 metropolitan markets, including the 100 largest US. metropolitan areas. The 
PCS Group’s service, including third party affiliates, reaches a quarter billion people. The PCS Group, combined 
with our wholesale and affiliate partners, served more than 20 million customers at the end of 2003. 

Industry Environment 
Sprint operates in industries that have been and continue to be subject to consolidation and dynamic change. 
Therefore, Sprint routinely reassesses its business strategies. Due to changes in the telecommunications industry, 
including bankruptcies, over-capacity and the current economic environment, Sprint continually assesses the 
implications on its operations. Any such assessment may impact the vatuation of its long-lived assets. 

As part of its overall business strategy, Sprint regularly evaluates opportunities to expand and complement its 
business and may at any time be discussing or negotiating a transaction that, i f  consummated, could have a 
material effect on its business, financial condition, liquidity or results of operations. 

In 2003, Sprint sold its directory publishing business to R.H. Donnelley for $2.23 billion in cash. 

Business Trans formarlon 
Currently, Sprint‘s operations are divided into three segments: the global markets division, the local division, and 
?he PCS wireless telephony products and services business. 

In an effort to enhance the focus on the needs and preferences of two distinct customer types-businesses and 
consumers, Sprint’s market-facing business units have been aligned into the Sprint Business Solutions (SBS) unit, 
Sprint Consumer Solutions (SCS) unit and the Sprint Local Consumer Solutions (SLCS) unit. This effort is 
expected to enable Sprint to more effectively and efficiently use its portfolio of assets to create customer-focused 
communications solutions. 

During 2004, Sprint intends to continue to measure its activities using its current business segments. and begin to 
measure certain activities under this customer-fmused approach. Throughout 2004, management anticipates 
continuing to make decisions using the current segmentation. However, part of the decision-making process will 
include viewing opportunities from a customer-centric perspective. Sprint intends to develop and deliver integrated 
products and services which will help our customers function more effectively in the workplace and in daily life. 

In conjunction with these market-facing business unit realignments, Sprint is undertaking initiatives to improve 
productivity through: 

Application rationalization 
Automation 

Process re-engineering 
E-enablement 
Organizational redesign and streamlining 

Consolidating systems and eliminating redundancies 
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These efforts have resulted in restructuring charges and asset impairments in the fourth quarter of 2C43 and will 
continue to impact subsequent quarters. Ongoing efforts in these areas may have additional impacts in 
subsequent periods. See Note 5 of Notes to Consolidated Financial Statements for more information relating to 
these activities. 

Tracking Stack Structure 

In November 1998, Sprint’s shareholclers approved the allocation of all of Sprint’s assets and liabilities into two 
groups, the FON Group and the PCS Group, as well as the creation of the FON stcxk and the PCS stmk. FON 
common stock and PCS common stock are intended to reflect the financial results and economic value of the FON 
and PCS Groups. However, they are classes of common stock of Sprint, not of the group they are intended to 
track. 

The FON Group is comprised of the global markets division, the local division and other businesses consisting 
primarily of wholesale distribution of telecommunications products. The global markets division is the nation’s 
third-largest provider of long distance .sewices based on revenues. The activities of the local division include local 
exchange communications and consumer long distance services used by customers within Sprint’s local franchise 
territories. The FON Group also includes its investments in EarthLink, Inc. (EarthLink), an Internet Service 
provider, and Call-Net Enterprises. Inc. (Call-Net), a long distance provider in Canada. 

The PCS Group includes Sprint‘s wireless PCS operations. The PCS Group also includes its investment in Virgin 
Mobile, USA, a joint venture to market wireless services, principally to youth and pre-pay segments. 

Considerations Relating to Tracking Stocks 

On February 28, 2004, Sprint’s board of directors decided to recombine the tracking stocks and return to a single 
common stock. As a result, each share of the PCS common stock will wnvert automatically into 0.50 shares of 
FON common stock on April 23,2004. The FON stock will represent the only outstanding common stock of Sprint. 
After the recombination, Sprint will continue to present consolidated financial information, but will not include group 
level information. The recombination will not impact Sprint’s current presentation of all required segment 
information. 

Until the recombination, the FON comrnon stock and the PCS common stock are intended to track the 
performance of the FON Group and the PCS Group, respectively. Because the FON common stock and the PCS 
common stock are classes of common stock of Sprint, not common stock of the group they are intended to track, 
the holders of the FON common stack and the PCS common stock are subject to the risks related to an equity 
investment in Sprint and alf of Sprint’s businesses, assets and liabilities. Therefore, the market prices of the FON 
common stock and the PCS common s8tock may not accurately reflect the performance of the group they are 
intended to track. Between the announcement and the completion of the recombination, the price of the tracking 
stocks may reflect the expectation that a single common stock will result from the recombination, rather than 
reflecting the performance of the groups. 

Sprint has a single board of directors. Consequently, there is no board of directors that owes separate duties to the 
holders of either the FON common stock or the PCS common stock. Conflicts of interest between holders of FON 
common stock and PCS common stock in transactions between the FON Group and the PCS Group or in our 
dealings with third parties could be resolved by our b a r d  of directors to the detriment of the holders of one or the 
other class of common stock. 

After the recombination of the tracking .stocks, events that would have benefited the holders of only one of the 
tracking stocks will benefit all Sprint shareholders. 

Consolidated Results of Omrations 

Total net operating revenues were as follows: 

2003 2002 2001 
(miNons) 

FON Group $14,185 $15,227 $16,415 
PCS Group 12,640 12,074 9,725 
Intergroup eliminations (678) (622) (576) 

Net operating revenues $26,197 $26,679 $25,562 
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Income (Loss) from continuing operations was as follows: 
2003 2002 2001 

(millions) 
cnhi em, ,_ $ 294 $1.049 $ (297) 
r u 8 v  uiuup 
PCS Grwp (661) (578) (1;256) 
Income (Loss) from continuing operations $(367) $ 471 $(1,553) 

Income (loss) from continuing operations as presented in the above table includes the after-tax impacts of the 
items discussed in the following paragraphs. 

In 2003, Sprint recorded net restructuring charges and asset impairments of $1.2 billion. These charges were 
associated with the write-down to fair value of the FON Group’s Multipoint Multichannel Distribution Services 
(MMDS) spectrum, other asset impairment charges, facilities and severance charges associated with the 
termination of the web hosting business, impairment charges associated with the termination of development of a 
new billing platform, impairment charges associated with the termination of software development projects, and 
severance costs associated with Sprint‘s transformation to a customer-focused organizational design, offset by the 
finalization of all 2001 and 2002 restructuring liabilities. Also included in 2003 was a charge related to Sprint’s 
long-term disability plan of $72 million, a $22 million charge in connection with the separation agreements agreed 
to by Sprint and three former executive officers, a $1 3 million charge mainly reflecting the premiums paid on a debt 
tender offer and the early retirement of local division debt, and a $9 million charge to settle a securities class 
action and derivative lawsuit relating to the failed merger with WorldCom (now MCI). These charges were partially 
offset by a $49 million tax benefit for recognition of certain inoorne tax credits relating to various taxing jurisdictions 
and adjustments for state tax apportionments and a $31 million settlement of accounts receivable claims with MCI 
(formerly WorldCom) that had previously been fully resewed. 

In the 2002 fourth quarter, Sprint recorded restructuring charges and asset impairments of $154 million 
representing consolidations in Sprint’s Network, Information Technolqy, and Bitting and Accounts Receivable 
organizations, impairment of a network asset, abandoned network project costs and additional steps to reduce 
overall operating costs. Also included in 2002 were the expected Loss on receivables due to the bankruptcy 
declaration of WorldCom (now MCI) of $23 million, a net restructuring and asset impairment charge of $76 million, 
a gain on the sale of the PCS Group’s investment in Pegaso Telecomunicaciones, S A .  de C.V. (Pegaso) of $67 
million, a gain from the sale of customer contracts of $25 million, the write-down of an investment due to declining 
market value of $241 million, and a tax benefit related to capital losses not previously recognizable of $292 million. 

In the 2001 fourth quarter, Sprint recorded a restructuring charge and asset impairment of $1,136 million 
representing the termination of Sprint ION, as well as additional steps to reduce overall operating costs. 
Additionally, in 2001, Sprint recorded a litigation charge of $15 million, a write-down of the FON Group’s equity 
method investment in lntelig Telecornmunicacoes, Ltda. (lntelig) of $157 million which had an other than 
temporary decline in market value, a loss on the sale of a portion of the FON Group’s investment in EarthLink of 
$8 million, a benefit plan curtailment gain of $75 million and net gains from other investment activities of $9 million. 

cdt/C8l Accounting P O l k k S  

The fundamental objective of financial reporting is to provide useful information that allows a reader to 
comprehend the business activities of Sprint. To aid in that understanding, management has identified Sprint‘s 
“critical accounting policies”. These policies are considered ‘%ritid” because they have the potential to have a 
material impact on Sprint’s financial statements, and because they require judgements and estimation due to the 
uncertainty involved in measuring, at a specific point in time, events which are continuous in nature. 

9 Long-lived Asset Recovery-A significant portion of Sprint’s total assets consist of long-lived assets, 
consisting primarily of property, plant and equipment rPP&E)  and definite life intangibles, as well as goodwill 
and indefinite life intangibles. Changes in technology or in Sprint’s intended use of these assets, as well as 
changes in broad economic or industry factors, may cause the estimated period of use or the value of these 
assets to change. 

Depreciable Lives of Assets 

Sprint performs annual internal studies to confirm the appropriateness of depreciable lives for each category 
of PP&E. These studies utilize models, which take into account actual usage, physical wear and tear, 
replacement history, and assumptions about technology evolution, and use in certain instances actuarially- 
determined probabilities to calculate remaining life of our asset base. 
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Sprint believes hat the accounting estimate related to the establishment of asset depreciable lives is a “critical 
accounting estimate” because: (1) it requires Sprint management to make assumptions about technology 
evolution and competitive uses of assets, and (2) the impact of changes in these assumptions could be 
material to our financial position, as well as our results 01 operations. Management‘s assumptions about 
technology and its future development require significant judgement because the timing arid impacts of 
technology advances are difficult to predict, and actual experience has varied from previous assumptions and 
could continue to do so. 

I f  Sprint’s studies had result& in a depreciable rate that was 5% higher or lower than those used in the 
preparation of Sprint’s consolida:ted financial statements, recorded depreciation expense would have been 
impacted by approximately $265 miltion. The impact to FON Group depreciation expense would have been 
approximately $1 35 million and tlie impact to PCS Group depreciation expense would have been 
approximately $1 30 million. 

Property, Plant and Equipment and Definite Life Intangibles Impairment 

PP&E and definite tile intangibles are evaluated lor impairment whenever indicators of impairment exist. 
Accounting standards require that if an impairment indicator is present, Sprint must assess whether the 
carrying amount of the asset is unrecoverable by estimating the sum of the future cash flows expected to 
result from the asset, undiscountod and without interest charges. If the carrying amount is more than the 
recoverable amount, an impairment charge must be recognized, based on the fair value of the asset. 

Sprint believes that the accounting estimate related to asset impairment is a “critical amunting estimate” 
because: (1) it requires Sprint management to make assumptions about future revenues and costs of sales 
over the life of the asset, and (2) the impact that recognizing an impairment would have on our financial 
position, as well as our results of operations, could be material. Management’s assumptions about future 
revenues require significant judgament because actual revenues have fluctuated in the past and may continue 
to do so. 

In estimating future revenues, we use our internal business forecasts. We develop our forecasts based on 
recent revenue data for existing prducts and services, planned timing of new products and services, and 
other industry and economic factors. 

When indicators are present, Sprint tests for impairment. This resulted in total PP&E impairments of $652 
million, $198 million and $1,327 niillion in 2003,2002 and 2001, respectively. In 2003, FON Group recorded 
$303 million associated with the tarmination of its web hasting business and software development projects. 
PCS Group recorded $349 miltin associated with the terminated development of a new billing platform and a 
software development project. Thase impairments represent 2 percent of the December 31, 2003 
consolidated net PP&E. In 2002, FON Group recorded $1 56 million lor network asset impairments and PCS 
Group recorded $42 million for abandoned network projects. These impairments represent less than 1 percent 
of the December 31, 2002 consolidated net PP&E. In 2001, FON Group recorded $1,327 million with the 
termination of efforts to provide its: Sprint ION consumer and business offerings. This impairment represents 
4.6 percent of the December 31, ;!OOi consolidated net PP&E. 

Goodwill and Indefinite Life Intangibles 

Goodwill and indefinite Me intangibles are reviewed at least annually for impairment, or more frequently if 
indicators of impairment exist. Goodwill is tested by comparing net book value of the reporting unit (identified 
as Sprint’s operating segments) tci fair value. Indefinite life intangibles are tested by comparing book value to 
estimated fair value. 

Sprint believes that the accounting estimate related to goodwill and indefinite life intangibles Is a ”critical 
accounting estimate” because ( 1 )  i t  requires Sprint management to make assumptions about fair values, and 
(2) the impact of rwgnizing an impairment could be material to our financial position, a5 well as our results of 
operations. Management’s assumptions about fair values require significant judgement because broad 
economic factors, industry factors and technology considerations can result in variable and volatile fair values. 

Management completed impairment analyses on both goodwill and indefinite life intangibles in the 2003 fourth 
quarter. These tests were performed internally. As of December 31, 2003, no goodwill impairment existed. 
Similarly, wireless spectrum and trademark value were not impaired. 
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However, in the 2003 third quarter, the FON Group’s global markets division decided to end pursuit of a 
residential fixed wireless strategy using its MMDS spectrum. This decision required an impairment analysis of 
the asset. Sprint FON Group recorded a pre-tax, non-cash charge of $1.2 billion related lo the write-down in 
the fair value of its MMDS spectrum. Sprint is now focusing its efforts on a broad range of alternative 
strategies. Sprint is continuing to invest in the spectrum, is monitoring technology and industry developments, 
and is involved in efforts to achieve favorable regulatory rulings with respect to this spectrum. 

Employee Benefit Plan Assumptions-Retirement benefits are a significant cost of doing business for 
Sprint and yet represent obligations that will be settled far in the future. Retirement benefit accounting is 
intended to reflect the recognition of the future benefit costs over the employee’s approximate service period 
based on the terms of the plans and the investment and funding decisions made by Sprint. The accounting 
requires that management make assumptions regarding such variables as the return on assets, the discount 
rate and future health care costs. Changes in these key assumptions can have a significant impact on the 
projected benefit obligation and periodic benefit cost incurred by Sprint. 

Sprint believes that the accounting estimate related to retirement benefit accounting is a ‘critical accounting 
estimate” because: (1) i t  requires Sprint management to make assumptions about discount rates, future 
health care costs, and future return on assets funding the obligation; and (2) the impact that changes in actual 
performance versus these estimates would have on the projected benefit obligation reported on our balance 
sheet and the benefit cost could be material. 

In determining pension obligations assumptions are required concerning market performance. Market 
performance has fiuctuated in the recent past and could have continued volatility in the future. In selecting its 
assumptions, Sprint uses historical experience, as well as objective indices, as benchmarks, and tests the 
benchmarks against historical industry data on these assumptions provided by an independent actuary. An 
increase in the discount rate would reduce the reported projected benefit obligation. In contrast, i f  the discount 
rate in 2003 used in determining the projected benefit obligation was 25 basis points lower, it would generate 
a $1 37 million increase in the projected benefit obligation reported on the balance sheet, and an $1 8 million 
increase in the benefit costs. Similarly, i f  the expected return on assets assumption was 25 basis points lower, 
it would generate an $8 million increase in current year benefit costs. This assumption is not used in 
calculation of the pension projected benefit obligation. 

In determining post-retirement medical and life insurance benefit obligations, assumptions are made 
concerning the cost of health care. A one-percentage point increase in the assumed medica! inflation rate 
would generate a $1 07 million increase in the accumulated postretirement benefit obligation reported on the 
balance sheet, and a $6 million increase in benefit expense. An increase in the discount rate would reduce the 
reported accumulated postretirement benefit obligation. In contrast, if the discount rate in 2003 used in 
determining the accumulated postretirement benefit obligation was 25 basis points lower, it would generate a 
$25 million increase in the reported year-end 2003 obligation and a $2 million increase in benefit expense. 

Allocation Policies between Tracking Stocks-As discussed previously, the FON common stcck is 
intended to reflect the financial results and economic value of the FON Group and the PCS common stock is 
intended to reflect the financial results and economic value of the PCS Group. The FON common stock and 
the PCS common stock are both classes of the common stock of Sprint, and together, the groups reflect 
1 0 0 %  of Sprint’s business activities. 

Sprint believes that the accounting estimate related to allocation policies is a “critical accounting estimate” 
because: (1) it requires Sprint management to make assumptions about market interest rates and group use 
of shared costs; and (2) the impact that recognizing a change in this allocation would have on the net assets, 
use of resources or operating results of either group could be material. 

Allocation policies regarding shared activities impact the business results of the FON Group and the PCS 
Group. Sprint performs internal studies to confirm the appropriateness of assignment of costs when direct 
assignment is not possible or practical. The methods used for indirect assignment include time studies, and 
factors related to marketing or headcount studies. 

Sprint manages the financing activities of the groups on a centralized basis. Debt incurred by Sprint on behalf 
of the groups is specifically allocated to and reflected in the financial statements of the applicable group. 
Interest expense is assigned to the PCS Group based on an estimated rate that is substantialty equal to the 
rate i t  would be able to obtain from third parties as a direct or indirect wholly owned Sprint subsidiary, but 
without the benefit of any guarantee by Sprint or any member of the FON Group. Additionalty, Sprint’s 
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centralized cash management program allows one group to advance funds to the other group. These 
advances are accounted for a5 short-term borrowings between the groups and bear interest at a rate that is 
substantially equal to the rate that group would be able to obfain from third parties on a short-term basis. 

Management utilizes credit rating agencies and investment banks to provide an objective basis for 
determining appropriate assumptions concerning market interest rates. Sprint uses this information in arriving 
at the assumptions used to determine our allocations. 

The altocation of assets, financial resources and certain expenses require judgement by management and the 
atlocation methods used are subject to the discretion of the board of directors in its fulfillment of its fiduciary 
duties to all of Sprint’s shareholders. Holders of FON stock and PCS stock may have interests that differ from 
or conflict with the interests of holders of the other stock. Our tracking stock policies provide that our board of 
directors, in resolving material matters in which holders of FON stock and PCS stock have potentially 
divergent interests, will act in the best interest of Sprint and all of its common stockholders after giving fair 
consideration to the potentially divergent interests of the holders of the separate classes of common stock. 

Tax Valuation Allowances--Spj.int is required to estimate the amount of tax payable or refundable for the 
current year and the deferred income tax liabilities and assets for the future tax consequences of events that 
have been reflected in its financial statements or tax returns for each taxing jurisdiction in which it operates. 
This process requires Sprint’s management to make assessments regarding the timing and probability of the 
ultimate tax impact. Sprint record!; valuation allowances on deferred tax assets to reftect the expected 
realizable future tax benefits. Actual income taxes could vary from these estimates due to future changes in 
income tax law, significant changes in the jurisdictions in which Sprint operates, Sprint’s inability to generate 
sufficient future taxable income or’ unpredicted results from the final determination of each year’s liability by 
taxing authorities. These changes can have a significant impact on the financial position of Sprint. 

Sprint believes that the accountin!g estimate related to establishing tax valuation allowances is a “critical 
accounting estimate” because: ( 1  ;I it requires Sprint management to make assessments about the timing of 
future events, including the probability of expected future taxable income and available tax planning 
opportunities, and (2) the impact changes in actual performance versus these estimates could have on the 
realization of tax benefit as reported in our results of operations could be material. Management‘s 
assumptions require significant judgement because actual performance ha5 fluctuated in the past and may 
continue to do so. 

Sprint currently carries an income tax valuation allowance of $620 million on its books. This amount includes a 
valuation alfowance for the total tax benefits related to net operating loss carryfoiwards which were acquired 
in connection with certain acquisitions. The remainder of the valuation allowance relates to state net operating 
loss and tax credit carryfonnrards. .Assumption changes which result in a reduction of expected benefits from 
realization of state net operating loss and tax credit carryforwards by 10% would increase our valuation 
allowance by $30 million for PCS Group and $5 million for FON Group. 

9 Revenue Recognition Policies-Sprint recognizes operating revenues as services are rendered or as 
products are delivered to customers in accordance with SEC Staff Accounting Bulletin No. 104, Revenue 
Recognition. In connection with recording revenue, estimates and assumptions are required in determining 
the expected conversion of the revenue streams to cash collected. The revenue estimation process requires 
management to make assumptions based on historical results, future expectations, the economic and 
competitive environment, changes in the credit worthiness of our customers, and other relevant factors. 
Changes in these key assumption:s can have a significant impact on the projection of cash collected and the 
periodic revenue stream recognized by Sprint. 

Sprint believes that the accounting estimate related to the establishment of revenue and receivable reserves 
and the associated provisions in the results of operations is a ‘critical accounting estimate” because: (1) it 
requires Sprint management to make assumptions about future billing adjustments for disputes with 
customers, unauthorized usage, fLiture returns on asset sates and future access adjustments for disputes with 
competitive local excbange carrims and inter-exchange carriers, as well as the tuture economic viability of our 
customer base; and (2) the impact of changes in actual performance versus these estimates would have on 
the accounts receivable reported cn our balance sheet and the results reported in our statements of 
operations wutd be material. In selecting these assumptions, Sprint uses historical trending of write-offs, 
industry norms, regulatory decisioris and recognition of current market indicators about general economic 
conditions which might impact the collectibility of accounts. 
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Segmental Results of Operations 

Sprint's business is divided into three segments: the global markets division, the local division, and the PCS 
wireless telephony products and services business. 

Global Markets Division 
The global markets division provides a broad suite of communicalions services targeted to domestic business and 
residential customers, multinational corporations and other communications companies. These services include 
domestic and international voice; data communications using various protocols such as Internet Protocol (IP) and 
frame relay (a data service that transfers packets of data over Sprint's network), and managed network services. 
Additionally, the global markets division provides local service using Sprint's facilities, leased facilities or 
unbundled network elements provided by other carriers in a total of 36 states and the District of Columbia. The 
global markets division is selling into the cable telephony market through arrangements with cable companies that 
resell Sprint long distance service and use Sprint back office systems and network assets in support of their local 
telephone service provided over cable facilities. In addition, the global markets division provides consulting 
services and international data communications. 

The global markets division also includes the operating results of the wireless high speed data and cable TV 
sewice operations of the broadband fixed wireless companies. In 2001, Sprint announced it would halt further 
deployment of MMDS using current line of sight technology. In 2003, Sprint's ongoing evaluation of its business 
use for the MMDS spectrum resulted in a decision to end pursuit of a residential fixed wireless strategy. This 
decision required an impairment analysis of this asset, resulting in a pre-tax, non-cash charge of $1.2 billion. Sprint 
is now focusing its efforts on a broad range of alternative strategies. Sprint is continuing to invest in the spectrum, 
is monitoring technology and industry developments, and is involved in efforts to achieve favorable regulatory 
rulings with respect to this spectrum. In 2003, Sprint announced the wind-down of its web hosting business. 

2003 2002 2001 
{millions) 

Net operating revenues 
voice $4,994 $5,768 $ 6,610 
Data 1,845 1,847 1,857 

Other 180 319 485 

Total net operating revenues 7,992 0,943 9,916 
Operating expenses 

Costs of services and prcducts 4,245 5,015 6,004 
Selling, general and administrative 2,227 2,455 2,955 
Depreciation and amortization 1,428 1,479 1,318 

Total operating expenses 9,464 9,143 11,965 

Operating income (loss) $(1,472) $ (200) $(2,049) 
Capital expenditures $ 325 $ 733 $ 3,580 

The global markets division continued to face significant challenges in 2003. The decline in voice revenues and 
loss of revenues from a low-margin wholesale customer cantributed to an 1 1 % decline in net operating revenues. 
This, along with the write-down in the MMDS spectrum, resulted in an operating loss for the year. Throughout 
2003, the global markets division focused on cost management. In 2003, the global markets division achieved a 
doubledigit reduction in costs of services and products, and a 9% reduction in selling, general and administrative 
expenses. In 2003, Sprint undertook initiatives to improve operational efficiency and reduce costs. These actions, 
along with a pre-tax, non-cash charge of $1.2 biilion related to the write-down to fair value of its MMDS spectrum, 
resulted in a $1,564 million net charge to the global markets division's operations. 

Sprint expects revenues to decline in 2004 as the division continues to be impacted by intense competitive 
pressures. These declines are expected to be somewhat offset by growing contributions from sales of strategic 
products. In addition, Sprint expects the transformation to a customer-centric organization to allow us to offer 
competitive differentiation, in an effort to increase our customers' loyalty. 

lnternet 973 1,009 964 

Restructuring and asset impairments 1,564 194 1.688 

4 

Net Operating Revenues 
Net operating revenues decreased 11% in 2003 and 10% in 2002. Loss of a major wholesale customer and a 
large prepaid customer drove a minute volume decline of 3% in 2003. Minute growth of 5% in 2002 was driven in 
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part by an increase in business minules sold to the PCS Group, which was partially offset by the highly competitive 
pricing pressures on voice sewices. The decrease in 2002 net operating revenues also reflmcts the lass of 
revenues from this major wholesale customer. 

Voice Revenues 

Voice revenues decreased 13% in both 2003 and 2002. The 2003 and 2002 decreases are the result of a decline 
in consumer voice revenue due to wireless and e-mail substitution, aggressive competition from Regional Bell 
Operating Companies for consumer and small business customers and lower business voice pricing. Results in 
2003 and 2002 were also impacted by the loss of a single major wholesale customer. 

Data Revenues 

Data revenues reflect sales of current-generation data services including asynchronous transfer mode (ATM) and 
frame relay services. Data revenues were flat in both 2003 and 2002. In 2003, increases in frame relay were offset 
by a decline in both ATM and private line. In 2002. increases in frame felay and ATM were offset by a decline in 
private line, 

Internet Revenues 

Internet revenues decreased 4% in 2003 and increased 5% in 2002. The 2003 decrease is primarily the result of a 
decline in dial IP due to the final contr;ictually-scheduled repricing of the America Online, Inc., dial 1P agreement, 
partially offset by revenues from a fourth quarter partial buyout of a portion of a dial IP contract. The 2002 increase 
was due to growth in dedicated IP revenues partially offset by a decrease in dial IP due to repricing ot contracts 
and growth in web hosting. While Sprhf has made the decision to exit the web hosting business, the 2003 period 
stll reflects the increased web hosting revenue in the 2003 first and second quarters. 

Other Revenues 

Other revenues decreased 44% in 2003 and 34% in 2W2. The decreases are primarily due to the sale of our 
consulting services business, Pamnet, in the third quarter of 2002 and declines in miscellaneous equipment sales. 

During the 2002 and 2001 periods, cable capacity sales and sales of ownership rights to transoceanic cable 
represented less than 0.02% and 0.2% of global market division’s net operating revenues, respectively. These 
transactions were executed primarily with Global One, and were in accordance with our transition services 
agreement. In 2003, the global markets division did not have any cable capacity sales. 

Equipment sales completed in each of the periods discussed were routine in nature, were completed io suppotl 
customer purchases of relatd telecorrimunications services, and represented less than 1.5%, 2%, and 3% of 
global market division’s net operating revenues for the 2003, 2002, and 2001 periods, respectively. 

Costs of Services and Products 

Costs of sewices and products include interconnection costs paid to local phone companies, other domestic 
service providers and foreign phone ccimpanies to complete calls made by the division’s domestic customers, 
costs to operate and maintain the long distance networks, and costs of equipment. Costs of services and products 
decreased 15% in 2003 and 16% in 2002. The 2003 decrease was due to volume declines, an improving product 
mix, initiatives to reduce access unit costs, favorable carrier access settlements and FCC-mandated access rate 
reductions. The 2002 decrease was a result of FCC-mandated access rate reductions, decreased network 
operating costs derived from Sprint’s 2001 fourth quarter restructuring actions, and favorable carrier access 
settlements, as well as other cost cont;dnment efforts. partially offset by volume growth. The FCC-mandated 
access rate reductions took effect in JLIIY 2001, July 2002 and July 2003. 

Total costs of services and products for the global markets division were 53.1% of net operating revenues in 2003, 
56.1 % in 2002, and 60.5% in 2001. 

Selling, General and Administrative Equense 

Selling, general and administrative (SWA) expense decreased 9% in 2003 and 17% in 2002. The 2003 decline 
was due to reduced bad debt expense including the MCI (formerly WorldCom) accounts receivable settlement. 
restructuring efforts, and general cost c:ontrols partially offset by the costs of the executive separation agreements 
recorded in the second quarter of 2003 and the long-term disability charge recorded in the fourth quarter of 2003. 
The 2002 decrease is related to restructuring efforts and tight management of discretionary expenses. 
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The reserve for bad debts requires management‘s judgment and is based on customer specific indicators, as Wel l  
as historical trending, industry norms and recognition of current market indicators about general economic 
conditions. Bad debt expense as a percentage of net revenues was 1.4% in 2003, 3.5% in 2002, and 3.8% in 
2001. These reductions reflect an improvement in collections, aging and recoveries of previously written-off 
accounts. Reserve for bad debt as a percentage of outstanding accounts receivable was 1 1.1 % in 2003, 14.9% in 
2002, and 12.7% in 2001. 

Total SG&A expense for the global markets division was 27.9% of net operating revenues in 2003,27.5% in 2002, 
and 29.8% in 2001. 

Depreciation and Amortization Expense 

Estimates and assumptions are used in setting depreciable lives. Assumptions are based on internal studies of 
use, industry data on lives, recognition of technological advancements and understanding of business strategy. 
Depreciation and amortization expense decreased 3% in 2003 and increased 12% in 2002. The 2003 decrease 
was due to asset impairments associated with the wind-down of the web hosting business and lower capital 
spending. The 2002 increase is attributable to an increased asset base to meet anticipated increases in demand 
for voice and data-related services and other growth initiatives. This increase was partially offset by the 
discontinuation of the amortization of goodwill and indefinite life intangibles due to the adoption of Statement of 
Financial Accounting Standards (SFAS) No. 142, Goodwill and Other Intangible Assets. Depreciation and 
amortization expense was 17.9% of net operating revenues in 2003, 16.5% in 2002, and 13.3% in 2001. 

Restructuring and Asset Impairments 

In the 2003 fourth quarter, Sprint recorded restructuring charges representing severance costs associated with 
Sprint’s transformation to a customer-focused organization offset by the finalization of all 2001 and 2002 
restructuring liabilities. This resulted in an expense reduction of $33 million allocated to the gtobal markets division. 

In the 2003 third quarter, the FON Group recorded a pre-tax, non-cash charge of $1.2 billion related to the write- 
down in the fair value of its MMDS spectrum. Sprint’s ongoing evaluation of its business use for this asset resulted 
in a decision to end pursuit of a residential fixed wireless strategy. This decision required an impairment analysis 
of the asset. Sprint is now focusing it5 efforts on a broad range of alternative strategies. Sprint is continuing to 
invest in the spectrum, is monitoring technology and industry developments, and is involved in efforts to achieve 
favorable regulatory rulings with respect to this spectrum. 

In the 2003 second quarter, Sprint announced the wind-down of its web hosting business. Restructurings of other 
global markets division operations also occurred in the continuing effort to create a more efficient cost structure. 
These decisions resulted in pre-tax charges of $348 million in the 2003 second quarter, $2 rnitlion in the 2003 third 
quarter and $26 million in the 2003 fourth quarter. The charge for asset impairments was $316 million, the charge 
for employee terminations was $1 5 million and the remaining $45 million was accrued for facility lease 
terminations. Sprint will record additional wind-down related charges for facility lease terminations, customer 
migration, employee termination, and other wind-down costs in subsequent periods. Sprint expects the aggregate 
pre-tax charge associated with the wind-down of the web hosting business to be approximately $440 million. 

In the 2002 fourth quarter, Sprint recorded a net restructuring charge of $57 million to the global markets division 
related to consolidations in Sprint’s Network, Information Technology, and Billing and Accounts Receivable 
organizations as well as additional steps to reduce overall operating costs. Additionally, it recorded a network 
asset impairment related to the global markets division of $14 million. Sprint recorded a net restructuring charge 
and asset impairment of $1 23 million related to the global markets division in the 2002 third quarter. This consisted 
of a $202 million charge for the termination of high-speed data services, as well as additional steps to reduce 
operating costs. The charge was partially offset by a $79 million adjustment to finalize the restructuring charge 
taken in the 2001 fourth quarter to abandon the ION initiative and restructure operations in the global markets 
division. The 2001 fourth quarter actions, which resulted in a $1.7 billion charge to the global markets division, 
were taken in an effort to better focus on enterprise data and Internet services and to aggressively manage casts. 
For additional information see Note 5 of the Notes to Consolidated Financial Statements. 

Local Division 

The local division consists mainly of regulated local phone companies serving approximately 7.9 miltion access 
lines in 18 states. The local division provides local voice and data services, including digital subscriber line (DSL), 
for customers within its franchise territories, access by phone customers and other carriers to the local division’s 
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F 
local network, nationwide long distance services to residential customers located within its franchise territories, 
sales of telecommunications equipment, and other services within specified calling areas to residential and 
business customers. The local division provides wireless services to customers in its franchise territories through 
agency relationships. DSL enables high speed transmission of data over existing copper telephone lines. 

203 2032 Zoo1 
(millions) 

Net operating revenues 
Voice $4,659 $a,sio $4,877 

Other 747 801 am 
Data 737 W3 569 

Total net operating revenues 6,143 6,257 6,294 

Costs of services and products 7,950 1,945 2,002 
Selling, general and administrative 1,296 1,269 1,280 
Depreciation 1,085 1,157 1,120 
Restructuring and asset impairments 24 56 109 

Total operating expenses 4,355 4,427 4,511 

Operating expenses 

Operating income (loss) ~1 ,7m $i,a30 $1,783 

Operating margin 29.1 5‘0 29.2% 28.3% 
Capitat expenditures $1,240 $1,286 $1,337 

In 2003, the local division continued to be impacted by the economic environment, broadband competition for high- 
speed data in the consumer market, competition and product substitution for business customers and wireless 
substitution resulting in a decline in access lines and minutes of use. In 2003, Sprint recorded restructuring 
charges associated with Sprint’s transformation to a customer-focused organization offset by the finalization of 
2001 and 2002 restructuring liabilities. These actions resulted in a $20 million charge to the local division’s 
operations. Additionally, a $4 million asset impairment was recorded related to the termination of a partnership to 
provide video on-demand to hotels. The focal division expects a small revenue decline in 2004. Increases in 
revenue associated with bundled services and broadband sales is expected to be offset by a modest decline in 
access lines. 

- 
Net Operating Revenues 
Net  operating revenues decreased 2% in 2003 and less than 1 YO in 2002. The slight decrease in both years was 
due to declines in long distance, fewer access lines and declines in equipment sales being partially offset by an 
increase in network-based services and DSL services. The local division ended 2003 with just over 7.9 million 
switched access lines, a decrease of 21.2% from the prior year. Access lines decreased 1.7% in 2002. The 
decreases in 2003 and 2002 were driven by wireless and broadband substitution, losses to competitive local 
providers, and the economic environment. The reduction in access lines is expected to continue although Sprint 
expects its ongoing rate of line loss to be less than loss rates experienced by other major carriers. 

Voice Revenues 
Voice revenues, derived from local exchange services, long distance revenue and switched access revenue 
decreased 3% in 2003 and I % in 2002 due to lower long distance minutes of use and the decrease in access 
lines, partialty offset by the demand for network-based services driven by the success of bundled offerings. 

Data Revenues 
Data revenues are mainly derived from DSL, local data transport services, and special access. Data revenues 
increased 14% in both 2003 and 2002 mainly as a result of strong growth in DSL services. 

Other Revenues 
Other revenues decreased 7% in 2003 and 6% in 2002. These decreases were driven by a decline in equipment 
sales of 10% in 2003 and 14% in 2002. The decreases in equipment sales were a result of both a planned shift in 
focus to selling higher margin products and a reduction in customer demand for equipment. 

Costs of Sewices and Products 
Costs of services and products include costs to operate and maintain the local network and costs of equipment 
sales. These costs were flat in 2003 arid decreased 3% in 2002. In 2003, general expense controls and tower 
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costs associated with long distance revenues were offset by higher pension costs. In 2002, the decrease was 
driven mainly by a reduction in reciprocal compensation expense, lower costs associated with long distance 
revenues, reduced volume of equipment sales, and a decline in other taxes due to changes in certain state tax 
laws. Costs of services and products were 31.7% of net operating revenues in 2003, 31 -1 % in 2002, and 31.8% in 
2001. 

Selling, General and Administrative Expense 

SG&A expense increased 2% in 2003. In 2002, SG&A decreased 1% despite increases in bad debt expense. The 
2003 increase is driven by the long-term disability charge recorded in the fourth quarter, the executive separation 
agreements and higher pension costs somewhat offset by general cost controls and lower bad debt expense. The 
reserve for bad debt requires management’s judgment and is based on historical trending, industry norms and 
recognition of current market indicators about general economic conditions. Bad debt expense as a percentage of 
net revenues was 0.9% in 2003, 2.6% in 2002, and 2.5% in 2001. Reserve for bad debt expense as a percent of 
outstanding accounts receivable was 8.6% in 2003, 1 3.9% in 2002, and 6.9% in 2001. In 2003, the local division 
experiencd continued improvement in its bad debt experience with end user customers as well as recoveries 
from previously written off accounts, principally MCI {formerly WorMCom). In 2002, improved bad debt experience 
with end user customers was more than offset by the need to establish reserves for certain competitive local 
exchange carriers and long distance companies, including WoddCom {now MCI), with financial difficulties. 

SG&A expense was 21.1% of net operating revenues in 2003, 20.3% in 2002, and 20.3% in 2001. 

Depreciation and Amortization Expense 

Estimates and assumptions are used in setting depreciable lives. Assumptions are based on internal studies of 
use, industry data on lives, recognition of technological advancements and understanding of business strategy. 
Depreciation and amortization expense decreased 6% in 2003 and increased 3% in 2002. The 2003 decrease was 
driven by the implementation of SFAS No. 143, Accounting for Asset Retiremenf Obligations, which eliminated the 
accrual for removal cost from the depreciable rate, as well as declines in circuit switching depreciation rates due to 
a revised schedule for converting from a digital to a packet network. For further information on the implementation 
of SFAS No. 143 see Note 4 of Notes to Consolidated Financial Statements. The 2002 increase reflects capital 
spending to support voice-grade equivalent growth, service improvements, and ongoing build out of DSL services. 
Depreciation and amortization expense was 17.7% of net operating revenues in 2003, 18.5% in 2002, and 17.8% 
in 2001. 

Restructuring and Asset Impairment 

In the 2003 fourth quarter, Sprint recorded restructuring charges representing severance costs associated with 
Sprint’s transformation to a customer-focused organization offset by the finalization of all 2001 and 2002 
restructuring liabilities. Ne? charges to the local division related to these items were $20 million. A $4 million asset 
impairment, also recorded by the local division, related to the termination of a partnership to provide video on- 
demand to hotels. 

In the 2002 fourth quarter, Sprint recorded a restructuring charge representing consolidations in Sprint‘s Network, 
Information Technology, and Billing and Accounts Receivable organizations, as well as additional steps to reduce 
overall operating costs. This decision resulted in a charge of $53 million to the local division. 

In the fourth quarter of 2001 I Sprint announced plans to take steps to improve its competitive position and reduce 
operating costs in the business units that comprise its FON Group. These efforts included consolidation and 
streamlining of marketing and network operations, as well as streamlining of corporate support functions. This 
decision resulted in a charge of $1 09 million associated with the severance costs of the work force reductions and 
contractual obligations. In the 2002 third quarter, Sprint performed an analysis to finalize the restructuring 
estimates recorded in the 2001 fourth quarter. This analysis resulted in the recognition of an additional charge of 
$3 million being recorded in the 2002 third quarter. For additional information see Note 5 of the Notes to 
Consolidated Financial Statements. 

Other 

Mher businesses consist primarily of wholesale sales of telecommunications equipment. Net operating revenues 
were $840 million in 2003, $863 million in 2002, and $1,206 million in 2001. Nonaffiliated revenues, which 
accounted for 35% of revenues in 2003, declined 5% as capital spending continued to decline in the 
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telecommunications industry. Operating expenses decreased 2% in 2003 and 24% in 2002 driven by reduced cost 
of services and products. Operating loss for 2003 and 2002 was $32 million and $23 million, respectively, while 
operating income was $34 mitlion in 2001. In 2004, Sprint plans to continue to leverage its web-enabled 
capabilities to improve revenues and expand value added services. 

PCS Group 

The PCS Group operates a 100% digital PCS wireless network with licenses to provide service to the entire United 
States population, including Puerto Rico and the US. Virgin Islands, using a single frequency band and a single 
technology. The PCS Group, together with third party affiliates, operates PCS systems in over 300 metropolitan 
markets, including the 100 largest U S  metropolitan areas. The PCS Group’s service, incfuding third party 
affiliates, reaches a quarter billion people. The PCS Group, combined with our wholesale and affiliate partners, 
served more than 20 million customers at the end of 2003. The PCS Group provides nationwide service through a 
combination of: 

operating its own digital network in major U.S. metropolitan areas using code division multiple access 
(CDMA), which is a digital spread-spectrum wireless technology that allows a large number of u5ers to 
access a single frequency band by assigning a code to all speech bits, sending a scrambled transmission 
of the encoded speech over the air and reassembling the speech into its original format, 

affiliating with other companias that use CDMA, mainly in and around smaller U.S. metropolitan areas, 
roaming on other providers’ analog cellular networks using multi-mode and multi-band handsets, and 

roaming on other providers’ digital networks that use CDMA. 

Sprint PCS customers can use their phones through roaming agreements in countries other than the United 
States, including areas o f  

Canada and Mexico, 

4 Most major Caribbean Islands. 

Asia Pacific, including China, Guam, Hong Kong and New Zealand, 

Central and South America, including Argentina, Bolivia, Chile, Colombia, Ecuador, Guatemala, 
Paraguay and Uruguay, and 

Sprint launched nationwide third generation (3G) capability in the 2002 third quarter. This capability allows more 
efficient utilization of the network when voice calls are made using 3G-enabled handsets. It also provides 
enhanced data services. The service, !marketed as “PCS Vision,” allows consumer and business customers to USE 
their Vision-enabled PCS devices to 8:rchange instant messages, exchange personal and corporate e-mail, take, 
send and receive pictures, play games, with full-color graphics and polyphonic sounds and browse the Internet 
wirelessly with speeds up to 144 kbps (with average speeds of 50 to 70 kbps). 

The PCS Group supplements its own cletwork through affiliation arrangements with other companies that use 
CDMA. Under these arrangements, these companies offer PCS services using Sprint’s spectrum under the Sprint 
brand name on CDMA networks built and operated at their own expense. Several of these affiliates are 
experiencing financial difficulties and are evaluating or have completed restructuring activities. Two affiliates have 
filed for bankruptcy protection and made claims against us in the bankruptcy courts. One other affiliate has filed 
suit against us. Several of the affiliates are disputing and refusing to pay amounts owed to Sprint. Reserves have 
been established that are expected to provide for the ultimate resolution of these disputes, and Sprint is in 
negotiations with some of the affiliates regarding restructuring its relationship with them. 

Sprint has reached agreements with sweral of its affiliates, including two of the largest who have completed 
restructuring activities. Sprint has amended the existing agreements to provide for a simplified pricing mechanism, 
as well as refining and changing various business processes. The amended agreements cover approximately 40% 
of the customers served by all affiliates,. The agreements provide simplified and predictable long-term pricing for 
service bureau fees and stability to the rates charged for inter-area service fees. In addition, Sprint and the 
companies settled all significant outstanding disputes. The revised terms under the agreements are expected to 
have an immaterial impact on future PCS Group results. 

The PCS Group may incur additional expenses to ensure that service is available to its customers in the areas 
served by its affiliates. If any of the PC3 Group affiliates cease operations, the PCS Group may incur roaming 
charges in areas where service was previously provided by the affiliates and costs to meet FGC buildout and 
renewal requirements, as well as experience lower revenues. 
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The PCS Group also provides wireless services to companies that resell wireless services to their customers on a 
retail basis under their own brand. These companies bear the costs of acquisition, biiling and customer service. In 
the 2003 third quarter, Sprint executed a five year wholesale agreement with Qwest Communications (Qwest) 
whereby Qwest wireless subscribers will use Sprint's national PCS network and have access to Sprint branded 
Vision data services. Qwest will continue to provide sales and service support to its wireless customers, including 
the promotion and sale of handsets and price plans, as well as provide customer service, including billing and 
account information. Sprint will serve as the exclusive provider to Qwest of wireless services for resale in the 
markets served by the PCS Group. The transition of customers to the PCS network will begin in early 2004. 

The wireless industry, including the PCS Group, typically generates a higher number of subscriber additions and 
handset sales in the fourth quarter of each year compared to the other quarters. This is due to the use of retail 
distribution, which is dependent on the holiday shopping season; the timing of new products and service 
introductions; and aggressive marketing and sales promotions. 

2003 2002 2001 
(mi//ions) 

Net operating revenues $12,690 $12,074 $ 9,725 

Operating expenses 
Costs of services and products 6,155 5,783 5,295 
Selling, general and administrative 3,136 3,411 2,917 
Depreciation and amortization 2,486 2,267 2,150 
Restructuring and asset impairment 362 138 IO 

Total operating expenses 1 2,139 1 1,599 1 0,372 

Operating income (loss) $ 551 $ 475 $ (647) 
Capital expenditures $ 2,150 $ 2,668 $ 3,751 

The PCS Group made progress in improving its operating and service measures in 2003. The PCS Group exited 
the year with a 5% increase in net operating revenues and a $76 million improvement in operating income. 

In 2004, Sprint expects the PCS Group to grow its customer base, while continuing to make strides towards a 
customer-centric organization. Competitive pressure on price is expected to continue, but is expected to be 
partially oftset by increased usage and revenues from PCS Vision services, including data, e-mail, instant 
messaging, taking, sending and receiving photographs, games and Internet browsing, and Ready Link, a two-way 
walkie-talkie-style communication. 

Sprint is a leader in wireless data, with over one-third of our PCS customer base subscribing to our 3G newark. 
We continue to evaluate next generation wireless high speed data network options to ensure we maintain a 
leadership position, as well as to support our integration strategies. 

The PCS Group markets its products through multjple distribution channels, including its own retail stores as well 
as other retail outlets. Equipment sales to one retail chain and the subsequent service revenues generated by 
sales to its customers accounted for 21% of net operating revenues in 2003.22% in 2002 and 24% in 2001. 

Net Operating Revenues 

2003 2002 2001 

Customers at year-end (millions) 15.9 14.8 13.6 

Average monthly sewice revenue per user (ARPU) $ 81 $ 62 $ 61 

Average monthly service revenue per user (ARPU) is calculated by dividing wireless service revenues by weighted 
average monthly wireless subscribers. This is a measure which uses GAAP as the basis for the calculation. 
ARPU, which is used by most wireless companies, is a method of valuing the recurring activity by measuring 
revenue on a per user basis. Analysts and investors primarily use ARPU to compare relative value across the 
wireless industry. 

Net operating revenues include service revenues and sales of handsets and accessory equipment. Service 
revenues consist of monthly recurring charges, usage charges, a pro rata portion of activation fees and 
miscellaneous fees such as directory assistance, operator-assisted calling, handset insurance and late payment 
charges. In 2003, Sprint saw increased pricing pressures and lower overage charges from usage-based plans, 
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which were offset by customers subscribing to higher usage service plans, increased revenues from data services 
and increased fees. Average monthly usage in 2003 was 13 hours compared to 10 hours in 2002. At the end of 
the period more than one-third of the customer base was using data services compared to approximately 20% at 
the end of 2002. 

The PCS Group had 1.1 million post-paid retail customer additions in 2003 to end the year with 15.9 million 
customers. Resellers added 1.2 million customers in 2003, increasing their customer base to 1.6 milfion from 
415,000 in 2002, principally due to Virgin Mobile, USA. The PCS Group third party affiliates added more than 
297,000 customers in 2003. This brings the total number of customers sewed on the PCS network, including post- 
paid retail, affiliate, and resale customers, to approximately 20.4 million in more than 300 metropolitan markets 
nationwide at the 2003 year-end. In 21303, nearly 37 percent of new post-paid retail customers chose to include 
PCS Vision in their service package. 

Service revenues increased 6% in 20133 mainly reflecting an increase in the number of direct customers, increased 
revenue from wholesale and affiliate rlartners, and stable ARPU. Service revenues increased 27% in 2002 mainfy 
reflecting an increase in the number of customers and stable ARPU. In 2002, increased pricing pressures were 
offset by customers subscribing to higher usage service plans, and increased miscellaneous fees in 2001 and late 
payment fees in 2002. The PCS Group had 1.2 million post-paid retail customer additions in 2002 to end the year 
with 14.8 million customers. Resellers added 1 96,000 customers in 2002, which increased their customer base to 
41 5,000 from 21 9,000 in 2001, principally due to Virgin Mobile, USA. The PCS Group third party affiliates added 
more than 544,000 customers in 2002, bringing the total number of customers served on the PCS network, 
including post-paid retail, affiliates ancl resale customers, to more than 17.7 million. 

Customer churn is calculated by dividing the customers who discontinued PCS service by the weighted average 
subscribers for the period. This is an cperational measure which is used by most wireless companies as a method 
of estimating the life of the customer. r4nalysts and investors primarily use churn to compare relative value across 
the wireless industry. 

In 2003, the customer churn rate decmased to 2.7”iO from 3.3% in 2002. This was a slight increase from 2.6% in 
2001. The 2003 improvement was primarily due to a reduction in the involuntary churn rate as the PCS Group 
benefited from effective customer retelltion programs and credit management policies initiated in the 2002 fourth 
quarter. This improvement was partially offset by a slight increase in voluntary churn due in part to the institution of 
WLNP in the fourth quarter of 2003. The 2002 increase resulted primarily from company-initiated churn targely 
associated with the deactivation of Clear Pay customers, as wet1 as a slight increase in the voluntary churn rate. 

In November 2003, WLNP was instituted for the 100 largest markets across the United States. While the PCS 
Group experienced an increase in churn in December following WLNP implementation, the fourth quarter impact 
on net additions was immaterial. We iritend to implement WLNP beyond the 100 largest markets in May 2004. The 
vast majority of PCS customers are resident in the 100 largest markets where WLNP is already available. 

Revenues from sales of handsets and accessories, including new customers and upgrades, were approximately 
9.0% of net operating revenues in 2003, 10.0% in 2002 and 1 1.8% in 2001. These declines were mainly due to 
higher rebates and lower gross additions. As part of the PCS Group’s marketing plans, handsets, net of rebates, 
are usually sold at prices below cost. 

Other service revenues consist of net fees collected from affiliates for network operation and customer 
maintenance and also include revenues from the wholesale of PCS services to companies that resell to their 
customers on a retail basis. Other revenues represented 2.6% of net operating revenues in 2003, 1.8% in 2002 
and 2.9% in 2001. The 2003 increase mainly reflects net additions to the affiliate base and the wholesale customer 
base through Virgin Mobile, USA. The 2002 decrease is primarily due to discontinuation of a specific reseller 
program. 

The PCS Group assesses access charges to long distance carriers for the termination of landline originated calls. 
Though regulations generally entitle a carrier that terminates a call on behalf of another to be compensated for 
providing that service, these regulations were developed in a period where services of this nature were provided 
exclusively by local exchange carriers. Many long distance carriers have disputed the PCS Group’s assessment of 
these charges, as well as the corresponding rate at which the charges were determined. In July 2002, the FCC 
released a ruling affirming that nothing prohibited wireless carriers from imposing access charges for the use of 
their networks; however, the FCC also stated that inter-exchange carriers could not be unilaterally required to pay 
these charges without a contractual obligation to do so. The FCC referred the dispute back to the Federal District 
Court for the Western District of Missouri for a determination whether the PCS Group has stated a claim under 
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Missouri State Law where the case is still pending. The FCC ruling was affirmed by the D.C. Circuit Court of 
Appeals. In light of this ruling, in the 2002 second quarter the PCS Group recorded an additional provision for 
outstanding receivables related to amounts previously billed. 

Cost of Services and Products 

The PCS Group’s costs of setvices and products mainly include handset and accessory costs, switch and cell site 
expenses, customer service costs and other network-related costs. These costs increased 6% in 2003 and 9% in 
2002. The increases are primarily due to network support of a larger customer base, higher minutes of use, 
expanded market coverage and increased handset unit costs. These increases are somewhat offset by decreases 
in customer service expense. Handset and equipment costs were 39% of total costs of services and products in 
2003 and 2002 and 37% in 2001. Costs of services and products were 48.5% of net operating revenue in 2003, 
47.9% in 2002 and 54.4% in 2001. 

Selling, Genera/ and Administrative Expense 

SG&A expense mainly includes marketing costs to promote products and services as well as salary and benefit 
costs. SG8A expense decreased 8% in 2003 compared to an increase of 17% in 2002. The 2003 decrease was 
primarily due to a decline in bad debt expense due to a better credit class mix, leading to lower write-offs and 
higher recovery. This decrease was partially offset by increases in other sales and marketing costs due to more 
competitive market conditions and expanded direct sales presence and the executive separation agreements. The 
2002 increase reflects increased marketing and selling costs associated with the PCS Vision launch and increased 
bad debt expense. SG&A expense was 24.7% of net operating revenues in 2003,28.3% in 2002 and 30.0% in 
2001. Bad debt expense as a percentage of net operating revenues was 2.3% in 2003, 5.1% in 2002 and 3.9% in 
2001. Reserve for bad debt as a percent of outstanding acwunts receivable was 7.3% in 2003, 9.4% in 2002, and 
9.t % in 2001. The 2003 improvements were mainly driven by credit management policies initiated in the 2002 
fourth quarter resulting in lower involuntary churn and improved receivables aging. 

Depreciation and Amortization Expense 

Estimates and assumptions are used in setting depreciable lives. Assumptions are based on internal studies 01 
use, industry data on lives, recognition of technological advancements and understanding of business strategy. 
Depreciation and amortization expense consists mainly of depreciation of network assets and amortjzation of 
intangible assets. The definite life intangible assets include various customer bases, which became fully amortized 
in August 2002. 

Depreciation and amortization expense increased 10% in 2003 and 5% in 2002 mainly reflecting depreciation of 
the network assets placed in service during 2002 and 2003. Amortization of goodwill and indefinite life intangibles 
ceased upon adoption of SFAS No. 142 at January 1, 2002. Depreciation and amortization expense was 1 9.6% of 
net operating revenues in 2003, 18.8% in 2002, and 22.1 % in 2001. 

Restructuring and Asset impairment 

In 2003, the PCS Group recorded asset impairments of $349 million primarily related to the termination of 
development of a new billing platform. The PCS Group also recorded a restructuring charge of $1 3 million for 
severance costs associated with Sprint’s transformation to a customer-focused organization and contractual 
obligations related to the terminated development of a new billing platform, offset by the finalization of all 2001 and 
2002 restructuring activities. 

In 2002, the PCS Group recorded a restructuring charge of $78 million representing the consolidations in Sprint’s 
Network, Information Technology, and Billing and Accounts Receivable organizations, as well as other reductions 
to create a more competitive cost structure by reducing operating expenses. Additionally, the PCS Group recorded 
an asset impairment of $42 million representing abandoned network projects. 

In 2002, the PCS Group incurred an $18 million charge associated with the closing of five PCS customer solution 
centers, as well as additional steps to reduce operating costs in the PCS business units. 

In 2001, Sprint consolidated and streamlined marketing and network operations, as well as streamlined corporate 
support functions. This resulted in a charge of $1 0 million to the PCS Group associated with severance costs and 
termination of contractual obligations. For additional information see Note 5 of the Notes to Consolidated Financial 
Statements. 
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Nonoperating Items 

Interest Expense 
The effective interest rates in the following table reflect interest expense on long-term debt only. Interest casts on 
short-term borrowings and interest co3ts on deferred compensation plans have been excluded so as not to distort 
the effective interest rates on long-term debt. See “Liquidity and Capital Resources” for more information on 
Sprint‘s financing activities. 

2003 2002 2001 

Effective interest rate on long-term debt 7.0% 6.9% 6.7% 

The effective interest rate includes the effect of interest rate swap agreements. See Note 3 in the Notes to 
Consolidated Financial Statements for more details regarding interest rate swaps. Sprint‘s effective interest rate on 
long-term debt increased in 2003 due lo the retirement of fixed-rate debt with lower interest rates. The effective 
interest rate increased in 2002 due to additional fixed-rate debt with higher interest rates. 

Allocation of Group Financing 

Financing activities for the groups are managed by Sprint on a centralized basis. Debt incurred by Sprint on behalf 
of the groups is specifically allocated to and reflected in the financial statements of the applicable group. interest 
expense is allocated to the PCS Group based on an interest rate that is substantially equal to the rate i t  would be 
able to obtain from third parties as a direct or indirect wholly owned Sprint subsidiary, but without the benefit of any 
guarantee by Sprint or any member of the FON Group. That interest rate is higher than the rate Sprint obtains on 
borrowings. The difference between Sprint’s actual interest rate and the rate charged to the PCS Group is 
reflected as a reduction in the FON Group’s interest expense and totaled $374 million in 2003, $336 million in 
2002, and $288 million in 2001. These amounts are reflected in the “Intergroup interest charge” on the 
Consolidated Statements of Operations. 

The FON Group earned intergroup interest income and the PCS Group incurred intergroup interest expense of 
$15 million in 2001 primarily related to the FON Group’s ownership of PCS Group debt securities. Sprint redeemed 
these securities in the 2001 fourth quaiter. As a result of this redemption, the FON Group recognized an $1 1 
million pre-tax gain to other non-operating income and the PCS Group recorded an $1 1 million pre-tax loss to 
premium on early retirement of debt. 

Under Sprint’s centralized cash management program, one group may advance funds to the other group. These 
advances are accounted for as short-term borrowings between the groups and bear interest at a market rate that 
is substantially equal to the rate that group would be able to obtain from third parties on a short-term basis. 

The allocation of group financing activities may change at the discretion of the Sprint board and does not require 
shareholder approval. 

Discount (Premium) on Early Retirernent of Debt 

In the third quarter of 2003, Sprint recoided a net premium of $2 million due to the early retirement of $1 18 million 
of debt primarily consisting of the local ,division’s first mortgage bonds. This debt had interest rates ranging from 
5.7% to 9.3% and maturity dates ranging from 2003 to 2021. 

In March 2003, Sprint completed a tender offer to purchase $442 million principal amount of current senior notes 
before their scheduled maturity. The notes had an interest rate of 5.7% and a maturity date of November 15, 2003. 
A premium of $6 million was paid as part of the tender offer. 

Also in March 2003, Sprint completed a. tender offer to purchase $635 million principal amount of its long-term 
senior notes before their scheduled maturity. The notes had an interest rate of 5.9% and a maturity date of May 1, 
2004. A premium of $1 3 million was paid as part of the tender offer. 

In 2002, Sprint repurchased, before scheduled maturities, $67 million of debt allocated to the FON Group. These 
borrowings had interest rates ranging from 6.0% to 7.1%. This resulted in a discount for Sprint of $4 millimn. 

In 2001, Sprint redeemed, before schecluled maturities, $1 8 million of debt allocated to the FON Group and $558 
million of debt allocated to the PCS Group. These borrowings had interest rates ranging from 9.9% to 12.5%. This 
resulted in a discount of $6 million for Sprint. 
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Other Income (Expense}, Nei 

Other income (expense), net consisted of the following: 
2003 2002 2001 

(miilions) 
Dividend and interest income 
Royalties 
Equity in net losses of affiliates 
Net losses from investments 
Gains (losses) on sales ot other assets 
Amortization of debt costs 
Losses from disposal of PP&E 
Benefit plan curtailment gain 
Foreign currency transactions 
Litigation settlement 
Other, net 
Total 

Dividend and interest income for all years reflects dividends earned on coat method investments and interest 
earned on temporary investments. 

Beginning in January 2002, Call-Net began making a royalty payment of 2.5% of revenues to Sprint. Currently, this 
is approximately $3 million per quarter. 

Equity in net losses of affiliates in 2003 was primarily driven by the PCS Group’s investment in Virgin Mobile, USA. 
Sprint made an additional investment of $20 million in Virgin Mobile, WSA in 2003 and immediately recognized an 
equal amount of losses associated with this additional investment. The 2003 decrease was primarily lower equity 
loss pick-ups related io Pegaso due to the 2002 sale of this investment, offset by equity losses of Virgin Mobile, 
USA. 

In 2002, equity in net losses of affiliates was driven by the PCS Group’s investment in Virgin Mobile, USA and 
Pegaso, and the FON Group’s investment in Call-Net. Sprint made an additional investment of $1 6 million in Call- 
Net in the 2002 second quarter and immediately recognized an equal amount of losses associated with the 
investment. The 2002 decrease was due to a reduction in equity losses following the write-down of the investment 
in lntelig and the sale of Pegaso, partially offset by Virgin Mobile, USA and Call-Net losses. 

In 2001, equity in net losses of affiliates was driven by the PCS Group’s investment in Pegaso and the FON 
Group’s investment in Intelig. In the firs! quarter of 2001, Sprint modified its relationship with EarthLink which 
resulted in its investment in common stock no longer being accounted for using the equity method. 

Net losses from investments in 2003 are driven by a loss on sale of EarthLink shares. The 2002 losses mainly 
consist of the write-down of EarthLink preferred shares to market value. Net losses from investments in 2001 
mainly include a $1 62 million write-down of an equity investment in lntelig and a $25 million loss on the partial sale 
of Earthtink shares. 

Gains on sales of other assets in 2002 were driven by the sale of Sprint’s investment in Pegaso, certain customer 
contracts and stock received during a company’s darnutualization. Gains on sales of other assets in 2001 resulted 
from the sale of PCS customers to a PCS third party affiliate. 

The benefit plan curtailment gain in 2001 resulted from an amendment of certain medical retirement plan benefits. 

In the 2003 first quarter, Sprint recorded a $50 million net charge to settle shareholder litigation. In the 2003 third 
and fourth quarters, Sprint recorded a $1 7 million and $1 8 million credit, respectively, from insurance settlements 
related to this action. See Note 16 of Notes to Consolidated Financial Statements for additional information. 

Income Taxes 

4 

4 

Sprint’s consolidated effective tax rates were 41 . I %  in 2003, (8.8)% in 2002, and 31.8% in 2001. See Note 14 of 
Notes to Consolidated Financial Statements for information about the differences that caused the effective income 
tax rates to vary from the statutory federal rate for income taxes related to continuing operations. 
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Discontinued Operations, Net 

In the 2002 third quarter, Sprint reached a definitive agreement io sell its directory publishing business to 
R.H. Donnelley for $2.23 billion in cash. The sale dosed on January 3,2003. The pretax gain recognized in 2003 
was $2.14 billion. $1.32 billion after tax. 

FInanclal Condltion 

2003 2002 
[mi/lions) 

FON Group $21,862 $23,133 
PCS Gmup 21,846 23,022 
Intergroup eliminations (858) (862) 
Gonsolidated assets 542.850 $45.293 

Sprint’s consolidated assets decreased $2.4 billion in 2003. Cash and equivalents increased $1.4 billion due to 
improved operating cash flows, reducld capital expenditures and the sale of Sprint’s directory publishing business 
to R.H. Oonnelley in the 2003 first quarter. In connection with the gain recognized from this sale. Sprint utilized 
nearly $800 million in deferred tax assets. Net property, plant and equipment decreased $1.5 billion as capital 
expenditures were more than offset by depreciation expense and asset impairments. Spectrum licenses declined 
due to an impairment charge of $1 -2 tlillion related to the write-down in fair value of Sprint’s MMDS spectrum. 

The Sprint debt-to-total-capital ratio w8as 58.7% at year-end 2003 versus 63.7% at year-end 2002. The rating 
agencies generally give some form of equity treatment for equity unit notes in determining debt-to-total-capital 
ratios. Assuming that the Sprint equity unit notes are treated as 80% equity and 20% debt, this ratio would be 
54.5% at year-end 2003, versus 59.796 at year-end 2002. Accordingly, this debt-to-total-capital ratio for Sprint is 
calculated defining “debt” as short-term borrowings, long-term debt, capital lease obligations and 20% of the equity 
unit notes carrying amount. Total capilal is defined as “debt,” plus the remaining 80% of the equity unit notes 
value, redeemable preferred stock and total shareholders’ equity. See “Liquidity and Capital Resources” for more 
information about changes in Sprint’s Consolidated Balance Sheets. 

Lfquldlty and Capltal Resources 

Sprint’s board of directors exercises discretion regarding the liquidity and capital resource needs of its business 
segments. This includes the ability to prioritize the use of capital and debt capacity, to determine cash 
management policies and to make decisions regarding the timing and amount of capital expenditures. 

Operating Activities 
2003 2002 2001 

(millions) 
FON Group $4,039 $4,176 $4,457 
PCS Group 2,503 2,030 106 

Cash flows provided (used) by operating actlvities of continuing operations $6,542 $6,206 $4,563 

Operating cash flows increased $336 million in 2003 and $1.6 billion in 2002. The 2003 increase was mainly due 
to growth in the PCS Group partially offset by higher working capital requirements in both the FON and PCS 
Groups. The 2002 increase was driven mainly by growth in the PCS Group. Cost controls and reductions in work 
force in the FON Group mitigated the revenue erosion seen in the global market division. The receipt of $480 
million of tax refunds generated by the economic stimulus bill passed in the 2002 first quarter also contributed to 
the increase. The 2002 increase was partially offset by higher working capital requirements. 

In vesting A eB wities 
2003 2002 2001 

(millions) 
FON Group $11,876) $(1,987) $(5,036) 
PCS Group (2,181) (2,608) {3,742) 

Cash flows provided (used) by investing activities of mntinuing operations $(4,057) $(4,595) %778) 
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The FON Group’s capital expenditures totaled $1.7 billion in 2003, $2.2 billion in 2002, and $5.3 billion in 2001. 
Global markets division capital expenditures were incurred mainly to enhance network reliability and upgrade 
capabilities for providing new products and services. The local division incurred capital expenditures to 
aceommodale voice-grade equivalent growth, maintain or improve service delivery capabilities, expand capabilities 
for providing enhanced sewices, convert our network from circuit to next generation packet switching and continue 
the build-out of high-speed DSL sewices. The decline in FON Group capital expenditures was driven mainly by the 
termination of Sprint ION in 2001 and reduced spending for data-related services. The PCS Group capital 
expenditures, totaling $2.2 billion in 2003, $2.7 billion in 2002, and $3.8 billion in 2001, were incurred to increase 
capacity and expand coverage. The 2002 and 2001 amounts also include approximately $100 million and $600 
million, respectively, of expenditures related to deployment of 3G technology which was launched nationwide in 
2002. Network efficiencies gained from 3G technology contributed to lower capital requirements in 2003. 

Investing activities also include contributions of $32 million to Virgin Mobile, USA in 2003; proceeds of $1 16 million 
due to sales and dissolutions of investments in 2002; and contributions of $66 million to EarlhLink, Virgin Mobile, 
USA, Intelig, SVC BidCo L.P., and Pegaso in 2001. See Note 2 of Notes to Consolidated Financial Statements for 
more information on investments. 

Additionally, other investing activities include proceeds from sales of other assets totaling $101 million in 2003, 
$138 million in 2002, and $301 million in 2001. In 2003, investing activities mainly include proceeds from the 
partial sale of the EON Group’s investment in Earthlink stock and proceeds from the sale of certain network and 
administrative assets. In 2002, investing activities mainly include proceeds from the sale of the PCS Group’s 
investment in Pegaso and the FON Group‘s sale of certain customer contracts, investment securities and other 
administrative assets. The 2001 activities mainly include proceeds from sale of PCS customers to an affiliate and 
certain network and administrative assets. 

Financing A ctivifies 
2003 2002 2001 

(millions) 
FON Group $(2,702) $(1.836) $ 463 
PCS Grcup (627) 793 3,698 
Cash flows provided (used) by financing activities of continuing operations $(3,329) 5(1,043) $4,161 

Financing activities mainly reflect a $2.9 billion reduction of debt in 2003 and a $642 million reduction in 2002, 
compared to 8. net borrowing of $4.0 billion in 2001. The reduction in the debt requirements in 2003 and 2002 was 
due to Sprint’s continuing operating cash flow improvement, reduced capital expenditures, and proceeds from the 
sate of Sprint’s directory publishing business in the 2003 first quarter. In 2001, cash provided by financing activities 
was used mainly to fund capital investments and working capital requirements. Financing activities also reflect net 
proceeds from the issuance of common stock of $12 milIion in 2003, $3 million in 2002, and $608 million in 2001. 
Sprint paid dividends of $457 million in 2003, $454 million in 2002, and $451 million in 2001. 

Also included in financing activities are prcceeds from options exercised under Sprint’s employee stock benefit 
plans, debt issuance costs and other financing activities of $24 million in 2003, $50 million in 2002, and $16 million 
in 2001. 

Capital Requirements 
Sprinl’s 2004 investing activities, mainly consisting of capital expenditures, are expected to total approximately 
$4.0 billion. FON Group capital expenditures are expected to be $1.6 billion. These expenditures are primarily to 
support the growth in demand for enterprise services. They also include investments for broadband initiatives and 
the phased transition from circuit to packet switching. PCS Group capital expenditures are expected to be $2.4 
billion. These investments are targeted largely for network capacity and coverage. Sprint continues to review 
capital expenditure requirements closely and will adjust spending and capital investment in concert with growth, 
Dividend payments are expected to be approximately $670 million in 2004 including the  impact of the 
recombination of the tracking stocks in April 2004. Sprint expects overall cash from operations to be $6.5 billion in 
2004, with $3.6 billion from the FOM Group and $2.9 billion from the PCS Group. 

In 1998, Sprint adopted a lax sharing agreement providing for the allocation of income taxes between the FON 
Group and the PCS Group. That agreement expired with the 2001 tax year and Sprint adopted a continuation of 
that tax sharing arrangement except for the elimination of provisions addressing certain types of acquisitions or 
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restructurings, which never became operable under the original arrangement. Sprint expects the FON Group to 
continue to make significant payments to the PCS Group under this arrangement because of expected PCS Group 
tax losses in the near future and from using the PCS Group’s tax loss carryforwards. These payments reflect the 
PCS Group’s incremental cumulative effect on Sprint’s consolidated federal and state tax liability and tax credit 
position. The PCS Group received payments from the FON Group totaling $t .I billion in 2003, which includes 
$700 million in connection with the galin on the sale of Sprint’s directory publishing business, $360 million in 2002, 
and $292 million in 2001. See Note 1 ,of Notes 10 Consolidated Financial Statements, ”Intergroup Transactions and 
Allocations-Allocation of Federal andl State Income Taxes,” for more details. 

Liquidity 

In recent years, Sprint has used the long-term bond market as well as other financial markets to fund its needs. As 
a result of its improved liquidity position, Sprint currently does not expect to borrow funds through the capital 
markets in 2004 to fund capital expenditures and operating and working capital requirements. 

In January 2003, Sprint closed on the $2.23 billion cash sale of its directory publishing business to R.H. Oonnelley 

In June 2003, Sprint entered into a new revolving credit facility with a syndicate of banks. The $1 .O billion facility is 
unsecured, with no springing liens, and is structured as a 364-day credit line with a subsequent one-year, $1 .O 
billion term-out option. Sprint does not intend to draw against this facility. Sprint had standby letters of credit 
serving as a backup to various obligations of approximately $1 34 million at year-end 2003. 

Sprint has a PCS Group accounts receivable asset securitization facility that provides Sprint with up to $500 
million of additional liquidity. The facility, which expires in 2005, is subject to annual renewals and does not include 
any ratings triggers that would allow the lenders involved to terminate the facility in the event of a credit rating 
downgrade. The maximum amount of lunding available is based  or^ numerous factors and fluctuates each month. 
Sprint has not drawn against the facility and slightly more than $223 million was available as of year-end 2003. 

Sprint also has a global markets divisirin accounts receivable asset securitization facilily that provides Sprint with 
up to $700 million of additional liquidity. The facility, which expires in 2005, is subject to annual renewals and does 
not include any ratings triggers that would allow the lenders involved to terminate the facility in the event of a credit 
rating downgrade. The maximum amount of funding available is based on numerous factors and fluctuates each 
month. In February 2003, Sprint prepaid all outstanding borrowings under this facility. As of December 31, 2003, 
Sprint had more than $468 million total funding available under the facility. 

The undrawn loan facilities described a:bove have interest rates equal to LIBOR or Prime Rate plus a spread that 
varies depending on Sprint’s credit ratings. 

Debt maturities, including capital lease obligations, during 2004 total $594 million. Sprint’s $2.4 billion cash 
balance at December 31, 2003, and expected net cash provided by operating activities of continuing operations in 
excess of capital requirements of $2.0 !billion in 2004 more than fund these requirements. 

Any borrowings Sprint may incur are ultimately limited by certain debt covenants. Sprint could borrow up to an 
additional $6.7 bitfion at year-end 2003 under the most restrictive of its debt covenants. The most restrictive 
covenant is contained in the new revohring credit facility, which is referenced in exhibit ,lO(c) to this annual report 
on Form 10-K, and limits debt, as defined in the agreement, to a multiple of income, adjusted for various items as 
set forth in the agreement. The same restrictive covenant is contained in the PCS Group and the global markets 
division accounts receivabte asset securitization facilities. Sprint is currentty in compliance with all debt covenants 
associated with its borrowings. 

Sprint completed its tender offers to repurchase senior notes in March 2003 in the amount of $1 .I billion and 
repaid, before scheduled maturities, $1 18 million of debt primarily consisting of the local division’s first mortgage 
bonds in the 2003 third quarter. In Seplernber 2003, Sprint repaid the $300 million Exporl Development Canada 
loan. Sprint continually evaluates various factors and, as a result, may repurchase additional debt in the future. 

In December 2002, Sprint repurchased long-term debt In the amount of $67 million. 

In March 2002, Sprint issued $5 billion of debt securities. These borrowings have interest rates ranging from 7.9% 
to 8.8% and maturities ranging from 2035 to 2032. The proceeds were allocated 5% to the FON Group and 95% to 
the PCS Group and were used to extin!luish outstanding commercial paper and for general corporate purposes. 
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Fitch Ratings (Fitch) currently rates Sprint’s long-term senior unsecured debt at BBB with a stable outlook. 

Standard and Poor’s Corporate Ratings (Standard and Poor’s) currently rates Sprint’s long-term senior unsecured 
debt at BBB- with a stable outlook. In June 2003, Moody’s Investors Service (Moody’s) raised Sprint’s outlook to 
stable. Moody’s currently rates Sprint’s Long-term senior unsecured debt at Baa3. 

Sprint’s ability to fund its capital needs is ultimately impacted by the overall capacity and terms of the bank, term- 
debt and equity markets. Given the volatility in the markets, Sprint continues to monitor the markets closely and to 
take steps to maintain financial flexibility and a reasonable capital structure cost. Other than the remarketing of its 
equity unit notes as discussed in Note 9 of Notes to the Consolidated Financial Statements, Sprint currently plans 
to access the markets only for extension, replacement or renewal of current credit arrangements. 

As of December 31, 2003, Sprint‘s contractual obligations are summarized below and are fully disclosed in Notes 
2, 7, 8,9, 10, and 16 to Sprint’s Consolidated Financial Statements. 

Payments Due by Period 
Lessthan 1-3 4-5 After5 

Total 1 year years years years 
(millions) 

Notes, bonds, debentures and other debt instruments 
Equity unit notes 
Capital lease obligations 
Estimated future interest payments 
Redeemable preferred stmk 
Estimated dividends on redeemable preferred stock 
Operating leases 
Uncondltional purchase obligations 
Investment commitment 
Total contractual obligations 

$17,141 E 518 ’ $1,949 53,311 $11,363 
1,725 I 1,725 - - 

- 294 76 195 23 

- 247 247 
33 7 13 13 

16,046 1,356 2,414 1,930 10,346 
- - 
- 

2,665 768 1,050 407 440 
2,971 1,446 1,429 96 - 

- - - 10 10 

$41,132 $4,181 $8,775 $6,027 $22,149 

Unconditional Purchase Obligations 

The FON Group has minimum purchase commitments with various vendors through 2009. Outstanding 
commitments at year-end 2003 were approximately $1.2 billion. The outstanding commitments consist primarily of 
network equipment and maintenance, access commitments, information technology services, advertising and 
marketing and other expenses related to normal business operations. 

The PCS Group has minimum purchase commitments with various vendors through 2008. Outstanding 
commitments at year-end 2003 were approximately $1.8 billion. The outstanding commitments consist primarily of 
network equipment and maintenance, handset purchases, access commitments, information technology services, 
customer support provided by third parties, advertising and marketing and other expenses related to normal 
business operations. 

Off-Balance Sheet Financing 
Sprint does not participate in, nor secure, financing$ for any unconsolidated, special purpose entities. 

Regulatory Developments 

See legislative and Regulatory Developments In Part I. of this filing. 

Financial Strategies 

General Risk Management Policies 
Sprint selectively enters into interest rate swap agreements to manage its exposure to interest rate changes on its 
debt. Sprint also enters into fornard contracts and options in foreign currencies to reduce the impact of changes in 
foreign exchange rates. Sprint seeks to minimize counterparty credit risk through stringent credit approval and 
review processes, the selection of only the most creditworthy counterparties, continual review and monitoring of all 
counterparties, and thorough legal review of contracts. Sprint also controls exposure to market risk by regularly 
monitoring changes in foreign exchange and interest rate positions under normal and stress conditions to ensure 
they do not exceed established limits. 
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Sprint's derivative transactions are used principally for hedging purposes and comply with board-approved 
policies. Senior management receives frequent status updates of all outstanding derivative positions. 

Interesf Rate Risk Management 

Fair Value Hedges 

Sprint enters into interest rate swap agreements to manage exposure to interest rate movements and achieve an 
optimal mixture of floating and fixed-rate debt while minimizing liquidity risk. The interest rate swap agreements 
designated as fair value hedges effectively convert Sprint's fixed-rate debt to a floating rate by receiving fixed rate 
amounts in exchange for floating rate interest payments over the life of the agreement without an exchange of the 
underlying principal amount. During 2003, Sprint entered into interest rate swap agreements, which were 
designated as fair value hedges. 

Cash Flow Hedges 

Sprint enters into interest rate swap a!jreements designated as cash flow hedges to reduce the impact of interest 
rate movements on future interest explense by effectively converting a portion of its floating-rate debt to a fixed- 
rate. As of December 31,2003, Sprinl bad no outstanding interest rate cash flow hedges. 

Other Derivatives 
In certain business transactions, Sprint is granted warrants to purchase the securities of other companies at fixed 
rates. These warrants are supplemental to the terms of the business transaction and are not designated as 
hedging instruments. 

During 2002 and 2003, Sprint entered into variable prepaid forward contracts to monetize equity securities held as 
available for sate. The derivatives haw been designated as cash flow hedges to reduce the variability in expected 
cash flows related to the forecasted side of the underlying equity securities. 

Foreign Exchange Risk Managemeif 

Sprint's foreign exchange risk management program focuses on reducing transaction exposure to optimize 
consolidated cash flow. Sprint's primaiy transaction exposure resutts from payments made to and received from 
overseas telecommunications companies for completing international calls made by Sprint's domestic customers 
and from the operation of its international subsidiaries. These international operations were not material to the 
consolidated financial position, results of operations or cash flows at year-end 2003. Sprint has not entered into 
any significant foreign currency forwanj contracts or other derivative instruments to reduce the effects of adverse 
fluctuations in foreign exchange rates. As a result, Sprint was not subject to material foreign exchange risk. 

Recently Issued Accounting Pronouncements 

In December 2003, the Financial Accounting Standards 8oard revised SFAS No. 132, Employers' Disclosures 
About Pensions and Other Postrefirerrrent Benefifs. This statement adds to the disclosures required by SFAS No. 
132. Effective for 2003 year-end financial statements, additional disclosures are required for the types of assets in 
the plan, investment policies, plan obli!gations, and plan contributions for defined benefit pension plans and other 
defined benefit postretirement plans. For interim periods beginning after December 15,2003, additional 
disclosures are required lor net periodic benefit cost and plan contributions. This guidance does not change the 
requirements for the measurement or recognition of pension and other postretirement benefit plans prescribed by 
SFAS No. 87, Ernptoyers' Accounting ibr Pensions, SFAS No. 88, Employers' Accounting for Settlements and 
Curtailments of &fined Benefit Pensicin Plans and for Termination Benefits, and SFAS No. 106, Employers' 
Accuunting for Postretiremenf Benefit5 Other Than Pensions. Sprint adopted this statement effective December 
31, 2003. 

See Note 13 of Notes to Consolidated Financial Statements for Sprint's discussion of its pension and other 
postretirement benefits. 
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Item 7A. Quantitative and Qualitative Olsclosures about Market Risk 

The risk inherent in Sprint's market risk sensitive instruments and positions is the potential loss arising from 
adverse changes in those factors. Sprint is susceptible to certain risks related to changes in interest rates and 
foreign currency exchange rate fluctuations. Sprint does not purchase or hold any derivative financial instruments 
for trading purposes. 

Interest Rate Risk 

The communications industry is a capital intensive, technology driven business. Sprint is subject to interest rate 
risk primarily associated with its borrowings. Sprint selectively enters into interest rate swap and cap agreements 
to manage its exposure to interest rate changes on its debt. 

Approximately 97% of Sprint's debt at December 31, 2003 is fixed-rate debt excluding interest rate swaps. While 
changes in interest rates impact the fair value of this debt, there is no impact to earnings and cash flows because 
Sprint intends to hold these obligations to maturity unless market conditions are favorable. 

As of December 31, 2003, Sprint held fair value interest rate swaps with a notional value of $1 billion. These 
swaps were entered into as hedges of the fair value of a portion of our senior notes. These interest rate swaps 
have maturities ranging from 2008 to 201 2. On a semiannual basis, Sprint pays a floating rate of interest equal to 
the six-month LIBOR plus a fixed spread which averaged 4.0% as of December 31 2003, and received an 
average interest rate equal to the coupon rates stated on the underlying senior notes of 7.2%. Assuming a one 
percentage point increase in the prevailing forward yield curve, the fair value of the interest rate swaps and the 
underlying senior notes would change by $55 million. These interest rate swaps met all the requirements for 
perfect effectiveness under derivative accounting rules; therefore, there is no impact to earnings and cash flows for 
any fair value fluctuations. 

Sprint performs interest rate sensitivity analyses on its variable rate debt including interest rate swaps. These 
analyses indicate that a one percentage point change in interest rates would have an annual pre-tax impact of $13 
million on the statements of operations and cash flows at December 31, 2003. While Sprint's variable-rate debt is 
subject to earnings and cash flows impacts as interest rates change, it is not subject to changes in fair values. 

Sprint also performs a sensitivity analysis on the fair market value of its outstanding debt. A 10% decline in market 
interest rates would cause a $568 million increase in fair market value of its debt to $19.7 billion. This analysis 
includes the hedged debt, but excludes Sprint's equity unit notes. 

Foreign Currency Risk 

Sprint also enters into forward contracts and options in foreign currencies to reduce the impact of changes in 
foreign exchange rates. Sprint uses foreign currency derivatives to hedge its foreign currency exposure related to 
settlement of international telecommunications access charges and the operation of its international subsidiaries. 
The dollar equivalent of Sprint's net foreign currency payables from international settlements was $28 million and 
net foreign currency receivables from international operations was $32 million at December 3f ,  2003. The 
potential immediate pre-tax loss to Sprint that would result from a hypothetical 10% change in foreign currency 
exchange rates based on these positions would be approximately $3 million. 

Item 8. Flnancial Statements and Supplementary Data 

The information required by Itern 8 Is incorporated by reference to the section beginning on page F-1. 

Item 9. Changes In and Disagreements With Accountants on Accounting and Financial Dlsclosure 

KPMG LLP (KPMG) was engaged as Sprint's independent auditor for the year ending December 31,2004 on 
December 1,2003. 

AS previously report&, on October 14, 2003, the Audit Committee of Sprint's board of directors determined that 
Ernst 8 Young LLP (Ernst 8 Young) would be replaced by KPMG as the independent auditor for Sprint for the year 
ending December 31, 2004. This action effectively dismissed Ernst & Young as Sprint's independent auditor for 
the year ending December 31, 2004; however, Ernst & Young continued a5 Sprint's independent auditor for the 
audit of the consolidated financial statements as of December 31 2003 and the fiscal year then ended until the 
filing date of this Form 10-K. 
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Ernst & Young‘s reports on Sprint‘s consolidated financial statements as of December 31, 2003 and 2002 and for 
each of the two fiscal years in the period ended December 31, 2003 did not contain any adverse opinion or 
disclaimer of opinion and were not qualified or modified as to uncertainty, audit scope, or accounting principles. 
During the fiscal years ended December 31, 2002 and 2003 and through the filing date of this Form lO-K, there 
were no disagreements between Sprint and Ernst & Young on any matter of accounting principles or practices, 
financial statement disclosure, or auditing scope or procedures, which, if not resolved to the satisfaction of frnst & 
Young, would have caused Ernst & Young to make reference to the matter in their report. None of the ‘reportable 
events” described in Item 304(a)(l)(vl of Regulation S-K of the SEC have occurred during the fiscal years ended 
December 31 2002 or 2003 or through the filing date of this Form 10-K. 

Sprint has requested Ernst & Young to furnish Sprint with a letter addressed to the SEC stating whether Ernst & 
Young agrees with the above statements. A copy of Ernst & Young’s letter is attached as Exhibit 16 to this 
Form IO-K. 

During the fiscal years ended December 31, 2001 and 2002 and thereafter until the date Sprint engaged KPMG, 
neither Sprint nor anyone acting on jts behalf consulted KPMG regarding (1) either the application of accounting 
principles to a specified transaction, either completed or proposed, or the type of audit opinion that might be 
rendered on Sprint’s consolidated financial statements, or (2) any matter that was either the subject of a 
disagreement with Emst & Young on accounting principles or practices, financial statement discfosure, or auditing 
scope or procedures, which, if not resolved to the satisfaction of Ernst & Young, would have caused Ernst & 
Young to make reference to the matter in their report, or a “reportable event” as described in Item 304(a)(l)(v) of 
Regulation S-K of the SEC. 

Item 9A. Controls and Procedures 

Disclosure controls are procedures that are designed with the objective of ensuring that information required to be 
disclosed in Sprint’s reports under the Securities Exchange Act of 1934, such as this Form IO-K, is reported in 
accordance with the Securities and Exhange Commission’s rules. Disclosure controls are also designed with the 
objective of ensuring that such information is accumulated and communicated to management, including the Chief 
Executive Officer and Chief Financial Officer, as appropriate, to allow timely decisions regarding required 
disclosure. 

In connection with the preparation of this Form ‘IO-K and as of December 31, 2003, Sprint‘s Chief Executive 
Officer and Chief Financial Officer directed Sprint’s internal auditors to conduct a review of the effectiveness of 
Sprint’s disclosure controls and procedures and report their conclusions. The Chief Executive Officer and Chief 
Financial Officer also met with other members of management, members of the financial accounting and legal 
departments, and Sprint’s independent auditors to discuss and evaluate Sprint’s disclosures and the effectiveness 
of the disclosure controls and procedures. Based on these discussions and the report of the internal auditors, the 
Chief Executive Officer and Chief Financial Officer concluded the design and operation of the disclosure controls 
and procedures were effective and enabled Sprint to disclose all material financial and non-financial information 
affecting its businesses as required by the rules covering this report. Other than as described below there have 
been no changes in Sprint‘s internal controls over financial reporting during the fourth quarter that have materially 
affected or are reasonably likely to materially affect Sprint‘s financial reporting. 

In the fourth quarter of 2003, in conjunction with our periodic review of the liability for medical coverage for 
participants in Sprint’s long term disability plan, we determined the liability an the balance sheet relating to costs 
incurred in periods prior to 2003 was understated by $1 14 million. The expense, if properly recorded in the years 
ended December 31,2002 and December 31,2001 would have decreased annual earnings per share for the 
FON Group by less than $0.02 per sheire in each of those prior periods, and would not have impacted the PCS 
Group’s reported loss per share for those same periods. 

As the impact to prior years’ annual financial statements was not materiaf, Sprint recorded additional expense of 
$1 14 million, $72 million after-tax, in the 2003 fourth quarter to appropriately reflect the liability as of December 31, 
2003. This adjustment decreased the FON Group’s earnings from oontinuing operations in the 2003 fourth quarter 
by $66 million, and increased the PCS Group’s loss from continuing operations by $6 million. 

The liability was understated principally because of reliance on an inaccurate report identifying plan participants 
Process corrections have been instituted to accurately report this information in the future. 

See Note 17 of Notes to Consolidated Financial Statements for the pro forma impact on 2003 quarterly reporting 
related to this adjustment. 
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Part Ill 
Item IO. Directors and Executive Officers of the Reglstrant 

Pursuant to Instruction G(3)  to Form 10-K, the information relating to directors of Sprint required by Item 10 is 
incorporated by reference from Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A 
within 120 days after the end of Sprint’s fiscal year ended December 31, 2003. 
For information pertaining to Executive Officers of Sprint, as required by Instruction 3 of Paragraph (b) of Item 401 
of Regulation S-K, refer to the Executive Officers of the Registrant section of Part I of this document. 
Pursuant to Instruction G(3) to Form 104, the jnformation relating to compliance with Section 16(a) required by 
Item 10 is incorporated by reference from Sprint’s definitive proxy statement which is to be filed pursuant to 
Regulation 14A within 120 days after the end of Sprint‘s fiscal year ended December 31,2003. 
Pursuant to Instruction G(3)  to Form 104,  the information relating to Sprint’s Code of Ethics required by Item 10 is 
incorporated by reference from Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A 
within 120 days after the end of Sprint’s fiscal year ended December 31, 2003. 

Item 11. Executlve Comcensation 

4 

Pursuant to Instruction G(3) to Form lO-K, the information required by Item 1 1  is incorporated by reference from 
Sprint’s definitive proxy statement which is to be filed pursuant to Regulation 14A within 120 days after the end of 
SDrint’s fiscal vear ended December 31. 2003. 

Item 12. Securlty Ownership of Certain Beneficial Owners and Management 

Pursuant to Instruction G(3) to Form 10-K, the information required by Item 12, other than equity cornpensation 
plan information below, is incorporated by reference from Sprint’s definitive proxy statement which is to be filed 
pursuant to Regulation 14A within 120 days after the end of Sprint‘s fiscal year ended December 31,2003. 

Equify Compensation Plan Information 
Sprint has several equity compensation plans under which Sprint may issue awards of FON stock and PCS stock 
to employees and directors. All of these plans have been approved by Sprint’s shareholders. These plans consisi 
of the 1985 Stock Option Plan, the 1997 Long-Term Stock Incentive Program, the Management Incentive Stock 
Option Plan (MISOP), and the Employees Stock Purchase Plan {ESPP). The board of directors of Sprint 
authorized the Stock Option Pian (stock option grants), the Restricted Stock Plan (awards of restricted stock) and 
the Special Award Stock Plan (stock awards for outstanding contributions and for humanitarian service) pursuant 
to the 1997 Long-Term Stock Incentive Program and its predecessor, which was approved by shareholders. In 
addition, that plan or its predecessor also provided for options to be granted to directors and director share 
purchases (purchase of FON stock and PCS stock by directors with director fees). The Stock Option Plan and the 
Restricted Stcck Plan were merged with and into the 1997 Long-Term Stock Incentive Program in February 2004. 
The remaining options outstanding under the 1985 Stock Option Plan were exercised in January 2004 and the 
plan was terminated. 
The settlement of the derivative action filed in 2000 by Amalgamated Bank, an institutional shareholder, included 
an award of attorney’s fees to plaintin‘s counsel in the form of 250,000 shares of FON stock and 500,000 shares of 
PCS stock. The settlement was approved by the court in December 2003, and the shares were issued in January 
2004. 
The following table provides information about the shares of FON stock and PCS stock that may be issued upon 
exercise of awards as of year-end 2003. 

Number of secudties 
Number of securities to Weighted-average remaining available 
be issued upon exercise exercise price of for future issuance under 
of outstandin options, outstanding optrons, equity compensation 

Plan Category warrants an8 rightsill warrants and rightsWl? plansPW).(~l,I~I 
Equity compensation plans approved by 

Shareholders 
FON stock 103,428,502 $23.60 40,039,802 

$1 6.60 82,694,571 PCS stock 78,654,451 
Equity cornpensation plans not approved by 

Shareholders 
FON stock 250,000 I - 
PCS stock 500,000 I - 

f l )  Excludes purchase rights accruing under the ESPP. Under the ESPP, each eligible ernplayee may purchase FON stcch- and 
PCS stock at annual intervals at a purchase price per share equd to 85% of the market value on !he grant date or the 
exercise date, whichever is lesser. 

4 
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The weighied average exercis@ price does not take inlo account the 1,436,386 shares of FON stock and the 1,403,105 
shares oi PCS stock issuable upon wsting of restricted stock units, which have no exercise price. The weighted average 
price also does not take into account the 2,688 shares of FUN stock and the 14,049 shares of PGS stock issuable RS a 
result of the purchase of thOS8 share$; by dimtors with 20(23 fourth quarter directors' fees: the purchase price was $15.0 1 
for each share d FON stock and$4.54 for each share of PCS stock. 

Of these shams, 12,89g,423 shares GlFON stock and 28,333,176 shares of PCS stock ware available Under the 1997 
Long-Ten Stmk Incenlive Program. .4(lhwgh it is not SprinI's intention to do so, all of the shares, plus any shares that 
become available due to forfeiture of outstanding awards, could be issued in a form other than options, warrants, or rights. 

Includes 14,924,891 shares of FON si'ock and 40,008,373 shares of PCS siock available for issuance under the ESPP. 

Under the 1997 Long-Term Stmk Inctmtive Program, the number of shares increased on January I of each year by 1.5% of 
th# FON stock outstanding on that dare and 1.5% of the PCS stmk, Series I and 2, outstanding on that date, Following the 
recombination of the PCS stock and #?e FDN stcrck, the number of shares wiN increase on January I of each year by 1.5% 
of the FON stmk, Series 1 and 2, outstanding on that date. No awards may be granted after April 75,2007. 

Under MISOP. the number of shares i'lcreased on Januaty I of each year by U. 9% of the FON stock outstanding on that 
date and U.9% of the PCS stock' Series 1 and 2, outstanding on that date; however, the board of directors capped the 
shares so that no additional shares wewe added on January I ,  2004 and no additional shares will be added in 20115. NO 
options may be granted after April i8.2005. 

Item 13. Certain Relallonshlps and Related Transactions 

Pursuant to Instruction G(3) to Form 1 0-K, the information required by Item 13 is incorporated by reference from 
Sprint's definitive proxy statement which is to be filed pursuant to Regulation 14A within 120 days after the end of 
Sprint's fiscal year ended December 31, 2003. 

item 14. Prindpal Accounting Fees and Sewlees 

Pursuant to Instruction G(3) to Form 10-K, the information required by ttem 14 is incorporated by reference from 
Sprint's definitive proxy statemenl which is to be filed pursuant to Regulation 14A within 120 days after the end of 
Sprint's fiscal year ended December 31, 2003. 
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Part IV 

Item 15. Exhiblts, Financial Statement Schedules, and Reports on Form 8-K 
d 

(a) 1 I 

2. 

The consolidated financial statements of Sprint filed as part of this report are listed in the Index to 
Financial Statements, Financial Statement Schedule and Exhibits. 
The consolidated financial statement schedule of Sprint filed as part of this report is listed in the Index to 
Financial Statements, Financial Statement Schedule and Exhibits. All other financial statement schedules 
are not required under the related instructions, or are inapplicable and therefore have been omitted. 
The following exhibits are filed as part of this i-9pot-t: 

EXHIBITS 

(3) Articles of Incorporation and Bylaws: 
(a) Articles of Incorporation, as amended (filed as Exhibit 3.1 to Amendment No. 6 to Sprint 

Corporation’s Registration Statement on Form 8-A relating to its FON Common Stock, filed 
December 17, 2003, and incorporated herein by reference). 

(b) Bylaws, as amended (filed as Exhibit 3(b) to Sprint Corporation’s Quarterly Report on Form 10-0 
for the quarter ended September 30, 2003, and incorporated herein by reference). 

(4) Instruments defining the Rights of Sprint’s Security Holders: 

(a) The rights of Sprint’s equity security holders are defined in the Fifth, Sixth, Seventh and Eighth 
Articles of Sprint’s Articles of Incorporation. See Exhibit 3(a). 

(b) Provision regarding Kansas Control Share Acquisition Act is in Articte II, Section 5 of the Bylaws 
Provisions regarding Stockholders’ Meetings are set forth in Article 111 of the Bylaws. Provisions 
regarding the Capital Stock Committee are set forth in Article IV, Section 12 of the Bylaws. See 
Exhibit 3(b). 

(c) Amended and Restated Rights Agreement dated as of November 23, 1998, between Sprint 
Corporation and UMB Bank, ma., as Rights Agent (filed as Exhibit 4.1 to Amendment No. 1 to 
Sprint Corporation’s Registration Statement on Form 8-A relating to Sprint’s PCS Group Rights, 
filed November 25, 1998, and incorporated herein by reference). 

(d) Amendment dated March 28,2003, to Amended and Restated Rights Agreement between the 
Registrant and UMB, n.a., as Rights Agent (filed as Exhibit 4.2 to Amendment No. 3 to Sprint 
Corporation’s Registration Statement on Form 8-A relating to Sprint‘s PCS Group Rights, filed 
April 2, 2003, and incorporated herein by reference). 

(e) Tracking Stock Policies of Sprint Corporation, as amended (filed as Exhibit 4(c) to Sprint 
Corporation’s Annual Report on Form I O W A  for the year ended December 31,2001 and 
incorporated herein by reference). 

If)  Amended and Restated Standstill Agreement dated November 23, 1998, by and among Sprint 
Corporation, France Telecom and Deutsche Telekom AG (filed as Exhibit 4E to Post-Effective 
Amendment No. 2 to Sprint Corporation’s Registration Statement on Form S-3 (No. 33-58488) 
and incorporated herein by reference) 6s amended by the Master Transfer Agreement dated 
January 21,2000 between and among France Telecom, Deutsche Telekom AG, NA3 
Nordamerika Beteiiigungs Holding GmbH, Atlas Telecommunications, S.A., Sprint Corporation, 
Sprint Gtobal Venture, Inc. and the JV Entities set forth in Schedule I1 thereto (filed as Exhibit 2 
to Sprint Corporation’s Current Report on Form 8-K dated January 26, 2000 and incorporated 
herein by reference). 

(9) Indenture, dated as of October I ,  1998, among Sprinl Capital Corporation, Sprint Corporation 
and Bank One, N.A., as Trustee (filed as Exhibit 4(b) to Sprint Corporation’s Quarterly Report on 
Form lo-Q for the quarter ended September 30, 1998, and incorporated herein by reference), as 
supplemented by the First Supplemental Indenture, dated as of January 15, 1999, among Sprint 
Capital Corporation, Sprint Corporation and Bank One, N.A., as Trustee (filed as Exhibit 4(b) to 
Sprint Corporation’s Current Report on Form 8-K dated February 2, 1999 and incorporated 
herein by reference), and as supplemented by the Second Supplemental Indenture dated as of 
October 15, 2001, among Sprint Capital Corporation, Sprint Corporation and Bank One, N.A. 
as Trustee (filed as Exhibit 99 to Sprint Corporation’s Current Report on Form &KIA dated 
October 17,2001 and incorporated herein by reference). 

3. 
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(h)  Indenture, dated as of October 1 ,  1998, between Sprint Corporati011 and Bank One, N.A., as 
Trustee (filed as Exhibit 4(a) to Sprint Corporation’s Quarterly Repod on Form 1 0-Q for the 
quarter ended Seplember 30, 1998, and incorporated herein hy reference), as supplemented by 
the First Suppfementaf Indenture, dated as of January 15, 1999, between Sprint Corporation and 
Bank One, N.A., as Trustee (filed as Exhibit 4(a) to Sprint Corporation’s Current Report on 
Form 8-K dated February 2, 1999 and incorporated herein by reference). 

Purchase Contract Agreement, dated as of August IO, 2001. between Sprint Corporation and 
Bank One, National Association, as purchase contract agent (filed as Exhibit 4(e) to Sprint 
Corporation’s Quarl:erly Report on Form 10-Q for the quarter ended September 30,200 t and 
incorporated herein by reference). 

(i) Form of Corporate IJnits Certificates, including the form of Purchase Contract (included as 
Exhibit A to the Purlzhase Contract Agreement filed as Exhibit 4(e) to Sprint Corporation’s 
Quarterly Report on Form 10-Q for the quarter ended September 30,2001 and incorporated 
herein by reference}. 

(k) Pledge Agreement, dated as of August 10, 2001, among Sprint Corporation and Bank One, 
National Association, as collateral agent and as purchase contract agent (filed as Exhibit 4(g) to 
Sprint Corporation’s Quarterly Report on Form IO-Q for the quarter ended September 30,2001 
and incorporated herein by reference). 
Remarketing Agreement, dated as of August 10, 2001, among Sprint Corporation, Sprint Capital 
Corporation, Bank [)ne, National Association, as purchase contract agent, and UBS Warburg 
LLC, as remarketing agent (filed as Exhibit 4(h) to Sprint Corporation’s Quarterly Report on 
Form 10-Q for the quarter ended September 30,2001 and incorporated herein by reference). 

(m) Terms of 6% notes due 2006, including form of note (filed as Exhibit 4(i) to Sprint Corporation’s 
Quarterly Report on Form lo-Q for the quarter ended September 30,2001 and incorporated 
herein by reference). 

(i) 

(I) 

(1 0) Material Agreements 
(a) Registration Rights Agreement, dated as of November 23, 1998, among Sprint Corporation, 

Tele-Communications, Inc., Comcast Corporation and Cox Communications, tnc. (filed as 
Exhibit 10.2 to Amendment No. 1 to Sprint Corporation Registration Statement On Form S - 3  
(No. 333-64241) and incorporated herein by reference). 

(b) Standstill Agreement, dated May 26, 1996, between Sprint Corporation and Tele- 
Communications, Inc (filed as Exhibit 1 O(g) to Sprint Corporation Annual Report on Form IO-K 
for the year ended Osecember 31, 1998 and incorporated herein by reference). 

(c) 364-Day Credit Agreement, dated as of June 24, 2003, among Sprint Corporation and Sprint 
Capital Corporation, as Borrowers, the initial Lenders named therein, as Initial Lenders. Citibank. 
N.A., as Administrative Agent, Citigroup Global Markets fnc. and J.P. Morgan Securities Inc., as 
joint lead arrangers and as book managers, and J.P. Morgan Chase Bank, as syndication agent, 
and Bank of Amecica, N.A., Deutsche Bank A.G. New York Branch and UBS AG, Cayman 
Islands Branch, as documentation agents (filed as Exhibit lO(a) to Sprint Corporation’s Quarterly 
Report on Form 10-0 for the quarter ended dune 30,2003 and incorporated herein by 
reference). 

(1 0) Executive Compensation Plans and Arrangements: 
(d) Executive Deferred Compensation Plan, as amended, Summary of Amendments to the 

Executive Deferred Compensation Plan (filed as Exhibit 1 O(i) to Sprint Corporation’s Annual 
Report on Form 10-C; for the year ended December 31,2000 and incorporated herein by 
reference). 

(e) Management Incenthe Stock Option Plan. as amended. 
(f) 1997 Long-Term Stock incentive Program, as amended (filed as Exhibit 4 to Post-effective 

Amendment No, 2 to Sprint Corporation’s Registration Statement on Farm S-8 No. 33-59349 
and incorporated herein by reference). 

(g) Sprint Supplemental Executive Retirement Plan, as amended (filed as Exhibit lO(l)  to Sprint 
Corporation’s Annual Report on Form I O W A  for the year ended December 31,2001 and 
incorporated herein t y  reference). 

(h) Amended and Restated Centel Directors Deferred Compensation Plan (filed as Exhibit lO(m) to 
Sprint Corporation’s .Annual Report on Form 10-K for the year ended December 31, 1999 and 
incorporated herein try reference). 
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(i) Executive Management Incentive Plan (filed as Exhibit lO(k) to Sprint Corporation’s Annual 
Report on Form IO-K for the year ended December 31 1 993 and inoorporated herein by 
reference}. 
Management Incentive Plan, as amended (filed as Exhibit 10(r) to Sprint Corporation’s Annual 
Report on Form 10-K for the year ended December 31, 2000 and incorporated herein by 
reference). 
Retirement Plan for Directors, as amended (filed as Exhibit 1O(u) to Sprint Corporation’s Annual 
Report on Form 10-K for the year ended December 31, 1996 and incorporated herein by 
reference). 
Key Management Benefit Plan, as amended (filed as Exhibit lO(g) to Sprint Corporation’s 
Quarterly Report on Form 10-Q for the quarter ended September 30, 1996 and incorporated 
herein by reference). 

between Sprint Corporation and one of its Executive Officers (Mr. Betts) (filed a5 Exhibit 10(h) to 
Sprint Corporation’s Quarterly Report on Form 10-Q for the quarter ended March 31, 1996 and 
incorporated herein by reference). 

(n) Director‘s Deferred Fee Plan, as amended (filed as Exhibit 1 O(v) to Sprint Corporation’s Annual 
Report on Form 10-K for the y e a r  ended December 31, 1999 and incorporated herein by 
reference). 

Io) Form of lndemnjfication Agreements between Sprint Corporation and its Directors and Officers 
(filed as Exhibit 10(e) to Sprint Corporation’s Quarterly Report on Form 1 0 4  for the quarter 
ended June 30, 2003, and incorporated herein by referen-). 

(p) Summary of Executive Officer Benefits and Board of Directors Benefits and Fees. 
(4) Special Incentive Plan (filed as Exhibit 1 O(g) to Sprint Corporation’s Quarterly Report on Form 

10-Q for the quarter ended September 30,2000 and incorporated herein by reference). 

(r) Executive Agreement dated a5 of July 30, 2001 by and among Sprint Corporation, SprintlUnited 
Management Company, and Len Lauer (filed as Exhibit 1 O(bb) to Sprint Corporation’s Annual 
Report on Form 10-KIA for the year ended December 31,2001 and incorporated herein by 
reference). 

(SI Employment Agreement dated as of March 19, 2003, by and among Sprint Corporation, Sprint/ 
United Management Company and Gary 0. Forsee (filed as Exhibit 1 O(c) to Sprint Corporation’s 
Quarterly Report on Form 10-Q for the quarter ended March 31,2003 and incorporated herein 
by reference). 

(t) tetter Agreement dated April 9, 2003 and Separation Agreement dated as of April 9, 2003 by 
and among Sprint Corporation, SprintlUnited Management Company and Ronald T. LeMay (filed 
as Exhibit 1 O(d) to Sprint Corporation’s Quarterly Report on Form 10-Q for the quarter ended 
March 31, 2003 and incorporated herein by reference). 

(u) Separation Agreement dated as of May 12,2003 by and among Sprint Corporation, Sprint/ 
United Management Company and William T. Esrey (filed as Exhibit 99(b) to Sprint 
Corporation’s Current Report on Form 8-K dated June 10, 2003 and incorporated herein by 
reference), 

(v) Form of Award Agreement (awarding restricted stock units) with Directors (filed as Exhibit 1 O(g) 
to Sprint Corporations Quarterly Report on Form IO-Q for the quarter ended June 30, 2003 and 
incorporated herein by reference). 

Officers (filed as Exhibit 10Ih) to Sprint Corporations Quarterly Report on Form lo-Q for the 
quarter ended June 30, 2003 and incorporated herein by reference). 

(x) Employment Agreements and other compensation arrangements between Sprint Corporation 
and certain of its Executive Officers (Messrs. Blessing, Dellinger, Fuller, Gerke, Janren, 
Kissinger, Stout and Ms. Walker). 

(i) 

(k) 

(I) 

(m) Agreement Regarding Special Compensation and Post fmployment Restrictive Covenants 

(w) Form of Award Agreement (awarding restricted stock units and stock options) with Executive 

(1 2) Computation of Ratio of Earnings to Fixed Charges 
(16) Letter to the Securities and Exchange Commission from Ernst & Young 
(21 ) Subsidiaries of Registrant 
(23) Consent of Independent Auditors 

d 

4 
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(31) (a) Certification of Chief Executive Officer Pursuant to Securities Exchange Act of 1934 Rule 
13a-14( a). 

(b) Certification of Chief Financial Officer Pursuant to Securities Exchange Act of 1934 Rule 
13a-l4(a). 

to Section 906 of the Sarbanes-Oxfey Act of 2002. 

to Section 906 of the Sarbanes-Oxfey Act of 2002. 

(32) (a) Certification of Chief Executive Officer pursuant to IS U.S.C. Section 1350, As Adopted Pursuant 

(h) Certification of Chief Financial Mficer pursuant to 18 U.S.C. Section 1350, As Adopted Pursuant 

Sprint will furnish to the Securities and Exchange Commission, upon request, a copy of the instruments defining 
the rights of holders of its long-term dt?bt. The total amount of securities authorized under any of said instruments 
(other than those listed above) does not exceed i O %  of the total assets of Sprint. 

(b) Reports on Form 8-K 

Sprint filed a Current Report on Form 8-WA dated October 14, 2003 and filed December 2, 2003 in which 
it reported that the Audit Corrirnittee of its board of directors had determined that Sprint's independent 
auditor, Ernst & Young LLP, would be replaced by KPMG LLP as the independent auditor for Sprint for 
the year ending December 3'1, 2004. This action effectively dismissed Ernst & Young as Sprint's 
independent auditor for the yi?ar-ended December 31, 2004; however Ernst & Young will continue as 
Sprint's independent auditor lor the year ended December 31, 2003. 

Sprint filed a Current Report on Form 8-K dated October 23, 2003, in which it reported that it announced 
third quarter 2003 results. The news release which was furnished as an exhibit to the Current Report, 
included the following financial information: 

Sprint Corporation Constiiidated Statements of Operations 
Sprint Corporation Consolidated Balance Sheets 
Sprint Corporation Condtmsed Consolidated Cash Flow Information 
Sprint Corporation Reconciliation of Non-GAAP Liquidity Measures 
Sprint Corporation FON Group Operating Statistics 
Sprint Corporation PCS Group Operating Statistics 

Sprint filed a Current Report on Form 8-K dated December 1 ,  2003, in which it reported that KPMG LLP 
had been engaged as indepeiident auditors for Sprint for the year ending December 31,2004. 

Sprint filed a Current Report c m  Form 8-K dated December 8,2003, in which it reported that it had 
announced the appointment of two new independent directors, E. l inn Draper, Jr., Chairman, President 
and Chief Executive Officer 01: American Electric Power Company, and Gerald L. Storch, Vice Chairman 
of Target Corporation, to the Sprint board of directors. 

Sprint filed a Current Report cin Form 8-K dated February 3, 2004, in which it reported that it announced 
fourth quarter and full-year re:;ults. The news release, which was furnished as an exhibit to the Current 
Report included the following information: 

Sprint Corporation Conscllidated Statements of Operations 
Sprint Corporation Conscsfdatd Balance Sheets 
Sprint Corpomtion Condensed Corisolidated Cash Flow Information 
Sprint Corporation Reconcitiation of Non-GAAP Liquidity Measures 
Sprint Corporation FON Group Operating Statistics 
Sprint Corporation PCS Group Operating Statistics 
Sprint Corporation-FON Group-Local Division Selected Information 

Sprint fled a Current Report on Form 8 - K  dated February 28, 2004, in which it reported that its board of 
directors had approved the recombination of PCS common stock and FON common stock effective 
April 23, 2004. The notice to shareholders was included as an exhibit to the Current Report. 

Sprint filed a Current Report on Form 8-K dated February 29,2004, in which it reported that it had 
announced that its board of di,rectom had approved the recombination of PCS common stock and FON 
common stock. The news release was furnished as an exhibit to the Current Report. 

Sprint filed a Current Report on Form 8-K dated March 2, 2004, in which it reported that i t  had announced 
the appointment of two new independent directors, Gordon M. Bethune, Chairman of the Board and Chief 
Executive Officer of Continental Airlines, Inc., and Deborah A. Henretta, President of Proctor & Gamble's 
global baby care division, to the Sprint board of directors. 
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SIGNATURES 

Pursuant to the requirements of Section 13 or 15Id) of the Securities Exchange Act of 1934, the registrant has duly 
caused this report to be signed on its behalf by the undersigned, thereunto duly authorized. 

SPRINT CORPORATION 
(Registrant) 

BY Id GARY 0. FORSEE 
Gary D. Forsee 
Chairman and Chief Executive Officer 

Date: March 8, 2004 

Pursuant to the requirements of the Securities Exchange Act of 1934, this report has been signed below by the 
following persons on behalf of the registrant and in the capacities indicated on the 8th day of March, 2004. 

Is/ GARY D. FORSEE 
Gary D. Forsee 
Chairman and Chief Executive Officer 

Is/ ROBERT J. DELLINGER 
Robert J. Dellinger 
Executive Vice President and 
Chief Financial Officer 

/si JOHN P. MEYER 

John P. Meyer 
Senior Vice President and Controller 
Principat Accounting Officer 
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SIGNATURES 

SF’RINT CORPORATION 
(Registrant) 

Pursuant to the requirements of the Securities Exchange Act of 1934, this report has been signed below by the 
following persons on behalf of the registrant and in the capacities indicated on the 8th day of March, 2004. 

~- lsl DUBOSE AUSLEV 

DuBose Ausley, Director 

Gordon M. Bethune, Director 

E. Linn Draper, Jr., Director 

lsl GARY D. FORSEE 
Gary D. Forsee, Director 

Deborah A. Henretta. Director 

/si LINOA K. LORIMER 
Linda K. Lorimer. Director 

Is/ CHARLES E. RICE 
Charles E. Rice, Director 

Is/ LOUIS W. SMITH 
Louis W. Smith, Director 

Gerald L. Storch. Director 

/SI  STEWART TURLEV 

Stewart Turley, Director 

-- Is/ IRVINE 0. HOCKADAY, JR. 
lrvine 0. Hockaday, Jr., Director 
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lndex to Financial Statements, Financial Statement Schedule and Exhlbits 

Sprint Corporation 

Consolldaled Flnanciaf Statements (including Consolldating information) 

Management Report 
Report of Independent Auditors 
Consolidated Statements of Operations for each of the three years in the period ended December 31,2003 
Consolidated Statements of Comprehensive Income (Loss) for each of the three years in the period ended 

Consolidated Balance Sheets as of December 31,2003 and 2002 
Consolidated Statements of Cash Rows lor each of the three years in the period ended December 31,2003 
Consolidated Statements of Shareholders’ Equity for each of the three years in the period ended December 31,2003 
Motes to Consolidated Financial Statements 

financial Statement Schedule 
Schedule I\-Consolidated Valuation and Qualifying Accounts for each of the three years in the period ended 

December 31,2003 

December 31,2003 

Page 
Reference 

F-2 
F-3 
F-4 

F-6 
F S  

F-12 
F-14 
F-16 

F-59 

(1 +Computation of Ratio of Earnings to Fixed Charges 
(21 )-Subsidiaries of Registrant 
(23)4onsent of tndependent Auditors 
(31)-(a) Certification of Chief Executive Officer Pursuant to Securities Exchange Act of t934 Rule 13a-l4(a] 
(31)--(b) Certification of Chief Financial Officer Pursuant to Securities Exchange Act of 1934 Rule 13a-?4(a) 
(32)+a) Certification of Chief Executive Officer Pursuant to 18 U.S.C. Section 1350, As adopted Pursuant to Section 906 of the 

(32)qb)  Certification of Chef Financial Officer Pursuant to 18 U.S.C. Section 1350, As adopted Pursuant to Section 906 of the 
Sarbanes-Oxley Act of 2002. 

Sarbanes-Oxley Act of 2002. 
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MANAGEMENT REPORT 

Sprint Corporation’s management is responsible for the integrity and objectivity of the information wntained in this 
document. Management is responsible for the consistency of reporting this information and for ensuring that 
accounting principles generally accepted in the United States are used. 

In discharging this responsibility, management maintains a comprehensive system of internal controls and 
supports an extensive program of internal audits, has made organizational arrangements providing appropriate 
divisions of responsibility and has estabtished communication programs aimed at assuring that its policies, 
procedures and principles of business conduct are understmd and practiced by its employees. 

The financial statements included in this document have been audited by Ernst & Young LLP, independent 
auditors. Their audits were conducted using auditing standards generally accepted in the United States and their 
report is included herein. 

The Board of Directors’ responsibility for these financial statements is pursued mainly through its Audit Committee. 
The Audit Committee, composed entirely of directors who are not officers or employees of Sprint, meets 
periodically with the internal auditors and independent auditors, both with and without management present, to 
assure that their respective responsibilities are being fulfijled. The internal and independent auditors have full 
access to the Audit Committee to discuss auditing and financial reporting matters. 

-- /sl Gary D. Forsee 
Gary D. Forsee 
Chairman and Chief Executive Officer 

-- is/ Robert J. Dellinger 
Robert J. Delinger 
fxecutive Vice President and Chief Financial Officer 
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REPORT OF 1NDEPENDENT AUDITORS 

The Board of Directors and Shareholders 
Sprint Corporation 

We have audited the accompanying consolidated balance sheets of Sprint Corporation (Sprint) as of 
December 31, 2003 and 2002, and the related consolidated statements of operations, comprehensive income 
(loss), cash flows and shareholders’ equity for each of the three years in the period ended December 31, 2003. 
Our audits also included the financial statement schedule listed in the Index to Financial Statements, Financial 
Statement Schedule, and Exhibits. These financial statements and the schedule are the responsibility of the 
management of Sprint. Our responsibility is to express an opinion on Ihese financial statements and the schedule 
based on our audits. 

We conducted our audits in accordance with auditing standards generally accepted in the United States. Those 
standards require that we plan and perform the audit to obtain reasonable assurance about whether the financial 
statements are free of materia[ misstatement. An audit includes examining, on a test basis, evidence supporting 
the amounts and disclosures in the financial statements. An audit also includes assessing the accounting 
principles used and significant estimates made by management, as well as evaluating the overall financial 
statement presentation. We believe that our audits provide a reasonable basis for our opinion. 

In our opinion, the financial statements referred to above present fairly, in all material respects, the consolidated 
financial position of Sprint at December 31, 2003 and 2002, and the consolidated results of its operations and its 
cash flows for each of the three years in the period ended December 31, 2003, in conformity with accounting 
principles generally accepted in the United States. Also, in our opiflian, the related financial statement schedule, 
when considered in relation to the basic financiai statements taken as a whole, presents fairly in all material 
respects the information set forth therein. 

As discussed in Note 1 of the Notes to Consolidated Financial Statements, Sprint adopted Statement of Financial 
Accounting Standards (SFAS) No. 142, Goodwill and Other Intangible Assets, effective January 1 ,  2002; as 
discussed in Note 1, Sprint adopted SFAS No, 123, Accounting for Stock-Based Compensation, as amended by 
SF AS No. 148, Accounting for Stuck-Based Compensation-Transition and Disclosure, an Amendment of FASB 
Statemenf No. 123, effective January 1 2003; and, as discussed in Note 4 of the Notes to Consolidated Financial 
Statements, Sprint adapted SFAS No. 143, Accounting lor Asset Retlrement Obligations, effective January 1 
2003. 

Kansas City, Missouri 
February 3.2004 

Ernst & Young LLP 
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CONSOLIDATED STATEMENTS OF UPERATIUNS 
[millions) 

Sprint Corporation 
Cmsolidaled 

Years Ended December 31, 2003 2002 2001 
Net Operating Revenues $26,197 $26,679 $25,562 
Operatha Exmnses . 

Cost; of services and products 
Selling, general and administrative 
Depreciation 
Amortization 
Restructuring and asset impairments 

1 1,658 12.076 12,811 
6,722 7,202 7,248 

1 4 382 

25,336 24,579 26.463 

5,004 4,908 4,209 

1,951 389 1,813 - 
Total operating expenses 

Operating Income (Loss) 
Interest expense 
Intergroup interest charge 
Discount (premium) on early retirement of debt 
Other income (expense), net . .  I ,  

Income (loss) from continuing operations before income taxes (623) 433 (2,277) 
Income tax Iexoensel benefit 256 38 724 

~ 

income (Loss) from Contfnulng Opersflrms (367) 471 (1,553) 
Discontinued operations, net 1,324 159 1 5 0  
Cumulative effect of changes in accounting principtes. net zsa -. 2 

Neat Irtcom ILossl 1.21 5 630 (1,401) 

P x r r e d  stockdividends (paid) received (7) (7) (7) 
Earnings (Loss) Applicable to Common Stock $ 1,208 $ 623 $(1,408) 

Dlluted Eamlngs (Loss) per Common skl8rd1, 
Continuing operations 
Discontinued operations 
Cumulative 0ffect of chanae in accaunlinq I]FinciD/e. net 

~~ 

Total 
Diluted weighted average common shatesrij 

Basic Earnings (Loss) per Common Share 
Gantinuing operations 
Discontinued operations 
Cumulative effect of change in accounting principle, net 

I- 

Total 

Basic weighted average common shares(') 

MVIDENDS PER COMMON SHARE 
FON c m m m  stock 

Class A common stock 

11) As the effects of including the incrernerrtai shares associated with options, restricted stock units and Employees Stmk 
Purchase Plan shams are antidilutive, both basic loss p e r  share and diluted (oss p e r  share re#wt the same calculation in 
these consolidated staiements of operations for the PCS Group for all pet ids  presented and for the year ended December 
3 1,2011 I for the FON Group. 

See accompanying Notes fo Consolidated Financial Statements. 
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Sprint PCS Group 
2003 2002 2001 

Sprint FON Group 
2003 2002 2001 

$14.185 $15,227 $16,415 

EhminationslReclassifications 
2003 2002 2001 

$(678) $(622) $(578) $12,690 $1 2,074 $9,725 
~ 

6,181 6,915 8.094 
3,628 3,824 4,342 
2,518 2,645 2,423 

1 - 18 
1.589 251 1,603 

6,155 5,783 5,295 
3,136 3,411 2,917 
2,486 2,263 1,786 
- 4 364 
362 138 10 

12.139 11.599 10.372 13,917 13,635 16,680 

268 1,592 (265) 
(236) (295) (344) 

(21) 
374 336 288 

I1 80) 1571 
- 4 

49 

434 1,457 (378) 
(140) (4081 81 

294 1,049 (297) 
1,324 159 150 

2 5 A  - - 

1.876 1.208 (147) 
8 7 7 

$ 1.884 $ 1.215 $ (140) 

$ 0.33 $ 1.18 $ (0.33) 
1.47 0.18 0.17 
0.29 - - 

$ (0566) $ (0.58) $ (1.28) - - I 

- I - 

$ 2.09 $ 1.36 $ (0.16) 
903.2 893.3 886.8 

$ (0.66) $ (0.58) $ (1.28) 
1.028.7 1.015.a 989.7 

$ 0.33 
1.47 
0.29 

$ 1.18 
0.18 
I 

$ (0.66) $ (0.58) $ (1.28) - - - 

- - - 

$ 2.09 $ 1.36 $ (0.16) 
900.9 892.1 886.8 

$ (0.66) $ (0.58) $ (1.28) 

1.028.7 1 .015.8 989.7 

$ 0.50 $ 0.50 $ 0.50 $ -  $ -  $ -  

$ -  $ 0.125 $ 0.125 
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r' 
COlJSOLlDA TED STATEMENTS 01' COMPREHENSJVE INCOME (LOSS) 
{millions) 

Swint Cornoration 
Consolidated 

Years Ended December 31, 2003 2002 2001 
Net Income (Loss) $1,215 5 630 $(1,401) 
Other Cornprehenslwe Income (Loss) 

Unrealized hdding gains (losses) on securities 78 (47) 12 
Income tax benefit (expense) (30) 17 (51 
Net unrealized holding gains (losses) i?n securities during the period 48 (30) 7 

(3) (24) Reclassification adjustments for gains (losses) included in net income (loss) (7) 
Income tax expense on gain adjustments 

(2) ( '5) 
8 (17) 

Net reclassification adjustments for gains (losses) included in net income (loss) (4) 
Foreign currency translation adjustments (2) 

1 9 3 

Reclassification adjustments for foreigi currency translation gains (losses) included in net 
(71 31 - income (loss) 

Totat foreign currency translation adjustments (2) 1 14 
Unrealized gains (losses) on qualifying cash flow hedges (6Q) 38 (4) 
Income tax benefit (expense) 23 (9) - 
Net unrealized holding gains (losses) r m  qualifying cash flow hedges (37) 29 (4) 
Additional minimum pension obligation (37) (1.757) - 
Income tax benefit 12 444 - 
Net additional minimum pension obligation 
Cumuiative effect of chanoe in accounlina Drinciole 

(25) (713) - 
(9) - - 

~~ 

Total other comprehensive income (loss) (20) (715) (7) 
Comprehensive Income (Loss] $1,195 $ (85) $(1,408) 

See accompartying Notes to Consolidated Financial Statements. 
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EliminationslReclassifications 
2003 2002 2001 

5 -  $ -  $ -  

7 
I 

$ -  $ -  $ 12 

Sprint FON Group 
2003 2002 2001 

Sprint PCS Group 
2003 2002 2001 

147) 3 

(3) 
1 

(7) 
3 

(34) 
12 
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CONSOLIDATED BALANCE SHEETS 
(millions) 

Sarint Corwration 
Consolidated 

December 31, 2003 2002 

Assets 
Current assets 

Cash and equivalents $ 2,424 $ 1,035 
Accounts receivable, net of consolidated allowance for doubtful accwnts of $276 and $414 2,876 2,951 
Inventories 582 m2 
Deferred tax asset 26 806 
Prepaid expenses 279 360 
tntergroup receivable - 
Other 424 244 

- 

6,611 6,078 
Assets of discontinued operation - 391 

FON Group 35,515 35,055 
18,732 16,978 

Total property, plant and equipmtint 54,247 52,033 
Accumulated depreciation (26,971) (23.288) 

Net property, plant and equipmerit 27,276 28,745 

Goodwill 4,401 4,401 
Spectrum licenses 3,365 4,620 
Other intangibles 32 26 
Total intangibles 7,818 9,047 

Net intangibles 7,815 9,045 

Total $ 42,850 $ 45,293 

Total current assets 

Property, plant and equipment 

PCS Group 

lntangi bles 

Accumulated amortization (3) (2) 

Other assets 1,148 1,034 

See accompanying Notes to Consolidated Financial Statements. 
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Sprint FON Group 
2003 2002 

$ 1,635 
1,516 

205 
26 

1 4 0  
532 
324 

4,378 
- 

35,515 - 

$ 641 
1,650 

219 
42 

215 
536 
114 

3,417 
391 

35,055 - 
35,515 35,055 

(1 9,4w (18,161) 

16.050 16,894 

27 
300 
28 

27 
1,520 

24 
355 1,571 
(3) (2) 

352 1,569 
1,082 862 

Sprint PCS Group 
2003 2002 

$ 789 $ 394 
1,360 1,301 

377 463 
764 

139 145 

100 1 30 
2,765 3.197 

- 

- - 

- I 

- 
18,732 

- 
16,978 

18,732 16,978 
(7,459) (5,081) 
11,273 1 1,897 

4,374 4,374 
3,085 3,100 

4 2 

7,463 7,476 

7,463 7,476 
345 452 

- - 

S 21.862 % 23.133 $23.022 $21 346  
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CONSOLIDATED BALANCE SHEET'S (continued) 
(millions, except per share data) 

Sprint Cornoration 
Consolidated 

2003 2002 December 31, 

Lfabilifies and Shareholders ' Equiw 
Current liabilities 

Short-term borrowings and current maturities of long-term debt 
Current maturities of intergroup drlbt 
Accounts payable 
Accrued interconnection costs 
Accrued taxes 
Advance billings 
Accrued restructuring costs 
Payroll and employee benefits 
Accrued interest 
Intergroup payable 

1,025 1,Ci?4 Other 

Total current liabilities 6,476 7,000 
299 Liabilities of discontinued operation I 

Long-term debt and capital lease obligations 16,841 18,405 
Intergroup debt - 

Equity unit notes 1,725 1,725 
1,'789 2,025 Deferred inmme taxes 
1,572 1,712 Postretirement and other benefit obligations 

Other 976 769 

Total noncurrent liabiiities 22,903 24,636 
Redeemable preferred stock 247 256 
Shareholders' equity 

Noncurrent liabllities 

- 

Common stock 
Ciass A FT, par value 50.00 and $0.50 per share, 0.0 and 100.0 shares authorized 0.0 and 

FON, par value $2.00 per share, 3,000.0 and 4,200.0 shares authorized, 904.3 and 695.1 

PCS. par value $1 .OO per share, 4,000.0 and 4,600.0 shares authorized, 1,035.4 and 999.8 

43.1 shares issued and outstanding - 

shares issued and outstanding 1,809 1,790 

shares issued and outstanding 1,035 1,ooO 
Capital in excess of par OT stated value 10,084 9,931 
Retained earnings (deficit) 1,017 252 
Accumulatd other comprehensive income (loss) ('721) (701) 
Combined attributed net assets - - 

Total shareholders' equity 13,224 12,294 

Total $42,850 $445.293 

$ 594 

2,197 
503 
407 
572 
117 
683 
378 

- 

- 

5 3,887 
I 

2,151 
626 
358 
510 
277 
579 
416 

See accompanying Notes to Consolidated Financial Sfa temen ts. 
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EllminationslReclassifications Sorint PCS Grow Sprint FON Group 
2003 2002 2003 2002 2003 2002 

$ -  5 -  $ 404 
1,072 
t ,309 

10 
178 
340 

12 

303 
532 
536 

- 

$ 653 

1,343 
12 
236 
2 78 
26 
91 

300 
536 
505 

- 
$ 190 

(1,072) 
888 
493 
229 
232 
105 
683 
75 

$ 1,234 

808 
614 
122 
2 32 
251 
488 
116 

545 

I 

- - 
536 

4,696 3,980 2,359 4,410 
299 

2,627 3,142 
(406) 

1,633 1,825 
1,445 1,677 
426 z62 

6,131 6 , m  
10 

- 

- 
- - 

- 

14,214 

1,725 
156 
127 
550 

- 
15,263 

406 
1,725 
200 
35 
407 

16,772 
526 

18,036 
526 

22 

1,790 

1,000 
9,931 
252 
(701) 

(1  2,294) 

1,809 

1,035 

(721 1 

10,084 
1,017 

(1  3,224) 

$21,846 $23,022 $21,862 $23,133 
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CONSOLIDATED STAEM€NTS OF CASH FLOWS 
(millions) 

Sprint Cornoratin 

Adjustments to recondle net income (loss) lo net cash provided (used) by operating activities: 
Discontinued operation, net 
Cumulative effect of change in accounting principle 
Equity in net losses of affiliates 
Depreciation and amortization 
Deferred tncome taxes 
Non-cash portion of restructuring charge 
Benefit plan curtailment gain 
Net losses (gains) on sales of assets 
Net losses on writedown of assets 
Changes in assets and liabilities: 

Accounts receivable, net 
Inventories and other current ass& 
Accounts payable and other currerlt liabilities 
Affiliate receivables and payables, net 
Noncurrent assets and liabilities, nl3t 

Other. net 

Consolidated 

Years Ended December 31, 2003 2002 2001 
Opereting Activltles 
Net income (loss) 

. ,. 
Net cash provided (used) by operating activities of continuing operations 6,542 6,206 4,563 
In vestlng A elivltles 
Capital expenditures (3,824) (4,849) (9,046) 
Investments in and loans to other affiliates, net 
Net proceeds from sales of assets 101 138 301 

- 33 

(32) 116 (66) 

Investments in debt securities (302) - - 
Other, net - 

Net cash provided (used) by investing activivies of continuing operations 

Financing Activllles 
Proceeds from debt 41 6,061 
Payments on debt (2,952) (6,'703) 
Proceeds from equity unit notes - - 
Proceeds from common stock issued 12 3 
Dividends paid (457) (454) 
Other. net 9A m 

(4,057) (4,595) 

Net cash provided (used) by financing activii ies of continuing operations (3,329) (1,043) 4,161 
Net cash from discontinued operations 2,233 154 164 

increase (Decrease) In Cash and Equiw8/1?nts 1,389 722 110 
Cash and Equivalents at Beglnnhg of Period 1,035 313 203 
Cash and Equlvalents ai End of Period f 2,424 $ 1,035 $ 313 

See accomparying Notes to Consolidated Financial Statements. 
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Sprint PCS Group 
2001 2003 2002 

$ (661) $ (578) $(1,254) 

Sprint FON Group 
2003 2002 2001 

EliminationslReclaSsifications 
2003 2002 2001 

$ -  5 -  $ -  $1,208 

(159) 

13 
2,645 
660 
27 

- 

- 
(49) 
375 

I 

(2) 
1 1 1  

2,150 
(457) 

3 

27 
- 

- 
80 

2,486 
729 - 

- 

(4) 
1,524 

1 3 4  
54 

754 
121 
125 
2 37 

( 194) 
(46) 

a4 (489) (59) 
(550) 8 
(70) 146 121 

64 (237) 
54 

(56) 

36 
21 7 (20) 
38 70 

2.503 2,030 106 

43 

4.039 4.176 4.457 

1.533 154 1 6 4  
994 507 48 
641 134 66 

395 215 62 
394 179 117 

$ 789 $ 394 $ 179 
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CONSOLIDATED STATEMENTS OF' SHAREHOLDERS' EQUITY 
(millions) 

Sprint Corporation 

Class A Class A 
DT FON PCS 

Common Common Common Common 
Stock Stock Stock Stock 

FT 

Beginning 2001 balance 
Net income (loss) 
FON m m o n  stock dividends 
Class A common stock dividends 
PCS preferred stock dividends 
Conversion of common stock underlying Class A common stock 
FON Series 1 common stock issued 
PCS Series 1 common stock issued 
Treasurj stock issued 
Fair value of contract adjustment payment liabiliv 
Tax (expense) benefit from stock compensation 
Intergroup stack compensation 
Other, net 

Ending 2001 balance 
Net income (loss) 
FON mrnmon stock dividends 
PCS preferred stock dividends 
FON Series 1 common stock issued 
PCS Series 1 common stock issued 
Intergroup stock compensation 
Additional minimum pension liability 
Other, net 

~~ 

5 108 $ 108 $1,598 E 933 - I - - 

Enclhg 2002 balance 
Net income (loss) 
FON common stock dividends 
PCS preferred stock dividends 
Convetsion of PCS common stock underlyiilg Class A common stock 
FON Series f common stock issued 
PCS Series 1 common stock issued 
Additional minimum pension liability - 
Other, net - 
Ending 2003 balance $ - $ - $1,809 $ 1,035 

I 

22 

13 
- 
- 
I 

Shares Outstanding 
Beginning 2001 balance 43.1 43.1 798.4 933.1 
Convewion of common stock underlying CliiSS A DT common stock - - 86.2 21.6 
Cancellation of Class A DT common stock - (43.1) - - 
FON Series 1 common stock issued - - 3.8 - 

32.0 PCS Series 1 common stock issued 
Treasury stock issued - - 0.4 

Ending 2001 balance 43.1 - 888.8 986.7 
FON Series 1 common stock issued I - 6.3 

13.1 PCS Series 1 common stock issued 

- - - 
- 

- 
I ._ - 

Ending 2002 balance 43.t - 895.1 999.6 
_- 21.6 Conversion of common stock underlying Cliass A FT common stock 

Cancellation of Class A FT wmmon stock (43.1) - - 
FON Series 1 common stock issued 

_- 14.0 PCS Series 1 common stock issued 
Ending 2003 balance - - 9043 1,035.4 

(0 As of December 31. 2003, Accurnulate,Y other comprehensive loss consists of $738 mil/ion additional minimum pension 
kbiliiy and $ I7 million of unrealized neat gains related lo tnveslments and d8iivaIives. 

- - 

- - 9.2 - 
- - 

See accompanying Notes to Consolidated Financial Statements. 
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NOTES TO CONSOLIDATED FlNANlClAL STATEMENTS Sprint Corporation 

1. Summary of Signlflcant Accounting Policies 

Tracking Stock Formation 

In November 1998, Sprint‘s shareholders approved the allocation of all of Sprint’s assets and liabilities into two 
groups, the FON Group and the PCS (>roup, as well as the creation of the FON stock and the PCS stock. In 
addition, Sprint purchased the remaining ownership interests in Sprint Spectrum Holding Company, L.P. and 
PhillieCo, L.P. (together, Sprint PCS), other than a minority interest in Cox Communications PCS, L.P. (Cox PCS). 
Sprint acquired these ownership interests from Tele-Communications, tnc., Comcast Corporation and Cox 
Communications, Inc. (the Cable Partners). In exchange, Sprint issued the Cable Partners low-vote PCS shares 
and warrants to acquire additional PC8 shares. Sprint also issued the Cable Partners shares of a new series of 
preferred stock convertible into PCS shares. The purchase of the Cable Partners’ interests is referred to as the 
PCS Restructuring. In the 1999 second quarter, Sprint acquired the remaining minority interest in Cox PCS. 

Also in November 1998, Sprint reclassified each of its publicly traded common shares into one share of FON stock 
and YZ share of PCS stock. This recapitalization was tax-free to shareholders. In addition, the Class A common 
shares owned by France Telecom (FT) and Deutsche Telekom AG {DT) were reclassified into shares representing 
both FON stock and PCS stock. These transactions are referred to as the Recapitalization. 

FT and DT no longer hold any Class A mmmon shares or any FON or PCS shares. 

FON common stock and PCS comrnorl stock are intended to reflect the financial results and economic value of the 
FON and PCS Groups. However, they are classes of common stock of Sprint, not of the group they are intended 
to track. Accordingly, FON and PCS shareholders are subject to the risks related to an equity investment in Sprint 
and all of Sprint’s businesses, assets and liabilities. Shares of FON common stock and PCS common stock do not 
represent a direct legal interest in the assets and liabilities allocated to either group, but rather represent a direct 
equity interest in our assets and liabilities as a whole. Sprint’s board may, subject to the restrictions in Sprint‘s 
articles of incorporation, change the allocation of the assets and liabilities that comprise each of the FON Group 
and the PCS Group without shareholder approval. 

Considerations Relating to Tracking Stocks 

As discussed in Note 20, a recombination of tracking stocks has been announced. Until the recombination, the 
FON common stock and the PCS corninon stock are intended to track the performance of the FON Group and the 
PCS Group, respectively. Because the FON common stock and the PCS common stmk are classes of common 
stock of Sprint, not common stock of the group they are intended to track, the holders of the FON common stock 
and the PCS common stock are subject to the risks relatd to an  equity investment in Sprint and all of Sprint‘s 
businesses, assets and liabilities. Therefore, the market prices of the FON common stack and the PCS common 
stock may not accuratety reflect the performance of the group they are intended to track. Between the 
announcement and the completion of tlqe recombination, the price of the tracking stocks may reflect the 
expectation that a single common stoclr will result from the recombination, rather than reflecting the performance 
of the groups. 

Sprint has a single board of directors. Consequently, there is no board of directors that owes separate duties to the 
holders of either the FON common stock or the PCS mrnmon stock. Conflicts of interest between holders of FON 
common stock and PCS common stock in transactions between the FON Group and the PCS Group or in our 
dealings with third parties could be resolved by our board of directors to the detriment of the holders of one or the 
other class of common stock. 

After the recombination of the tracking stocks, events that would have benefited the holders of only one of the 
tracking stocks will benefit all Sprint ~h~areholders. 

Basis of Consolidation and PresentNion 

The consolidated financial statements include the accounts of Sprint, its wholly owned subsidiaries and 
subsidiaries it controls. Investments in entities in which Sprint exercises significant influence, but does not control, 
are amounted for using the equity metlwd (see Note 2). 
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The consotidated financial statements are prepared using accounting principles generally accepted in the United 
States. These principles require management to make estimates and assumptions that affect the reported 
amounts of assets and liabilities, the disclosure of contingent assets and liabilities, and the reported amounts of 
revenues and expenses. Actual results could differ from those estimates. 

Certain prior-year amounts have been reclassified to conform to the current-year presentation. These 
reclassifications had no effect on the results of operations or shareholders’ equity as previously reported. 

Classification of Operations 

Sprint’s business is divided into three segments: the global markets division, the local division, and the PCS 
wireless telephony products and services business. 

Global Markets Division 

The global markets division provides a broad suite of communications services targeted to domestic business and 
residential customers, multinational corporations and other communications companies. These services inctude 
domestic and international voice; data communications using various protoools such as Internet Protocol and 
frame relay (a data sewice that transfers packets of data over Sprint’s network), and managed network services. 
Additionally, the global markets division provides locat services using Sprint‘s facilities, leased facilities or using 
unbundled network elements provided by other carriers in a total of 36 states and the District of Columbia. The 
global markets division is selling into the cable telephone market through arrangements with cable companies that 
resell Sprint long distance service and use Sprint back office systems and network assets in support of their local 
telephone service provided over cable facilities. In addition, the global markets division provides consulting 
services and international data communications. 

The global markets division a150 includes the operating results of the wireless high speed data and cable TV 
service operations of the broadband fixed wireless companies. In 2001, Sprint announced it would halt further 
deployment of Multipoint Multichannel Distribution Services (MMDS) services using current direct sight access 
technology. Current customers continue to receive service. In the third quarler of 2003, Sprint’s ongoing evaluation 
of its business use for the MMOS spectrum resulted in a decision to end pursuit of a residential fixed wireless 
strategy. This decision requird an impairment analysis of this asset, resulting in a pre-tax, non-cash charge of 
$1.2 billion. Sprint is now focusing its efforts on a broad range of alternative strategies. Sprint is continuing to 
invest in the spectrum, is monitoring technolwy and industry developments, and is involved In efforts to achieve 
favorable regulatory rulings with respect to this spectrum. 

This division also includes investments in EarthLink, Inc. (EarthLink), an Internet service provider; Call-Net 
Enterprises, Inc. (Call-Net), a long distance provider in Canada; and certain other telecommunications investments 
and ventures. 

Local Division 

The local division consists mainly of regulated local phone companies serving approximately 7.9 million access 
lines in 18 states. The local division provides local voice and data services, including Digital Subscriber Line 
(DSL), for customers within its franchise territories, access by phone customers and other carriers to the local 
division’s local network, nationwide long distance services to residential customers located within its franchise 
territories, sales of telecommunications equipment, and other services within specified calling areas to residential 
and business customers. The local division provides wireless services to customers in its franchise territories 
through agency relationships. DSL enables high speed transmission of data over existing copper telephone lines. 

Sprint PCS Group 

The PCS Group includes Sprint’s wireless PCS operations. At year-end 2003, the PCS Group, together with third 
party affiliates, operated PCS systems in over 300 metropolitan markets, including the 100 largest U.S. 
metropolitan areas. The PCS Group has licenses to serve the entire US. population, including Puerto Rim and 
the U.S. Virgin Islands. The service offered by the PCS Group and its third party affiliates reaches a quarter billion 
people. The PCS Group, combined with our wholesale and affiliate partners, served more than 20 million 
customers at the end of 2003. The PCS Group provides nationwide service through a combination of: 

operating its own digital network in major U.S. metropotitan areas using code division multiple access 
technology (CDMA), which is a digital spread-spectrum wireless technology that allows a large number of 
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users to access a single frequency band by assigning a code to all speech bits, sending a scrambled 
transmission of the encoded speech over the air and reassembling the speech into its original format, 

affiliating with other companies that use COMA, mainly in and around smaller U.S. metropolitan areas, 

roaming on other providers’ analog cellular networks using multi-mode and multi-band handsets, and 

roaming on other providers’ digital networks that use CDMA. 

9 

Sprint PCS customers can use their phones through roaming agreements in countries other than the United 
States, including areas of: 

Canada and Mexico, 

Asia Pacific, including China, Guam, Hong Kong and New Zealand, 

Central and South America, including Argentina, Bolivia, Chile, Colombia, Ecuador, Guatemala, 
Paraguay and Uruguay, and 

Most major Caribbean Islands. 

Sprint launched nationwide third generation (3G) capability in the 2002 third quarter. This capability allows more 
efficient utilization of the network when voice calls are made using 3G-enabled handsets. It also provides 
enhanced data services. The service, marketed as ‘PCS Vision,” allows consumer and business customers to use 
their Vision-enabled PCS devices to exchange instant messages, exchange personal and corporate e-mail, take, 
send and receive pictures, play games with full-color graphics and polyphonic sounds and browse the Internet 
wirelessly with speeds up to 144 kbps i:with average speeds of 50 to 70 kbps). 

The PCS Group supplements its own nletwork through affiliation arrangements with other companies that use 
CDMA. Under these arrangements, these companies offer PCS services using Sprint‘s spectrum under the Sprint 
brand name on CDMA networks built and operated at their own expense. 

Several of these affiliates are experiencing financial difficulties and are evaluating or have completed restructuring 
activities. Two affiliates have filed for bankruptcy protection and made claims against Sprint in the bankruptcy 
courts. One other affiliate has filed suit against Sprint. Several of the affiliates are disputing and refusing to pay 
amounts owed to Sprint. Reserves have been established that are expected to provide for the ultimate resolution 
of these disputes, and Sprint is in negotiations with some of the affiliates regarding restructuring its relationship 
with them. 

Sprint has reached agreements with several of its affiliates, including two of the largest who have completed 
restructuring activities. Sprint has amended the existing agreements to provide for a simplified pricing mechanism, 
as well as refining and changing various business processes. The amended agreements cover approximatefy 40% 
of the customers served by alt affiliates. The agreements provide simplified and predictable long-term pricing for 
service bureau fees and stability to the rates charged for inter-area service fees. In addition, Sprint and the 
companies settled all significant outstanding disputes. The revised terms under the agreements are expected to 
have an immaterial impact on future PCS Group results. 

The PCS Group also includes its inveslment in Virgin Mobile, USA, a joint venture to market wireless services, 
principally to youth and pre-pay segments. This investment is accounted for using the equity method. 

The PCS Group also provides PCS services to companies that resell PCS services to their customers on a retail 
basis under their own brand. These companies bear the costs of acquisition, billing and customer service. 

Intergroup Transactions and Allocations 

Intergroup Transactions 

The PCS Group uses the long distance operation of the FON Group as its inter-exchange carrier and purchases 
wholesale long distance for resale to its customers. Additionally, the FON Group provides the PCS Group with 
Caller ID services and various other gonds and Services. Charges to the PCS Group for these items totaled $675 
million in 2003, $672 million in 2002, arld $570 million in 2001. Also included in these amounts are charges for 
goods capitalized by the PCS Group. These capitalized charges tolaled $6 million in 2003, $4 million in 2002, and 
$1 2 million in 2001. The service charges less capitalized charges are included in the FON Group’s net operating 
revenues and in the PCS Group’s wsts of services and products. 
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The PCS Group provides the FON Group with access to its network and telemarketing and various other services. 
Charges to the FON Group for these items totaled $9 million in 2003 and $20 million in 2001. In 2002, the PCS 
Group credit4 the FON Group for $46 million. This credit was primarily related to proceedings initiatd by the 
Federal Communications Commission (FCC) in 2001 to consider a number of issues regarding compensation 
arrangements between carriers that exchange local and long distance traffic, including the issue of whether 
wireless carriers should be allowed to charge long distance carriers for terminating long distance calls to their 
wireless customers. 

The FON Group charges the PCS Group a return on investment or capital carrying charge for the use of corporate 
owned capital assets. Charges to the PCS Group for this item totaled $42 million in 2003, $33 million in 2002 and 
$1 1 million in 2001. These amounts are included in the FON Group’s non-operating income and the PCS Group’s 
operating expenses. 

Allocation of Shared Services 

Sprint directly assigns, where possible, certain general and administrative costs to the FON Group and the PCS 
Group based on their actual use of those services. Where direct assignment of costs is not possible, or practical, 
Sprint uses other indirect methods, inctuding time studies, to estimate the allocation of costs to each group. Cost 
allocation methods other than time studies include factors (general, marketing or headcount) derived from the 
operating unit’s relative share of the predefined category referenced (e.g. headcount). Sprint believes that the 
costs allocated are comparable to the costs that would be incurred if the groups would have been operating on a 
stand-alone basis. 

The FON Group provides facilities, information services and certain other services to the PCS Group. Charges to 
the PCS Group for these services totaled $505 million in 2003, $359 million in 2002, and $236 million in 2001. Also 
included in these amounts are charges that were capitalized by the PCS Group. These capitalized charges totaled 
$24 million in 2003, $20 million in 2002, and $19 million in 2001. The service charges less capitalized charges are 
included in the PCS Group’s operating expenses. The increase in these charges primarily reflects the transition of 
the PCS Group to shared facilities managed by the FOM Group. Previously, the PCS Group had separate facilities, 
and thus a direct cost. The PCS Group direct costs for these facilities have dropped proportionately for these 
allocated shared services. 

Additional costs for shared services totaled approximately $1.0 billion in 2003, $568 million in 2002, and $542 
million in 2001. The percentage of these costs allocated to the PCS Group was approximately 43% in 2003, 31 YO 
in 2002, and 23% in 2001 with the balance allocated to the FON Group. The increase in total costs for shared 
services is driven by the consolidation of Sprint’s Network, Information Technology, and Billing and Accounts 
Receivable organizations announced in 2002. As a result of synergies from these consolidations, group direct 
costs for these services have dropped more than proportionately for these allocated shared services. 

The allocation of shared services may change at the discretion of Sprint‘s board and does not require shareholder 
approval. 

Allocation of Group Financing 
Financing activities for the groups are managed by Sprint on a centralized basis. Debt incurred by Sprint on behalf 
of the groups is specifically allocated to and reflected in the financial statements of the applicable group. Interest 
expense is allocated to the PCS Group based on an interest rate that is substantially equal to the rate it would be 
able to obtain from bird parties as a wholly owned Sprint subsidiary, but without the benefit of any guarantee by 
Sprint or any member of the FON Group. That interest rate Is higher than the rate Sprint obtains on borrowings. 
The difference between Sprint‘s actual interest rate and the rate charged to the PCS Group is reflected as a 
reduction in the FON Group’s interest expense and totaled $374 million in 2003, $336 million in 2002, and $288 
million in 2001, These amounts are reflected in the “Intergroup interest charge” on the Consolidated Statements of 
Operations. 

The FON Group earned intergroup interest income and the PCS Group incurred intergroup interest expense of 
$15 million in 2001 primarily related to the FON Group’s ownership of PCS Group debt securities. Sprint redeemed 
these securities in the 2001 fourth quarter. As a result of this redemption, the FON Group recognized an $1 1 
million pre-tax gain to “Other income (expense), net” and the PCS Group recorded an $1 1 million pre-tax loss to 
”Discount (premium) on early retirement of debt.” v T 

3 s 
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Under Sprint’s centralized cash management program, one group may advance funds to the other group. These 
advances are accounted for as short-lerm borrowings between the groups and bear interest at a market rate that 
is substantially equal to the rate that group would be able to obtain from third parties on a short-term basis. 

The allocation of group financing activities may change at the discretion of Sprint‘s board and does not require 
shareholder approval. 

Allocation of Federal and State Income Taxes 

Sprint files a consolidated federal income tax return and certain state income tax returns which include FON Group 
and PCS Group results. Sprint adopted a tax sharing agreement which provided for the allocation of income taxes 
between the two groups. The FON Group’s income taxes are calculated as i f  it files returns which exclude the PCS 
Group. The PCS Group’s income taxes reflect the PCS Group’s incremental cumulative impact on Sprint’s 
consolited income taxes. Intergroup tax payments are satisfied on the date Sprint’s related tax payment is due 
to or the refund is received from the applicable tax authority. 

The original tax sharing agreement applied to tax years ending on or before December 31, 2001. In December 
2001, Sprint adopted a continuation of this tax sharing arrangement except for the elimination of certain provisions 
addressing certain types of acquisitions or restructurings, which never became operable under the original 
agreement. 

Income Taxes 

Sprint records deferred income taxes based on temporary differences between the carrying amounts of assets and 
liabilities for financial reporting purposes and their tax bases. 

Revenue Recognition 

Sprint recognizes operating revenues in accordance with Staff Accounting Bulletin No. 104, Revenue Recognition. 
Operating revenues are recognized as services are rendered or as products are delivered to customers. Certain of 
Sprint’s bundled products and services have been determined to be revenue arrangements with rnuhiple 
deliverables. Total consideration received in these arrangements is allocated and measured using units of 
accounting within the arrangement based on relative fair values. 

Certain installation fees are deferred and amortized over the average life of the service. 

Advertising Expense 

Sprint recognizes advertising expense as incurred. These expenses include production, medii and other 
promotional and sponsorship costs. Advertising expenses totaled $778 million in 2003, $863 million in 2002, and 
$1.1 billion in 2001. 

Cash and Equivalents 
Cash equivatents generally include highly liquid investments with original maturities of three months or less. They 
are stated at cost, which approximates market vatue. Sprint uses controtled disbursement banking arrangements 
as pari of its cash management program. Outstanding checks included in accounts payabfe totaled $208 million at 
year-end 2003 and $j 92 million at year-end 2002. Sprint had sufficient funds available to fund the outstanding 
checks when they were presented for payment. 

Allowance for Doubtfrrl Accounts 

This reserve reflects the estimate of ac:counts receivable collectibility and requires management’s judgement 
based on historical trending, industry norms and recognition of current market indicators about general economic 
conditions, which are predictive of the future economic viability of our customer base. 
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lnvestments in Debt Securities 

Investments in marketable debt securities are classified as available for sale and reported at estimated fair value, 
based on quoted market prices. Interest on investments in debt securities is reinvested and recorded in “Other 
income (expense), net? in the Consolidated Statements of Operations. Gross unrealized holding gains and losses 
are reflected on the Consolidated Balance Sheets as adjustments to “Shareholders’ equity-Accumulated other 
comprehensive income (loss),’’ net of related income taxes. 

investments In Equity Securities 
Investments in marketable equity securities are classified as available for sale and reported at estimated fair value, 
based on quoted market prices. Gross unrealized holding gains and losses are reflected on the Consolidated 
Balance Sheets as adjustments to “Shareholders’ equity-Aocumulated other comprehensive income (loss),” net 
of related income taxes. Impairment losses on investments in equity securities are recorded to “Other income 
(expense), ner in the Consolidated Statements of Operations when an investment’s market value declines below 
Sprint’s cost basis on an other than temporary basis. 

Inventories 

Inventories forthe FON Group are stated at the lower of cost (principally first-in, first-out method) or market value. 
Inventories for the PCS Group are stated at the lower of cost (principally first-in, first-out method) or replacement 
value. 

PmpeHy, Plant and Equipment 

Property, plant and equipment is recorded at cost. Generally, ordinary asset retirements and disposals are 
charged against accumulated depreciation with no gain or loss recognized. The cost of property, plant and 
equipment is generaliy depreciated on a straight-line basis over estimated economic useful lives. Repair and 
maintenance costs are expensed as incurred. 

December 31, 

(mil/ions) 
2003 2032 

FON Group 
Global markets division $14,125 $14,485 
Local division 19,030 18,343 
Other 2,360 2,217 

Total FON Group 35,515 35,055 

Total property, plant and equipment $54,247 $52,033 
i 8.732 16,978 PCS Group 

Capitalized Interest 

Capitalized interest totaled $86 million in 2003, $1 18 million in 2002, and $1 74 mittion in 2001. Capitalized interest 
for the FON Group totaled $7 million in 2003, $18 million in 2002, and $30 million in 2001. Capitalized interest for 
the PCS Group totaled $79 million in 2003, $100 million in 2002, and $144 million in 2001. Capitatized interest is 
incurred in connection with the PCS Group’s and the FON Group’s construction of capital assets. 

Goodwill and Other Intangibles 

Effective January 1, 2002, Sprint adopted Statement of Financial Accounting Standards (SFAS) No. 142, Goodwill 
and Other Intangible Assets. Upon adoption of this statement, amortization of goodwill and indefinite life 
intangibles ceased, and accumulated amortization as of December 31, 2001 reduced the carrying value of these 
assets. See Note 6 for additional information regarding SFAS No. 142 and the treatment of goodwill and other 
intangibles. 

Goodwill 

Goodwill represents the excess of the purchase price over the fair value of the net assets acquired in business 
combinations account4 for as purchases. The book value of goodwiil was $4.4 billion at year-end 2003 and 2002. 
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Sprint evaluates goodwill for impairment on an annual basis and whenever events or circumstances indicate that 
these assets may be impaired. Sprint determines impairment by comparing the net assets of each reporting unit 
(identified as Sprint’s operating segments) to the respective fair value. In the event a unit’s net assets exceed its 
fair value, an implied fair value of gooclwill must be determined by assigning the unit’s fair value to each asset and 
liability of the unit. The excess of the fair vafue of the reporting unit over the amounts assigned to its assets and 
liabilities is the implied fair value of goodwill. An impairment loss is measured by the difference between the 
goodwill carrying value and the implied fair value. 

Indefinite Life Intangibles 

Sprint identified spectrum licenses and Sprint’s trademark as indefinite life intangibles after considering the 
expected use of the assets, the regulatory and economic environment within which they are being used, and the 
effects of obsolescence on their use. 

The PCS Group acquired spectrum 1ict:nses from the FCC to operate as a PCS service provider. Additionally, the 
PCS Group incurred costs related to microwave relmcation in constructing the PCS network. The global markets 
division acquired spectrum licenses when the broadband fixed wireless companies were acquired in 1999. 
Spectrum licenses are integral to the operation of our business, and in fact, we cannot operate major portions of 
our business without them. As long as Sprint acts within the requirements and constraints of the regulatory 
authorities, the renewal and extension of its licerises is reasonably certain. Spectrum licenses authorize wireless 
carriers to use radio frequency spectrum. That spectrum is a renewable, reusable resource that does not deplete 
or exhaust over time. At present there is no competing technology on the horizon that would render spectrum 
obsolete. Currently, there are no changes in the competitive or legislative environments that would put in question 
the future need for spectrum licenses. 

The Sprint trademark is a highly respected brand with positive connotations. Current market assessments rank it 
as one of the most recognizable brands in the United States. Sprint has no legal, regutatory or contractual 
limitations associated with its trademark. Sprint cultivates and protects the use of its brand. 

Sprint evaluates the recovevabilrty of indefinite lived intangible assets on an annual basis and whenever events or 
circumstances indicate that these assets might be impaired. Sprint determines impairment by comparing an 
asset’s respective carrying value to estimates of fair value using the best informatbn available, which requires the 
use of estimates, judgments and projections. In the event impairment exists, a loss is recognized based on the 
amount by which the carrying value exceeds the fair value of the asset. 

In the 2003 third quarter, the global markets division recorded a pre-tax, non-cash charge of $1.2 billion related to 
the write-down in the fair value of its MMDS spectrum, As of December 31, 2003, the wireless PCS spectrum and 
the trademark value were not impaired 

The book value of indefinite life intangibles was $3.4 billion at year-end 2003 and $4.6 billion at year-end 2002. 

Definite Life intangibles 

Definite life intangibles include the value of Sprint’s patents and previously included the value associated with the 
PCS Group customer base through acquisition. In 2002, the intangible associated with the PCS customer base of 
approximately $746 million became fully amortized, at which time the accumutated amortization reduced the 
carrying value of the asset. Sprint evaluates the recoverability of definite life intangible assets when events or 
circumstances indicate that these assets might be impaired. Sprint determines impairment by comparing an 
asset‘s respective carrying value to estlimates of the sum of the future cash flows expected to result from Sprint’s 
asset, undiscounted and without interest charges. If the carrying amount is more than the recoverable amount, a 
loss is recognized based on the amount by which the carrying value exceeds the fair value of the asset. Definite 
life intangibles are amortized over their useful tives, which at year-end 2003 averaged 10 years. Amortization on 
these assets totaled $1 million in 2003, $4 rnilliori in 2002, and $148 million in 2001. 

Restructuring Activity 

In June 2002, the Financial Accounting Standards Board (FASB) issued SFAS No. 146, Accounting for Costs 
Associated with Exit or Disposal Activities. This standard provides accounting guidance for costs associated with 
exit or disposal activities and nullifies Emerging Issues Task Force (EITF) issue No. 94-3, Liability Recognition for 
Certain Employee Termination Benefits and Othsr Costs to Exit an Activij. (including Certain Costs Incurred in a 
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Restructuring). This standard revised guidance on when a liability for a cost associated with an exit or disposal 
activity is incurred. Sprint adopted this standard effective January 1 ,  2003 for restructuring activities occurring after 
that date. 

Earnings per Share 
Earnings per share (EPS) is computed individually for the FON Group and PCS Group. As a part of the 
Recapitalization, each Class A common share owned by FT and DT was reclassified such that each share 
represented a right to one share of FON stock and M share of PCS stock. In order to give effect to the fT and DT 
interests when determining earnings per share, the number of shares of FON stock and PCS stock represented by 
the shares of Class A common stock are included in the calculation of the weighted average FON and PCS 
common stock outstanding. At year-end 2003, there were no shares of Class A common stock outstanding. At 
year-end 2001 I the outstanding Class A common stock no longer represented shares of FON stock. 

The FON Group’s dilutive securities (mainly options and restricted stock units) totaled 2.3 million shares in 2003 
and 1.2 million shares in 2002. In 2001, dilutive securities did not have a dilutive effect on loss per share because 
the FON Group incurred a net loss. Dilutive securities for the PCS Group mainly include options, convertible 
preferred stock, restricted stock units and equity units. These securities did not have a dilutive effect on loss per 
share because the PCS Group incurred net losses for 2003,2002, and 2001. As a result, diluted loss per share 
equaled basic loss per share. 

Options have been granted with exercise prices, which are currently higher than market. These options are 
considered antidilutive and have not been included in the dilutive calculation. The FON Group’s antidilutive 
securities totaled $71 million in 2003, $87 million in 2002 and $36 million in 2001. The PCS Group’s antidilutive 
securities totaled $63 million in 2003, $64 miltion in 2002 and $27 million in 2001, 

Effective January 1, 2003, Sprint adopted SFAS No. 145 Hescission of FASB Sratements #on 4, 44 and 64, 
Amendment to FASB Statement No. 13, and Technical Corrections. Upon adoption of this statement, gains and 
losses from the extinguishment of debt are required to be reported in other income or expense; they had 
previously been reported as an extraordinary item. As a result, Sprint has restated its 2001 EPS from continuing 
operations for the PCS Group to reflect the one cent loss from the extinguishment of debt previously reported as 
an extraordinary item. 

Stock-based Compensation 
Effective January 1, 2003, Sprint adopted SFAS No. 123, Accounting for Siock-Based Compensation, as amended 
by SFAS No. 148, Accounting for Stock-Based Compensation-Transition and Disclosure, an Amendment of 
FASB Statement 123, using the prospective method. Upon adoption Sprint began expensing the fair value of 
stock-based compensation of all grants, modifications or settlements made on or after January 1, 2003. The 
following table illustrates the effect on net income and earnings per share of stock-based cornpensation included in 
net income and the effect on net income and earnings per share for grants issued on or before December 31, 
2002, had Sprint applied the fair value recognition provisions of SFAS No. 123. 

Compensation costs are expensed over the vesting period of the award using the straight-line method. The 
amount of compensation cost recognized at any date is at least equal to the vested portion of the award. 

Sprint FON Group 
Year-fnded December 31 I 2003 2002 2001 

{millions) 
Net income (loss), as reported $1,876 $1,208 $ (147) 

Add: Stock-based employee compensation expense included in reported net income (loss), net of 

Oeduct: Total stock-based employee compensation expense detennined under fair value based 
related tax effects 19 3 1 

method for all awards, net of related tax effects (47) (91) (145) 
Pro forma net income (loss) $ f , W  $1,120 $(291) 

Earnings (loss) per curnrnon share: 
Basic-as reported 

Basic-pro forma 

Diluted-as reported 

Diluted-pro forma 

$ 2.09 $ 1.36 $(0.16) 
$ 2.06 $ 1.26 $(0.32) 
$ 2.09 $ 1.36 $(0.16) 

$ 2.05 $ 1.26 S(0.32) 
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Sprint PCS Group 

Year-Ended December 31, 2003 2002 2001 

Net income (loss), as reported 
(millions) 

$ (661) $ (578) $( 1,254) 
Add: Stockbased employee compensatim expenso included in reported net income (loss), nei of 

Deduct: Total stock-based employee compensation expense determined under fair value based 
- 14 2 related tax effects 

method for all awards, net of related tax 0ffects (59) (127) (206) 
Pro forma net income (loss) 
Earnings (loss) per common share: 

$ (706) $ (703) $( 1.460) 

Basic and diluted-as reported $(0.66) $(0.58) $ (1.28) 

Basic and difutd-pro forma $(0.70) $(0.71) $ (1.49) 

Sprint recognized pre-tax charges of $37 million related to stmk-based grants issued in 2003. In 2002, pre-tax 
charges of $7 million were recognized for grants of restricted stock made in 2002 and previous years. 

In the 2003 second quarter, Sprint recognized pre-tax charges of $15 million for non-cash expense in connection 
with separation agreements between Sprint and Wiftiam T. Esrey, former chairman and chiel executive officer, 
Ronald T. LeMay, former president and chief operating officer, and J. Richard Devlin, former executive vice 
president-general counset, external affairs and corporate secretary. The charges were associated with 
accounting for modifications which accelerated vesting and extended exercise periods of stock options granted in 
prior periods, as required by SFAS No. 123. Most of the FON options had exercise prices that were approximately 
two times the market price a? the modification date, while most of the PCS options had exercise prices that were 
five times the market price at the modiiication date. The charge to earnings in the second quarter was 
approximately one cent per share each for the FON Group and the PCS Group. An additional $21 million pre-tax 
impact from these separation agreements was not recognized, but is included in the pro forma table above. 

.. 

2. Investments 

At December 31, 2003 Sprint carried $548 million in investment asset value: $125 million of which was included in 
"Current a s s e t s l h e f  and $423 million in "Other assets". At December 31, 2002, $31 1 million of investment 
asset value was all included in 'Other assets." The material investment types and amounts include: 

Investments in Debt Securities 

During the second half of 2003, Sprint iinvested in marketable debt securities in the amount of $500 miiiion. 
Interest on these investments is reinve:sted and recognized in *Other income (expense), net" in the Consolidated 
Statements of Operations. Sprint recognized approximately $3 million of interest income on these investments in 
2003. Accumulated unrealized holding gains were immaterial as of December 31, 2003. At December 31 2003, 
investments in marketable debt securities totaled $503 million of which $125 million was included in 'Current 
a s s e t e t h e r "  and $177 million was irictuded in "Other assets" on the Consolidated Balance Sheets. The 
remaining $201 million have original or remaining maturities at purchase of less than 90 days and were included in 
"Cash and equivalents." Sprint did not have any marketable debt securities as of December 31,2002. 

Investments in Equity Securities 
The cost of investments in marketable #equity securities, primarily made up of EarthLink common stock, was $1 34 
million and $95 million at year-end 200.3 and 2002, respectively. Accumulated unrealized holding gains were $38 
million (net of $23 million tax) at year-end 2003. Comparatively, at year-end 2002, the accumulated unrealized 
holding losses were $1 2 million (net 01 $8 million tax) and accumulated unrealized holding gains were $6 million 
(net of $4 million tax). Both gains and bsses we]-e included in "Accumulated other comprehensive income (loss)" 
on the Consolidated Balance Sheets. 

At year-end 2003, Sprint held 18.9 million shares of EarthLink common stock, which were reflected in "Other 
assets" on the Consolidated 8alance Sheets. These shares were hedged with variable prepaid forward contracts, 
maturing from November 2004 to November 2005. 

In the 2003 second quarter, Sprint sold 10.8 million Earthlink common shares for $66 million. Shares were sold 
both to EarthLink, tnc. and in the open market. Sprint recognized a $3 million loss on the sales. 
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In the 2001 third quarter, Sprint sold 18.4 million of its common shares in EarthLink for $228 million. The net loss 
on the sale was $25 million and was included in “Other income (expense), net” in Sprint’s Consolidated 
Statements of Operations. 

Cost Method Investments 
At December 31, 2003, Sprint no longer carried any cost method investment related lo EarthLink preferred shares. 
In the 2003 second quarter, Sprint converted its remaining cost method investment in EarthLink preferred shares 
into 18 million shares of EarthLink common stock. EarthLink common stock is a marketable equity security. 

At December 31,2002, Sprint’s cost method investment in EarthLink preferred shares of $1 16 million was included 
in ‘Other assets’’ on the Consolidated Balance Sheets. In the 2002 second quarter, Sprint completed an analysis 
of the valuation of this investment, which resulted in a write-down of $241 million to market value. This charge was 
included in “Other income (expense), ner in Sprint’s Consolidated Statements of Operations. 

During 2002, Sprint converted 9 million shares of EarthLink preferred stock into 8.8 million shares of EarthLink 
common stock. 

In 2001, Sprint converted 9.3 million shares of EarthLink preferred stock into 8.9 million shares of EarthLink 
common stock. 

Equity Method Investments 

At year-end 2003 and 2002, investments accounted for using the equity method consisted primarily of the PCS 
Group’s investment in Virgin Mobile, USA. At year-end 2001, investments accounted for using the equity method 
included the PCS Group’s investments in Pegaso Telecomunicaciones, S A .  de C.V. (Pegaso), SVC BidCo L.P. 
(BidCo), and Virgin Mobile, USA, as well as the FON Group’s investments in EarthLink and lntelig 
Telecommunicacoes, Ltda. (Intelig). These investments were reflected in “Other assets” on the Consolidated 
Balance Sheets. Certain other equity method investments are carried at zero value. 

Virgin Mobile, USA 

Sprint’s investment in Virgin Mobile, USA was $41 million at year-end 2003 and $101 million at year-end 2002. 
Sprint determined that Virgin Mobtle, USA is not a variable interest entity and therefore carries it as an equity 
investment. 

This joint venture with the Virgin Group was originally entered into in the 2001 fourth quarter. Virgin Mobile, USA 
launched services in June 2002. In the 2002 second quarter, Sprint entered into a new agreement with Virgin 
Group for funding of Virgin Mobile, USA. Under the terms of the agreement, Sprint agreed to fund up to $1 50 
mitiion, with the majority in the form of discounted network services and the remainder in cash, and the Virgin 
Group agreed to fund up to $150 million in cash. As of December 31,2003, Sprint satisfied 100% of this cash 
funding commitment and approximately 70% of the network services contribution. Additionally, in the 2003 third 
quarter, Sprint’s b a r d  of directors authorized additional cash funding for the joint venture in the amount of $30 
million, of which $20 million had been provided to the joint venture as of December 31, 2003. 

Finally, in the 2003 third quarter, a Sprint subsidiary agreed to guarantee a $20 million term-loan faclity entered 
into by Virgin Mobile, USA to fund working capital needs. The facility expires on December 31,2004. If required to 
perform, Sprint would acquire Virgin Mobile, USA’s subscriber base. The fair value of this guarantee was recorded 
in ‘Noncurrent iiabilities-other” on the Consolidated Balance Sheets in the amount of $5 million. 

BidCo 

During 2002, the PCS Group’s investment in BidCo was dissolved. In the 2002 fourth quarter, Sprint received $5 
million, its final share of the FCC’s return of deposit for licenses in the NextWave spectrum auction after receiving 
$38 million in the 2002 second quarter representing its 85% share of tbe deposit for licenses. AI  dissolution a $5 
million loss was recognized. 
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Pegaso 
In the 2002 third quarter, the PCS Group sold its investment in Pegaso to Telefonica Moviles. Sprint also reached 
an agreement with Pegaso and the other shareholders of Pegaso for payment in connection with the cancellation 
of Sprint’s Services Contract. Sprint’s hook investment in Pegaso was zero due to previous recognition of its share 
of losses. Sprint received $28 million from Telefonica Moviles in the third quarter, and in October 2002 received an 
additional final payment, net of foreign withholding tax, of $35 million for its investment in Pegaso. 

Other investments 

In the 2002 fourth quarter, Sprint liquidated a partnership and received cash proceeds of $1 48 million. Associated 
with this transaction, Sprint ex!inguisht?d a $150 million borrowing from the partnership. Sprint recorded a $1 
million loss on the investment. 

In the 2002 second quarter, Call-Net, a Canadian long-distance provider, finalized a comprehensive 
recapitalization proposal that altered the FON Group’s existing ownership in this investment, which has been 
carried at zero value since the 2WO fourth quarter. Sprint invested approximately $16 million in new Call-Net 
shares as part of this recapitalization. !3nce this is an equity method investment, Sprint recognized previously 
unrecognized losses in the amount of Ihis additional investment. Additionally, Sprint and Call-Net agreed to a new 
ten year branding and technology services agreement for which Sprint receives royalties. 

In the 2001 third quarter, Sprint cornplt:ted an analysis of the valuation of its investment in lntelig that resulted in a 
$1 57 million write-down. This charge was included in “Other income (expense), net” in Sprint’s Consolidated 
Statement of Operations. 

Combined, unaudited, summarized financial information (1 00% basis) of entities accounted for using the equity 
method was as follows: 

2003 2002 2001 
(mil/ions) 

Results of operations 
Net operating revenues $831 $674 $ 1,181 

Operating income (loss) $(277) E(303) $(1,185) 

Net Income (loss) $(253) f(468) $(I ,593) 

Financial position 
Current assets $260 $166 $ a35 
Noncurrent assets 479 458 2,102 

Total $ 739 $624 $ 2,937 

Current liabilities $ 3 0 1  $162 5 818 

Partners’ capital 289 130 - 
Noncurrent liabilities 328 325 2,251 

Owners’ equity (179) 7 (132) 

$739 $ 624 $2,937 Total 

f-26 

- . . . 



3. Financial Instruments 

Fair Value of FlnancBI lnstrumenfs 
Sprint estimates the fair value of its financial instruments using available market information and appropriate 
valuation methodologies. As a result, the following estimates do not necessarily represent the values Sprint could 
realize in a current market exchange. These amounts have not been comprehensively revalued for purposes of 
these financial statements since December 31, 2003. Therefore, estimates of fair value after year-end 2003 may 
differ significantly from the amounts presented below. 

The carrying amounts and estimated fair values of Sprint’s financial instruments at year-end were as follows: 

2003 

$ 2,424 $ 2,424 Cash and equivalents 

Japanese yencl) 1 6 0  160 
Total debt 17,435 19,153 

Investments in securities 497 497 

Equity unitst21 1,738 490 
Redeemable preferred stock 247 222 

2002 
Carrying Estimated 
Amount Fair Value 

(mi/lions) 
Cash and equivalents $ 1,035 $ 1,035 
Investments in securities 201 182 
Japanese yen[’) 157 157 
Total debt 20,282 19,242 
Equity units{*) 1,756 504 
Redeemable preferred stock 256 206 

(1) Yen am held on deposii io satisfy cerfain capital lease obligations. S6e Note 8 for additional information. 

Equity units include senior noles of $1.725 billion and !he purchase contracl adjushnent payment /iabi/i!y of $13 million in 
2003 and $31 million in 2002. See Note 9 for more information on equity units. 

The carrying amounts of Sprint’s cash and equivalents approximate fair value at year-end 2003 and 2002. The 
estimated fair vatue of investments in securities was based on quoted market prices. The estimated fair value of 
long-term debt was based on quoted market prices for publicly traded issues. The estimated fair value of equity 
units was based on quoted market prices. The estimated fair value of all other issues was based on either the 
Black-Scholes pricing model, the present value of estimated future cash flows using a discount rate based on the 
risks involved or quoted market prices when available. 

Accounting for Derivative Instruments 

Accounting Standard 

SFAS No. 133, Accounting for Derivative Instruments and Hedging Activities became effective for Sprint on 
January 1 2001 and establishes accounting and reporting standards for derivative instruments, including certain 
derivative instruments embedded in other contracts, and for hedging activities and requires recognition of all 
derivatives on the balance sheet at fair value, regardless of the hedging relationship designation. Accounting for 
the changes in the fair value of the derivative instruments depends on whether the derivatives qualify as hedge 
relationships and the types of the relationships designated are based on the exposures hedged. Changes in fair 
value of derivatives designated as fair value hedges are recognized in earnings along with fair value changes of 
the hedged item. Changes in fair value of derivatives designated as cash flow hedges are recorded in Other 
comprehensive income (loss) and are recognized in earnings when the hedged item affects earnings. Changes in 
fair value of derivative instruments that do not qualify for hedge relationship designation are recognized in 
earnings. 
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Risk Management Policies 

Sprint’s derivative instruments include interest rate swaps, stock warrants, variable prepaid forward contracts, 
credit forward contracts, and foreign currency forward contracts. Sprint’s derivative transactions are used 
principally for hedging purposes and comply with bard-approved policies. Senior finance management receives 
frequent status updates of all outstanding derivative positions. 

Sprint enters into interest rate swap agreements to manage exposure to interest rate movements and achieve an 
optimal mixture of floating and fixed-rate debt while minimizing liquidity risk. The interest rate swap agreements 
designated as fair value hedges effrxtively convert Sprint’s fixed-rate debt to a floating rate through the receipi of 
fixed-rate amounts in exchange for floating-rate interest payments over the life of the agreement without an 
exchange of the underlying principal amount. Sprint enters into interest rate swap agreements designated as cash 
flow hedges to reduce the impact of interest rate movements on future interest expense by effectively converting a 
portion of its floating-rate debt to a fixed rate. 

In certain business transactions, Sprint is granted warrants to purchase the securities of other companies at fixed 
rates. These warrants are supplemenbal to the terms of the business transactions and are not designated as 
hedging instruments. 

Sprint enters into variable prepaid toward contracts which reduce the variability in expected cash flows related to 
a forecasted sale of the underlying equity securities heid as available for sale. 

Sprint enters into fair value hedges thmugh credit forward contracts which hedge changes in fair value of certain 
debt issues. 

Sprint’s foreign exchange risk management program focuses on reducing transaction exposure to optimize 
consolidated cash flow. Sprint enters into forward contracts and options in foreign currencies to reduce the impact 
of changes in foreign exchange rates. Sprint’s primary transaction exposure results from payments made to and 
received from overseas telecommunications companies for completing international calls made by Sprint’s 
domestic customers and the operation of its international subsidiaries. 

Merest Rate Swaps 

The interest rate swaps met all the required criteria under derivative accounting rules for the assumption of perfect 
effectiveness resulting in no recognitioi? of changes in their fair value in earnings during the life of the swap. Sprint 
held both cash flow hedges and fair value hedges in interest rate swaps for some of the periods presented. Sprint 
held only fair value hedges during 2003. 

Sprint recorded a $26 million asset in E!003 resulting from changes in the fair value of the interest rate swaps. The 
increase in value for these swaps has been recorded in “Other assets” on the Consolidated Balance Sheets. As 
the swaps have been deemed perfectly effective, an offset was recorded to the underlying “Long-term debt.” 

E 
L 
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In 2001, upon adoption of SFAS No. 133, Sprint recorded a cumulative reduction in Other comprehensive income 
(loss) of $9 miflion. This reduction results from recognizing the fair value of interest rate swap cash flow hedges 
and is recorded in “Cumulative effect of change in accounting principle” in the Conmlidated Statements of 
Comprehensive Income {Loss). The net derivative bsses included in Accumulated other comprehensive income 
(loss) a5 of December 31,2001 were rlaclassified into earnings as they matured during 2002. 

Sprint recorded a $12 miflion pre-tax increase to Other comprehensive income (loss) for the year ended December 
31, 2002, resulting from gains on cash flow hedges. The change in Other comprehensive income (boss) is included 
in ‘Net unrealized gains (losses) on qu.alifying cash flow hedges” on the Consolidated Statements of 
Comprehensive Income (Loss). 

Sprint recorded a $4 million reduction in Other comprehensive income (loss) for the year ended December 31, 
2001, as a result of losses on cash flow hedges. 

Stock Warrants 

The stock warrants are not designated as hedging instruments and changes in the fair value of these derivative 
instruments are recognized in earnings during the period of change. 
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Sprint’s net derivative losses on stock warrants were less than $1 million in 2003. 

Sprint recorded net derivative losses in earnings of $3 million after tax for the year ended December 31 I 2002 due 
to changes in the fair value of the stock warrants. 

Sprint recorded net derivative gains in earnings of $2 million after tax for the year ended December 31, 2001 due 
to changes in the fair value of the stock warrants. 

tn 2001, upon adoption of SFAS No. 133, Sprint recorded a cumulative adjustment to net income of $2 million (net 
of !ax of $1 million). The $2 million cumulative adjustment was due to recognizing the fair vatue of the stock 
warrants that are not designated as hedging instruments and is recorded in ‘Cumulative effect of changes in 
accounting principles, neP‘ in the Consolidated Statements of Operations. 

Net Purchased Equity Options 

The net purchased equity options embedded in variable prepaid forward contracts are designated as cash flow 
hedges. 

Sprint recorded a $37 million after tax decrease for the year ended December 31,2003 in Other comprehensive 
income (loss), and a $17 million after tax increase for the year ended December 31, 2002 resulting from gains and 
losses on these cash flow hedges. There were no net purchased equity options held for the year ended December 
31, 2001. The changes in Other comprehensive income (loss) are included in “Net unrealized gains (losses) on 
qualifying cash flow hedges” on the Consolidated Statements of Comprehensive Income (Loss). 

Credit Forward Contracts 

Sprint held fair value hedges in credit forward contracts during 2003 and 2002 to hedge changes in fair value of 
certain debt issues. As there is a high correlation between the credit forward contracts and the debt issues being 
hedged, fluctuations in the value of the credit forward contracts are generally offset by changes in the fair value of 
the debt issues. A nominal amount was recorded in 2003 and 2002 on this hedge in the Consolidated Statements 
of Operations. In 2003, the credit forward contracts were settled. 

Foreign Currency Contracts 
Foreign currency forward contracts held during the period were not designated as hedges as defined in SFAS No. 
133, and changes in the fair value of these derivative instruments are recognized in earnings during the period of 
change. 

Sprint had outstanding open forward contracts to buy various foreign currencies of $2 million at year-end 2003, $2 
million at year-end 2002, and $3 million at year-end 2001. The forward contracts open at year-end 2003, 2002, 
and 2001 all had original maturities of six months or less. The net gain or loss recorded to reflect the fair value of 
these contracts is recorded in the pericd incurred. Including hedge costs and the underlying gains and losses, net 
losses of $2 million, $0.3 million and $0.8 million were recorded in 2003,2002 and 2001. 

Concentrations of Credit Risk 

Sprint’s accounts receivable are not subject to any concentration of credit risk. Sprint controls credit risk of its 
interest rate swap agreements and foreign currency contracts through credit approvals, dollar exposure limits and 
internal monitoring procedures. In the event of nonperformance by the counterparties, Sprint’s accounting loss 
would be limited to the net amount it would be entitled to receive under the terms of the applicable interest rate 
swap agreement or foreign currency contract. However, Sprint does not anticipate nonperformance by any of the 
counterparties to these agreements. 

4. Asset Retirement Obllgatlons 

Sprint adopted SFAS No. 143, Accounting for Asset Retirement Obligations, on Januaty 1 ,  2003. This standard 
provides accounting guidance for legal obligations associated with the retirement of long-lived assets that result 
from the acquisition, construction or development and (or) normal operation of those assets. According i o  the 
standard, the fair value of an asset retirement obligation (ARO liability) should be recognized in the period in which 
(1) a legal obligation to retire a long-lived asset exists and (2) the fair value of the obligation based on retirement 
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cost and settlement date is reasonably estimable. Upon initial recognition of the ARO liability, the related asset 
retirement cost should be capitalized hy increasing the carrying amount of the related long-lived asset. 

Sprint’s network is primarily located orl owned and leased property and utility easements. In the FON Group, a 
majority of the leased property has no requirement for remediation at retirement. The remainder of the FON 
Group’s leased property and predominately all of the PCS Group’s leased property does have potential 
remediation obligations. Sprint expects to maintain the property as a necessary component of infrastructure 
required to maintain FCC licensing. In calculating the required ARO liability, Sprint evaluated the extent of 
remediation that may be requested by lessors and the associated costs, the likelihood or probability that tessors 
will require remediation under the leasla agreements, and the timing in which remediation may occur. The resultant 
estimate of the ultimate disposition of those requirements was immaterial both at adoption of this standard on 
January 1, 2003, and on the 2003 depreciation and accretion expense. 

Adoption of SFAS No. 143 affected the cost of removal historically recorded by the FON Group’s local division. 
Consistent with regulatory requiremenls and industry practice, the local division historically accrued costs of 
removal in its depreciation reserves. Tliese costs of removal do not meet the SFAS No. 143 definition of an ARO 
liability. Upon adoption of SFAS No. 143, the FON Group recorded a reduction in its historical depreciation 
reserves of approximately $420 million to remove the accumulated excess cost of removal, resulting in a 
cumulative effect of change in accounting principle credit of $258 million, net of tax, in the Consolidated 
Statements of Operations. The impact of this accounting change on Income (loss) from continuing operations was 
a decrease to the FON Group’s 2003 clepreciation expense of approximately $40 million and an increase to 2003 
expenses incurred for removal costs of approximately $20 million recognized as incurred over the year. 

The following table illustrates the effect on the FON Group’s Net income (loss) had Sprint applied SFAS No. 143 in 
2002 and 2001 : 
Years ended December 31, 2003 2002 2001 

(mi//ions, except per share amounts) 
Net income (loss). as reported $1.876 $1.208 $ (147) 

Add: Historically accrued cost of removal included in depreciation reserves, less cash 
removal expenses, net of related tax effects - 10 10 

Adjusted net income [loss) 1,618 1,218 (137) 
Preferred stock dividends received 8 7 7 

Adjusted earnings (loss) applicable to common stock $1,626 $1,225 $ (130) 

Diluted and basic earnings (loss) per share 
Net inmme (loss), as reported $ 2.09 $ 1.36 ${O. l6)  

Add: Historically accrued cost of removal included in depreciation rssewes, less cash 

Adjusted diluted and basic earnings (loss) per share . $ 1.80 5 1.37 $(0.15) 

I - Deduct: Cumulative effect of change in acmunting principle, net of related tax effects (258) 

- - Deduct: Cumulative effect of change in accounting principle, net of related tax effects (0 .W 

rsmovaf expenses, net of related tax effm9.s - 0.01 0.01 

Dhted weighted average shares wtstandirig 903.2 893.3 886.8 

Basic weighted average shares outstanding 900.9 892.1 886.8 

~ 

5. Restructurlng and Asset ImpaIrmmts 

Restructuring Activiw 

In the 2003 fourth quarter, Sprint recognized charges from the organizational redesign initiatives. The restructuring 
was a company wide eftort to create a more customer focused organization (Sprint Transformation). This decision 
resulted in pre-tax charges of $59 rnillicrn in the 2003 fourth quarter consisting entirely of severance costs 
associated with work force reductions. In connection with the transformation, Sprint expects the aggregate pre-tax 
charge to be approximately $80 million, Additional charges for employee termination costs wilt be recorded in 
subsequent periads and will impact all #of Sprint‘s divisions. The severance charges are associated with the 
involuntary separation of approximately 2,000 employees. A5 of December 31, 2003, approximatety 800 of the 
employee separations had been completed. 

In the 2003 fourth quarter, the PCS Gniup announced the termination of the development of a new biiling platform 
(PCS Billing Platform Termination). These decisions resulted in pre-tax charges of $351 million in the 2003 fourth 
quarler. The charge for asset impairments was $339 million and the remaining $1 2 million was accrued for other 
contractual obfigations. 
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In the 2003 second quarter, Sprint announced the wind-down of its web hosting business. Restructurings of other 
global markets division operations also occurred in the continuing effort to create a more efficient cost structure 
(Global Markets Web Hosting Wind-down). These decisions resulted in pre-tax charges of $348 million in the 2003 
second quarter, $2 million in the 2003 third quarter and $26 million in the 2003 fourth quarter. The charge for asset 
impairments was $31 6 million, the charge for employee terminations was $1 5 million and the remaining $45 million 
was accrued for facility lease terminations. In connection with the wind-down of the web hosting business, Sprint 
will record additional charges for facility lease terminations, customer migration, employee termination, and other 
wind-down costs in subsequent periods. The severance charges are associated with the involuntary employee 
separation of approximately 600 employees. As of December 31 2003, approximately 350 of the employee 
separations had been completed. Sprint expects the aggregate pre-tax charge to be approximately $440 miltion. 
Sprint expects to pay the majority of severance and other exit costs in the next nine months. 

In the 2002 fourth quarter, Sprint announced a consolidation in its Network, Information Technology, and Billing 
and Accounts Receivable organizations, as well as in other areas of Sprint, in the on-going effort to streamline 
operations and maintain a competitive cost structure (One Sprint Consotidation). These decisions resulted in a 
$146 million pre-tax charge consisting of severance costs associated with work force reductions totaling $58 
million, and the remaining $88 million accrued for other exit costs primarily associated with the termination of real 
estate leases. The severance charge is associated with the involuntary employee separation of approximately 
2,100 employees. In the 2003 fourth quarter, Sprint completed an analysis to true up original estimates, and that 
analysis resulted in a $1 2 million reduction of liabilities. The remaining commitment has been reclassified as other 
current and non-current liabilities. 

In the 2002 fourth quarter, the PCS Group announced it would reduce operating expenses through a work force 
reduction (PCS Consolidation). This action, which was undertaken to create a more competitive cost stmcture for 
the business, resulted in a $43 million pre-tax charge. The charge for severance costs totated $25 million, and the 
remaining $1 8 million was accrued for other exit costs primarily associated with the termination of real estate 
leases. The severance charge was associated with the involuntary employee separation of approximately 1,600 
employees. In the 2003 fourth quarter, Sprint completed an analysis to true up original estimates, and that analysis 
resulted in a $5 million reduction of liabilities. The remaining commitment has been reclassified as other current 
and non-current liabilities. 

In the 2002 third quarter, Sprint announced a restructuring integrating its EtSolutions’ web hosting sales, mobile 
computing consulting, marketing, and product sales support capabilities into Sprint Business while integrating 
EISolutions’ customer sewice operations into Network Services. Additionally, Sprint announced that its global 
markets division would discontinue offering and internally supporting facilities-based Digital Subscriber Line (DSL) 
services to customers (collectively, the Global Markets Consolidation). These decisions resulted in a $202 million 
pre-tax charge. The charge for asset impairments was $1 42 million, severance costs totaled $22 million, and the 
remaining $38 million was accrued for other exit costs associated with the termination of real estate leases and 
other contractual obligations. The severance charge was associated with the involuntary employee separation of 
approximately 1,100 employees. tn the 2003 fourth quarter, Sprint completed an analysis to true up original 
estimates, and that analysis resulted in an $18 million reduction associated with the asset impairment charge and 
a $1 5 million reduction of liabilities. The remaining commitment has been reclassified as other current liabilities, 

In the 2002 first quarter, the PCS Group announced plans to close five PCS customer solution centers, as we1 as 
additional steps to reduce operating costs in its network, sales and distribution, and customer solutions business 
units (PCS Customer Service Center Closures). These decisions resulted in a $23 million pre-tax charge. The 
charge for severance costs was $1 3 million with the remaining $1 0 million being for other exit costs, primarily for 
the termination of real estate leases. The severance charge was associated with the involuntary employee 
separation of approximately 2,600 employees. In the 2002 third quarter, Sprint performed an analysis to finalize 
the restructuring estimates recorded in the 2002 first quarter. This analysis resulted in a $6 million reduction of 
liabilities. The remaining commitment has been reclassified as other current liabilities. 

In the 2001 fourth quarter, Sprint terminated its efforts to provide its Sprint ION consumer and business offerings 
and announced plans to reduce operating costs in the business units that comprise its FON Group. These efforts 
included consolidation and streamlining of marketing and network operations, as well as streamlining corporate 
support functions (Sprint ION Termination). These decisions resulted in a $1,813 million pre-tax charge. The 
charge for asset impairments was $1,327 million, Severance costs totaled $231 million, and the remaining $256 
million was accrued for other exit costs including termination of supplier agreements, real estate leases, and other 
contractual obligations. The severance charge was associated with the involuntary employee separation of 
approximately 6,000 employees. In the 2002 third quarter, Sprint perform4 an analysis of the restructuring 
estimates recorded in the 2001 fourth quarter. This analysis resulted in a reselve reduction in the 2002 third 
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quarter of $42 million and a $34 rnitfion reduction associated with the asset impairment charge. In the 2003 fourth 
quarter, Sprint completed an analysis to finalize the revised estimates, and that analysis resulted in a $20 million 
reduction of liabilities. The remaining c:ornmitment has been reclassified as other current and noncurrent liabilities. 

This activity is summarized as follows: 
2003 Activity 

Decernbttr 31, rota1 Reclass December 31, 

Liability Balance Charge Payments Adjustments Expense Liabilities Liability Balance 
(millions) 

- 
2003 200:! Restructuring Cash Non-cash/ Write-offs/ to Other 

Restructuring Events--2[H)3 
Global Markets Web Hosting 

Winddown 
Severance 
Other exit costs 

Sprint Transformation 
Severanca 

PCS Billing Platform 
Termination 

Other exit costs 

Restructuring Events-2OD2 
One Sprint Consolidation 

Severance 
Other exit costs 

PCS Consolidation 
Severance 
Other exit costs 

Global Markets 
ConsolIdation 

Severance 
Other exit costs 

PCS Customer Service 
Center Closures 

Other exit costs 

$ -- 
-- 

$ 15 
45 

$ 6  
45 

59 5 54 

12 12 

5e 
51 

22 
16 

50 
7 

16 
24 

21 
4 

- 

5 

a 
30 

8 
9 

- 
6 

2 1 1 

Restructuring Events-2001 
Sprint ION Termination 

- 6 
I 

(16) 17 - 21 Severance 43 - 
Other exit costs 47- 17 (9) (4) - 

Total $277 $1 31 $152 $(12) $(52) $75 $1 17 

2002 Activitv 

December 31, Total December 31 I 
2001 Restructuring Cash Non-cash/ 2002 

Liability Balance Charge Payments Adjustments Liability Balance 
(millions) 

Restructuring Events-2002 
One Sprint Consolidation 

Severance $ -  $ 58 $ -  $ -  $ 5 8  
88 - (37) 51 

22 25 3 
(2) 16 18 

8 
30 

Other exit costs - 
Severance I 

Other exit costs - 

Severance - 22 14 - 
38 8 Other exit costs - 

Severance - 13 13 

PCS Consolidation 
- 

- 

Global Markets Consolidation 

- 

PCS Customer Service Center Closures 
I - 

Other exit costs - 10 2 (6) 2 

Severance 160 - 136 19 43 
Other exit costs 230 - 112 (71) 47 

Total $390 $272 $288 $197) $2- 

Restructuring Events-2001 
Sprint ION Termination 
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In 2001 activity related to the Sprint ION Termination restructuring included severance cash expenditures of $31 

non-cash other exit costs. 
million, additional pension obligations of $40 million, other exit costs expenditures of $7 million and $19 million of d 

Other Asset Impairments 

In the 2003 third quarter, the FON Group’s global markets division recorded a pre-tax, non-cash charge of $1.2 
billion related to the write-down to fair value of its MMDS spectrum. Sprint‘s ongoing evaluation of its business use 
for this asset resulted in a decision to end pursuit of a residential fixed wireless strategy. This decision required an 
impairment analysis of the asset. Sprint is now focusing its efforts on a broad range of atternative strategies. Sprint 
is continuing to invest in the spectrum, is monitoring technology and industry developments, and is involved in 
efforts to achieve favorable regulatory rulings with respect to this spectrum. 

In the 2003 first quarter, the PCS Group recorded a charge for asset impairment of $10 miltion. This charge was 
associated with the termination of a software development project. 

In the 2002 fourth quarter, Sprint recorded charges for asset impairment of $56 million. The FON Group recorded 
a network asset impairment related to the global markets division of $14 million. The PCS Group recorded an 
asset impairment of $42 mitlion representing abandoned network projects. 

6. Goodwlll and Other Intangible Assets 

Sprint adopted SFAS No. 142, on January 1,2002. This standard prescribes the accounting treatment for both 
identifiable intangibles and goodwilt after initial recognition. Upon adoption of the standard, amortization of goodwill 
and indefinite life intangibles ceased and accumulated amortization as of December 31 I 2001 reduced the carrying 
value of these assets. Periodic impairment testing of these assets is now required. Definite life intangibles continue 
to be amortized over their useful lives. Sprint identified spectrum licenses, which include related microwave 
relocation costs, and its trademark as indefinite life intangibles. 

In the 2003 third quarter, the FON Group’s global markets division recorded a pre-tax, non-cash charge of $1.2 
billion to asset impairment expense related to the write-down to fair value of its MMDS spectrum. Sprint’s ongoing 
evaluation of its business use for this asset resulted in a decision to end pursuit of a residential fixed wireless 
strategy. This decision required an impairment analysis of the asset using comparable market prices. Sprint is now 
focusing its efforts on a broad range of alternative strategies. Sprint is continuing to invest in the spectrum, is 
monitoring technology and industry developments, and is involved in efforts to achieve favorable regulatory rulings 
with respect to this spectrum. 

Goodwill and all other indefinite life intangibles were tested for impairment in the 2003 fourth quarter. No 
impairment existed. 
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The following pro forma table adjusts lnet income (loss) and basic and diluted earnings (loss) per  share in 2001 to 
exclude amortization, net of any related tax effects, of gocdwill and indefinite lived intangibles. 

Sprint Corporation FON Group PCS Group -- 
Years Ended December 31, 2’003 2002 2001 2003 2002 2001 2003 2002 2001 

(millions, except per share RmOUntS) 

Reported net inmme (loss) 
Add back: 

Goodwill amortization 
Spectrum licenses amortization 

Adjusted net income (loss) 
Preferred stock dividends (paid) 

Adjusted earnings (loss) applicabte to 

Diluted earnlngs (loss) per share 
Reported diluted earnings (loss) per 

share 
Add back: 

Goodwill amortization 
Spectrum licenses amortization 

Adjusted diluted earnings (loss) per 
share 

Diluted weighted average shares 
outstanding 

Basic earnings (loss) per share 
Reported basic earnings (loss) per 

share 
Add back: 

Goodwill amortization 
Spectrum licenses amortization 

Adjusted basic earnings (loss) per 
share 

Basic weighted average shares 
outstanding 

received 

common stmk 

$1,215 $630 $(1,401) $1,876 $1,208 $ (147) 

1 
16 

1,215 630 (1,206) 1,876 1,208 (130) 

- 126 - 
69 - 

-- - 

- - I_ -- 

(7) (7) (7) 8 7 7 -- 

- $1,208 $623 $(1,213) $1,884 $1,215 $ (123) 

$ 2.09 $ 1.36 $(0.16) 

$ 2.09 $ 1.36 $(0.14) 

903.2 893.3 886.8 

$ 2-09 $ 1.36 ji(0.16) 

$ 2.09 $ 1.36 $(0.14) 

900.9 892.1 886.8 

$ (661) $ (578) $(1,254) 

125 
53 

( S l )  (578) (1,076) 

- - 

- - 

$ (0.66) $ (0.58) $ (1.28) 

1,028.7 I ,015.6 989.7 

$ (0.66) $ (0.58) $ (1.28) 

0.13 
0.05 

- - 

- - 

$ (0.66) $ (0.58) 0 (1.10) 

I ,028.7 ,oi 5.8 989.7 

7. Short-term Borrowings and Current Maturities of Long-term Oebt 

Sprint’s consolidated short-term borrowings and current maturities of long-term debt at year-end were as follows: 

(millions) 
Current maturities of long-term debt $ 190 $ 404 $594 $ 779 $653 $1,432 
Short-term borrowings 

455 - 455 

Short-term borrowings and current maturities of long-term 

Trade receivables securitization(’) - - - 

debt $ 190 $ 404 $594 $1,234 $653 $ i ,aw 

These borrowings were incurred under a financing agreement entered into in 2002. To secure repayment of the loans, the 
lenders were granted a securityinteresi in certain FON Group irade accounts receivable. Sprinr’s weighted average interest 
rate related to these borrowings was 2.5% for the year-ended2002. 
As a result of FUN Group’s repayment of senior notes, the allocated debt is reiiacted as intergroup debt and is eliminated on 
the Consolidated Balance Sheet. 

$ - $- $ -  Current maturities of intergroup debW $(1,072) $1,072 $- 

(1) 

(*) 

At year-end 2003, there was $1 . I  billion of current maturities of intergroup debt on the PCS Group balance sheet. 
This is comprised of the senior notes purchased by the FON Group in the first and third quarters of 2003. As a 
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result of the FON Group’s prepayment of the notes the allocated debt is reflected as intergroup debt on the PCS 
Group balance sheet. The intergroup debt is eliminated on the Consolidated Balance Sheet. 

In the 2003 third quarter, Sprint repaid, before scheduled maturities, $334 million of its current maturities of long- 
term debt. The debt consisted of $34 million of senior notes with interest rates ranging from 5.7% to 5.9% and the 
$300 million Export Development Canada loan with an interest rate of 2.8%. Sprint recorded a discount of $3 
million associated with the repayment of the senior notes. 

In June 2003, Sprint entered into a new revolving credit facility with a syndicate of banks. The $1 .O billion facility is 
unsecured, with no springing liens, and is structured as a 364-day credit line with a subsequent one-year, $1 .O 
billion term-out option. Sprint does not intend to draw against this facility. 

In March 2003, Sprint completed a tender offer to purchase $442 million principal amount of current senior notes 
before their scheduled maturity. The notes had an interest rate of 5.7% and a maturity date of November 15, 2003. 
A premium of $6 million was paid as part of the tender offer. The notes were allocated to the PCS Group and 
reflect4 as long-term debt. The PCS Group paid $36 million of the total to the FON Group in the 2003 fourth 
quarter and is scheduled to pay the remaining $406 million in the 2004 second quarter. 

In March 2003, Sprint completed a tender offer to purchase $635 million principal amount of its long-term senior 
notes before their scheduled maturity. These notes were allocated to the PCS Group and were reflected as long- 
term debt at the time of the tender offer. PCS is scheduled to repay the FON Group for this borrowing in the 2004 
second quarter. At year-end 2003, the allocated debt is reflected as current maturities of intergroup debt on the 
PCS Group balance sheet. See further discussion in Note 8. 

In February 2003, Sprint prepaid the $455 million balance outstanding relating to the global markets division 
accounts receivable asset securitization facility. 

At year-end 2003, Sprint had total unused lines of credit of $2.2 billion. In addition, Sprint had standby letters of 
credit serving as backup to various obligations of approximately $1 34 million at year-end 2003. 

Any borrowings Sprint may incur are ultimately limited by certain debt covenants. Sprint could borrow up to an 
additional $6.7 billion at year-end 2003 under the most restrictive of its debt covenants. The most restrictive 
covenant is contained in the new revolving credit facility, which is referenced in Exhibit 1O(c) to this Annual Report 
on Form 10-K, and limits debt, as defined in the agreement, to a multiple of income, adjusted for various items as 
set forth in the agreement. The same restrictive covenant is contained in the PCS Group and the global markets 
division accounts receivable asset Securitization facilities. Sprint is currently in compliance with all debt covenants 
associated with its borrowings. 

8. Long-term Debt and Capital Lease Obligations 

Sprint’s consolidated long-term debt and capital lease obligations at year-end was as follows: 

2003 2002 
FON PCS FON PCS 

Maturing Gmup Group Consolidated Group Group Consolidatd 
(mi//ions) 

Senior notes 

Debentures and notes 
5.7% to 9.5%1‘1 

6.8% to 9.3% 
First mortgage bonds 
6.3% to 9.8% 

2003 to 2032 $1,524 $14,367 51 5,891 $1,709 $16,032 $17,741 

500 2003 to 2022 450 - 450 500 - 

2003 to 2025 666 666 866 866 
Capital lease obligations 

Other 2M33to2006 134 - 1 3 4  39 1 
1.4% to 11.2% 2033 to 2008 43 251 294 49 2w 339 

391 
2,817 14,618 ?7,435 3,515 16,322 19,837 

(594) (-9) (653) (1,432) - 406 (406) - 

- 

Current maturities of long-term debt (190) (404) 
Long-term intergroup debtw - - 

Long-term debt and capital lease 
obligations $2,627 $14,214 $ 1 6 ~ ~ 1  $3,142 $15,263 $18,405 

d 

4 
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I r )  These borrowings wre  incurred by Sprint andallocated lo the applimble group. Sprint's weighted average effective interesi 
rate relal6d to ihesw borrowings was 7.2% for the year-ended2003 and 7.3% for the year-ended 2002. The 2003 effective 
inieresl rate includes the effect of iniert?st rate swap agreements. See Note 3 for more details regarding interest rate swaps. 
The weighted average affective interest rate r8latod to the borrowings allocated to the PCS Group was approximately 9.U% 
tor the year-ended 2W3 and 9.1 % for ihe year-ended 2UU2. See Not8 I for a more detailed descripiion of how Sprint 
allmates financing lo each d t h e  groups. 

As a result of FON Group's prepayment of senior notes, the allocated debt is reflected as intergroup debt and is eliminated 
M the Consolidated Balance Sheet. 

Scheduled principal payments during each of the next five years are as follows: 
Sprint FON Sprint PCS 

Group Consolidated Group 

2004 
2005 
2006 
2007 
2008 

(millions} 
$ 390 $ 404 $ 594 

258 1,028 1,286 
9 849 858 

1,021 750 1,771 
308 1,255 1,563 

Included in the above schedule are payments to be made in connection with various capital lease obligations. A 
substantial portion of the capital lease payments will be in Japanese yen and Sprint already satisfied this obligation 
by depositing the present value of the future yen payment obligations at various banks. These amounts are 
included on the Consolidated Balance Sheet in 'Other Assets." Based on December 31, 2003 outstanding 
balances, total Japanese capital lease payments included in the above schedule are $28 million in 2004, $60 
million in 2005, $104 million in 2006, and $6 million in 2007. 

In the 2003 third quarter, Sprint repaid, before scheduled maturities, $84 million of its local division's first mortgage 
bonds. These bonds had interest rates ranging from 9.1 YO to 9.3% and maturity dates ranging from 2019 to 2021. 
Sprint recordd a premium of $5 milliori associated with this repayment. 

In March 2003, Sprint completed a tender offer to purchase $635 million principal amount of its long-ierm senior 
notes before their scheduled maturity. The notes had an interest rate of 5.9% and a maturity date of May 1 I 2004. 
A premium of $13 million was paid as paart of the tender offer. The notes were allocated to the PCS Group and 
reflected as long-term debt at the time of the tender offer. As a result of the FON Group's repayment of the notes, 
the allocated debt was reflected as intergroup debt on the PCS Group balance sheet. The notes are scheduled to 
be paid to the FON Group in ihe 2004 second quarter. At year-end 2003, the allocated debt is reflected a5 current 
maturities of intergroup debt on the PCS Group baalance sheet. The intergroup debt is eliminated on the 
Consolidated Balance Sheet. 

In December 2002, Sprint repaid $150 million of notes payable relating to a revolving credit facility. Sprint made a 
$150 million investment in the entity that provided this credit at the time it was formed in 1997. Sprint liquidated 
this investment and received a cash distribution approximating its original investment. 

In December 2002, Sprint repaid, before scheduled maturities, $67 million of its long-term unsecured debt 
allocated to the FON Group. These borrowings had interest rates ranging from 6.0% to 7.1 % and maturities 
ranging from 2006 to 2008. This resulted in a discount of $4 million for Sprint. 

In March 2002, Sprint issued $5 billion ,of debt securities through a private placement. These borrowings have 
interest rates ranging from 7.9% to 8.8% and maturities ranging from 2005 to 2032. The proceeds were allmted 
5% to the FON Group and 95% to the F'CS Group and were used to repay debt and for general corporate 
purposes. As a condition to the sale of ,the securities, Sprint conducted an exchange offer that allowed the original 
securities to be exchanged for substanliatty identical securities registered with the Securities and Exchange 
Commission (SEC). This exchange offer was completed in June 2002. 

In the 2001 fourth quarter, Sprint issued $1.75 billion of debt securities through a private placement. These 
borrowings have an interest rate of 6.0% and mature in 2007. The proceeds were allocated approximately 60% to 
the FON Group and 40% to the PCS Group and were used to repay debt and to fund capital investments and 
working capital requirements. As a condition to the sale of the securities, Sprint conducted an exchange offer that 
allowed the original securities to be exchanged for substantially identical securities registered with the SEC. The 
exchange offer terminated in February :2002. 
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In the 2001 fourth quarter, Sprint redeemed, before scheduled maturities, $558 million of senior notes and senior 
discount notes of the PCS Group. These notes had interest rates ranging from 11 .OYO to 12.5%. This resulted in a 
discount lor Sprint of $6 million and a charge to “Other income (expense), ner of $7 million related to the 
recognition of deferred debt costs. 

In the 2001 first quarter, Sprint repaid, before scheduled maturities, $18 million of first mortgage bonds allocated to 
the FON Group. These bonds had an interest rate of 9.9%. This resulted in a charge to “Other income (expense), 
net” of $1 million related to the recognition of deferred debt costs. 

In the 2001 first quarter, Sprint issued $2.4 billion of debt securities. These borrowings have interest rates ranging 
from 7.1% to 7.6% and mature in 2006 and 201 1. The proceeds were allocated to the PCS Group and used to 
repay debt and to fund capital investments and working capital requirements. 

Other 

Substantially all of Sprint’s senior notes, including the senior notes issued in connection with Sprint’s equity units, 
have been issued by Sprint Capital Corporation, a wholly-owned finance subsidiary, and have been fully and 
unconditionally guaranteed by Sprint, the parent corporation. 

The indentures and financing agreements of certain other subsidiaries contain provisions limiting cash dividend 
payments on subsidiary common stock held by Sprint. As a result, $551 million of those subsidiaries’ $3.0 billion 
total retained earnings were restricted at year-end 2003. The flow of cash in the form of advances from the 
subsidiaries to Sprint is generally not restricted. 

At December 2003, $960 mitlion of debt outstanding represents first mortgage debt and other capital lease 
obligations and is secured by $15.5 billion of gross property, plant and equipment. 

Sprint has complied with all restrictive and financial covenants relating to its debt arrangements at year-end 2003. 

9. Equtty Unit Notes 

In the 2001 third quarter, Sprint completed a registered offering of 69 million equity units, each with a stated 
amount of $25. Met proceeds from the issuance were approximately $1.7 billion after deducting the underwriting 
disoount and other offering expenses. The proceeds were allocated to the PCS Group and used to repay debt and 
to fund capital investments and working capital requirements. 

Each equity unit initially consists of a corporate unit. Each corporate unit consists of a purchase contract and $25 
principal amount of senior notes (Notes) of Sprint’s wholly owned subsidiary, Sprint Capital Corporation. The 
corporate unit may be oonverted by the holder into a treasury unit consisting of the purchase contract and a 
treasury portfolio of zero-coupon U.S. treasury securities by substituting the treasury securities for the Notes. The 
holder of the equity unit owns the underlying Notes or treasury portfolio, but pledges the Notes or portfolio to Sprint 
to secure its obligations under the purchase contract. 

Purchase Contract 

As a component of the equity unit, the purchase contract obligates the holder to purchase, and obligates Sprint lo 
sell, on August 17, 2004, a variable number of newly issued shares of PCS common stock ranging from 
approximately 58 million to 70 million shares depending on the market price of PCS common stock. At December 
31,2003 market prices, Sprint would be obligated to issue the maximum number of shares. Sprint will make 
quarterly contract adjustment payments of 1.125% on the $25 stated amount per year until the purchase contract 
is settled, although it has the right to defer these payments until August 17, 2004. The fair value of this obligation is 
classified as an other liability on the Consolidated Balance Sheets. 

These contingently issuable shares have not been included in the diluted earnings per share calculation because 
their effect is currently antidilutive. 

Notes 

4 

d 

The Notes initially bear interest, payable quarterly in arrears, at the rate of 6% per annum. Sprint is obligated to 
remarket the Notes in 2004, at which time the interest rate will be reset. The Notes mature August 17,2006. In the 
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event of a failed remarketing, Sprint wR1 exercise its rights as a secured party on the Notes, which are pledged to 
Sprint as collateral for the purchase contracts. No use of working capital would be required to retire the Notes in 
this event. The Notes are classified as long-term on the Consolidated Balance Sheets. 

The corporate units are listed on the hlew York Stock Exchange under the syrnbal "SDE." 

10. Redeemable Preferred Stock 

The redeemable preferred stock oulstanding, at year-end, is as follows: 
2003 2002 

(millions, except per  
share and share data) 

Seventh series preferred sttock-stated value $1 ,OOO per share, 246,766 shares, voting, cumulative 

Filth series preferred stock-stated value $loO,OOO pHr share, 0 and 95 shares-voting, cumulative 6% 
$6.73 quarterly dividend rate $247 $246 

10 annual dividend rate - 
$247 $256 

Seventh Series Preferred Stock 

As part of the PCS Restructuring, Sprint issued to the Cable Partners a new series of convertible preferred stock 
currently convertible into approximateby 65 PCS shares for each Seventh series share. If not converted by the 
holder or earlier redeemed by Sprint, the Seventh series preferred stock will become mandatorily redeemable on 
the tenth anniversary of the PCS Restructuring in 2008. 

Fifth Series Preferred Stock 

Sprint's Fifth series preferred stock were redeemed in full in 2003. Sprint and the holder of the Fifth series 
preferred stock agreed that Sprint would repurchase the outstanding shares on March 14, 2003 for the repurchase 
price of $1 00,000 per share plus accrued dividends. 

11. Common Stock 

In the first quarter of 2003 France Telecorn converted 34.4 million shares of Series 3 PCS common stock into 
shares of Series I PCS common stock. At the same time, FT converted 21.6 mittion shares of PCS common stock 
underlying Class A FT common stock into Series 1 PCS common stock. 

Upon the issuance of the PCS shares iunderlying the Class A FT common stock, there were no more underlying 
shares of PCS or FON stwk. The par value of the Class A FT common stock was automatically reduced to $0.00 
per share from $0.50 per share. 

According to an amended Schedule 1 3 3  filed by FT with the SEC, it sold its shares of Series 1 PCS common 
stock in June 2003. In the fourth quarter of 2003, the Class A FF shares were cancelkd. A5 a result, neither 
France Telecom nor Deutsche Telekonn own any shares of Class A common stock, PCS common stock or FON 
comman stack. 

In the 2001 fourth quarter, 0.4 million shares of PCS common stock underlying Class A DT common stock were 
converted into shares of Series 1 PCS mmmon stock. After this conversion, the Class A DT shares were cancelled. 

In the 2001 third quarter, Sprint completed a registered offering of 23.5 million shares of its Series 1 PCS common 
stock. Net proceeds from the issuance were approximately $561 million after deducting the underwriting discount 
and other offering expenses. The proceeds were used to repay debt, and to fund capital investments and working 
capital requirements. 

In conjunction with the above offering, IDT sold 57 million shares of PCS common stock. Sprint did not receive any 
of the proceeds from the sale of shares by DT. Upon the sale, 21.2 million shares of PCS common stock 
underlying Class A DT common stock rind 35.8 inillion shares of Series 3 PCS common stock were converted into 
shares of Series 1 PCS common stock. 
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In the 2001 second quarter, Sprint completed a registered offering on behal of FT and OT in which they sold 174.8 
million shares of FON common stock. Sprint did not receive any proceeds from this offering. Upon the sale, 86.2 
million shares of FON common stock underlying Class A common stock and 88.6 million shares of Series 3 FON 
common stock were converted into shares of Series 1 FON common stock. 

Classes of Common Stock 
Series 1 FON common stock-Designated for general public-At the end of 2003, authorized shares totaled 2.5 
billion, issued and outstanding shares totaled 904.3 million. 

Series 1 PCS common stock-Designated for general public-At the end of 2003, authorized shares totaled 3.0 
billion, issued and outstanding shares totaled 848.0 million. 

Series 2 FON common stock-Destgnatd for Cable Partners-At the end of 2003, authorized shares totaled 500 
million. There have been no shares issued. 

Series 2 PCS common stock-Designated for Cable Partners-At the end of 2003, authorized shares totaled 1 .O 
billion, issued and outstanding shares totaled 187.4 million. 

Common Stock Reserved for Future Grants 

At year-end 2003, common stock reserved for future grants under stock option plans and the employees stock 
purchase plan or for future issuances under various other arrangements was as follows: 

Sprint FON Group 

Shares 
(millions) 

Empbyees Stock Purchase Plan 13.1 
Emptoyee savings plans 15.7 
Automatic Dividend Reinvestment Plan 2.3 
Officer and key employees’ and directors’ stock options 23.4 
Other 3.4 

57.9 

Sprint PCS Group 
Shares 

(millions) 
Employees Stock Purchase Plan 
Employee savings plans 
Officer and key smployess’ and directors’ stock options 

Purchase contract underlying Equity Unit Notes 
Conversion of preferred stock and other 19.0 

70.4 
182.0 

32.8 
19.8 
40.0 

Shareholder Rights Pian 
Under Sprint‘s Shareholder Rights Plan, one half of a preferred stock purchase right is attached to each share of 
FON stock and PCS stock. The rights may be redeemed by Sprint at $0.01 per right and will expire in June 2007, 
unless extended. The rights are exercisable only if  certain takeover events occur and are entitled to the following: 

Each FON stock right entitles the holder to purchase 1/1,000 of a share (Unit) of a no par Preferred 
Stock-Sixth Series at $275 per Unit. 

Each PCS stock right entitles the holder to purchase a Unit of a no par Preferred Stock-Eighth Series at 
$150 per Unit. 

Preferred Stock-Sixth Series is voting, cumulative and accrues dividends on a quarterly basis generally equal to 
the greater of $1 00 per share or 2,000 times the total per share amount of at1 FON common stock dividends. 
Preferred Stock-Eighth Series has the same features as the Sixth Series, but applies to PCS shares. No Preferred 
Stock-Sixth Series or Preferred Stock-Eighth Series were issued or outstanding at year-end 2003 of 2002. 
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12. Stock-based Compensatlon 

Effective January 1 + 2003, Sprint adopted SFAS No. 123 as amended by SFAS No. 148 using the prospective 
method. Upon adoption Sprint began t?xpensing the fair value of stock-based compensation for aH grants, 
modifications or settlements made on ,or after January 1, 2003. 

During 2003, the FON Group paid $1 0 million to the PCS Group to compensate for the net amount of PCS stock- 
based compensation granted to FON Group employees less FON stock-based compensation granted to PCS 
Group employees. The FON Group paid the PCS Group $73 million in 2002 and $1 60 million in 2001 for stock- 
based compensation. The value paid f.3r stock-based compensation is determined at the time of the grants. 

During 2000, the Sprint board of directors approved an Exchange Program to give Sprint employees an election to 
cancel stock options granted to them in 2000 in exchange for an equal number of new options to be granted in the 
future with generally more extended vesting schedules. No members of Sprint's board of directors were eligible for 
the Exchange Program. Under the te rm of the Exchange Program, 16 2 million FON options and 13.1 million PCS 
options were cancelled on November :IO, 2000. The new options were granted on May 11, 2001, and the exercise 
price was the market price on that dah. A total of 15.7 million FON options and 12.4 million PCS options were 
granted. 

Management Incentive Stock Opfiorr Plan 
Under the Management Incentive Stock Option Plan (MISOP), before 2003 Sprint granted stock options to 
employees eligible to receive annual incentive compensation. Eligible employees could elect to receive stock 
options in lieu of a portion of their target incentive under Sprint's annual incentive compensation plans. The options 
generally became exercisable on December 31 of the year granted and have a maximum term of 10 years. Under 
the MISOP, Sprint also granted stock ciptions to executives in lieu of long-term incentive compensation (LTIP- 
MISOP options). The LTIP-MISOP options generally become exercisable on the third December 31 following the 
grant date and have a maximum term of IO years. MISOP options are granted with exercise prices equal to the 
market price of the underlying common stock on the grant date. At year-end 2003, this plan authorized options to 
buy approximately 50.0 million FOM shares and approximately 41 .O million PCS shares, many of which have been 
granted. In December 2003, the board of directors passed a resolution capping the shares authorized under the 
MISOP plan at its current level. No adclitional shares will be authorized under the amended terms of the plan in 
2004 or 2005. 

Long-Term Stock Incentive Program 

Under the 1997 Long-Term Stock Incentive Program ( 1  997 Program), Sprint can grant stock options, restricted 
stock and restricted stvck units and othler equity based awards io directors and employees. The board of directors 
adopted the Stock Option Plan (SOP) and the Restricted Stock Plan pursuant to the 1997 Program and a 
predecessor plan, and until 2004, awards of stock options were generally made out of the SOP and awards of 
restricted stock were made out of the Flestricted Stock Plan. Certain awards, such as the restricted stock units 
granted to executive officers and directors in 2003, were made directly out of the 1997 Program. In February 2004, 
the board of directors combined the SOP and tho Restricted Stock Plan with and into the 1997 Program and future 
stock options, restricted stock, restricted stock units and other equity awards will be made directly out of the 
shares authorized for the 1997 Program. The 1997 Program is an evergreen plan, which means the number of 
shares available for grant increases each year until 2007, after which no awards may be granted under the plan. 
On January 1, 2004, the number of shares authorized by the 1997 Program increased by approximately 13.6 
million FON shares and 15.5 million PCS shares. 

Employees and directors who are gran'ted restricted stock units are not required to pay for the shares but must 
remain employed with Sprint or a member of its board of directors until the restrictions on the shares lapse. The 
restricted stock units granted in 2003 to officers generally vest at a rate of 33.3% per year beginning one year from 
the grant date, while the restricted stock units granted in 2003 to directors vest after three years. 

Under the SOP, Sprint granted stock qitions to directors and employees. The options generally become 
exercisable at the rate of 25% per year, beginning one year from the grant date, and have a maximum term of IO 
years. SOP options are granted with exercise prices equal to the market price of the underlying common stock on 
the grant date. At year-end 2003, this plan authorized options to buy approximately 74.8 million FON shares and 
approximately 61 -7 million PCS shares, many of which had been granted. To the extent that options had not been 
granted at the time the plans were combined, the shares remained available lor the grant of options under the 
1997 Program after the combination of the plans. 
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In the first quarter of 2003, Sprint entered into an employment contract with Gary Forsee to serve as Sprint‘s Chief 
Executive Officer and Chairman of the Board. Under the employment contract, Sprint granted stock options to Mr. 
Forsee which vest subject to his continued employment with Sprint. 
In early 2001, Sprint entered into new employment contracts with Mr. Esrey and Mr. LeMay. In the second quarter 
of 2003 these contracts were terminated in connection with separation agreements agreed to by Sprint and Mr. 
Esrey and Mr. LeMay. These separation agreements included option modifications which accelerated vesting and 
extended exercise periods of stock options granted in prior years. 

Under Sprint‘s Restricted Stock Plan, Sprint granted restricted stock to officers and key employees. Employees 
granted restricted stock are not required to pay for the shares but must remain employed with Sprint until the 
restrictions on the shares lapse. The reslricted stock generally vests at a rate of 33.3% per year beginning one 
year from the grant date. At year-end 2003, this plan authorized the issuance of approximately 2.7 million FON 
shares and 2.6 million PCS shares. These shares were available for the grant of restricted stock under the 1997 
Program after the combination of the plans. 

Emp/oyees Stock Purchase Pian 
Under Sprint’s ESPP, employees may elect to purchase FON common stock or PCS common stock at a price 
equal to 85% of the market value on the grant or exercise date, whichever is less. At year-end 2003, this plan 
authorized for purchase approximately 14.9 million FON shares and approximately 40.0 million PCS shares. 
Elections have been made by employees participating in the 2003 offering under the ESPP to purchase, In 2004, 
approximately 1.8 million of the FON shares and 7.2 million of the PCS shares. In 2003, an amendment to Sprint’s 
ESPP established an annual purchase date at the end of each offering period in lieu of interim quarterly 
purchases. 

Fair Value Disclosures 
The following tables reflect the weighted average fair value per option granted, as well a5 the significant weighted 
average assumptions used in determining those fair values using the Black-Scholes pricing modet. 

In 2001, two SUP grants are presented. This is a result of the Exchange Program. Those individuals that did not 
accept (or were excluded from) the Exchange Program were granted 2001 SOP options in January, while those 
that accepted the Exchange Program were granted both the 2000 and 2001 SOP options in May in accordance 
with the terms of the offer. 

FON Common Stock 
2003 SOP 
Fair value on grant date $3.58 
Risk-free interest rate 2.93% 

Expected dividend yield 4.23% 
Expected life (years) 6 

Expected volatility 45.0% 

2002 
~ 

SOP MISOP 

Fair value on grant date 
Risk-free interest rate 
€xpectd volatility 
Expected dividend yield 
€xpected life (years) 

$3.47 $4.05 
4.3% 4.3% 
35.2% 35.2% 
3.9% 3.5% 
6 6 

2031 MlSOP SOP (Jan) 
Fair value on grant date $7.1 1 $8.78 
Risk-free interest rats 4.9% 4.9% 
Expected volatility 33.7% 32.6Oh 
Expected dividend yield 2.3% 1.9% 
Expected life (years) 6 6 

2001 SOP (May) Employment 

Fair value on grant date $7.11 $7.46 
Risk-free interest rate 4.9% 4.8% 
Expected volatility 33.7% 33.5% 
Expected dividend yield 2.3% 2.2% 
Expected life (years) 6 6 
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PCS Common Stock 
2003 SOP 
Fair value on grant date 
Risk-free interest rate 2.93% 
Expected volatility 87.2% 

Expected life (years) 6 

5 3.16 

Expected dividend yidd - 

SOP MISOP ~- 2002 
Fair value on grant date 
Risk-free interest rate 
Expected vdatilily 
Expected dividend yield 
Expected life (years) 

$ 5.99 E 8.25 
4.3% 4.3% 
72.9% 71.5% 

6 6 
- - 

2007 MISOP SOP (Jan) 

Fair value on grant date 
Risk-free interest rate 
Expea4  volatility 
Expected dividend yield 
Expected life (years) 

%16.9? $18.50 
4.9% 4.9% 
74.3% 75.4% 

6 6 
- - 

SOP {May) Employment 2001 

Fair value on grant date 
Risk-free interest rate 
Expected volatility 
Expected dividend yield 
Expected life (years) 

$16.91 $17.52 
4.9% 4.8% 

74.3% 75.5% 

6 6 
- I 

Employees Stock Purchase Pian 

During the 2003 ESPP offering, employees elected to purchase approximately 1.8 million FON and 7.2 million 
PCS shares. Using the Black-Scholes pricing model, the weighted average fair value was $4.1 f per share for each 
FON election and $2.52 per share for each PCS election. 

During the 2002 ESPP offering, employees purchased approximately 4.2 million FON and 8.7 million PCS shares. 
Using the Black-Scholes pricing model, the weighted average fair value was $1.89 per share for each FON 
election and $1.45 per share for each F’CS election. 

During the 2001 ESPP offering, employees purchased approximately 2.0 million FON and 5.5 million PCS shares. 
Using the Black-Scholes pricing mde l .  the weighted average fair vatue was $4.37 per share for each FOM 
election and $7.92 per share for each F’CS election. 

F-42 



Stock Options 

Activity under the SOP and MlSOP was as follows: 

FON Common Stock 

Sprint Weighted Average 
FON per Share 

Shares Exercise Price 
(mi/lions) 

Outstanding, year-end 2000 
Granted 
Exercised 
ForfekdlExpired 

Outstanding, year-end 2001 
Granted 
Exercised 
ForfeitedlExpired 

Outstanding year-end 2002 
Granted 
Exerclsed 
ForfeitWExpired 

Outstanding year-end 2003 

PCS Common Stock 

44.8 $33.12 
43.8 25.06 
(0.8) 14.10 
(7.6) 43.49 

80.2 27.95 
24.2 13.70 
(0.4 11.76 
(5.4) 22.80 

98.8 24.78 
10.5 11.81 
(1 .O) 13.16 

23.80 

102.0 $23.60 

~ 

Sprint Weighted Average 
PCS per Share 

Shares Exercise Price 
(mi//ions) 

Outstanding, year-end 2000 28.9 $1 7.43 

Exercised (2.7) 9.75 
Granted 35.3 26.01 

(3.41 43.17 Forfeited/Expired - 
Outstanding, year-end 2001 
Granted 
Exercised 
Forfeited 

Outstanding, year-end 2002 
Granted 
Exercised 
Forfsitsd 

21.70 
30.66 
5.83 

19.93 

18-44 
4.29 
3.59 

18.31 

Outstanding, year-end 2003 77.2 $16.60 

The following tables Summarize outstanding and exercisable options at year-end 2003: 

FON Common Sfock 

Options Outstanding 
Weighted Average 

Number Remaining Weighted Average 
Range of Exercise Prices Outstanding Contractual Life Exercise Price 

(millions) IY=-rs) 
$10.00 - $1 4.99 32.0 7.9 $1 3.01 
15.00- 19.99 5.7 3.0 18.27 
20.00- 29.99 45.3 5.6 22.95 

40.00- 49.99 2.3 2.9 44.66 
50.00- 59.99 0.5 2.3 53.36 
60.00- 69.99 3.1 4.1 64.69 
70.00- 79.99 0.3 2.7 74.17 

30.00- 39.99 12.8 4.6 38.60 
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Options Exercisable 
Number Weighted Average 

{millions) 
Exercisable Exercise Price Range of Exercise Prices 

$1 0.m - st 4.99 13.6 $13.93 
5.4 18.37 15.00- 19.99 
39.2 23.02 20.00 - 29.99 

30.00- 39.99 12.5 38.64 
40.00- 49.99 2.3 44.66 
50.W- 59.99 0.5 53.36 
60.00- 69.99 2.9 64.57 
70.00- 79.99 0.3 74.17 

PCS Common Stock 
Options Outstandina 

Weighted Average 
Range of Number Remaining Weighted Average 
Exercise Prices Outstanding Contractual Life Exercise Price 

(millions) (Wars) 

5 2-00 - $5.99 17.8 6.5 $ 4.49 
6.00- 9.99 11 .6  7.1 8.79 

10.00 - 19.99 16.6 6.3 14.02 
20.00 - 29.99 27.8 6.3 24.80 
30.00 - 39.99 0.2 3.2 32.74 
40.00 - 49.99 0.3 3.3 46.46 
50.00 - 59.99 2.5 4.2 53.19 
60.00 - 69.99 0.4 3.6 62.75 

- Options Exercisable 

Range of Number Weighted Average 
Exercise Prices Exercisable E x e r c i s e  Price 

(millions) 

$ 2.00 - $5.99 7.5 $ 4.77 
6.00- 9.99 3.6 8.55 

10.00 - 19.99 16.4 34.07 
20.00 - 29.99 22.6 24.77 
30.00 - 39.99 0.2 32.74 
40.00 - 49.99 0.3 46.47 
50.00 - 59.99 2.2 53.22 
m.00 - 69.99 0.4 62.75 

13. Employee Benefit Plans 

Defined 8enefit Pension Plan 
Most Sprint employees are covered by a noncontributory defined benefit pension plan. Benefits for plan 
participants belonging to unions are based on negotiated schedutes. For non-union participants, pension benefits 
are based on years of service and the participants' compensation. 

Sprint uses a December 31 measurement date for its defined benefit pension plan. 

The following table shows the changes in the projected benefit obligation: 
2003 2002 

(millions) 

Beginning balance $3,536 $3,005 
139 103 Service cost 

Interest cost 234 221 
Amendments 16 14 

10 Termination benefits - 
Actuarial Ioss 313 344 
Benefits paid ('80) (16j) 
Ending balance $4.038 $3,536 
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The plan’s accumulated benefit obligation was $3,730 million at December 31, 2003, and $3,255 million at 
December 31,2002. 

The following table shows the changes in plan assets: 
2003 2002 

(millions) 

Beginning balance 
Employer contributions 
Investment return 

$2,448 $2,996 
400 - 

508 (387) 
Benefits paid (180) (161) 

Ending balance $3,176 $2,448 

At year-end, the funded status and amounts recognized on the Consolidated Balance Sheets for the plan were as 
follows: 

2003 2002 
(millions) 

Projected benefit obligation in excess of plan assets $ (862) $(l,088) 
Unrecognized net losses 1,507 1,445 
Unrecognized prior service cost 95 95 
Unamortized transltion asset (4) (7) 
NHt amount remgnized $ 736 $ 445 

Amounts recognized on the Consolidated Balance Sheets consist of: 
2003 2002 

(millions} 
Pension benefit obligations $ (553) $ (807) 

Accumulatd other comprehensive loss 1,194 1,157 
Net amount recognizsd $ 736 $ 445 

Intangible asset 95 95 

Amounts on the Consolidated Balance Sheets include accrued pension expense of $426 million at year-end 2003 
and $71 8 million at year-end 2002 for the FON Group, and $1 27 million at year-end 2003 and $89 million at 
year-end 2002 for the PCS Group. 

In accordance with SFAS No. 87, Employers’ Accounting for Pensions, at year-end 2003 and 2002 Sprint recorded 
an additional minimum pension liability representing the excess of the unfunded accumulated benefit obligation 
over plan assets and accrued pension costs. Recognition of the additional pension liability also resulted in an 
intangible asset equal to the unrecognized prior service costs and a charge to equity through Other 
comprehensive income (loss). The following table sets forth these amounts for the year-ended 2003 and 2002: 

2003 2002 
FON PCS FON PCS 

Group Group Total Group Group Total 
(mi/lions) 

Additional minimum liability $1,226 $63 $1,289 $1,217 5 35 $1,252 

Acwmulated other comprehensive income (loss) 1,732 62 1,194 1,122 35 1,157 
Intangible assat 94 1 95 95 - 95 

The tax effect for the charge to “Accumulated other comprehensive income (loss)” was $1 2 million for 2003 and 
$444 million for 2002. This resulted in a net charge to “Accumulated other comprehensive income (loss)” of $8 
million for the year-ended 2003 and $691 million for the year-ended 2002 for the FON Group. This resulted in a net 
charge to “Accumulated other comprehensive income (loss)” of $1 7 million for the year-ended 2003 and $22 
million for the year-ended 2002 for the PCS Group. 
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The net pension expense (credit) consisted of the following: 

2003 2002 2001 
(millions) 

Service cost4enefits earned during the ylwr 
lnterest on projected benefit obligation 
Expected return on plan assets 
Amortization of unrecognized transilion asset 
Recognition of prior service cost 
Recognition of actuarial (gains) and lossss 
Special early retirement benefits associated with restructuring 

Net pension expense (credit) 

$119 $ I03 $ 92 
234 221 209 
(290) (331) (353) 

13) (17) (23) 

33 (2) (26) 
15 14 13 

- II) do 

Net periodic pension expense (credit) lfor the FQN Group was $64 million in 2003, $(26) million in 2002, and $(66) 
million in 2001. Net periodic pension expense (credit) for the PCS Group was $44 million in 2003, $24 million in 
2002, and $1 8 million in 2001. 

Weighted-average assumptions used lo determine net periodic pension costs: 
2003 2002 2001 

Discount rate 6.75% 7.50% 8.00% 

Expected long-tern rate of return on plan a:ssets 9.00% 9.50% 10.00% 

Expected blended rate of future pay raises 4.25% 4.25% 4.50% 

Weighted average assumptions used to determine benefit obligations as of December 31 : 

Discount rats 
2003 2002 

6.25% 6.75% 
Expected long-term rate of return on plan a:;sets 8.75% 9.00% 

Expected blendd rate of future pay raises 4.25% 4.25% 

During 2003, the assumption regarding the expected long-term rate of return on plan assets w a s  9.0%. This was 
set assuming that the long-term return on equities would be 10.3% based on their historical performance over the 
past 75 years, and that the trust’s other investments would generate a long-term return of 6.0% based on the 
advice of independent consultants. At Ihe beginning of 2003, when this assumption was chosen, the investment 
policy called for a 75% target weighting in equities. The weighted average of the two assumed returns is 
approximately 9.0%. 

The plan’s asset allocations at December 31, 2003 and 2002, by asset category, are as follows: 

Equity securities 58% 70% 
Debt securities 28% 24% 
Real estate 5% 6% 
Alternatives 9% - 

100% 100% Total 

2003 2002 

The pension trust is invested in a welt-diversified porlfolio of securities. The Pension and Savings Trust Committee 
has established an investment policy that specifies asset allocation targets and ranges for the trust of: Equities 
65% (+/-IO%), Debt 15% (+/-5%), Real Estate 10% (4-5%), and Alternatives 10% (+/-5%). A revision to the 
investment policy in 2003 increased the allocation to Real Estate and introduced a new category defined as 
Alternatives. The Alternatives asset calegory is a diversified portfolio of investments, consisting of both equity and 
fixed-income instruments. A 2003 contribution of $400 million was temporarily invested in debt securities while 
suitable Real Estate and Alternatives irkvestments were identified. This funding of Real Estate and Alternatives 
categories is expected to be completed in 2004. The pension trust holds no Sprint securities. 

Sprint contributed $300 miltion to its pension plan on January 27, 2004. This is the only contribution expected to be 
made during 2004. 
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The following benefit payments, which reflect expected future setvice, as appropriate, are expected to be paid: 
Pension Benefits 

(rnilljons) 

2M34 
2005 
2006 
2007 
2008 
2009 - 201 3 

$ 183 
188 
195 
204 
216 

1,345 

Defined Contribution Pians 
Sprint sponsors defined contribution savings plans covering most employees. Participants may contribute portions 
of their pay to the plans. For union employees, Sprint matches contributions based on negotiated amounts. Sprint 
matches contributions of non-union employees in FON stock and PCS stock. The matching contribution was equal 
to 25% of participants' contributions up to 6% of their pay for the second half of 2003 and 75% for the first half of 
2003. In 2002 and 2001, the matching contribution was equal to 50% of participants' contributions up to 6% of their 
pay. In addition, Sprint may, at the discretion of its board of directors, provide additional matching contributions 
based on the performance of FON stock and PCS stock compared to the Oow Jones Total Market Telecom Index. 
Sprint's total matching contributions were $72 million in 2003, $84 million in 2002 and $103 million in 2001. The 
FON Group recorded expenses of $64 million in 2003, $62 million in 2002 and $85 million in 2001 for Sprint's 
matching contributions, and the PCS Group recorded matching contribution expenses of $8 million in 2003, $22 
million In 2002, and $1 8 million in 2001. 

Posrreriremenr Benefits 

Sprint provides postretirement medical benefits to most employees and postretirement life insurance to most 
retirees. Employees who retired before certain dates are eligible for benefits at no cost, or at a reduced cost. 
Employees who retire after certain dates are eligible for benefits on a shared-cost basis. Sprint funds the accrued 
costs as benefits are paid. Sprint uses a December 31 measurement date for its postretirement benefit plans. 

The Medicare Prescription Drug, Improvement and Modernization Act of 2003 (the Act) was signed into law by 
President Bush on December 8, 2003. The Act contains subsidies to employers who provide prescription drug 
coverage to retirees. In accordance with FASB Staff Position FAS 106-1, the measures of the accumulated post 
retirement benefit obligation and net periodic benefit cost in these financial statements and this note do not reflect 
the effects of the Act on the plan. Specific authoritative accounting guidance on the Act has not yet been issued 
and is not yet resolved by the FASB. When issued, Sprint will apply that guidance a5 required. 

In the 2001 third quarter, Sprint adopted amendments to two postretirement benefit plans. As a result of the 
amendments, the life insurance benefit has been eliminated for employees retiFing after 2003 and the 
postretirement medical insurance plan was replaced with a Sprint-funded amount to be managed by the 
employee. The plan amendment to the Sprint retiree medical insurance plan reduced the accumulated 
postretirement benefit obligation and reduced employee benefits attributed to employee service already rendered. 
Sprint recognized a curtailment gain from this amendment of $1 20 million, $75 million after tax. 

The following table shows the changes in the accumulated postretirement benefit obligation: 

2003 2002 
(millions) 

Beginning balance $3,077 $ a78 
Service cost 14 16 
lnteresl cost 62 62 
Actuarial losses 37 178 

Ending balance $1,716 $1,077 
Benefits paid (74) (57) 

4 

d 
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Amounts included on the Consolidated Balance Sheets at year-end were as follows: 

2003 2002 
(mi//ions) 

51,116 $1,077 Accumulated postretirement benefit obligation 
Plan assets 

9 10 Unrecognized transition obligation 
21 7 1 70 Unrecognized prior service benefit 

Unrecognized net loss (416) (317) 

(40) (35) 

Accrued postretirement benefits cost $ 8 8 6  $905 
Discount rate 6.25% 6.75% 

The amounts of accrued postretirernerlt benefit costs included on the Consolidated Balance Sheets are $881 
million a! year-end 2003 and $902 million at year-end 2002 for the 
FON Group, and $5 million at year-end 2003 and $3 million at year-end 2002 for the PCS Group. 

The net postretirement benefits cost ccrnsisted of the following: 
2003 2002 2001 

(millions) 
Servica cost-benefits earned during the ywar $14 $16 $ 18 
Interest on accumulatd postretirement benefit obligation 62 62 68 
Expected return on ass& (3) (3) (4) 
Recognition of transition obtigation (1) ( 1 )  (1) 
&cognition of prior service cost (45) (58) (33) 

Curtailment gain 5 - 5 - $(120) 

Recognition of actuarial Iosses (gains) 27 14 (2) 

Net periodic postretirement benefits cost $ 5 4  5 3 0  $ 4 6  

Weighted-average assumptions used t83 determine net periodic postretirement benefit costs: 
2003 2002 2001 

Discount rate 6.75% 7.50% 8.00% 

Assumed return on assets 9.00% 9.50% 10.00% 

The FON Group recorded net periodic postretirement benefit expense of $53 million in 2003, $29 million in 2002, 
and $45 million in 2001. The PCS Group recorded net periodic postretirement benefit expense of $1 million in 
2003,2002 and 2001. 

Assumed health care cost trend rates at December 31 : 

Health care cost increases assumed for next year 10.0% 9.0% 

Rate to which the cost trend rate is assumed to declintt (the ultimate trend rate) 

Year that the rate reaches the ultimate trencl rate 

-- 
2003 2002 

5.0% 5.0% 

2011 201t 

Assumed health care cost trend rates have a significant effect on the amounts reported for the health care plans. A 
one-percentage-point change in assumled health care cost trend rates would have the following effects: 

One-percentage-point One-percentage-point 
Increase Decrease 

(rniliions) 
$ 6  $ 15) Effect on total of service and interest cost 

Effect on postretirement benefit obligation $107 $(91\ 

Details of the plan assets, investment Folicies and strategies, and assumptions have not been provided based on 
immateriality. 

Sprint plans to contribute to the postretirement benefit plan an amount equal to the value of benefits and premiums 
paid. 
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The following benefit payments, which reflect expected future service, as appropriate, are expected to be paid: 

Postretirement 
Benefits 
(millions) 

2004 
2005 
2006 
2007 
2008 
2009 - 201 3 

$ 78 
82 
85 
SQ 
93 
506 

14. Income Taxes 

Income tax expense (benefit) allocated to continuing operations consists of the following: 

Sprint Sprint Sprint 
Corporation FON PCS 

2003 Consolidated Group Group 
(millions) 

Current income tax expense (benefit) 
Federal $(672) $418 $( 1,090) 
State 21 56 (35) 

Total current (651) 474 (1,125) 

Deferred income tax expense (benefit) 
Federal 453 (271) 724 
State (58) (63) 5 

Total deferred 395 (334j 729 

Total $(256) $ 140 $ (396) 

Sprint Sprint Sprint 
Corporation FDN PCS 

2002 Consolidated Group Group 
(millions) 

Current income tax expense (benefit) 
Federal $(599) $(243) $(356) 
State (3) (9) 6 

Total curtent (602) (252) (350) 
Deferred income tax expense (benefit) 

Federal 544 602 (58) 
State 12 58 (46) 

Tot at del erred 556 660 (104) 
Foreign income tax expense (benefit) 

Total $ (38) $ 408 SI4W 

Sprint Sprint Sprint 
Corporation FON PCS 

2001 Consolidated Group Group 
(rniliions) 

a - 8 

Current income tax expense (benefit) 
FRdsral 

d 

4 

Deferred inmme tax expense (benefit) 
Federal (552) (182) (370) 

Total deferred (687) (230) (457) 
Total $(724) $ (81) $(643) 

State ('35) (4% (87) 
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The differences that caused Sprint’s eifective income tax rates to vary from the 35% federal statutory rate for 
income taxes related to continuing operations were as follows: 

Sprint S rint Sprint 
Corporation ?ON PcS 

2003 Consolidated Group Group 
(millions) 

Income tax expense (benefit) at the federal statutory rate $(218) $152 %(370) 
Effect of: 

(25) (5) (20) 
(18) (9) 

Other, net 14 11 3 
(27) 

Income tax expense (benefit) $(256) $ 1 4 0  $(396) 

State income taxes, net of federal income tax effect 
Credit lor research activities 

Effective income tax rate 41.1% 32.2% 37.5% 

Sprint Sprint Sprint 
Corporation FON PCS 

2002 Consolidated Group Group 
(millions) 

Income tax expense (benefit) at the federal statutory rate $151 $509 $(358) 
Effect of: 

State income taxes, net of federal incane tax effect 6 32 (26) 
Equity in losses of foreign joint ventures (55) 2 (57) 

Other, net (10) (5) (5) 
lncme tax expense (benefit) $ I%) $408 5(446) 

Decrease in valuation allowance for prtwious investment write downs (1 30) (130) - 

fffsdive income tax rate (8.8)% 28.0% 43&% 

Sprint Sprint Sprint 
Corporation FON PCS 

2001 Consolidated Group Group 
(millions) 

Income tax expense (benefit) at the federal statutory rats $(798) SI 1 33) $( 665) 
Effect of: 

(51) f (52) State income taxes, net of federal incorne taK effect 
Equity in losses of foreign joint venture:; 40 1 39 
Write down of equity method investmerit 57 57 - 
Goodwill amortization 44 6 3 8  
Other, net (16) (13) (3) 

Income tax expense (benefit) $(724) $ (81) $E431 
Effectiva income tax rate 
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Income tax expense (benefit) allocated to other items was as follows: 

Sprint Sprint Sprint 
Corporation FON PCS 

2003 Consolidated Grcup Group 
(millions, 

Discontinued operations 
Cumulative effect of change in accounting principle 
Additional minimum pension liabilityrll 
Gains (losses) on secuntieS[lI 
Gains (losses) on qualifying cash flow hedgest') 
Stock ownership, purchase and option 

Sprint S tint Sprint 
Corporation $ON PCS 

Consolidatd Group Group 2002 

Discontinued operations 
Additional minimum pension liabilityclj 
Gains (losses) on secuntisslij 
Gains flosses) on qualifying cash flow hedgesclj 
Stock ownership, purchase and option arrangements@) 

Sprint Sprint Sprint 
Corporation FON PCS 

2001 Consolidated Group Group 
(millions ) 

Discontinued operations 
Gains (losses) on securities('+ 
Stock ownership. purchase and option arrangements[*) 

If) These amounts have been recorded directly to "Shareholders' equity--Accumulated other comprehensive income (loss)" on 
the Consolidated Balancs Sheets. 

fz) These amounts have bean recorded directly to "Shareholders' equity-Capital in excess of par or slated va1ue"on the 
Consolidated Balance Sheets. 
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Sprint recognizes deferred income taxes for the temporary differences between the carrying amounts of its assets 
and liabitities for financial statement purposes and their tax bases. The sources of the differences that give rise to 
the deferred income tax assets and liabilities at year-end 2003 and 2002, along with the income tax effect of each, 
were as follows: 

Sprint Corporation 

2003 Deferrd Income Tax 
Consolidated Sprint FON Group Sprint PCS Group 

2003 Deferred Income Tax 

Assets Liabilities Assets Liabilities Assets Liabilities 
(millions) 

571 - 24 - 

2003 Deferred Income Tax -- 

Property, plant and equipment $ -- $4,726 $ -  $2,550 $ -  $2,176 
547 Intangibles .- 

Postretirement and other benefits ti34 I 

Reserves and allowances 202 I 29 - 173 - 
Operating loss carryforwards 2,E883 - 269 - 2,314 - 

Tax credit carryfornards 2'98 - 79 - 
Other, net 138 I 58 - 

Less valuation allowance e.20 - 279 - 341 - 

81 1 - 23 - 

- 319 
80 - 

4,155 5,297 1,246 2,574 2,909 2,723 

Total - $3,535 $5,297 $ 967 $2,574 $2,568 $2,723 

Sprint Corpixation 

2002 Deferred Income Tax 
Consolidated Sprint FON Group Sprint PCS Group 

2002 Deferred Income Tax 

Assets Liabilities ASS& Liabilities Assets Liabifities 
(millions) 

2002 Deferred lnwme Tax -- 

Property, plant and equipment $ -- $4,465 $ -  52,344 $ -  $2,321 
lntangi blss -- 936 
Postretirement and other benehts 810 I 797 - 
Resewes and allowances 248 - 
Operating loss carryforwards 3,196 - 271 - 2,925 - 

Tax credit carryfoiwards 288 - I - 288 - 
Other, net 213 - 120 I 93 - 

471 - 465 - 

- 13 
193 - - 55 

Less valuation alfowance 
4,755 5,401 1.243 2,809 3,512 2,592 
573 - 217 - 3.56 - 

Total $4,182 $5,401 $1.026 $2.809 $3.156 52.592 

Management believes it is more likely lhan not that these deferred income tax assets, net of the valuation 
allowance, will be realized based on current income tax laws and expecta!ions of future taxable income stemming 
from the reversal of existing deferred tax liabilities or ordinary operations. Uncertainties surrounding income tax 
law changes, shifts in operations betwt?en state taxing jurisdictions and future operating income levels may, 
however, affect the uttirnate realization of all or some of these deferred income tax assets. 

The valuation allowance related to deferred income tax assets increased $47 million in 2003 and decreased $1 13 
million in 2002. 

In 2002, Sprint reached a definitive agreement to sell its directory publishing business to R.H. Donnelley. Due to 
the anticipated gain on the sale, Sprint recognized $292 million of tax benefits in the third quarter of 2002 on 
previously recorded investment losses 

The foreign component of incorns (!os$;) frorn,qmtinuing operations totaled $( 141) million, $(273) million, and 
$(234) million in 2003,2002, and 2001, respectively. 

In 1 999, Sprint acquired approximately $1 93 million of potential tax benefits related to net operating bss 
carryforwards in the acquisitions of the broadband fixed wireless companies. In 1998, Sprint acquired 
approximately $229 million of potential tax benefits related to net operating loss carryforwards in the PCS 
Restructuring. The benefits from the ac:quisitions and PCS Restructuring are subject to certain realization 
restrictions under various tax laws. A wluation allowance was provided for the total of these benefits. If these 
benefits are subsequently recognized, they will reduce goodwill or intangibles resulting from the application of the 
purchase method of accounting for these transactions. 
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In connection with the PCS Restructuring, the PCS Group is required to reimburse the FON Group and the Cable 
Partners for net operating Loss and !ax credit carryforward benefits generated before the PCS Restructuring if 
realization by the PCS Group produces a cash benefit that would not otherwise have been realized. The 
reimbursement will equal 60% of the net cash benefit received by the PCS Group and will be made to the FON 
Group in cash and to the Cable Partners in shares of Sprint stock. The carryforward benefits subject to this 
requirement total $259 million, which includes the $229 million acquired in the PCS Restructuring. 

At year-end 2003, Sprint had federal operating loss carryforwards of approximately $5.9 billion and state operating 
loss carryfonvards of approximately $ I  1.6 billion. Related to these loss carryforwards are fderal tax benefits of 
$2.1 billion and state tax benefits of $808 million. In addition, Sprint had avaiiable, for income tax purposes, federal 
alternative minimum tax net operating loss carryforwards of $4.4 billion and state alternative minimum tax net 
operating loss carryforwards of $920 million. The loss carryforwards expire in varying amounts through 2023. 

Sprint also had available $398 million of federal and state income tax credit carryforwards at year-end 2003. 
Included in this amount are $292 million of income tax credits which expire in varying amounts through 2023. The 
remaining $1 06 million do not expire. 

15. OiscontInued Otlerations 

d- 

In the 2002 third quarter, Sprint reached a definitive agreement to sell its directory publishing business to 
R.H. Donnelley for $2.23 biilion in cash. The sale closed on January 3, 2003. The pretax gain recognized in 2003 
was $2.1 4 billion, $1.32 billion after tax. In accordance with SFAS No. 144, Accounting for the Impairment or 
Disposal of Long-Lived Assets, Sprint has presented the assets, liabilities and results of operations of the directory 
publishing business as a discontinued operation in the consolidated financial statements. Summary financial 
information is as follows: 

2003 200.2 
(mil/ions) 

Assets of discontinued operation: 
Accounts receivable, net $ -  $277 
Prepaids - 99 
Other assets - 15 

Total assets of discontinued operation $ - $391 

Liabilities of discontinued operation: 
Advance billings and other $ - 5299 

2003 2002 2001 .. 

Net operating revenues 

Income (loss) before income taxes 

(millions) 
55 $546 $556 
$5 $255 5249 

16. Commitments and Contingencies 

Litigation, CIaims and Assessments 

In March 2003, setttements subject to court approval were announced in both a derivative action and a securities 
class action filed by institutional stockholders. The settlements were approved in December 2003. The derivative 
settlement includes the adoption of certain corporate governance enhancements, certain restrictions on stock and 
options by individual defendants, and the payment of plaintiffs attorneys' fees in Sprint stock, for which Sprint 

settlement provides for the payment of a total of $50 million to the pfaintifl class. Sprint recognized $45 million, 
representing the settlement amount net of undisputed insurance coverage, in the 2003 first quarter in 'Other 
income (expense), ner. In the 2003 third and fourth quarters, Sprint recorded a total of $35 million in insurance 
recoveries related to this action. Sprint does not expect to recover any additional insurance related to this action. 

I ' h  recognized $5 million in the 2003 first quarter in "Other income (expense), net". The securities class action 

A number of putative class action cases that allege Sprint failed to obtain easements from property owners during 
the installation of its fiber optic network have been filed in various courts. Several of these cases sought 
certification of nationwide classes, and in one case, a nationwide class was certified. However, a nationwide 
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settlement of these claims was approved by the US. District Court for the Northern District of Illinois, which has 
enjoined all other similar cases. Objedors have appealed the preliminary approval order and injunction to the 
Seventh Circuit Court of Appeals. In 2001 Sprint accrued for the estimated settlement costs of these suits. 

In July 2002, the Federal Communications Commission released a declaratory ruling in a matter referred to it by 
the federal district court for the Western District of Missouri in Sprint's suit against ATBT Corporation for the 
collection of terminating access chargas. The F I X  ruled that although nothing prohibited wireless carriers from 
charging for access to their networks, inter-exchange carriers were not required to pay such charges absent a 
contractual obligation to do so. This decision was affirmed by the D.C. Circuit Court of Appeals. Management 
believes adequate provisions have beem recorded in the PCS Group's results of operations. 

In April and May 2003, three putative class action lawsuits were filed in the U S  District Court for the District of 
Kansas by individual participants in the Sprint Retirement Savings Plan and the Centel Retirement Savings Plan 
for Bargaining Unit Employees against Sprint Corporation, the committees that administer the two plans, and 
various current and former officers of Sprint. In November 2003, a consolidated amended complaint was filed, 
naming additional officers and director:; and Fidelity Management, the plan trustee, as defendants. In December 
2003, two additional complaints, making identical allegations, were filed. These lawsuits have been consolidated 
before a single judge. The lawsuits a k g e  that defendants breached their fiduciary duties to the plans and violated 
the ERISA statutes by including FON and PCS stock among the more than thirty investment options offered to 
plan participants. The lawsuits seek to recover any decline in the value of FON and PCS stock during the class 
period. 

Various other suits, proceedings and claims, including purported class actions, typical for a business enterprise, 
are pending against Sprint. 

While it is not possible to determine the ultimate disposition of each of these proceedings and whether they wilt be 
resolved consistent with Sprint's beliefs, Sprint expects that the outcome of such proceedings, individualty or in the 
aggregate, will not have a material adverse effect on the financial condition or results of operations of Sprint or its 
business segments. 

Commitments 
The FON Group has minimum purchase commitments with various vendors through 2009. Outstanding 
commitments at year-end 2003 were approximately $1.2 billion and $900 million at year-end 2002. The 
outstanding commitments consist primarily of network equipment and maintenance, access commitments, 
advertising and marketing and other expenses related to normal business operations, as well as in 2003 
commitments related to information technology services. Approximately 70% of the 2003 purchase commitment 
will be incurred within the next twelve months. 

The PCS Group has minimum purchase commitments with various vendors through 2008. Outstanding 
commitments at year-end 2003 were approximalely $1 .€I billion and $1.6 billion at year-end 2002. The outstanding 
commitments consist primarily of network equipment and maintenance, handset purchases, access commitments, 
information technology services, adverlising and marketing and other expenses related to normal business 
operations, as well as in 2003 commitnients related to customer support provided by third parties. Approximately 
35% of the 2003 purchase commitment will be incurred within the next twelve months. 

Operating Leases 
Sprint's minimum rental commitments at year-end 2003 for all noncancelable operating leases, consisting mainly 
of leases for data processing equipment, real estate, cell and switch sites, and office space, are as follows: 

2004 m a  
2W5 610 
2006 440 
2007 264 
2m8 143 
Thereafter 440 

Sprint's gross rental expense totaled $11.2 billion in 2003, $1.3 billion in 2002, and $1.2 billion in 2001. Rental 
commitments for subleases, contingent rentals and executory costs were not significant. The table excludes 
renewal options related to certain cell and switch site leases. These renewal options, which are subject to 
escalation clauses, generally have five-year terms. 
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I 7. Additlonal Financial information 

Segment Information 
Sprint is divided into three segments: the global markets division, the local division, and the PCS wireless 
telephony products and services business, also known as the PCS Group. Other consists primarily of wholesale 
distribution of telecommunications products. 

Sprint manages its segments to the operating income (loss) level of reporting. Items below Operating income 
(loss) are held at a corporate level and only attributed to the FON Group and PCS Group. The reconciliation from 
Operating income (loss) to Net income (Loss) is shown on the face of the Consolidated Statements of Operations 
in the consolidation information. 

Sprint generally accounts for transactions between segments based on fully distributed costs, which Sprint 
believes approximate fair value. In certain transactions, pricing is set using market rates. 

Segment financial information was as follows: 

Global Corporate 
Markets Local PCS and 

Division(') Division Other Groupltl Elirninationsc2) Consolidated 
(mi/lions) 

2003 
Net operating revmuas 
Affiliated revenues 
Depreciation and amonization 
Restructuring and asset 
Operating expenses 
Operating income (loss) 
Operating margin 
Capital expenditures 
Total assets 

2002 
Net operating revenues 
Affiliated revenues 
Depreciation and amortization 
Restructuring and asset impairments~3~ 
Operating expenses 
Operating income (loss) 
Operating margin 
Capital expenditures 
Total assets 

2001 
Net operating rwenues 
Affiliated revenues 
Depreciation and amortization 
Restructuring and asset impai~ments{~I 
Operating expenses 
Operating income (loss) 
Operating margin 
Capital expenditures 
Total assets 

5 7,992 
693 

1,426 
1,564 
9,464 

(1,472) 
NM 
325 

8,194 

$ 8,943 
660 

1,479 
194 

9,143 

NM 
733 

10,830 

(200) 

$ 9,916 
581 

t ,318 
1 ,a88 

11,965 
(2,049) 

NM 
3,580 

12,265 

$6,143 
216 

1,085 
24 

4,355 
1,788 

1,240 
8,993 

29.1% 

$6,257 
285 

1,157 
56 

4,427 
1,830 
29.2% 

1,286 
8,507 

$ 840 
550 

23 
1 

872 
(32) 
NM 

1 
324 

$ 863 
559 
24 
1 

886 
(23) 
NM 

0 
733 

$12,690 
9 

2,486 
362 

12,139 
551 
4.3% 

2,150 
21,846 

$1 2,074 

2,267 
138 

475 
3.9% 

(46) 

1 1,599 

2 , m  
23,022 

$6,294 $1,206 $ 9,725 
283 695 20 

1,120 12 2,150 
109 6 10 

4,511 1,172 10,372 
1,783 34 (647) 
28.3% 2.8% NM 

1,337 111 3,751 
9,343 719 22,190 

$( 1,468) 
(1,468) 

(17) 

(1,494) 

- 

26 
NM 
1 08 

3,493 

$26,197 
- 

5,005 
1,951 

25,336 
861 
3.3% 

3,824 
42,850 

$26,679 

4,912 
389 

24,579 
2.100 

4,849 
45,293 

- 

7.9% 

525,562 

4,591 
1,813 

26,463 

NM 

- 

WI 

9,046 
45,793 

NM = No! meaningful 
(7) Atfiliaied revenu8s in 20112 are net of the adjustment for w'reless acc8ss rev8nue previously recorded between the global 

markets division and the PCS Group. 

(21 Revenues eliminated in consolidation consist primarily of local access charged Io the global markets division by the Imal 
division, equipment purchases from the product distribution business. inter-exchange services provided to the (oca1 division, 
long distance services provided to the PCS Group for resale to PCS customers and for internal business use, caller ID 
services provided by the local division to the PCS Group, handset purchases from the PCS Gmup and access to the PCS 
nshuork. Corporate capital expenditures were incurred mainly for Sprint's World Headquarlers Campus. 

See Note 5 of Notes lo Consolidated Financial Statements tor additional information. (31 
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In 2003, 2002 and 2001. more than 941% of Sprint’s revenues were from equipment and services provided within 
the United States. 

More than 98% of Sprint’s property, plant, and equipment is in the United States. 

Equipment sales to one retail chain and the subsequent service revenues generatd by sales to its customers 
represent approximately 21 YO of the PCS Group’s net operating revenues in 2003, 22% in 2002 and 24% in 2001. 

Net operating revenues by product and services were as follows: 

Global 
Markets Local PCS 

L3ivisionC‘) Division Other Group Elirnination~(~1(~1 Consolidated 
(millions) 

2003 
Voice $4,994 $4,659 $ - $ - $ (771) $ 8,882 

- (81) 2,501 Data 1,845 737 - 
- (29) 944 Internet 973 I - 

12,690 (9) 12,681 Wireless services - - 

(578) 1,189 Other 180 747 a40 - 

Total net operating revenues $7,992 $6,143 $ 840 $12,690 $(1,4E8) $26,197 
2002 

- 

Voice 
Data 
Internet 
Wireless services 
Other 

Total net operating revenues 
2001 
Voica 
Data 
Internet 
Wireless services 
Other 
Total net operating revenues 

$5,768 
I,047 
1,009 
- 

$ (919) 
- 

I 

46 

$ R659 
2,493 
1 ,m 

12,120 

$6,610 y 1 7 , y I r  y. - . y -  $ (827) $1 0,660 
2,426 
964 964 

- - 9,725 (20) 9,705 
485 848 1.206 - 17321 1.807 

- I - 1,857 569 
- - - - 

- 
. 

$9,916 $6,294 $1,206 $ 9,725 $(1,579) $25,562 

(I) Beginning in 2002, equipment revenue for all periods presented is repofled as part of Other revenues. This reclassification 
had no impact on total net operating revenues. 

fa Revenues eliminated in consolidation ronsist primarily of local access charged io the global markets division by the local 
division, equipment purchases from th4i product distribution business, inter-exchange services provided lo the local division, 
long distance services provided to the PCS Group for resale to PCS cuslorners and for intenial business use, caller ID 
services provided by the local division 1’0 th8 PCS Group, handset pUKhaS8S from the PCS Group and access to the PCS 
network. 

Pi Prior to 2003, elimination information for the globill markeis division was not tracked at a specific products and services 
level. A// eliminations were considered voice revenues. 

Allowance for Doubtful Accounts 
Sprint’s allowance for doubtful accounts was as follows: 

(millions) 
FON Group $169 $279 
PCS Group 107 135 

Consolidated 4 .. ~ . . I  $276 $414 

Supplemental Cash Flows Information 
Sprint’s cash paid (received) for interest and income taxes was as follows: 

2003 2002 2001 
(millions) 

Interest (net of capitalized interest) $1,397 $1,298 $1,112 

Income taxes S 83 S 14461 $ 12 
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Sprint’s noncash activities included the following: 

2003 2002 2001 
(millions) 

Common stmk issued under Sprint’s employee benefit stock plans 

Fair value of purchase contract adjustment payment liability 

Contribution to equity investment 

Tax benefit from stock options exercised 

Stock received for stock options exercis6d 

Extinguishment Of debt 

$122 $169 $189 

$ -  $ -  $ 5 3  

$ -  $ 3 3  $ 4 3  

5 4 $ 1 $ 1 7  

$ -  $ -  $ 4  

5 -  $ 3  $ -  

Pro Forma information on Long-term Disability Pian 

In the fourth quarter of 2003, in conjunction with our periodic review of the liability for medical coverage for 
participants in Sprint’s long term disability plan, we determined the liability on the balance sheet relating to costs 
incurred in periods prior to 2003 was understated by $1 14 million. The expense, if properly recorded in the years 
ended December 31,2002 and December 31,2001, would have decreased annual earnings per share for the 
FON Group by less than $0.02 per share in each of those prior periods, and would not have impacted the PCS 
Group’s reported loss per share for those same periods. 

As the impact to prior years’ annual financial statements was not material, Sprint recorded additional expense of 
$1 14 million, $72 million after-tax, in the 2003 fourth quarter to appropriately reflect the liability as of December 31, 
2003. This adjustment decreased the FON Group’s earnings from continuing operations in the 2003 fourth quarter 
by $66 million, and increased the PCS Group’s loss from continuing operations by $6 million. 

The liability was understated principally because of reliance on an inaccurate report identifying plan participants. 
Process corrections have been instituted to accurately report this information in the future. 

The expense, properly recorded in the respective periods, would have impacted annual income (loss) from 
continuing operations and net income in the Same amount. The impact to annual income (loss) from continuing 
operations and diluted earnings (loss) per common share is as shown below: 

Income (loss} from Earnings (loss) 
continuing operations per common 

impact on: (millions) share 

2003 
FON Group $66 $ 0.07 
PCS Group 6 0.01 

$(0.02) FON Group $I141 
PCS Group (2) 

FON Group SI141 
PCS Group 11 1 

2002 

- 
2001 

$(0.01) - 

I S .  Recently Issued Accounting Pronouncements 

In December 2003, the FASB revised SFAS No. 132, Employers’ Disclosures About Pensions and Other 
Postretirement Benefits. This statement adds to the disclosures required in SFAS No. 132. Effective for 2003 year- 
end financial statements, additional disclosures are required for the types of assets in the plan, investment 
policies, plan obligations, and plan confributions for defined benefit pension plans and other defined benefit 
postretirement plans. For interim periods beginning after December 15, 2003, additional disclosures are required 
for net periodic benefit cost and plan contributions. This guidance does not change the requirements for the 
measurement or recognition of pension and other postretirement benefit plans prescribed by SFAS No. 87, 
Employers’ Accounting for Pensions, SFAS No. 88, Employers’ Accounting for Settlements and Curtailments of 
Defined Benefit Pension Plans and for Termination Benefits, and SFAS No. 106, Employers’ Accounting for 
Postretirement Benefits Other Than Pensions. Sprint adopted this statement effective December 3 1 ,  2003. See 
Note 13 for further discussion. 
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19. Quarterly Flnancial Data (Unaudlted) 

Quarter 

Net operating revenues 
Operating income (loss) 
Income (loss) from continuing operations 
Net income (loss) 
Earnings (loss} per common share from continuing opsrationsl11 

FON cmmon stock 

PCS common stock 
Diluted and Basic 

Diluted and Basic 

1 9' 2nd P 4" 
(millions, except per share data) 

$6,339 $6,463 $6,714 $6,681 
604 370 (438) 325 

1 $Ea 7 (498) 38 
97 (2) (497) 35 

0.3t 0.10 (0.48) 0.40 

(0.18) (0.09) (0.07) (0.31) 

Quarter 
2002 1 S I  2nd 3d 4'h 

(miflions, 8XC@ per share data) 
Net operating revenues $6,637 $6,703 $6,798 $6,541 
Operating income (loss) 517 671 524 388 
tncome (loss) from continuing operations 99 (105) 477 - 

Net income (loss) 139 (67) 519 39 

Diluted and Basic 0.27 0.07 0.54 0.28 

Earnings (loss) per mmmon share from continuing OperationsW 
FON common stock 

PCS common stock 
Diluted and Basic (0.15) (0.17) (0.01) (0.25) 

As the SffeCtS of including the incrernei?ta/ shares associated wfth options, restricted stock units and ESPP shares are 
aniidilutive, both basic earnings per share and diluted earnings p e r  share reflect the same calculation for FON Group in ihe 
2003 third quarter and for all PCS G m ~ p  repotted periods. 

('J 

20. Subsequent Events (Unaudited) 

Dividend Declaration 
In February 2004, Sprint's board of directors declared dividends of 12.5 cents on the FON common stock. 
Dividends will be paid March 31, 2004. 

Virgin Mobile, USA 
In February 2004, Sprint's board of dirixtors aulhorized additional cash funding for the joint venture of 
approximately $22 million. 

Recombination of Tracking Stuck 
On February 28, 2004, Sprint's board of directors decided to recombine the tracking stocks and return to a single 
common stock. As a result, each shara of the PCS common stock will convert automatically into 0.50 shares of 
FON common stock on April 23, 2004. The FON stock will represent the only outstanding common stock of Sprint. 
After the recombination, Sprint will continue to present consolidated financial information, but will not include group 
level information. The recornbination will not impact Sprint's current presentation of all required segment 
information. 

L Riga tion resultant from Recombination 
In early March, 2004, six purported class action lawsuits relating to the recombination of the tracking stocks were 
filed against Sprint and its directors by PCS mmmon stockholders. One suit was filed in the Supreme Court of the 
State of New York, which is that state's trial cou~t; the remaining five were filed in the District Court of Johnson 
County, Kansas. The actions allege breach of fiduciary duty in connection with the approval of the recombination, 
and seek injunctive relief or monetary damages. 

lvew Directors 
In March 2004, two new independent directors, Gordon M. Bethune, Chairman of the Board and Chief Executive 
Officer of Continental Airlines, Inc., and Deborah A. Henretta, President of Proctor & Gamble's global baby care 
division, were appointed to the Sprint tloard of directors. 
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SPRINT CORPORATION 

SCHEDULE II-CONSOLIDATED VALUATION AND QUALIFYING ACCOUNTS 
Years Ended December 31,2003,2002, and 2001 

Additions (Deductions) 
Balance Charged to Charged Balance 

Beginning Income to Other Other End of 
of Year (loss) Accounts Deductions Year 

(millions) 
2003 

Allowance for doubtful accounts 

Valuation allowance-deferrd income tax assets 

Allowance for doubtful accounts 

Valuation allowance-deferred income tax assets 

Allowance for doubtfur a m u n t s  

Valuation allowance-4eferred income tax assets 

2002 

2001 

$573 s 47 $ -  $ - $620 

$191 $(1,229)('1 $414 $397 $1,055 

5686 

$352 

$598 

5573 

$ 913 $ 70 $ (938)r'I $397 

$686 $ 88 $ -  5 - 

$ (113) $ - $ - 

f V  

All prior peflod amounts have been restated io reflect the results of Sprint's directory publishing business, which was 
sold in January 2003, 8s 8 discontlnued operation. 

Accounts wrirtsn of ,  net of recousries. 
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EXHl8lT (12) 
COMPUTATION OF RATIO OF EARNINGS TO FIXED CHARGES Sprint Corporation 

2003 2W2 ZNO1 2000 1999 
(millions) 

Earnings 
Income (loss) tcom continuing operations before income taxes $ (623) $ 433 $(2,277) $ (968) 5(1,356) 
Capitalized interest (86) (118) (174) (175) (151) 

Subtotal (630) 434 (2,276) (887) (1,427) 
Fixad charges 

Interest charges 1,496 1,560 1,383 1.t69 1,020 

Total fixed charges 1,873 1,982 1,779 1,516 1,328 

Earnings (loss), as adjusted $1.243 $2.416 S (4971 $ 629 5 (99) 

Equity in losses of less than 50% owned entities 79 119 175 256 80 

Interest factor of operating rents 377 422 396 347 308 

. 

- PI - (3) - 14) Ratio of earnings to fixed charges - ('1 1.22 

( 1 )  

1.z) 

(3) 

(4) 

Earnings, as adjusted, were inadequate to (lover fixed charges by $630 million in 2003. 

Earnings, as aapsted, were inadequate to cover fixed charges by $2.3 billion in 2001. 

Earnings, as adjusted, were inadequate to cover fixed charges by $887 million in 2wO. 

Earnings, as adjusted, were inadequate to cover fixed charges by $1.4 billion in 1999. 

Note: The ratios were computed by dividing fixed charges into the sum of earnings (after certain aapstments) 
and fixed charges. Earnings include lncame (toss) from continuing operations before income taxes, plus 
equity in the net losses of less-than-50% owned entities, less capitalized interest. Fixed charges include 
interest on all debt of continuimg operations, including amortization of debt issuance costs, and the interest 
component of operating rents. 



EXHIBIT (21) 
SUBStD1ARIES OF REGISTRANT Sprint Corporation 

Sprint Corporation is the parent. The subsidiaries of Sprint Corporation are as follows: 
Ownership 

Jurisdiction of Interest Held 

Organization Immediate Parent 
Incorporation or By Its 

Amedcan Terecasting, Inc. Delaware 100 
American Telecasting Development, Inc. Delaware 100 

Frssno MMDS Associates, A General Partnership California Partnership 35 

Name 

FMA Licensee Subsidiary, Inc. 
American Telecasting of Anchorage, Inc. 
American Telecasting of Bend, inc. 
American Telecasting of Billings, Inc. 
American Telecasting of Bismarck, Inc. 
American Telecasting of Central Florida, Inc. 
American Telecasting of Cincinnati, Inc. 
American Telecasting of Colorado Springs, inc. 
American Tetecasting of Columbus, Inc. 
American Tefecasting of Denver, Inc. 
American Telecasting of Fort Collins, Inc. 
American Telecasting of Fort Myers, Inc. 
American Telecasting of Green Bay, Inc. 

American Telecasting of Minnesota, InC. 
American Telecasting of Nebraska, Inc. 
American Telecasting of North Dakota, Inc. 
American Telecasting of South Dakota, Inc. 

American Telecasting of Hawaii, Inc. 
Amerian Telecasting of Jackson, Inc. 
American Telecasting of Jacksonville, Inc. 
American Telecasting of Lansing, InC. 
American Telecasting of Lincoln, Inc. 
American Telecasting of Little Rock, lnc. 
AmBrican Telecasting of Louisville, Inc. 
American Telecasting of Medford, Inc. 
American Telecasting of Michiana, Inc. 
American Telecasting of Monterey, Inc. 
American Telecasting of Oklahoma, Inc. 
American Telecasting of Portland, Inc. 
American Telecasting of Rapid City, Inc. 
American Telecasting of Redding, Inc. 
American Telecasting of Rockford, Inc. 
American Telecasting of SalemlEugene, Inc. 
American Telecasting of Santa Barbara, Inc. 
American Telecasting of Santa Rosa, Inc. 
American Telecasting of Sarasota, Inc. 
American Telecasting of Seattie, Inc. 
American Telecasting of Sheridan, Inc. 
American Telecasting of Sioux Valley, Inc. 
American Telecasting of Tdedo, Inc. 
American Telecasting of Youngstown, Inc. 
American Telecasting of Yuba City, Inc. 
Frssno Wireless Cable Television, Inc. 

Superchannels of Las Vegas, Inc. 

NOCUTS, Inc. 
SC One Company 

Fresno MMOS Assmiates, A General Partnei 

Carolina Telephone and Telegraph Company 

ship 

California 
Delaware 
Ddaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Oelaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Del aware 
Del aware 
Del aware 
Del aware 
Delaware 
Delaware 
Delaware 

Washington 
California Partner 

Arizona 

1 0 0  
100 
100 
1 0 0  
100 
100 
100  
100  
100 
100 
100 
100 
100 
100 
100 
100 
100 
100 
1 0 0  
1 0 0  
1 0 0  
100 
100 
100 
1 0 0  
1 0 0  
1 0 0  
100 
1 0 0  
100 
100 
100 
100 
100 
100 
1 0 0  
90 
100 
100 
100 
100 
100 
100 

58 
ship 65 

North Carolina 100 
Pennsylvania 100 

Kansas 100 

Cen tel Corporation Kansas 
Centel Capital Corporation Delaware 
Centel Direc!ories LLC Delaware 
Centel-Texas, Inc. Texas 

Central Telephone Company of Texas Texas 
Csmral Telephone Company Delaware 

Central Telephone Company of Virginia Virginia 
Sprint-Florida, Incorporated Florida 

( 8 )  Sprint Corporation owns ail oi the common stock. The voting preferrsd stock Is held by I I Sprint subsidiaries. 

91.4111 
100 
100 
100 
1 0 0  
1 0 0  
1 0 0  
100 



EXHIBIT (21) 
SUBSIDIARIES OF REGISTRANT (continued) Sprint Corporation 

-- 
Ownership 

Jurisdiction of Interest Held 
Incorporation or By Its Name Organizaticxl Immediate Parent 

C FON C o r p o r a t h  Delaware 
People’s Choice ?V Cop. 

Alda Gold, Inc. 
Alda Tucson, Inc. 
Alda Wireless Holdings, Inc. 
Broadcast Cable, Inc. 
PCTV Development Co. 
PCTV Gold, Inc. 
People’s Choice SV of Albuquerque, Irlc. 
People’s Choice TV of Houston, Inc. 
People’s Choice lV of Milwaukee, Inc. 
People’s Choice TV of Salt Lake City, Inc. 
People’s Choice TV of St. Louis, Inc. 
People’s Choice TV of Tucson, Inc. 
Preferred Entertainment, Inc. 
Sat-Tel Services, Im. 
Speedchoice Equipment, Inc. 
Speedchoice of Detroit, Inc. 
Speedchoice of Phoenix, Inc. 
Waverunner, Inc. 
Wirejess Cable of Indianapolis, Inc. 

Broadcast Cable, Inc. 

Pin Drop Insurance, Ltd. 

SPCS Carlbe Inc. 

Sprint Asian American, Inc. 

sprint C a p M  corporatl#n 

SprintCom, Inc. 

Sprlnt Credit General, Inc. 

Sprint Credit Limited, Inc. 

Sprint eBuslness, Inc. 

Sprint Enterprise Network Servlces, Inc. 

Sprint e Wlreess, Inc. 

spdn t  Healthcare Systems, Inc. 

Sprint International Holding, /ne. 
SiHl Mexico, S .  de R.L. de C.V. 
SlHl New Zealand Holdco, Inc. 

SIHI Scandinavia A6 
SlHl SouM Africa (my) Lid. 
Sprint France SAS 
Sprint Hong Kong Limited 
Sprint International Argentina SRL 
Sprint International Australia Pty. Lirnitfid 
Sprint International Austria GmbH 
Sprint International Chile Limitada 
Sprint International Colombia Ltda. 
Sprint International Communications Canada ULC 
Sprint International Communications Singapore Pte. ttd. 
Sprint International do Brasil Ltda. 
Sprlnt International Holding, Inc.-India Liaison Off ice 
Sprint International Holding, Inc-Japanese Branch Office 

SprintFinCo, Inc. 

Sprint Paranet Canada, Inc. 

Sprint International New Zealand 

Delaware 
Delaware 
Delaware 
Delaware 
lndiana 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Arizona 

Oelaware 
Delaware 
Delaware 
Delaware 
Delaware 
Indiana 

Bermuda 

Puerto R i m  

Kansas 

Delaware 
Kansas 

Kansas 

Kansas 

Kansas 

Kansas 

Kansas 
Canada 

Kansas 

Kansas 

Kansas 
Mexico 
Kansas 

New Zealand 
Sweden 

South Africa 
France 

Hong Kong 
Argentina 
Australia 
Austria 
Chile 

Colombia 
Canada 

Singapore 
Brazil 
India 

Japan 

1 0 0  

1 0 0  
100 
100 
100 
24.9 
1 0 0  
1 0 0  
100 
1 0 0  
100 
100  
100  
100 
100 
1 0 0  
100 
1 0 0  
1 0 0  
100 
91.6 
75.1 

100 

100 

100 

100  
1M3 

1 0 0  

100 

100 

100 

1 0 0  
100 

100 

100 

1 0 0  
99 
100  
100 
1 0 0  
loo 
1 0 0  
50 
99.9 
1 0 0  
100 
99.9 
99.9 
100 
1 0 0  
50 
100  
100 



EXHIBIT (21) 
SUBSIDIARIES OF REGISTRANT (continued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

Incorporation or By Its 
Name Organization Immediate Parent 

(Sprlnt international Holding, inc. subsldlarles continued) 
Sprint International Japan Corp. 
Sprint International Korea 
Sprint International Norway AS 
Sprint international Spain, S.L. 
Sprint International Taiwan 
Sprint International Venezuela, S.R.L. 
SprintLink Belgium BVBA 
SprintLink Denmark ApS 
SprintLink France SAS 
SprintLink Gemany GmbH 
Sprintlink India Privata Limited 
SprintLink International (Switzerland) GmbH 
SprintLink Ireland Limited 
Sprintlink l tdy S.r.1. 
Sprintlink Netherlands B.V. 
Sprinttink UK Limited 
Sprint Netheflands B.V. 
Telecom Entity Participacoes Ltda. 

JVCO Participacoes LMa. 
Holdco Participacoes Ltda. 

lntelig Telemmunicacoes Ltda. 

Sprint Mexico, Inc. 

Sprint Mid-Atlantic Telecom, inc. 

Sprint Minnesota, Inc. 

Sprint Missourl, inc. 
SC Eight Company 

Sprint North Supply Company 
Northstar Transportation, Inc. 
North Supply Chile, S.A. 
North Supply Company of Lenexa 
Sprint Products Group, Inc. 

Sprint Payphone Services, h e .  

Sprint PCS Canada Holdings, Inc. 
Sprlnt Solutions, Inc. 

Sprint TELECENTERs, Inc. 

Sprin Wnited Management Company 
Sprint Services, Inc. 

Sprint Ventures, Inc. 

Sprint Wauepsth Holdings, InC. 
Sprint (Bay Area), Inc. 
Wavepath Holdings, Inc. 

Bay Area Cablevision, Inc. 
Transworld Wireless T.V.-Spokane, Inc. 
TTI AoquisRion Corporation 

Desert Winds Comm, Inc. 
WHI - San Diego, Inc. 
Wireless Holdings Purchasing CO. 

SWV Elght, lnc. 
SWV Three Telephony Partnership 

Sprint Telephony PCS, L.P. 
Sprint PCS Assets, L.L.C. 
Sprint PCS License, L.L.C. 
PCS Leasing Company, L.P. 

Japan 
Korea 

Norway 
Spain 

Taiwan 
Venezuela 

Belgium 
Denmark 
France 

Germany 
India 

Switzerland 
Ireland 

Italy 
Netherlands 

United Kingdom 
Nethehands 

Brazil 
Brazit 
Brazil 
Brazil 

Kansas 

North Carolina 

Minnesota 

Missouri 
Kansas 

Ohio 
Kansas 
Chile 

Delaware 
Kansas 

Florida 

Kansas 

Delaware 

Florida 

Kansas 
Kansas 

Kansas 

Delaware 
Florida 

Delaware 
California 
Delaware 
Delaware 
California 
California 
Delaware 

Delaware 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware 

Delaware Partnership 

1 0 0  
100 
100 
98 
100 
100 
99.5 
100 
1 0 0  
1 0 0  
1 0 0  
95 
100 
99 
100 
100 
100 
50 
50 

99.9 
99.9 

100 

100 

100 

1 0 0  
1 0 0  

100 
100 
18 
100 
100 

100 

100 

100 

100 

100 
100 

100 

100 
100 
62.5 
1 0 0  
1 0 0  
100 
1 0 0  
100 
100 

100 
22 

40.8 
1 0 0  
100 
51 

d 

4 



EXHI81T {21) 
SUBSIDfARIES OF REGISTRANT (continued) Sprint Corporation 

Name 

SWV Five, Inc. 
PhillieCo Partners 1. L.P. 

PhillieCo Sub, L.P. 
PhillieCo, L.P. 
PhillieCo Equipment & Realty Company, L.P. 

PhillieCo Partners 11,  L.P. 
PhillieCo Equipment & Realty Company, L.P. 
PhillieCo, L.P. 
PhillreCo Sub, L.P. 

SWV Four, Inc. 
PhiHieCo Partners I, L.P. 
PhillieCo Partners 11,  L.P. 
SWV TWO Telephony Parhemhip 

MinorCo, L.P. 
American PCS, L.P. 

American PCS Communications, LLC 
APC PCS, LLC 
APC Realty and Equ pmsnt Company, LLC 

American Personal Communications Holdings, Inc. 
American PCS Communications, LLC 
APC PCS, LLC 
APC Realty and Equpment Company, LtC 

Sprint Spectrum Equipment CDmpany, L.P. 

Sprint Spectrum L.P. 
MASSPCSCO 

Sprint Spectrum Equipment Company, L.P. 
Sprint Spectrum Realty Company, L.P. 
WirelessCo, L.P. 

Sprint Spectrum Realty Cornp,any, L.P. 
WireiessCo, L.P. 

Sprint Spectrum Holding Company, L.P. 
American PCS, L.P. 
Sprint Telephony PCS, L.P. 
PCS Leasing Company, L.P. 
Sprint Spectrum L.P. 

S Wlr One, Inc. 
SWV One Telephony Partnership 

MinorCo, L.P. 
Sprint Spectrum Holding Company, L.P. 

SWV Seven, Inc. 

S W SIX, Inc. 

SWV Three Telephony Partnership 

MinorCo, L.P. 
Sprint Spectrum Holding Company, L.P. 

SWV Two Telephony Partnership 

SWV One Telephony Partnership 

S WV Three, Inc. 

SWY Two, Inc. 

Jurisdiction of 
Incorporation 01 

Organization 
Delaware 

Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Rwtnetship 

Detaware 
Delaware Partnership 
Delaware Partnership 
Oelaware Partnership 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 

Delaware Partneiship 
Delaware Statutory Trust 

Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware Partnership 
Oelaware Partnership 
Delaware Partnership 

Delaware 
Delaware Partnership 

Colorado 
Delaware Partnership 
Delaware Partnership 

Delaware 
Delaware Partnership 

Delaware 
Delaware Partnenhip 

(2) MinorCo, 1. P. holds a limited and preferred partnership inter& of less than I % 

American PCS, L. P. holds the general partnership interest of greater than 99%. 

(4 American PCS Communications, LLC tlolds the general partnership interest of greater than 99%. 

(5) American Personal Communications Holdings, Im:. holds a limited parlnership interest of less than I %. 

Sprint Spectrum L.P. holds the general partnership interesl of greater than 99%. 

Sprint Spectrum Holding Company, L-I? holds the general partnership interest of greaier than 99%. (0 

Ownership 
lnferesl Held 

By Its 
Immediate Parent 

1 0 0  
35.3 
99 
99 
99 
35.3 

1 
1 
1 

1 0 0  
17.6 
17.6 
99 
15 
P) 

99131 

9w41 
9914) 

100 
15) 

(6 )  

(5) 

1 3  

1 0 0  
(2) 

99t6) 
99[8) 
99161 
P I  
PI 

15 
99(71 
59.2 
49 
99(71 

100 
1 

15 
15 

100 
78 

1 0 0  
30 
30 

1 0 0  
1 

100 
99 



EXHIBIT (21) 
SU6SIDIARIES OF REGISTRANT (continued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

Organization Immediate Parent 
Incorporation or By Its 

Name 

TDI Acquisition Corporation 
WBS California, LLC 

WBSE licensing Corporation 
WBSS Licensing Corporation 

WBSB Licensing Corporation 

W0SH Licensing Corporation 

WBSCB Licensing Corporation 
WBSK Licensing Corporation 
WBSR Licensing Corporation 

Kennewick Licensing, LLC 
WBSY Licensing Corporation 

Wireless Broadband Company LLC 
Wireless Broadband Services of America, LLC 
Wireless Broadcasting Systems of America, IN. 

WBS Idaho, LLC 

WBS Montana, LLC 

WBS Oregon, LLC 

WBS Washington, LLC 

Wireless Broadcasting Systems of BOiSB, inc. 
Wireless Broadcasting Systems of Coos b y ,  Inc. 
Wireless Broadcasting Systems of Eureka, Inc. 
Wireless Broadcasting Systems of Ft. Pierce, Inc. 

Wireless Broadcasting Systems of Helena, Inc. 
Wireless 3roadcasting Systems of Klamath, Inc. 
Wireless Broadcasting Systems of Melbourne, Inc. 

Wireless Broadcasting Systems of Roseburg, lnc. 
Wireless Broadcasting Systems of Sacramento, Inc. 
Wireless Broadcasting Systems of West Palm, Inc. 

Wireless Broadcasting Systems of Yakima, Inc. 

Cherokee Wireless of Knoxville, hc. 

WBSFP Licensing corporation 

WBSM Licensing Corporation 

WBSWP Licensing Corporation 

Wireless Broadcasting Systems of Knoxville, LLC 

Transworld Teelecommunicatluns, Inc. 

UCOM, Inc. 

Wavepath Holdings, Inc. 

Sprint Communications Company L.P. 
MASSFONCO 
Sprint Communications Company of New Hampshire, Inc. 
Sprint Cmmunications Company of Virginia, Inc. 
Sprint Cmmunications LLC 
Sprint Directory Trademark Company, LLC 
Sprint Licensing, Inc. 
United Telephone Company of Kansas 
USST of Texas, Inc. 

Sprintcorn Equipment Company L.P. 
Sprint Enterprises, L.P. 

MinorCo, L.P. 
PhillieCo Partners 1, L.P. 
PhillieCo Partners il, L.P. 
Sprint Spectrum Holding Company, L.P. 

Sprint Global Venture, Inc. 
SGV Corporation 

Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
DslawarB 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 
Delaware 

Pennsylvania 
Delaware 

Missouri 
Delaware Partnership 

Delaware Statutory Trust 
New Hampshire 

Virginia 
Delaware 
Delaware 
Kansas 
Kansas 
Texas 

Delaware 
Delaware Partnership 
Delaware Partnership 
Delaware Partnership 
Oslaware Partnership 
Delaware Partnership 

Kansas 
Kansas 

Sprint Corporation owns all of the common stock. The voting preferred stock is h8Id by Sprint Communications 
company L.P. 

Ucom, Inc., US Telecom. Inc., and Utetcom, Inc. each holds less than I %  of the common stock. 

100 
1 0 0  
1 0 0  
1 0 0  
100 
100 
100 
100 
100 
100 
100 
100 
100 
1 0 0  
1 0 0  
1 0 0  
1 0 0  
1 0 0  
100 
100 
100 
1 0 0  
100 
100 
100 
100 
100 
100 
100 
100 
100 
i 00 
100 
100 

100 
37.5 

100 
34.1 
100 
100 
100 
100 
103 
100 

1 0 0  
49 

48.9 
40 

47.1 
47.1 
40 

(9) 

100 

1 w  

4 



EXHIBIT (21) 
SUBSIDIARIES OF REGISTRANT (continued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

Organization Immediate Parent 
Incorporation or By Its 

Name 

Unlted Telephone Company of the Carolinas 
SC Two Company 

United Telephone Company of Eastern Kansas 
SprinUUnited Midwest Management Swvices Company 

United Teleservices, IN. 

United Telephone Company of Flor#d8 

United Telephone Company of Indiana, lnc. 
SC Four Company 

United Telephons Company of Kansas 

Unlted Telephone Company of New Jersey, inc. 

United Telephone Company of the Northwest 

United Telephone Company of Ohio 

SprinUUnited Mldwest Management Services Company 

SC Five Company 

United Telephone Compeny of Pennsylvania, The 
SC Six Company 
United Telephone Long Distance, Inc. 

Unlted fel8phone Company of Southcentral Kansas 

Unlted Telephone Compeny of Texas, h a : .  

United Telephone Company of the West 

Unlted Teiephone-Soulheast, Inc. 

SC Seven Company 

SC Three Company 

US Telecom, Inc. 
ASC Teleccom, inc. 
LCF, Inc. 
SC Seven Company 
Sprint Communications Company L.P. 
SprintCom Equipment Company L.P. 
Sprint Enterprises, L.P. 
Sprint Global Venture, Inc. 
Sprint Iridium, Inc. 
United Telecommunicaticns, Inc. 
US Telemm of New Hampshire, Inc. 

Utelcom, Inc. 
Private TransAtlantic Tetecornmunicaticms System, Inc. 

Sprint Communications Company LP.  
Sprint Global Venture, Inc. 
Sprint International Incorporated 

Private TransAtlantic Telecommunications System (N.J.), Inc. 

Consortium Communications international, Inc. 
Dial -The Israeli Company for international Communication Services LTD 
Marconi-Sprint Ssrvicos de Comurlicacao, Lda. 
SlHl Mexico S. de R.L. de C.V. 
Sprint Globat Venture, Inc. 
Sprint Hong Kmg Limited 
Sprint International Argentina SRL 

South Carolina 
Kansas 

Delaware 
Kansas 
KaIlSas 

Florida 

Indiana 
Karisas 

Kansas 
Kansas 

New Jersey 

Oregon 

Ohio 
Kansas 

Pennsylvania 
Kansas 

Pennsylvania 

Arkansas 

Texas 
Kansas 

Delaware 

Virginia 
Kansas 

Kansas 
Kansas 

California 
Kansas 
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Sprint Corporation owns all of the common stock. The voting preferred stock is held by Sprint Communications 
Company L.P. 
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(10) 

Ucom, lnc., US Telecorn, Inc.. and Utekom, lnc. each holds less than I% of the commn stock. 
Held in trust for Sprint tniemational Ho!ding. Inc. 
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EXHIBIT (21) 
SU BSlDl ARIES OF REGISTRANT (contl nued) Sprint Corporation 

Ownership 
Jurisdiction of Interest Held 

Incorporation or By Its 
Name Organization Immediate Parent 

Wtelcom, Inc. subsidiaries contnued 
Sprint International do Brasil M a .  Brazil 50 
Sprint International Caribe, Inc. Puerl0 RiCO 100 
Sprint International Chile Limitada Chile .I 
Sprint International Colombia Ltda. Colombia .I 
Sprint International Communications Corporation Delaware 100 

Sprint Communications Company L.P. Oelaware Partnership 1.9 
Sprint Global Venture, Inc. Kansas 13 
Sprint International Network Company LLC Oelaware 100  

Sprint International Incorporated - Berjing Representative Office China 1 0 0  
Sprint International Spain, S.L. Spain 2 
SprintLink Belgium BVBA Belgium .5 
SprintLink International (Switzerland) GmbH Switzerland 5 
SprintLink Italy S.r.1. Italy 1 
Sprint Teleoomrnunications Services GmbH Germany 100 

Wireless Cable of Florlda, Inc. Florida 100 



P 
EXHIBIT (23) 
CONSENT OF INDEPENDENT AUDITORS Sprint Corporation 

We consent to the incorporation by reference in the Registration Statements (Form 5-3, No. 33-58488; Form 5-3, 
No. 333-65402; Form S-3, No. 333-67104; Form 5-8, No. 33-31802; Fom S-8, No. 33-59326; Form S-8, No. 
33-53695; Form S-8, No. 33-59349; Form 5-8, No. 33-65149; Form S-8, No. 33-25449; Form S-8, No. 333-42077; 
Form S-8, No. 333-46491; Form S-8, No. 333-68737; Form 5-8, No. 333-68739; Form 5-8, No. 333-56938; Form 
S-8, No. 333-59124; Form S-8, No. 333-76755; Form S-8, No. 333-76783; Form S-8, No. 333-92809; Form $8, 
No. 333-541 08; Form S-8, No. 333-610162; Form $8, No. 333-75664; Form S-8, No. 333-86458, Form S-8, No. 
333-1 03689; Form S-8, No. 333-1 a36Ell; Form S-8, No. 333-105244; Form 5-8, No. 333-1 06086, and Form S-8< 
No. 333-1 11956) of Sprint Corporation and in the related Prospectuses and in the Registration Statements (Form 
S - 3 ,  No. 333-67162 and Form $3, No. 333-65402-01) of Sprint Capital Corporation and in the related 
Prospectuses of our report dated F ebrtlary 3, 2004 with respect to the consolidated financial statements and 
schedule of Sprint Corporation, includd in this Annual Report (Form 10-K) for the year ended December 31, 
2003. 

Is/ ERNST & YOUNG LLP 
Ernst & Young LLP 

Kansas City, Missouri 
March 4,2004 



EXHIWT 31 (a) 

C E FIT I F I C AT IO N S 

I, Gary 0. Forsee, Chief Executive Officer, certify that: 

1. I have reviewed this annual repott on Form 104 of Sprint Corporation; 

2. Based on my knowledge, this report does not contain any untrue statement of a material fact or omit to state a 
material fact necessary to make the statements made, in light of the circumstances under which such statements 
were made, not misleading with respect to the period covered by this report; 

3. Based on my knowledge, the financial statements, and other financial information included in this report, fairly 
present in all material respects the financial condition, results of operations and cash flows of the registrant as of, 
and for, the periods presented in this report; 

4. The registrant’s other certifying officer and I are responsible for establishing and maintaining disclosure controls 
and procedures (as defined in Exchange Act Rules 13a-I5(e) and 15d-i5(e)) for the registrant and have: 

(a) Designed such disclosure controls and procedures, or caused such disclosure controls and procedures to be 
designed under our supervision, to ensure that material information relating to the registrant, including its 
consolidated subsidiaries, is made known to us by others within those entities, particularly during the period in 
which this report is being prepared; 

(b) Evaluated the effectiveness of the registrant’s disclosure controls and procedures and presented in this report 
our conclusions about the effectiveness of the disclosure controls and prucedures, as of the end of the period 
covered by this report based on such evaluation; and 

(c) Disclosed in this report any change in the registrant’s internal control over financial reporting that occurred 
during the registrant’s most recent fiscal quarter (the registrant’s fourth fiscal quarter in the case of an annual 
report) that has materially affected, of is reasonably likely to materially affect, the registrant’s internal control over 
financial reporting; and 

5. The registrant’s other certifying officer and I have disclosed, based on our most recent evaluation of internal 
control over financial reporting, to the registrant’s auditors and the audit committee of the registrant‘s board of 
directors (or persons performing the equivalent functions): 

(a) All significant deficiencies and material weaknesses in the design or operation of internal control over financial 
reporting which are reasonably likely to adversely affect the registrant’s ability to record, process, summarize and 
report financial information: and 

(b) Any fraud, whether or not material, that involves management or other employees who have a significant role 
in the registrant‘s internal control over financing reporting. 

Date: March 8, 2004 

1st GARY 0. FORSEE 
Gary D. Forsee 
Chief Executive Officer 



EXHIBIT 31 (b) 

CERTIFICATIONS 

I, Robert J. Dellinger, Executive Vice President and Chief Financial Officer, certify that: 

1. I have review4 this annual report on Form 10-K of Sprint Corporation; 

2. Based on my knowledge, this report does not contain any untrue statement of a material fact or omit to state a 
material fact necessary to make the statements made, in light of the circumstances under which such statements 
were made, not misleading with respect to the period covered by this report; 

3. Based on my knowledge, the financial statements, and other financial information included in this report, fairly 
present in all material respects the financial condition, results of operations and cash ftows of the registrant as of, 
and for, the periods presented in this r43port; 

4. The registrant’s other certifying officer and I are responsible for establishing and maintaining disclosure controls 
and procedures (as defined in Exchange Act Rules 13a-l5(e) and 15d-l5(e)) for the registrant and have: 

(a) Designed such disclosure controls and procedures, or caused such disclosure controls and procedures to be 
designed under our supervision, to ensure that material information relating to the registrant, including its 
consolidated subsidiaries, is made known to us by others within those entities, particularly during the period in 
which this report is being prepared; 

(b) €valuated the effectiveness of the registranl’a disclosure controls and procedures and presented in this report 
our conclusions about the effectiveness of the disclosure controls and procedures, as of the end of the period 
covered by this report based on such evaluation; and 

(c) Disclosed in this report any change in the registrant’s internal control over financial reporting that occurred 
during the registrant’s most recent fiscJ quarter (the registrant’s fourth fiscal quarter in the case of an annual 
report) that has materially affected, or is reasonably likely to materially affect, the registrant‘s internal control over 
financial reporting; and 

5. The registrant’s other certifying offioer and 1 have disclosed, based on our most recent evaluation of internal 
control over financial reporting, to the registrant’s auditors and the audit committee of the registrant’s board of 
directors (or persons performing the equivalent functions): 

(a) All significant deficiencies and material weaknesses in the design or operation of internal control over financial 
reporting which are reasonably likely to adversely affect the registrant’s ability to record, process, summarize and 
report financial information; and 

(b) Any fraud, whether or not material, that involves management or other employees who have a significant role 
in the registrant‘s internal control over financing reporting. 

Date: March 8, 2004 

lsl ROBERT J. DELLINGER 
Robert J. Dellinger 
Executive Vice President 
and Chief Financial Officer 



EXHIBIT 32(a) 

Certification Pursuant to 18 U.S.C. Section 1350, 
As Adopted Pursuant to Section 906 of the 

Sarbanes-Oxley Act of 2002 

In connection with the annual report of Sprint Corporation (the "Company") on Form 10-K for the period ending 
December 31, 2003, as filed with the Securities and Exchange Commission (the "Repoff), I, Gary D. Forsee, 
Chief Executive Officer of the Company, certify, pursuant to 18 U.S.C. $1 350, as adopt4 pursuant to $906 of the 
Sarbanes-Oxley Act of 2002, that: 

(1) The Report fully complies with the requirements of section 13(a) or 15(d) of the Securities Exchange Act of 
1934: and 

(2) The information contained in the Report fairly presents, in all material respects, the financial condition and 
results of operations of the Company. 

March 8,2004 id GARY D. FORSEE 
Gary D. Forsee 
Chief Executive Officer 



EXHIBIT 32{b) 
7 

Certifleation Pursuant to 18 U.S.C. Section 1350, 
As Adopted Pursuant to Sectlon 906 of the 

Sarbanes-Oxley Act of 2002 

In connection with the annual report of Sprint Corporation (the 'Company") on Form 10-K for the period ending 
December 31, 2003, as filed with the Securities and Exchange Commission (the "Report"). I< Robert J. Dellinger, 
Executive Vice President and Chief Financial Officer of the Company, certify, pursuant to 18 U.S.C. 51350, as 
adopted pursuant to 9906 of the Sarbanes-Oxley Act of 2002, that: 

(1) The Report fully complies with the requirements of section 13(a) or 15(d) of the Securities Exchange Act of 
1934; and 

(2) The information contained in the Report fairly presents, in all material respects, the financial condition and 
results of operations of the Company. 

March 8.2004 Is/ ROBERT J. DELLINGER 
Robert J. Dellinger 
Executive Vice President 
and Chief Financial Officer 
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November 4,2004 

Mr. Rick Moses 
C/o Ms. Blanca Bay0 
Director of t h e  Division of Commission 
Clerk & Administrative Services 
The Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: Sprint Corpor;2tion 

Dear Mr. Moses: 

This letter will verify t h e  banking information you require on Sprint Corporation. 

Sprint has been a longstanding customer of UMB Bank for 50 years. They use severaI 
services offered by UMB Bank and are in good standing with the bank. 

If you need any other information please call me at 8 16-860-7 126. 

Senior Vice President 

101 0 Lrand t;oulcvard 
Kansas City, Missouri 

64 IO6 - (Hlh)  8611-7000 
umh.cum 



Sprint, A 
7 

Dennis C. Piper 
Vice Presidcnt 
Assist ant T reds u re r 

Sprint Corporation 
6200 Sprint Parkway 
Overland Park, K S  66251 
Phone: 91 3-794-1 49 1 
Fax: 9 1 3-794-01 53 

Date: April 14,2004 
To: Credit Manager 
From: Treasury Department 

Sprint Communications Company, L.P., is a wholly-owned subsidiary of Sprint Corporation. The primary asset of this 
entity is Sprint’s domestic and international long distance network. Sprint Corporation intends to keep this entity 
adequately capitalized to enable it to meet its financial obligations. 

Sprint Corporation (Sprint), incorporated in 1938 under the laws of  Kansas, i s  a holding company with operations 
primarily conducted through its subsidiaries. Sprint is a global communications company serving more than 26 million 
business and residential customers in over 100 countries. Sprint is widely recognized for developing, engineering and 
deploying state-of-the-art network technologies, including the United States’ first nationwide all-digital, fiber-optic 
network and Sprint’s award-winning Tier I lnternet backbone. Sprint provides ]oca1 commutiicalions services in 39 states 
and The District of Columbia and operates the largest 100% digital, nationwide PCS wireless nctwork in the United 
States. For more information, visit mv.spiint.com. 

Selected highlights for Sprint Communications Company, L.P. for the year ended December 3 1 ,  2003 are as follows: 

Net Operating Revenues 
Total Assets 
Total Equity 
Operating inlcome 

$ 8.3 billion 
$ 9.8 billion 
$ 8.6 billion 
$ 0.1 billion 

The following is a list of bank refererms: 

Bank References: 

Freddy Boom, Director 
Citigroup 
388 Greenwich St., 2 1’ Floor 
New York, NY 100 13 
Phone: 2 12-8 16-8 I 88 

Melissa Nachman, Vice President 
Wells Fargo & Company 
230 West Monroe Street 
Suite 2900 
Chicago, IL 60606 
Phone: 3 12-553-2353 

Leo Nunnink, Sr. Vice President 
UMB 3ank 
I01 0 Grand Boulevard 
Kansas City, MO 64 14 1 
Phone: X 16-860-7 126 

Sprint Corporation’s Dun and Bradstreet number is 00-694-2395 

Sinccrd y, 
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I e S A F E C O  

BID BOND Bid Date: November 18,2004 

SAFECO insurance Company 
PO Box 34528 
Seattle. WA 98124-1526 

S-OOWSAEF 1 0 A registered trademark of SAFECO Corporation 
FRP 

KNOW ALL BY THESE PRESENTS, That we,, Sprint Communications Company L.P. 

as Principal, hereinafter called the Principal, 

and the SAFECO INSURANCE COMPANY OF AMERICA 

o f  4634 154th P t  NE, Redmond, WA 98052 

the laws of the State of Washington 

Florida Telecommunications Relay, Inc. 

, a corporation duly organized under 

, as Surety, hereinafter called the Surety, are held and firmly bound unto 

131 1 N. Paul Russell Road, Suite-iO1 B, Tallahassee, FL 32301 as Obligee, hereinafter called the Obligee, 

Dollars ($ 500,000.00 
Surety, bind ourselves, our heirs, executors, administrators, successors and assigns, jointly and severally, firmly by these presents. 

, for the payment of which sum well and truly to be made, the said Principal and the said 

WHEREAS, the Principal has submitted a bid for Provide Telecommunications Relay Services for the State of Florida - Docket 

,No. 040763-TP. Should Sprint be awarded this project and required to post a performance I payment bond, bond will be 

ssued on Surety Company's annual bond form. 
NOW, THEREFORE, if the Obligee shall accept the bid of the Principal and the Principal shall enter into a Contract with the ObIiEee - 
in accordance with the t e r n  of such bid, and glve such bond or bonds as m y  be specified in the bidding or Contract Documents with 
good and sufficient surety for the faithful perfonnance of such Contract and for the prompt payment of labor and material furnished in 
the prosecution thereof, or in the event of the failure of the Principal to enter such Contract and give such bond or bonds, if the 
Principal shall pay to the Obligee the differencr: not to exceed the penalty hereof between the amount specified in said bid and such 
larger amount for which the Obligee may in good faith contract with another party to perform the Work covered by said bid, then t l u s  
obligation shall be null and void, otherwise to remain in full force and effect. 

2004 
5-- Signed and sealed this 14th day of October 

Sprint Communications Company L.P. (Seal) 
Prixicipd 

Les Meredith, Vice President Title 
-- Witness L4Ug 

SAFEC~"~P~URANCE COMPANY OF --- AMERICA 

Witness 
Paige M. urner Attomr,,-in-F act s . 





POWER A E E om OtFATTORNEY 

Its We and hwful attOmeyisM-fact, with full euthorWy to wwte on Its -If Whty and sumty bonds or underbaklngs and dher documents of a sknilar d a m a r  
bsuedkrthewmofh business, WKI to Mndthe respedva campanythereby. 
Ibl WITNESS WHEREOF, SAFE420 INSURANCE COMPAlW OF AMERICA and OWERAL INSURANCE COMPANY OF AMERICA have each executed and 
amsldIht3Bepreserlts 

this , -  19th 1 2000 

& H A ? ? ?  
RA. PERSON, SECRETARY W. WOACL STODDARD, PRESIDENT 

CERTIFICATE 

Extrad fmm the By-Lews of SAFECO INSURANCE CQMPAW #F AMERJCA 
and of QEINERAL tNSURANCE COMPANY OF AMERICA: 

"kbICk V. Saction 13. - RDEtlTY AND SUREtY BONOS ... the President any Mce P m M  the SeCFetary, and any Assistant V I  President appointed for that 
plrprns by the owlcer h Eharge of sumty ope-, shall each have authortty to appdn! kdhrktuals as altomys-in-factor under othe approprfate titles w#h author& b 
r w l r q n  behalf ofthe company ftdeiW and s u W  bonds awl other dowments of sknllar Elhametar issued by the c w p n y  in the cwrse of its businass.,. On any 
b h m m t  r&hg OT such qqdntment,  the signsltum may be aff~ed bu facshlle. On any instrwnent conferring such authority or on any bond or 

ofthe eapeny, the seal, OT I facshilethereof, m y  be hpmsed oratfbced or in anyothmanner reptoduced; provided, houU9ver. thatthe seal shall nd 
b y  b the vaWQ of any such instrument OT undertaking." 

Extrad from e Resolution of th Board of Diredm of SAFECQ INSURANCE COMPANY OF AMERICA 
and of QUYERAL INSURANCE COMPAV OF AMEWCA adopted July 28. I97Q. 

*on pry a,rtlficateaxeeuted by the searrtary or m asststant secrelary of ihe Ccmpany setting out, 
10 'The provlsbns of ArtIda V, SectIan 13 of the By-Lms, arid 

A w p y o f t h s ~ ~ ~ m e y a p p a k r b n e n t , ~ d p l r s u a n t t h e ~ o , a n d  
I (pr) c e r t i f y l n g t h a t a a l d ~ 4 f ~ ~ ~ & h f u l ~ a n d 6 f f e d ,  

Ihs stgmure dthe mrMyhg offleer may be by Facsimi, and the mal of the Campany may be a facsimilethemof." 

this 14th day of October , 2004 . 

R A  PERSON, SECRUARY 

Q Reglaterad trademark of SAFECO Cqmutbn. 
UlQm PDF 
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Bob Segalman, Ph.D. 
Founder of Speech-to-Speech 
3330 Tropicana Court 
Sacramento, CA 95826 
Call 1-877-833-6341 and ask for me at 916-362-0982 

October 26,2004 

To Whom It May Concerri: 

I am writing this letter in support of Sprint Relay as a Speech-to-Speech (STS) 
provide r . 

As the founder of STS Telecommunication Relay Service (TRS) in the United 
States I have a unique perspective on the development of the service and the on- 
going evolution of the product. 

I first began working with ,Sprint Relay in California in 1994. The Sprint Training 
Team and I developed the training materials for instruction and to set the 
foundation for the STS product that later became an FCC mandatory service. 
Sprint still utilizes the training that we developed together, including the 
incorporation of auditory tapes that I provided. Sprint continually collects 
feedback to make STS more accessible for all citizens. 

Sprint provides t he  most professional and appropriate STS product in the United 
States. I travel frequently and have the opportunity to utilize the services of other 
providers. Sprint is the only provider who I endorse. They consistently provide a 
superior service that meets the unique needs of the STS user base. 

Sprint is the national and international leader in providing STS. Today in the U.S., 
Sprint processes the majority of the nation’s traffic. In addition to the service 
provided domestically, Sprint has also supported me in my efforts to encourage 
other Governments to provide STS. Sprint sponsored the Germany Speech-to- 
Speech Trial in 2002 and is currently launching the first international STS Service 
in New Zealand. 

With that said, I offer my wholehearted support and endorsement of Sprint Relay 
to serve as the Speech-to-Speech provider for all citizens! 

Respectfully, 

Bob Segalman, Ph.D 
Founder of Speech-tc-Spelech 



----- Original Message----- 
From: Robert Dunn [mailto:rdunn@c-s-d.orgl 
Sent: Thursday, October 07, 2 0 0 4  1 2 ~ 0 3  PM 
T o :  G a n t t ,  Greg G [SBS] 
S u b j e c t :  F1 Customer's letter 

August. 26, 2004 

Dear PSC, 

I, as a D e a f  consumer as well as others in this State of F l o r i d a ,  
demand top q u a l i t y  in communication o f  TTY, Online and Videophone. 
S p r i n t  C o r p o r a t i o n  i s  the one t h a t  we r e a l l y  appreciate and look u p  to 
€ o r  its speedy responses of o u r  all calls! S p r i n t  Corporation is 
c u r r e n t l y  o u r  Vendor  in Florida and I wish  for you, as a dec i s ion -  
making e l i t e  group, to keep the S p r i n t -  Corporat ion to continue :serving 
approximately 1.8 million people w i t h  h e a r i n g  l o s s .  

S p r i n t  Relay S e r v i c e  has been o u r  v e n d o r  f o r  t h e  past five ( 5 )  
years  and we have no complaint at all for its less t h a n  15 seconds to 
make c o n n e c t i o n  to either re lays  or VRS connections! 

The S p r i n t  Corporat ion h a s  been  p a r t i c i p a t : i n g  and supporting 
organizations such as  FAD, Deaf Service C e n t e r s  for its s p o n s o r i n g  the 
events. The S p r i n t  Account Manager are listening to our  
requests/comments t o  improve the qualities and services  of S p r i n t  R e l a y  
Se rv ices  v i a  TTY and  o n l i n e  and  VRS v i a  webcams and videophones. 

Allan H. Karp 

3 7 4 6  S p r i n g  Crest Court 

L a k e  Worth, FL 33467-2456 



-----0rig inal Message----- 
From: brenda@soflacil.org [mailto: brenda@soflacil.orq] 
Sent: Mon 6/7/2004 4:4 I PM 
To: Kenneth .a.goulston@mail.sprint.com 
Cc: Robert Dum; Tom D'Angelo 
Subject: Videophones 

Dear Ken Goulston, 

The center had Robert Dunn to present about Sprint Video Relay Service. My students 
were amazed with the use of Sprint Video Relay Service with several options of their preferences. 
Your services are very excellent. 1 could not find a right word to say how useful those services 
can be for my students. With your services, it definitety reduces the communication barriers for 
my consumers, especially those who had insufficient educational background. 1 can see how 
much your services can enhance their independent living skills. My students wouldn't depend on 
me for making phone calls for them anymore, which is great! 

In another word, I want to thank you very much for giving the center the videophones, 
web camera, and an opportunity to use your services. I also want to personally thank Robert 
Dunn to solve our frequent technical problems at the center. Robert Ounn is an excellent person 
and has a great patient with us. It is my pleasure to have him helping us with the use of Video 
Relay Service via videophones. 1 strongly believe that the center would use your services often 
with no doubt. We hope that we can build better collaborative with your business in the future. 

Thank you, 
Brenda Rosario 
Advocate llltnstructor 



Or igi na I Message - -,-I - _ _ _ _ _  

From: C l a r a  Gantes [mailto:cgantesdsb@bellsouth.netj 
Sent: Tuesday, November 0 2 ,  2004 1 0 : 0 9  PM 
To: Gantt, Greg G [SBS] 
Cc: halfback@trnail.com 
Subject: Sprint R e l a y  Services 

Dear Greg 

I am sending you this message on behalf of the deaf and  Hard of 
hearing individuals in o u r  community in Dade County and Monroe 
counties. We want to express O U L  t h a n k s  f o r  t h e  ongoing s u p p o r t  ant i  
services that Sprint ha:; provided for our deaf and hard of hearing 
individuals in OUT communi ty  to r e c e i v e  access to communication 
through t h e  Relay Se rv ices .  
Sprint Relay services and outreach program h a s  provided our community 
deaf and Hard of hearinq individuals with access to communication 
through the r e l a y  and out reach  program during the p a s t  year. It has 
e n r i c h  the lives of many of o u r  deaf and  hard of h e a r i n g  people to 
have bet ter  access to phone services through the relay. N o t  only t h a t  
b u t  with t h e  larger percent  of Hispanic individuals in this area, 
Spring h a s  also provided access to the hispanic deaf  and hard of 
hearing community with s p a n i s h  speaking opera to r s  and  t r a n s l a t o r s  that 
many other relay c e n t e r  do n o t  provided.  
This Services i s  a great: need to o u r  community and  w i t h  o u t  t h i s  
services, our deaf and Ilard of hearing community will n o t  be able to 
receive the access to c c i m m u n i c a t e  with t h e  hearing world i n  t-heir d a i l y  
1 ives . 
Thank you for your e f f o i - t  and  hard work .  We hope t h a t  S p r i n t  w i l l  
continue to provide t h e  services that i s  needed in o u r  community. 

C l a r a  G a n t e s ,  Program Administrator 
Deaf Services B u r e a u  
1250 NW 7 Street  s u i t e  ; !07 
Miami, Florida 33125 
Phone 305 560 2866 

Being deaf myself, w i t h o u t  the r e l a y  services it would be impossib1.e 
to c o n t i n u e  to provide t.he access to communciate to the hearing world.  
Once again  t h a n k s  f o r  the e f f o r t  and hard work that you have provided 
in improving those services  and  keeping in c o n t a c t  with o u r  deaf and 
Hard of hearing c0mmunit .y in our l o c a l  area. 
Althought we have been h u s y  with so  many things going on down he re . .  as 
you know here there are alot of t h i n g s  that we want to improve a n d  
expanded more services clown here b u t  it would n o t  have poss ib l e  with 
ou t  people  l i k e  you. You have made an effort t o  reach out to o u r  
community and  I hope to work together w i t h  you a n d  Sprint in the near  
future. 



'!l 
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-----Original Message----- 
From: JuneandBob@aol .corn [ rnailto: 3 uneandBob@aol .corn] 
Sent: Saturday, October 30, 2004 1:28 PM 
To: Gantt, Greg G [SBS] 
Cc: rdunn@c-s-d .org 
Subject: Letter of Support for !;print 

To Whemever it may concern, 

I would like to write to show my support for Sprint to continue the relay services in Florida. I have 
been a tong time user of the Rellay services in CT. and I have always been satisfied with the 
service. 1 moved to Florida last summer and I also have been satisfied with the relay service here. 

I also appreciate the community support that Sprint has given to the deaf community and 
otganizations. 

Sincerely, 

June McMahon 



- -----0rigina I Message----- 
From: Mary Ann DeMeo [mailtcr:demeom@tblc.org] 
Sent: Monday, August 23,2004 10:28 AM 
To: sewice@ultratec.com 
Cc: Cheri Hofrnann; Lana 8ullian; Rosa Rodriguez 
Subject: CapTel 

Hello, 

I just wanted to say thank you!!!!!! Bless the people who developed the 
WONDERFUL phone!! I obtained my phone thru the Florida Relay. 

I have been unable to use the phone for most of my life. Imagine, being a high 
school student and not bei:ng able to call your girlfriends? Imagine going away 
to college and not being able to call your parents, and finally a professional 
librarian who had to give up a job she adored and waited for 7 years because she 
couldn't use the phone any more. This is all true of me. 

I used to describe this phone to every phone person 1 ever met. A TDD was of no 
use to me because I have CF and it's hard for me to type fast and also I deal with 
the hearing world. I have 'been told I speak well so all I need was a captioned 

P phone. 

I just wanted to say thank you for making my dream a reality. 

My only regret is that my mother did not live to see this. She would have been 
so happy! 

Mary A m  DeMeo 
Technical Services Librarian 
Safety Harbor Public Library 
101 2nd Street North 
Safety Harbor, FL 34695 
demeom@tblc.org 



r- 

-----Original Message----- 
from: RitaMarie63@aol.com [mailto:RitaMarie63@aol.com] 
Sent: Mon 11/1/2004 9:49 PM 
To: Robert Dunn 
cc: 
Subject: tetter to PSC 

November 1.2004 

Dear Florida Public Senrice Commission, 

I’m writing this letter regarding to the Sprint Relay Service. Since five years, The Sprint 
has been working very hard with Florida Relay Service to satisfy us, deaf customers. We can see 
there’s very seldom or never of “problems” with connecting to FRS, as they have their best quality 
of “the total relay solution and (video relay service) SprintVRS” which are parts of the Sprint 
Relay. We are very satisfied with their promises. Especially, their SprintVRS’ quick response is 
the major reason; we are very pleased with their average 15 seconds to make a VRS connection. 
Unlike other VRS providers’ Video interpreters responded mostly by 10 minutes average to wait 
for the connection. 

I’m very pleased that sirlce five years, Sprint has participated and supported at many 
deaf organizations, such as FAD, Deaf Service Bureaus as sponsorship. Especially, the Sprint 
employees such as any Sprint Account Manager always are listening closer to our discussions in 
person instead of phone TTY conversation. We have noticed that Sprint Supervisors have hired 
very qualified person to work thzlt’s the point, we are very pleased with their common senses to 
support us at many deaf organizations. 

At last, 1 want you to keep the Sprint as our provider to be continuing and helping us to 
communicate with the hearing people, the best they can provide for us. We have a lot of 
experiences in the past time before Sprint arrived. We know the difference. 

Thank you for reading 

Rita Marie Holland 



? -----0rigi nal Message----- 
from: Robert & Sheri Dunn [mailto:Robheri@adeIphia.net] 
Sent: Thursday, October 07, 2[)04 4:02 PM 
To: Gantt, Greg G [SBS] 
Subject: please fonvard this to right person thanks 

October 8.2004 

Dear Florida Public Service Commission, 

I’m writing this letter regarding to the Sprint Relay Service. Since five years, The Sprint 
has been working very hard with Florida Relay Service to satisfy us, deaf customers. We 
can see there’s very seldom or never of “problems” with connecting to FRS, as they have 
their best quality of “the total relay sohtion and SprintVRS”(video relay service) which 
are parts of the Sprint ReIay. We are very satisfied with their promises. Especially, their 
SprintVRS’ quick response is, the major reason; we are very pleased with their average 15 
seconds to make a VRS connection as well as the FRS‘s quick connection is still amazing 
like a blinking eye. Unlike odher VRS providers’ Video Interpreters responded mostly by 
10 minutes average to wait for the connection along with their Relay services quality is 
almost impossible to comparr: with the Sprint‘s best quality. 

I’m very pleased that since five years, Sprint has participated and supported at many deaf 
organizations, such as FAD, Deaf Service Bureaus as sponsorship. Especially, the Sprint 
Account Managers always are listening closer to ow discussions in person instead 
of other way like a conversation by TTY-phone . We have noticed that Sprint Supervisors 
have hired very qualified person to work that’s the point, we are very pleased with their 
common senses to support us at many deaf organizations. 

- 
At last, I want you to keep tht: Sprint as our provider to be continuing and helping us to 
communicate with the hearing people, the best they can provide for us. We have a lot of 
experiences in the past time before Sprint supported for the first time. We know the 
difference. 

Thank you for reading 

Sincerely , 

Shcrr I-. Dunn  

2005 Convention Chairperson 
Florida Association of the Deaf, Inc. 
sdunn@!fadcentral.orq 
www.fadcentraI.ordfad2005 
D-Link Videophone: 561479-01119 
1 P: robheri. homei p. net 



Bob Segalman, Ph.0. 
Founder of Speech-to-Speech 
3330 Tropicana Court 
Sacramento, CA 95826 
Call 1-877-833-6341 and ask for me at 91 6-362-0982 

October 26, 2004 

To Whom It May Concern: 

I am writing this letter in support of Sprint Relay as a Speech-to-Speech (STS) 
provider. 

As the founder of STS Telecommunication Relay Service (TRS) in the United 
States I have a unique perspective on the development of t he  service and the on 
going evolution of the product. 

I first began working with Sprint Relay in California in 1994. The Sprint Training 
Team and I developed the training materials for instruction and to set the 
foundation for the STS pmduct that later became an FCC mandatory service. 
Sprint still utilizes the trainiing that we developed together, including the 
incorporation of auditory tapes that 1 provided. Sprint continually collects 
feedback to make STS more accessible for all citizens. 

Sprint provides the most professional and appropriate STS product in the United 
States. I travel frequently and have the  opportunity to utilize the services of other 
providers. Sprint is the only provider who I endorse. They consistently provide a 
superior service that meets the unique needs of the STS user base. 

Sprint is the national and international leader in providing STS. Today in the U.S., 
Sprint processes the majority of the nation’s traffic. In addition to the service 
provided domestically, Sprint has also supported me in my efforts to encourage 
other Governments to provide STS. Sprint sponsored the Germany Speech-to- 
Speech Trial in 2002 and is currently launching the first international STS Service 
in New Zealand. 

With that said, f offer my wholehearted support and endorsement of Sprint Relay 
to serve as the Speech-to-Speech provider for all citizens! 

Respectfully, 

Bob Segalman, Ph.D 
Founder of Speech-to-Speech 


