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TECHNICAL BID PROPOSAL FORMAT 

1. Format 
a. The bidder’s proposal should he organized in the same order as the items listed 

in the checklist form in Section E. The bidder should provide information 
concerning each item in the checklist; however, for items rated as pasdfail, the 
bidder may simply note that it has reviewed the item and agrees to comply with 
the item. For items for which points may be awarded, the bidder should explain 
how it wiU provide the service described in the RFP. 

Sprint has read, understands, and has complied. 

b. Twenty (20) two-sided copies of the complete proposal should be fded. 

Sprint has read, understands, and has complied 

c. The technical proposal should be contained in a three-ring hinder indicating the 
name of the bidder and indicating that the contents of the binder is the technical 
bid proposal only. (The price proposal shall be submitted in a separate sealed 
envelope - see Section D.) 

Sprint has read, understands, and has complied. 

d. Each page of the entire proposal should be numbered at the bottom center of 
each page and each page should be consecutively numbered with no repetition of 
page numbers in the entire proposal. For example, there should only be one page 
1, one page 50 and one page 500 in the entire proposal. Page numbering should 
only be done in Arabic numerals with no pages numbered with other characters 
such as 5.7, iii, 6-a, XIX, or similar numbering systems. 

Sprint has read, understands, and has complied. 

e. In the top or bottom margin of each page, the name of the company should be 
identified. 

Sprint has read, understands, and has complied. 

f. To the extent possible, all pages of the proposal should be on 8% x 11” white 
paper. However, individual presentations which the bidder is unable to place on 
an 8 % ~  11” page in a readable format may be presented on a larger page. 

Sprint has read, understands and has complied. 
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D. THE PRICE PROPOSAL FORMAT 
Bidders shall submit their bids on the hasis of a charge per billable minute for all services 
described with the exception of Captioned Telephone in item B.22 and those optional services 
described in items B.51-55. The prices per billable minute (or other basis) for items in B.22 and 
B.51-55 shall be separately stated. A format similar to that shown below should be used for the 
price proposal. 

NOTE: THE PRICE PROPOSAL SHALL BE FZLED IN A SEPARATE SEALED 
ENVELOPE MARKED “SEALED - TO BE OPENED ONLY BY THE FPSC PROPOSAL 
OPENING OFFICER” 

Sprint has read, understands, and has complied. 

SERVICE PRICE PER BILLABLE MINUTE 

1. Basic Relay Service 

Bid price should be on a flat rate hasis per billat 
depending upon the volume of traffic. 

Sprint has read, understands, and has complied. 

2. Captioned Telephone 

I for all billable miou i an’ 

Bid price should be on a rate per billable minute for all billable minutes and may vary 
depending upon the volume of traffic. 

Sprint has read, understands, and has complied. 

3. Optional Features 

a. Custom Calling Services 

$ax PER BILLABLE MINUTE (or other basis) 

(see RFP item B.51) 

Other Optional Features Not Included in Basic Relay 

(see RFP item B.54) 

b. 

Sprint bas read, understands, and has complied. 
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July 6,201 1 

Mr. Ray Kennedy 
Director, Office of Commission Clerk, 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re: State of Florida Public Service Commission Request for Proposals, Docket No. 110013-TP. 

Dear Mr. Kennedy: 

Spnnt Communications Company, L.P. (“Sprint”) is pleased to have this opportunity to re-acquaint 
the Florida Public Service Commission (FPSC) with the value that only Sprint offers. This proposal is 
submitted by the Federal Programs Division within the Business Markets Group. I, William P. White, 
as the Vice President for the Federal Programs Dimion, have the authority to make decisions as to the 
prices quoted and the authority to contractually obligate and bind the company to the prices, terms and 
conditions of the attached proposal. 

The TRS industry has undergone tremendous change since Sprint first entered into a contract with the 
FPSC in 2001 to provide Relay services. We welcome this opportunity to submit a proposal that 
reviews both the high standad of service Sprint provides Florida Relay and also to inform the 
evaluators of improvements made to the Sprint Relay platform(s) and training processas since the 
submission of our previous proposal. Some of the highlights of Sprint’s proposal to provide relay 
access are summarized below, each of whch are described more fully in Sprint’s proposal: 

Experience and Qualifications: Sprint is the nation’s leading provider of TRS and CapTel 
with over twenty (20) years experience in the industry and eleven (11) years experience 
meeting the needs of Florida Relay users. 

Independent, third-party evaluations confirm that Spnnt not only 
complies with contract regulations and federal requirements, but exceeds the industry in key 
areas such as typing speed, overall customer care and speed in processing calls. 

Technienl Sophistication: Sprint’s third-generabon TRS and IP platform leads the mddustry in 
offering services, product enhancements and reliability that are unmatched by other providers. 

P 

Quality of Service: 

Service Enhaneements: As the recognized leader in the mdustry, Spmt wll  continue to 
provide a full smte of semce enhancements and desirable services including captioned 
telephone technology, 24171365 access to customer service, internet-based relay services and 
wireless-based relay services. 
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Dottie Cartrite, Sr. Account Executive will serve as Sprint’s sole point of contact for Sprint. 
Questions and official correspondence concerning Sprint’s application should be addressed to Dottie at 
the following: 

Sprint, Am: Dottie Cartrite 
707 17th Street, Suite 3750 
Denver, CO 80202 Email: dottie.cartrite@sprint.com 

Office: (303) 9494941 
Fax: (913) 523-9277 

Sprint has read, understands and complies with all technical requirements of the RFP. Sprint has 
provided clarifications a d o r  additional language for three sections of the RFP (Sections A.21 
Contract Document, A22 Limitations on Liability and A24 CancellatiodAvailability of Funds) in 
Attacbment P. To the extent Sprint has clarified a Solicitation term or proposed additional terms not 
addressed in the Solicitation, such comments have been included only after careful consideration of 
the Solicitation requirements, Sprint’s corporate policies, and applicable law. Sprint has made a good 
faith effort to respond to all Solicitation terms and requirements to the best of its ability and 
knowledge. The absence of a response in relations to a particular provision indicates our acceptance 
of that provision as it appcars in the Solicitation. Additionally, Sprint included its services agreement. 
The terms and conditions provided within the attached services agreement govern the products and 
services Sprint is providing under any proposed contract. If Sprint is awarded the contract, Sprint will 
negotiate in good faith to execute a definitive agreement for the equipment and services contemplated 
by the Solicitation that will incorporate elements of the Solicitation, Sprint’s Solicitation responses 
and services agreement, and any additional commercially reasonable terms and conditions negotiated 
by the parties. 

We trust that when all submitted proposals for this award are evaluated, the merits of choosing Sprint 
to continue as the provider of Florida Relay Service will be evident once again. Please let us h o w  if 
we can be of further assistance during this solicitation process. 

/’.. 

Sincerely, 

-’Z 

William P. White 
Vice President, Federal Programs 
Sprint Communications Company, L.P. 
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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 eleven years of evolving and partnering with the Florida Public Service 
Commission (FPSC) and FTRJ, Sprint stands ready to take FRS into the future by providing a service 
that is not only appropriate and affordable, but sets a new benchmark for service standards. 

Sprint's proposal has been designed to thoroughly address each of the State's requirements and to 
highlight Sprint's competitive advantages including: 

Experience and Qualifications: Sprint is the nation's leading provider of TRS and CapTel, 
with over twenty (20) years experience in the relay industry. 

Quality of Service: Third-party audits confirm that Sprint exceeds industry standards in key 
areas such as typing speed, customer care, and call-processing speed. 

Technical Sophistication: Sprint's third-generation platform leads the industry in offering 
performance, services, and reliability that are unmatched by other providers. 

Service Enhancements: Sprint offers the most comprehensive suite of enhancements and 
features. 

EXPERIENCE AND QUALIFICATIONS 

Industry Experience 

Sprint Relay has been a facility-based Telecommunications Relay Service Provider for over twenty 
(20) years . Sprint is the leading TRS and CapTel provider in the nation and holds contracts with 31 
states plus the Conunonwealth of Puerto Rico, the Federal government and the country of New 
Zealand for a total of 34 government entities as demonstrated on Figure 1 below. In addition, Sprint 
was recently awarded the contract to provide TRS and CapTel service in Wyoming. 
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Figure 1 - Map of Sprint TRS and CapTel Customers and Call Centers 
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Sprint Relay History 
Sprint launched its Relay services based on the direction and advice of the Deaf community and State 
Contract Administrators. The original Sprint Relay management team included three members of the 
Deaf community and has now expanded to be the largest team of Deaf and Hard of Hearing 
individuals in the TRS industry. Sprint Relay currently employees dozens of managers who are users 
of Sprint Relay and provide leadership in the direction of the products developed. 

Sprint will continue to provide a full Life-cycle team who is empowered to support the FPSC and 
FTRl, which ensures that questions, issues or suggestions are quickly addressed. Please review 
Appendix I for a detailed overview of the professionals who make up the entire Sprint team who 
SUppOlt FRS, including the following key persOlU1el: 

• Dottie Cartrite, Sales Executive 
• Missy McManus, Program Manager 
• Loraine Overland, Quality Assurance Manager 

Florida Experience 

Sprint has worked closely with the FPSC and Florida Telecommunications Relay, Inc. (FTRl) for over 
eleven years. During that time, we have made significant improvements to the service that benefit all 
including, but not limited to the following: 

Customer Service Initiative (CSI) Improvement Process 

Focus on Increasing Typing Speed and Accuracy 

Successful Negotiation of Significant Contract Changes to Reduce Costs 

CapTel Customer Satisfaction and Improvement Processes 


Sprint Relay Network of Call Centers 

Sprint offers the most geographically-disbursed network of TRS and CapTei centers available in the 
industry. The location of Sprint's ten domestic TRS and LP call centers can be viewed on the previous 
page, in Figure I. 

Sprint, as the incumbent provider, offers the FPSC and FRS users the most experienced workforce in 
the industry to support Florida Relay Service. As detailed in Item II, the average tenure of a CA on 
Sprint's network is over six (6) years. The average experience of a Sprint Relay CA is much greater 
than traditional call center employees. For many, providing TRS services is a long-time career field, 
rather than simply a job. 

SPRINT INVITES THE EVALUATORS TO PERFORM TEST CALLS TO ANY OF SPRINT'S 


RELA Y SERVICES TO VIEW FIRST-HAND THE LEVEL OF SERVICE AND QUALITY 


PROVIDED. 


Sprint 

While it is true that the Sprint Nextel Corporation ranks #67 on Fortune Magazine's 20 I 0 Fortune 500 
list, and provides wireline and wireless services to thousands of businesses including 93% of Fortune 
500 companies, it is also true that Sprint Relay is like a family. This dynamic offers the best of both 
worlds: the resources available to help shape the future with the comfort of experience and familiarity. 
Sprint does business throughout the State of Florida, providing business, State and local entities and 
end users with wireless and wireline products and services in addition to providing FRS. Sprint 
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employs Floridians throughout the State and is a strong business partner committed to maintaining a 
good relationship with the State and the Commission. Sprint is also an industry leader in 
envirorunental efforts. We are proud to be green and are 6th on Newsweek's Top 500 Corporations on 
"Green Rankings." 

QUALITY 

Sprint's clear mIssIon is to provide simple, instant, enriching and productive relay experiences. 
Customer satisfaction is a top priority at Sprint, and we demonstrate considerable effort working 
toward and measuring our success in this area. As a part of FIOlida Relay, we have created a culture 
focused on providing our customers exceptional service and improving the overall customer 
experience at every touch point. We have conducted several studies to obtain information from our 
customers. Data from the studies has been and will continue to be analyzed and presented for review. 
From the studies, we develop and implement improvements throughout the organization. We monitor 
customer satisfaction through a combination of the following: 

Listening to what our customers, as well as prospective and previous customers, indicate is 

most important to them in terms of customer experience, 

Providing simple methods for our customers to provide direct input on our performance, 

Tracking Sprint employees ' efforts to deliver an exceptional customer experience, and 

Implementing various techniques to measure customers' satisfaction with Sprint. 


Customers are the backbone of any business, and Sprint's customer service philosophy is based on this 
fact. Sprint' s philosophy is not to focus on how many customers we have, but how many satisfied 
customers we serve. We listen closely to what our customers tell us and respond immediately by 
delivering superior service in a timely fashion. In short, each member of Sprint does what is within 
his or her power to make customers glad they chose Sprint. 

Speed of Answer 

Sprint strives to exceed customer expectations by answering all calls functionally equivalent to what a 
voice caller experiences using the telecorrununications network. Sprint fully meets and, in many 
cases, exceeds the FCC requirement for speed of answer. Sprint currently answers between 94% to 
100% of TRS and CapTel callers within ten (10) seconds, which greatly exceeds the minimum 
requirement of 85%. On average, customers using Sprint's Relay services typically experience wait 
times between less than a second to a second and a half. 

Sprint Training 

Sprint's training programs have been developed using adult-learning theories and have incorporated 
direct input from the customers served. Sprint's focus, during the hiring process, initial training, 
ongoing development and follow-up training, is based on the customer experience. As described in 
Section 12, Sprint has streamlined its call processing software and processes so that training and 
quality assurance programs focus on the key performance indicators which are most important to 
customers, such as Customer Care and Typing proficiency. 

Sprint ' s mature workforce also means that much of Sprint's Quality Assurance programs are focused 
on the continuous evolution of the service and process improvements, rather than system navigation 
basic relay skills. 
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4 TRS Indus t rv  Oual i tv Text Calls 

During the first quarter o f  201 1, the Paisley Group, Ltd. pGL) conducted its National Relay TTY 
Performance Indexm. This independent testing was conducted on domestic TTY relay providers 
including AT&T, GoAmerica, Hamilton and Sprint and was made available for purchase to all those 
providers. PGL audited all companies using the same processes, samples and strict statistical 
standards to provide the most accnrate comparison possible. 150 calls were placed to each provider. 

Sprint's top performance in areas such as speed, typing skills, and Customer Care validate our 
commitment to providing the highest quality relay service. In fact, Spr in t  was the only provider to 
earn a perfect score for its Customer Care. A summary o f  Sprint's performance in the audit has 
been provided in the following chart. 

Conversation 
Length 

Session 
Length 

Connect Time 

Typing Speed 

FCC Typing 
Compliance 
Combined 
Typing Speed 
and Accuracy ~ 

Critical Errors 

Spoken 
Accuracy 

Overall 
Customer 
Care 

Passed Calls 

The time soent bv the CA relavino behveen I 
First 

First 

the called and c a h g  party; diesnot 
include time in queue, call set-up, or call 
wrap-up. 
The time during which the CA is connected 
to a caller including call set up and wrap up 
time. 
The number of seconds in order to wnnect 

First 

First 

The percentage of CAS who typed 60 wpm 
or more. 

The percentage of test calls with 60 wpm 
and at least typed 95% accuracy. 

Number of typing errors that change the 
meaning or the message. 
Percentage that the CA accurately verbally 
communicates what the text user types to 

First 

Sewnd (tie) 

The extent to which CAS leave customers 

on their behalf (customer advocacy) and 

The number of calls with 95% accuracy, 60 
wpm, 100% verbal accuracy and no 
"Critical Errors." 

Sprint bested the industry 
average by 12%. 

Sprint bested the industry 
average by 16% 

Sprint exceeded the industry 
average by over a second. 

Sprint's average CA typing 
speed of 82.5 wpm led the 
industry. 
Sprint CAS exceeded the 
industry average by 14%. 

Sprint led the industry average 
by eight (6) percent. 

Sprint had the fewest of all 
providers in critical errors. 
Sprint was level with the 
industry median with 99.8% 
accuracy. 

Sprint was the only provider 
who received a perfect rating. 

Spr.nt led with no cntical issues 
and exceeded the industry 
average by nine point seven 
I9 7) percent. 

Figure 2 - Summary of Sprint's Performance in the 201 1 National Relay TTY Performance Index 

Statistical Methodology 
The object o f  statistics i s  to make inferences about a population when the actual measurement o f  that 
population is impractical due to measunng or cost limitations. To make an inference about the 
population at large, a number o f  members of the population are identified and information on them is  
gathered (a sample). Second, the inference made about the population including the inference itself 
and a measure o f  bow good the inference (estimator) is. The inference is based on the information J 

Page E 

Sprint> 



Florida RFP for Relay Services --- 
gathered in the sample. The quality of the inference is measured by two elements: the confidence level 
and the error of estimation. The results of any sample rely on both measurements being used together. 
For this audit, a 95% confidence interval was used and individual margin of error is provided wlth 
selected measures on the full report. 

Press Release 
Sprint is very proud of its performance in the 201 1 National Relay TTY Performance Index. Recently 
Sprint and PGL issued a joint press release outlining Sprint's performance. The press release has been 
provided in Attachment B. 

Audit Results 
A full copy of the 201 1 National Relay TTY Performance Index has been provided as Attachment 
Q. Please note Sprint has filed this Attachment as non-public information. Spnnt has filed these 
results (Attachment Q) as confidential information in compliance with the Request for Proposal 
guidelines. 

CaoTel Oualitv Assurance Profsams 
Sprint's Quality Assurance Programs are not limited to TRS. Sprint believes that it is equally, if not 
more important, to have a formal quality assurance program for subcontracted services. Sprint 
conducts both internal tests monthly as well as engages outside auditors to conduct formalized testing. 
Sprint also routinely meets with Captioned Telephone, Inc. (CTI) to review the progress in key 
performance areas, as well as plans for improvement. 

/--. To the best of our knowledge, Sprint is the only CapTel provider with this type of formal quality 
assessment program. Sprint currently conducts test calls monthly to evaluate service and works 
directly with CapTel on the results. The CapTel CA is timed and scripts are designed to give the CA 
enough transmission time and a variety of words and phrases to test the speed and accuracy fairly. 
Sprint focuses on the following key performance indicators which are more fully described in Item 22: 

Accuracy 

Average 
Transcriptic 

n Rate 

Average 
Delay - Figure 3 ~ CapTel Quality Results 
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TECHNICAL SOPHISTICATION OF NETWORK 

Sprint celebrates the FPSC’s goal to offer new technologies as they become available. We are focused 
on developing innovative products while caring, serving and creating value for our customers. Sprint 
has consistently pushed technology; achieving many “firsts” in the Relay and telecommunication 
industry. 

Advanced TRS Platform 
In 2008, Sprint replaced the entire TRS platform with updated technology. This new technology 
provides significant CA automation and demonstrates Sprint’s continued commitment to the TRS 
industty. Sprint’s TRS Switch is fully supported by the manufacturer, unlike other Relay providers 
whose switches are on extended-support or have reached end-of-life status. 

While many people would never dream of using a ten- year-old personal computer at home with a 
DOS-operating system, some relay providers’ technologies are equally dated. A key differentiator 
between Sprint and other Relay providers’ service is the technology used in the provision of services. 
According to recent responses to Request for Proposals, many relay providers are utilizing the same 
switch and call processing technology deployed over a decade ago. Much of this technology is 
obsolete as it is no longer manufactured and has only limited, if any, support from the manufacturer. 
For some providers, if parts or switches are needed, the vendor may be reduced to searching reseller 
websites (such as Ebay). Conversely, Sprint’s TRS platform was upgraded in 2008 and is fully 
supported and manufactured and includes the following: 

H Relay Platform Switches - Sprint’s third-generation TRS platform makes use of an Avaya 
S87XX switch with Media Gateways to ensure the highest reliability and availability. 
Reporting System - Sprint’s Traffic Management Control Center (TMCC) and Call Center 
Management have the ability to view intraday performance on a real-time basis via a “traffic 
panel” monitoring system. Sprint employs such a robust call routing system with complex 
scripts in conjunction with the largest TRS network of TRS call centers and CAS. 

H Workforce Management Software - Sprint has invested heavily m providing a workforce 
management system that is extremely robust and flexible employing the latest version of IEX 
technology. 

H CA Call Processing - An intuitive desktop incorporates streamlined calling processing 
software through a Windows XF’ based application, including a mouse driven desktop, full 
duplex and advanced tools to help serve customers. 

Figure 4 below lists a side-by-side comparison of Sprint and other Relay providers’ technology. 

ully Supported End-of-Life Extended Support 

Sprint Hamilton AT8T 

I-’ switch Technology 

Switch Status by the 
Manufacturer 

CA and Automated 
System Macros 

Number of Macros 

Spell Check Library 

E 
1 

utomated and Manual Manual 
lanual 

200+ 300+ 

Figure 4 - Comparison of TRS Provider Platforms 
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Florida RFP for Relay Services --- 
Flexible and Responsive Network 
Sprint’s relay access network has been designed to respond with flexibility and to quickly address the 
needs of both FPSC and Florida Relay users. Many of these features may not be available through 
other providers using older, less dynamic platforms. 

H Dual Sensory Accessibility: Sprint offers a full calling package for individuals with dual 
sensory disabilities including Deaf Blind Relay Service, which allows users to customize the 
speed of the CA’s typing in increments of five words-per-minute. In addition, these callers 
receive a 60% discount on intrastate long distance h4TS Rates and the first tbree-minutes free 
to adequately explain the service to the called party. 

In March 2005, Sprint, created a nationwide solution to 
prevent prisoner inmates from using Relay inappropriately. Sprint Relay identified some 
prison inmates were inappropriately accessing Relay services to avoid paying for local voice 
phone calls. Sprint Relay created a solution that utilized the telecommunication industry 
standards for identifying incoming calls from all correctional facilities. By identifying 
originating calls as correctional facility calls, Sprint’s Relay Call Center can appropriately 
process an inbound call as a collect call. This solution eliminates the incentive to misuse Relay 
services for free local calling, and remains compliant with the Americans with Disabilities Act 
(ADA). Sprint continually works with correctional facilities throughout Florida to ensure 
those facilities’ telecommunication networks are configured properly so that hudulent calls 
do not hinder or delay Florida Relay users’ legitimate’ access to the service. 

H Pay-Per-Use: Sprint has implemented a pay-per-call process for TRS that accurately detects 
restrictive blocks placed on the calling party’s telephone line by the Local Exchange Camer 
(LEC). Other Relay provider’s “work-around” solution requires that the Relay user contact the 
Relay service to register a Relay-only 900 block. Sprint’s system eliminates the need for a 
work-around resulting in greater efficiency and functional equivalency for callers. 
Carrier of Choice: Sprint provides one of the most extensive Carrier-of-Choice programs for 
FRS. Sprint has proven techniques to encourage carriers to participate. Sprint’s well-known 
and well-respected brand has a distinct advantage over some providers when establishing 
these connections. Many carriers may be reluctant to establish connections with carriers who 
they may not instantly recognize. Sprint has found that its cooperative-working relationships 
with other carriers assist in establishing new carriers. 

H Correctional Facility Access: 

Reliable Sprint Network 
Sprint Relay is directly connected to the Sprint network, the most reliable network in the industry. 
Because Sprint controls the network, Sprint is also able to actively monitor and make adjustments in 
the network and call centers to control blockage. Sprint is also able to offer TRS discounts on both 
interstate and intrastate calling through Relay. Sprint processes billing for long distance calls in the 
same manner as other customers, ensuring a much smoother experience for TRS users. 

Enhancements to the Traditional TRS Service 
Sprint offers the following enhancements above the minimum TRS requirements. 

H Enhanced Customer Profde: Sprint has expanded the TRS Customer Profile to allow a 
comprehensive set of options for each customer to customize his or her call. These 
preferences can be accessed from any FRS number or through Sprint IP. 

H Calling Discounts: Sprint offers a relay service that provides a complete telephone package 
including long distance, local, wreless access and nationwide Directory Assistance. In 
addition, Sprint will offer a 50% discount off interstate and intrastate rates to all FRS 

f- customers selecting Sprint. 
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W Enhanced Turbo Code @-Turbo): Sprint is the only provider to offer TTY customers the 
option to store and send dialing informatlon, call handling preferences and enhanced 
transmission speeds with specially designed TTYs. 
Automated Pacing for Deaf-blind users: Sprint provides the most comprehensive solution 
for Deaf-blind users with the abllity to customize the speed in which transmission from the 
CA is received (m increments of five words per minute). This feature can be stored in the 
Customer’s Profile or requested on a per-call basis. The reduced typing speed feature may be 
utilized by TTY and VCO customers as well. 

--- 
4 

Enhancements to the Speech-to-Speech Service 
Speech-to-Speech (STS) users are often overlooked by many providers. Sprint is excited to announce 
the availability of many new features and enhancements for STS users in Florida including the 
following: 

Dedicated STS Customer Support: In 2010, Sprint launched the website 
www.SonntSTS.com to educate users on the availability and benefits of Speech-to-Speech 
Relay. Sprint will also offer a dedicated 24/7/365 STS Customer Service toll-free number as 
well as a STS Customer Service email address to specifically address questions and concerns 
related to STS. 
STS Message Retention: Spnnt allows STS customers to dictate the fmt message to be read 
to the called party. If the called party is unavailable (e.g busy signal, no answer), the STS 
user may request that this message is retained up to 24 hours. During this time period, the 
STS user can redial Flonda Relay STS and request that the call be attempted without delay. 
At the end of 24 hours, the message is automatically deleted from the Customer’s Profile. 
STS Email Call Set Up: Sprint launched a STS enhancement for its customers in New 
Zealand and anticipates bringing this enhancement to the United States during 2011. This 
enhancement allows STS users to email call information before initiating the call including the 
number to be dialed, who the STS user wants to speak to, any special instructions and subject 
of the call, or anything that makes it easier for the STS user to complete the call. This feature 
cannot be used to request a specific CA, schedule a STS call or be used in lieu of placing a 
live call. 
STS Contact Numbers: Communlcating telephone numbers may be difficult for some STS 
users. This feature allows STS users to simply advise friends, family and others to dial 7-1-1 
to reach them. Once connected, the person can simply provide the STS user’s name to the 
STS CA. The STS CA will use the STS user’s profile information provided for this purpose to 
connect to the STS user based on the registered STS user’s hours and days of availability. In 
this manner the inbound caller can be connected with the STS user at their location. 

4 

VRS Enhancements 
Sprmt is also dedicated to bringing mobility to Relay users who prefer to use American Sign Language 
(ASL) rather than text. Recently Sprint launched Mobile VRS which takes advantage of the power 
and speed of Sprint’s 4G network and the quality of Sprint’s Video Relay Service (VRS). As an 
added benefit, Sprint will include users m the States of Florida m future trials of these emerging 
technologies, as applicable. 

Other Relav Products 
In addition, Sprint has built an ever-extending portfolio of products and enhancements based on the 
needs of Relay users. As seen in Figure 5 ,  only Sprint provides all of the products and features as 
required in this RFP and/or available in the industry. 
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Figure 5 - Competitive Comparison of Services 

Sprint constantly and regularly updates our Relay products and introduces new technology. Sprint 
does not say that we are at the forefront and point to the past. Our team has been leading the industry 
for 20 years and it has never been more exciting. 

Although Internet-based products are not required by this contract , Sprint believes it is important to 
note that during the term of this contract, it is expected that some jurisdiction for IP-based services 
may be placed with the State. If this occurs, Sprint will be ready. 

Sprint Wireless CapTel™ 
Coming in 20 II, Sprint will be offering one of the newest and most 
exciting technologies available to CapTel users: Wireless CapTel by 
Sprint® . This easy-to-use application brings distinctive benefits over 
other competitors' wireless enhanced YCO products including the 
following: 

Carrier Neutral: Sprint ' s Wireless CapTel product is not 
carrier-specific . Unlike providers who only provide access 
through a single wireless carrier, Sprint's application will be 
available through any carrier using a data connection (3G , 4G or 
WiFi). 
Faster Captions: Sprint ' s Wireless CapTel product uses voice 
recognition technology (i .e., speech-to-text) , rather than using 
typing. This ensures that the customer receives up to two times 
faster service. 
Multiple Handsets : Whil e some providers require a specific 

.ti\ ·r ! rn .; * .-l • 520 .....-

(Dialing: 9132311386) - 
[Wireless Test 
English}-And Saint AtUla 
raised the hand grenade 
up on high, saying, "0 
Lord, bless this Thy hand 
grenade that with it Thou 
mayest blow Thine 
e nemies to tiny bits, in 
Thy mercy. And the Lord 
did grin and the 

-

I I
[.1 [] Hang Up 

handset, Sprint ' s Wireless CapTel will be available to all handsets running on the Android 2 .2 

platform. 

Affordable: Sprint's Wireless CapTel application will be available free-of-charge to end 

users. In addition, Sprint offers a discounted, data-only plan for Deaf and Hard of Hearing. 

Savings to the State: As an internet-based service, the minutes associated with this 

application will be billed to the TRS fund, rather than the FPSC. 


Sprint believes the Wireless CapTel application will be the most advanced application of its kind in 
the marketplace. Our goal at Sprint Relay remains to provide the most functionally equivalent service 
by making it easy to access, easy to use and easy to afford. 
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NO RISK OF IMPLEMENTATION ISSUES 


By selecting Sprint as the Relay provider under the new contract, the FPSC is assured a seamless, 
completely transparent continuance of FRS. Only Sprint can guarantee a continuance of services 
without the risk of service inten'uption, which may not be the case with a new provider. 

Risks and Challenges associated with Transitioning to a New Provider 

There are a number of risks and challenges associated with transitioning to a new Relay provider, 
including: 

Potential loss of services currently available to FRS users 
o Enhanced Turbocode 
o Deaf-Blind Pacing 
o Speech to Speech Contact lnfonnation 
o Speech to Speech Enhancements 
o Split-Screen ASCII 
o LD Discounts 


Potential degradation of the services offered 

o CAs who type slower and/or less accurate 
o Fewer carrier-of-choice selections offered 
o Antiquated relay platforms featuring aging technology 
o Less experienced provider and/or Program Manager 


Less value for each dollar spent 

o Longer call-processing times per call 
o Potential fraudulent calling allowed 


Community Issues including insecurity or distrust of a change in providers 

o Lack of visibility at community events 
o Provider who does not offer all services and products 

Customer Complaints 

As the incumbent FRS provider, only Sprint can ensure that the CItizens of Florida experience 
absolutely no intenuption in service or deterioration in service quality as a result of the new contract 
term. FRS users, who are accustomed to Sprint's fast typists and proven quality, may be dissatisfied 
with another provider. This could greatly increase the number of customer issues and complaints. In 
cases where states have selected another provider after having Sprint, many states see a dramatic 
increase in customer complaints. 

Figure 6 below provides publicly-available customer complaint infOlmation as reported through the 
FCC's annual filings at http://www.fcc.gov/cgb/dro/trs by state.html. 

State Utah 

Provider Sprint Hamilton Sprint Hamilton 

FCC Reporting 
Period 

Number of 
Complaints 

June 1, 2007 

May 31, 2008 

(12 months) 

24 

June 1, 2008 

May 31,2009 

(12 months) 

195 

1-

June 1 2009
January 27, 2010 

(7 months) 

3 

January 28, 2010 
May 31 , 2010 

(5 months) 

20 

Figure 6 - Complaint Comparison 
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“THE CA [SPRINT CAI HANDLING MY CALL WAS SO FAST AND SO POLITE. 
mNTUCKY RELAY MUST BE DOING NEW TRAINING.” 

~ 

State Nebraska 

I 
July 1,2009 - 
May31,ZOlO 

n Figure 7 - Complaint Comparison 

CUSTOMER TESTIMONULS 

West Virginia 

tiamllton 

June 1.2009 - 
May31.2010 

. .. ~~ .~ ~~~ 

_.-.S!mOn?!!!!!k 
7 

Sprint Relay users enjoy the benefits and efficiencies of an experienced workforce who are committed 
to quality. Listed below are comments from Sprint Relay users who have taken time to contact 
Customer Service or Operations Supervisor to comment on the service provided. 

“I AM WRITING THE L E T E R  AS THE PRESIDENT OF THE FLORIDA ASSOCIATION 

OF SERVICES TO THE FLORIDA TELECOMMUNICATIONS RELAY SERVICE. 1 HAVE 
USED THE SERVICE IN THE PAST HAVE FOUND THEM TO BE EXCEPTIONAL.” 

OF THE DEAF AND I WISH TO ExpREss MY SUPPORT FOR SPRINT AS THE PROVIDER 

JUNEMC~~AHON 
PRESIDENT, FLORIDA ASSOCIATION OF THE DEAF 
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“WE ARE VERY HAPPY WITH THE QUALITY OF RELAY SERVICES PROVIDED BY THE 
SPRINT RELAY PROGRAM AND HAVE BEEN USING THE SERVICES SINCE WE 

MOVED TO FLORIDA IN 2006.” 

DON M. SHAFFER AND KATHERINE M. SHAFFER 

BOARD MEMBERS, HEARING LOSS ASSOCIATION OF FLORIDA 

“AS AN INDIVIDUAL WHO HAS RELIED ON SPRINT SINCE IT BEGAN TO OFFER 
SERVICES TO HELP BRIDGE COMMUNICATIONS BETWEEN HEARING AND NON- 
HEARING PEOPLE, I CAN PERSONALLY ATTEST TO THE HIGH AND REPUTABLE 

QUALITY OF ITS SERVICES.” 

RICHARD HERRING 
PRESIDENT, HEARING LOSS ASSOCIATION OF SUN CITY CENTER CHAPTER 

Sprint has included letters of support attesting to Sprint’s quality in Attachment C 

Many of the State Contract Administrators have recorded video testimonials which have been included 
in graphics throughout Sprint’s proposal attesting to Sprint’s commitment to quality including the 
following: 

. think the fact that Sprint is, most of Sprint team are Deaf or t . _~ .  
of Hearing and use the relay service on a daily basis and because 
of that they are well aware of any issues that might come up with 

using the relay service and they are able to fix those issues: 
I 

Virginia (Ginny) Barr 
Indiana TRS and CapTei Contract Administrator 

I* ......_._..__._, __., 
citizens of my stab getting quality setviw, because they an 

consistently.” 

ldor ....__ etow _..,_ boutthe 

I 
Betty Hammond 

Nevada TRS and CapTel Contract Adm1ni-r 

e 
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Patty K r e s  
Illinois TRS and CapTel Contract Administrator 

SUMMARY 

Sprint is grateful for the opportunity to provide a proposal to the State in the provision of FRS. Since 
2000, Sprint has been honored to work closely with FPSC and FTRI to bring TRS servcies to many 
Floridians. 

As we hope is clearly evident in our proposal and from our service aver the past eleven years, Sprint is 
passionate and dedicated to providing quality Relay services in Florida. We believe Sprint offers the 
most comprehensive and cost-effective relay services in the industry. We invest heavily in upgrading 
our relay products and are working to ensure mobile access to all relay products. Because of feedback 
provided by FPSC Staff, Sprint changed the definition of how typing speed and accuracy are measured 
in TRS and secured third party evaluators. This significant change resulted in a quality improvement 
that Spnnt now offers across all contracts. These reductions m cost and mprovements in service are a 
direct result of our partnership with the FPSC. 

It has been an honor to be the provider of Florida Relay for the last decade and to work closely with 
the FPSC and to meet the communication needs of all Floridians. 
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Certification by FPSC and FCC (RFP ref. A-5)- 

-(anYun- 

Certiticate of Public Convenience and Necessitv and Registration 
The provider shall have a Florida Certificate of Public Convenience and Necessity to provide 
local service and shall be registered with the FPSC as an Interexchange Company, or only use 
for relay service, telecommunications providers that have obtained the authority to provide local 
and intrastate long distance service in Florida. The provider shall also have the necessary FCC 
authority or only use, for relay service, telecommunications providers that have the necessary 
FCC authority to provide interstate and international service. The FPSC reserves the right to 
require certification or registration, whichever is appropriate, of any entity pursuant to this 
eontract. 

Clarified per the Questions and Answers 

This requirement is now moot and will not be evaluated due to the passage of the 2011 
Regulatory Reform Act (HI3 1231). 

Sprint has read, understands, and complies 

Sprint Relay is fully compliant with all FCC requirements. All of the current operational, techmcal and 
functional features and standards implemented by Sprint meet or exceed standards mandated by the 
FCC. Sprint provldes interstate and international Relay services. 

Spnnt has worked closely with the FCC concerning basic services and upgrades to existing TRS. 
Sprint regularly provides comments and proposed changes and additions to the FCC requirements. 
Sprint has long been at the forefront of developing and offering features and procedures that were later 
adopted by the FCC and are now mandatory requirements for TRS. Sprint is proud to offer this same 
standard of Relay semces with access to a telephone network that is functionally equivalent to that 
which is available to those who are not communicatively impaired. 
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The award hereunder is subject to thc ~ . .  .... ns of Chapter 112, Florida Statutes, (Public 
Officers and Employees). AU bidders shall disclose with their bid the name of any officer, 
director, or agent, who is also an employee of the state of Florida, or any of its agencies. 
Further, all bidders shall disclose the name of any state employee who owns, directly or 
indirectly, an interest of five percent or more in the bidder’s firm or any of its branches. 

Sprint has read, understands, and complies. 

Sprint affirms that, to the best of its knowledge, no officer, director, or agent is an employee of the 
state of Florida, or any of its agencies. Further, Sprint affirms that, to the best of its knowledge, that 
no state employee owns, directly or indirectly, an interest of five percent or more in the bidder’s form 
or branches. 
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Item 6 Commencement Date (RFP ref. B-2) 
The commencement date for the service is June 1, 2012. Bidders shall provide a work schedule 
showing how they can meet that deadline and shall provide a statement that they can provide the 
complete service by that date. 

Sprint has read, understands, and complies. 

Sprint, as the incumbent TRS provider will not have to implement new service and will be fully 
operational on the commencement date of June 1, 2012. Sprint will use existing hardware, software, 
call centers and personnel in the provision of Florida Relay. 

The following tasks will be conducted to support the new service: 

As a part of the new service, Sprint will re-activate the Relay Conference Captioning service 
(providing up to 10,000 minutes per year). 

Sprint will continue to work closely with the FPSC and FTRl to verify the preferred formats 
for ongoing communication, reports and configurable items. 

Sprint will work with the FPSC and FTRl on Customer Survey development and aprpovals. 

During the contract, Sprint will present approaches and timeframes for conducting trials as 
identified in Item 53. 
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Term of Contri FP ref. 0-: 
Servi-- -2gin on June 1, ____. Thc tern _ _  - _ _  _ _  .-. ....- 

Upon mutual agreement between the FPSC and the provider, the contract may allow for the 
term to be extended for up to four additional one year periods. The provider shall notify the 
Florida Public Service Commission of its desire to extend service by June 1 the year before the 
current service period expires. For example, if the contract service period is due to expire on 
May 31,2015, the provider should notify the FPSC by June 1,2014, that it desires a one year 
extension of service. 

Sprint has read, understands, and complies. 
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Scope of Service (RFP ref. B-L 
_-_ ____.l servicc shall bc dchigued to pro\ he means by which a deaf, hard of hearing 
speech, or dual sensory impaired person using a TTY can communicate over the existing 
telecommunications network with a non-TTY user (and vice-versa) through the use of the relay 
system. The service shall also provide other telecommunications services to persons with 
hearing and speech disabilities as further deseribed below. 

The FPSC is interested in providing a relay service that is as cost efficient as possible while at 
the same time providing a service as equivalent to standard telecommunications service as 
possible. 

Sprint has read, understands, and complies 

n 
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1-800-676-3777 

1-800-676-4290 

1-868-269-7477 

!ss Numbers (RFP rc 
_ll.l --Jl be - -.-gle access number fc. - 3 D  UL _._, - 
single access number for ASCII users, and a single access number for Spanish users. The TDD 
access number shall be 800/955-8771, the voice access number shall be 800/955-8770, and the 
ASCII access number shall be 800/955-1339. The Spanish access number shall he 877/955-8773. 
The provider must request FPSC authority to use additional numbers for relay access (e.g. STS, 
other foreign languages, etc.). If a caller calls the wrong aecess number, the system shall process 
the call without requiring the caller to redial. 

Sprint has read, understands, and complies. 

As the current provider, Sprint will continue to use the existing access numbers which have been 
approved by the FPSC. Sprint provide a single access number for TDD users, a single access number 
for voice users, a single access number for ASCII users, and a single access number for Spanish users, 
and additional numbers for Relay access as seen below: 

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

TRS (English) 

TRS (Spanisn) 

CaDTel (Enalish) 

Sprincs TRS Customer Selvice is answered 24/7/365 by a live 
representative ready lo assist customers in all TRS communication 
methods and IangJages. Sprint also offers email. fax and mail options 
for FRS customers. 
In addition to Sprint's TRS Customer Service. Sprint also offers 

TDD - 800-955-8771 
Voice - 800-955-8770 
ASCII - 800-955-1339 
Spanish - 877-955-8773 
VCO -877-955-8260 
Speech-to-Speech -877-955-5334 
French and Creole - 877-955-8707 
Pay-Per-Call - 900-230-6868 

. 
CapTel-specific Customer Service seven days a week. Sprint also 
offers email, fax and mall options for FRS CapTel users. 

Sprint's Intelligent Call Processing terminals allows CAS to process all call types from 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 
Customer 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 
Exchange Carrier (LEC). This is done to circumvent fraud and increase the functional equivalence of 
Pay-Per-Call services as described in Item 25 of this proposal. 

Sprint will supply additional access numbers to support new, specialized services for Speech-to- 
Speech Voice Carry Over and English-to-Spanish translation, if desired by the FPSC. 

In addition, Sprint provides the following Customer Service numbers to support FRS. 

Figure 0 - Customer Service Numbers 
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Access shall also be provided via “711” which shall point to the 800/955-8770 number. 

Sprint has read, understands, and complies. 

Callers to the Florida Relay may continue to use the abbreviated dialing code 7-1-1 to reach the 
Florida Relay Service, which points to the toll-he Voice access number (800-955-8770). 

4 
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Availability of System to Users (RFP ref. B-6) 
all be designed to relay local, intrastate, interstate, and international calls that 

originate or  terminate in Florida. Relay service shall he available 24 hours per day every day of 
the year. 

No restrictions shall be placed on the length or  number of calls placed by customers through the 
relay center. 

Sprint has read, understands, and complies. 

servic 

FRS will continue to be available 24 hours-perday, 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. 
Sprint does not place restrictions on the length or number of calls placed by customers through the 
relay service. 
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mum CA Qualifications and Testing (RFP ref. 6-71 
I.____I 111 vr--2y hon they plan to dcmonstratc that CAS mcct I ______I.I 

requirements. CAS shall be able to quickly and aceurately type TDD relay messages. 

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. 

The FF’SC and the FRS consumers deserve 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 ensure that Sprint offers the best TRS experience in the industry. Sprint’s 
Quality Assurance Programs include the following special approaches, which directly benefit FRS 
users: 

Florida Quality Assurance Program: Sprint provides a formal Quality Assurance program 
lead by the Florida Quality Manager, Loraine Overland, to ensure that all quality assurance 
activities are fully implemented and that operational issues are understood and addressed 
quickly. The Florida Quality Assurance Program has been designed to attract quality 
applicants, reward quality service, and retain the best CAS. 

Independent Evaluation of Service: As a part of its Quality Assurance program, Sprint 
engages a third-party, independent company specializing in the assessment of CA accuracy, 
productivity and quality to conduct independent evaluations of the FRS service at no cost to 
the State. 

~ 

Florida Oualitv Assurance Proeram 
Sprint’s Quality Assurance team has developed comprehensive hiring and training programs that 
prepare employees for the challenging position as a CA 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 consumers they serve throughout their employment as a CA. 

Sprint’s Quality Assurance Program is lead by the Florida Quality Manager, who currently resides in 
Florida, and works closely with call center staff, Sprint Trainers, Sprint’s Program Manager and the 
FPSC Contract Administrator, and is available to work directly with the Florida community. 

The Florida Quality Assurance Program incorporates four essential functions: Stafing, Developing, 
Evaluating and Giving Feedback. Each of these functions is briefly described in the following chart 
and explained in greater detail elsewhere in this section. 

ttunities in mnspic 
h EEOC and state 

es opportunity information to agencies and 

rms candidates 
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I Function What Sprint Does How Sprint Does It 

-- - 
J 

Manager or Human Resources personnel review 
and applications for qualifications. 
ce is given for work experience with perso 
Deaf, Hard-of-Hearing or speech-disabled, 
wledge of American Sign Language or 

experience wfth Relay. 
er or HR representative discusses job 

expectations with candidates, including confidential1 
ethics, courtesy, aauracy, and more; evaluates 
communication skills and administers pre- 
employment typing tests and verifies wo*, wiminal 
and educational background. 
Operational personnel, who have been trained in 
interviewing techniques, determine candidates’ 
suitability in several work dimensions and discuss 
work expectations with candidates. 
Operational personnel or HR representative 
administers preemployment spelling and grammar I 4 test. 

J 
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Function What SDrint Does How Sprint Does It 
Members of management distribute information and 
conduct meetings about customer concerns, 
developments in the TRS industly and state of the 
business. 
Management soliits employee questions and ideas 
through surveys. group meetings, suggestion 
progmns and "open door" practices, responding to 

resource staff with in-depth 
I prccesses and ASL translation arc 
rk Centers with the CAS and are 

Trainers and Supervisors conduct scripted test 011s 
of CAS to evaluate specific pelformance indicators 
and overall performance. 
Each CA is required to demonstrate their typing 

displayed in the Center. 
Supervisors conduct teem meetings and team 
building activities to encourage continuous 
improvement and peer support. 
CA performance above and beyond the expected 
level is acknowledged with Center activities and 
incentive awards. 
Supervisors and other members of management 

+ 

Figure 9 - Developing Quality CAS 

Adequate Supervision 
Sprint ensures that there are adequate supervisory personnel available at all times to oversee CAS and 
to ensure that courteous service is being rendered. TRS call centers are staffed with experienced and 
qualified personnel. As evident in the figure below, Sprint's long-standing call centers employ an P 
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adequate number of Managers, Supervisors and Trainers to ensure that CAS have adequate supervision 
at all times. 

Austin, TX 

Independence, MO 

Sioux Falk, SD 
open since mom2 

Lubbock, TX 

Open wnce 

Syracuse, NY 

Dayton, OH 

Honolulu, HI 

4 Figure 10 - Subcontractor-operated call centers 

Observation and Recognition 
Sprint’s call center Supervisors, Trainers and Center Managers are visible and available on the call 
center floor. They instantly recognize CAS who are observed providing exemplary service. CAS are 
also recognized when a customer calls in to praise the service they provided. These incentives include 
certificates, balloons, snacks, or other forms of recognition to the employee when their actions are 
seen as a “Best Practice.” 

Performance-Based Incerrtive Program 
Sprint’s goal is to attract and retain the best and the brightest talent. The Sprint compensation 
philosophy is designed to offer market competitive pay with opportunities for pay based on superior 
service. This performance-based approach recognizes and rewards CAS based on the quality of 
service provided. Recognition is a powerful way to motivate employees, build culture and drive 
success. Sprint takes the oppomity to let CAS h o w  they are appreciated and has robust programs to 
snpport our passion for recognition. 

Average Tenure 
Sprint offers a mature and experienced workforce. Because of this, Sprint focuses much of its Quality 
Assurance efforts on ongoing training rather than initial training. The fact that our CAS do have so 
much experience can also attest to our ongoing performance improvements. A new provider would 
have to hire new CAS who may not offer the same level, especially upon initial implementation. 

Sprint and its subcontractors strive to foster positive, respectful work environments for CAS and 
provide competitive compensation and benefits packages, which has resulted in a mature, experienced 

Due to the small size of this center, the center manager performs all supemsory and training roles. e# 1 
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workforce. The average experience of a Sprint Relay CA is much greater than traditional call center 
employees. For many, providing TRS services is a long-time career field rather than simply a job. 

CAS with longevity tend to be compensated greater and receive more paid time off each year than CAS 
with less longevity. Years of service is also a factor when considering employee preferences for work 
schedules and leave requests. Sprint provides employees with special recognition awards and gifts for 
continued service with the company. 

O U D u w -  

Please see the following figure for staffing levels supporting TRS call centers. 

TRS Call Center ! Average CA Tenure: 
~. 

Austin, Texas 

Dayton, Ohio 
In operation since 4/06/98 

Honolulu, Hawaii 
In operation since 9/30/03 24 yaacs 

Figure 11 - Staffing Levels 

Independent Third-party TestinP 
A key component of Sprint’s FRS Quality Assurance Program has been the implementation of third- 
party independent testing. In June 2005, Sprint began engaging The Paisley Group, LTD to perform 
independent testing of live FRS calls to ensure compliance with the State’s 60 words per minute 
typing requirement. As a result of this testing and an increased focus on typing speeds, Sprint CA 
typing speeds have increased dramatically and consistently lead the industry in industry testing. 
Figure 12 highlights Sprint’s typing performance during the past five years. 

2 Staffing information as of May 2010. 
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Figure 12 -Sprint Relay Performance in Annual Independent Testing 

During the first quarter of 201 1, the Paisley Group, Ltd. (PGL) conducted its National Relay TTY 
Performance IndexTM. This independent testing was conducted on domestic TTY relay providers 
mcluding AT&T, GoAmerica, Harmlton and Sprint and was made available for purchase to all those 
providers. PGL audited all companies using the same processes, samples and strict statistical 
standards to provide the most accurate comparison possible. 150 calls were placed to each provider. 

Sprint's top performance in areas such as speed, typing skills, and Customer Care validate our 
commitment to providing the highest quality relay service. Please see Attachment Q for results. 

4 

SPRINT WAS THE ONLY TRS PROVIDER DURING THE 201 1 NATIONAL RELAY 
PERFORMANCE INDEX TO EARN A PERFECT SCORE FOR CUSTOMER CARE. 

Bidders shall speeify how they plan to demonstrate that CAS meet all necessary proficiency 
requirements. CAS shall be able to quickly and aecurately type TDD relay messages. 

The provider shall use valid, unbiased tests for CAS on subjects including, but not limited to: 

a. Competent skills in typing, grammar, spelling, interpretation of typewritten 
American Sign Language (ASL), and familiarity with hearing and speech 
disability cultures, languages and etiquette. CAS must possess clear and 
artieulate voice communications. 

Sprint has read, understands, and will comply. 

Sprint has employed a number of measures to evaluate CA competency skills in typing, 
gammar, 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. 

4 
- 
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Supervisors provide survey feedback to CAS and arrange for additional training and practice 
as necessary to improve skills. 

Applicants are required to pass a computer-based, valid and unbiased typing test. Applicants 
who fail to achieve the required typing speed are not considered for employment. During 
training, CAS are required to demonstrate that they are able to quickly and accurately type 
TTY messages and to pass an oral-to-text typing test at 60 net words per minute (wpm) or 
better. 

Prior to graduating from initial training, CAS are also required to pass a series of written and 
skills-demonstration tests and process live calls unassisted. If a CA trainee c m o t  pass all 
required examinations, the CA will not be used to process FRS calls. 

After initial training, Sprint conducts ongoing testing throughout a CAS employment to ensure 
proficiency is maintained as noted below: 

ONGOING TESTING TESTING PERIOD I 

Figure 13 - CA Tests and Testing Periods 

Individual Surveys 
Once training is complete, the CA's performance is regularly evaluated through individualized 
surveys at least twice a month. 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 over 40 aspects of Relay call 
processing. The Performance Survey addresses, among many aspects of quality Relay 
performance, appropriate grammar, spelling, voice clarity and articulation, typing speed and 
accuracy, TTY-ASL 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. 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. CAS who do not satisfactorily improve in a 
reasonable time are subject to formal corrective action, up to and including termination of 
employment. 

Internal Test Call Program (Monthb) 
The Internal Test Call Program is conducted by center representatives across the nation. 
Specific scripts and survey forms are used to focus on the topic being tested. Trainers compile 
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where it is analyzed. Feedback is provided to the Trainers and a determination is made as to 
what achon is required. 

Quarter& Independent Surveys 
Each center’s performance is evaluated quarterly through random surveys conducted by an 
independent, third-party. The auditors dial into relay centers using TTY devices or ASCII 
simulators and following preapproved scripts. Sprint CAS have no inside knowledge of either 
the script or when test calls will be placed. CAS are evaluated on eleven areas of performance. 
Below are recent performance results from the frst quarter of 201 1. 

Figure 14 -Quarterly Independent Testing 

Confideniialily 
All CAS and other Relay Center personnel are required to sign and abide by the Sprint Relay 
policy for confidentiality. These confidentiality exceptions are strictly enforced and 
employees are expected to comply with this policy during and after their period of 
employment. AU employees attend annual confidentiality meetings wherein the confidentiality 
agreement is reviewed and re-signed. 

b. A high school diploma or grade equivalent diploma. In addition, each candidate 
shall pass a high sehool level English eomprehension and grammar test before 
being eonsidered for employment. 

Sprint has read, understands, and will comply. 

Spnnt requires CAS to possess either a high school diploma or a GED grade equivalent 
diploma. Sprint screens and evaluates CA applicants for English comprehension, grammar and 
communication skills before being considered for employment and regularly monitors CA 
performance to ensure that they appropriately use their skills in the performance of their jobs. 
In addition, each candidate is required to pass a high school level English comprehension and 
grammar test before being considered for employment. 
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C. A minimum typing speed of 60 words per minute (wpm) on live relay calls. 
Technological aids may be used to reach the required typing speed. The 
method to be used to determine the typing speed is as follows. Start timing the 
CA when the CA begins to type the message to the TTY user. Count the number 
of characters including spaces and divide that number by five to determine the 
number of words per minute. It shall be the objective of the provider to test each 
CA at least once yearly. If a CA does not meet the 60 wpm requirement, the CA 
shall be taken off of live relay calls until further training and compliance can be 
accomplished. 

Sprint has read, understands, and will comply. 

Sprint has worked closely with the FPSC to determine the most accurate way to evaluate CA 
typing performance. Through this process, Sprint has developed a good understanding of the 
challenges and necessity of evaluating live typing speed and accuracy. This bas been a time 
and labor intensive initiative on the part of both FPSC and Sprint. To underscore our 
continued commitment to this effort, Sprint offers many additional layers of quality assurance, 
including an independent third-party evaluator funded solely by Sprint to support these efforts. 

Typing Skill Evaluation 

Live Test Call 

Pre-Employment Test 

Training Test 

'erformance Survey 

Simulated ConditionsTest 
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Tplna Sklll Evaluation I Methodology 

Live Tvuine Testing 
Sprint will continue to engage a third-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 quarterly basis. The third 
party contractor will conduct a minimum of 150 live Relay typing test calls per quarter, usmg 
prepared scripts that reflect typical Relay conversations and measuring typing speed using the 
FF'SC methodology described in this RFP. 

It is Sprint's objective to test CAS supporting FRS calls at least once per year using the 
quarterly 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 Florida Relay calls until 
he/she is able to demonstrate compliance with the FRS standard. Sprint's Program Manager 
will provide the results of quarterly live Relay test calls to the FF'SC 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. 

A sample typing report from Paisley has been provided as Attachment D. 

Pre-Emnlovmeut Testing 
Sprint Relay conducts a preemployment typing test of all CA applicants. Only applicants 
which demonstrate the minimum typing speed using specialized typing test software are 
considered for employment. 

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

performance Survey 
Sprint has developed a comprehensive; performance-based assessment tool for CA 
performance. The CA Perfonnance Survey provides a detailed perspective on individual 
performance and allows for the assurance of 44 aspects of CA call processing performance. 
All CAS are evaluated monthly 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. 

Simulated Conditions Tvuinne T w t i n ~  
Sprint also tests all CAS quarterly using a five-minute oral-to-type simulated test. All CAS 
must achieve 60 wpm (after deductions are made for accuracy) with at least 95% accuracy. Y 
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The test used to assess typing speed is the same test used to assess accuracy. The maximum 
allowable error rate allowed for internal testing is five percent (5%). 

According to recent RFP submissions by other providers, Sprint performs offline, simulated 
typing tests more often than other providers, as demonstrated in the chart below. 

I Typing Speed 

I Hamilton 
AT8T - Every Four Months 

I Every Twelve Months I 
tigure 16 - trequency of Relay Provider Simulated Typing Test 

National Indeuendent Evaluations 
In 2006, Sprint also began conducting Industry-wide evaluations of TRS typing speeds using a 
third-party independent evaluator. The testing parameters were based off of the FRS Quality 
Assurance testing model. As a result of these tests, Sprint’s typing performance drastically 
imuroved over the past five ( 5 )  wars and consistentlv has outperformed all other TRS 
providers in the area of twinr! sueed. In the 2010 Industry testing commissioned by Sprint, 
Sprint CAS led the industry with an average typing speed of 86.5 wpm. 

The following figure demonstrates the 2010 independent testing results, commissioned by 
Sprint, which demonstrate Sprint’s superior quality. 

Typing Speed Typing Accuracy 

-I[clr-FIIRliFm . .  7- 
sprint 

Hamilton 
arPr  I 

95% 
60 wpm Accurc~y and 60 wpm mw-,. l~la ..rm 

86.5 100.0% 96.6% 73% 
79.4 90.7% 92.4% 39% 
) 78.2 96.5% 70% 

Figure 17 - Relay Provider Independent Comparison 

In 2011, the Paisley Group, LTD performed industry testing and offered the National Index 
results to all Relay providers, as well as States. Sprint has provided a copy of the results as 
Attachment Q. The report includes Sprint superior performance in areas such as typing 
including both the fastest typists and greatest number of CAS typing 60 wpm with 95% 
acccuracy. 

d. 

Sprint has read, understands, and will comply. 

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 employees receive training on the 
appropriate protocol to protect Relay user’s privacy and how to prevent the unintentional 
disclosure of Relay communications. When trainees observe calls and ask questions once back 
in the training room, trainers lead a discussion on the appropriate method to seek clarifications 

Ethics, e.&, how a CA deals with situations he may encounter. 
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without divulging confidential information. CAS may also 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 skillsdemonstration 
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. 

e. Confidentiality. 

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. In accordance with FCC regulations, all information provided 
for call set-up, including 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, 
call detail 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 
are taught using various scenarios which demonstrate the correct way to request assistance 
from a Supervisor without divulging call-specifics. 

Confidentiality is reinforced through the CAS' participation in an interactive training program 
focusing on scenarios that they are likely to encounter when relaying calls. 

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: 

H Keep all TRS call-related information strictly confidential. 
H Keep no records of customer information or content of any TRS call. 
H Nothing may be edited or omitted from the content of the conversation or the spirit of the 

speaker. 
H Nothing may be added or interjected into the content of the conversation or the spirit of 

the speaker. 
Assure maximum customer control. 

Page 48 



Flo ri d !t 

~ 	 Florida RFP for Relay Services 

• 	 Strive to further skills and knowledge through training, workshops and reading literahlre 
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 
confidentiali ty. 

• 	 Stress can be a factor in maintaining confidentiality. CAs receive training on healthy 
detachment. 

• 	 Each CA must sign the Pledge of Confidentiality Agreement form, as found in Attachment 
E. 

• 	 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 confidentiality 

agreement is reviewed and re-signed. 
• 	 Supervisors are present in the work area to observe behavior. 

Any person who has not passed these tests shall not be utilized as a CA. 

Sprint has read, understands and complies. 

Any person who has not passed the tests referenced above will not be utilized as a Sprint Relay CA. 
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including with its proposal an outline of a proposed CA training plan. The provisions for CA 
training shall include, hut not be limited to, an understanding of limited written English and 
ASL, deaf culture, needs of hearing and speech disabled and dual sensory impaired users, ability 
to speak in a tone of voice consistent with the intent and mood of the conversation, operation of 
relay telecommunications equipment, how to handle hearing and Voice Carry-Over, ethics, 
confidentiality and other requirements of the Provider’s operating policies and procedures. 
Training shall include both simulated and live on-line call handling. 

Sprint has read, understands and will comply. 

Sprint Relay has a reputation of being a quality Relay provider within the Deaf, Hard of Hearing, Deaf 
Blind and Speech-Disabled communities, as well as the general public. Sprint considers the education 
and continued development of all CAS as an investment, not an expense. Each new CA completes an 
initial comprehensive training program including classroom-based, computer-based, and discovery- 
based, experiential learning methods to provide a strong foundation of Sprint culture, product 
knowledge, policies, procedures and - most importantly - customer conversation and satisfaction 
skills. 

In addition to initial training, each new CA must also complete a series of scenario-based assessments, 
culminating in an on-the-job final assessment before graduating from initial training and handling 
relay calls. 

Initial Training 
Sprint has a comprehensive training proflam that has been designed to provide CA applicants with the 
tools and skills necessary to successhlly facilitate FRS calls. Sprint’s CA application is intuitive and 
contains on-screen prompts. This mcans less time is needed by CA minees to learn to navigate the 
system and more time can bc spent on customcr-focused activities such as Dcaf Culturc, mnslating 
ASL to English, Ethics, Confidentiality and overall Customer Care. This is an important distinction of 
Sprint’s training, as outlined in Figure 18 below. 

I From the first day of training. Sprint wants each CA to know what is expected from them This time is spent 
reinfortina all Center wlicies. as well as ensuring that each CA has mastered all objectives to process calls in I 

terminal. This 

Figure 18 - Overview of Sprint Training /”. 
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Instructional Methods 
All of Sprint's training programs are developed using adul t 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 

Simulated on-line call handling 

Assisted, live-call handling 


Initial Training Schedule 

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. 

The figure below provides a detailed outline of Sprint's CA Training schedule and topics. Sprint will 
provide additional information regarding TRS train ing programs, as requested. 

ASL Introduction - ASL Workbooks 
Numbers/Confidentiality Forms 
Welcome PackeUlmportant 

Overview of System and Equipment 
Building Tour, Lockers, Keycard check, Login Skills i.e. Typing, talking, listening, 
Numbers reading 
Training Goals and Expectations Tour Preferencing: Admin Presentation 
What is Relay? Connecting to Relay 
Video: Making the Right Connection Headset Orientation 
How We Got Here - Orientation - Why we're Basic Call Processing Procedures (TTY 
here. - Voice) 
Contract Information Observe Calls 
Introduction of Training Workbooks *Typing PracticefTests if necessary 
TIY Overview/Abbreviations, Descriptive 

round Noises 
(TTY - Voice) - continued Observe Calls 
Role Play Introduction Continue Call Processing (Voice - TIY) 
Review (TIY - Voice) Administer Spelling Test 
TIY - VOICE PRACTICE VOICE - TIY PRACTICE 
Phone Image/Rudeness HR - Orientation presentation 
Detachment Review for Test #1 
Expressive Typing *Typing PracticefTests if necessary 
Variations 
Deaf Culture: Quiz about Deafness 
Review - Variations Pagers/Beepers 
Branding Deaf Culture: Deaf Timeline 
Recording Feature Practice Role Plays 
Answering Machines/Answering Machine Observe 
Retrieval (AMR) Administer Test #1 
Control D Feature/ Pagers *Typing PracticefTests if necessary 

Variations 
VCO - Branded Practice Role Plays 
Practice Role Desensitization 
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Observe 
Review for Test #2 
Typing PracticelTests if necessary 

Deaf Culture: ASL Worksheets 
ASL Workbook 
Practice Role Plays 
Administer Test #2 
"Typing PracticelTests if necessary 

Review 
Changing CAs - Video and Call Takeover 
Process 
Directory Assistance 
Sprint International! 900 calls 
HCO - Non Branded 
HCO - Branded 

Practice Role Plays 
ASL Translation - Presentation by staff 
interpreter or individual with experience 
Observe - Type 
Review for Test #3 
HR - Benefits 
"Typing PracticelTests if necessary 

Device to Device 
Administer Test #3 
Observe - Talk 

Emergency! Threats 
Help Screen Review 
Take Calls - assisted 
Review for Test #4 

Variations 
Practice Role Plays 
Return ASL Workbooks and Discussion 
AdherencelTrades!OT - OA Presentation 
Administer Test #5 
Final Review! Questions & Answers 
Detachment 
Life After Training 

Tests if necessa 

Administer Test #4 
Overview of Federal Relay 
Take FRS Calls - assisted 
Review for Test #5 
"T PracticelTests if 
Graduation 
Take Calls 
Take digital pictures for Sprint ID Badge 

Figure 19 - TRS CA Training Schedule 

Testing 

CAs are given five (5) written and three hands-on performance evaluations. Sprint CAs must 
demonstrate Relay skill level in all aspects of call processing prior to graduation from training. 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 samples of Initial Training Tests in Attachment F. 
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Training Staff 

Sprint will continue to provide a Florida Relay Quality Manager to oversee the FRS Training and 
Quality Assurance Plan. The Quality Manager will act as the conduit between the State and the Relay 
Center operational teams. The Quality Manager also works closely with the Florida user community 
and organizations in addressing any concerns they may have. Loraine Overland, the Florida Quality 
Manager, is located in Florida ensuring that the response time to address concerns is kept at a 
minImum. 

Sprint's FRS Quality Assurance Program is managed by Loraine Overland. Loraine is an expert in the 
field of adult training and possesses the following qualifications. 

Certified Technical Trainer 

Over 20 years of experience in the telecom industry 

Over six (6) years of Training Experience related to TRS 


Ms. Overland's resume can be viewed in Attachment A. 

Sprint Relay Training 
Sprint Relay Quality Assurance Managers coordinate all training curriculum and policies with the call 
center Quality Team Leaders and Assistant Trainers to ensure that consistent quality is maintained 
throughout the TRS network of relay centers. The Sprint' s Quality Assurance Managers and the call 
center training teams meet weekly to receive updates, discuss changes and discuss concerns and how 
to address them. The training team is located in eight (8) 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. 

Direct Input/rom Users 
Sprint listens to customer's feedback and takes proactive steps to implement suggestions and 

feedback. Sprint Relay does not develop training and consumer education programs for the 

telecommunications relay service alone . Sprint Relay contracts with members of the Deaf, Hard-of

Hearing, Deaf Blind and Speech Impaired communities to jointly develop and present training for 

telecommunications relay service. This is an important distinction among relay providers. 


On-Going Training 


With Sprint, training does not end once a CA or a member of management begins serving our 

customers. Sprint is dedicated to ongoing professional development and constructive feedback. 

Sprint has a formal Quality Assurance Program, which is committed to benchmarking service quality, 

identifying areas requiring more focu s and providing effective ongoing training programs. 


Tenure 
Sprint offers a very mature workforce in support of FRS. As CAs become more experienced, Sprint 
has found the level of quality tends to drastically improve. This is evident in the quality results 
reported by The Paisley Group, LTD, the quality results from FTRl and Sprint ' s own internal testing. 
Sprint ' s average tenure is currently over six (6) years and cannot be matched by a new provider who 
would need to hire new CAs to support FRS. 

Ongoing Diversified Culture 
To continue to bring focus to serving Relay customers and disability awareness, Sprint provides 
additional training in Diversified Culture in conjunction with each center's local Deaf, Hard of 
Hearing, Deaf Blind, Late Deafened and Speech impaired communities to identify knowledgeable 
presenters to promote ongoing training. These resources, in coordination with the Quality Assurance 
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Managers and local Trainers ensure that all materials presented are appropriate to continuing to 
broaden employees' understanding and effectiveness. 

Sprint will utilize live presentations, videos, audio recordings, role-plays, group activities, brown bag 
seminars, written materials and/or discussion groups to deliver ongoing Diversified Culture training. 
As a part of ongong Diversified Culture Training, each CA is required annually to review the ethics 
and confidentiality requirements and sign an agreement of understanding. 

Relay Procedure Refresher Training 
Core Relay processing skills are continually reinforced throughout employment and as a part of 
supplemental training programs. Sprint develops refksher-training programs and on-going training 
labs to ensure CA work skills are maintained and remain consistent with basic Relay training. 

Sprint CAS receive refresher training on correct Relay procedures including system navigation, 
standard procedures, professionalism and ethics. Depending upon the complexity of the training a 
decision is made to determine the appropriate delivery (e.g. live training or written training). 

A sample excerpt of written training has been provided below. 

I 
C )  

-Training 
kr-r 

June Matters 201 1 

Sample Written Refresher Training 
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4 
After written training is delivered, CAS are tested on the refresher training through its “Alt-6 
(Explaining Relay)” program. This mandatory monthly refresher training and testing has been 
designed to reinforce correct processes and encourage CAS to increase their knowledge and 
proficiency. This training is also directly tied to the CA incentive program. CAS who successfully 
complete the training with 100% proficiency are eligible for additional compensation. 

A sample “Alt-6” proficiency test is provided below. 

JuncZOllALT6QUIZ 
PIcascsubmitmrlatnth.nJuas 16.2011 

Sample ALT 6 Quiz 

New Software or Modijed Procedures 
Sprint’s QA Managers, in coordination with local Trainers, ensure that all CAS and staff are kept 
cnrrent through training and timely dissemination of information on all new and/or changing products. 
services, policies and procedures in a consistent, accurate and professional manner. 

Sprint’s CA call processing software is updated monthly or as needed. With each of these releases, 
the QA Managers, together with input from the local Trainers, determines the most appropriate 
delivery method ( e g  live training or written training). 

Currently, for minor software changes or simple process changes, Sprint uses written training referred 
to internally as the “Quick TalF‘ program. All CAS are required to acknowledge that they have 
received and completed the training prior to the launch of the new software or procedure changes. 

Identifiing Areas Requiring Additional Focus 
Sprint has an extensive FRS Quality Assurance plan, which directly influences the areas of training 
focus. As discussed in Section 11, Sprint’s QA Managers and local Trainers use internal call 
programs, independent call programs, feedback from users, and information from FLPSC to identify 
areas of concern for both individual CAS, for specific call centers or for the entire Sprint Relay 
network. 

Advanced Platform 
Sprint Relay believes that TRS quality can only be as good as the training and tools provided to CAS. 
In 2008, Sprint has completely redesigned our call processing software to meet the needs of both CAS Y 
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and relay users. 
developed as a result of direct feedback from experienced TRS CAS and Trainers. 

Sprint’s Phoenix software is far more intuitive and automated than most TRS providers. With the 
Phoenix software, Sprint is able to train CAS to more effectively process TRS calls in a shorter 
timeframe than other TRS providers who require their CAS to process calls manually. 

Below is an example screen shot of Sprint’s dialing window, which is automatically displayed when 
calls arrive at the CA position. The cursor is placed in the “To” field so the CA can immediately 
begin typing that number as the relay user provides this information. Billing options and carrier of 
choice are readily visible and can be modified easily by the CA. If the user has entered customer 
profile insbuctions, these fields are automatically entered as well. 

This new call processing software, referred to as “Phoenix” was designed and 

The following figure shows a call processing comparison between Sprint and another provider for an 
inbound TTY relay call which rings but is not answered by the outbound party. This very basic call 
processing scenario shows how much more sophisticated and intuitive Sprint’s software is and how 
much less the CA needs to memorize to complete steps. 

CA Reviews Customer‘s Profile 

Figure 20 - Comparison of Call Processing Steps for Basic TTY to Voice Call 

/? 3 Hamilton’s call processing steps obtained from Hamilton’s trainmg manual, as submitted in West Virginia 
application to provide TRS. 
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Another example of Sprint's automation over Hamilton's system is in processing Regional toll-free 
numbers. When a CA reaches a regional toll-free numbers, the CA must redial and reoriginate the call 
from the caller's local area. With Sprint, the CA simply presses one key, which triggers the system to 
automatically redial using the calling party's location. Other provider's systems are much more 
manual requiring that the CA to do manually and individually process the steps, as demonstrated 
below. 

Sprint Call Processing Steps Hamilton Call Processing Steps4 

1. CA presses one key & system automatically redials and 
1. Press F5 the system informs the customer. 

2. Process as normal. 2. Press Alt S 

3. Press N 

4. Enter ten digit number local 
number associated with each state 

5. Press F9 

6. CA types [DIALING] 

7. CA listens for dial tone 

8. CA enters toll free number 

9. Process as normal 

Figure 21 - Comparison of Call Processing Steps for TTY to Voice Call 

SPRfNT'S PHOENIX SOFTWARE SIMPLIFIES THE CA's JOB AND ALLOWS MORE 


FOCUS TO BE PLACED ON THE QUALITY OF THE SERVICE, RATHER THAN THE 


NAVIGATION THE SYSTEM . 


Sprint's Phoenix software is Windows based and incorporates the following enhancements: 

Easy navigation- Software is mouse driven with supporting functional keys, system 
generated macros, and on-screen instructions. 
Customizable- CAs can select Color Themes, Font Sizes, Panel displays, preset volumes for 
Headset & Microphone Volume. These preferences are available immediately when the CA 
logs in. 
Flexible-CAs can adjust the CA microphone volume and each caller's volume 
independent!y. 
Reliable-Each Phoenix position and server communicates with a central alarming system 
that is automated. Tickets are automatically created and technicians can be paged out. 

Sprint's Phoenix software also includes a "help panel" which enables the CA access to the following 
information within a few seconds: 

Contract Representative Info Immediate Credit Procedures 
CA Identifiers and State Order Info Digits 
Auto Correct List ~ Macro Definitions 

4 Hamilton's call process ing steps obtained from Hamilton's training manual, as submitted in West Virginia 
application to provide TRS. 
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+ Background Noise List Branding 

+ Commonly Misspelled Words 
+ Ctrl Keys 
+ Customer Service Info 
+ DA Unknown Area Code 
+ Dial Window Abbreviations 
+ Disconnect Procedures 
e Explanations 
+ FONCARD - Federal Relay 
+ IM Text Message Abbreviations and 

Ern o t i co n s 

Procedures 
+ Marine 
+ CAPhrases 
+ Phone Numbers 
+ Phrase Sheet 
+ Referral Information 
+ Standard Abbreviation List 
+ Standardized Notes 
* State Abbreviation List 
+ Three Digit Dialing 
+ TimeZones 
+ Trouble Ticket 
+ Voice Tone List 
+ Voice to AIM (AOL) 

:vel of 

“THE PHOENIX PLATFORM HAS GREATLY IMPROVED MY ABILITY AND 
CONFIDENCE WHILE PERFORMING MY JOB DUTIES.” 

n “I LOVE THE CALL TYPE BUTTON, BEFORE PHOENIX IT COULD TAKE ME A COUPLE 
OF MINUTES TO FIND THE CORRECT PAGE IN THE REFERENCE GUIDE, THEN 1 HAD 

TO LOOK FROM THE PAGE TO THE SCREEN STEP BY STEP, NOW I CAN HIT THE 
BUTTON AND THE PROCEDURE IS LISTED RIGHT THERE ON MY SCREEN. I AM 

MORE CONFIDENT AND KNOW I PROVIDE BETTER SERVICE TO MY CUSTOMER.. .” 

“I LIKE THE SPLIT SCREEN THAT IS NOW AVAILABLE ON ALL CALLS. IT ALLOWS 
US TO HAVE MORE CALL PROCESSING INFORMATION AVAILABLE. FOR EXAMPLE 
WHEN CALLING AN AUTOMATED SYSTEM AND THE CALLER HAS PROVIDED A LIST 

OF INSTRUCTION, BEFORE PHOENIX I WOULD HAVE TO SCROLL W TO GET ALL 
PERTINENT INFORMATION, NOW IT’S READILY AVAILABLE” 

5 
n 

Names have been removed to protect the confidentiality of employees. 
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"OVERALL I KNOW PHOENIX HAS IMPROVED MY PERSONAL JOB PERFORMANCE 

IN MY CONFIDENCE AND EFFICJENCY IN BEfNG ABLE TO HANDLE A BROADER 

ARRAY OF SITUATIONS THAT MAY ARISE." 

"PROCEDURAL HELP SCREENS OFFER PROMPT SERVICE TO OUR CUSTOMERS, 

SELF MANAGEMENT AND EMPOWERMENT OF OUR AGENTS, AND FREES UP FLOOR 

SUPERVISORS TO MONITOR QUALITY OF SERVICE DURING THEIR TOURS AS THERE 

IS LESS NEED TO RESPOND TO PROCEDURAL SPECIFIC QUESTIONS." 

Speech-to-Speech Training 

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. In order to be considered for a STS CA 
position, CA applicants must successfully achieve the following: 

Six months of employment as a CA 
Recommendation and/or approval from supervisor or manager 
Proficiency in all areas of relay call processing including grammar, enunciation and 
vocabulary 
Hearing acuity test administered by an audiologist using calibrated equipment to 
perform a speech recognition test and pure tone test. 

STS applicants who meet these qualifications receive additional training specifically on STS. Sprint's 
STS training is delivered by individuals with professional experience related to Speech Disabilities 
and/or consumer experts and is based on adult learning theories. 

STS applicants who meet all qualifications for the STS training program receive eight hours of 
classroom training specifically on Speech-to-Speech Services. Sprint's STS training program has 
been developed based on direct experience and consultation with Dr. Bob Segalman obtained during 
the initial STS trial conducted along with eight years of experience processing STS calls. 

The STS training outline includes specific strategies used to facilitate communication without 
interfering with the STS user's control over the call including retention of information at the user's 
request and verification of what is said to verify accuracy. 

The STS training outline is displayed in following figure. 
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Objectives / Training Outline 
Introduction and History 
Video 
Service Description 
Characteristics of Customers 

Basic Call Processing 
Call set up 
Customer Database 
Frequently Dialed Numbers 
Customer Requests 
E Call 

Speech-Disabilities 
Attributes of Speech-to-Speech Relay CAs 
Speech-to-Speech verses Traditional Relay 
FCC Requirements 
Speech-to-Speech Variations 

Confidentiality 

Transparency 

Personal Conversations 

Developmental Skill Practice 

Audio 

Observation 


Call Focus 

Teamwork - support peer 


Unacceptable to: 
Have conversation regarding information discussed 

on calls 
Discuss customers in general 

Figure 23 - STS Training Outline 

Sprint's STS training is delivered by individuals with professional experience related to Speech
Disabilities and/or consumer experts and is based on adult learning theories. Tools available to STS 
CAs and STS CA applicants include: 

Audiotapes and videotapes featuring a variety of STS users with speech disabilities (It is 
important to note that these STS users have voluntarily provided recordings in order to 
promote the ongoing training of STS CAs and represent a broad range of levels of speech 
disability and include augmentative devices .) 
STS CA training guide, which details the history of STS, the role of the STS CA, 
comprehension strategies and confidentiality concerns. 
Ten hours of additional live observation and mentoring by seasoned, professional STS CAs 

STS CA Evaluations 

Hearing Acuity Testing 
Prospective STS CAs are required to pass a hearing acuity test administered by an audiologist using 
calibrated equipment to perform a speech recognition test and pure tone test. Each potential STS CA 
is required to score 92% or higher in each ear using a 50 word, W -22 or NU6 speech recognition test. 
Each STS CA is required to possess a hearing acuity of 20dB or less in each ear using a pure tone 
sensitivity test at 250 Hz, 500 Hz, 1000 Hz, 2000 Hz and 4000 Hz. Sprint's tests are conducted by an 
Audiologist using calibrated equipment for the speech recognition test and pure tone test. Sprint uses 
state licensed professional Audiologist and/or Audiologists who are certified by the American Speech
Language-Hearing Association with a Certificate in Clinical Competence in Audiology (CCC-A) . 
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STS Training Final Test 
In order to graduate STS training, trainees must demonstrate an understanding of all aspects of STS 
call processing as well as the ability to understand speech patterns of people with a variety of speech 
disabilities. The final written evaluation has been provided as an attachment to this letter. 

STS Performance Evaluation 
Once training is complete, a STS CA's performance is regularly evaluated through individualized 

surveys at least twice monthly. Supervisors evaluate each STS CA using the STS Performance Survey 

form while observing actual STS calls. The Performance Survey addresses, among many aspects of 

quality STS CA performance including listening skills, caller control , focus and professional phone 

image. It should be noted that this form includes areas which may not be applicable to every STS call 

but may be encountered by STS CAs. For example, typing accuracy is evaluated for Speech-to

Speech to TTY calls. 


Quarterly Typing Testing 

As STS CAs may be required to process calls involving typing, Sprint ensures that each STS CA 

demonstrates the ability to type at 60 wpm with 95% accuracy quarterly. 


STS Quarterly Refresher Evaluation 

To assure the STS CAs understands the speech patterns of people with speech disabilities, an audio 

test is administered quarterly to all STS agents. This consists of CAs listening to audio spoken by 

individuals with a variety of speech disabilities . The audio listening refresher will test a STS CA's 

ability to understand a person with a severe speech disability, a moderate speech disability, a mild 

speech disability and speech with an augmentative communication device. 


Coaching 

If a development area is identified in any area of call processing the STS CA will receive specific 

feedback and additional training. If the STS CA performance does not demonstrate improvement, 

progressive discipline up to and including termination may occur. 


Spanish Relay CA Training Program 


After completing training, bilingual CAs receive additional specialized training to process Spanish 

calls. In order to be considered for a Spanish CA position, applicants must successfully achieve the 

following: 


Recommendation and/or approval from supervisor or manager 
Proficiency in all areas of call processing including grammar, enunciation and vocabulary 
Spanish Berlitz language assessment 

Topics discussed during training include the items listed include the following. 

Additional Spanish Training Topics 

Appropriate Terminology 

Pacinq Phrases 

Explanation Phrases 

Translations conveying the concept rather than word for word 

Macros 

Cultural discussion 

Figure 24 - Spanish Training 
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Item 13 Staff Training (RFP ref. B-9) 
All relay center staff, including management, shall receive training in ASL, deaf culture, needs 
of hearing, speech and dual sensory impaired users, and ethics and confidentiality. Each 
proposal should include an outline of a staff training plan indicating training topics and time 
frames as well as explaining how individuals or organizations (such as deaf service centers, state 
agencies, Florida Telecommunications Relay, Inc., universities, etc.) representing the hearing 
and speech impaired community would be used to assist with the training. 

Sprint has read, understands and will comply. 

Sprint understands that in order to provide a quality relay service that its employees must be sensitive 
to the culture, background, language and needs of the customers it serves. No other provider 
understands this better than Sprint, whose management reflects our customers. 

As a part of its initial and ongoing training programs, all of Sprint's TRS employees including 
management participate in 20 hours of Diversity Culture initial training. It is important to note that all 
CA applicants must successfully complete this portion of training and demonstrate proficiency in this 
area prior to taking live calls . 

Sprint's Diversified Culture tralDIng module represents Sprint's commitment to ensuring its 
employees develop sensitivity and understanding to the customers it serves. Sprint's Diversified 
Culture training was researched and written by a Deaf college intern utilizing a number of 
organizations and individual members. The Diversified Culture training module includes infonnation 
about the needs of the Deaf, Hard-of-Hearing and Speech-Disabled persons. 

Topics covered in the Initial Diversified Training module are detailed in Figure 25 . 

Initial Training Topics 
Introduction to Diversified Culture 

Introduction to Diversified Culture - .-. 
Objectives Attachments: 

Who Uses Relay What Do You Know About Deafness (Q) 

Understanding Our Customer What Do You Know About Deafness (A) 

Special Communication Needs Myths About Deafness 

Pathological vs. Cultural View of Deafness Two Views of Deafness 

Characteristics of Deafness Loudness Levels 

The Deaf Community 

Deaf Heritage 

History in Europe Edward Miner Gallaudet 

History in North America Oral/Combined Debate 

Alexander Graham Bell 

The Deaf Community 

Introduction to the Deaf Community National Theatre of the Deaf 

National Association of the Deaf Assistive Devices 

Contributions to Society Gaining Acceptance in the Deaf Community 

Mainstreamed Schools 

American Athletic Assn. of Deaf s 

The Deaf Community 
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Initial Training Topics 

Sign Language Interpreters Changes in the Deaf Community 

Different Communication Systems Rules for Using a Sign Language Interpreter 

Exposure to English Interpreting Standards 

DEAF President Now 

Attitude Changes toward the Deaf Community 

American Sign Language Part 1 

What is ASL? 

History of ASL 

ASL Recognized as Language - 
Telecommunications Laws of Accessibility 

Rules of ASL 

Development of Relay Service Market 

Hard-of-Hearing and Late Deafened Customers 

Hard-of-Hearing and Late Deafened Customers 

Characteristics of Deaf Customers 


Assistive Devices for Deaf Customers 


Relaying for Deaf Customers 


Characteristics of Late-Deafened Customers 

Establishment of Self Help for Hard-of-Hearing 
People (SHHH)(Now the 'Hearing Loss 
Association of America' (HLAA)) 

Establishment of Association of Late-Deafened 
Adults (ALDA) 

Relaying for Late-Deafened Customers !m!UDI_ 
Assistive Devices for Deaf-Blind Customers 

Relaying for Deaf-Blind Customers 

The ADA and FCC regulations for the Provision of 
TRS 

Regulations pertaining to call content 

Deaf-Blind, Speech-Challenged, Spanish 
Speaking and Hearing Customers 

Deaf-Blind Pacing - allows the CA to slow down 
the transmission to the Braille machine 

Hearing customers 

Relay center Agreement Regarding Confidential 
Customer Information. 

Figure 25 - TRS Diversified Training Outline 

Organizations, Institutions and Personnel Support 

Sprint has utilized a number of organizations and/or literature in the development of our Diversified 
Culture Program. They include those seen in Figure 26 below: 
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National Organizations Educational Institutions Other Related Areas 

National Association for the Gallaudet University Sprint State Advisory Boards 
Deaf National Technical Institute of State Contract Administrators 
Silent News the Deaf (S.T.A.R.S.) 

Association of Late-Deafened 
 California State University at Sprint Account Managers 
Adults, Inc. Northridge Individuals representing 
American Speech and Hearing University of Arkansas-Dept. of Speech-Disabled Community 
Association Rehabilitation (Speech-to-Speech Service) 
Hearing Loss Association of Florida School for the Deaf and 

America 
 Blind 

Deaf Nation 
 Clark School for the Deaf 

National Black Deaf Advocates 
 Local Deaf Clubs 

Winter and Summer World 
 Florida School for the Deaf and 
Games for the Deaf Blind 

Telecommunications for the 
 Florida Association for the Deaf 
Deaf, Inc. FTRI 

United Cerebral Palsy 
 Local Deaf clubs 

American Athletic Association 
 Deaf/Hard-of-Hearing 
for the Deaf Programs (Mainstreaming) 
National Theater for the Deaf 

~ Deaf Life 

Figure 26 - Sprint's Diversified Culture Program 

In addition to call center personnel, we engage other employees and community representatives to 
assist in the development and training of the CAs. During the past twenty years, Sprint has engaged 
key leaders in the community to perform in these roles including the following individuals through 
live or pre-recorded training: 

• 	 Alfred Sonnenstrahl, former Executive Director of TDI (Telecommunications for the 
Deaf, Inc) and Deaf community activist 

• 	 Dr. David Coco who was born Hard-of-Hearing and lost the remainder of his hearing 
during high school. He is now profoundly Deaf and uses sign language and a cochlear 
implant for communication 

• 	 Debbie White, Experienced Teacher and public speaker with a Master's degree in Deaf 
Education 

• 	 Dennis Selznick, Product Manager, active CapTel user and a Deaf and Hard-of-Hearing 
representative for the Kansas Commission for the Deaf and Hard of Hearing (KCDHH) 

• 	 Mark Tauscher who is a Sprint Product Manager, Independent Business Owner (Realtor) 
and active Relay user 

• 	 Dr. Ben Soukup, CSD CEO and Community Advocate 
• 	 Mr. Clarke Christianson, CSD Account and Outreach Manager, who is Deaf and an active 

Relay user. 
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Item 14 Counseling of CAs and Staff (RFP ref. 8-10) 
Bidders are required to outline a program for counseling and support that will help CAs and 
staff deal with the emotional aspects of relaying calls. Those providing this staff support shall 
have training in dealing with the emotional aspects of handling relay calls. However, in 
counseling sessions, the CA shall not give to the support person the names of callers involved. 
The counseling support system shall follow the confidentiality provisions of this RFP. 

Sprint has read, understands, and will comply. 

Sprint provides complete and confidential relay services to all callers, regardless of the content of the 
call. During initial training, all CAs work through various scenarios that will help them handle 
emotional calls. Periodically, CAs may be confronted with calls of a highly emotional or frustrating 
nature. Although relaying these types of calls is a necessary aspect of the position, Sprint remains 
committed to providing the CA with measured and appropriate support for expressing their emotional 
needs. In order to properly respond to a CA, while maintaining the highest level of confidentiality, 
Sprint adheres to the following procedures: 

While on the job, if a CA needs counseling, Supervisors and Management staff are trained to 
work with employees. 
Should a CA experience a difficult, emotional or frustrating call, they may signal a Supervisor 
or Management personnel for support. The Supervisor or Manager provides support or 
guidance throughout the call. If necessary, the Supervisor will recommend a call takeover, 
which is done only in compliance with Sprint's policy regarding call takeovers usage. 
If after the call or call takeover the CA states that they had difficulty or appear visibly 
distressed or troubled by the incident, the Supervisor or Manager will provide continued 
support. 
Meetings between the CA and Supervisor or Manager take place in a closed and uninterrupted 
location, such as a conference room or office, and are conducted in a one-on-one manner to 
preserve confidentiality. 
Venting one's emotions and frustration is encouraged; however all existing rules regarding 
TRS Confidentiality are followed . 
All communication between the employee and Supervisor or Management is held in the 
strictest confidence, and the content of Relay calls is never discussed, including the names of 
callers involved. 
If the Supervisor determines that the CA needs additional counseling, they will provide and 
encourage the CA to contact the Employee Assistance Program (EAP). 
Details of any conversation of this type will be kept confidential unless directed by a member 
of Upper Administration for a legitimate business need. 

Sprint's EAP is available free-of-charge to assist to employees to resolve problems that mayor 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. 

Please see the next page for an advertisement for Sprint's EAP program. 
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We make it easier to get 
answers to life’s questions. 

Sample Flyer for Sprint‘s EAP 

W 
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The system shall be designed to convey the full content of the communications. Unless requested 
otherwise by a user, the CA shall relay all calls according to the following procedures. 

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. 

Sprint prohibits CAS from intenhonally altering a relayed conversation; CAS relay all conversation 
verbatim, unless specifically requested to do otherwise. CAS convey the full content of the 
communication and translates ASL Gloss to Conversational English, wthout interfering in 
communications. 

The CA types to the TTY user, or verballzes to the non-TTY user, exactly what is said or transmitted 
when the call is fnst answered, and at all hmes during the conversation. This includes backgound 
information. The CA will follow any insauctions provided by the Relay user regarding definitions of 
the portions of the call to handle. 

Customer Profiie 
Sprint makes it easy for customers to save their preferences as a part of their Customer Profile. 
Thousands of Florida Relay users have registered profiles. Many of the standard preferences may not 
be available through other providers. Please see the sample below and Attachment N for additional 
preference information. 

Figure 27 - Sample Customer Profile Written Preferences Form 
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a. 

W The CA is to be identified by a number (not name) followed by “M” if male and 
“F” if female. The provider shall establish a method which will allow 
identitication of the CA in the event a complaint is fded or a user wants to praise 
the work of the CA. 

Sprint has read, understands and will comply. 

Sprint assigns each CA a unique four-digit number followed a letter for gender identification. 
Sprint’s identification numhers for TRS CAS also contain call center location information, 
which provides faster in-house processing of compliments or issue resolution. In the event 
that Sprint receives a complaint or commendation regarding a specific CA, the four-digit 
identification number is used to identify both the call center and the individual CA. 

For TTY calls, the system automatically sends the ID number and the gender at the heginning 
of the call and the end of each call. On voice-generated calls, the CA verbally states his or her 
CA ID number. In addition, CAS will provide callers with their identification during the call, if 
requested. 

b. The user shall be kept informed on the status of the call, such as dialing, ringing, 
busy, disconnected, or  on hold throughout the call session. The system shall 
provide feedback to callers on the call status within 10 seconds after a caller has 
provided the number to call and continue to provide feedbaek until the call is 
answered. 

Y 
Sprint has read, understands and will comply. 

Sprint CAS are trained to utilize Sprint’s sophisticated technology, which allows CAS to keep 
the user informed of the status of the call. Sprint CAS are coached to dial the requested 
number within five (5)  seconds of receipt of dialing information. If the customer provides 
special instructions in the Customer Profile or as a one-time request, the CA is allowed up to 
ten (10) seconds to review and dial the requested number. If a CA is observed dialing in 
eleven or more seconds after receiving the customer’s instructions, the CA will receive 
additional performance coaching. 

Macros @re-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 witbin 5 seconds outdials the call. A macro is 
automatically generated stating: 

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

J 
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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 benefit from Sprint's voice progression technology which allows hearing callers 
(hearing, HCO, and STS) to listen to the call set-up, ringing and call progress. 

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) XUXMIF GA " 


c. 	 All users shall have the option of telling the CA how to greet the called party and 
what aspects of the call that he/she will handle. For example, the TOO user may 
voice the call (voice Carry-Over), rather than have the CA do it or the caller may 
ask that relay be explained as soon as someone answers the call. 

Sprint has read, understands and will comply. 

Sprint provides users the ability to customize their FRS experience. Thousands of Florida 
Relay users have registered permanent call-handling preferences in their Customer Profile. As 
described in Attachment N, FRS users can register many preferences including, but not limited 
to: 

• 	 For the CA not to announce Florida Relay, which allows the user to elect to announce the 
call themselves 

• 	 For the CA not to explain how the Relay service works, which allows the caller to explain 
in their own words 

• 	 For the CA to read a customer-specific greeting (e.g., "This is Florida Relay CA 1234 
with a call from Joe Smith.") 

These are only a small sampling of the options available in the Customer Profile. In addition, 
callers can request customization for single calls directly with the CA. Sprint's service has 
been designed to leave full control of each call with the callers, rather than the CA. The CA 
will follow any instructions given by the Relay user regarding definitions of the portions of 
the call to handle. 

STS 
With Sprint's STS experience, we understand that each STS user is unique. While some users 
prefer for the CA to take an active role in announcing the service and repeating every phrase 
spoken to the voice caller, other STS users prefer to have the STS CA function as a back-up 
resource who only repeats information, upon request. In addition, there are many approaches 
to clarifying unclear words. Many STS users may be comfortable with one particular 
technique. Sprint STS CAs will follow all customer call-handling preferences for STS users. 
Sprint's goal is to facilitate communication while accommodating preferences and not 
interfering with a caller's independence. 
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When the call is first answered, and at all times during the conversation, the 
system shall type to the TDD user or verbalize to the non-TDD user verbatim 
what is said or typed unless the relay user specifically requests summarization. 
If the CA summarizes the conversation, the CA shall inform both parties that the 
call is being summarized. 

d p u r - m  

J 
d. 

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 the communications. The CA types to the TTY user, or 
verbalizes to the non-TTY user, exactly what is said or transmitted when the call is fmt 
answered, and at all times during the conversation. This includes background information. 
The CA will follow any instructions given by the Relay user regarding definitions of the 
portions of the call to handle. 

TTY 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 

e. When the CA is asked to explain relay to a user, the CA shall express the term 
“explaining relay” to the other user on the call to let them know what is 
happening rather than transmitting aU of the explanation. 

Sprint has read, understands and will comply. 

When the CA is asked to explain relay, the CA will inform the other party. On TTY-initiated 
calls, the CA asks the non-TTY user if he or she has received a Relay call. If the user does not 
require an explanation of services, the CA will immediately begin relaying the call. If not, the 
CA will offer a brief definition specific to the appropriate call-type (Le. TTY, VCO, HCO, and 
Speech-to-Speech). 

a 
w 

During the current contract, has modified its procedures for announcing 
PROOF Florida Relay to allow the use of the terms “Deaf” and “Hard-of-Hearing” in 

the greeting, based on customer requests. Sprint testing has shown that when 
these term were included, the number of times the use of the relay service 

had to be explained dropped from 26% of the calls to 12%. As a result, the number of hang- 
UDS during or immediatelv after the meeting was also reduced during testing from 10% to 2%. 

Sprint also recognizes that some relay users may prefer to announce and explain their calls 
themselves. The CA honors the relay user’s preference regarding announcing or explaining 
each call. The CA always processes calls according to the user’s preferences, FCC guidelines 
and State requirements. 

e 
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I “(EXPLAINING RELAY)“ 
n 

f? 

‘HELLO. A DEAF OR HARD OF HEARING PERSONIS CALLING YOU THROUGH 
FLORIDA RELAY SERVTCE. THISIS CA XYXY. HAVE YOU RECEIVED A RELAY 

CALL BEFORE?” 
t 

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

“THE PERSON RlfO HAS CALLED YOUIS OR HARD OF HEARING. THEY I 
FILL BE TYPING iT€EIR COhVERSTION, 

2EE PHRASE, #GO AHEAD 
OPERATOX RILL TYPE EVER 

TO THE CALLER.”’ 

The CA will communicate the term “explaining Relay” so that the other user on the call is 
aware of what is happening. 

f. When speaking for the TDD user, the CA shall adopt a conversational tone of 
voice appropriate to the type of eall being made and conveying the intent and 
mood of the message. The CA shall also indicate identifable emotions by typing 
those in parentheses, (e.g., he’s laughing, he’s crying). Any identifiable 
background noises shall be relayed to the TDD user in parentheses. The CA 
shall identify to the TDD user, ifidentifiable, the gender of voice users when they 
first come on the l i e .  All of the above should he done automatically unless the 
user asks that it not he done. 

Sprint has read, understands and will comply. 

Sprint CAS convey to the TDD user the non-TDD user’s tone of voice without making 
subjectwe judgments. Sprint has worked closely with the TRS user community to develop an 
appropnate list of words that convey the tone of the non-TDD user. 

TDD callers are informed of background noises during the call by the CA typing in 
parentheses. The CA adopts a conversational tone of voice appropriate to the type of call 
being made. 

The figure below lists an example of some of the accepted words used to convey possible 
emotions of callers. 
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J 
I Emotion Response 

Figure 28- Example Words 

If it is clear that the tone of voice is more emotional than the descriptive words can provide, 
the CA will furtber 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 !xaining 
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: c * . , ’  ’ . ..’ 1 . , 1. .  , 
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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 (M) or (F). 

CAS shall indicate to the user, if known, if another person comes on the line. 

Sprint has read, understands and will comply. 

The CA will inform 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). 

h. AU comments directed to either party by the CA or to the CA by either party 
shall be relayed. These comments shall be typed in parentheses. However, 
comments between the CA and a relay user a t  the beginning of a call which deal 
with billing information need not be relayed to the other user. 

Sprint has read, understands and will comply. 

All comments directed to either party by the CA are relayed and typed in parentheses. For 
example, the CA may relay: 

CAS convey all conversation whether directed towards the CA or either party All comments 
directed to the CA by either party are also relayed. 

1. CAS shall verify spelling of unfamiliar proper uouns, numbers, addresses, 
information about drug prescriptions and other unfamiliar words that are 
spoken and are to be relayed. 

Sprint bas read, understands and will comply. 

When necessary, the CA will verify spelling of proper nouns, unfamiliar technical or 
specialized terms, numbers, and addresses that are spoken. 

j. CAS shall stay on the line for a minimum of ten (10) minutes before allowing a 
change in CAS. For STS calls, the CA must stay on the line a minimum of fifteen 
(15) minutes. If a user requests that the same CA be used during the entire 
conversation, the system shall comply whenever possible until both parties have 
terminated the call. 

Sprint has read, understands, and will comply. 

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: 

“(CA =F/M COMTINUING UR CALL)” n 
I 
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The CA voices the following to the non-TDD user: 

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. 

k. CAS shall not counsel, offer advice, or interject personal opinions or additional 
information into any relay call. This also means the CAS shall not make any 
value judgments on the profanity or obscenity or legality of any messages. 
Furthermore, the CAS shall not hold personal conversations with anyone calling 
the system. 

Sprint has read, understands, and will comply. 

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. 

4 
1. Users shall not he required to give their names or the name of the party they are 

calling, unless needed for billing. 

Sprint bas read, understands, and will comply. 

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 tbe 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 l T Y  caller by transmitting the following: 

W 
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The system shall transmit conversations between TTY and voice callers in real 
time. 

--- 
m. 

Sprint has read, understands, and will comply. 

AU conversations relayed between voice and TTY callers are transmitted in real-time. 

n. Far each incoming call, the CA shall without delay make as many outgoing calls 
as requested by the caller. 

Sprint has read, understands, and will comply. 

Sprint CAS make immediate, unlimited, subsequent outgoing calls as requested by the caller, 
without exception. 

0. If a user requests that a CA of a specific gender be used, the provider shall make 
best efforts to accommodate the request when a call is initiated and at the time 
the call is transferred to another CA. 

Sprint bas read, understands, and will comply. 

Sprint makes evety effort to satisfy this request and to maintain the same gender during 
transfers, if necessary. Sprint makes it easy for a Relay user to request a preference of CA 
gender; preferences can be made through registration using the Customer Profile Database, E- 
Turbo or any time directly with the CA. 
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Item 16 Languages Served (RFP ref. B-12) 
At all times, the provider shaU make avaiJable CAs with the capability to provide relay service to 
users who use either English, Spanish, or ASL on their relay call. Translation from one 
language to another is not required. 

Sprint has read, understands, and will comply. 

Sprint Relay users in Florida will continue to have access to CAs who are proficient in English, 
Spanish and American Sign Language (ASL) translation services 24 hours-a-day, 7-days-a-week, 365 
days-a-year. 

English Language 
Sprint CAs who are hired to provide Relay Services 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 
Operational personnel during the applicant screening process. Only those applicants with strong 
communication skills who pass the grammar test will be considered for employment. 

Spanish Language 
The Spanish toll-free number is 1-877-955-8773 . Handled by proficient bilingual (Spanish) CAs, 
Sprint offers Spanish language services 24 hours-a-day, 7 days-per-week. Workstations have been 
modified to provide macros and other functions to the caller in Spanish. 

Berlitz is an independent vendor that specializes in the assessment of language skills and conducts 
Spanish language evaluations for Sprint TRS. Please see Attachment F for a copy of the Spanish 
Speaking Listening Proficiency Test in Spanish and the Berlitz Language Proficiency Benchmark
Level Descriptions. 

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. 

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 
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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". 

Sprint workstation Spanish macros and greetings are listed below: 

--- 
4 

(SU MENSAJE FUE DEJADO) OPR/A XXXXF/M GA 
(LA PERSONA HA COLGADO) RELAY <State> 
OPWA XXXXF/M GA TO SK 
(MARCANDO OTRA VEZ) 
(GRABACION) 
(MAQUINA CONTESTADORA ESTA 
CONTESTANDO) 
(UN MOMENT0 POR FAVOR) 
TRANSFIRIENDO 
(GRABACION CONTESTO) 
(CON MUCH0 GUSTO) SKSK 
(PERSONA COLGO) SKSK 
(POR FAVOR COLOQUE SU TELEFONO EN LA 
MAQUINA CONTESTADORA Y LUEGO LAACTIVA) 
GA 

LLAMANDO POR FAVOR GA 
RELAY <State> OPERADOWA W F / M  HABLE (0 
ESCRIBA A MAQUINA) AHORA GA 
RELAY <State> OPERADOR/A W F / M  PUEDE OIR 
USAR VOZ 0 LEER TTY GA 

NUMBER YOU ARE CALLING PLEASE GA 
VCO: RELAY <State> CA NUMBER W F l M  YOU 
MAY SPEAK (OR TYPE) NOW GA 
HCO: RELAY <State> CA NUMBER m F / M  YOU 
MAY USE VOICE OR READ TTY GA 

111 Soanlsh 

I " I \  I ,,"",. L L - 8 . -  I LL I.VI.ILI.Y YL YY..YL ._."."._ ~,.l.~l.I~C..,YIY..,I.I1.".. 

NOS LLAMA USTED Q GA 
NUMEROQUEDESEALLAMARQGA 

I I HAVE THE NUMBER THAT YOU WANT TO CALL? 
I PLEASE PROVIDE THE NUMBER WITH AREA COD 

(YOUR MESSAGE WAS LEFT) CA X)OW/M GA 
(THE PERSON HUNG UP) RELAY <Stater CA 
XXXXF/M GA TO SK 
(REDIALING) 
(RECORDING) 
(ANSWERING MACHINE ANSWERED) 

(ONE MOMENT PLEASE) 
TRANSFERING 
(RECORDING ANSWERED) 
(YOU'RE WELCOME) SKSK 
(THE PERSON HUNG UP) SKSK 
(PLEASE PLACE THE HANDSET ON YOUR 
ANSWERING MACHINE AND TURN IT ON) GA 

I FROM WHERE YOU ARE CALLING 
I NUMBER THAT YOU WANT TO CALL Q GA I .A NUMERO QUE DESEA LLAMAR a GA - I (OPEFADOR/AXXXXF/M CONTINUANDO SU 1 CA NUMBER XXXXF/M CONTINUING YOUR CALL I 

(OCUPADO ... MARCANDO) I BUSY SIGNAL ..... REDIALING 
RELAY <State> OPWA XXXXFIM CON UNA I RELAY <state> CA XXXXFIM WITH A CALL 1 
(WPLICANDO SERVICIO) 
MARCANDO PARA DEJAR MENSAJE UN 

I (EXPLAINING THE RELAY SERVICE) 
I REDIALING TO LEAVE A MESSAGE. ONE I 

MOMENTO) I MOMENT. 
(MAQUINA CONTESTADORA COLGO) GA I ANSWERING MACHINE DISCONNECTED GA I 
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(SU MENSAJE NO ESTA CLARO POR FAVOR 
REPITA) GA 
(FAVOR DE DEJAR SU MENSAJE CUANDO MIRE 
"GA".MARCANDO) 
LA PERSONA HA COLGO HACE <HOW LONG AGO> 
SEGUNDOS Y LAS ULTIMAS PALABRAS 
RELEVADAS FUERON <LAST RELAYED> RELAY 
<State> OPWA XXXXFM GA OR SI( 
(GRABACION) DESEA MENSAJE COMPLETO Q GA 

(HABLE AHORA) GA 
(OPRIMIENDO LA INFORMACION) 
(CODIGO DE AREA POR FAVOR) GA 
(COMO DESEA ANUNCIAR SU LLAMADA 0) GA 

(ESTA VELOCIDAD ES ACEPTABLE Q GA) 
(ESPERANDO ...,.._...., SlGA ESPERANDO) 
MARCANDO <call type> enumber, 
SU LLAMADA SERA TRANSFERIDA ... 
MANTENGASE EN LA LINEA 
SONANDO 1 ... 2 ... 3 ... 4 ... 5 ... 6 ... 7 ... 8 ... 9 _.. 10 
... TODAVIA SONANDO GA 
LA PERSONA HA COLGADO GRACIAS POR USAR 
RELAY <State> SKSK 

LDEJANDO MENSAJE) I (LEAVING MESSAGE) 
RELAY -=State> OPWA XXXXFIM DEJANDO UN I RELAY <State> CA XXXXFIM LEAVING A MESSAGE 

______ 

(YOUR MESSAGE WAS NOT CLEAR, PLEASE 
REPEAT) GA 
(PLEASE LEAVE YOUR MESSAGE WHEN YOU SEE 
'G A"..... DIALING) 
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 
RECORDING) DO YOU WANT THE CA TO TYPE 
THE COMPLETE MESSAGE Q GA 
(SPEAK NOW) GA 
(TYPING INFORMATION) 
(AREA CODE PLEASE) GA 
(HOW DO YOU WANT TO ANOUNCE YOUR CALL Q) 
GA 
(IS THIS SPEED ACCEPTABLE Q GA) 
(HOLDING ...,...,... STILL HOLDING) 
DIALING -=CALL TYPE> <NUMBER> 
YOUR CALL WILL BE TRANSFERRED ..... PLEASE 
STAY ON THE LINE. 
RINGING 1 .. 2 .. 3 _ _  4 .. 5 _. 6 .. 7 ._ 8 .. 9 .. 10 _. STILL 
RINGING 
THE PERSON HAS HUNG UP. THANK YOU FOR 
USING RELAY <State> SKSK 
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Each employee receives 80 hours of initial training, which includes 20 hours dedicated to Diversified 
Culture. AU 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 gasp 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 
howledge of ASL and Deaf Culture. 

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. 

Sprint's ASL workbook can be found in Attachment G. 

--.aBn 
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Item 17 Additional Languages Served (RFP ref. B-13) 
The provider will not be required to serve languages other than English, Spanish, or ASL. 
However, additional evaluation points may be given for proposals that include how the provider 
would handle relay calls using one or more additional languages (e.g. French, or Creole, etc.). 

Sprint has read, understands, and complies. 

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 calls 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 caUer in French/Creole. 

French and Creole Languages 
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 was a 
dialect that through time evolved into its 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. 

Upon completion of CA training, CAs receive five hours of specialized training. Topics discussed 
during training include: 

Terminology (for example, a consensus of what 'GO AHEAD' should be, 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. 

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. 


French Differences 
French vs. Creole differences 

Terminology 

Pacing Phrases 

Explanation Phrases 

French, Canadian French, Hatian French needs 

Macro's 

Translation 

Cultural discussion 

Directness seen as rude 
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French Macros 

n w u u w w  rnum r 
NE D'OU VOUS APPELEZ S'IL VOUS 

POUR DE FUTURSAPPELS, PURVOIR 
CONVERSATION DE TAPE SUR L'ECRAN, 

NDSET NEXT TO ANS MACH 

Page 84 
Sprint') 

J 



Florida RFP for Relay Services 

Figure 30 - French Macros and Translations 

Background Noises 
The CA presses a control function key to display a list of Backgraund Noises,. The CA may then type 
the letters or use the mouse to select the appropriate backgound noice description. When selected, the 
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description is transmitted to the user within a set of parenthesis, e.g. (AIRPLANE NOISES). The 
descriptions are available in all languages, including French. 

~ n m o c r w  

-uIIFIOUn 

Figure 31 -Sample Background Noises Screenshot in French 
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Shift Advisor/ Consultant (RFP ref. B-18 
VU CILU S U X ~  the provider shall employ in the relay LsULsI 1op3L yGlsuU Unp.J 
knowledgeable of ASL in order to serve as an advisor/consultant to assist CAS in understanding 
the intent of messages and properly communicating the full content of communication. 

Sprint has read, understands and will comply. 

All Sprint CAS receive 24 bow-a-day support in all aspects of call processing by Supervisors who 
have received specialized training in Deaf Culture, including ASL. Sprint Relay recruits supervisory 
applicants wbo are knowledgeable of ASL, experienced with TRS, and are knowledgeable of the 
communities served by TRS. 
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#- 

fidentiality I 
AS require0 uy aation 427.7(w(i)(c), riorina matures, au caus snau ne torairy conmennal; no 
written or electronic script shall he kept beyond the duration of the call. CAS and supervisory 
personnel shall not reveal information about the content of any call and, except for the minimum 
necessary for billing, complaint processing, statistical reporting or training purposes as further 
described in this RFP, shall not reveal any information about a call. CAS and supervisory 
personnel shall be required to sign a pledge of confidentiality promising not to disclose the 
identity of any callers (except for the reasons discussed in this section) or any information 
learned during the course of relaying calls, either during the period of employment as a CA or 
after termination of employment. 

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 kom 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 come  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 Attachment E for the Sprint Relay Center’s Agreement Regarding Confidential 
Information. 

a. When training new CAS by the method of sharing past experience, trainers shall 
not reveal any of the following information: 

1) 
2) 
3) 

Names of the parties on the call. 
Originating or terminating points of specXic calls. 
Specifics of the information conveyed. 

Sprint has read, understands and will comply. 

b. CAS shall not discuss, even among themselves or their supervisors, any names or 
specifics of any relay call, except as necessary in instances of resolving 
complaints, bill processing, emergencies, or for training purposes. CAS may 
discuss a general situation with which they need assistance in order to clarify 

r 
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J how to process a partieular type of relay call. CAS should he trained to ask 
questions about procedures without revealing names or  specifie information that 
will ideut i i  the caller. 

Sprint has read, understands and will comply. 

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 inionnation may be 
disclosed by the CA to a Supervisor to expeditiously address the situation. 

e. Watching or listening to actual ealls by anyone other than the CA is prohibited 
except for training or monitoring purposes or other purposes specfically 
authorized by the Commission. FPSC staff shall be permitted to observe live 
calls for monitoring purposes, but shall also comply with the Confidentiality 
provisions above. 

Sprint has read, understands and will comply 

No one is permitted to watch or listen to actual calls except CAS and Supervisory staff for the 
purpose of relaying, assisting, in-call CA replacement, or monitoring the call for training 
purposes. In cases of live call monitoring, all confidentiality guidelines will be strictly adhered 
to. 

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 Attachment E. 

d. 

J 

A copy of the Confidentiality Policy shall be provided to a user upon request an0 
at no eost. 

Sprint has read, understands and will comply 

4 
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1. 

Types of Calls to be Provided (RFP ref. B-16) 
Text-to-voicdvoice-to-text, The provider share II -3nu1t CUUIC'I S~IUUUV vcwssu 

TTY and voice callers in real time. 

Sprint has read, understands and will comply. 

b. Voice carry-over (VCO), two-line VCO, VCO-to-TTY, and VCO-to-VCO. 

Sprint has read, understands and will comply. 

e. Hearing carry-over (HCO), two-line HCO, HCO-to-TTY, HCO-to-HCO and 
Captioned Telephone or its equivalent service. 

Sprint has read, understands and will comply. 

Sprint provides CapTel Services as detailed in Item 22 of this proposal. 

/- 
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SPRINT’S TTY CALL RELEASE, ALSO KNOWN AS TTY-TO-TTY CALL SET-UP, IS 
FULLY IN COMPLIANCE WITH FCC STANDARDS. 

P 

b 

Call Rele; unctionality (Rf 
LU ~ c ~ s a a r  dnctiouality 15 a feature that auuws LU~: LA LU sign-UII u r  -reieuse irum me 
telephone line after the CA has set up a telephone call between the originating TTY caller and a 
called TTY party, such as when a TTY user must go through a TRS facility to contact another 
TTY user because the called TTY party can only he reached through a voice-only interface, such 
as a switchboard. 

The provider shall also immediately release a call when a TTY user using the relay system is 
inactive for more than 30 seconds. 

Sprint has read, understands and will comply. 

Inactiv@ 
Sprint will expediently release the inbound TTY user if inactive when amving 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 TTY user. If this fails, the CA 
waits 30-seconds and then releases the line. f- 
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In addition, all calls to the Relay Center will be disconnected promptly upon termination of the call by 
the inbound user or when the TTY 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. 

--- 

e 
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Speed Dialing (RFP ref. E 
iture that allo\\s a I R\ IIWI’ lo p h  -, -- --- :all using a stored number ma ~ ~ 

facility. In the context of TRS, speed dialing allows a TRS user to give the CA a “short-hand” 
name or number for the user’s most frequently called telephone numbers. 

Sprint has read, understands and will comply. 

In Sprint’s experience, Florida Relay users lead the nation in both use Sprint’s Customer Profiles and 
registering Speed Dial entries. As a result, Spnnt offers both Basic and Enhanced Stored Number 
functionality designed to make the FRS user expenence more functionality equivalent to a traditional 
phone user. All of Sprint’s Basic and Enhanced Stored Number features are included wth  Sprint’s 
standard service and offered at no cost to the user. 

Basic Stored Number Functionality 
Sprint offers the ability for FRS users to store more speed dial numbers than any other provider. 
Sprint’s speed dialing functionality (also known as frequently dialed numbers) allows relay users to 
store up to 30 frequently called telephone numbers in their TRS customer profile. 

HUNDREDS OF FRs USERS HAVE REGISTERED SPEED DIAL PREFERENCES; 
SEVERAL CUSTOMERS HAVE REGISTERED OVER TEN ENTRIES AND WOULD BE 

NEGATIVELY IMPACTED BY A PROVIDER OFFERING ONLY TEN ENTRIES. 

P When the customer calls into the center, the customer can simply provide the CA the “short-hand 
name or code associated with that number instead of the entue lodigit number. For example, a caller 
can simply request, “Please call mom,” and the CA will dlal the associated ten-digit telephone number 
without delay. 

Please see the graphc below for the written Customer Profile form, whch encourages FRS users to 
register speed dial entries. Each o f  the 30 entnes may contain up to 30 characters. 

1 Frequently Dialed Numbers (Speed Dial for Non-Emergency Calls): 
I NofrLimh30chrrmcRnpwnome 

Name AreaCcde5PhoneNumber - 
I 

w f e d t o L ? d d m m ~  pato thrkdd#bwdbfmnsrkn 
~~~ 

Customer Profile Form for Speed Dial Entries 
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Enhanced Stored Number Functionality 
In addition to basic speed dialing functionality, Sprint has enhanced its TRS operations to maximize 
the service for FRS user convenience. Sprint offers several other options for Relay users to store 
telephone 

STS Contact Znformation 
Communicating telephone numbers may be difficult for some STS users. This 

EXCLUSIVE feature allows STS users to simply advise hends, f m l y  and others to dial 7-1-1 
to reach them. Once connected, the person can simply provide the STS user’s 

name to the STS CA. The STS CA will use the STS user’s profile information provided for this 
purpose to connect to the STS user based on the registered STS user’s hours and days of avdability. 
In this manner the inbound caller can be connected wth the STS user at their location. 

&a 
W 

twtion Sueen for STS Contact Infomation 

RED 

Emergency Numbers (Speed Dial for Emergency Calls Only): 

e Customer Profile F m  for Emergency Speed Dial Entries 
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n 

e-Way Calling Functionality (RFP ref. B- - 
A feature that allows more than two parties to be on the telephone line at  the same time with the 
CA. 

Sprint has read, understands and will comply. 

Sprint provides support for both basic three-way calling functionality and enhanced multiple party 
calls. 

Basic Three-wav Calling 
Sprint provides three-way calling capability, in which the voice or STS relay users through TRS (if the 
customer has purchased this feature from hisher LEC) can use this feature to either tie the third party 
directly into the conversation or to tie the third party in by making a second call to the relay center. 

Florida Relay users who have purchased Three-way calling or conference calling capability from 
hisher 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 TTY customers and one Voice 
customer. This process also would apply if there were two voice customers and one TTY user on the 
line. 

Enhanced Multide Partv Calls 
In addition to basic calls involving three participants, Sprint has enhanced its TRS operations to allow 
FRS users to participate in calls involving additional participants. 

TRS Conference Calling 
In addition to basic three-way calling, Sprint has the capability to support conference calling. When a 
relay user calls into a conference call, the CA will verify that all participants of the conference call are 
familiar with relay and will ask each person to identify themselves prior to speaking. 

The CA will attempt to process the call as normal and capture verbatim all conversation held in the 
conference call. With the complex nature of conference calls, this is sometimes challenging. If the 
CA does not capture everything, the CA will inform the relay user and follow the relay user 
instructions. 

Relay Conference Captioning 
Sprint is proud to offer the State up to 10,000 minutes annually of Sprint Relay Conference 

CaptioningSM (RCC) Service. This service was initially offered during the 
VAL DED current contract for a limited duration. This service appeals to a small group of 

Deaf, Hard-of-Hearing, and Speechdisabled professionals who routinely 
participate on conference calls. With the new contract, Sprint proposed offering the service through 
the entire contract with an amount of minutes adequate to cover the previous demand. 

This service utilizes the same captioners who caption television programs to caption conference calls 
at speeds of up to 185 words per minute for FRS users. 
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As an innovator of total Relay solutions, Sprint understands that tecbnology greatly enhances the lives 
of people with disabilities. Whether the call is personal, business or financial, Deaf and Hard-of- 
Hearing individuals can now fully participate in multi-party conference calls with Sprint RCC Service. 

Please see the illustration below and Item 53 for additional details on Sprint’s RCC service. 

I 

_- 
Illustration of RCC Service 

W 
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11 and Interactive Menus (RFP ref. B-20) 
.... user of thc prescncc of a recorded messab- -.I.PI....r lUlrYUI 

through a hot key on the CA’s terminaL The hot key will send text from the CA to the 
consumer’s TTY indicating that a recording or interactive menu has been encountered. Relay 
providers shaU electronically capture recorded messages and retain them for the length of the 
call. The provider may not impose any charges for additional calls, which must be made by the 
relay user in order to complete calls involving recorded or interactive messages. 

Sprint has read, understands and will comply. 

In 1994, Sprint was the first provider to develop a TRS recording technology which has the capability 
of recording audio information fiom the outbound line on the first attempt. This was well before the 
FCC required this technology in 2000. 

Today, we believe our advanced recording technology continues to lead the industry. Based on our 
internal test calls, it appears that some providers’ technology requires their CA to record the entire 
message before beginning to type the message. Sprint’s advanced recording technology allows the 
CA to immediately begin typing the message, pause the message, and toggle between the recording 
the live call. For example, if a Sprint CA reaches an interactive menu with fast speech, the CA can 
pause the recording to type the message and listen in case a live representative answers while waiting 
for the text user to select an option. This offers a distinct advantage for FRS users. 

SPRINT ENCOURAGES THE EVALUATORS TO PLACE TEST CALLS TO ALL 
PROVIDERS TO VIEW FIRST-HAND THE DIFFERENCES IN HOW INTERACTIVE MENUS 

AND/OR VOICE MAIL CALLS ARE PROCESSED. 

Interactive Menus 
As a part of our ongoing commitment to improve the customer experience based directly on customer 
feedback, Sprint changed its call processing procedures for recordings and interactive menus during 
the current contract. Previously, CAS would type the entire recording, including all options, and then 
allow the customer to select their option. Many times the recording would time-out or default to a live 
representative before the customer could respond. 

Most customers expressed a desire to immediately inform the CA of their choice-which most often 
was to ask the CA to wait for a live representative. To answer this desire, Sprint revised its procedures. 
When reaching a recording, the CA cypes the name of the business reached, inform the caller that a 
recordiig has been reached and ask the caller if they would like to hold for a live person. For 
example, “ABC COMPANY (RECORDING) (WOULD YOU LJKE TO HOLD FOR A LIVE 
PERSON? GA.” The CA then follows the customer’s instructions. 

If the customer prefers to receive the full recording or provides the option prior to dialing, the CA 
follows those instructions. Customer calling preferences for recordings can be provided on a per-call 
basis or a per-line basis, which are saved as a part of the Customer Profile settings in the Notes tab. 

Voice Mail and Answerine Machines 
Sprmt CAS will inform Florida Relay users when reaching an answering machine, voice mail, or 
interactive menu. To keep the TTY caller informed of the call progress, the CA will hit a “hot key” 
which will transmit, “ (ANS MACH).” Hearing users will be informed orally of call status messages. f- 
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Caller will be charged for the first call only. Subsequent redials to replay a message, leave a message 
or enter information into an interactive menu are not charged to the caller. Sprint has developed a 
procedure to ensure that with addhonal outdials; the Relay caller does not incur toll charges. 

The bidder shall explain how messages will be left on or retrieved from answering machines and 
how interaction with voice response units will be accomplished. The bidder should explain how 
any access code used to retrieve messages will be confidentially handled. 

brmr-- 

4 

Sprint has read, understands and will comply. 

Sprint Relay has the capability of retrieving messages from any voice processing system that can be 
accessed via the telephone. Sprint retrieves messages from answering machines by placing an 
outbound call to a remote location or to the same location. 

When a user requests the CA to retrieve messages from a voice mail system or PBX mailbox, the CA 
will follow the user’s instructions for outdial, pin enm, access codes, andor system commands to 
retrieve new messages, play messages, save, andor delete messages. 

L 

e 

Figure 32 -Voice Mail 
To ensure confdentiality of access code information, the CA is able to utilize a scratcbpad which has 
been incorporated into the call processing software. This alIows the CA to retain necessary 
infomation to complete the call. At the end of the call, all information pertaining to the call is 
automatically erased from the CA position. 

The CA will confirm with thc caller that their has been left. Once the CA has left the message 
on the answering machine or voice mail, the CA will confirm orally or send a pre-progammed 
response to the Florida Relay caller stating: 

HI ‘QJR MSG LEFT) CA XXXX u/F GA” 111 
The bidder should explain if and how messages will he retrieved &om an answering maehine if 
the originating party enlliag the relay eenter is at the same location as the answering machine. 
For example, if a person is at home and cannot retrieve his messages from his own answering 
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machine, how will the relay center accomplish retrieving the message and relaying the 
information to the deaf or hard of hearing person when only one telephone line exists to the 
residence? 

Sprint has read, understands and will comply. 

When a user requests to retrieve messages from an answering machine at their same location, the CA 
will instruct the user when to take the handset off the hook, to set it next to the answering machine and 
push “play” to begin playing back the messages. The CA utilizes Sprint’s recording technology, 
which has the capability of recording audio information. The CA will record all messages. Once the 
customer places the phone back on the TTY, the CA will then type all messages verbatim. All 
recorded messages will be automatically deleted from the CA’s terminal once the Relay call is 
completed. 

T T V  or VCO User 

~ : y a i a , ~ n t w a b o o r q u s s t r s m m / o f m y a n s ~ ~ ~ m r o v o D ~  

Figure 33 - Single Line Answering Machine Retrieval 
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Item 25 Voice and Hearing Carry-Over (RFP ref. B-21) 
The provider shall provide both voice and hearing Carry-Over upon request of the user. A TDD 
user may request voice Carry-Over (VCO) which will allow him/her to speak directly to the 
telephone user and receive the message typed back on the TDD. In addition, a TDD user may 
request hearing Carry-Over (HCO) which will enable the TDD user to directly hear what the 
telephone user is saying and type back his/her message, which will be spoken by the operator. 

As part of its proposal, the bidder should describe in detail how incoming 2-line VCO calls will 
be handled. As part of its proposal the bidder should also describe in detail how outgoing 2-line 
VCO calls will be handled. 

The provider shall make provision for two persons who have a hearing loss to speak for 
themselves by means of Voice Carry-Over to Voice Carry-Over (VCO to VCO) and for two 
persons who are speech disabled to hear for themselves by means of Hearing Carry-Over to 
Hearing Carry-Over (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-Carry-Over and Hearing-Carry-Over services. 
Sprint Relay was the first 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 : 

VCO Attribute-Based Routing 

VCO with PrivacylNo GA 

VCO Branding 

Standardized or personalized VCO call announcement and explanation 

Two-Line VCO 

VCO-to-HCO 

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 TTY 
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In addition to basic YCO service, Sprint provides the following YCO features and enhancements: 

Connect Options - Sprint provides access through direct connect mode or acoustic mode. 
YCO users are able to set up calls using their voice as opposed to having to set up calls via 
TTY transmission . 
YCO Attribute-Based Routing - Sprint provides YCO Attribute-Based Routing via the 
designated toll-free number. CAs who demonstrate a high proficiency in handling YCO calls 
rece ive specialized YCO training and are designated targets for YCO calls. YCO dedicated 
toll-free access numbers also assists YCO users that may be calling from PBX lines and/or 
dual household members. 
Yoice-Carry-Over with Privacy -YCO users have the ability to request ' YCO with Privacy' . 
This is an enhancement to Sprint ' s YCO product. This popular feature provides the YCO 
caller with added privacy on their call because the CA does not hear the YCO user's voiced 
messages and no "GA" is needed from the YCO user. The voice user is heard by the CA and 
gives the "GA" each time to alert the CA that he/she is finished speaking. 
YCO Branding - YCO users may choose to have their telephone numbers permanently 
branded as YCO calls. When a telephone number is branded as YCO, each call into 711 or 
Customer Service receives a unique greeting which allows the user to voice his/her call set-up 
instructions to the CA directly. 

VCO User Experience 
• 	 YCO user dials the dedicated YCO access number, registers a YCO preference in the 

Customer Profile or simply requests YCO during direct communication with a CA. 
• 	 The CA requests the number the user would like to dial. This number can be typed and/or 

spoken by the YCO user. In addition, the YCO user may elect to provide additional call 
handling preferences, which the CA will follow. 

• 	 After the CA connects to the called party, CAs are trained to use a brief announcement to 
explain YCO to the end user. For example: 

"HELLO. A PERSON WHO IS DEAF OR HARD OF HEARING IS CALLING YOU 

THROUGH FLORIDA RELA Y. THIS IS CA XXX¥. HA VE YOU RECEIVED A VOICE 


CARRY OVER CALL BEFORE'!" 


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

"THE PERSON IS USING THE RELAY SERVICE TO COMMUNICATE WITH YOu. 
THE CALLER WILL SPEAK DIRECTLY TO YOu. WHEN YOU HEAR THE WORDS, 

"GO AHEAD or GA, " IT IS YOUR TURN TO SPEAK AND I WILL TYPE 
EVERYTHING HEARD. PLEASE SPEAK DIRECTLY TO THE CALLER AND SAY 
"GO AHEAD " WHEN YOU ARE READY FOR A RESPONSE. ONE MOMENT FOR 

YOUR CALL TO BEGIN. " 

Sprint also recognizes that YCO users may prefer to announce and explain their calls themselves. The 
CA honors the YCO caller' s preference regarding announcing or explaining each call. The CA always 
processes calls according to the YCO user's preferences, FCC guidelines and State requirements . 
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Two Line VCO 
Two-line YCO (2L YCO) allows a Deaf or Hard-of-Hearing person with two telephone lines to use 
one line for speaking directly to a hearing person while the second line is used to receive the hearing 
person's typed responses. This feature provides a more natural flow of conversation without the pauses 
of single-line calls. 

Two-line YCO permits an increased level of caller control, which provides a more natural calling 
experience for YCO customers. Unless instructed to do otherwise, the CA remains transparent during 
two-line YCO calls. This includes muting the CA's microphone and allowing the YCO customer to 
announce and explain the service. 

The basic steps for users with multiple phones wishing to use 2LYCO are listed below. 

Dial the YCO phone number. 

Relay will answer with the Operator's number, the CA's gender, and "YOICE (OR TYPE) 

NOWGA". 

The YCO user types the area code and telephone number associated with the second line and 

then types "TWO LINE YCO GA". (This information can also be stored in a 2LYCO user's 

profile). 

When the second line rings, the 2L YCO user answers it using voice and asks the CA to hold. 

The 2L YCO user presses the conference button and then dials out the third party's number. 

The 2LYCO user then presses the conference button again to "bridge" all three parties . 


The basic steps for users with three-way calling wanting to use 2LYCO are listed below. 

Follow first four steps above. 

Press and release the receiver button or flash key on your phone. 

Dial out to the third party's number. 

Press and release the receiver button or flash key again to "bridge" all three parties. 


2 LineVCO 

2LVCOUser Voice User 

Conference calling Of 3-way calling capability must be purchased from local telephone company or built into PBX service 

Figure 34 - 2-Line VCO Service 

Once the 2L YCO user is connected to the voice caller, the 2LYCO call progresses. 

The 2LYCO user and voice user can speak directly to each other simultaneously. 

The CA types the voice caller's message to 2L YCO user. 

The 2LYCO user reads text message on the TTY. 
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It is important to note that the customer’s line must have conference/ three-way calling capability. 
Sprint advises relay users to contact their phone company for adding the three-way calling service. In 
order to speed up the call-set up process, Sprint aids customers in establishing Customer Profile notes 
which contain the user’s ZLVCO personal preferences and instructions. 

Reverse Two-Line VCO 
Voice users can also a 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 (TTY) telephone at 
the R2LVCO user’s location. The R2LVCO user speaks directly to the hearing person on one (Voice) 
line and uses the second (TTY) telephone to receive the CA’s typed responses voiced by the bearing 
person. Like 2LVC0, there is no need to give the ‘%A” or wait a turn, allowing for a smoother and 
more natural flow of conversation. r 

Figure 35 - Reverse 2-Line VCO 

vco to TTY 
Sprint makes it possible for a VCO user to communicate with T N  users through the relay service. 
The CA listens to the VCO user’s spoken messages and types it to the TTY user. The TTY user’s 
message is transmitted directly back to the VCO user, as demonstrated below. 
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Figure 36 - VCO-to-lTY Call 

vco to vco 
Sprint makes it possible for VCO users to communicate with other VCO users through the relay 
service. The CA listens to each VCO user’s spoken messages and types for both parties, as seen 
below. 

Figure 37 - VCO-to-VCO Call 



d STS Voice Carry Over 
If desired, Sprint Relay will provide a new STS VCO service with a 
dedicated toll-&e number for FRS users. This Relay enhancement enables VALUE ADDED 
persons with Hearing Loss and Speech-Disabilities to use their voice to 
communicate on the telephone. This particular form of VCO service utilizes 
Sprint's specially trained Speech-to-Speech CAS, who are able to recognize and relay the speech of the 
users with Speech-Disabilities. Specially trained Speech-to-Speech CAS function as voice facilitators 
for users with Speech-Disabilities who have trouble being understood over the telephone. The STS 
VCO user uses their own voice, speaking directly to the voice caller. Depending on the needs of the 
STSNCO user, the STS CA is ready to assist only if the voice user cannot understand the STS VCO 
user, or if the STS VCO user requests that the STS CA re-voice the entire VCO conversation. During 
the call, the STS VCO CA will type the hearing person's voice response to the STS VCO user. While 
the STS VCO user is talking, the STS VCO CA will not type. 

Additionally, Speech-to-Speech VCO also provides Speech-to-Speech Two Line VCO. A STS VCO 
user who wants to use Speech-to-Speech Two-Line VCO needs to have two telephone lines ready. 
One line is to start the call, using a TTY device or a computer terminal with a modem. The second line 
will need conference calling capability to allow the conversation to take place between the user, the 
STS VCO CA and the person called. 

W 

- HCO 
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). Surint was the first Relav Provider to offer HCO users what is 
!mown as voice uromssion technolow. 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. 4 

Figure 38 - Hearing-Carry-Over Service 

The steps for a standard VCO to Voice call are detailed below. 

J 
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HCO user types her conversation to the CA. 
The CA then voices the typed message to voice caller. 
The voice caller talks directly to HCO user. 

In addition to basic HCO service, Sprint provides the following HCO features and enhancements: 

HCO with Privacy - HCO users have the ability to request 'HCO with Privacy'. This 
enhancement provides the HCO 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. 
HCO Branding - HCO users may choose to have their telephone numbers permanently 
branded as HCO. When a telephone number is branded as HCO, each call into relay receives a 
unique greeting allowing the HCO user to listen directly to the Operator rather than initiating 
contact through the TTY. 

HCO User Experience 
• 	 HCO user dials 711 or FRS toll-free access number, registers a HCO preference in the 

Customer Profile or simply requests HCO during direct communication with a CA. 
• 	 The CA will request the number the user would like to dial using voice (if the user has 

requested HCO). In addition, the HCO user may elect to provide additional call handling 
preferences, which the CA will follow. 

• 	 The CA will dial the call. The HCO user can hear the phone ringing, busy signal and how 
the phone is answered. 

The CA provides a concise HCO announcement to end users, for example: 

"Hello. A person is calling you through the 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 HCO user 
can begin typing their conversation, which will be read by the CA. 

If the hearing party is not familiar with HCO, the CA will provide an HCO explanation, as seen below: 

"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 begin ". 

Sprint also recognizes that HCO users may prefer to announce and explain their calls themselves. The 
CA honors the HCO caller's preference regarding announcing or explaining each call. The CA 
processes the call according to the HCO user's preferences, FCC guidelines and State requirements. 
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Two-Line HCO 
Sprint provides 2-Line HCO as a part of Sprint’s standard offering. 2-line HCO (2LHCO) provides 
close to real-time conversations between a HCO user and a voice caller. 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 (TTY) telephone line to type their responses to the CA who then 
voices to the voice caller. There is no need to give the “GA” or wait a turn, allowing for a smoother 
and more natural flow of conversation. 

.... .d ..... 

Figure 39 - 2-Line HCO (ZLHCO) Service 

Reverse Two-Line HCO (RZLHCO) 
A voice caller can initiate a call to the RZLHCO 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 (TTY) 
telephone at the R2LHCO user’s location. The RZLHCO user listens to the voice caller on one (Voice) 
line and uses the second (TTY) 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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Figure 40 - Reverse 2-Line HCO (RZLHCO) Service 

HCO lo TTY 
Sprint ensures that HCO and TTY users can communicate with each other through relay. The HCO 
user types directly to the TTY user. The CA voices the TTY user’s typed messages to the HCO user. 

I 

Figure 41 - HCO-to-TTY Call 

HCO to HCO 
Sprint etlsures HCO users can communicate with other HCO users through 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 hack in the same manner, and vice versa. 
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Figure 42 - HCO-to-HCO Call 
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Item 26 Captioned Telephone Voice Carry-Over (RFP ref. B-22) 
The provider shall provide as part of its proposal a description of how Captioned Telephone or 
its equivalent service will be provided, including 2-line captioned service. If an equivalent 
service is provided, it must be compatible with the existing Captioned Telephone telephones 
currently in use by end users. The provider shall price the Captioned Telephone service 
separately from other relay services in its price proposal. No roaming or guest options are to be 
allowed. 

Sprint has read, understands and will comply. 

Sprint will continue to provide Captioned Telephone (CapTel) , including one-line and two-line service 
which is fully compatible with the service currently in use by end users. Sprint's pricing for CapTel 
has been provided separately from other re lay services in the separately sealed Price Proposal. 

Sprint is corrunitted to providing a quality CapTel service. As in the past, Sprint will continue to work 
with both FTRl and Florida CapTel users to troubleshoot issues if they arise. Lessons learned from 
past experiences have taught us that survey results, feedback cards, focus groups, Florida-specific 
quality testing and relationships with (I) the vendor, (2) the FL PSC and (3) FTRl are all essential 
components of listening to this particular consumer group in order to promote continual service quality 
improvement. 

While many providers use the same subcontractor to provide CapTel service, Sprint has taken many 
distinctive and steps to ensure that its products remain the best in the industry, including the following : 

Independent Quality Evaluations: Sprint has commissioned a third-party, independent 
quality evaluation of Sprint's CapTel service, along with new emerging captioning 
technology. To our knowledge, Sprint is the only provider to conduct this type of formalized 
testing programs . 

Internal Quality Assurance Testing: As a part of its Quality Assurance programs, Sprint 
conducts internal testing monthly on CapTel Key Performance Indicators . To the best of our 
knowledge, Sprint is the only CapTel provider with this type of formal quality assessment 
program. Sprint currently conducts test calls monthly to evaluate service and works directly 
with CapTel on the results . The CapTel CA is timed and scripts are designed to give the CA 
enough transmission time and a variety of words and phrases to test the speed and accuracy 
fairly. Sprint focuses on the following key performance indicators: 

• 	 Corrected Accuracy: This measurement includes system, process or CA errors and is 
calculated by dividing the number of errors by the total number of words. Note : This 
measurement does not include errors that the CA is able to correct or proper names that 
may be misspelled. 

• 	 Raw Accuracy: This measurement is calculated in the same manner as above with the 
exception that errors are counted, even if they are corrected shortly after transmission . 

• 	 Average Transcription Rate: The average words per minute. 

• 	 Average Delay: The measurement of "lag" time between the word being spoken and the 
word appearing on the CapTel device. 

Figure 43 describes the consolidated results of these testing. 
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Figure 43 - CapTel Quality Results 

ANI-based Billing: Sprint understands that the FPSC prefers to receive reports based on the 
customer's Equipment Serial Number (ESN) with no roaming or guest options allowed, Sprint 
has the capability to provide reporting based on the customer's telephone number, similar to 
TRS, If, in the future, the State elects to transition to ANI-based billing, Sprint can fully 
support that option at no additional charge. 

Focus Groups: Sprint has conducted Focus Groups in Florida to relative to the product 
satisfaction, identifying potential users, supplying additional training, and perfonnance issues. 
This feedback has been used to drive changes and product focus. 

CapTel Seats: Sprint is currently in negotiations with Captioned Telephone, Inc. (CTI) to 
add CapTel seats to the TRS call center(s). 

24-hour Customer Service: One of Sprint ' s core commitment has always been providing our 
customers with live Customer Service, 24 hours a day, seven days a week. While traditionally 
CTI has provided Customer Service only during business hours, Sprint is excited to announce 
that CTI customer service has expanded to seven days a week. CTI Customer Service is now 
open from 7 am to 7 pm Monday through Friday, and 8 am to 5 pm Saturday and Sunday. 
CapTel Customer Service is not open on the following holidays : Thanksgiving, Christmas, 
New Years Day, Independence Day, and Labor Day. As always, the Sprint Relay Customer 
Service is available to assist CapTel customers 24/7/365. 

NIl Access: CTI's platform has the ability to automatically match the caller's 
phone number (NP A-NXX) to the correct ten-digit number which corresponds to 
the Nil number (e.g" 211, 311 , etc .. . ). In order to implement for Florida, Sprint 
will simply need a listing of NPAlNXX from the FPSC or corresponding agencies. 

WebCapTel: Sprint has established its own gateway to WebCapTel which grants additional 
flexibility in administering and improving the service, as well as developing wireless 
applications, including the soon-to-be-Iaunched Wireless CapTei application for Android 
phones. With Sprint's wireless experience and resources, Sprint can bring wireless access to 
Cap Tel users at a more affordable cost. 

Self-Purchase Program for Individual Customers: Sprint is currently offering subsidized 
CapTel phones available to individual users at the discounted rate as described in Sprint's 
separately sealed Price Proposal. This is especially helpful for those users who do not qualify 
for the State ' s Equipment Distribution Program. This program also includes a 90 -day trial 
period with full refund, for users who are not completely satisfied. 
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Purchase Program for the Equipment Distribution Program: Sprint is currently offering, 
subsidized CapTel phones for the State's Equipment Distribution program at the discounted 
rate described in Sprint's separately sealed Price Proposal. 

Interstate CapTel Services: In addition to the landline form of CapTel under the 
Conunission's jurisdiction, Sprint also provides WebCapTel and the CapTel 800i. Sprint will 
actively promote these services to Florida CapTel customers, which saves the State's funds as 
these calls are reimbursed through the TRS Fund. 

History of Florida CapTel 

Since 2005, Sprint has provided fully FCC compliant Captioned Telephone (CapTel) service to 
Florida residents. Many Hard-of-Hearing or late-Deafened adults have depended on 
teleconununications for business and personal daily activities their entire lives. A number of these 
individuals may benefit from a hearing aid; however, can no longer hear well enough to conununicate 
effectively by telephone. It was this user group which caused Yoice-Carry-Over services (YCO) to 
evolve. For these individuals as well as individuals with a congenital or gradual10ss , they are able to 
use their speech to conununicate to their callers, however require the Relay service to type what the 
other person is saying. While YCO relieved a great deal of the frustration, users still were frustrated by 
the lack of a smooth give and take of conununication. Ultratec took on this challenge and developed 
an enhanced Yoice-Carry-Over solution which came to known as CapTel, which offers the closest 
equivalence to that of standard telephone services. 

Sprint offers both CapTel and 2 Line CapTel. Sprint has a long and successful business relationship 
with Ultratec, thus bringing the value of that experience to the State of Florida Sprint has worked 
closely with Ultratec on the development of enhancements to TTY technology such as Turbo Code, 
long before the CapTel concept was born. Furthermore, Sprint owns the network on which CapTel 
rides, assuring superior network performance. 

This service has allowed traditionally underserved populations access to functional equivalency in 
teleconununications, specifically the Hard-of-Hearing, Speech-enabled popUlation. The features 
provided by this unique and specialized service has created a large number of enthusiastic and satisfied 
customers, particularly those who had lost hope of ever again relying on the telephone as a viable 
means of communication. 

CAPTEL VENDOR INFORMATION 
Ultratec and its wholly owned subsidiaries, CapTel, Inc . (CTI) provide the technology and call center 
services for CapTel services. The current CapTel call centers are located at 5801 Research Park Blvd. , 
Madison WI 53717 and at 310 West Wisconsin Ave. , Ste. ) 200 West Milwaukee, WI 53203. 
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Madison, WI CapTel Call Center 

Weitbrecht Conununications is responsible for distribution of CapTel equipment and controls all 
aspects of this service, including equipment manufacturing to equipment distribution. Ultratec has 
chosen to focus their efforts on equipment design and development as opposed to selling CapTel 
services. Thus CapTel service is not available directly through Ultratec but instead, must be purchased 
through a third-party vendor such as Sprint Relay. 

Sprint's relationship with Ultratec, CTI, and Weitbrecht, Inc. is integral to the service quality, and as 
such has on staff a full-time CapTel Business Development Manager whose sole responsibility is to 
develop, manage, and implement enhancements to the CapTel product. Sprint hosts recurring 
conference calls with its counterparts at Ultratec/CTI to address any service issues which may arise. 

FCC Requirements 

As the vendor who provides most of the nation ' s CapTel service, Sprint meets and/or exceeds all 
current FCC requirements related to the provision of CapTel. Sprint has worked with our vendor and 
the FCC for over a decade. No provider has more experience with CapTel than Sprint. 

On August I, 2003, the FCC declared CapTel an enhanced VCO service and as such, eligible for 
compensation through the Interstate TRS Fund under TRS rules. This ruling allows providers of TRS 
to be compensated for interstate CapTel minutes. CapTel has been designed to be functionally 
equivalent with the following user friendly features: 

No call set-up 

Natural conversational flow with invisible/transparent CA 

High speed of transcri ption 

High Accuracy Rate 


Although all minimum standards must be met, the FCC has granted CapTel waivers, which 
acknowledge that some standards do not apply to CapTel. Requirements that received waivers are 
listed below: 
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STS Requirements 

HCO Requirements 

Minimum requirements for CAs 

Interpretation of typewlitten 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 


The FCC has also granted three permanent CapTel waivers, which acknowledge that these TRS 
standards will never apply to the captioned telephone service. Those waivers include interpretation of 
typewritten ASL, Oral-to-type tests (replaced with oral-to-text tests), and not refusing single or 
sequential calls. 

Two-Line CapTel 

Sprint does and will continue to provide Two Line CapTel service as a part of its standard CapTel 
price. Two-Line CapTel provides greater functional equivalency because the CapTel user is 
connected directly to both the CapTel service and the called party. This provides beneficial for calls 
including: 

• 	 Local telephone services such as call waiting 
• 	 Ability to receive calls directly (without having callers first dial the 800 Florida CapTel 

number) 
• 	 In addition, with Two-Line CapTel captions can be turned on or off, as needed by the 

user. This saves the State money if captioning is not needed. 

2 Line Cap Tel Emergency Calling 
Because 2 Line CapTel (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. 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 


Requirements/or the Two-Line Cap Tel Service 
Florida customers wishing to use Two-Line CapTel must have a CapTe\ phone (Model 200 or 800) 
and two analog telephone lines with separate phone numbers . In addition, the customer must 
configure the phone to Two-Line mode. 

Access to Florida CapTel 

National Access Numbers 
One-Line Florida CapTel users can receive captioned calls when their callers dial through the 
following national CapTel-specific access numbers: 
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Universal - J-877-243-2823 (English only calls) 

Spanish - 1-866-217-3362 (Spanish only calls) 

International - (608) 204-2770 (Calls from voice users outside the U.S. to CapTel users in FL) 


Voice Callers 
Sprint voice callers into the CapTe1 service receive an automated greeting which prompts the caller to 
enter the telephone number of the person they are calling or allows them to learn more. 

Thank youfor calling the Captioned Telephone Service. For long distance calls, be sure 
to register your preferred carrier ofchoice. For additional information, press pound. 

If the voice caller would like to obtain more information about long distance calling and carrier of 
choice and presses the pound sign, the following recording will be played. 

FCC rules require hilling oflong distance calls. You may arrange to have your calls 
billed to your established calling plan by registering your phone number with Cap Tel 

Customer Service at 1-888-269-7477. 

If the caller does not press the pound sign, the following message will be provided after a very short 
pause. 

Please enter the area code and phone number ofthe person you are callingfollowed by 
the pound sign. 

It should be noted that the voice caller can speed up this process by immediately entering the CapTel 

user's phone number when the recording starts. 


7-1-1 Access/or CapTe/ 

Sprint is able to route inbound voice calls from 711 to the voice-in CapTel number. While CapTel 

phones are waived from being required to dial 711 to access CapTel, CapTel phone users can still dial 

711 to access VCO services instead of the CapTel service. 


'Voice-in' CapTel users in any Sprint State that offers CapTel services will have the ability to 

dial "711" and reach a traditional Relay Center. 

When the voice-in user reaches the TRS CA, the caller can simply tell the CA that they wish 

to make a CapTel call. 

The CA will transfer the cal1 to the appropriate voice-in CapTel toll-free number. 


CapTel users should never need to be re-routed from the captioning service to another Relay call type. 
Since the access number for CapTel is transparent and never dialed by the user, the number dialed by 
the user will be captioned without any need to be re-routed to the appropriate CA for call processing. 
Since the CA is transparent, there will be no interaction between the user and the CA to re-route calls 
from the Captioning Center. 
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For users who wish to use the CapTel phone as a VCO phone and use TRS, the following is available. 

Users can reach TRS by dialing 7 -1-1 in their State. 

Dialing 7-1-1 on the CapTel phone will enable users to reach their State TRS service, which is 

separate from the captioning service. 

When using the CapTel phone, dialing 7-1-1 puts the phone into Voice-Carry-Over (VCO) 

mode to facilitate conversations via traditional VCO. This service is available in all Sprint 

CapTel States. 


Spanish Cap Tel 
The FCC has granted a waiver for providing 24/7/365 service for Spanish CapTel. Sprint currently 
provides Spanish CapTel from 8:00 a.m. through 12:00 a.m. Eastern Time. 

During off-hours, Spanish Cap Tel users can continue to access FRS by using the CapTel phone as a 
VCO phone. Sprint will instruct users after hours to perform the following steps listed above. 

Sprint is planning to be a provider of CapTel in 2011 , depending on the growth of the product. Sprint 
intends to strategically locate the Sprint CapTel CAs in a southern location which provides a greater 
opportunity for the additional recruitment of Spanish speaking CapTel CAs. Sprint anticipates that the 
addition of Sprint CapTel CAs may aid in expanding hours of both Spanish Cap Tel. 

Performance Standards 

Speed ofAnswer 
Sprint's CapTel speed of answer meets or exceeds the FCC's requirement to answer 85% of all calls 
within ten seconds. Sprint has worked with cn to ensure that adequate facilities exist to handle 
projected calling volumes so that the probability of a busy response due to loop trunk congestion shaH 
be functionally equivalent to what a voice caller would experience in attempting to reach a party 
through the voice telephone net\vork. Historically CTI has greatly surpassed this requirement, which 
can be seen in the figure below, which demonstrates the 2010 performance. 

Figure 44 - Sprint Relay Speed of Answer (Service Level) 
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Blockage 
Sprint will ensure ongoing compliance with the P.O I standard. The CapTel centers that serve FRS will 
continue to be fully staffed and are provided with sufficient network facilities to provide a Grade of 
Service (GOS) of P.Ol or better. This means that no more than one call per 100 will receive a busy 
signal when calling the CapTel center during the busiest hour. Blockage is calculated by sampling the 
number of calls blocked at a minimum of every 60 minutes and daily results will continue to be 
reported monthly. 

Technical Specifications 

Cap Tel Redundancy 
Sprint's CapTel 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. Appropriate spare components will be maintained on-site to meet the required 
levels of service. 

Cap Tel Equipment 
Sprint will continue to furnish all necessary telecommunication equipment and software required to 
comply with the provisions of the RFP and throughout the term of any subsequent contracts. All 
components provided by Sprint conform to our demand for leading-edge technology and operational 
effectiveness, and comply with all State and Federal requirements that affect the provision of the 
Relay service in Florida. 

As the current CapTel Provider, Sprint and its subcontractors furnish the necessary telecommunication 
lines, trunks, and cables for the complete CapTel operation. 

The following telecommunications facilities , equipment and software will be used In providing 
CapTel for Florida: 

Local Exchange Company and Interexchange Carrier facilities to complete local and long 

distance (toll) calls . The Canier used for toll calls is determined by the caller's selection 

(Carrier-of-Choice), in accordance with ADA requirements. 

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

For CapTel CAs: CA terminals with CTI-developed software. 


Carrier of Choice 
Sprint encourages CapTel users and voice callers using CapTel to register their preferred COC directly 
with customer service. Users who have not registered their preferred COC are encouraged to contact 
CapTel customer service to complete their registration. 

All new CapTel phones distributed after June Jst, 2006 come with a COC card packaged with the 
CapTel phone. CapTel users are responsible for filling out the card or contacting CapTel customer 
service to receive the benefits of registering their COC preferences for CapTel calls. 

Voice callers are also notified that the call may incur long distance charges. After connecting to the 
CapTel toll free number, voice callers hear a recording which prompts them to enter the phone number 
to dial. This Voice Response Unit (VRU) provides a verbal announcement stating that their call may 
include long distance charges. 

Page 120 

Sprint . 



Florida RFP for Relay Services 

FRS users will continue to be able to use any billing method or operator service made available by the 
requested carrier; including collect, third-party calling and pre-paid cards. CapTel users may also 
designate their preferred COC in their customer profiles in order to default to that specified carrier. 
This feature is included in Sprint's standard relay offerings. 

AS THE INCUMBENT PROVIDER, MANY CARRIERS HA VE REGISTERED TO 


PARTICIPATE IN THE FRS CAPTEL SERVICE. 


Emergency Calling (One-Line CapTeJ) 

When calling 911 using a CapTel phone, the ca ll is processed in the same way a 911 call is processed 

when using a standard telephone. 


The CapTel phone automatically converts to a Voice-Carry-Over (VCO) phone and dials 911 
directly. 
The CapTel Call Center is not engaged in processing 911 calls. 
The CapTel phone will display the typed responses from the PSAP and the caller will use their 
voice to communicate with the PSAP. 
The user does not receive captions from the CapTel Call Center. 
Therefore, the 911 system will be able to operate properly and render appropriate emergency 
response . 
The user will be connected to the proper 911 Center in the least amount of time and the 
telephone number (ANI) will automatically be passed to the 911 Center. 

Three-way Calling via CapTe/ 
In compliance with FCC regulations, Sprint ensures that CapTel users are able to join any three-way 
call in progress. CapTel users who are equipped with 2 Line CapTel will be able to host, join, or be 
added to any three-way call. Unlike TRS capabilities, CapTel CAs are not able to initiate the three
way call on behalf of the CapTel user. 

Using Touchtone Capability 
Unlike traditional TRS, CapTel gives users the freedom to press buttons directly on their telephone to 
make a selection. Rather than informing the CA of the preferred action required , the CapTel user 
does it directly. 

For example, when checking voicemail, the CapTel user simply dials the telephone number and enters 
the appropriate codes on their telephone. When the messages play, the CapTel user can listen and read 
the entire message or select to save or delete the message immediately. 

Single Line Answering Machine Retrieval 
Like TRS users, CapTel users can retrieve answering machine messages from an answering machine 
that is near the CapTel phone. However, the CapTel user will need to follow instructions that are 
slightly different than TRS users including the following: 
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Press the CapTei menu button that until the option, "Caption External Answering Machine 

Messages" is displayed. (Please note that the handset must be hung up to do this.) 

Press the "OK" button . 

Pick up the handset and place it near the answering machine. 

Watch the CapTei display to see when the CapTei CA is connected. 

Press the "play" button on the answering machine. 

View the captions on the CapTel display. 

Save, delete or navigate to the next message using the answering machine controls. 

When done, simply hang up the handset and the phone will be ready for the next call. 


Customer Profile 
Sprint provides its CapTei users with the ability to register preferences using a Customer Profile. 
Florida CapTel customers will not be required to enter preferences in all categories. However, since 
many Cap Tel users are not traditional Relay users and may be unfamiliar with how placing calls 
through Relay service works, Sprint provides helpful literature with all CapTei phones that encourages 
CapTel users to register preferences for toll calls and advises customers that pay-per-calls are 
automatically disabled unless a user updates this preference. 

Currently, all preferences stored in the Customer Profile relate to call-set up preferences. There are 
cUITently no preference options stored in the Customer Profile that are applicable to how the outbound 
caller's call is processed. When a call alTives at the CapTel call center, the CA software automatically 
queries the database for the inbound caller's customer' s stored preferences. 

Rather than simply providing these preferences to the CapTel CA, the software goes a step further and 
automatically enacts the user's preferences. For example, a CapTel user who has registered Sprint as 
his preferred long distance carrier will automatically have all calls involving toll charges be sent 
through Sprint. 

The CapTel Customer Profile has been designed to provide CapTel and voice users with the ability to 
enter preferences for call-set up. Sprint provides a Customer Profile consisting of the following fields . 

User's primary telephone number and area code 

User's first and last name 

Preferred long distance carrier 

Call blocking of outbound pay-per-use calls 

Call blocking of toll-free calls 

Call blocking of up to five specific blocked numbers per call-type 


In addition, Sprint ' s current CapTel Profile features customer-specific information such as: 

Address 

Email Address 

Serial Number of CapTei phone 

Type of phone using the submitted phone number 


Additional Options/or CapTel Customization 
In addition the Customer Profile, CapTel customers have access to many customization features 
including the following: 

English and Spanish language options can be selected directly on the CapTel phone. This 
gives the user complete control over their language settings at the moment they make a 
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call. The user will simply navigate a short menu on the CapTel phone to change the 
language from English to Spanish. 

• 	 Customers who wish to block their Caller ID can do so from the CapTel phone, 
configured by the user by using star (*) codes. Users who are not familiar with how 
Caller ID functions can contact CapTel customer service for instructions. The actual 
Caller ID blocking feature will come from the user' s LEe. This is functionally equivalent 
to the service that all other telephone users have. 

Entering or Modifying Information 
Sprint believes that CapTel users should have immediate access to their preferences and makes it easy 
for the customer to view, update or verify their Customer Profile Data. Florida CapTel users will be 
able to view, update or verify their profile using the following: 

cn Customer Service 

Online using Customer Service chat 


These updates are processed immediately. In addition, customers can email, fax or mail completed 
customer database forms to the CapTel Customer Service department. These forms will be processed 
as quickly as possible, most within 24 business hours. In addition, a customer can request a copy of 
all information entered in the profile either verbally or written. At any time, a customer can request a 
copy of all information entered in his or her profile either verbally or written through a Customer 
Service Representative. 

CapTel Operations 

Personnel supporting CapTel have the requisite experience, expertise, skills, knowledge, training, and 
education to perform CapTel Services in a professional manner. CapTel CA Trainees are screened on 
several skill-sets to be considered for hire . Several tests are administered to evaluate for skills in the 
following: 

Spelling 
Pronunciation 
Enunciation 
Reading Ability 
Vocabulary 
Error Recognition - CapTel CAs must be able to recognize a mistake in voice-recognition and 
be able to appropriately correct errors while on a call. 

Trainees must demonstrate adequate skill level in all aspects of call processing prior to graduation 
from training. CapTel Relay Trainees must also demonstrate a strong proficiency in the primary 
required skill-set of re-voicing for CapTel calls. 

Re-voicing skills for CapTe\ CAs 
CAs are trained to always use clear articulation and enunciation . 
CapTel CAs must be able to recognize a mistake in voice recognition and be able to 
appropriately correct errors while on a call. 
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Captioning skills for CapTel CAs 
CAs must transcribe test calls at a speed of at least 130 wpm with an accuracy of at least 98%. 

CAs are retested on average once per month. 

If the CA does not meet performance standards, they are taken off-line and put through a 

retraining class and then retested. 

Only if the CA passes the captioning test is the CA allowed to again process calls. 

Testing records are maintained by CapTel's Quality Manager. 

The monthly average words per minute of all CAs can be provided to the FPSC under 

confidence. 


CapTel CA Testing 
CapTel CA Trainees spend 2 to 3 weeks training in a classroom setting. 
There is a final proficiency exam that must be passed in order to move into a live call 
envirorunent. 
Upon completion of classroom training, CapTel CAs are scheduled for one-week of transition 
training, while being monitored and supported by another CA or an Instructor. 
All CapTel CAs must continue to qualify for live call handling each month. 
Sprint CapTel CAs are routinely coached on Call Center ergonomics, call handling 
procedures, and confidentiality. 
Each CapTel CA is evaluated on a minimum of one call each shift. 
There is also a monthly test that each CapTel CA must pass in order to remain qualified to 
caption live calls. 

Change ofCap Tel CA 
Sprint meets or exceeds all FCC minimum requirements regarding transitioning of CapTel CAs. As a 
matter of practice at Sprint, calls are not taken-over unless it is absolutely necessary to do so. The 
situations in which a CA would transition during a call include: 

More than 10 minutes past a scheduled lunch, break or shift change, 

CA Illness, 

CA fatigue typically resulting from a call in progress with difficult content or speed In 


progress more than 30 minutes or an average call lasting 60 minutes or more. 


If the transition of CAs is unavoidable, the change occurs with minimal disruption to either CapTel 
participant and includes the following. 

A supervisor locates an available CA 
The Cap Tel user is informed prior to the change 
The CapTel user is informed after the change (including the new CA identification number) 

As noted above, the CapTel user is always informed prior to the transition so that they may place the 
voice caller on hold while the transition occurs. In addition, the CAs attempt to transition while the 
CapTel user is speaking to avoid interruption to the call. 

Cap Tel CA Instructors 
Sprint CapTel Instructor candidates are evaluated based on their educational history, experience and 
captioning abilities. Qualified individuals are interviewed and must give mock presentations of 
specified training material. The most successful Sprint CapTel Instructors usually have prior 
teaching/coaching experience and have excellent communication and evaluation skills to train the 
CapTel CA to comply with Sprint CapTel requirements. 
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CapTel Confidentiality 
Sprint understands that measures to ensure confidentiality are crucial to the success of any CapTel 
operation and has implemented the following procedural and environmental measures to safeguard 
customer and call information. 

A CA number is provided at the beginning and the end of the CapTel call to provide quality 

assurance. 

After the inbound party disconnects, CapTel CAs lose the ability to view or access any 

information pertaining to that call. 

No written or taped information regarding the call is kept after the call is released from the 

CapTel CA's position. 

After the call has been terminated, the billing information is transferred to the billing files and 

is no longer accessible except for billing purposes. 

No one is permitted to watch or listen to actual calls except CAs and Supervisory staff for the 

purpose of captioning, assisting or monitoring the call for training purposes. 

CapTel CAs perform their work in cubicles that are bordered by high sound-absorption 

acoustic tiles and wear special noise reducing headsets. 

Cubicles are ananged to minimize the number of cubicles that are side-by-side. 

The CA work areas have a security card key access and visitors are not allowed in CA work 

areas. These special equipment and environmental arrangements reduce noise interference and 

supports confidentiality. 


Confidentiality Policy 
The use of any information obtained during the processing of a CapTel call is prohibited. In 
accordance with FCC regulations, all information provided for call set-up, including customer 
database and branding information, remains confidential and cannot be used for other purposes. 
Sprint 's confidentiality policies are strictly enforced and all CapTel Center personnel are required to 
sign and abide by a pledge of confidentiality which covers the following: 

Non-Disclosure of the identity of any caller or information learned about a caller. 

Not to act upon any information received while processing a CapTel call. 

Not disclose to anyone the names, schedules, or personal information of any fellow worker at 

CapTel, Inc. 

Not share any information about CapTel calls with anyone except a member of the CapTel, 

Inc. management staff in order to investigate complaints, technical issues, etc. 

Hold in confidence all information related to the work and calls performed while at CapTel, 

Inc. following employment. 

Never reveal the Captionist ID number in conjunction with an individual ' s name unless asked 

to do so by a member of the CapTel, Inc. management staff. 

Not to share with anyone any technical aspect of the position at CapTel, Inc. unless asked to 

do so by a member of the CapTel, Inc. management staff. 

Not talk about consumers or call content with any fellow Captionists. 

Not listen to or get involved in calls taken by fellow Captionists. 


Internet- and Wireless-based CapTeJ products 

WebCapTeJ 

Sprint WebCapTel is a free, revolutionary new web-based service that allows a person who can speak, 

but has difficulty hearing over the telephone, to read word-for-word captions on a computer monitor. 

This service is expected to help an estimated 28 million Americans with hearing loss understand 

communication clearly over the telephone. 
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Sprint WebCapTel allows individuals of all ages who prefer to use their own voice the o p p l t d t y  to 
supplement their hearing ability with text captions. Text captions can be read word-for-word on their 
laptop or PC. Sprint WebCapTel users do not pay long distance charges to access the service. 
However, they will be charged for long-distance calls to the recipient through their service provider. 
Cell phone users may be charged for the actual use of minutes by their cell phone provider. 

A Sprint WebCapTel caller can make or receive calls while logged into the Sprint website 
(www.sprintcaptel.com). The caller can use their residual hearing and listen to the other person 
speaking through the telephone, not through the internet or web browser. Sprint WebCapTel 
customers can make calls using any telephone, whether it is a landline, wireless phone or cell phone. 
Sprint WebCapTel enables individuals to place calls and receive calls in remote locations, as long as 
they have access to a telephone and the Internet as shown below. 

"Kudos, for the WONDERFUL new Internet Cap T e l  by Sprint!! The workplace 
applications are just immense!!! I made several calls today using WebCapTel. ILOVE 
it! I'm especially excited about this service for my sikter ... she never took to the CapTel  
phone for some reason, but is a huge computerperson andalwqs has her laptop close 

at hand. I'm sure this service will benefit her greatly!!" 

-WebCapTel user 

J Sprint WebCapTel captures the audio of the person speaking to the caller and converts the spoken 
sonnds into words on their computer or laptop. In addition to being able to read captions of the 
conversation; the caller also has the ability to save the conversation and customize the screen to their 
preference i.e. background, font size and color. When a call is completed, the caller can save the 
captioned conversation for later review, allowing the caller to concentrate on the conversation. 

Sprint has been providing services to individuals with hearing loss since the early 1990s with the 
passage of the Americans with Disabilities Act. What sets this service apart from traditional relay J 
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services is the fact that the WebCapTel service targets hearing people experiencing some degree of 
hearing loss, which has impacted their ability to hear well over the telephone. 

Here is how to use the service: 

1. Prior to malang a call, the Sprint WebCapTel user will log onto the www.sonntCaoTel.com 
website, shown in the Sprint WebCapTel Website below, and provide both the 'calling to' number as 
well as the number to call the user back. 

While the service is free, users must register to use the service. To sign up, a user can simply go to the 
Sprint WcbCapTel regismtion page, shown in the WebCapTel Registration Website Page, and click 
on the link for 'First Time Users' and enter all of the required information; the caller can select their 
usemame and password. 

There are security measures in place to prevent unauthorized users from signing up. 

Sprint WebCapTel users will be e-mailed a link on which to click to verify that their email 1s valid and 
to activate their account, after which they will be able to make and receive calls on Sprint WebCapTel. 

In addition to being able to read captions of the conversation, a Sprint WebCapTel user also has the 
ability to save the conversation and customize the screen to their preference, including the 
background, font size and color. When a call is completed, the user can save the captioned 
conversation for later review, allowing the caller to concentrate on their participation in the phone 
conversation. 

Sprint WebCapTel users do not pay long distance charges to access the service. However, they will be 
charged for long distance calls to the recipient through their service provider. Cell phone users may be 
charged for the actual use of minutes by their cell phone provider. 

CnpTel@ 8OOi 
Although, not currently provided under the FRS service, Sprint's CapTel solution supports the new 
CapTelQ 8OOi works like a telephone, but it also connects to the Internet to display captions during the 
telephone conversation. By combining a telephone with captions via a phone line and the Internet, the 
CapTelB 800i provides fast transmission and easy to read captions allowing the user to read what the 
caller is saying during the phone conversation. 

CapTelCO 8OOi Benefits 
Captions appear automatically on all calls - incoming and outgoing. No need for callers to dial 
the Captioning Service. 
Captions can be turned on or off at any point during a call. 
Display screen tilts for comfortable reading or lies flat to mount the phone on a wall. 
Adjustable volume control (up to 40dF3) for captioned calls. Volume button is easy to see and 
adjust during a call. 
One-touch access to CapTel" Customer Service during standard business hours. 
Easy-to-follow menu with Yes/No questions. 
Phone Book allows users to easily store and dial more than 95 names/phone numbers. 
Speed dial keys for one-touch dialing of frequently called numbers. 

Following are the set up requirements far the CapTel@ 8OOi phone: 

rn Internet access 
9 high-speed Internet or 
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• broadband service 
• Router may be required* 


Telephone line** 

• Analog 
• VolP 
• DSL or 
• Digital cable phone service 
• Standard electrical power outlet 

* Depending on how many devices are connected to the Internet, users may require a router to connect 
their CapTel® 800i phone. 

** Not compatible with PBX systems. 

Sprint 

Benefits of Sprint CapTe!" 800i 

Sample CapTel® 800i Flyer 

At the National Association of State Relay Administrators (NASRA), Sprint announced the 
upcoming release of a new product called "Wireless CapTel® by Sprint." This service for 
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mobile phones will provide word-for-word captions on Android smart phones. Sprint's Wireless 
CapTel offer many benefits to both the State and CapTel users including the following: 

No cost to the State as these minutes are billed to the TRS fund as Internet CapTel calls 
Easy to use for customers is designed to work just like the basic phone features , only with 
captioning. 
Faster Transcription as this product uses the same voice-to-text technology employed using 
CapTel 
Functional Equivalent as CapTel customers will continue to be in complete control with the 
CapTel operator remaining transparent during the call. 

Coming in 20 I I, the application has been designed to be carrier-neutral , user-friendly and easy to 
navigate. CapTel users simply pick up the phone and dial a phone number using the application, just 
like a traditional wireless call . Please see the picture below for sample screens hots of Sprint's 
application. 

Sample Wireless CapTel Screenshots 

Calling Features 
Each CapTel user will be assigned a "CapTel phone number." Any calls to the CapTel phone number 
are captioned through the application. As the hearing person speaks, text captions are displayed on the 
phone's screen. CapTel users, with residual hearing, will be able to listen to the caller's voice on the 
phone. In addition, Sprint's application offers the following benefits to CapTel users : 

Page 129 

Sprint . 



Florida RFP for Relay Services 

Customize the screen by changing the font (size and color) of conversations, 

Quickly access contacts using the phone address book. 

Make 9-1-1 calls with captioning (Please note: Although 9-1-1 calls made through the 

application are captioned, it is strongly recommended that dialling 9-1-1 using the non

captioned dialler so that your location can be automatically detennined), 

Use headphones and Bluetooth earpieces to easily listen while viewing captions , 

Accessible in more places (captions can be transmitted over 3G, 4G, or Wi-Fi wireless 

connections). 


Wireless CapTel by Sprint® will be available for download for any Android 2.2+ devices from the 
Android Market. Sprint will also be offering a QR barcode to easily locate the application. CapTel 
users with a QR barcode application can go to www.sprint800.com and look for the "Wireless CapTel 
by Sprint" barcode and scan it on your phone. This will immediately locate the application for the 
CapTel user. Please see the picture below for sample screenshots of the conversation screen and 
preferences for Wireless Cap Tel. 

, - m !I " " 742 

(CapTel CA# 
C3108) Dialing 
9137626591 
Ringing 12 

(I II ~-
1][1 lEI Hong up 

Sample Wireless CapTel Conversation and Preference Screenshots 
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Item 27 Turbocode™ (RFP ref. B-23) 
The provider shall provide Turbocode™, or its functionally equivalent, service that allows the 
relay user to interrupt the CA or other TDD user as part of the basic relay system. 

Pricing for this service shall be included in the basic relay price in the bidder's price proposal. 

Sprint has read, understands and will comply. 

Sprint was one of the first TRS Providers to enhance its TRS platfonn by including Turbocode as an 
alternate protocol for sending and receiving Relay conversations. Through Turbocode technology, 
TTY users are able to increase Baudot transmissions speed up to 110 words- per-minute. Turbocode 
also allows TTY callers the capability to interrupt during transmission. 

SPRINT IS PROUD TO HAVE PLAYED AN INTEGRAL ROLE rN THE PROMOTION OF 


EMERGING PROTOCOLS, INCLUDrNG TURBOCODE AND ENHANCED TURBOCODE IN 


FLORIDA . 


FTRl distributes equipment that supports these features and the Sprint network offers the functionality . 
Sprint will continue to educate Florida Relay users about Turbo Code and E-Turbo features. 

Enhanced Tllrbocode 
Sprint offers the additional value of Enhanced Turbocode. This technology is an 
alternate protocol for sending and receiving relay conversations and includes time
saving features. 

SPRrNT IS THE ONLY RELA Y TECHNOLOGY PROVIDER TO ENHANCE ITS RELA Y 


PLATFORM BY IMPLEMENTING ULTRATEC'S ENHANCED TURBOCODE AND DIAL


THROUGH TECHNOLOGY. 


Page 131 

Sprint : 



~ Florida RFP for Relay Services 
~~I!f!Ub1l 

TTY s that include E-Turbo allow people to program their relay preferences into the TTY. Each time 
a relay call is placed, these details are automatically passed on from the E-Turbo TTY to Sprint's 
Relay Service, thereby eliminating the need to "set up" the call with the CA. For example: in current 
relay calls, the TTY user first dials the relay telephone number, then gives the CA details about the 
call, such as what number to dial, which long distance can'ier to use, whether to explain relay to the 
other party, or whether to use YCO or not. 

By contrast, relay users whose TTYs include E-Turbo merely push a "relay" button, then dial the 
number of the person they are calling directly. Their E-Turbo equipped TTY handles the details of 
connecting to the relay service and automatically passes on the caller's preferences (such as long 
distance carrier of choice, YCO preference, etc.). Because this exchange is done automatically "behind 
the scenes," the TTY caller does not have to interact with the CA. This brings the relay experience 
much closer to "functional equivalence" with traditional voice calls. 

Relay Calls WITH E-Turbo 

You press the "relay" key on your TIY and then dial 
the number you want to call. 

The TTY automatically connects to the relay service, 
and passes on your caller preferences to the CA. 

Your call is connected. 

'----. - - - - - -

Relay Calls WITHOUT E-Turbo 

You first dial the relay telephone number. 

You give the CA the number to dial. 

-' You give the CA details of the call setup, such as which 
long distance carrier to use or whether to use VCO or 
not. 

The CA sets up your call preferences, then dials the 
number for you 

Your call is connected 
_. - -

I 

I 

I 

I 

J 
I 

Figure 45 - Comparison of E-Turbo versus calls without E-Turbo 

Benefits ofE-Turbo 
There are many benefits for E-Turbo users - regardless of their preferred communication method. 

Allows TTY, YCO, HCO, and DBS users to dial the phone number of the person they are 
calling directly, instead of first dialing the relay service 
Eliminates the need for interaction between the CA and the TRS caller at the start of the call 
Automatically sets up relay calls to the TRS user's individual wishes 
Eliminates the need for the user to register a customer profile with Relay provider(s) 
Makes relay calls faster / more efficient by automatically handling the details 
Brings relay calls closer to "functional equivalence" with traditional voice calls 

Ultratec TTYs with E-Turbo capabilities 
All of the Ultratec TTYs manufactured and distributed since the late 1990s contain E-Turbo 
capabilities including the following: 

All new Superprint Pro80 models (manufactured after May 2002), including: 
• Superprint Pr080 
• Superprint Pro80 with ASCII 
• Superprint Pr080 Gold 
• Superprint Pr080 Gold with ASCII 
• Superprint Pro80 LYD 
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• Superprint Pro80 LVD with ASCII 

All new Superprint 4425 models (manufactured after Oct. 2002), including: 

• Superprint 4425 
• Superprint 4425 with ASCII 
• Superprint 4425 LVD with ASCII 

All new Supercom 4400 models (manufactured after Dec. 2002), including: 

• Supercom 4400 
• Supercom 4400 with ASCII 

Customer Preferences 
Enhanced Turbocode offers many options for customers to optimize their calling experience. Callers 
can indicate the following preferences when using E-Turbo. (Note these preferences are controlled by 
the user and transmitted to the CA each time the caller calls in. No records of customer's preferences 
are maintained at the Relay center). 

Automatic Voice Cany Over (VCO) 

Automatic 2-line VCO 

Preference for male or female CA 

Indicate if you are a Braille user 

Braille users can control the speed of display transmitted by the CA 

Do not explain relay to the hearing party 

Do not type recordings 

Do not announce relay 

Automatic Hearing Cany Over (HCO) 

Long Distance Carrier of Choice 

Language Preference - English or Spanish 

Request do not "dial through" in order to provide other instructions to the CA 


TH ESE FEATURES ARE AVAILABLE AS PART OF SPRINT'S STANDARD FEATURES 


OFFERING AT NO ADDITIONAL COST. 
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a list of names and telephone numbers which the STS user calls. When the STS user requests 
one of these names, the CA shall just repeat the name and state the telephone number to the STS 
user. This information must be transferred to any new STS provider. 

Pricing for STS service shall be included in the basic relay service price in the bidder's price 
proposal. 

Sprint has read, understands and complies 

Sprint was the frst Relay provider to offer Speech-to-Speech (STS) trials. This Relay enhancement 
enables a Speech-Disabled person to use hisher voice or voice synthesizer, rather than a TTY, to 
commnnicate on the telephone. Specially trained CAS function as voice facilitators for Relay users 
with Speech-Disabilities who have trouble being understood over the telephone. 

The CA will repeat the words of the Speech-Disabled caller to whomever the person with the Speech- 
Disability is talking. For all FRS calls involving STS, Sprint will provide an open line with no 
switching whenever the caller and the called party can both either speak or listen. This open line is 
configured so that the CA, the caller and the called party with hearing capability can hear each other at 
all times. STS is included as a standard feature of Sprint's service offering. Please see an illustration of 
STS call-processing below: 

3 Voice User listens and 
speaks directly IO the 
Speech-Disabled User 

STS Call Process 

Speech-tospeech CA Hearing Tests 
Each Sprint STS CA's hearing is tested to assure they are competent to understand people with a 
variety of Speech-Disabilities. 

Page 135 
Sprint> 



Florida RFP for Relay Services 

Testing Requirements: 

The Audiologist must be a state licensed 
professional Audiologist or certified by the 
American Speech-language-Hearing 
Association with a Certificate in Clinical 
Competence in Audioloqy (CCC-A). 

An audiologist using calibrated equipment 
administers the speech recognition test and 
pure tone test. 

Scoring Requirements: 

Each Sprint STS Relay CA must score 92% or 
higher in each ear using a 50 word, W-22 or 
NU6 speech recognition test. 

Each STS Relay CA must measure hearing 
acuity of 20dB or less in each ear using a pure 
tone sensitivity test at 250 Hz, 500 Hz, 1000 
Hz, 2000 Hz and 4000 Hz. 

Figure 46 - STS CA Hearing Tests 

Speech-Io-Speech Training 
STS applicants who meet all qualifications for the STS tramlng program receive eight hours of 
classroom training specifically on Speech-to-Speech Services. Sprint's STS training program has 
been developed based on direct experience and consultation with Dr. Bob Segal man obtained during 
the initial STS trial conducted along with eight years of experience processing STS calls. 

The STS training outline includes specific strategies used to facilitate communication without 
interfering with the STS user's control over the call including retention of information at the user's 
request and verification of is said to verify accuracy. 

The STS training outline is displayed in following figure. 

STS TRAINING OUTLINE 
Sprint Values and Goals 

Training Agenda 

I' 

Objectives I Training Outline 
Introduction and History 
Video 
Service Description 
Characteristics of Customers 
Stereotypes 

Speech-Disabilities 
Attributes of Speech-to-Speech Relay CAs 
Speech-to-Speech verses Traditional Relay 
FCC Requirements 
Speech-to-Speech Variations 
Assessment 

Work Performance Components 

I' 
I, 
I' 
I' 

Basic Cali Processing 
Cali set up 
Customer Database 
Frequently Dialed Numbers 
Customer Requests 
Emergency Cali Processing 

Confidentiality 
Transparency 
Personal Conversations 
Developmental Skili Practice 
Audio 
Observation 

Participation 
CA training 
Taking over calis - 15 minute 
CA work performance 

Cali Focus 
Teamwork - support peer 

Confidentiality and Transparency 

I, 
Discuss cali speech patterns 
Discuss techniques customer uses 
Have two CAs on one cali, if necessary or customer 

requests. 

Unacceptable to: 
Have conversation regarding information discussed 

on calis 
Discuss customers in general 

Scheduling 

Figure 47 - STS Training Outline 
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Sprint's STS training is delivered by individuals with professional experience related to Speech
Disabilities and/or consumer experts and is based on adult learning theories. Tools available to STS 
CAs and STS CA applicants include: 

Audiotapes and videotapes featuring a variety of STS users with speech disabilities (It is 
important to note that these STS users have voluntarily provided recordings in order to 
promote the ongoing training of STS CAs and represent a broad range of levels of speech 
disability and include augmentative devices.) 
STS CA training guide, which details the history of STS, the role of the STS CA, 
comprehension strategies and confidentiality concerns. 
Ten hours of additional live observation and mentoring by seasoned, professional STS CAs 

Speech-Io-Speech Quality Assurance 

STS CA Evaluations 


Sprint's testing for STS CAs include the following: 


Hearing Acuity Testing 

Prospective STS CAs are required to pass a hearing acuity test administered by an audiologist using 

calibrated equipment to perform a speech recognition test and pure tone test. Each potential STS CA 

is required to score 92% or higher in each ear using a 50 word, W -22 or NU6 speech recognition test. 

Each STS CA is required to possess a hearing acuity of 20dB or less in each ear using a pure tone 

sensitivity test at 250 Hz, 500 Hz, 1000 Hz, 2000 Hz and 4000 Hz. 


Sprint's tests are conducted by an Audiologist using calibrated equipment for the speech recognition 

test and pure tone test. Sprint uses state licensed professional Audiologist and/or Audiologists who are 

certified by the American Speech-language-Hearing Association with a Certificate in Clinical 

Competence in Audiology (CCC-A). 


STS Training Final Test 

In order to graduate STS training, trainees must demonstrate an understanding of all aspects of STS 

call processing as well as the ability to understand speech patterns of people with a variety of speech 

disabilities. The final written evaluation has been provided as an attachment to this letter. 


STS Performance Evaluation 

Once training is complete, a STS CA's performance is regularly evaluated through individualized 

surveys at least twice monthly. Supervisors evaluate each STS CA using the STS Performance Survey 

form while observing actual STS calls. The Performance Survey addresses, among many aspects of 

quality STS CA performance including listening skills, caller control, focus and professional phone 

image. It should be noted that this form includes areas which may not be applicable to every STS call 

but may be encountered by STS CAs. For example, typing accuracy is evaluated for Speech-to

Speech to TTY calls. 


Quarterly Typing Testing 

As STS CAs may be required to process calls involving typing, Sprint ensures that each STS CA 

demonstrates the ability to type at 60 wpm with 95% accuracy quarterly. 


STS Quarterly Refresher Evaluation 

To assure the STS CAs understands the speech patterns of people with speech disabilities, an audio 

test is administered quarterly to all STS agents. This consists of CAs listening to audio spoken by 

individuals with a variety of speech disabilities. The audio listening refresher will test a STS CA's 
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ability to understand a person with a severe speech disability, a moderate speech disability, a mild 
speech disability and speech with an augmentative communication device. 

Coaching 
If a development area is identified in any area of call processing the STS CA will receive specific 
feedback and additional training. If the STS CA performance does not demonstrate improvement, 
progressive discipline up to and including termination may occur. 

-- 
4 

Consistency 
Sprint’s Quality Assurance Managers meet with STS trainers monthly to discuss performance, 
standard procedures and customer feedback. These meetings ensure that no matter where a Florida 
STS call is processed, that the customer receives quality service that is consistent. 

STS CALL PROCESSING 

Speech-to-Speech (STS) users are able to communicate with any and all Relay users including VCO, 
HCO, TTY, 2-Line VCO, and standard telephone users. Sprint offers STS in all languages. 

Frequently Dialed Nnmbers 
Spnnt offers Speech-to-Speech (STS) users the option to maintain in their Customer Preference 
Database, a list of up to 30 names and telephone numbers which the STS user frequently calls. When 
the STS user requests one of these names, the Florida Relay CA w11l repeat back to the caller the 
name, state, and the telephone number to insure they have understood correctly. 

STS CA Change 
Spnnt stnves to keep the same STS CA on line for the entire Relay call. STS CAS are trained on and 
follow regulations a change of STS CAS will not be made before 15 minutes have elapsed unless 
requested by the user or in cases when a change in FRS CAS is unavoidable such as the CAS becoming 
physically incapacitated. Further, Sprint will make every attempt to honor the request of the STS user 
to request another STS CA if one is available. 

STS Message Retention 
As a part of STS call processing, the STS user may dictate the first message to be 

the STS user to request that this initial message be retamed in the Relay system for 
up to 24 hours. This is especially helpful if the STS user needs to leave a message and the line is busy. 

If the called party is unavailable (e g. busy signal, no answer), the STS user may request that the STS 
message be retamed. Over the next 24 hours, the STS user can remal Flonda Relay STS and request 
that the call be attempted without delay. At the end of 24 hours, the message 1s automatically deleted 
from the Customer’s Profile. 

Speech-tdpeech (STS) Contact Information 

J 

read to the called party. Th~s feature, originally developed for California, allows W 

Commmcatmg telephone numbers may be mfficult for some STS users. This 
feature allows STS users to simply advise fiends, family and others to dial7-1-1 to 
reach them. Once connected, the person can simply provide the STS user’s name to 
the CA. The STS CA will use the STS user’s profile information provided for this 

purpose to connect to the STS user based on the registered STS user’s hours and days of availability 
In th~s manner the inbound caller can be connected with the STS user at their location 

a 

J 
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Sprint Relay Customer Profile I Call Now Registration (10 Digit Local Number) 
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Sample STS registration of Contact Information 

STS Email Call Set Up 
Sprint launched a STS enhancement for its customers in New Zealand and is excited 
to offer this feature to Florida. Providing information to the STS CA prior to the EXCLUSIVE 
call can be very beneficial and time-saving for STS users. With this new feature 
STS customers can send an email to Florida Relay STS before making their call. 
This email can be sent two hours to 24 hours before the call and can include information such as: 

The number they wish to call. 

Who they want to speak to. 

Any special instructions. 

Details of the subject of the call, or anything that makes it easier for them to use the service. 


These pre-call setup instructions can make the STS customer feel more comfortable as well as give 
greater context for the STS CA. After sending the email, the STS customer can call anytime from 2 
hours minutes to 24 hours to complete the STS call. After connecting to the relay service, the STS 
Customer simply informs the CA that a pre-call setup email was sent and the caller will give their 
username to the CA. The STS CA accesses and reviews the emailed information and then processes 
the call according to the instructions provided. 

STS Email Rules 
When the CA places the call the STS customer must also be on the call. STS callers may not 
request that the CA complete telephone calls for the caller when the caller is not on the line. 
Sprint cannot accommodate requests for a specific CA. 
STS Email is not a reservation service; callers may not book a time for call. All calls are 
answered on a first-come first served basis. 
STS Email is not a message service. While callers may include the message they wish to 
leave on a voice mail or answering machine in the pre-call setup email, the caller must be 
online with FRS when the call is completed. 
When the call is completed, all pre-call set up instructions will be deleted. 
If a customer does not complete the call within the 24 hour period the pre-call set up 
instructions are deleted. 
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STS Voice Carry Over 
If desired, Sprint Relay will provide a new STS VCO service with a 
dedicated toll-free number for FRS users. This Relay enhancement enables VALUE ADDED 

communicate on the telephone. This particular form of VCO service utilizes 
Sprint’s specially trained Speech-to-Speech CAS, who are able to recognize and relay the speech of the 
users with Speech-Disahilities. Specially trained Speech-to-Speech CAS function as voice facilitators 
for users with Speech-Disabilities who have trouble being understood over the telephone. The STS 
VCO user uses their own voice, speaking directly to the voice caller. Depending on the needs of the 
STSNCO user, the STS CA is ready to assist only if the voice user cannot understand the STS VCO 
user, or if the STS VCO user requests that the STS CA re-voice the entire VCO conversation. During 
the call, the STS VCO CA will type the hearing person’s voice response to the STS VCO user. While 
the STS VCO user is talking, the STS VCO CA will not type. 

Additionally, Speech-to-Speech VCO also provides Speech-to-Speech Two Line VCO. A STS VCO 
user who wants to use Speech-to-Speech Two-Line VCO needs to have two telephone lines ready. 
One line is to start the call, using a TTY device or a computer t e r m i ~ l  with a modem. The second line 
will need conference calling capability to allow the conversation to take place between the user, the 
STS VCO CA and the person called. 

Retention of Information 
Sprint STS CAS will retain information &om one inbound call for use in a subsequent outbound call, 
with the caller’s permission. Such information will only be retained for the duration of the inbound 
call. In accordance with the FCC regulations, all information provided for the call set-up, including 
customer database records remain confidential and cannot be used for any other purpose. CAS may use 
the TRS system designed scratehpad feature to aid the CA during the processing of a call. Once 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. 

Soeech to SDeeCh Call Processing 
The Speech-to-Speech Greetings, Announcements and Explanations for STS can be seen below: 

bpa 

W persons with Hearing Loss and Speech-Disabilities to use their voice to 

Florida Rela 
Vait for inst 

J 
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weenng 
Read the appropriete greeting from 1 
the screen. 
When the caller does not sound 
Speech-Disabled and this 
infomatiin is not provided. ask: 

Announcement 

When Speech-Disabled paw IS on 
the line 

Explanation I 
Figure 48 - STS Greetings, Announcements and Explanations 

SDeech-to-SDeeCh Gustomer S I J D D O ~ ~  
In 2010, Sprint launched the website www.SprintSTS.com to educate users on the availability and 
benefits of Speech-to-Speech Relay. Sprint is also in the process of launching a dedicated STS 
Customer Service number for STS users, which will be 877-787-1989 (877-STS-1989). Sprint’s STS 
Customer Service will specifically address questions and concems related to STS. 

Sprint National STS Website 
Sprint has developed a national website for STS users and potential users (w.sorintsts.com). This 
website will continue to be maintained by Sprint, at Sprint’s expense, and features videos explaining 
STS. 

IF APPROVED BY THE FPSC, SPRINT WILL PROVIDE LINKS TO SPRINT’S NATIONAL 
STS WEBSITE FROM THE FTM WEBSITE, ENSURING FRS STS USERS RECEIVE 

ADDITIONAL TRAINING AND SUPPORT. 

A screen shot of the current website and a training video for STS users have been provided below. 

r 
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Sprint Relay National STS website 

I w.SDrintSTS.com 

m 
4 
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Item 29 
Thc provider shall provide access to pay per call service. 

The bidder should explain how it will provide relay service users with access to pay per call 
services. Bidders are to describe how such access can be provided, how callers can disconnect 
without being charged and a methodology for billing the user directly for any charges incurred 
from the pay per call service. The bidder should describe how it would deal with denied pay per 
call calls and high hill complaints for 900/976 calls. Before placing the call, the CA shall advise 
the caller that there will be a charge for the call. 

The bidder shall explain in the proposal how interstate and intrastate pay per call charges shall 
be separated for end user payment purposes. 

Sprint has read, understands, and will comply. 

Sprint will continue to provide access to pay-per-call services. Sprint supports the necessary 
Telecommunication interconnections to support direct end user billing for Pay-Per-Call Service 
Providers. Callers to Florida Relay may access pay-per-call services by dialing the toll-free, designated 
900 access number: 1-900-230-6868. 

-Access to Pay Per Call Services (RFP R - 
7 ~ ~ ~ 7 ~ ~  uumuers. 

Access to the Service 
To dial pay-per-calls through FRS, customers dial the dedicated toll-free 900 number. This ensures 
that the customers, who have registered blocks with their local exchange carrier, are prevented from 
circumnavigating the restriction through Relay. Sprint’s advanced approach ensures functional 
equivalence by preventing unauthorized end-users from avoiding LEC restrictions. The LEC 
only completes those calls to the Relay Service that do not have a 900-number block added to their 
phone lines. 

Figure 49 illustrates access to 900 Pay-Per-Call Services for TRS. 

Figure 49 - Pay-Per-Call Diagram 
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2007 

Secunda y Prutectiun 
If a Florida resident would like to make pay-per-calls directly (for hearing occupants), but would l i e  
to prevent access through FRS, the preference can be registered through the Customer’s Profile 
setting. A copy of the Outdial restrictions portion of the Customer Profile form lists the available 
Outdial restrictions has been provided below. The default is to always allow access to these services, 
unless the owner of the phone has registered a block with either the local phone company (which 
prevents access to the 900 number) or if the customer has registered a Customer Profile block 

#utaial Restrictions: 
?led one 

No Long Distance Calls 
No International Calls 

No 800 Number 
No 900 Number 

No Marine Calls 
fl N6 976 Number 

No Operator Assistance 

DisDutes or Issues 
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 hills without their knowledge or consent. The 
FRS user bas the ability to contact the 900-Service Provider or local telephone company via the Relay 
for any concerns or disputes. 

Please see the figure below for the number of FRS complaints regard 

I 2010 

5) 

Notifieation of Charges 
Sprint also adheres to FCC guidelines and relays the 900-service provider’s introductory message, 
which includes the name of the company, a brief description of the infomation or service to be 
provided and the price terms of the transaction prior to heginning 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. 

SeDaration of Charges 
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 senrice 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. 

Y 
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RFP ref. 6-26) 

network, the provider must pass through, to the called party, at least one of the following: The 
number of the TRS facility, 711, or the 10-digit number of the calling party. 

Sprint has read, understands and will comply 

Sprint will provide true Caller ID service through SS7 signaling where the 10-digit number of the 
calling party is passed through to the called-party for local and long distance calls. Sprint will receive 
calling party identifying information including blocking information, from all FRS users. 

Customer Control 
With Sprint’s TRS Caller ID, the Relay user is in contxol. Florida Relay users with this feature are able 
to disable or block their Caller ID information from being transmitted with their LEC on either a ‘per- 
call’ or a ‘per-line’ basis. 

The Florida TRS user can view the calling party’s information before picking up the phone. The Relay 
user can then decide whether or not to answer the call based on the name and number displayed on the 
Caller ID unit or their telephone display screen. 

With Sprint’s Caller ID, there are numerous benefits for TRS users, including: 

Increased privacy 
Documentation of calls received 
A count of incoming calls on the display screen 
Phone numbers of hang-up callers 
Prompt emergency call processing 

When Caller ID information is not passed through, as with standard telecommunications, the call 
recipient will receive a message such as “Out of Area” or “Caller Unknown.” 

Technolopy 
Sprint Relay offers True Caller ID for all local and long distance calls to Carriers who have SS7 
connectivity with Sprint. Sprint’s SS7 network interfaces with all national long distance Carriers and 
major LECs, CLECs, and ILECs. 

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. Spnnt passes through the calling party information (rather 
than 71 1 or the number of the TRS Center). 

Caller ID Enhancements 
Many Caller ID enhancements are compatible with the Relay service and can be accessed by FRS 
users. 

Seleciive Call Acceptance 
Selective Call Acceptance allows a user to create a list of phone numbers so that the user will receive 
only calls &om numbers on that list. AIL 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. P 
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Selectbe Call Rejection 
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 
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. 

Privacy ID (Anonymous Call Rejeetion) 
Privacy ID, also known as Anonymous Call Rejection, 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 a recorded message, such as: 

“The person you are calling does not accept blocked or unknown calls. At the tone, please say your 
name or company name and your call will 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, some companies have implemented additional enhancements 
outlined below: 

Instant Access List (Preferred Caller List) 
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. 

d) 
Caller’s Access Code 
Caller’s Access Code 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 Privacy ID screening so their call will go through. 
This works great for  ends and family who kquently call from areas where Caller ID is not 
available. 
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ledial (RFI 

relay without the caller having to give the number to the CA. 

Sprint has read, understands and will comply. 

Sprint’s service makes it easy for FRS users to redial the last number they called through the Florida 
Relay service. Similar to a redial button on a traditional telephone, Sprint enables FRS customers with 
the ability to redial the last called number. When a customer calls in and requests “last number redial” 
or “LNR,” the TRS system automatically redials the last number dialed tbrough FRS from that caller’s 
telephone number. 
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CAS a0 nor nave to tolerate obscenity directed at them. A proposal snouia specuy now me 
provider will handle these situations. 

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: 

CAS who receive a call from a user using obscenity directed at them will try to re-direct the 
caller. 
The CA will ask the caller if they wish to place a call. This is repeated twice. 
If the caller continues to be offensive, the CA will notify the caller that they are requesting a 
Supervisor’s assistance. 
The Supervisor will again ask the caller if they wish to place a call. This is repeated twice. 
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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Item 33 Emergency Calls (RFP ref. B-29) 
The Provider must use a system for incoming emergency calls that, at a minimum, automatically 
and immediately transfers the caller to an appropriate Public Safety Answering Point (pSAP). 
An appropriate PSAP is either a PSAP that the caller would have reached if he had dialed 911 
directly, or a PSAP that is capable of enabling the dispatch of emergency services to the caller in 
an expeditious manner. In addition, a CA must pass along the calle.·'s telephone number to the 
PSAP when a caller disconnects before being connected to emergency services. 

Sprint has read, understands and will comply. 

FRS users are encouraged to dial 9 I I as their primary means of contacting emergency services. 
However, if a user makes an emergency call through Relay, the Sprint CA will make every effort to 
correctly route the call to an appropriate PSAP based on the network and user-provided information. 
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. 

Sprint Relay considers an emergency call to be one in which the user of the Relay Service indicates 
they need the police, fire department, paramedics or ambulance. Sprint utilizes a standard E9 I I 
database that serves all of the United States. Sprint has uniform procedures in place, as noted below: 

The CA, when told by a FRS user that an emergency exists, will hit a hot key. 
The CA terminal posts a query containing the caller's telephone number to the E9 I I database. 
With one CA keystroke, Sprint's intelligent CA application utilizes the NPAlNXX 
information of the inbound caller to immediately cross-reference this information to a national 
database containing the ten-digit emergency numbers for every PSAP center in the area. 
The E911 database responds with the telephone number of an appropriate PSAP. 
Within seconds, the PSAP telephone number is automatically inserted from the database into 
the dialing window and the call is immediately initiated. The system automatically dials the 
PSAP number and passes the caller's ANI to the E911 service center. 
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.) The CA announces, 
"This is an emergency. I am calling for a Deaf (Hard-of-Hearing, speech-disabled_ person 
through Florida Relay. They are calling from XXX-XXX-XXXX. This is CA #, one moment 
please . .. " The CA also informs the inbound caller, "(emergency type) ON LINE NOW (the 
PSAP/911 answer message) GA." 

Sprint understands that, while FRS 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 offers several additional 
enhancements including: 

Coverage in Rural Areas Not Served By Traditional PSAP Centers 
Sprint routes emergency calls by utilizing location information, along 

VALU E ADDED with a. complex logic struc~r~ . . T~e highly accurate ~S~ 
boundanes are based upon JunsdlctlOnal areas and terrItonal 
boundaries, such as state lines, and includes unpopulated areas where 

emergencies can and do occur. Because rural areas and some suburbs have no PSAP facilities, the 
database also includes information on the local sheriff or police departments who respond to 
emergencies in those areas. 
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Comprehensive Qual@ Assurance Process 
Sprint’s database vendor routinely contacts PSAP Administrators to capture updates and/or changes to 
ensure that Sprint Relay users are connected quickly to an appropriate PSAP capable of handling the 
call. PSAP Administrators are routinely contacted to capture updates and/or changes to ensure that 
relay users are connected quickly to an appropriate PSAP capable of handling the call. 

CA support during Emergency calls 
As standard practice, a CA supervisor is alerted and is available to support the CA and user in those 
rare instances when a communication breakdown between the relay service and a PSAPA11 Center 
may occur. The supervisor does not enter the conversation unless the relay fnnction is transferred to 
the supervisor, who is fluent in the communication modes of the callers. 

Automatic Forwarding of Caller’s ANI 
In order to ensure that every emergency caller receives the most immediate service possible, Sprint 
automatically forwards the ANI of the inbound caller to an 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 Sprint Relay 
For users accessing Sprint Relay via mediums other than landlines, Sprint attempts to identify the 
location of the caller and connect them with an appropriate PSAP. 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 91 1 directly as the quickest method of obtaining help in an emergency situation. Sprint will 
provide access to the PSAP for wireless Relay callers as quickly as technically feasible. 

E911 Outreach 
Sprint will work with the FTRI and the FPSC to include procedures for accessing E91 1 through the 
FRS in their materials. 

Internet-based 911 Calls 
Since December 3 1, 2008, persons with hearing and speech disabilities using Video Relay Service 
(VRS) or Internet Protocol Relay (IP Relay) -two forms of Internet-based Telecommunications Relay 
Service (TRS) - have been able to obtain ten-digit telephone numbers. This ten-digit number 
requirement was adopted by the Federal Communications Commission (FCC) in conjunction with 91 1 
call handling requirements for VRS and IF’-Relay providers. 

TRS calls made through the traditional telephone network automatically pass along to the called party 
signals that help identify the caller’s location. As a result, if the call is about an emergency, relay 
providers know the caller’s location and can route the call to the appropriate emergency personnel, 
including those close to the caller’s location. The new rules ensure that W and IP Relay users are 
provided 911 service (including location information) that is comparable to the 91 1 service provided 
through the traditional telephone network. 

With internet-based relay, your emergency call will bypass the normal relay service queue (others who 
are waiting to place a non-emergency call) and it will go to the first available CA. When the call 
arrives at the CA position, simple instructions are displayed on the CA screen, which allows for 
consistent call handling. Please see a sample Sprint IP Emergency screen shot below. 
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Internet Emergency Local Number Window 

~~ ~ Enter emergency contact information 

This is state relay operator 00024 

with an emergency call from 

ISMITH, JOHN W 

at location 

1198 PINE ST 

PIKETON, OH :=14=====~566 1
The call back number is 17402893 105 

911 Number: 13032288600 

911 Number [ IB Call Back I 
Backup 911 Press COMP to select 

Although internet-based relay services can be used for emergency calling, emergency calling may not 
function the same as traditional 9111 E911 services. By using Sprint lP for emergency calling you 
agree that Sprint is not responsible for any damages resulting from errors, defects, malfunctions, 
interruptions or failures in accessing or attempting to access emergency services through Sprint IP 
whether caused by the negligence of Sprint or otherwise. 

The caller will enter "911" as the number to dial. 

The call will be answered in a priority queue by a CA with emergency call handling training. 

The PSAP number will be retrieved based on the caller's phone number. If the phone number 

is unknown, the PSAP number will be retrieved using the callers address. 

If the user is not registered with Sprint, the CA will ask the caller for their location (street 

address, city, state and zip code), the area code and phone number where they are calling 

from, and their name. 

The call will be connected to an appropriate PSAP. 


CapTeJ Emergency Calling 
When calling 911 using a one-line CapTel phone, the call is processed in the same way as a 911 caJl 
processed when using a standard telephone. 

The CapTel phone automatically converts to a Yoice-Carry-Over (YCO) phone and dials 911 

directly. 

The CapTel Call Center is not engaged in processing 911 caJls. 

The CapTel phone wiJl display the typed responses from the PSAP and the caller will use their 

voice to communicate with the PSAP. 

The user does not receive captions from the CapTel Call Center. 

Therefore, the 911 system will be able to operate properly and render appropriate emergency 

response. 

The user will be connected to the proper 911 Center in the least amount of time and the 

telephone number (ANI) will automatically be passed to the 911 Center. 


Two-Line CapTe/ Emergency Calling 
Because Two-Line CapTel uses separate voice and data connections, it offers the most efficient way to 
access Emergency Services via 911 response Centers. The Two-Line CapTel user is connected 
directly to 91 I on a standard voice connection. The captions are connected on the second line. This 
procedure means that the call is connected in the fastest time, to the most appropriate 911 Center every 
time, with a reliable voice grade connection and with full speed captions. 
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r.w..der is rcsponsiblc fo. wYDU..Y6 ."... j ) l  ". nSL.CU.Ug vsm,sI 
are either answered or  continue to receive a ringing signal. Calls that are blocked must receive a 
network blockage signal of 120 interruptions per minute. 

Sprint has read, understands and will comply. 

The Sprint Relay centers that serve FRS will be fully staffed and are provided with sufficient network 
facilities to provide a Grade of Service (GOS) of P.O1 or better. 

Sprint offers FRS 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 network ensures a very low level of call intenuption or blockage. 

Sprint's Relay system ensures that an excess of 99.99 percent of all calls reach the Relay center and 
are answered or receive a ringing signal. 

WHILE MOST RELAY PROVIDERS ONLY REPORT BLOCKAGE FROM A CENTER 
LEVEL, SPRINT IS ABLE TO REPORT BLOCKAGE ONCE THE CALL REACHES THE 

SPRINT NETWORK UNTIL IT IS ACCEPTED AT THE RELAY CENTER. 

Sprint incorporates a dynamic routing system that continuously monitors circuit and CA availability to 
ensure calls are answered within the required time frames. This includes reporting for the long 
distance network and equipment, which many Relay providers are unable to provide, as well as 
reporting for the Relay network. This ensures that if an issue is identified anywhere in the network, it 
will be promptly addressed and reported. 

The Call Monitoring Architecture diagram in Figure 50 depicts the standard inbound call path to 
Sprint's relay center. Unlike other Relay providers, Sprint monitors each leg of the inbound call path 
at the points shown to ensure the call reaches the relay center with little to no blocking. 

r-- 

U MONCrORlNl 
ARCHITECTURE 

ORK CALL ROUTING 
1 L 

U 

Figure 50 -Call Monitoring Architecture Diagram 

U 

Figure 50 -Call Monitoring Architecture Diagram 
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Proadive Monitoring 
The key to providing a consistent quality experience is to ensure routine, periodic analysis of all 
components of the Relay Service. Usage studies of TRS system components ensure that optimum 
capacity requirements are met to keep costs at a minimum while ensuring maintenance to all service 
standards detailed in the RFP. 

Cl Trunking capacity reports, includmg busy-hour information, are captured and reviewed daily 
and weekly to ensue that capacity levels remain within thresholds. 

0 Sprint reviews hstoric call volume to determine short-term and long-term personnel staffing 
needs on a periodic reocnuTing basis. 

0 Equipment utilization, including the number of CA positions, IS monitored weekly and 
quarterly. 

Expansion plans 
Once capacity thresholds are breached and the determination is made that additional capacity is 
needed in the Sprint Relay network, approximately sixteen (16) weeks is needed to provide additional 
capacity in all areas. Figure 51 is an example of a service expansion schedule. An actual schedule 
mil depend on the expansion components required. 

. 

Figure 51 - Service Expansion Schedule 

Sorint Wiretine Network 
The following differentiators illustrate some of the unique advantages of using Sprint's wireline voice 
network to support WTRS service: 

Diverse Standards and Protocob Accommodation: Sprint's backbone network has 
significant operational advantages, including seamlessly interconnecting a variety of W 
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teclmoiogies and accommodating diverse standards and protocols. The network is capable of 
supporting a variety of services - switched, dedicated, private line, packet switching, and 
video. 
Quality: Since voice, data, and video are transmitted using fiber-optic teclmology, the 
problems of older analog - and even modern mjcrowave - transmission simply do not apply. 
Noise, hiss, electrical intelference, weather impact, and fading are virtually eliminated on the 
Sprint network. 
Reliability and Efficiency: Reliability and efficiency were built into Sprint's network from 
the start and improved over time with new teclmologies such as narrowband, wideband, 
broadband, Digital Cross-connect Systems (DCSs), and Signaling System 7 (SS7). In fact, the 
network is so reliable that Sprint offers industry-leading Service Level Agreements (SLAs). 
With Sprint's flat network switching architecture, each switch is connected to another switch 
via a direct route, which streamlines surveillance, maintenance, and call routing. For WTRS 
users, this means greater network agility and efficiency - less potential for error - than on 
analog or hybrid networks. 
Security and Continuity: Fiber-optic networks are, by nature, the most secure because fiber 
is extremely difficult to tap. Basic fiber-optic media meets U.S. National Security Emergency 
Preparedness Standards. However, Sprint's all-digital, fiber-optic network can support much 
more than analog networks or combination analog and digital networks, such as sophisticated 
encryption methods. Sprint's high-performance network provides Wisconsin with 
unparalleled capabilities for security services and business continuity to protect your business 
from intrusion and disasters. 
Ubiquitous Deployment of SONET/SDH: Sprint is the only inter-exchange carrier able to 
provide ubiquitous deployment of Synchronous Optical NETwork (SONET) throughout its 
entire U.S. network and Synchronous Digital Hierarchy (SDH) throughout its global network. 
This provides Wisconsin with inherent advantages over other teclmologies. For example, 
Sprint's transport equipment has logic at the site that reverses traffic flow and restores 
transmission within mjlliseconds - all wjthout having to send data to a central processor for 
analysis and decisions. Network capabilities - including remote control of operations, 
administration, maintenance, and provisioning for multiple elements - facilitate immediate 
recovery after service degradation and without physical intervention. 
Dense Wave Division Multiplexing: Sprint's network use Dense Wave Division 
Multiplexing (DWDM) equipment, which greatly jncreases Sprint's capacity. DWDM 
provides "virtual" fibers by splitting light waves into separate, distinct channels. With 
DWDM teclmology, Sprint multiplies its network capacity 256-fold. 

Sprint's Network Reliability 

Sprint wireline network availability and reliability is achieved through a corporate commitment to 
maintain or surpass objectives. Sprint's objective for network transport avajlability is 99.995% or 
better, based on performance of our SONET IDCS protected network. 

Sprint will continue to measuring and report the average daily blockage rate for each 
FRS toll-free number and include these results with the monthly reports package. As 
evidenced in Figure 52, Sprint Relay's provision of FRS ensures call blockage does 
not prevent callers from reaching the service; in the last 12 months, Sprint has 

delivered a grade of servjce at 100.00% percent with no blocked calls. 
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Figure 52 - FRS Blockage Report 
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Answer Time (RFP ref. B 

within 10 seconds by any method which results in the caller’s call immediately being placed, not 
put in a queue or  on hold, of reaching the relay switch. Elapsed time is calculated from the time 
inbound calls reach the relay switch. In calculating the percentage of calls meeting the answer 
time standard, the numerator shall be the total number of calls per day that are answered (with 
a CA ready to serve) in 10 seconds or  less. The denominator shall be the total number of calls 
per day reaching the relay switch. Answer time shall be not be reported as an average speed of 
answer or  by using a weighted service level. 

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. 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. 

The launch of Sprint’s new TRS platform in 2008 has us operating faster than ever. 
Over the uast three vears, Surint has exceeded the 85% reauirement bv answerin 
auuroximately 93% of all calls within 10 seconds. In fact, as shown in Figure 53, Spri: 
answered at least 90% of all TRS calls within 10 seconds for each and every month 

during the past three years. 

loox r- -. 

95% - 

90%- 

Figure 53 - Sprint Relay Speed of Answer 
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Intelligent Call Routing 
As a part of the 2008 third-generation platform, Sprint upgraded its call routing with the Ciscos’s 
Intelligent Contact Management (ICM). Sprint has invested heavily to ensure its ICM is extremely 
robust and flexible and can route calls across the network seamlessly and transparently to users. 

Sprint’s ICM 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 
classify the call as a particular call type (such as VCO or Spanish) 
Analyze Call Center information and determine the best destination for the call. 

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 54 below illustrates some of the complex formulas that are used and available by 
Sprint when routing FRS calls. 

I Rule What ICR Does Comments 

Figure 54 - ICR Available Formulas 
Sprint’s call centers offer additional benefits, including the following: 

0 Sprint maintains smaller, more proficient group of CAS for specialized call types (Speech to 
Speech, VCO, Spanish) to ensure a quality relay experience in a very timely manner. 

0 Sprint’s vast network of call centers and CAS emure traffic spikes are minimized. Sprint’s 
Traffrc Management Control Umt analysts have over nine years experience managbg the 
Sprint Relay call volumes and can react to unforeseen events or everyday surges in call 
volumes. 

Performance Monitoring 
In addition to the ICM, 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. J 
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SPRINT'S TRAFFIC MANAGEMENT PROFESSIONALS HAVE AN AVERAGE OF 19 

YEARS OF EXPERIENCE WITH SPRINT. 


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 -minutes, 
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 ICM system with 
complex scripts in conjunction with the largest TRS network of eight (8) Call Centers and hundreds of 
CAs, small spikes in call volume are automatically absorbed without human intervention. 

Sprint's approach to traffic management and meeting speed of answer requirements was also highly 
evident during the recent hurricane season in Florida, as seen in the Figure 55. Even with a sharp 
increase in traffic, Sprint exceeds Service Level expectations. 

NA% 	 2% 43% 

Figure 55 - Speed of Answer during Hurricanes and Disasters 

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 IS-minute 
scheduling requirements based on unforeseen increases or decreases in call volumes. 

Customer Wait Time 

The FCC defines speed of answer as the time from the call is delivered to the TRS provider's switch 
until the call is answered by a live CA. However from a customer's perspective, the customer's wait 
time involves far more. Once a customer dials the last digit of the 7 -1-1 (or a toll free number) until 
the time that user is connected to the CA in the correct communication mode is all "Customer Wait 
Time" which includes: 

Originating LEC routing time, 

Toll-free network routing time, 

Terminating LEC routing time (if applicable), 

TRS platfonn and database set up time at the call center, 

Time holding for an available CA, and 

Time for CA to engage the caller in the correct mode (if not done automatically by the 

system). 


Although not required by the FCC, Sprint has taken numerous steps to reduce "Customer Wait Time" 
- even in areas not defined by the FCC's definition of Speed of Answer. Sprint's updates include: 

• 	 Elimination of Telminating LEC connection- Sprint 's third generation platfonn connects 
directly to Sprint's toll-free network. Although not a part of the FCC's definition for 
Speed of Answer as this happens prior to being delivered to the TRS switch, Sprint has 
eliminated this potential point-of-failure. 
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Automated acceptance of calls by the CA software- Sprint’s intelligent CA software 
automatically accepts calls by inbound users. Rather than the CA physically pressing a 
key to accept calls, the software immediately answers and presents the call to an available 
CA who is ready to assist the caller. 

-7 - 
M 

Calculation of ASA 
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, plus total calls abandoned. 

the total number of MUS answered in 10 seconds or less 
(total number of calls + total calls abandoned) Service Level = 

Answer times will not be reported as an average speed of answer or by using a weighted service level. 
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Equipment Compatibility (RFP ref. 6-32) .. yc..csupLJ for the system to be capable of receivhg nuu rrnumuruug m vorn Dnuuor ann 
ASCII codes as well as voice. It is also required that the relay system be capable of 
automatically identifying incoming TDD signals ns either Baudot or ASCII. All equipment shall 
be compatible with the basic protocol of TDDs distributed in Florida through the Administrator. 

Sprint has read, understands and will comply. 

Sprint’s Florida Relay service is capable of receiving and transmitting in both Baudot and ASCII 
codes, as well as voice. 

Sprint demonstrates its ongoing commitment to TRS customers by maintaining superior transmission 
quality. All Relay telecommunications equipment assigned to support the FRS, including station 
terminals, are capable of receiving and transmitting in voice, Baudot and ASCII codes, with Baudot 
(TTY) as the primary setting. Access via all commonly used TTY 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, TTY 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. 

P 

ComDatibilitv with TTYs distributed in Florida 
Sprint’s FRS service is compatible with both the basic and enhanced protocols of TTYs (also known 
as TDDs) distributed in Florida. 

Sprint is the only provider who offers the option for FRS users to take 
q I V E  advantage of the enhanced protocol contained in the TTYs distributed in ““w Florida. Sprint supports E-Turbo Code with Dial-Through technology. 

Equipment currently distributed by FTRI provides this enhanced dialing feature. Spnnt 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 th~s 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. 
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T h i s  feature benefits a great number of TTY users both in the shon and long term, as many TTY 
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 Item 23. 
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Item 37 Transmission Levels (RFP ref. B-33) 
Transmission levels must be maintained within industry standards as outlined in the American 
National Standards Institute - Network Performance - Switched Exchange Access Network 
Transmission specifications (ANSI T1.506-1997). The provider must provide updates to those 
standards as amended by ANSI during the term of the contract and must meet the amended 
standards. 

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 (IXC) in all 50 States, and the commonwealth of Puerto 
Rico. Sprint's transmission circuits meet, and in most cases exceed the ANSI TI.506-l997, Network 
Performance - Transmission Specifications for Switched Exchange Access Network standards. Sprint, 
in meeting these standards, confinns its 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 111 

providing Relay services for Florida: 

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

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

CA tenninals with Sprint-developed software 

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 

Sufficient transmission facilities are assigned to service aU traffic levels, including busy hour peaks, 
with a minimum reserve of25%. 
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wring Equipment Accuracy (RFP ref. 6-34) 
- __.I --Aer, rL_--.Jing and ticketing device used to capture call d-..."- -". U.-Y6 sUUIC.LUC.U 

the FPSC/Administrator as well as for providing traffic information shall be tested prior to its 
installation and shall be accurate 97 percent of the time to within a 1 second grace period. AU 
equipment shall be maintained in a good state of repair consistent with safety and adequate 
service performance. Quarterly testing of the measuring equipment accuracy shall be 
performed by the provider. 

Sprint has read, understands, and will comply. 

Sprint will ensure that every meter, recording and ticketing device used to capture call detail records 
for billing subscribers or the FPSC, as well as providing traffic information, is tested prior to 
intsallation with atleast 97% accuracy to within a one (1) second grace period. All equipment is 
maintained in a good state of repair consistent with adequate safety and service performance. 

Testing will be conducted at least quarterly of the measuring equipment accuracy 

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. 

r 
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Emergency Operations and Uninterruptible Power (RFP ref. 
in aaainon to a minimum of thirty (30) minutes battery capacity sufficient IO operate eacn relay 
center processing Florida relay traffic at busy season busy hour load, each relay center shall 
have installed emergency power generating equipment capable of maintaining the relay centers’ 
operations. The uninterruptible power system shall support the switch system and its 
peripherals, switch room environmental (air conditioning, fire suppression system, emergency 
lights and system alarms), operator consoles/terminab, operator worksite emergency Lights, and 
Call Detail Record recording. Provisions shall be made to meet emergencies resulting from 
failure of power service, sudden and prolonged increases in trafftc, storms, lightning, etc. 
Employees shall be instructed as to the procedures to be followed in the event of emergency in 
order to prevent or mitigate interruption or impairment of relay service. 

The bidder shall describe its plan for dealing with all types of natural and man-made problems 
(e.& hurricanes, Lightning strikes, fires, etc.) which either isolate the relay center and prevent 
calls from reaching the center or cause the center to be unable to operate. In addition, the plan 
should detail the steps which will be taken to deal with the problem and restore relay service. 

P 

Sprint has read, understands and will comply. 

Sprint is the only TFS provider that has an adequate CA workforce and equipment redundancy to 
handle the call volumes necessary to support Florida’s traffic should a TRS Center be shut down for 
any reason. Please review the Sprint map Figure 56, demonstrating the geographical diversity of the 
Sprint Relay Network. The Sprint Relay Network has remained in operation since its inception in 
1990. No other provider has demonstrated this uninterrupted service level. 

,L 
ti-Vendor State 

CapTel Centers 
d 

Figure 56 -Map of Sprint Relay Call Centers and Customers 
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The Traffic Management Control Center (TMCC) meets weekly to discuss staffing levels and any 
events that are anticipated to impact call volumes or staffing, such as weather-related issues. Sprint 
works with centers to proactively address issues, whenever possible. 

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. 

Terrorist Attacks: 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 Sprmt mobilized 
across the country and ensured that every call was processed. Sprint Relay and FRS 
experienced no interruption of service. 
East Coast Blackout: August 2003, this blackout shut down most of New England and 
Canada. Without power in New York, New Jersey, Pennsylvania and Eastem 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 mterruption of service. 
Hurricane Isabel: September 2003, this devastatmg storm slammed the East coast causing 
mass destruction and floodmg. The Sprint Relay Network and FRS operated with no 
interruption of service. 
Hurricane Gustav, Tropical Storm Fay and Hurricane Wilma: With each Hurricane or 
natural disaster, Sprint expanded hours of service in Sprint 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 
statns of the Network. Even with a 43% increase in daily calls dunng Humcane Wilma, FRS 
did not experience an interruption of service. See the table below for specific Service Level 
Detail. 

J 

Figure 57 - Speed of Answer during Hurricanes and Disasters 

Redundanev 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 hoard 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. 
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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: 

I 

I Switch room environment, including: 
The switch and its peripherals 

I Air conditioning, if required to maintain service 
I Fire suppression systems 
I Emergency lights and system alarms 
CA consoles/ terminals 

I CA work site emergency lights 
I Call Detail Recording (CDR) 

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. 

Comorate Pandemic Planning 
Sprint realizes the potential threat of a pandemic and the unique challenges it would create. Sprint has 
created a team to proactively monitor world events and receives alerts from the WHO and Center for 
Disease Control (CDC) related to H5N1 or other possible pandemics. The team is responsible for 
escalating as necessary within Sprint to protect our employees, and essential business operations and 
services. 

Flu Terms Defined 
Seasonal (or common) flu is a respiratory illness that can be transmitted person to person. Most people 
have some immunity and a vaccine is available. 

Avian (or bird) flu is caused by influenza viruses that occur naturally among wild birds. Low 
pathogenic AI is common in buds and causes few problems. H5N1 is highly pathogenic, deadly to 
domestic fowl and can be transmitted from birds to humans. There is no human immunity and no 
vaccine is available. 

Pandemic flu is virulent human flu that causes global outbreak or pandemic of serious illness. Because 
there is little ~ t u r a l  immunity, the disease can spread easily from person to person. 

f i  
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Planning Assumptiom for Pandemic Influenza 
In order to protect the customer, the company and its employees, Sprint will consider many 
assumptions in its plans for a flu pandemic. For example, a pandemic may have mnltiple waves over 
the period of a year. Each wave could last approximately 6 weeks, with a peak period of 2 4  weeks, 
during which time 2040% of the Sprint workforce may be unable to report to work anywhere from 2- 
6 weeks. Not only will the influenza directly affect the workforce, but also, a significant number of 
workers may stay at home to care for ill family members and children whose schools may be closed. 
The workforce may also he afraid to take public transportation or not have it available. 

Even more devastating, there is a significant chance of mortality with accompanied loss of personnel 
and experience. Supply chain and contractors are likely to be similarly impacted, may not be able to 
provide services, or only at reduced capacity. A most critical assumption is that essential services such 
as fire and police will likely he reduced while medical services will likely be scarce. 

In addition, travel restrictions may be applied almost immediately upon documented hnman 
transmission within the US., or within days if the influenza is in a nearby country. Evacuation plans 
need to assume an extremely short period is available and may require dedicated transportation. Sprint 
anticipates that countries may close borders, severely restrict travel, and implement controls on 
imports/exports and quarantines. Additional stress will be placed on IT resources as more employees 
attempt to access Sprint Powered Workplace tools from home. 

Business Continuiw 
Business cannot continue as usual. Significant alterations in processes will be necessq  to ensure 
business continuity. Sprint must identify who will be in charge, which operations are essential and 
which operations can be shut down if manpower loss becomes significant. The governing personnel 
must evaluate core skills needed to operate critical operations and business functions, identify back-up 
or cross-trained employees who can perform these functions, and evaluate supply chain for business 
facilities and operations. 

9 

In addition to identifying core skills, Sprint must ensure critical information and data are backed-up in 
case of absence or loss of key personnel. Where possible, we must provide redundancy and 
independent storage of critical information in case access to facilities and locations becomes restricted 
and we must make sure IT can support the developed plans. 

Pre-identified communications channels with the workforce, supply chain, incident management, key 
customers and suppliers, key contractors, government agencies and where appropriate, community 
leaders and stakeholders will be critical. We must have plans which include government notifications 
and potential shut down of business sectors. 

Additional Human Resource issues will include considerations for pay and benefits, contractors, 
access to company facilities, tracking employees, and policy for company travel. 

TRS Partnerships to Serve You Better 
During the second quarter of 2009, Sprint, AT&T, Purple and Hamilton began discussions regarding 
the possibility of the Swine Flu becomes widespread in the United States and possible contingency 
plans. At this time, no services have been impacted at any of the call centers. Efforts are underway by 
these providers to work in a joint effort in order to best serve our customers in the event that calls 
centers are instructed to shut down due to the Swine Flu. These providers are committed to working 
together in the event of national disaster. Routing options are being reviewed within 
these organizations to determine how to best service customers. While Sprint is committed to m v 
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providing support of this national effort, Sprint’s first priority remains meeting the contractual 
commitments of its customers first. 

The provider shall inform the contract manager of any major interruptions to the operation of 
the relay center extending beyond five minutes duration. The contract manager shall also be 
informed when it becomes known to the relay center that any portion of the state is isolated for 
more than five minutes from the relay center. The provider shall also provide a written (or e- 
mail) report to the contract manager after restoration of service. 

Sprint has read, understands and will comply. 

Sprint’s comprehensive Disaster Recovery Plan for Florida Relay details how data is recovered and 
service restored in the event of natural and man-made disasters. This plan a f f i s  Sprint’s 
commitment to notify the Florida Relay Contract Administrator immediately should a major problem 
occur. 

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 Program Manager by 8:30 Ah4 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 identifying 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. 

P 

Although it is not mandatory, the FPSC urges the provider to subscribe qualifying facilities for 
priority restoration under the Telecommunications Service Priority Program. 

Sprint has read, understands and complies. 

To demonstrate its commitment to ensuring that relay users have telecommunication access during 
times of emergencies, Sprint is pleased to announce that all critical circuits supporting the domestic 
Sprint Relay Call Centers (including TRS and CTS) are in the FCC’s Telecommunications Service 
Priority (TSP) program are registered at a priority level three (3) in 2005. This program presently 
restores telephone services most critical to national and homeland security on a priority basis in the 
event of a national crisis. Below is the press release announcing Sprint’s enrollment in 2005. 

Sprint’s participation in the TSP Program strengthens our robust reliability. If a national or regional 
emergency causes service to be disrupted and the call center cannot receive or place calls, Sprint’s 
participation in the TSP program means that Local Exchange Carriers (LECs) would be required to 
restore service as rapidly as possible consistent with the priority status assigned. Sprint’s reliable r 
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network and TSP participation ensures that our disaster recovery ability is unmatched by any Relay 
provider in the world. 
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SPRINT COMPLETES VOLUNTARY TELECOMMUNICATIONS SERVICES 

PRIORITY PROGRAM ENROLLMENT FOR RELAY NETWORK 

W i a  Contact: 

Stephanie Taliaferro, 913-794-3658 

stephanie.c.taliaferro@sprint.com 

OVERLAND PARK, Kan. - 11/14/2005 

Sprint (NYSE: S) today announced that it has completed the fmal milestone in enrolling 
Sprint's telecommunications relay service (TRS) in the FCC's Telecommunications 
Service Priority (TSP) Program. Sprint TRS, communications services available for 
individuals who are Deaf, Hard-of-Hearing or have a speech disability, is comprised of a 
network of call centers geographically disbursed throughout the United States. Effective 
Oct. 31,2005, all 14 Sprint Relay call centee were successfully activated under the TSP 
Program. 
"In less than five months, we were able to complete the implementation of the FCC's TSP 
progmm," said Mike Ligas, director of Sprint Relay. "Sprint is dedicated to providing 
effective communications services for individuals who are Deaf or Hard-of-Hearing and 
we recognized the urgency to ensure reliable communications during emergency 
situations." 
In 1988, TSP program was established to prioritize the restoration of telephone service to 
critical facilities and agencies at times when telecommunications cmpanies are typically 
overburdened with service requests, such as after a natural disaster. In the event of a 
regional or national crisis, the program restores telephone services most critical to 
national and homeland security on a priority basis. 

Sprint Relay Portfolio of Services 
Sprint more than 15 years of experience in providing relay services to persons who are 
Deaf, Hard-of-Hearing or Deaf-blind or who have a speech disability to communicate 
with hearing persons on the phone. Sprint offers relay services through an intelligent 
platform to the federal government, 31 states, the Commonwealth of Puerto Rico and 
New Zealand. Sprint's experience in the field provides the assurmce that all Sprint Relay 
services will meet or exceed Federal Communications Commission requirements for 
telecommunications relay services (TRS). Relay service is available 24 hours a day, 365 
days a year, with no restrictions on the number of calls placed or call length. For more 
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,,fopriate h... ..pt mcssages shall be prov.--- - - IJ "__- 

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 Contact Manager 
(ICh4) system that does not rely on human intervention to react to traffic spikes. 

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 TTY and voice. Sprint provides a 
courtesy intercept message in the event call delays significantly 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, "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-rouhng restores complete service. 

On rare occasions, a problem m y  occur after a Florida call has reached a Relay Center or while an 
outbound call is being placed Born the Center. In those situations, an appropriate intercept message 
will be provided to the caller via voice or TTY. Should a local disaster require the evacuation of a 
Center, although no technical disruption has occurred, the following intercept message is enabled at 
the affected Cen 

_ ___I_I. 

- ~ 

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" r .. 

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. 
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Service Expansion (RFP ref. 8-37) 
-yl Y.YYir shall show the capability of expandins UC...CcD - IsupvuD= IV I U C L G P ~ U ~  UCULIIUU. 

The bidder shall develop and illustrate in its proposal a detailed plan of how this expansion will 
be accomplished. The plan shall include, but not be limited to, trunking capacity, CA 
workstations, personnel staffing, and equipment capacity. The plan shall also indicate how any 
time lag shall be avoided to meet any increased call volume. The above plans shall allow the 
provider to be able to maintain all standards listed in the RFP. 

Sprint has read, understands and complies. 

Sprint continually monitors and manages all areas of capacity including trunking capacity, CA work 
stations, personnel staffmg, facilities and other relay service equipment. Sprint plans expansion when 
usage studies indicate that the system components are operating at greater than 75% capacity. 

I SPRINT RELAY’S 25% EXCESS CAPACITY MEANS INCREASED CALL VOLUMES OR 
DISASTERS ARE NOT AN ISSUE FOR TRS CUSTOMERS. I 

Sprint’s use of the excess 25% capacity was apparent when hurricanes struck the State of Florida, 
causing significant damage to wire line and wireless Providers. However, those customers reaching a 
Sprint TRS Center experienced uninterrupted, exceptional service. This was due to Sprint’s experience 
in staffing with additional capacity. 

The State will not incur any additional charges if additional expansion is required throughout the life 
of the contract. Further, Sprint will proactively review Florida Relay call 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, staffing and 
equipment lag time between anticipated need and implementation will be minimized. 

Proactive Monitoring 
The key to providing a consistent quality experience is to ensure routine, periodic analysis of all 
components of the Relay Service. Usage studies of TRS system components ensure that optimum 
capacity requirements are met to keep costs at a minimum while ensuring maintenance to all service 
standards detailed in the RFP. 

Trunking capacity reports, including busy-hour information, are captured and reviewed daily 
and weekly to ensure that capacity levels remain within thresholds. 
Sprint reviews historic call volume to determine short-term and long-term personnel staffing 
needs on a periodic reoccurring basis. 
Equipment utilization, including the number of Relay Agent positions, is monitored weekly 
and quarterly. 
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Expansion plans 
Once capacity thresholds are breached and the determination is made that additional capacity is 
needed in the Sprint Relay network, approximately 16 weeks is needed to provide additional capacity 
in all areas. Figure 58 is an example of a service expansion schedule. An actual schedule will depend 
on the expansion components required. 

I 

Figure 58 - Service Expansion Schedule 
W 

Decreases in Call Volume 
As TRS call volumes in the industry continue to transition from TRS to emerging forms of Relay, 
Sprint continually evaluates the most cost-effective and efficient call center configuration for all of its 
customers individually and as a whole. Some TRS providers continue to build new centers and pass 
those costs on to all of their customers. Sprint has instead taken drastic steps to minimize costs while 
ensuring high quality is maintained. 

If selected as the next FRS provider, Sprint will work directly with the State to ensure that the most 
cost-effective use of available resources is maintained so that the cost to the State and FRS users are 
fair and competitive. 
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the methodology and process it will use to keep abreast of technological changes in the provision 
of relay service, to inform the FPSC and Administrator that new enhancements are available 
and at what price, and to provide the FPSC the opportunity to purchase such enhancements or 
upgrades to the service. 

Sprint has read, understands and will comply. 

Sprint will continue to 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 several years ago, and now with the advent of the 
CapTel 8OOi. Although, not currently provided under the FRS service, Sprint educated the FPSC, 
TASA and launched several statewide PSA programs to educate the community on the benefits of this 
new service. Sprint is the only TRS vendor who offers all internet and landline based services With 
this experience in all services, Spnnt is in the unique position to be able to offer the FPSC, TASA and 
the end user community a complete understanding of all products and advancing technologies. Most 
of these services are not offered under the FRS program; however, migration to these products may 
reduce the states’ financial obligation to provide TRS as these can become the services of choice for 
the end user community. 

Sprint will continue to present and do demonstrations of all of the new services available to the FPSC, 
TASA and FTRl as they are available. With this contract offer Sprint will include FTRI in new 
wireless product trials. While we do not expect that there will be any enhancements or upgrades to the 
traditional landline services offered during the course of this contract that will impact costing, if this 
situation occurs , Sprint will provide detailed benefits, costs and forecasting to the FPSC. 

Additionally, as vendors release changes, upgrades and software development enhancements to their 
products and service offerings, Sprint shares that information. In the past year, Sprint introduced the 
concept of CapTel ANI billing to its customers, including the FPSC. Some states have elected to use 
this as it is more aligned with TRS billing, and some, like Florida, have not. Sprint respects each 
state’s preferences with respect to emerging trends; Sprint’s goal is to educate the FPSC and 
Administrator on all of the options available and the associated costs and benefits. 

Sprint regularly updates the TRS system and introduces new technology when it is appropriate. Over 
the eleven 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: 

H TRS third-generation platform 
H Upgraded Customer Profile 
I Speech-to-Speech Contact Information 

Speech-to-Speech Message Retention 

Sprint has many new exciting services and products planned for Florida in the upcoming contract 
including a trial of Fast Relay CapTel (without error correction), a Florida IF’ Andriod application and 
trials of wireless products and services. These are being offered at no additional charge and 
demonstrate Sprint’s ongoing commitment to new products and technologies. Please see Item 53 for 
additional information. 

P 
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STARS Annual Conference 

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. The STARS 
conference provides an excellent opportunity to communicate all new technological changes. 

With Sprint as the FRS Provider, Dottie and the Program 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 

900/800 Pay-Per-Call Services 

Access to 900 Numbers 

Automated Billing with Detailed Reporting 

Automatic Error Correction (Spell Check) 

Automatic Number Identification Database 

Branding of VCO/HCO CaLI Types 

Carrier-of-Choice Functionality 

Customer Branding 

Customer Database profiles 

E-Turbo™ 

Hearing-Carry-Over Enhancements 

Identification of Background Noises 

Identification of Customer and CA Gender 

Intelligent Computerized CA Workstations 

Regional 800/888/877/866/855 

Scroll Back for ASCII and HCO Users 

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

Speech-to-Speech 

Speech-to-Text Trial 

Sprint Relay Conference Captioning 

Variable Typing Speed 

VCO Gated Calls/Centers 

Video Relay Service 

Voice Call Progression 


Page 182 

Sprint 



F 0' a a 

~ Florida RFP for Relay Services 

Voice-Cally-Over Enhancements (No Typing) 

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. 
Sprint participates in, and sponsors various telecommunication technology trade shows. 
Sprint maintains a significant presence and influence on national boards that address induslIy 
issues, such as the TRS Interstate Fund Advisory Council. 
Sprint conducts periodic surveys and focus groups. Companies such as Cambridge Research 
help to gather information regarding the features desired by our TRS customers. 
Sprint supports 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. Sprint 
recently made a generous donation to Gallaudet University to fund a multipurpose room in its 
new student activities Center; as well as providing Video Conferencing facilities at both 
Gallaudet University and the National Technical Institute for the Deaf (NTID) at the 
Rochester Institute of Technology. 

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. 

Sprint has received several letters of support and gratitude from NTID and Washington University 
regarding its support of new technology including the following excerpts. The full letters of support 
can be found in Attachment C. 

"WE ARE GRATEFUL TO SPRINT FOR ALL YOU HA VE DONE FOR OUR 

EDUCATIONAL COMMUNITY HERE AT NTID/RlT, AND LOOK FORWARD TO 

CONTINUING AND BUILDING OUR LONG-STANDING PARTNERSHIP." 

JAMES DECARE, PH.D. AND INTERIM PRESIDENT, NTID 

"WE ARE VERY GRATEFUL TO SPRINT FOR ITS SUPPORT OF OUR [MOBILEASL] 

PROJECT." 

EVE RISKIN, PH.D., ASSOCIATE DEAN UNIVERSITY OF WASHINGTON 
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Advanced Technology Laboratories 
In addition to the Product Innovation resources inside Sprint Relay, Sprint maintains Advanced 
Technology Laboratories (ATLs) located in Burlingame, CA, Overland Park, KS, and Sterling, VA 
U.S. Our ATLs provide a platform for developing new technologies to be deployed to the marketplace 
within 3-5 years. ATLs’ objectives are to understand and evaluate potential applications of new 
technologies through end-to-end testing that includes prototyping, pilot system-testing, and field trials. 
The lab also performs network architecture validation for planning groups. Sprint’s ATLs are 
committed to understanding technology from both the telecom company perspective and the customer 
perspective. 

ATLs deliver innovative technologies driving next-generation networks, products and services through 
applied research and lab evaluation. 

Approarh 
W Link to Sprint corporate and business strategy 
W Lead through knowledge transfer, tools and patents 
W Leverage partners, vendors and universities 
W Develop and collaborate as a virtual lab 

Delivery 
W Ensure we impact our customers, not just inform 

Generate new ideas, innovations and patents 
W Impact Sprint with high-value applied research 
W Partner with CTO and Product in realizing their missions e 

Mobilitv for Relav Users 
Wireless technology plays a major role in communications today. Sprint is widely recognized for 
developing, engineering and deploying innovative technologies. Sprint’s vast Relay experience 
coupled with innovative wireless technologies give Sprint a clear advantage as relay services become 
more mobile. 

Sprint works with hand-held device manufacturers to obtain wireless devices that incorporate easy-to- 
use features that are user-friendly and increase communication options for individuals with 
disabilities. Sprint is working to ensure that Relay users have access to all Relay products and 
services. Sprint as a wireless company is able to offer unsurpassed wireless solutions to its Relay 
consumers. 
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Item 43 Consumer Input and Participation in Advisory Committee and FPSC 
Proceedings (RFP ref. B-39) 
The telephone users shaH have input on the quality of the delivery of service. Bidders shall 
develop a plan to include the Commission and its Advisory Committee in any evaluation of the 
system. A bidder shall not include travel or per diem costs of the FPSC or its Advisory 
Committee in its bid price since those costs will be funded by the State. An outline of this plan 
shall be included with the bidder's proposal. The plan should explain methods for consumer 
input and how the recommendations from these evaluations will be incorporated into the 
policies of the relay center. This does not preclude the provider from conducting additional 
internal evaluations which use relay staff. The results of any service quality evaluation shall be 
reported to the FPSC office within 15 calendar days after the last month in each quarter. 

Bidders are encouraged to include in the consumer input plan, methods for working with 
organizations serving individuals with hearing and speech loss statewide to conduct periodic 
community forums. The community forums shall be for the purpose of gaining user input on 
the quality of relay service and for responding to user questions and problems on use of the 
relay service. The community forums shall be planned and conducted in conjunction with 
organizations serving people with hearing and speech loss. 

The provider shall participate in all meetings of the Advisory Committee and all FPSC 
workshops and hearings relating to relay service unless excused by the contract manager. 

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 has proactively worked with the FPSC, FTRl, the Relay Advisory Board, and Relay 
users to identify areas for improvement and implemented plans to address those areas. As a result, 
the quality of Florida Relay now leads the nation in areas such as typing speed, typing accuracy and 
customer care. 

Sprint takes very seriously all consumer input and proceedings. Findings and recommendations made 
by the FPSC and T ASA are taken immediately 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: 

CapTel Task Force Meeting: In 2007, Sprint lead a Focus Group dedicated to providing 
Consumer Input specifically relative to CapTel service issues, appropriate users for the phone, 
suggested improvements for the service and training for new users. Sprint received a total of 
423 responses which indicated the following results: 

• 88% of users liked using the CapTel phone 
• 92% rated the CapTel experience as average or better 
• 88% rated the CapTel speed and accuracy as average or better 
• 30% of Cap Tel users would like additional training 

As a result of these studies, Sprint began Quality Assurance testing on the Sprint CapTel 
service. Sprint continues to work closely with CTI and independent testers to implement 
processes to improve both the speed and accuracy of the CapTel service. In addition, Sprint 
and FTRl refined some of its procedures regarding identifying potential customers and 
educating them. 
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These CapTel Task Force Meetings and follow-up changes were completed at no additional 
cost to the State. 

Typing Speed Compliance: When a concern over the ability for all CAS to meet the 60 
words per minute typing speed requirement was presented, Sprint worked closely with the 
FPSC and TASA to quantify the problem and address the issue. Testing programs conducted 
by TASA and Sprint resulted in significant variance. To address the FPSC and TASA's 
concern, Sprint hired an independent third-party testing firm, The Paisley Group to conduct 
monthly typing tests along with specialized operational programs, which continue to be 
provided each month during the current contract at no additional cost to the State. A sample 
report from May 201 1 has been attached as Attachment D. Sprint's typing proficiency has 
dramatically increased over the life of the current contract and leads in the industry, according 
to both the 2011 National Index Industry Reports6 and previous annual indushy reports 
comss ioned  by Sprmt (seen in the Figure below) 
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Past Outreach Activities 
Although the FTRI is the primary Outreach coordinator for FRS, Sprint knows how important it is to 
be active and visible in the community in order to gather customer feedback directly from customers. 
Sprint's has conducted numerous Outreach efforts during the current contract, including, but not 
limited to the following activities. 

Past Outreach Activities i l  

Y 

w 
6 Please see Attachment Q for 20 11 National Index results. 

Page 186 
Sprint> 



Florida RFP for Relay Services 
...-omnn*o - 

Past Outreach Activities I 

Figure 59 - Outreach Events Attended by Sprint in support of FRS 

Captioned Telephone PSA 
In addition to traditional Outreach methods, Sprint also provided additional value to the State by 
soliciting contact fiom users and potential users of CapTel. From May 3 to July 25, 2010 a TV 
campaign, created by Buell Advertising Inc, of Rochester, New York, ran for the CapTel (captioned) 
telephone service throughout the State of Florida. 

Campaign advertised across the entire state including major investments in Orlando, Tampa 
and West Palm Beach. Phone calls and inquiries were tremendous. 
Campaign ran on 23 TV stations covering the television markets of Ft. Myers-Naples, 
Gainesville, Jacksonville-Bmwick, Orlando-Daytona Beach-Melbourne, Panama City, 
Tallahassee-Thomasville, Tampa-St. Petersburg-Sarasota and West Palm Beach-Ft. Pierce. 
Commercials aired over 3,145 times during this time frame. 
PSA was primarily aired on broadcast stations; ABC, NBC, CBS and Fox, as well as a few 
strong independent stations. 
The spots were regularly seen on local newscasts, Today Show, Good Morning America, and 
CBS Early Show as well as on popular daytime fare like Regis & Kelly, Oprah, Ellen and 
Judge Judy. 
During 2010, this single PSA campaign was cited as the reason for 2054 phone inquiries calls. 
The number of website unique visitors during the PSA campaign was in the thousands. 
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NEW CONSUMER INPUT PLAN 
Sprint is committed to providing a robust Consumer Input plan, in 
coordination with FTRI. Sprint wil l  allocate an annual supplemental 

DED Consumer Input budget of $15,000 dedicated to gathering FRS Customer 
Input. 

VAL 

Spnnt’s Consumer Input plan will be finalized based on FTRI and FPSC preferences. The Consumer 
Input Plan will use methods which include, but are not linnted 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 evaluahons. 
Spnnt will report the results of all service quality evaluations to the FPSC ofice within 15 calendar 
days after the last month in each quarter. 

Consumer Innut Management 
Unlike some companies who assign a single person to be responsible for the service, Sprint provides a 
full Life-cycle Team which includes a Program Manager, Sales Executive and Quality Assurance 
Manager to support the Florida Relay Service program. Based on over 20 years of experience in the 
mdushy and over 10 years of experience serving Florida, we feel strongly that these personnel have 
dramatically strengthened the input into service quality of Florida Relay Services. 

The Florida Life-cycle Team will accomplish the following as a part of the Consumer Input Program: 
Work closely with the Commission and the commumty on a regular basis 

H Serve as the Sprint primary Point of Contact on issues pertaining to Florida Relay Services 
Attend meetings of the Advisory Committee, FPSC workshops and hearings relating to Relay 
services 

H Include the Commission and its Advisory Committee in any evaluations of the Relay system 
Be available to receive input kom Telephone Relay users 
Develop the methodology to solicit consumer input in a timely manner. 
Act as a liaison between the Relay Center and individuals accessing Relay services. 

W 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 withm 15 days after each quarter and at each 
TASA meeting. 
Coordinate with, and support the FTRI on all Florida Relay Outreach efforts. 
Be an active member of the Florida Relay user community; maintain visibility and be readily 
available to respond to issues. 
Work closely with the Quality Assurance Manager to identify quality issues gained tkom 
consumer input. 

H Conduct Outreach for specialized services by continuing to utilize the existing Sprint 
Marketing team. 

Consumer Survev Cards 
Sprint has found Consumer Survey cards to be extremely effective in many of its States. Sprint will 
work closely with FTRI to develop a consumer survey card for FRS users. Sprint will develop a pre- 
paid survey card that will be used for evaluations of Florida Relay Service. Upon FPSC approval of 
the survey card content and design, 

A sample Consumer Survey that was developed for another state has been provided below. 

J 
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nitted c to 1 

1 How often do you use WsMngiDn R-7 OEveryday 0 - ulb each e 0 Never 
2 How do you itnow about Washbpton May? 

0Wllb.b 0 W e l t e r  0 mbllc Anwncainent Syatm 0 MendFarniiy 
How &en do you use Voia cury.oV.r? 0 Everyday 0 - uib each week 0 Never 

0 Everyday 0 -ufb each week 0 Nsver 
4 How often do you uaa kMmt R.lnl Iwww..prlntreiayoneliw.wrn)? 

D How often do you UIO Vid.0 Rday Smkd 
(www.wavn.mrn, www.sprimvramm or sprimm.M 

0 Everyday 0 - calb each week 0 Never 
e If you do not uw Washington R.ky, Spmt R.ly Onnnfl, w Sprint Vfd.0 Way smk., 

pleaw expiein why? 

Sample Customer Survey Card 
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On-line Survey 
If desired, Sprint will provide an online survey form which can be linked to 

V A L U E  ADDED the FTRI website, www.ftri.org, This online survey will be open to all - Florida Relay users. The content and design of surveys will be reviewed with 
the FTRI and FPSC for further revision or if desired and uudated every six months or sooner, as 
deemed necessary by the FPSC andor the FTRI. 

A samole of a successful feedback Drogram entitled, ''Getting to h o w  us" from Re1 

. ., ... ,, ~ ._ "_  , .  . . 
. .  . .  . . . .  4. - . .. ,: 

Getting to know us. 

Colorado 
Florida. 

W 
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The on-line survey can track by using the Content Management System tools and share the survey 
reports with the Program Manager. 

r 
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On-line feedback submission reduces paper waste, which is one of the initiatives of Sprint's 
environmentally responsible policies. In fact, Newsweek recently ranked Sprint as one of the most 
environmentally responsible wireless carrier among national providers. For more information about 
Sprint's commitment to the environment, go to www.green.sprint.com. 

Distribution of Survey 


The key to a successful Customer Input program is to ensure that feedback is continously being 

received. To support this, Sprint has many avenues in which it will distribute the survey, including, 

but not limited to: 


At its own expense, Sprint will provide at least 100 Customer Survey cards to Community 
Service agencies serving people who are Deaf, Hard of Hearing, or Speech-disabled at the 
beginning of each calendar quarter. The agencies will be asked to distribute the cards to the 
community via newsletters or direct mail. 

In addition, 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 (ROCs) under contract with FTRI. 

Survey cards will be available at all FTRI-sponsored events. 

Sprint will distribute survey cards at all community forums, town hall meetings, and various 
customer events in Florida whenever and wherever appropriate. Consumers will have the 
opportunity to fill out the cards on the spot and the designated coordinating point of contact 
will collect them at the conclusion of each event. 

Community Agencies and Forums 
Sprint has successfully worked with many organizations serving individuals who are Deaf, Hard-of
Hearing, or have a Speech-Disability. Several of these organizations have expressed a desire for 
Sprint to retain the FRS contract, including the following individuals who have provided letters of 
support, found in Attachment C: 

"1 AM WRITING THE LETTER AS THE PRESIDENT OF THE FLORIDA ASSOCIATION 

OF THE D EAF AND I WISH TO EXPRESS MY SUPPORT FOR SPRINT AS THE PROVIDER 

OF SERVICES TO THE FLORIDA TELECOMMUNICATIONS RELAY SERVICE. I HAVE 

USED THE SERVICE IN THE PAST HAVE FOUND THEM TO BE EXCEPTIONAL." 

JUNE McMAHON 

PRESIDENT, FLORIDA ASSOCIATION OF THE DEAF 
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"WE ARE VERY HAPPY WITH THE QUALITY OF RELAY SERVICES PROVIDED BY THE 


SPRINT RELAY PROGRAM AND HAVE BEEN USING THE SERVICES SINCE WE 


MOVED TO FLORIDA IN 2006." 


DON M. SHAFFER AND KATHERINE M. SHAFFER 


BOARD MEMBERS, HEARING Loss ASSOCIATION OF FLORIDA 


"As AN INDIVIDUAL WHO HAS RELIED ON SPRINT SINCE IT BEGAN TO OFFER 


SERVICES TO HELP BRIDGE COMMUNICATIONS BETWEEN HEARING AND NON


HEARING PEOPLE, I CAN PERSONALLY ATTEST TO THE HIGH AND REPUTABLE 


QUALITY OF ITS SERVICES." 


RICHARD HERRING 


PRESIDENT, HEARING Loss ASSOCIATION OF SUN CITY CENTER CHAPTER 


Sprint will continue to solicit feedback from community agencies and conununity forums across the 
State of Florida relative to the quality of Relay Services, educate the users on new and emerging 
features and to respond to questions or issues. Sprint will plan and conduct these forums in 
conjunction with organizations serving people with Hearing and Speech-Disabilities in the State of 
Florida. Sprint Relay has enjoyed great success in conducting conununity forums. These venues are 
excellent vehicles for collecting user feedback and to respond to user questions and concerns regarding 
Relay Services. 

Sprint Relay has sponsored and attended the Florida Association of the Deaf (FAD) Conferences. 
Sprint Relay will attend FTRl's 20th Anniversary event in July 2011 . This will be another excellent 
opportunity to collect feedback specific to Relay services and to respond to users' questions and 
concerns about Florida Relay. 

Sprint will continue to work with local Community Agencies to schedule community forums 10 

coordination with service agencies and organizations which may include, but are not limited to: 

Florida Teleconununications Relay, Inc. - Tallahassee 

Florida Association of the Deaf 

Florida Hearing Loss Association of America 

Florida State Vocational Rehabilitation 

Florida Deaf-Blind Association 

Florida School for the Deaf and Blind - St. Augustine 

Deaf Service Center Association, Inc. 

Deaf Services Bureau 

League for the Hard of Hearing - Oakland Park 

DSC of Palm Beach County - West Palm Beach 
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Delray Beach RDC - Delray Beach 

Deaf and Hard of Hearing Services - Daytona Beach 

Independent Living Resource Center ofNE FL - Jacksonville 

Deaf and Hard of Hearing Services of NW FL - Pensacola 

Citl1JS Hearing Impaired Program Services - Crystal River 

DHHS of PascolHeman do - Port Richey 

Deaf and Hearing Connection for Tampa Bay - Seminole 

DSC of Manatee - Bradenton 

North Central Florida CIL - Gainesville & Ocala 

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. 

Bay Area Deaf Senior Citizens of Florida, 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. J olms County Association of the Deaf, Inc . 

Florida Hands & Voices 

West Central Florida Association of the Deaf, Inc. 


Sprint, with FTRI's guidance, also will extend invitations to other organizations, such as 

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 Hearing Loss Association of America (HLAA) 
Health care providers 
Local Deaf and Hard-of-Hearing service providers 
Audiology and speech-disability clinics 
Local Deaf Clubs 
State and local disability organizations 
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: 

Page 194 

Sprint . 



A 

I Opportunities to submit consumer input and feedback on the spot 
I Awareness of survey tools available to evaluate Florida Relay Service 
B Better understanding of the relationship between the FPSC, FTRI, and Sprint, the Florida 

Relay provider 
I Contact information for the Florida Relay Program Manager 
B ‘Hands On’ demonstrations of all Sprint Relay Products and services, including: 
1 Traditional Relay Service 
1 Voice-Carry-Over 
I Hearing-Carryaver 

Speech-to-Speech 
1 Video Relay Service 
H Sprint IP Relay 
I CapTel 
1 Relay Conference Captioning 
1 Sprint Relay Wireless 

FAQs related to common issues encountered by Florida Relay users 

Sprint Relay, with FTRI’s guidance, will invite geographic and age-diverse user groups including 
individuals who are: 

H Deaf 
I Mobility-Impaired 
H Deaf-Blind 
I Hard-of-Hearing 
I Late-Deafened Adults 
H Speech-Disabled 
H Parents of Deaf, Hard-of-Hearing and Speech-Disabled Children 
I Senior Citizens 
1 Speech-to-Speech users 
I Hearing Individuals 
1 Veterans 
I Other potential users of Florida Relay with/without communication disabilities 

Sprint Relay is sensitive to the variety of communication needs of attendees and provides 
accommodations such as: Sign Language Interpreters, Oral Interpreters, Tactile Interpreters and Real- 
Time Captioners. Additionally, promotional materials are made available in standard Braille, large 
print and Spanish. 

Foeus Groups 
Sprint’s proposal includes the exciting launch of emerging products, services and trials such as the 7 1 1 
FRS Wireless Application, the CapTel 80% model phone, Wireless CapTel by Sprint for Android 
phones and a trial of the Fast Relay CapTel Trial (with no corrections). Sprint will solicit feedback, as 
appropriate, to gather input on the quality of the service and products. 

As a part of Sprint’s Customer Input budget, Sprint intends to host Focus Group meetings with key 
individuals for the purpose of seeking feedback and areas for improvement. Sprint will collect and 
share the number of participants, feedback and other mutually agreed-upon data. 

Specifically, for trial services, at the conclusion of the trial period, Sprint will also provide a Final 
Report on the trial that will include the following information: P 
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An executive summary 
A summary of the monthly reports including trial period totals for each metric measured 
Details of all the issues or problems that arose during the course of the trial and how they 
were mitigated 
Details of all issues that would require further consideration or investigation in preparation for 
any permanent service 
A forecast oflikely uptake by users potential costs if Fast CapTel was to be made a permanent 
service for Florida 
Sprint's recommendations as a result of undertaking the Fast CapTel Service trial on whether 
this should be a permanent service 
Any other information that Sprint considers relevant to the FPSC's assessment of whether or 
not to introduce a permanent service. 

Telecommunications Access System Act (TASA): 
As described earlier, the Program Manager, Sales Executive and/or the Quality Assurance Manager 
will continue to be available to attend and participate in all T ASA 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 T ASA meetings. Sprint will continue to collect 
feedback and will report on any issues identified and corresponding resolutions within one month of 
the T ASA meeting to the FPSC. 

Florida Telecommunication Relay, Inc. (FTRI) 
The Program Manager and Quality Assurance Manager will provide additional support to FTRJ's 
Outreach efforts relating to Florida Relay. Sprint will be available to attend the FTRJ annual 
conference and will use this opportunity to collect feedback and respond to any issues identified. 
Those issues and the plan for resolution will be reported to FPSC within 15 business days of the FTRI 
conference. 

Sprint also conducts Outreach and Education to Florida Relay customers while 
promoting new technologies such as Internet Relay, Video Relay Services and 
Wireless products and services for individuals who are Deaf, Hard-of-Hearing 

or have a Speech disability. At all events in Florida supporting Sprint Relay' s other products and 
services, Sprint will distribute Florida Relay Service Survey Cards. It is important to note that this is a 
win/win for both consumers and the State. 

As Sprint educates customers on their choices and seamlessly transitions customers from traditional 
wireline devices (such as the TTY or CapTel phone) to new devices such as a wireless device or a 
computer, (a) the State saves money and (b) customers are also able to take advantage of new and 
emerging technologies. 

As a result of Sprint's experience in these areas, Sprint is able to reach more potential Relay users and 
receive valuable input from present users . Through these activities, Sprint Relay has had an 
opportunity to interact with hundreds of individuals. Going forward, Sprint will continue to capitalize 
on these opportunities to distribute Consumer Satisfaction surveys to countless other Relay users. 

Sprint looks forward to working with FTRI in supporting and attending events across the State in 2012 
and throughout the life of the Contract. Upon contract execution, Sprint will work with the FPSC and 
T ASA 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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To support these new and emerging services, Sprint’s Wireless Account Executive and Sprint’s 
Outreach Specialists currently provide a supplemental 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. 

Wireless Account Executive 
Ken Goulston, a resident of Florida, is Sprint’s Wireless Sales Executive and routinely meets with 
consumers to discuss Relay products and services. With the addition of Wireless CapTel and the 
Florida Relay Wireless application, his expertise will be invaluable in gathering customer input. 

Outreach Specialist 
Sprint’s current Outreach Specialist, Mary Moore, has been very effective in assisting customers as 
well as in gathering Customer Input. Her credentials include the following: 

A BA degree in Organizational Management. 
Active in the Deaf community with a history of serving on the Florida Association of the Deaf 
board, the FAD representative on the Florida Coordinating Council for the Deaf and Hard of 
Hearing (FCCDHH) and TASA Advisory Committee 
Has served previously on Sprint’s Florida CapTel Customer Focus group 

Mary Moore 

The Outreach Specialist program allows the Florida Relay Outreach Specialist to schedule 1:l 
trainings, workshops and presentations with various organizations throughout the State of Florida and 
to seek feedback and demonstrate all Relay products and services. 
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Outreach Specialist Mary Moore hosting a CapTel presentation 

u State Telecommunications Administrators of Relay bv Sprint (STARS1 
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 Sprmt 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. 

Sprmt greatly appreciates the feedback and input received at STARS by the Flonda Contract 
Administrator. More recently, Florida was the gracious host of the 201 1 STARS conference, which 
was well-received by the TRS Team and the other Contract Administrators. The STARS conference 
bas 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. 

The 201 1 STARS conference was held in Miami, Florida. 

IncorDorating Changes into FRS 
Quality is a continuous evolution and will be accomplished in such a way as to be sustainable. Sprint 
provides a formal Quality Assurance program lead by the Program Manager and in coordination with 
the Florida Quality Assurance Manager, Sales Executwe and the entire Flonda Relay Life-cycle team. 

Customer service satisfaction is primarily determined through the use of Customer Survey cards, 
online Surveys, Customer Contacts, and feedback fiom the FPSC, Advisory Board or FTRI. These 
surveys gather mformation on customer satisfaction, CA performance, product performance and the 

J 
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overall Florida Relay experience, including satisfaction with the various Sprint channels such as CAS, 
Customer Service representatives, Program Manager, or Sales Executive. 

In addition, Quality and key Performance Indicators are closely monitored, tracked, and reported 
internally. Within the Relay Centers, there are several important steps to ensure quality. First, 
representatives receive coaching and immediate feedback regarding world-class behaviors, call 
control, and any process related to the quality of a call. Next, supervisors receive tracking and 
trending information on common quality issues to develop plans for immediate improvement. Finally, 
follow-up action is taken to ensure corrective actions have been instituted. 

Sprint also uses third-party independent third-party auditors to conduct testing on Sprint’s Relay 
services compared to others in our industry; Sprint bas accumulated a group of performance measures 
that hold the Customer Service organization accountable for continuous improvement. 

Today, Sprint is asking its employees to take more responsibility for improving the customer 
experience, to be team players, and to provide more effective and efficient processes and systems. By 
continuing to evolve quality, we can become more customer-driven, make fact-based decisions 
through better measurement and focus on metrics, and create a culture of continuous improvement 
leading to better results and value creation. 

As issues are raised, Sprint follows standard procedures to understand and quickly address the 
problem, including the following approach: 

.. --- 

Gather detailed explanation of the issue 
Validate or recreate the issue 
Research possible solutions 

W Determine impact of all proposed solutions 
Devise recommended approach 
Share findings with FPSC, Advisory Board and/or FTRI 
Implement solution, as applicable. 

Sprint will also share any and all emerging technologies with the State. Depending on the outcome of 
feasibility studies and results of costbenefit analysis is conducted, new features or products will be 
implemented on case-by-case basis. 

If the State elects to implement the new technology for FRS, Sprint will obtain written permission 
prior to implementation. Again the State will be fully apprised and approve of any and all new 
developments before they are fully installed for FRS. 

ExamDle - ImDrovine the Customer Emerience 
Sprint has a continuous focus on customer satisfaction and regularly solicits process, system and 
customer service improvement ideas from its customer facing call center employees who have direct 
insight into what our customer’s desire and need. 

Sprint conducted focus groups and one-on-one interviews with relay users asking for their input on 
what it takes to achieve “best in class’’ status for relay services. Sprint conducted focus group 
meetings with Relay CAS asking for their input and suggestions on initiatives that will improve 
customer service. Users and CAS told Sprint they want a relay services that excels in the following 
areas: 
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Quality 
Speed 
Reliability 
Ease of Use 
Mobility 

Based on ideas received to date Sprint has scmtinized FCC guidelines and worked to gain approval 
from its state administrators to implement various customer satisfaction initiatives including those 
listed below. 

I) Initiatives were taken that permit Relay CAs to be more customer focused/customer responsive. 

Promote a natural tone 
Modify greeting/explanation guidelines 
Empower operator to be customer focused when explaining service 
Permit increased operator interaction when requested 
Encourage operator to greet callers based on time of day 
Identify additional operator call processes that impact consumers 
Develop a plan for a better experience for users encountering recordings with VRU/IVRs. 

2)Freedom to say "Good Morning/Afternoon" at the beginning of a call and respond at the end of a 
call with something like "Have a great day", "Thanks for using Relay", etc. 

3) Modifying the outbound announcement for businesses and personal calls: ability to use "Deaf or 
Hard ofHearing" when announcing and explaining relay services. 

4) Explanation phrase: ability for the Relay CA to explain relay in their own words using a guideline 
if necessary, and including "Deaf or Hard of Hearing". Relay CAs must still explain the concept of 
verbatim relay by communicating "everything heard will be typed." 

5) Recordings, particularly those with and IVR are challenging for the relay user. Communication 
with a live person in most cases proves to be more effective and efficient. After the first out dial, if the 
CA determines s/he has reached a recording, the CA will inform the caller the (BUSINESS NAME) 
and then send the TTY/text user the query (RECORDING) (HOLD FOR LIVE PERSON Q) GA. 

6) Sprint removed required canned phrases allowing Relay CAs to be able to put the hearing caller at 
ease. The customers want the Operators to be less robotic in their phrasing, for example: "Sure! I will 
be happy to explain." 

Ongoing Cllstomer Service Initiatives 
Annual product review process soliciting Relay CAs suggestions on measures that can be 
taken to improve the Customer Experience 
Call centers and Relay CAs receive regular information on the cause and status of Customer 
Complaints 
Established monthly communications that share suggestions for actions Relay CAs can take to 
improve the customer experience including call handling procedures, how to use system tools, 
interactive training modules or activities with a focus on customer service. (Measurement, 
Review) Meetings 
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The provider shall establish procedures regarding complaints, inquiries, and comments 
regarding system services and personnel. The provider shall ensure that any caller to the relay 
center having a complaint will be able to reach a supervisor or administrator while st i l l  online 
during a relay call. All eomplaints received by supervisors, or in writing, shall be documented, 
including their resolution, and kept on file and available to the Commission upon request. In 
addition, the relay center shall have a toll-free Customer Services telephone number available 
and accessible to the public statewide for the purpose of reporting service or other deficiencies. 
Records of such reports and eopies of written reports regarding service or other deficiencies 
shall be maintained for the life of the contract and for twelve (12) months after conclusion of the 
contract period. This record shall include the name and/or address of the complainant, the date 
and time received, the CA identifieation number, the nature of the complaint, the result of any 
investigation, the disposition of the complaint and the date of such disposition. Each signed 
letter of complaint shall be aeknowledged in writing or by contact by a representative of the 
provider. The necessary replies to inquiries propounded by the Commission’s staff concerning 
service or other complaints received by the Commission shall he furnished in writing within 
faeen (15) days from the date of the Commission inquiry. 

Sprint has read, understands and will comply. 

Sprint fully complies with and exceeds all FCC requirements for addressing customer complaints. 
Sprint is dedicated to ensuring any customer complaiits or suggestions are addressed quickly to the 
customer’s satisfaction. All complaints are initially addressed within 24 hours, whether by Customer 
Service, on-site technical support or the Program Manager. SDrint strives to resolve anv customer 
issue within 48 hours. If a complaint is not closed within 48 hours due to extenuating circumstances, 
Sprint’s personnel closely monitors the situation to ensure speedy resolution. 

Sprint is dedicated to resolving customer’s issues and takes the necessary steps to make sure 
customers are happy. For example, when a VCO customer recently had issues that could not be 
resolved over the telephone with the local telephone company, Sprint’s Outreach Specialist visited the 
customer’s home to isolate the issue and assist the customer’s resolution. 

“Our relay users in Illinois are very sophisticated and since we 
lave had Sprint we have had a lot less complaints than we had 
with our previous carrier and I think it is because Sprint is so 

proactive.” 

Patty Kress 
illinois TRS and CapTel Contract Administrator 

~ 

The illustration below outlines Sprint’s Customer Contact Process. 
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CUSTOMER COMPLAINT TRACKING PROCESS 
Instruction chart for complaints received by Spring Personnel 

The Customer Contact 
On-line database automatically 
generates a monthly tally sheet 

(Monthly Log Reportl. 

Account managers 
perform any follow-ups 

needed to ensure that all 
information is available 

and accurate. 

Account managers 
deliver the monthly tally 

report to the Contact 
Administrators. 

Figure 60 - Customer Complaint Tracking Process 

Receiving Feedback 
Sprint Relay's Relay Customer Service will be accessible to the public state-wide, 24 hours-a-day, 7 
days-a-week, 365 days-a-year. Customer Service is always answered by a live Customer Service 
Representative 24 hours-a-day for the purpose of assisting with information on placing a Relay call, 
tips for improving the efficiency of Relay calls, information on new Relay Service functions, changes 
in the service, and to accept commendations and complaints for any type of relay call. 

In addition to the Sprint Relay Customer Service general toll-free number, Sprint also provides 
Customer Service through dedicated Spanish and Speech-to-Speech national toll-free numbers. It js 
important to note that the State is never charged for minutes associated with Customer Service calls. 

In addition to Customer Service ' s toll free numbers, Sprint accepts commendations and complaints via 
the following: 

Online with a Supervisor or Operations Administrator 

Customer Service (Fax, Email or Mail) 

Program Manager (in person, Email , Mail, telephone) 

Outreach Specialist 


Customer complaint Person taking complaint 
information is entered information determines
into the TRS Customer who will be responsible
Contact form with ifs for resolving complaint 
own tracking number Enters the appropriate 

information on the 
Customer Contact on-line 

Oatabase. 

A Copy of complaint 

V ticket is E-mailed 


to person responsible 

for resolution of 


complaint 

(The on-hne system 

tracks the progress 

of the open ticketl 


Resolved complaints are 
saved in Sprint's Customer 
Contact on-line database. 

The system tracks complaints 
in data reporting logs. 

~ Complaint ge~ resolved
Y and commuDlcated to 


Customer. 

All updated information is 

entered into the Customer 

Contact on·line database. 


+Person responsible for 
resolution documents .11 

information into the 
Customer Contact On-line 

database. 

Page 202 

Sprint . 



Florida RFP for Relay Services 

f? 

f? 

Resolving Complaints 
As complaints or commendations are received, they are entered immediately into Sprint’s Customer 
Contact Online Database, The Customer Contact Online Database will automatically notify the 
appropriate person via email for follow up based on the type of complaint received. This automation 
ensures that Sprint personnel receive timely notification of consumer concerns. 

Upon receipt of a complaint filed by a customer, Sprint will provide the customer with information 
regarding the procedures to resolve the nature of the complaint and will off‘ follow-up 
communication with the customer. 

If the complaint concerns a specific CA, a floor Supervisor follows up to resolve the complaint. The 
role of the Supervisor is to: 

Accept all types of complaints 
Handle all service type complaints 
Resolve complaints with CAS 
Resolve complaints with customers 
Document all information 

If the Supervisor is unable to resolve the complaint, the Supervisor forwards the complaint to the 
Program Manager. The Program Manager sends a written response to the customer outlining how 
their complaint was resolved, if the Relay customer supplies the necessary contact information. 
Sprint’s representatives acknowledge each signed letter of complaint in writing. Upon request, the 
Program Manager follows-up with a phone call. In some instances, the complainant requests that no 
follow-up be made with them. 

Reporting 
Sprint’s Customer Contact Online Database (CCOD) documents and tracks consumer contact 
information, as required by the FCC. Sprint will provide the State with monthly tracking reports 
summarizing all complaints and resolutions. The monthly reports will include: 

Numbers of customer complaints/feedback received 
Numbers and categories of other contacts, i.e. commendations, inquiry calls, etc. 

Sprint’s Customer Contact Online Database (CCOD) serves as a seamless and timesaving device for 
documenting customer contacts. The CCOD will track consumer contact information as required by 
the FCC, including the date the complaint was filed, the nature of the complaint, the date of resolution 
and an explanation of resolution, which will assist the State of Florida to obtain re-certification from 
the FCC. 

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 andor 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 will provide the State with monthly tracking reports as necessary summarizing all complaints 
and resolutions. The monthly reports will include: 

Numbers of customer complaintdfeedback received 
Nature and type of each complaint/feedhack 
Customer information (when given) 
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J 
H Call information 
H Description of how each complaint was or will be resolved 
H Date of resolution 
H Numbers and categories of other contacts, Le. 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. 

Commission Concerns 
As in the past, Sprint will continue to work closely with both the FPSC and FTRI to troubleshoot 
issues, if they arise. As identified in Section 43, Sprint believes that Quality is a continuous evolution 
and will be accomplished in such a way as to be sustainable. Sprint provides a formal Quality 
Assurance program lead by the Program Manager and in coordination with the Florida Quality 
Assurance Manager, Sales Executive and the entire Florida Relay Life-cycle team. 

Sprint will respond to inquiries from the Commission’s staff or FTRI concerning service or other 
complaints received by the Commission in writing within fifteen (15) days from the date of the 
inquiry. 

New Contract Term 
As the incumbent FRS provider, only Sprint can ensnre that the citizens of Florida experience 
absolutely no interruption in service or deterioration in service quality as a result of the new contract 
term. Florida Relay users, who are accustomed to Sprint’s fast typists and proven quality, may be 
dissatisfied with another provider. This could greatly increase the number of customer issues and 
complaints. In cases where states have selected another provider after having Sprint, many states see a 
dramatic increase in customer complaints. 

Figure 61 below provides publicly-available customer complaint information as reported through the 
FCC’s annual filings at httD://www.fcc.aov/cab/dro/trs bv state.html. 

J 

(5 months) - (7 months) 

Customer Service 
Successful customer support is best achieved by understanding and meeting Relay Users’ specific 
needs. Meeting these needs includes having dedicated, well-trained, and knowledgeable personnel 
who provide timely support at every point Sprint has interaction with a relay user (e.g. Outreach, on a 
relay Call, customer service, etc.). Sprint Relay firmly believes dedicated toll-free telephone support 
is critical to customer service success. Sprint Relay promotes quality customer support with frequent 
professional interaction, formal information updates on products and services and a proactive 
perspective on resolving customer issues. 

Sprint is committed to offering FRS users a positive customer experience. We are focused on 
providing all our customers with accurate information to help them choose and learn how to use the 4 
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right services to meet their needs. Sprint strives to provide all our customers knowledgeable, 
consistent support that quickly provides the help needed. 

The Sprint Relay Customer Service solution is based around an industry leading comprehensive 
support model that includes 24x7x365 support for all Relay customers. Sprint Relay will always 
answer the toll-free telephone support line by a live and knowledgeable representative ready to assist 
customers. Sprint's Relay toll-free telephone support is centrally located and provided out of two 
relay call centers . 

Business Hours 

Sprint believes it is important to have support available at all times. Sprint's toll-free live customer 
support is available 24/7/365. Sprint strives to answer each call in a timely manner. Sprint's 
centralized customer service ensures customers are answered using a more efficiently. Sprint will 
report the average speed of answer for Customer Service on a monthly basis. 

Accessibility 

Sprint' s TRS toll-free support (Customer Service) is available via all forms of Relay including TTY 
(Baudot), Turbocode, Voice, Speech-to-Speech and all speeds of ASCII generally in use . In addition, 
Sprint offers fax , email and mail options as well. 

All information and referral calls received by the relay operators will be transferred immediately and 
directly to Customer Service for processing. Prior to transferring the call, the relay operators will 
provide the direct Customer Service telephone number to the customer. If the customer does not want 
the direct telephone number, the relay operators will still transfer the call. 

Types of Customer Service Offered 

Sprint's Customer Service Representatives will provide a variety of toll-free support activities for 
FRS. Relay users can choose how much or how little they want to learn about the products and 
features offered through Florida Relay. Some of the most common relay inquiries and support topics 
are listed below. 

General Information and Referral 
Provide toll-free numbers, website address and Program Manager contact information 
Distribute FRS Educational and Outreach material 
Provide relay numbers for FRS or other Relay states 
Provide appropriate phone numbers for employment questions 
Provide Contract Administrator information 
Provide information on ADA and/or FCC rules regarding TRS 

Customizing Relay Experience 
Enter preferred communication modes for FRS users 
Explain new enhancements offered by Sprint that FRS users may not be aware of that may 
make relay calls more productive and customized based on the information provided by the 
customers. This may prove especially beneficial for: 
• Deaf/Blind users who can now fully automate their transmission speed 
• STS users who have more options in the Customer Profile 
• TTY users who are using a TTY with Enhanced Turbocode capability 
• FRS Relay users who have the need to conduct conference calls through Relay 
Establish Customer Profiles and provide written documentation (via email, fax or mail) of the 
Customer's Profile, upon request. 
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Equipment 
Refer customers to the FTRI Equipment Distribution Program 
Refer customers to companies that sell TTY's and accessories or software that emulates TTYs 
Make test calls to check customer's TTY, software or other equipment 
Practice with new relay users to help them become more familiar with their equipment and 
how to use it 
Provide computer settings for ASCII users 

Feedback on the Service 
Accept compliments for CAs 
Document relay users' suggestions to improve service or provide additional features 
Accept and document complaints. Note: if complaints are not immediately resolved, they are 
forwarded to the relay call center and/or Account Manager for additional consultation 
Enter trouble tickets; follow up with trouble tickets to resolve issue 

Long Distance Billing 
Quote long distance and international rates for calls placed through FRS 
Open new Sprint LD accounts for Relay users 
Assist TTY users with Sprint long distance bills 
Add updates to Sprint long distance accounts for TTY users 
Assist TTY users with their Sprint long distance bills when they are not a Sprint customer, but 
bi 11 their relay calls through Sprint (casual billing) 
Send credit memos to LEC to adjust casually billed customers billing errors 
Refer carriers to Program Manager to set up Carrier of Choice agreements 

Feedback from Our Customers 

The following comments from current Sprint Relay users and customers demonstrate the high level of 
Customer Service the State can continue to expect from Sprint.? 

"I WANT TO COMMEND THE CSR FOR PROVIDING EXCEPTIONAL SERVICE. 1 
CALLED ALL THREE OF THE RELAY PROVIDERS TO ASK THE SAME QUESTION AND 

THE SPRINT CUSTOMER SERVICE REP WAS THE MOST RESPONSIVE AND 

INFORMATIVE." 

"THIS CUSTOMER SERVICE REP WAS JUST PHENOMENAL IN HER EXPLANATIONS 

AND BRINGING ME UP TO SPEED WITH THE RELAY SERVICE AND CENTER FOR 

DISABLED IN THE NEW YORK AREA. EXCELLENT! COVERED EVERY POINT, DIDN'T 

RUSH - GAVE EVERY DETAIL." 

? Names of Customer Testimonials have been removed to protect confidentiality. 
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"To THE CUSTOMER SERVICE SUPERVISOR FOR ASSISTANCE ABOVE AND 

BEYOND THE CALL OF DUTY, THANKS FOR YOUR CONSIDERATION AND EFFORTS. I 
AM ETERNALLY GRATEFUL" 

"THIS CUSTOMER SERVICE REPRESENTATIVE SHOULD BE HIGHLY COMMENDED. 


THE REPRESENTATIVE GA VE ME THE INFORMATION NEEDED ALONG WITH THE 


APPROPRIATE NUMBER TO CALL TO RESOLVE MY PROBLEM. I REALLY 


APPRECIATED THE ASSISTANCE!" 


"FROM A ONE TO A TEN, YOUR CUSTOMER SERVICE RATES A FIFTEEN." 

Sprint understands that the foundation for providing the best customer experience starts with: 

Always being straightforward, providing accurate information, and letting our customers 
know what to expect from Sprint. 
Helping customers choose and learn how to use the right Sprint services for their personal or 
professional needs and recommending changes as their needs change. 
Continue investing in our products and services 
Giving our customers easy access to knowledgeable, consistent support that quickly provides 
the help needed. 

Care Support Team 
In 2010, Sprint also introduced a Care Support team. This team was created with a specific 
goal in mind: to Serve, Solve and Satisfy our State customers. Located in Denver, Colorado, 

NEW 	this team provides support for customer contacts, invoices, annual FCC filings, monthly 
traffic reports, and numerous other issues. 

The Care Support team can work directly with the FPSC and FTRl or work behind the scenes with the 
Program Manager to ensure that the State continues to receive the best Customer Care in the industry. 

Wireless Customer Support 
Sprint offers Video Customer Service (VCS) for Sprint wireless customers through videophones and 
web cameras. Video Customer Service representatives are fluent in American Sign Language (ASL) 
and they are well-experienced with blackberry needs. In addition, VCS is available to answer billing 
questions. As an alternative, the customer may go to www.sprintrelaystore.comJfag to seek answers to 
billing questions. 
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A complaint log eompliant with the FCC reporting requirements shall be provided to the 
contract manager in a timely manner for filing with the FCC. 

Sprint has read, understands, and complies. 

Sprint will continue to maintain a complaint log, which is FCC compliant. This log will be made 
available to the Florida Contract Manager as requested for FCC fding. 
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Charges for Incoming Calls (RFP rt 
_-_ __._ der shall make no charge to the users for ---iOg c+- 

Sprint has read, understands and will comply. 

Sprint Relay never charges usem for making incoming calls to the Relay Service. 

~ .- .- 
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Billing Arrangements (RFP ref. 8-4: 
,..“..der shall bill for charges for collect calls, ,,~L~YY-.V-Yv.~VU cpUa .” v1 ..YU. ..YL=. 

rooms and pay telephones, and calls charged to a third party. The provider shall also arrange 
for billing to any industry standard local exchange or competitive local exchange company 
calling card. For cauS billed by or on behalf of the provider, the bidder shall include a complete 
description of how users will be billed for all calls. This description shall include the bidder’s 
procedures for obtaining billing information from the local exchange and competitive local 
exchange companies, whether the billing will be performed directly by the provider itself or 
contracted, specific credit cards or telephone calling cards to which calls can be billed, and a 
sample bill format. The bidder shall also explain how it will respond to customer inquiries 
about erroneous bills and how credits will be issued or refunds made. 

Sprint has read, understands, and will comply. 

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. 

Sprint’s billing solution is in full compliance with the standards accepted by the Alliance for 
Telecommunications Industry Solutions (ATIS) titled “ATIS-0300084, Telecommunications Relay 
Service” (July 2006). Sprint supports the necessary interconnection and signaling required for carriers 
to accurately rate and bill collect calls, international calls, person-to-person calls, third-party calls, and 
calling cards. 

Sprint supports billing to the calling line on an unrestricted line and will offer alternative billing 
methods either when requested on an unrestricted line or required due to a restricted line. The TRS 
platform receives the ANI and ANI II digits of the calling line, recognize the routing needs of the 
calling party, and will map the line Il digits to the appropriate TRS II digits. When routing the call to 
the customer’s preferred carrier of choice, Sprint will provide all necessary additional information to 
that carrier. We shall also provide access to Local Exchange Camer (LEC) operator when necessary. 

Sprint will 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% Carrier- 
of-choice if the Carrier is a participant of Sprint’s Carrier-of-Choice program). Sprint will also process 
calls to or from hotel rooms and pay telephones. 

Colleei Calls 
Sprint will permit FRS users to bill long distance calls to the person they are calling. In these cases 
CAS or the long distance operator obtain call acceptance flom the called party prior to allowing the 
user to hegin hisiher conversation. This information will be embedded in the call detail record and 
used to bill collect calls to the end user. 

,- 

Please see the collect call example in Figure 62: 
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I 
Figure 62 - Collect Call Example 

Person-to-Person 
In addition to collect calls, Sprint allows TRS users the ability to place person-to-person collect calls. 
The calling party must specifically request a “person-to-person’’ call to avoid accidentally incurring 
higher charges. Only the person requested for the person-to-person can accept charges for these calls. 
System flags are recorded so that these calls can be rated and billed appropriately. 

Please see the person-to-person example in Figure 63: 

’ .  

I 

Figure 63 - Person-to-Person Example 

Pay Phones 
As recognized by th FCC, calls through coin-operated public payphones present 
providers who cannot monitor coins being placed in the payphone. 

challenge to relay 

Sprint has processed coin-sent paid relay calls placed from pay telephones since 1990 by providing 
local calls free of charge. Due to Sprint’s successful handling of payphone calls, the Federal 4 
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Communications Commission (FCC) began requiring TRS providers to process payphone calls using 
the Sprint (alternative plan) methodology. 

Sprint worked with local and long distance telephone companies, other TRS providers, independent 
payphone service providers, and organizations representing people who are Deaf, Hard-of-Hearing, or 
Speech disabled to develop a long-term solution to process calls and educate the public. 

In 2002, the FCC eliminated the requirement of “coin sent paid” through TRS and adopted the 
‘Alternative Plan’ which allows relay users to place local TRS calls from payphones without incurring 
a charge. Toll calls can be billed Collect, Third-party, Person-to-Person, to LEC calling cards, non- 
proprietary MC calling cards (if the Carrier is a participant of Sprint’s COC program) and debit @re- 
paid) cards. 

Sprint will continue to use this Alternative Plan that has been approved by the FCC. In addition, 
Sprint will continue to provide this information in marketing and outreach efforts to educate TRS 
users. 

Third Party 
Sprint will allow Relay users to bill long distance calls to third party numbers. Sprint records the 
request for third-party in call detail records to ensure appropriate system identification and billing. All 
Relay calls are billed .from the city where the caller is located to the city where the called party is 
located. Please see the third party example in Figure 64 Third-party Billing Example which 
demonstrates a call through Relay. - 

IC 

Figure 64 -Third-party Billing Example 

Sent Paid 
Sprint will Relay users the option of having long distance calls billed directly to the number they are 
calling from (known as “Sent Paid”). Sprint provides the appropriate system flags to the customer’s 
Carrier of Choice (COC). The user’s COC is responsible for providing call types and available billing /1 
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options, and will handle the rating and invoicing of toll calls placed through the relay. Sent Paid may 
be restricted from restricted locations such as payphones or prison facilities. 

Credit Cards 
Sprint Relay will process long distance calls for Relay users with credit card billing based on that 
participating COC's billing options. 

Billing Procedures 
Sprint provides the necessary network connections and signaling information in compliance with the 
standards accepted by the Alliance for Telecommunications Industry Solutions (A TIS) titled "ATIS
0300084, Telecommunications Relay Service" (July 2006) for other carriers to accurately bill and rate 
TRS and CapTel calls. 

Sprint routes calls to the designated carrier in as efficient a manner as possible. Sprint includes the 
identification of the call as a Relay call , the end user calling number, the called number, and additional 
information describing the nature of the calling line (e.g., payphone, etc.) Calls not requiring operator 
assistance are routed to the carrier's non-operator switch. Calls involving alternate billing (e.g., card, 
collect, third party) involve the operator services position of the carrier. Again, Sprint provides as 
much information as possible to the operator services position of the transport carrier through network 
signaling. Efficient provision of routing to the carrier minimizes the call set-up time associated with 
the Relay call. 

A key feature of Sprint' s COC architecture is the capability to outpulse in an equal access signaling 
format to a LEC access tandem switch. This capability takes advantage of known access network 
capabilities and arrangements to effectively provide connectivity to the requested carrier. 

Sprint takes an active role in engaging carriers to join the COC program. Sprint has proven techniques 
to encourage carriers (IXC and 10-10- carriers) to participate in a state's COC program. This plan will 
include notifying carriers of their obligation to provide access and the steps required to pennit Sprint 
to route calls to their network through the relay service. 

Sprint's well-known and well-respected brand has a distinct advantage over some providers when 
establishing new connections. Many carriers may be reluctant to establish connections with carriers 
who they may not instantly recognize. Sprint has found that its cooperative-working relationships 
with other carriers assist in establishing new carriers. 

Sprint LD Billing 
Sprint automatically captures all infonnation 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. MPS utilizes a specific Condition Code value of '99' to flag it as a TRS call. The 
Sprint internal Call Record contains the following infonnation: 

Telephone number or credit card number to be billed 

Originating telephone number 

Terminating telephone number 

Date 

Start Time 

End Time 

Call duration to the full second 
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Sprint’s core billing systems utilized for rating, discounting, and invoicing residential voice traffic 
include h4PS (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’s call detail records are processed through an automated rating system. A relay user who 
selects Sprint to cany hisiher long distance calls, and is a Sprint pre-subscribed customer will receive 
charges on a Sprint invoice. A relay user who selects Sprint to cany hisher long distance calls, and is 
not a Sprint pre-subscribed customer will receive charges on a Sprint page issued by a party authorized 
to bill on behalf of Sprint. 

A FRS user who selects Sprint to cany their long distance call and is not a Sprint pre-subscribea 
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 Relay 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. 

Please see Figure 65 -Overview of TRS Billing Process: 

Sprint‘ > 
Relay 

Billing Syrte 

Figure 65 - Overview of TRS Billing Process 

A FRS 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 will determine if a 
credit is due, Customer Service will process the request. Credit adjustments will appear on the 
customer’s bill within two billing cycles. f- 
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Sample Bill 
A sample bill format is shown in Figure 66 

- -  
Figure 66 -Sprint's Sample Bill 

PrefiereAees 
FRS users are also able to register their preferred billing method so that it doesn't have to be typed for 
each call. These preferences can be overriden on a per-call basis, if desired. A sample from the 
Customer Profile form bas been provided below. W 

Figure 67 -Customer Profile Preferred Billing Options 

In addition, customers can restrict the types of calls made fiom their line to avoid charges. The options 
available are presented in the figure below. 

Outdial Restrictions: 
selectone 

1 No Long DistanceCa > 800 Number I 
No International Call ) 900 Number 1 

D Marine Calls 
D 976 Number 

D Operator Assistance 

D Direaory Assistance 

Figure 68 - Customer Profile Preferred Outdial Restrictions Options 
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End User Billing for Intrastate Calls (RFP ref. 6-43 - 
Intrastate toll calls placed through the relay system and billed by or on behalf of the provider 
shall be billed to the voice or TDD caller at 50% of the provider’s rate for non-relay calls. An 
additional 10% discount (60% total discount) shall apply to ealls to or from the dual-sensory 
impaired; the provider shall develop a system for identifying such users and applying the 
discount to their ealls. Timing for timed intrastate call billing shall begin when the relay 
operator advises a party to proceed with the eall and shall not include any initial time by the 
operator to explain how relay service works. 

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- 
DED LATA toll Carrier, Sprint will continue to offer a 60 percent discount on Day, 

Evening, and Nighmeekend rates off of Sprint’s Intrastate MTS Rates for all 
VAL 

FRS users, including the dual-sensory impaired. . 

Timine for Intrastate Billing 
Sprint Relay, like all other TRS providers, does not control when the timing of intrastate call billing 
begins. F’roviding 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 first 3 minutes of TRS intrastate toll calls. This 
ensures that proper time is allowed for the CA to announce and explain Relay if needed. 

The bidder shall exphiin how its discount toll plan subseribers would be billed for relayed calls 
billed by or on behalf of the provider. For example, if a bidder offers a discount for over 3 hours 
of usage per month, the bidder should explain how a subscriber to that service would be billed 
for any relay calls made during the month. 

Sprint has read, understands and will comply. 

Currently, the majority of intrastate long distance FRS traffic is processed by Sprint. If Sprint is 
selected as the next FRS provider, FRS users will continue to enjoy the 60% discount, as well as no 
charge for the frst 3 minutes. Relay services provided by Local Exchange Carriers do not have the 
ability to offer these discounts currently enjoyed by FRS users. 
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The provider shall not charge the end user more for non-message toll relay calling than would 
be charged for the same call if billed by the end user’s local exchange or competitive local 
exchange company. The provider can accomplish this by obtaining necessary billing 
information about the end user’s local company in order to ensure that it does not bill in exeess 
of those rates (e& extended area service calls, extended calling service calls, etc.). 

In the alternative, the provider can collect necessary billing information and turn that billing 
information over to the end user’s local company so that the end user’s local company can bill 
for relay calls under the local company’s rates. If this alternative approach is taken, the 
provider shall submit the billiog information to the local company in an industry standard 
format and the provider shall incur whatever costs are required to correctly format the billing 
information so that the local company can bill the calls. 

Sprint has read, understands and will comply 

Sprint Relay does not charge users for local or non-toll calls. Sprint will continue to use an advancea 
mleage band system to determine local calling area to ensure that Relay users do not pay more than 
voice users when completing calls through TRS including local calls or from extended area plan 
subscriber locations. 

The mleage band system uses vertical and horizontal coordmates of the calling from and calling to 
numbers to calculate the distance between the two numbers. Based on the &stance calculated and 
information received from the LECs, the system software determines if the call falls within a 
predetemed mleage radius. If the call falls within the mileage radius, it is treated as local. If the call 
falls outside the mileage radius, it is treated as toll. Mileage bands cross state lines, LATAs, area code 

d.lrt-- 

4 

boundaries, and LEC territories. J 
Sprint’s mileage band database, which is updated monthly, is supplied by the company that 
administers the additions and changes of the NPA-NXX numbers in North America. 

Of the two approaches described above, the bidder should indicate how it will initially bill calls 
and the provider shall advise the contract manager whenever it changes b a g  methodologies. 

Sprint has read, understands and will comply. 

Sprint’s billing solution is in full compliance with the standards accepted by the Alliance for 
Telecommunications Industry Solutions (ATIS) titled “ATIS-0300084, Telecommunications Relay 
Service” (July 2006). Sprint supports the necessary interconnection and signaling required for carriers 
to accurately rate and bill collect calls, international calls, person-to-person calls, third-party calls, and 
calling cards.Please refer to Section 46 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. 

3 
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ling Interstate and International Calls (RFP ref. B4 
_-- r- -. ____ be required to relay interstate and internation-. __" .~_. "..=."". ". 
terminate in Florida. The provider shall not include in its bill for Florida relay service any 
charges or t i e  associated with interstate or  international calls. 

Sprint has read, understands and will comply. 

Sprint Relay will continue to interconnect fully with the international system as a part of the contract 
price. Florida consumers will he able to place calls from within Florida to any point in the world using 
7-1-1 or the designated FRS toll-free numbers; and from all points outside of Florida to any point 
within Florida, and from all points outside of the United States to Florida by dialing: 1-605-224-1837. 

Sprint will seek reimbursement for the processing of interstate and international calls from the TRS 
Interstate Fund. The minutes reimbursed through the TRS Interstate fund are listed on the FRS 
invoice as a reduction to the total minutes of service for the month. The State is not invoiced for 
minutes associated with the relaying of interstate or international calls. 

If relayed interstate or international calls are to be billed by the provider to the end user at  a 
rate higher than the rate for a non-relay call, the provider shall quote the rate to the party to he 
billed before beginning the call. The bidder should indicate how its rate for interstate and 
international calls will compare to the rate for non-relay calls and whether any discounts or 
additional charges will apply to interstate and international relay calls. 

Sprint has read, understands, and complies. 

Interstate and international calls are not hilled 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 (though, if they are a Sprint customer - there may be some plan related 
discounts applied to the call). 

Sprint will offer FRS users a 50% discount from the Message Telecommunications Services tariffed 
rates for all interstate calls. 
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Item 49 End User Selection of Carrier (RFP ref. B-45) 
The provider shall allow a caller to select an available interexchange company other than the 
provider for completion of toll calls and billing purposes. The provider must meet current and 
subsequent requirements of the Network Interconnection Interoperability forum for handling 
end user requests for a carrier other than the provider. The bidder should include a copy of the 
current standard along with its proposal and the provider shall provide to the FPSC any 
subsequent updates in the standard as soon as they are adopted. 

Sprint has read, understands and complies. 

Sprint will continue to allow FRS callers to select their preferred interexchange company for toll calls . 
As described in Item 46, Sprint ' s billing solution is in full compliance with the standards accepted by 
the Alliance for Telecommunications Industry Solutions (A TIS) titled "ATIS-0300084, 
Telecommunications Relay Service" (July 2006). Please see Attachment H for a copy of the current 
standard followed. 

Sprint was the only Interexchange Carrier (IXC) and Relay provider who had fully implemented 
Carrier-of-Choice (COC) functionally by the FCC-mandated date of July 26, 1993. On that date, 
Sprint had both the technical and operational capability to send and receive COC calls to and from 
other Relay providers. Sprint's network has the capability to permit users to select the IXC 
(lnterexchange Carrier) or LEC of their choice in accordance with State and Federal law. 

Sprint offers FRS users the option of having their intrastate, interstate, and international calls carried 
by any IXC who has agreed to participate in the Sprint COC 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. 

Outlined below is the process used by CAs to process Carrier-of-Choice calls and subsequent 
instructions to FRS callers: 

CA answers the call 

The FRS caller provides the toll-call information . 

The FRS caller provides preferred Carrier information either registered in the user database or 

for a specific call. 

If the preferred Carrier is not available, the CA informs the caller with the standard phrase: 


"I AM SORRY (carrier) DOES NOT ALLOW (billing method) (~LLS OVER THEIR 
NETWORK." 

The user may choose to have another Carrier handle the call. Sprint Relay then informs the 

unavailable Carrier of its obligation to provide access through the Relay Service. Please see 

Attachment I for a copy of Sprint's Carrier-of-Choice letter. 

The CA outdials the call utilizing the preferred Carrier. If no Carrier is specified, the call is 

carried over the Sprint network.CA relays the COC call between the caller and the called

party. 
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Outreach 
Sprint will include an explanation of COC in all appropriate FRS publications. Sprint also maintains a 
list of participating long distance caniers and shares it publicly, upon request. Cunent participating 
members of Sprint Relay's FRS Carrier-of-Choice program are : 

10-10-220 Telecom USA 

10-10-321 Telecom USA 

10-10-432 QWest 

10-10-502 WorldxChange 

10-10-636 Clear Choice 

10-10-752 EXCEL 

10-10-811 Vartec 

10-10-834 W orldxChange 

10-10-987 

AT&T 

BeliSouth Long Distance 

Broadwing Communications 

Broadwing Telecom 

CP Telecom 

CenturyTel Long Distance 

CenturyTel Solutions 

Citizens Communications 

Comcast 

Frontier Communications 

Global Crossing 

LDDS 

MCI WoridCom 

McLeod USA 

Metromedia 

OPEX LD 

SBC Long Distance 

Sprint 

TCG Minnesota Inc. 

TDS Telecom 

Verizon LD 

Wiltel 

Windstream Communications, Inc. 

Working Assets 

WoridCom 
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lltem 50 
The relay pruvider or its underlying telecommunications prb,,,=. vs  L~UUWSU -U .TSL..U -US 

toll revenues for all long distance calls billed by or on behalf of the relay provider or its 
underlying telecommunications provider. 

Sprint has read, understands, and will comply. 

Recipient of Toll Revenues (RFP ref. 846) 

Page 223 
Sprint) 



Florida RFP for Relay Services 
srmrrgnnns*n- 

U 
Page Intentionally Left Blank 

W 
Page 224 

Sprint> 



Flo ri d a 

~~ Florida RFP for Relay Services 

Item 51 Long Distance Call Billing (RFP ref. B-47) 
Operator handled calls shall be carefully supervised and disconnects made promptly. A check 
of the timing clock shall be made at least once each twenty-four (24) hours to ensure that the 
clocks are synchronized and that the time is correct. Clock deviations shall not be in excess of 12 
seconds. Bidders shall specify the record system for identifying and documenting long distance 
and toll calls for billing purposes. The record shall contain, at a minimum, the following 
information: 

a. Telephone number or credit card number to be billed (NP A-prefix-Iine number) 

b. Originating and terminating telephone number (NPA-prefix-line number) 

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) 

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 twenty-four (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), POPS (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. 

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 its internal rating system, it is packaged with Sprint's Casual Caller 
files and transmitted to the appropriate LEe. 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: 

• Telephone number or credit card number to be billed (NPA-prefix-line number) 
• Originating and terminating telephone number (NPA-prefix-line number) 
• Originating and terminating exchange name 

• Date 
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Starttime 
Call duration to the full second (the time in between start time and end time) 

Long distance calls billed to subscribers shall be listed chronologically and reflect the connect 
time of such calls based on the appropriate time zone. Bidders shall also fully describe the 
billing system and billing process that will be used, including identification of any 
subcontractors, specifc duties of the subcontractors, and how the billing record detail will be 
transmitted to the billing agent (if any). 

Sprint has read, undmtands 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 tirmng clock, which is linked to Universal Time and the Bureau of Standards tirmng 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, discountmg, and invoicing residential voice traffic 
include MPS (Message Processing System), PDPS promotion Defdtion Processing System), IF’S 
(Invoice Processing System) and EMMS (External Message Management System). 

Message Processing System (MPS) 
The purpose of MPS is to authorize and rate (including surcharges) all billable calls and prepare those 
calls for invoicing through IF’S or E M S .  These records include essential information such as call 
duration, time, phone number, etc. 

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, CaptureRTpdate, AuthonzatiodZating, 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. 

4 

Promotions Definition Processing System (PDPS) 
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 Defdtion System is used to define promotions and assign those promotions to Sprint 
customers. Promotions are designed to give customers dmonnts 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 $20 off at the account level. 

Invoice Processing System (IPS) 
IF’S is the core billing system for Sprint Long Distance customers. The purpose of IF’S is to calculate 
total charges and any applicable discounts for each customer invoice. Additionally, IF’S mII 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 &om multiple systems, includmg customer and transaction processing 
systems, combines this information with data provided by an external tables system, and creates 4 
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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. 

External Message Management System (EMMS) 
The purpose of EMMS is to bill for any Casual Caller haffic. A casual call is identified in MF’S 
through the ‘authorization’ step. EMMS processes CDRs for distribution to Local Exchange Carriers 
(LECs), foreign Postal Telegraph and Telegraph companies (PTT) 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. 

n 
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Special Needs (RFP ref. 8-48) 
= ~ .  ._der is not required to provide  spec^ ~ eeds services. However, consideration will bt 

given for additional evaluation points for proposals that include Special Need services (beyond 
any other services for basic relay deseribed elsewhere in their RFP) as a part of the basic relay 
service. 

Sprint has read, understands and will comply. 

Special Needs is defmed as limiting factors of a physical or literacy nature that preclude a 
person who is hearing, speech or dual-sensory (both hearing and visually impaired) disabled 
from using basic relay service. Special Needs includes: (1) physical limitations, either temporary 
or permanent, which preclude use of a TDD with or without adaptations for persons with 
manual dexterity limitations (e.&, paralysis, severe arthritis, broken fingers) and (2) markedly 
limited ability either to read or write English or Spanish which precludes the user from being 
able to use the relay service. (It should be understood that relay service does not include 
translation from one language to another for the Special Needs population or for any other 
consumers.) Special Needs does not include (1) unavailability of telephone service at the caller's 
home or business, (2) inability to communicate in either English or Spanish (Le., where caller 
can only communicate in a language other than English or Spanish), or (3) handling complex 
calls (e+, intervening in a call with 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. 

There are more Deaf and Hard-of-Hearing individuals working at Sprint Relay than for any other TRS 
Provider. Sprint employs dozens of Deaf and Hard-of-Hearing individuals in Supervisory and 
Managerial positions within the Program Management, Sales Management, and Product Development 
groups. Deaf and Hard-of-Hearing employees make up workforce, including CAS who are Blind and 
who rely on Braille display boards to relay typed text. 

Below is an article which appeared in the Independence Examiner regarding a Blind Sprint Relay 
employee who was named the National Business and Disability Council's employee of the year. 
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I Sprint Relay employee honored 

By James Dornbrook 
The Examiner 

George Littlejohn of Independence is a nationwide example of how clearly a person can see life, without seeing anything at 

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 ofthe 
year. This feat is even more impressive considering Littlejohn has been completely blind from birth. 

'"When I leamed about the award, I was elated. Not only for me, but for Sprint, because they gave me a chance when other 
people thought I couldn't do anything. Sprint has been a real champion tbc me," Littlejohn said. '"1 dm'l want to call myself 
disabled, because I'm not. I'm just slightly handicapped But Sprint has always been supportive and made sure I have 
everything I need." 

Littlejohn is a graduate of the University of North Carolina and started working for the Sprint Relay Center in that state 
about IO years ago. He WBS 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 the hearing-impaired person and also reads the responses being typed back to the person 
on the other 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 here through the eyes of a blind person, because that's 
what I am. 

"People have gone out of their way to make sure I have an opportunity to contribute and that's all I've ever wanted was an 
opportunity. What you make of the opportunity is on you. So this is my way of giving hack to another community. where 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 helps Littlejohn read a complicated computer screen by converting the information into Braille, which 
can he read with his fingertips on a small strip along the bottom of a computer keyboard. 

With help from the ALVA board, Littlejohn has hit the ground running hard. His manager Mary Ann Ingolia-Dry said 
Linlejahn has B can-do spirit that is contagious to everyone around him. 

"It doesn't matter what it is, he can and will do it. He's an incredibly positive person and a tremendous 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 know that not only my peers, but my superiors at work, think ofme 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 work area, to share it with everyone else in the building, saying his co-workers are 
equally as deserving of the award. 

To reach James Dornbrook e-mail james.dombrook@examiner.net or call (816) 350-6322. 
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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. 

Awards 
Sprint has been recognized by numerous organizations for its commitment to the employment of 
persons with disabilities and for its diversity: 

The Ability Magazine- awarded Sprint with a “Best Practices Award 201 1” for its innovative 
implementation of Video Relay Service (VRS) and for its spirit of inclusion, both in the 
workplace and in the consumer marketplace. 
Sprint named to DiversityInc.’s Top 25 Notable Companies for Diversity in 2009 
The National Business & 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.” 

4 Easter Seals - 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. 
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. 
The Deaf and Hard of Hearing Service Center (DHHSC) - at its 20th Anniversary Gala 
selected and awarded Sprint Relay as the Corporate Supporter for VACCDHHSC. Sprint is 
the sole winner of this “Corporate Supporter Award” and along with other individual awardees 
will be achowledged 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. 

+ 

wireless Equipment 
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, people with Speech Disabilities, Blind, 
Visually-Impaired, Physically-Disabled, and Cognitively-Disabled customers. Examples of 
accessibility features include tactile marking of the “5” key, large font display, vibrating ringer, one- 
touch dialing, etc. 

Sprint has also worked closely with manufacturers to introduce several phones with voice output that 
enable Blind and Visually-Disabled customers with greater access to wireless telecommunications. 
The Google Android Market, included with many of the new Sprint mobile devices, allows developers 
to submit a variety of applications for these consumers, such as voice dialing and voice search. 

Wireless Services 
In June 2011, Sprint expanded responsibilities to the dedicated team of Care representatives to assist 
Deaf, Hard of Hearing, and People with Speech Disabilities. Blind/Low Vision consumers may 
connect by calling 855-885-7568. 

P 
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Hearing Aid Use with Sprint Mobile Devices 
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 (e.g., 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. For 
a listing of the HAC ratings, go to http ://www.sprint.comllandings/acccssibility/hearingaid.htmi. 

Alternate Format Materials 
Sprint Mobile Device 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 mobile device 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- Sprint is proud to offer to qualifying BlindVisually-Disabled and 
physically Disabled customers unlimited free Directory Assistance calls. 

The bidder shall describe what steps will be taken to provide telecommunications assistance to 
persons with hearing, speech and dual-sensory impairments who have special needs. This 
description shall include the types of services that would be provided, the prices to end users (if 
any) for those services, how those services would operationally be provided, how parties other 
than the provider would be involved in providing Special Needs services and how the provider 
would assure that those parties would fulfill their portion of the service obligation. 

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 

Sprint IP 

Deaf/Blind Pacing - Variable Typing Speed 

Sprint Relay Conference Captioning 


RELAY PRODUCTS AND FEATURES 

DeafBlind Service (DBS) 
Sprint's DBS Pacing feature is designed to allow the CA to type at a 
normal pace. The CA's text is then transmitted to the DBS user at a 
pace that is comfortable for the DBS user. The text is presented at a rate 
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of speed that is slow and steady with no bursts of text streams. 

Sprint's default rate is 15 wpm and the minimum rate of speed is 10 wpm. The CA has the ability to 
increase the transmission speed in increments of five (5) words per minute. This means that customers 
can request 10, 15, 20, 25, 30, 35,40,45, 50, 55 and 60 wpm transmission speeds. The transmission 
speed is visible to the CA so that the CA can identify the current transmission rate and provide that 
information to the customer, upon request. 

If a customer has registered a preferred speed in the Customer Profile, the CA will ensure that 
transmissions occur at that speed. If at any time during the call the DBS user indicates that the 
transmission is either too fast or too slow, the CA have the ability to increase or decrease the 
transmission speed appropriately. 

Sprint CA have the ability to test different speeds at the request of the DBS user to ensure the 
transmission speed most closely meets the needs of the user. Sprint CAs start at the lowest 
transmission speed and then can test various speeds with the user. Once the transmission speed is 
modified, the CA presses a hot key which transmits the following message to the customer: "(IS THIS 
SPEED ACCEPTABLE Q GA)" or in Spanish, "(ESTA VELOCIDAD ES ACEPTABLE Q GA)" 

Although originally developed for users who are Deaf-Blind, Sprint has found this feature to be 
extremely popular with standard TRS and VCO users who find it helpful to review text at a slower 
rate. Many of our FRS customers have "30 WPM" in their "Call Notes" for the CA to set prior to 
every call. Sprint's Pacing feature is available to FRS text users including TTY, VCO, and HCO. This 
feature is available in both English and Spanish. 

Speech to Speech 
Sprint was the first Relay provider to offer Speech-to-Speech (STS) trials. Since that time, Sprint has 
expanded the STS service to offer even greater functionality aimed at assisting users with special 
needs including the following: 

Speed Dial Numbers 

STS Email Call Set Up 

STS Contact Information 

STS Message Retention 

STS Voice Carry Over 


Please see Item 28 for additional information on these services. 

OUTREACH SUPPORT TO INDIVIDUALS WITH SPECIALS NEEDS 

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 CapTe\. Specific marketing materials will be designed to increase public awareness of 
VCO and CapTel Services. In ensuring that senior citizens will be receiving information on Florida 
Relay Services, Sprint will work with the following organizations and agencies: 
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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. Hearing Loss Association of 
America, Alexander Graham Bell Association, Florida Association of the Deaf, Association of 
Late Deafened Adults, etc.). 

Sprint, in partnership with FTRl, will provide greater awareness about Florida Relay by informing 
Florida residents of upcoming and innovative Relay technologies. Sprint will target the following 
Relay consumer populations: 

• 	 Deaf 
• 	 Hard-of-Hearing (VCO users) 
• 	 People with Speech Disabilities (HCO users) 
• 	 Late-Deafened Adults 
• 	 Parents of Deaf, Hard-of-Hearing, and Children with Speech Disabilities 
• 	 Senior Citizens 


Veterans 

• 	 Speech-to-Speech users (STS) 
• 	 Florida businesses 
• 	 Florida state agencies 


Hospitals 

• 	 Hearing individuals 
• 	 Florida Public Schools - Elementary, Middle and High School students 
• 	 Other potential users of Florida Relay with/without 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 voicemail systems 
Procedures on dialing 9-1-1 direct in the event of an emergency 
Instructions on accessing Florida Relay through pay phones 
F AQs related to common issues encountered by Relay users 
Education of the community on the relationship between the FPSC, FTRl, and the Florida 
Relay provider 
Contact information for the Program Manager 

Conventions/Conferences 
Sponsors, supports and attends many local and national meetings, conventions, conferences and 
trade shows 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 FTRl, Florida 
Association of the Deaf, Florida School for the Deaf and Blind, Florida's Hearing Loss Association of 
America Chapter 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) 
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Relay Services to enable People with Speech Disabilities customers to use their voice with assistance 
from a CA to communicate through Florida Relay. 

The Florida Program 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 


Internet-Based Relay Services 
Video Relay Service (VRS) and Sprint IP Relay 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 of consumer choice for Relay users. 

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, Tactile Interpreters and Real
Time Captioners. Additionally, promotional materials are made available in standard Braille, large 
print and Spanish. 

RESEARCH AND SUPPORT 

Sprint supports 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. Sprint recently made a generous 
donation to Gallaudet University to fund a multipurpose room in its new student activities Center; as 
well as providing Video Conferencing facilities at both Gallaudet University and the National 
Technical Institute for the Deaf (NTID) at the Rochester Institute of Technology. 

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. 

COMMUNICATION ACCESS 

Sprint could not recruit and retain the number of employees who are Deaf, Hard-of-Hearing, People 
with Speech Disabilities 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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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 V ideo cameras 
• 	 Video phones 
• 	 Video conferencing capabilities 

• 	 TTYs 
• 	 Portable telephone amplifiers 
• 	 Sprint wireless phones 
• 	 Captioned Telephones (CapTel) 
• 	 Video Relay Service 
• 	 Sprint IP 
• 	 E-mail, voice mail, fax 
• 	 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) 
• 	 Relay Conference Captioning (RCC) 
• 	 Sign Language Interpreters 
• 	 American Sign Language (ASL) 

Sprint also employs numerous individuals who are not Deaf, Hard-of-Hearing or Speech-Disabled but, 
who 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. 
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Item 53 Unsolicited Features in Basic Relay Service (RFP ref. B-49) 
The provider will not be required to provide unsolicited features in its basic relay service. 
However, consideration will be given for additional evaluation points for proposals that include 
unsolicited features. The cost to the state for these unsolicited features must be included within 
the basic relay service price proposal. 

Any additional features not described elsewhere in the RFP, and which the bidder is including in 
its basic relay service and price proposal, which a bidder would like to propose should be fully 
described indicating how the feature would work, how it would improve the system, which users 
would benefit from the feature and any other information which would allow the FPSC and 
PRC to evaluate the feature. Examples might include features such as: (a) video interpreting; 
use of speech synthesis equipment instead of a CA to convert text to speech; use of voice 
recognition equipment instead of a CA to convert speech to text; (b) enhanced transmission 
speed, etc. 

Sprint has read, understands and complies. 

Sprint offers several unsolicited features as a part of the Basic Relay Service, including the following: 

Trial of "Fast Relay" CapTel 

Wireless Equipment and Services Trial 

Florida Relay Wireless Application 

Relay Conference Captioning (up to 10,000 minutes a year) 

Independent, Third-Party Auditing 

Speech-to-Speech Enhancements 

TRS Enhancements 


"Fast Relay" CapTel Trial 

Sprint has conducted much research into desired CapTel enhancements. Several Contract 
Administrators and CapTel users have expressed a desire to receive captions more 
quickly, without CA error correction that can slow down the call. As the first and only 
Florida CapTel provider, Sprint is the perfect partner to implement a trial of "Fast 

RelaylNo Corrections CapTel" service. The goal of this trial will be to determine if this type of 
CapTel service fits CapTel users' communication needs. 

Sprint's initial feedback indicates that there are at least two different user groups. One is that wants 
the captions to be received as quickly as possible and one group that would like them as accurate as 
possible. This trial will allow Sprint to assess the success of a CapTel service that focuses primarily 
on speed. 

At no additional cost to the State, (other than the CapTel price per minute), "Fast Relay" position(s) 
will be established for Florida CapTel users and they will be allowed to set their service for the fast 
service. CTI will make the technological changes required to offer this specialized service and Sprint 
will provide the Marketing and Reporting. 

In order to gather valuable information and feedback regarding the service, Sprint suggests limiting 
the initial trial to a group of registered participants who meet the following requirements: 
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reside in Florida 

have a hearing loss 

be an experienced CapTel user with access to a CapTel Phone 

have telephone access 

be willing to share feedback on a monthly basis or as requested during the trial 


Comprehensive training will be provided to the gated CapTel CAs participating in the Fast Relay trial. 

Sprint will develop reporting for the trial. Sprint will collect and share the number of participants, 
feedback and other mutually agreed upon data on a monthly basis. Also within two months of the 
conclusion of the trial period, Sprint will provide the FPSC and Advisory Board with a Final Report 
on the trial that will include the following infonnation: 

• 	 An executive summary 
• 	 A summary of the monthly reports including trial period totals for each metric measured 

monthly 
• 	 Details of the issues or problems that arose during the course of the trial and how they 

were mitigated 
• 	 Details of all issues that would require further consideration or investigation in preparation 

for any permanent service 
• 	 A forecast of likely uptake by users potential costs if Fast CapTel was to be made a 

permanent service for Florida 
• 	 Sprint's recommendations to the FPSC as a result of undertaking the Fast CapTel Service 

trial on whether the FPSC should institute a pennanent service (and associated cost, if 
applicable) 

• 	 Any other information that Sprint considers relevant to the FPSC's assessment of whether 
or not to introduce a permanent service. 

Sprint understands that the sole reimbursement for the Fast CapTel Service Trial will be the per
minute reimbursement provided by both the state of Florida and the TRS fund (interstate CapTel 
minutes) . The Fast CapTel Trial service will be a variation of CapTel service that is fully compliant 
with the FCC Captioned Telephone requirements. 

Wireless Trial 

If awarded contract, Sprint will work closely with FTRI as the State's Equipment 
Distribution provider to offer a free wireless trial and focus group. Sprint's trial will include 
wireless devices, wireless services and applications designed to promote communication for 
individuals who are Deaf, Hard of Hearing, Deaf-blind or have a Speech Disability. All 

information gathered by users will be coordinated and shared with the FPSC, as well. 

Sprint is a clear industry leader in 4G. We have made significant 
Experience 4G investments in resources, research and development all geared to 

bringing best in industry-leading 4G solutions to business customers 
and consumers early. Sprint is committed to addressing the full scope of operator deployment needs 
and user demands. Our experience in wireless broadband and heritage in mobile communications 
uniquely positions Sprint to deliver high-speed and low-cost mobile connections to the Internet. 
Sprint offers a nearly two-year head start on any other national carrier, Sprint 4G currently covers over 
70 U.S . markets, including the following areas in Florida : 
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Daytona Beach 
Jacksonville 
Miami 
Orlando 
Tampa 

Florida Relay Wireless Application 

As more and more customers desire mobile applications, Sprint is poised to offer the latest 
technology for FRS users: a custom Florida Relay IP application for mobile users with an 
Android phone. This easy-to-use application brings distinctive benefits including the 
following: 

Savings to the State: As these calls are classified as "internet-based," the minutes associated 

with this application will be billed to the TRS fund, rather than the State. 

Network Flexibility: The Florida Relay application will be available using a data connection 

on 3G, 4G or WiFi. 

Multiple Handsets: Some providers require users to purchase a specific handset designed for 

one application; the 711 Wireless Application will be available to many handsets operating on 

Android platform. 

Affordable: The 711 Application will be available free-of-charge to end users. In addition, 

Sprint offers a discounted, data-only plan for Deaf and Hard of Hearing users. 


Log-in... Dialing... Conversations... 
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Sample Screenshots of Florida Relay Wireless IP Application 
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Phones Available 
The Florida Relay application will be available on a wide range of handsets, including the following: 

H HTCEVO4G 
H Samsnng Epic 4G 
H HTCShift 
H KyoceraEcho 
H NexusS 
H LGOptimusS 
H SanyoZio 

Calling Features 
The Florida Relay application will allow FRS users to connect to Relay, Customer Service, and 
Emergency calling (through Relay). The Florida Relay application will also include many advanced 
calling features for FRS customers including the following: 

H Customize the screen by changing the font (size and colour) of conversations, 
H Quickly access contacts using the phone address book 
H Ability to save conversations and view call history 
H Accessible in more places (access available using 3G, 4G, or Wi-Fi wireless connections) 

In addition, each user of the Florida Relay application will be assigned a ten-digit phone number. Any 
calls to this phone number will be sent to the device. 

0 
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I conversation: 

Sample Florida Relay Application Flyer 

Relav Conferenee Caotioninp 
Sprint is proud to offer the State up to 10,000 minutes annually of Sprint Relay 

VAL DE0 Conference captioningsM (RCC) Service.  his service was initiay offered 
during the current contract for a limited duration. This servcie appeals to a 

small group of Deaf, Hard-of-Hearing, and Speech-disabled professionals who routinely participate on 
conference calls. With the new contract, Sprint proposed offering the service through the entire 
contract with an amount of minutes adequate to cover the previous demand. 

As an movator of total Relay solutions, Sprint understands that technology greatly enhances the lives 
of people with disabilities. Whether the call is personal, business or fmc ia l ,  Deaf and Hard-of- 
Hearing individuals can now fully participate in multi-party conference calls with Sprint RCC Service. 
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SM . Sprint Relay Conference Captioning mcorporates the very latest in internet text streaming 
technology along with proven captioning technology. Sprint RCC Communication Assistants (CAS) 
use Stenocaptioning equipment to keystroke the words as they are spoken. This method of 
Stenocaptioning, similar to court captioning, allows real-time CAs the ability to caption up to 250 
words per minute with amazing accuracy. For conference calling, Sprint RCC achieves 98.5% 
accuracy, or better. 

Sprint Relay Conference Captiotlmps" offers: 

Increased understanding of meeting discussions. 
Immediate delivery of live captioning 
The ability to join in conference calls anywhere there's an Jnternet-connected computer. 
High speed access is not required. 

Shorter calls than with traditional Relay Service 
No special software is required. 

- 

I Text transcript upon request 

To use Sprint RCC, the RCC user simply logs on to the website and enters a PIN. The CA relays the 
text via the internet. In the same manner as a traditional TTY Relay call, the RCC user types their 
conversation and the CA reads the message into the conference call, as demonstrated in the figure 
below. 

J 
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Hours of Operation & Scheduling 
Sprint’s partner in this service, Caption Colorado employs a staff of over 100 real-time Captioners to 
function as CAS to deliver live, real-time text streamed to any Intemet-connected computer. Sprint 
RCCSM guarantees technical and captioning support for conference calls with 48-hour advance notice. 
For events with less notice, Sprint cannot guarantee coverage but will attempt to accommodate the 
request. 

Currently, all Sprint RCCsM calls are scheduled using the online ordering system. To order, the RCC 
user completes two s t e p o  

Step 1 - Arrange for a conference call or conference bridge number with their telecom services 
provider. Sprint RCC does not provide conference bridge call in numbers, only the Relay portion of 
the call. 

Step 2 - Complete a one page online ordering form that includes the date, time, conference bridge 
information, and contact information. An example of the ordering page is highlighted in figure 57 
below. 

-. I - 
*-*-.a -- 

,%.!e% ! S I  
... .. . ~ ~ . .  ~ ~ ~ ~~ J 

n ~~~ 

T - R W  -u 
=:I--- 
h-m.*- - ~~~~~ 

.- 
.-e-.- 

Figure 69 - Example Scheduling Screenshot 
Once service is requested, E-mail verification will be sent to confirm the request has been received and 
a Personal Identification Number (PIN) will be assigned. At the time of the call, the RCC user will 
log onto the wehsite and enter the PIN to view the text portion of the call. 

Service Reliability 
As with all of our TRS products, Sprint RCC meets rigorous reliability standards. Each CA works 
remotely from each other and therefore real-time CAS are not subject to the same electrical, ISP, 
telephone, and facility challenges that another CA may be experiencing. 

When one Sprint RCC CA is unable to perform an assignment, a 24 hour-per-day scheduling staff 
immediately reassigns the job to another CA standing-by. 
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Call ConJidentiality 
Sprint RCC CAS, staff, management, and supervisory teams operate under the FCC, Sprint Relay, and 
Caption Colorado company standards to maintain confidentiality. All CAS are required to sign and 
adhere to the Relay confidentiality agreement.. Unless compelled under lawful order, no customer 
information or data obtained in the provision of the service will bet sold, distributed, shared, or 
revealed in any way. 

Call Transcripts 
One benefit of the Sprint RCC Service is that, if requested, each relayed call can generate a full 
conference call transcript. In order to ensure confidentiality, the RCC user scheduling the service must 
indicate prior to the start of an event if the transcript should be available. If so, the RCC user may 
grant participants of the call permission to view the transcript and/or to save the transcript to their 
individual computers. Meeting transcripts can be immediately saved after a call and e-mailed to 
attending and absent participants and documentation of the conversation can be maintained for 
company and regulatory needs. 

Call Length & Qaantig 
There will be no l i t  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. Sprint RCCSM will 
support any length of call that occurs during the specified hours of operation, to be determined. 

Sprint and Caption Colorado have determined that Sprint RCCSM CAS are able to effectively support 
events up to 1 % hours without diminished accuracy. A process has been developed that allows the 
RCC CA to hand-off live calls to a relief CA for extended calls. This technology permits CA hand-off 
without disruption or intenuption to the captioned event. Using proprietary software, the real-time CA 
will caption a call and the scheduling system will arrange for a back-up real-time CA 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. 

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 stringent guidelines. 

There is a dedicated team of recruitment and training specialists that work to help a real-time 
Captioner meet the standards we have established. Once a real-time Captioner meets speed and 
accuracy targets, they are selectively assigned projects and our vendor's training staff reviews each 
completed work and compares to the targets. As real-time Captioners continue to meet and exceed 
expectations, they are placed on a less frequent inspection schedule. RCC training plans are available 
upon request. 

Sprint Relay Conference Cuptionin2M Qualip Assurance Program 
The cornerstone of the RCC Quality Assurance Program is reflected in the following components of a 
plan designed to aid, support and encourage CAS in providing the highest quality captioning and 
service for our customers. 

4 
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Clearly specified quality and performance standards for Sprint RCC CAs 
Clearly specified company captioning procedures and policies 
Training, mentoring and support system 
Standard and special training for all Sprint RCC CAs as needed 
Forum 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 Sprint RCC CAs 

Customer Feedback 
Below are corrunents from RCC users (specific identifying information has been removed): 

"I AM ABSOLUTELY DELIGHTED WITH THE AVAILABILITY OF FEDERAL RELA Y 

CONFERENCE CAPTIONING. THE NEAR REAL-TIME ACCURACY GIVES ME 

CONFIDENCE TO SPEAK UP IN CONFERENCE CALLS THAT I COULD NEVER HAVE 

HAD WITHOUT THIS TYPE OF SUPPORT. THIS IS A REAL BOON IN PRODUCTIVITY 

FOR HARD OF HEARING EMPLOYEES WHO NEED TO PARTICIPATE IN 

TELECONFERENCES REGULARLY." 

"THIS WAS OUR FIRST TIME USING THIS SERVICE AND FRANKLY, WE WEREN'T 

SURE WHAT TO EXPECT. THE PROCESS WAS QUICK AND EASY TO USE AND THEY 

DID A GREAT JOB DESPITE OUR CONFUSING LANGUAGE, NUMEROUS ACRONYMS 

AND FREQUENT FUMBLING WITH THE MICROPHONE. THANKS FOR PROVIDING 

THIS GREAT SERVICE." 

"I WANT TO THANK YOU SO MUCH FOR YOUR CLOSED CAPTION RELAY SERVICE. I 
HAVE USED IT SEVERAL TIMES AND IT'S REALLY WONDERFUL TO HAVE THIS 

SERVICE." 

Independent Quality Assurance Auditing 

As discussed in Section 11, Sprint will continue to engage a third-party auditor 
VA LU E A D DE D on a quarterly basis to evaluate Sprint's compliance with key performance 'e'indicators, such as CA typing speed and accuracy. Results of reports will be 

shared with the FPSC and FTRl. 
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Speech-to-Speech Enhancements 

Speech-to-Speech (STS) users are often overlooked by many providers. Sprint 
VALUE ADDED is excited to announce the availability of many new features and enhancements 

for STS users in Florida including the following: 

Dedicated STS Customer Support: In 20 10, Sprint launched the website 
www.SprinlSTS.c m to educate users on the availability and benefits of Speech-to-Speech 
Relay. Sprint will also offer a dedicated 2417/365 STS Customer Service toll-free number as 
well as a STS Customer Service email address to specifically address questions and concerns 
related to STS. 
STS Message Retention: Sprint allows STS customers to dictate the first message to be read 
to the called party. If the called party is unavailable (e.g. busy signal, no answer), the STS 
user may request that this message is retained up to 24 hours. During this time period, the 
STS user can redial Florida Relay STS and request that the call be attempted without delay. 
At the end of 24 hours, the message is automatically deleted from the Customer's Profile. 
STS Email Call Set Up: Sprint launched a STS enhancement for its customers in New 
Zealand and anticipates bringing this enhancement to the United States during 20 II. This 
enhancement allows STS users to email call information before initiating the call including the 
number to be dialed, who the STS user wants to speak to, any special instructions and subject 
of the call, or anything that makes it easier for the STS user to complete the call. This feature 
cannot be used to request a specific CA, schedule a STS call or be used in lieu of placing a 
live call. 
STS Contact Numbers: Communicating telephone numbers may be difficult for some STS 
users . This feature allows STS users to simply advise friends, family and others to dial 7-1-1 
to reach them. Once connected, the person can simply provide the STS user's name to the 
STS CA. The STS CA will use the STS user ' s profile information provided for this purpose to 
connect to the STS user based on the registered STS user's hours and days of availability. In 
this manner the inbound caller can be connected with the STS user at their location. 

Enhancements to the Traditional TRS Service 

Sprint offers many features and enhancements above the minimum TRS requirements. A list of 
standard and enhanced features for the TRS service has been provided as Attachment 1. Highlights 
include the following: 

Enhanced Customer Profile: Sprint has expanded the TRS Customer Profile to allow a 
comprehensive set of options for each customer to customize his or her call. These 
preferences can be accessed from any FRS number or through Sprint IP. 
Enhanced Turbo Code (E-Turbo): Sprint is the only provider to offer TTY customers the 
option to store and send dialing information, call handling preferences and enhanced 
transmission speeds with specially designed TTYs. 
Automated Pacing for Deaf-blind users: Sprint provides the most comprehensive solution 
for Deaf-blind users with the ability to customize the speed in which transmission from the 
CA is received (in increments of five words per minute) . This feature can be stored in the 
Customer' s Profile or requested on a per-call basis. The reduced typing speed feature may be 
utilized by TTY and YCO customers as well. 

Future Enhancements 

Sprint has a dedicated Product Development team who is constantly working on new and improved 
services for our customers. Items that have been evaluated or are under current investigation include 
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STS with video support, speech-to-text technology for TRS calls and additional wireless access for 
Sprint’s relay products and services. 
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FPSC Optional Services Not Included in Bi 

The services listed in paragraphs 51 through 54 are optional services and will not receive 
evaluation points for the purposes of determining which bidder will he selected to provide relay 
serviee. However, once a provider is selected, the FPSC will determine which of the services, if 
any, it may wish to add to the basic relay service and negotiate the conditions under which these 
optional services may be offered. If a bidder offers a service in this section and the FPSC 
chooses to purchase the service, the provider must provide the service. 

For each item, the bidder should include the price per billable minute (or other basis) which it 
would charge for the purchase of the optional service over and above the price for basic relay 
service. The price per billable minute (or other basis) should be listed separately in the price 
proposal. The proposal should also indicate how each feature would work, how it would 
improve the system, which users would benefit from the feature, any direct charges that would 
he billed to the user, and any other information that would allow the FPSC to evaluate the 
feature. 

Sprint has read, understands and will comply. 

Relay Conference Captioning (RCC) 
Sprint is excited to offer up to 10,000 minutes annually of RCC for FRS users at no additional cost to 
the State, per the terms outlines in the F’ncing Proposal. After the number of annual minutes has been 
reached, the FPSC may elect to incorporate SRCC as a feature of FRS at pricing offered under 
separate cover or elect to turn the service off for the remainder of the year. For a full description of 
SRCC, please review Unsolicited Features in Basic Relay Service, Item 49. 

Please see Pricing options for this service in the Pnce Proposal, under separate cover. 
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Item 55 Customer Calling Type Services (RFP ref. 8-51) 
The provider will not be required to provide custom calling type services such as Call Trace 
unless required for certification by the FCC. Call Trace is a feature which would allow the 
caller to dial the relay center and have the CA provide the number of the last call made to the 
caller via relay. 

The proposed charge to the Administrator for custom calling service should be separately stated 
in the price proposal. 

The bidder shall explain how a user could receive custom calling functionalities in conjunction 
with a relayed call. The bidder shall also indicate what additional cost would apply to the relay 
user, if any. If no separate charge to the relay user is stated, it will be assumed there is no 
separate charge. 

Sprint has read, understands and will comply. 

Sprint continually works to provide greater functional equivalency for relay users . Sprint will handle 
any type of call normally provided by common carriers. Sprint will continue to work in conjunction 
with the Local Exchange Enhanced Services to provide additional functionality for Relay users . 

Sprint continuously works to provide greater functional equivalency for Relay users . Sprint has a 
history of implementing enhanced calling features to the States we serve. Routine upgrades to the 
Sprint TRS platform have been made without passing these costs on to the States. 

The following are enhanced Service offerings that are currently available through Sprint Relay Service 
at no additional cost to the user than those charges that may be applied by the LEC: 

Call Release 

Frequently Dialed Numbers (Speed Dialing) 

Three-Way Calling 

Last Number Redial 

Call Forwarding 

Call Waiting 

Conference Calling 


Call Release 
In compliance with FCC regulations, Sprint offers TTY Call Release, also known as TTY -to-TTY call 
set-up. When a TTY user calls another TTY through a business switchboard, automated voice 
response unit or the call is answered by a TTY, the CA will follow the customer's instructions in 
setting up the call between the two users. Once the CA has both TTY parties on line, the CA releases 
the call and the conversation is removed from the CA's screen, ensuring confidentiality. TTY callers 
are then able to conduct a conversation with their called party (TTY) without an intermedialY 
remaining on the line. Sprint adheres to 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 relay call and is no longer subject to the per-minute 
reimbursement. 

Speed Dialing Functionality 
Frequently Dialed Numbers, also referred to as Speed Dial, allow TRS users to store up to 30 
frequently called telephone numbers in their customer profile. 
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When the customer calls into the center, they can either provide the CA the name associated with that 
number instead of the entire 10-digit number. The Frequently Dialed Numbers feature is a standard 
feature of the Customer Database. 

UNLIKE SOME RELAY PROVIDERS, SPRMT DOES NOT LIMIT THE NUMBER OF 
SPEED DIAL ENTRIES TO TEN. 

Three-way Calling 
In compliance with the FCC Order released on June 17, 2003, Sprint provides three-way calling 
capability, in which the voice or STS relay users through TRS (if the customer bas purchased this 
feature from hisher LEC) can use this feature to either tie the third party directly into the conversation 
or to tie the third party in by making a second call to the relay center. 

Last Number Redial 
Relay users may use Last Number Redial to access the last number they dialed through Florida Relay. 
The database application allows the user to call the last person dialed through the relay network 
without having to provide the telephone number to the CA. The relay user may simply instruct the CA 
to call the last number dialed by typing “LNR” for “Last Number Redial.” Last Number Redial (LNR) 
is a standard feature of the Customer Database. 

Call Forwarding 
Customers being called through Relay will be able to use Call Forwarding in the same manner that 
they currently do. They can also use advanced Call Forwarding and Call Screening features since 
Sprint passes the actual number of the calling party in Caller ID. This permits the called party to treat 
the call as if it was dialed direct and utilize any Call Forwarding or Call Screening option that is 
desired. 

Call Waiting 
With LEC-offered Call Waiting, because a tone signifies an lncoming call, only the voice caller can be 
alerted to an lncoming call. The voice caller must tell the CA that they have a call waiting. The CA 
can then inform the TTY party to hold until the voice caller returns to the line. Upon completion of 
LEC-engineered network enhancements that will allow both the caller and the called party to “hear” 
the incomng call signaling tone, voice users will no longer need to inform the CA when they have a 
call waiting. 

Basic Conference Calling 
Sprint has the capability to support conference calling. When a relay user calls into a conference call, 
the CA will verify that all participants of the conference call are familiar w th  relay and will ask each 
person to identify themselves pnor to speahg.  The CA will attempt to process the call as normal and 
capture verbatim all conversation held in the conference call. With the complex nature of conference 
calls, this is sometimes challenging. If the CA does not capture everything, the CA will inform the 
relay user and follow the relay user mstruchons. 

Calling Features Not Currentlv Suooorted 
Spnnt will contmue to explore enhanced calling features such as Call Trace for possible apphcations 
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 mfferent cost 
structure, Sprint will negotiate an appropriate pnce with the State. Y 
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Item 56 Video Relay (RFP ref. 8-52) 
The provider is not required to provide video relay service unless required for certification by 
the FCC. The bidder should explain how it will provide and bill relay service users for video 
relay service. If this service is provided, before completing the call, the CA shall advise the 
caller of any charge for the call. 

Video Relay Service 

While VRS is currently reimbursed through the TRS Fund, Sprint is ready and able to provide these 
products to the State at such time jurisdiction migrates . Sprint VRS has always stood for teclmological 
innovation, exceptional customer service delivery and creative marketing initiatives. Sprint continues 
that tradition by offering 'Sprint Video 4G" software for VRS and point-to-point video calls. 

00"'- UNE SUPPORT 

CONFIGUIlATlON 

A AND II ,/" 3-WAY 
,/ VIDEO 

,;/ 
SELF VIEW 

VlDEO 

PRlVACY 

STOP 

Sample Video 4G Software Screenshots 

Sprint VRS is an efficient, cost-effective Relay service offering the highest quality and customer 
experience including: 

24 hour a dayl7 days a week/365 days a year including holidays. 

Meets and exceeds the FCC minimum standard for the Speed of answer requirement to answer 

80 percent of all VRS calls within 120 seconds. Sprint routinely exceeds this requirement and 

answers calls within 17-20 seconds on average. Sprint measures ASA for VRS using the same 

method and calculations that are used for all other types of Relay. 

No limits on length or number of calls placed. 

Confidential treatment of information. 


Sprint VRS History 
Sprint has a rich history of providing Video Relay services including: 
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In 1995, Sprint worked with the State of Texas to first introduce the concept of Video Relay 
Service (VRS) and implemented a one-month trial ofVRS. 
In 2001, the State of Texas entered into an agreement with Sprint to provide Video Relay 
Service to the residents of Texas before nationwide service was funded by the Interstate TRS 
fund . 
In 2002, Sprint teamed with CSD, the nation's largest non-profit Deaf organization, to launch 
the first nationwide Video Relay Service. Sprint understands that consumers have a choice 
when selecting VRS. 
In 2003 , Telecommunications for the Deaf, Inc . (TDI) awarded Sprint and their VRS provider 
the Robert Weitbrecht Award for our pioneering efforts in Video Relay services. 
In 2004, Sprint launched the first VRS contract with the Federal goverrunent to provide 
customized Video Relay Service to its employees and retirees. On November I, 2005 , Sprint 
began offering VRS 24 hours-a-day, 7 days-a-week. This action took place a full two months 
prior to the FCC mandate regarding VRS hours of operation. 
In 2006, Sprint launched personal 800 numbers for VRS customers (also known as 
MySprintVRS numbers). 
In 2007, Sprint launched a new partnership and service with new VRS provider to provide 
enhanced video quality, professional Video Interpreters and a carrier class network. 
In 2009, Sprint launches the first fully functional wireless VRS service through Sprint Video 
4G. 
In 2011, Sprint launches the Sprint Mobile VRS (SMVRS) on a handheld device. 

How VRS Works 
Unlike other TRS Vendors, who have recently attempted to sell or discontinue their VRS portfolios, 
Sprint has been committed to VRS since its inception. Sprint VRS is a free service that allows Deaf 
and Hard of Hearing customers to use a videophone or web camera with a computer or laptop to 
connect with a qualified, certified Sprint Video Interpreter (VI). They can then use the American Sign 
Language (ASL) and the VI will interpret the phone call (in English or Spanish) with anyone they 
wish to contact. 

By using a high-speed Internet connection, Deaf and Hard of Hearing customers can use Video Relay 
Services to place phone calls wherever they may find themselves, whether it's at home, at the office, 
in the classroom, or anywhere a high-speed Internet-connected computer with a web camera or 
videophone is available. Hearing callers can use a standard or wireless telephone to contact Sprint 
VRS. Sprint VRS is an alternative relay technology for a Deaf or Hard of Hearing person to 
communicate freely and expressively, utilizing the linguistic richness of his or her native language. 
The Sprint VRS Video Interpreter can relay information between the Hearing user and the Deaf and 
Hard of Hearing person in a fluid, precise, and more natural conversational style. 

To access the new Sprint Video Relay service via videophone, customers will enter SprintVRS.TV on 
their videophone. Customers can also elect to use www.sprintvrs.com to get the dedicated IP 
addresses for VCO, Spanish and customer service as well direct telephone numbers for voice, callers 
and direct customer service numbers for all customers. 

If the FCC issues an order that requires States to establish separate intrastate VRS service with funding 
provided by the states, Sprint will be prepared to offer Florida users the ability to use Video Relay, as 
Sprint Relay is providing Video Relay service today according to all FCC requirements. 
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VRS Call Types 
Sprint VRS will provide all VRS call types as allowed by the FCC rules and order governing VRS and 
as requested by the relay user. Sprint's VRS is compatible with H.323 and call types include the ones 
listed below: 

Voice-to-Video (ASL) 

Video (ASL)-to-voice 

Voice to Video with VCO 

Video with VCO to Voice 

Two-line VCO to Voice 

Voice to Video 

Video Mail 

Sprint VRS 4G 


Registration 
Sprint is a committed leader in the TRS industry. The Sprint Relay team has proven to be instrumental 
in hclping drive towards the implementation of registration and 911 calling for VRS and all internet
based relay Llsers. Sprint has many representatives on industry committees including the ATIS' 
Industry Numbering Committee (INC) and NECA, the fonner TRS fund administrator. 

Sprint has a streamlined process to assign ten digit local numbers to VRS users . Users can sign up for 
a ten digit number which is assigned and activated in less than 24 hours. In rare instances, depending 
on the availability of local numbers in the user's calling area, the process may take up to 10 business 
days. 

Sprint makes it easy for users to register and request a ten-digit number. The user perfonns the 
following steps. 

Go to www.sprinlvrs.com 
Login or create a new profile 
Enter/Confirm Personal Information 
Name 
Address 
Email address 
IP address 
Click on "Get your Sprint Call Now Number" 
Enter preferred number infonnation including: 
Choose the State 
Enter the area code 
Click the closest city in a drop-down list 
VRS users can select a number from a list of available numbers 
VRS users can click a box indicating that they would like an additional toll-free VRS number 
Read and acknowledge the FCC Advisory regarding 10 digit toll-free numbers 
Click on "Submit" 
After a short pause, the VRS user will receive notification that thc number is now activated. 

A video of the registration steps have also been provided for demonstration purposes on the website 
hltp://\ ww.sprinlrclayncws.com/caILnow/sprintvrs/ . 
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Unregistered Users 
After November 12, 2009, unregistered VRS callers are not be able to 
make or receive non-emergency relay calls. Sprint processes emergency 
calls for unregistered VRS users . In these instances, the Video Interpreter 
(VI) will gather user's location information. This information is used to 
connect the VRS unregistered user to an appropriate PSAP. 

Registered with Another Provider 
VRS users who register with another provider can also use Sprint ' s 
services. When the call arrives , Sprint verifies that the customer is 
registered either automatically through the incoming system (such as IP 
address) or by asking the customer for their ten-digit number. 

Mobile VRS 

Sprint is excited to announce that it is has recently launched 
Sprint Mobile VRS (SMVRS) product, which combines the power of the 
Sprint 4G network and the quality of Sprint VRS. Sprint's Mobile VRS 
application was available initially on the Samsung Epic 4G phone but has 
recently expanded its portfolio of compatible devices with the HTC EVO 
4G, Samsung Galaxy Tab and Nexus S. SMVRS offers the following 
services: 

Video to Video (also known as Point to Point) 
Video Relay Service (VRS) 
10-digit numbers for incoming calls 
Call History List and Video Mail 
Video and Audio Feed control 
Contact List 
Customer Service Access 

Sprint's Mobile VRS requires high speed wireless connections (4G or Wi-Fi). 

Download Application 
To download the Sprint Mobile VRS application, users follow one of the two options and instructions 
listed below: 

Download Option #1: 
Use the device ' s barcode scanner. 
Scan the barcode on the left to download the Sprint Mobile VRS 

application. 

Tap Sprint Mobile VRS and install the application. 

When the install is complete, you ' re ready to register and use the 

application. 


Download Option #2: 
On the device, go to Market icon and tap it to open. 

Type and search for " Sprint VRS" 

Select Sprint Mobile VRS app. 

Tap Sprint Mobile VRS icon to install the app. 

When the install is complete, you're ready to register and use the app. 
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Users with an existing Sprint VRS 4G 10-digit number can simply open the application and enter their 
login information to proceed. To get a new Sprint VRS 10-digit number, users can simply follow 
these steps: 

H Go to www.surintvrs.com 
Fill out out easy-to-use instructions 

W Read and accept terms and conditions 
W Select a phone number from available options 

Check email for a confmation of the registration and 10-digit number 

Video Relay Call 
To place a VRS call, users simply log in to the application using the lodigit phone number ana 
password. Customers can click SprintVRS to easy connect to Sprint VRS. 

Sample Mobile VRS Screenshot 

Point to Point Call 
Sprint’s Mobile VRS application also allows users to easily connect to another video user. To place a 
point-to-point (or peer to peer) call, the user simply taps on a person’s name in the address book or 
enters the phone number on the top of the dialing screen (as shown above). 

Customer Support for Mobile VRS 

Wireless Support 
For end users needing support with the Samsung EpicTM 4G, HTC EVO or Samsung Tab using ASL, 
Sprint provides a Video Customer Care service. This service is available only for customers who have 
purchased a Sprint wireless device. To initiate support, the customer simply does the following: 

1. Send an email to vcs@surintrelavstore.com, with your name, and a short description of your 
question or problem with your device. 

2. An automatic email will be sent from the VCS to make an appointment for a videophone call. 
P 

3. Assigned tracking number to follow the progress of resolving the issue. 
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VRS Customer Care 
Customers needing assistance with the Sprint Mobile VRS (SMVRS) application can contact Sprint 
VRS Customer Service at the following: 

Videophone: help.sprintrelay.tv or 800-656-0392 

Email: sprintvrshelp@sprint.com 

Phone (English) 1-800-884-2208 (TTYNoice) 

Phone (Spanish) 1-888-781-60 II (TTY N oice) 

Fax: 1-877-709-5784 
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Item 57 IP-Relay (RFP ref. B-53) 
The provider is not required to provide IP-Relay service unless required for certification by the 
FCC. 

Sprint IP Relay (fonnerly Sprint Relay Online) offers Internet teclmology for Deaf and Hard-of
Hearing consumers via a web-based application . Unlike some other IP Relay providers, Sprint 
processes all domestic IP Relay traffic in the US. 

sprint ") _ .. 
Sprtnt IP Reloy 

Figure 70 - Sprint IP Relay Call Set-up Screen 

Sprint lP Relay functions are similar to those of the traditional TTY-to-Voice Relay Call, with the one 
major difference, the call is initiated from a Personal Computer (PC) via an Internet connection to a 
voice telephone user. 

During call set-up, users will only need to provide three (3) pieces of information : 

The phone number to dial 

Dialing instruction (optional) 

Desired language 


Then click: ' Call Now', as seen above. 

:The conversation window is designed to be simple and easy to use . This window contains several 
sections, which include the conversation with the CA, call status, and call controls. The following 
convenient, user-friendly features are available: 
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Stores User Preferences 

Language Preferences (English and Spanish) 

American Sign Language Emoticons 

Horizontal Split-screen 

Print and/or save conversation transcript 

Re-Sizable Window 

One window to handle call set up and conversation 

Dialing instructions 

Background color options 

Text size options 

GA, SK & PLS HOLD Macros 

Online Help 

Connection to Sprint Customer Service in English 

Two Line YCO and HCO capability 


The system has the ability to store user preferences, including font family, style, size, font color, and 
background colors are the preferences users can use to adjust as desired. These preferences eliminate 
the need for users to set up on every call, as seen below. 

Operalor TeXl Settings 

Font style 

'--_--'l~·J B I 

User Text Senings 

Font face 

~dana 

Font sIZe 

J. 

Background Foreg round 

( White I. J ( Red I· J 
Sample User taxt ... 

Save 

x 

Figure 71 - Sprint IP User Options 

Sprint meets all minimum FCC requirements in regards to Internet Relay. 

Internet-based Relay Pricillg 
In the event the FCC establishes a mechanism for Internet Relay reimbursement and passes that 
obligation onto the States, Sprint will work with the FPSC on the following : 

Development of an implementation schedule for State-specific Internet Relay Service. The 
timeline and procedures are contingent on the features and services desired by the FPSC. 
Sprint will also work with the FPSC to create State-specific marketing materials for its 
Internet Relay Service at the best-cost value. 

Sprillt IP Usillg AIM® (AOL® Illstallt MessellgerTMJ 
Sprint is also proud to offer the Deaf and Hard-of-Hearing community with cutting-edge technology 
using Sprint IP using AIM, . Sprint IP is capable of blending the easy-to-use capabilities of Sprint IP 
Relay with the power of wireless devices and equipment that run ArM. In addition to the ability to 
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place a Relay call over the internet, the wireless user can access Sprint IP on a wireless device with 
AIM. This service allows users to access Relay from the park, a restaurant, or even the airport 
anywhere a wireless device can access the internet and AIM. 

.. 
71 

SpnndP .f 2] ~ PIa PtNse hold while WI COfVlKt yt'Nf cal to I
5pnnI Roioy _Of 

_ux 

JM ... 10 .... / !! I. ' ", q, ... ~ ... 

Figure 72 - Sprint 1M Sample 

Protection Against Internet Fraud 
One of the serious issues in the offering of IP Relay is the prevention of inappropriate use. As one of 
the largest providers of Internet Relay Service in the world , Sprint is viewed as an industry expert 
when it comes to developing solutions aimed at ensuring only appropriate Relay users are able to 
access Internet Relay. Sprint is , and will continue to be actively involved in discussions with other 
Relay providers regarding this issue, and has taken decisive steps to protect the integrity of the service. 

As such, Sprint has implemented several solutions in an attempt to prevent incoming LP illegitimate 
international calls. 

In 2003, Sprint implemented operational practices to advise callers that international dialing 
was not available when the caller notified the CA of their location during call set-up or when 
outbound international calls were requested. 
In early 2004, Sprint enhanced its service offering by deploying a technical solution that is 
able to identify the country of origin based on the lP address of the caller. At the time this 
solution was implemented, the number of inbound international calls dropped significantly for 
a period of time. However, savvy internationally-based Internet users were able to "spoof' IP 
addresses and work around technical blocks. 
To combat the evolving sophistication of inappropriate users, Sprint regularly checks logs to 
monitor the level of usage on each lP address to identify any unusual usage levels. Any IP 
addresses identified as having abnormal activity will be researched in detail. This may involve 
contacting the network provider to detennine the origin of the calls. If necessary, these IP 
addresses will be added to the database to be blocked. 

On Tuesday, November 22, 2005, Sprint took another major step to minimize inappropriate use by 
implementing a more robust operational screening solution. Sprint CAs are made aware of the 
tactics employed by individuals attempting to inappropriately use the JP Relay service . If specific 
behavior is observed, an advisory may be issued to the called-party. For security reasons and to protect 
the effectiveness of this solution, Sprint does not disclose the specifics of this operational screening 
practice. This approach has proven to be successful in ensuring that Deaf and Hard-of-Hearing 
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individuals who rely on Sprint IP Relay will continue to enjoy the ease of use in connecting and 
placing confidential calls to hearing friends, family and businesses. 

Andy Lange, former president of the United States’ National Association for the Deaf commented 

“SPRINT HAS DISCUSSED THEIR PROCESS WITH US AND WE THINK THE APPROACH 
IS A POSITIVE STEP AND WILL STILL MAINTAIN THE CONFIDENTIALITY OF THOSE 
WHO NEED TO USE RELAY SERVICES. WE REALIZE IT IS A DELICATE ISSUE AND 

WE APPRECIATE SPRINT’S CONTINUING ATTENTION TO MAKING SURE RELAY 
SERVICES ARE AVAILABLE TO THE DEAF AND HARD-OF-HEARING COMMUNITY 

WHEN THEY NEED THEM.” 

As demonstrated above, Sprint has taken the lead in tackling the issue of inappropriate Relay calls via 
IP Relay. 
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Any P U W L I U ~  features not described elsewhere in the RFP which a bidder WOIW 1-r .Y 

propose should be fully described, such as providing a relay center or  captioned telephone 
center in the state of Florida. 

Sprint has read, understands and will comply. 

Sprint feels that this FRS Proposal provides a complete value added service for users of FRS. The 
Sprint team is always willing to explore additional features and will work with the State to investigate 
new services and features as they are developed. 

Please see Attachment J, Sprint’s Standard and Enhanced Features Matrix. 

Other Optional Features Not Included in Basic Relay (RFP ref. 8-54) 

Page 263 

Sprint> 



ti# 
Page 264 

Sprint 



(1 
Florida RFP for Relay Services --- 

Performance Bond ( .".." .,. .VU be required to f i  ----r--I-- r- -_-_, _ _ _ _ _ _ _  __  _ _  ~ 

check, or bank money order equal to the estimated total price of the contract for the option year. 
The bond shall be in effect for the entire duration of the contract and provided to the FPSC 
upon execution of the contract. 

Sprint has read, understands and will comply. 

To be acceptable to the FPSC as surety for performance bonds, a surety company shall comply 
with the following provisions: 

a. The surety company sball be admitted to do business in the state of Florida. 

b. 

C. 

d. 

The surety company shall have been in business and have a record of successful 
continuous operations for at least five (5) years. 

The surety company shall have minimum Best's Policy Holder Rating of A and 
Required Financial Rating of VI11 from Best's Key Rating Guide. 

A Florida Licensed Resident agent who holds a current Power of Attorney from 
the surety company issuing the bond shall sign all bonds. 

Sprint has read, understands and will comply. 
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-J .he 14th calendar day of the month (or the subsequent ---Less day if the 14th falls on L 
Saturday, Sunday, or holiday), the provider shall submit a detailed invoice (showing billable 
minutes and rates) to the Administrator [defined in Section 427.703(1)] at  the contracted price 
for the previous month’s activity. The accounting period used to prepare monthly invoices shall 
be the calendar month. Payment shall not exceed the prices contained in the contract. The 
invoice and supporting documentation shall be prepared in such a way as to allow the 
Administrator or the FPSC to audit the invoice. A copy of the monthly invoice shall be 
submitted to the contract manager at the same time it is submitted to the Administrator. 

Sprint has read, understands and will comply. 

Sprint will submit a detailed invoice (showing billable minutes and rates) to the Administrator 
[defined in Section 427.703(1)] at the contracted price for the previous month‘s activity by the 14th 
calendar day of the month (or the subsequent business day if the 14th falls on a Saturday, Sunday, or 
holiday). 

It is understood that the accounting period used to prepare monthly invoices will be the calendar 
month. Further, Sprint commits to preparing the invoice and supporting documentation in order for the 
Administrator or the FPSC to audit the invoice. 

A copy of the monthly invoice will also be submitted to the Contract Manager at the same time it is 
submitted to the Administrator. 
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Travel (RFP ref. 8-5 

any travel expenses which occurs as P result of this contract. 

Sprint has read, understands and will comply. 

It is understood that Sprint is not entitled to any separate payments for any travel expenses which 
occurs as a result of this contract. 
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Reporting Requirements (RFP ref. 8-58) 

_-_ r-l  ..der shall provide to the contract manager and the ..... . -~  ....... 

reports by the 25th calendar day of each month reporting data for the previous month. (More 
frequent or more detailed reports shall also be provided upon request.) 

a. Total daily and monthly 

1) Number of incoming calls (separately stating whether incoming calls 
originate as Baudot, ASCII or voice calls, and also separately stating 
whether each type of call is English, Spanish, or other foreign language 
calls.) The number of incoming calls which are general assistance calls 
shall be footnoted on the report. 
Number of incoming call minutes associated with each of the categories of 
incoming calls in a.l above. 
Number of outgoing calls (provide two breakdowns of this total: one 
separately stating completed calls and incomplete calls, and one 
separately stating whether calls terminate as Baudot, ASCII or voice 
calls). 
Number and percentage of incoming Florida calls received at each relay 
center handling Florida calls. Total should equal the number of incoming 
calls in item a.1 above. 

2) 

3) 

4) 

f l  

I n  
b. 

C. 

d. 

e. 

f. 

g. 

h. 

Average daily and monthly blockage rate. 

Daily answer times for the month and daily number and percent of incoming 
calls answered within 10 seconds for the month. 

Total daily and monthly number of outgoing calls (including both completed ana 
ineomplete) of the following lengths: 

1) 0 - 10 minutes 
2) 210 - 20 minutes 
3) >20 - 30 minutes 
4) > 30 - 40 minutes 
5) > 40 - 50 minutes 
6)  > 50 - 60 minutes 
7) > 60f minutes 

On a daily basis for the month, number of outgoing calls and average length of 
calls by hour of day. (Total should equal total of a.3.) 

Number of outgoing local, intraLATA toll, intrastate interLATA, interstate and 
international calls for the month. (Total should equal total of a.3.) 

Number of outgoing calls and average length of completed outgoing calls 
originated by TDD users and voice users (identified separately). (Total number 
of calls should equal total of a.3.) 

The provider shall provide monthly summary reports to the FPSC and the 
Administrator regarding the number of complaints received categorized by topic 
areas. The provider shall also provide a complaint summary to the FPSC in the 
format necessary to submit to the FCC in compliance with @64.604(c)(ii), Code of 
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Federal Regulations by June 15 covering the previous 12 months of complaints 
ending May 31 of that year. 

-(cnM1I*n - 
3 

.. 

j. 

k. 

1. 

The provider shall report monthly to the FPSC and the Administrator the results 
of any user evaluations conducted. 

The provider shall report monthly on new subcontractors being used to assist in 
providing relay service and shall identify the scope of their role in the process 
and the relationship of the subcontractor to the provider. 

By March 1, the provider shall provide to the Administrator and the contract 
manager forecasted relay usage figures and costs to the Commission for the 
upcoming fiscal year (July 1 -June 30). 

The provider shall report monthly on Captioned Telephone or its equivalent 
service listing the daily answer time, minutes of use for international, interstate, 
and intrastate; bfflable session minutes and service levels. 

m. Tbe provider shall submit the necessary documentation to the FPSC that 
complies with the state certification requirements of 47 C.F.R 5 64.605 when 
required. 

Sprint has read, understands, and will comply. 

Sprint will provide all reports listed above in subsections am. Please see Attachment K for a sample 
invoice and reporting package. 

The provider shall include information on its capability and willingness to provide ad b w  
reports including new information in the bidder’s database or  new formats for existing 
information. 

Sprint produces very detailed TRS, CapTel and STS reports for 34 TRS and/or CapTel states, 
territories, countries and 78 federal agencies. Sprint bas many additional standard reports above and 
beyond the requested reports below. Sprint would be happy to review the available reports to develop 
the final invoice and reporting package. 

Sprint has detailed call reporting capabilities. Sprints internal controls provide a verification process 
that reconciles the invoice to traffic data and ensures that the minutes will be appropriately billed to 
the State. The creation of the reporting call detail record is an automated function of the switching 
equipment and software used to provide FRS. Sprint’s TRS Billing Development Group processes the 
reporting ea11 detail record in an Oracle Database to generate the reports and statistics requested. 
Sprint has the capability to generate ad hoc reports based on the information contained in the Call 
Detail Record (CDR). Also, Sprint uses a reporting tool called Crystal reports that allows the creation 
of reports in different formats. 

Sprint’s Billing Department, Program Manager and Care Support team will work closely with the 
State to discuss all available reports and determine the State’s preferences. Any reports above and 
beyond Sprint’s standard reports will need to be evaluated to determine how much development (if 
any) would be required. Depending on complexity, Sprint will negotiate delivery timefiame and cost 
(if applicable). 

3) 
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provider to implement the service by June 1,2012, shall be eonsidered a significant and material 
breach of the provider's commitment. For every day the service is delayed, the provider shall 
pay to the Administrator, for deposit in its operating fund, the sum of $25,000 per day. 

Liquidated damages shall accrue in amounts up to the following amounts per day of violation. 

a. 

b. 

C. 

d. 

e. 

For failure to meet answer time requirements - $25,000, 

For failure to meet, blockage rate or transmission level requirement - $5,000 

For failure to meet complaint resolution requirement - $1,000 

For failure to provide timely reports - $500 

For failure to provide contracted services for the Life of the contract, the FPSC 
reserves the right to require the payment by the provider of liquidated damages 
in the amount commensurate with the duration and extent of the system 
deficiencies. 

Any liquidated damages may be paid by means of the Administrator deducting the amount of 
the liquidated damage from a monthly payment to the provider. Sueh action shall only occur 
upon order of the FPSC. 

Sprint has read, understands, and will comply. 
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Item 64 Transfer to New Provider (RFP ref. B-60) 
When relay service is transferred to a new provider, the provider shall make every effort to 
ensure that service is transferred to the new provider so that relay users do not experience an 
interruption in service. The relay service and consumer service 800 or other telephone numbers 
shall be made available to the new provider, with the new provider paying any costs associated 
with transferring the numbers to the new provider. Provision of customer profile data to the 
incoming provider shall be provided at least 60 days prior to the outgoing provider's last day of 
service. 

Sprint has read, understands, and will comply. 

By selecting Sprint as the Relay provider under the new contract, the FPSC is assured a seamless, 
completely transparent continuance of Florida Relay Service. Only Sprint can guarantee a continuance 
of services without the risk of interruption. 

Risks and Challenges 

There are a number of risks and challenges associated with transitioning to a new Relay provider, 

including the following: 


Degradation in Quality 
Customers who are used to Sprint's fast typists and proven quality may be dissatisfied with another 
provider. This could greatly increase the number of customer issues and complaints. For example, 
when another provider began service in Massachusetts, former Splint Relay users registered many 
complaints. 

Figure 73 - Complaint Comparison 

Multiple complaints were received in the following areas: 

Dozens of complaints CA following voicemail and recording call processing including the 
following specific complaints: 
• 	 "Customer stated that the OPR did not follow their voicemail instructions .. OPR did not 

type the messages." 
• 	 "Customer states that OPRs have difficulty retrieving her voice mail and often miss 

important information ." 
D ozens of complaints regarding Carrier of Choice providers 
Approximately a dozen complaints regarding Speech to Speech calls including the following 
specific complaints: 
• 	 "Customer stated that the OPR left them on hold for five minutes when transferring a 

Speech to Speech call." It is also noted that, "There was no Speech to Speech OPR 
immediately available." 

• 	 "Customer stated that the OPR did not know what Speech to Speech was ... " 
• "Customer stated that some of the Speech to Speech OPRs are impatient." 
Complaints regarding professionalism and dedication of CAs was also reported: 
• 	 "Customer stated that the OPR was not paying attention to the call." 
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W “Customer stated that OPRs improperly switched out during her call as she was nor 
informed of the switch.” 

W “Customer stated that OPRs do not always send the number being dialed. Customer stated 
that they are constantly asking the OPR to repeat the number being dialed.” 

W “Customer stated that none of the OPRs explained relay when calling a voice party.” 

Features and Services no longer provided 
Customer Profiles are an important part of personalizing the Florida Relay experience- with many 
FRS users taking advantage of these enhancements. Not all preferences are available through all 
providers, which means customers will see a loss of services. 

W Enhanced Turbocode (E-Turbo) users will experience degradation in service as advanced TTY 
features will not function with other vendors. E-Turbo users have grown accustomed to the 
convenience of entering dialing information and preferences into their TTY and having that 
information read by the Florida Relay Service. Confusion may occur as preferences are not 
understood by a new vendor. Users may incur long distance charges by a different carrier-of- 
choice if this information is not conveyed to E-Turbo users. 

W Deafblind users may experience degradation in quality as Deafmlind users’ speeds are not 
automated with some other vendors. With the current Florida Relay Service, users enjoy the 
ability to request slower transmission in 5 WPM increments. This automation ensures that no 
matter which CA processes the call, typing is always transmitted to the user at a rate they are 
comfortable with and they do not need to instruct the CAS to “type slower.” 

W The current Customer Service toll-free numbers for English and Spanish are Sprint’s national 
numbers and are not available to the new vendor. In addition, many Relay Providers today do not 
offer dedicated Spanish toll-free Customer Service numbers. 

3 

Page 276 
Sprin’ ‘“a 



Florida RFP for Relay Services 

rance Coverage (RFP ref. 6-61 
... e ten- _ _  thc contract, thc prolidci shaL r _ _  _____--_. _ _  _.- 

of its employees used in connection with the performance of services under this Agreement and 
ensure that all subcontractors shall he similarly covered as provided herein. Such policies shall 
he issued by a financially sound carrier and/or carriers duly authorized to do business in the 
State of Florida. any act, 
negligence or omission on the part of provider, its employees, agents or subcontractors and their 
employees in the execution or performance of the obligations assumed hereunder. This 
insurance will include Worker’s Compensation as required by law and comprehensive general 
liability and bodily injury insurance in amounts no less than Sl,OOO,OOO per occurrence and 
$2,000,000 general aggregate. 

Such insurance coverage shall hold the FPSC harmless from 

Sprint has read, understands, and will comply. 
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Public Entity Crimes (RFP ref. C-3) 
I U I D U P U s  to Section 287.133, Florida Statutes, a pGnUuU CUUv.CLGY 

vendor list following a conviction fur a public crime may not submit a bid on a contract to 
provide any goods or services to a public entity The person or aff ia te  may not be awarded a 
contract or perform work as a contractor, supplier, subcontractor, or consultant under a 
contract with any public entity. and may not transact business with any public entity in excess of 
the thresbold amount provided for in Florida Statute 287.017 for Category Two ($11,000) for a 
period of 36 months from the date of being placed on the convicted vendor list. 

Sprint has read, understands, and is in compliance 

mIIUImLc n.LU 
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Item 67 Financial Information (RFP ref. C-4) 
To allow the FPSC to evaluate the financial responsibility of the bidding company, the following 
items shall be submitted with the proposal for the bidding company (and its parent company, if 
applicable): 

a. Audited financial statements (or a SEC 10K Report) for the most recent two (2) 
years, including at a minimum: 

1) 
2) 
3) 
4) 

statement of income and related earnings, 
cash flow statement, 
balance sheet, and, 
opinion concerning financial statements from an outside CPA; 

b. Primary Banking source letter of reference. 

Sprint has read, understands and will comply. 

As the incumbent service provider, Sprint has the financial resources necessary to operate the Florida 
Relay Service. Sprint Communications Company L.P., a Delaware limited partnership, is a wholly
owned subsidiary of Sprint Nextel Corporation, a Kansas corporation . 

The FPSC can be confident that Sprint has a strong plan in place to maintain our financial stability and 
profitability, while at the same time providing our customers with the most advanced products and 
services . Sprint is financially sound with a large base of customers and healthy revenue streams. It is 
expected that our position will improve further as we pursue opportunities to drive better returns from 
our assets over the next few years and continue to focus on cash, cost management and driving 
accountability for executing our operating plan and achieving financial results. 

Strong Financial Position 

Sprint's strong financial position is underscored by its strong liquidity, large customer base, and 
healthy revenue: 

Solid Liquidity 
The company generated Free Cash Flow of $178 million in the 1 st quarter and as of March 31 st, 20 II 
Sprint had $4.0 billion in cash, cash equivalents and short-term investments. 

$178M in Free Cash Flow in I Q11 
$4 .0B in cash in I QII 
$2 .5B generated in 2010 
Higher postpaid and prepaid ARPU leading to sequential and year-over-year growth In 

wireless service revenue and net operating revenue 

Large Customer Base 
Continue to service 51 million customers at the end of IQII 
For the quarter, Sprint added more than 1.1 million net wireless customers including net 
additions of 732,000 retail subscribers and net additions of 389,000 wholesale and affiliate 
subscribers. 
Sprint achieved its best quarterly year-over-year improvement in postpaid churn in five years 
primarily as a result of progress in brand health, handset offerings and overall customer 
perception. Sequentially, postpaid chum improved five basis points overcoming the historical 
first quarter seasonal increase. 
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Serve 93% of the Fortune 500 companies 

Healthy Revenue 
IQll OlBDA of$1.514B 

Wireless post-paid ARPU of $56 & prepaid ARPU of $28 


Improving Market Position 

Sprint is working to improve its market position through progress in Customer Care, 4G expansion 
and other programs delivering industry leading value to customers: 

• 	 Thirteen consecutive quarters of improvement in Customer Care Satisfaction and First 
Call Resolution 

• 	 Sprint is the first national carrier to launch wireless 4G. Currently launched in over 70 
markets, and covering 120 million people 

• 	 Sprint has launched or announced 22 4G devices - the largest 4G portfolio of any wireless 
carrier in the United States 

Relay Services 

Revenue from the relay services and products are Sprint's second largest source of revenue under the 
Federal Programs division. Sprint does not make public the revenues associated with its Relay 
business. 

Sprint is one of the most stable and financially secure Relay providers in the industry. Unlike other 
Relay vendors, who have had to sell or discontinue their TRS portfolios, Sprint has significant 
diversity in our product offerings and is in the position to weather down-turns or unexpected market 
trends in the industry. 

Sprint has demonstrated its commitment by continuing to lead the market in investing in new 
technology and in fulfilling government commitments. Incurring costs in the fulfillment of this 
contract will not endanger Sprint or its subcontractor's financial stability. While some providers have 
left the Relay business or ceased offering some relay products in these tough economic times , Sprint 
has done the opposite. 

Sprint spent approximately $12M to deploy a third generation TRS and IP platform 
(completed in 2008). 
Sprint continues to invest in the development and deploy new enhancements, products and 
trial services. Sprint is the only provider to offer a full suite of Relay products, enhancements 
and wireless services. Sprint offers a full suite of relay products including Traditional TRS, 
Deaf-blind Service (pacing), Speech-to-Speech, CapTel, Internet Relay, Wireless Relay (IP 
Relay through Instant Messaging), Video Relay Services, Sprint Mobile VRS (SMVRS), and 
WebCapTel. 

Corporate Information 

Sprint Nextel Corporation , incorporated in 1938 under the laws of Kansas, is mainly a holding 
company, with its operations primarily conducted by its subsidiaries. It was initially formed as United 
Utilities , Incorporated, on November 15, 1938. In 1972, the name changed to United 
Telecommunications, Inc. On February 26, 1992, the name was changed to Sprint Corporation. On 
August, 12, 2005, Sprint Corporation filed an amendment to change its name to Sprint Nextel 
Corporation. Sprint Communications Company L.P., a Delaware limited partnership, is a wholly
owned subsidiary of Sprint Nextel Corporation. 
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Dun B Bradstreet 
Number (DUNS#) 
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46-0457967 43-1406007 
00-694-2395 60-349-3677 
Current rating 5A3 

Dun and Bradstreet Repori 
Assigned in February 2003, the Duns Number for Sprint Nextel Corporation is 00-694-2395. The 
FPSC may request a comprehensive credit profile for Sprint using this number. Other Sprint 
subsidiaries may also be requested underneath this Domestic Parent number by requesting a Global 
Interactive Family Tree report. 

Sprint Nextel Corporation is currently rated 5A3. 

nt Commur 
Comoanv I 

The Dun & Bradstreet Number for other Sprint entities can be found at: 
www.bun.gov/CCRSearch/Search.asux 

Audited Statements 
Sprint audited financial statements, quarterly earnings and other fmncial information are available on 
the Sprint website at httu:Nivestors.surint.com/~hoenix.&tml?c=l27 1498r~~irol-re~ortsannuaI. As a 
publicly traded company, and according to current SEC regulations, Sprint must refer the Commission 
to its Annual Report and 10-K filings for this information. We also appreciate your efforts to help us 
reduce costs and the use of paper by viewing our statements online. 

Banking Source Letter of Reference 
Please see Attachment L for a copy of Sprint’s Banking Source Letter of Reference. 
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Experience and Customer References (RFP r _ _  _I_y Aate in which the bidder has or is providing relay s-. .___, ____ ”-_- _. 

a. 
b. 
C. 

When the bidder began operating the system. 
The number of outgoing calls for the most recent month. 
The total duration of the contract. 

Sprint has read, understands and has complied. 

Sprint was one of the earliest providers of Relay services following the passage of the Americans with 
Disabilities Act (ADA) in 1990. Last year, Sprint celebrated its 20” anniversary in the relay industry. 
Sprint has been steadfast in its commitment to Relay customers and its State customers over the past 
twenty years and will continue to do so over the next contract term. 

Sprint has provided below a list of each state it bas or is currently providing relay services. 

Alabama 

Customer 
Alabama-Mississippi Telecommunications Association 

History 
Sprint has been processing Relay calls for Alabama since 2003. Sprint has been the successll bidder 
in two bidding processes. In the competitive bidding process, customers wrote letters of support in 
favor of Sprint with quotes such as the following. 

“IN MY VIEW SPRINT RELAY IS, WITHOUT QUESTION, THE MOST RELIABLE AND 
CONSISTENT PROVIDER OF DUAL PARTY RELAY SERVICES IN THE COUNTRY. 1 

HAVE TRAVELED THROUGHOUT AMERICA AND HAVE USED EVERY RELAY 
SERVICE EXTANT AT ONE TIME OR ANOTHER.. .WHEN 1 NEED TRADITIONAL DUAL 
PARTY RELAY SERVICES, I DIAL UP SPRINT RELAY EVERY CHANCE 1 CAN. WHILE 

I HAVE MORE CHOICES FOR DUAL PARTY RELAY SERVICES TODAY THAN EVER 
BEFORE, I KEEP COMING BACK TO SPRINT FOR THE SAME REASONS I’M 

EXTENDING MY ENDORSEMENTNOW: QUALITY, CONSISTENCY, AND 
PROFESSIONALISM.” 

ALABAMA 
STEVE HAMERDINGER, DIRECTOR, OFFICE OF DEAF SERVICES FOR STATE OF 

Contract Terms 
The cnrrent contract began on 3/1/2006 with a five-year initial term and five one-year extensions 
available, for a total possible duration of ten (10) years. The State bas excerised the the first of the 
option years. 

Customer 
Sprint is a subcontractor to CSD (contract holder). Sprint provides the technology and additional 
operational support. Regulatory Commission of Alaska oversees the contract with CSD. 
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Hktory 
CSD and Sprint have been processing Relay calls for Alaska since 2002, when service was 
transitioned from GCI with no intemption to service. 

Contract Terms 
The current contract began on 1/1/2008 with a five-year initial term and a five-year extension 
available, for a total possible duration of ten (IO) yean. 

Arizona 

Customer 
Arizona Commission for the Deaf and Hard of Hearing 

History 
Sprint began processing Relay calls in Arizona in 1998 tbrough 2002. 

Contract Terms 
Completed Project 

Arkansas 

Customer 
Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation 

Hktory 
As a result o f a  competitive bid process, Sprint was awarded the initial contract team (01/01/04 - 
12/31/08), Spnnt successfully transitioned the service fkom Southwestern Bell rn 2004. In 2008, 
Sprint was again awarded the contract after successfullr re-competing against Hamilton and AT&T 
with customers submitting letters of support of Sprint, including the excerpt of one letter. 

“WE HAVE FOUND SPRINT RELAY’S MARKETING AND OUTREACH PROGRAM TO 
BE FAIR, CLEAN AND ETHICAL. W E  BELIEVE SPRINT RELAY HAS SET THE 

STANDARD IN THIS REGARD AND SHOULD BE AN EXAMPLE FOR OTHER VENDORS 
TO EMULATE.. . SPRINT RELAY HAS GREAT COMMUNITY VISIBILITY AND HAS 

BEEN ACTIVELY INVOLVED IN MANY EVENTS AROUND THE STATE.” 

HOLLY D. KETCHUM, 
PRESIDENT, ARKANSAS ASSOCIATION OF THE DEAF 

W 

Current Contract 
The current contract began on 1/1/2009 with a three-year initial term and two one-year extensions 
available, for a total possible duration of five ( 5 )  years. 

California 

Customer 
California Public Utilities Commission 
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History 
Sprint has held three contracts to provide California Relay Service from 1992-1996; 1997 through 
2005, and 2006 - 2010. 

Current Contract 
Completed Project 

Colorado 

Customer 
Colorado Public Utilities Commission 

History 
Sprint was awarded the initial contract in 1990. In 1995, Sprint was awarded the contract over the 
other bidders including AT&T, MCI and Hamilton. In 2001, Sprint won the third RFP against the 
same bidders (AT&T, MCI and Hamilton). In 2006, a fourth RFP was released and bidders included 
Hamilton, Nordia, Sprint and Verizon and Sprint was again awarded the contract. 

“OUR COLORADO CITIZENS, UNDER OUR EXISTING VENDOR, SPRINT HAVE HAD 
THE DOUBLE BENEFIT OF BOTH SPRINT’S TECHNOLOGICAL TRS INNOVATIONS 
AND THEIR NATIONAL RELAY SERVICES. SPRINT’S NEWEST AND MOST RECENT 

COLORADO SERVICES INCLUDE CAPTIONED TELEPHONE RELAY SERVICES, 
SPANISH RELAY, SPEECH TO SPEECH FOR THOSE WITH SPEECH DISABILITIES, E- 
TURBO, ENHANCED VCO/HCO, AND DIRECT 71 1 DIALING. THESE COLORADO 

SERVICES ARE ENHANCED, AT NO COST TO THE STATE, BY SPRINT’S NATIONAL 

RELAY.. .THESE STATE AND NATIONAL RELAY SERVICES ARE INDICATIVE OF 
SPRINT’S COMMITMENT TO MODERN AND QUALITY TRS FOR ALL OF OUR DEAF, 

HARD-OF-HEARING, DEAF-BLIND, SPEECH-DISABLED CITIZENS, AND THEIR 
FAMILIES, FRIENDS AND BUSINESS AND PROFESSIONAL COLLEAGUES.” 

SERVICES SUCH AS INTERNET RELAY, VIDEO RELAY, AND WIRELESS 

FCC RECERTIFICATION APPLICATION, 2007 111 
Contract Status 
The current contract began on 1/1/2007 with a three-year initial term and two one-year extensions 
available, for a total possible duration of five (5 )  years. The Commission has excerised the last 
extension option. The contract will expire on 6/30/2012. 

Connecticut 

Customer 
Connecticut Department of Public Utility Control 

History 
During July 1993, the Department of Public Utility approved Sprint’s offer for Connecticut Relay 
service based on recommendations fiom the Telecommunications Relay Service Task Force. Spnnt 
renewed its relay service in 1997 with the Department of Public Utility for five ( 5 )  years. In 2002, 
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Sprint and Hamilton submitted their bids. In 2007, Sprint submitted a bid along with Hamilton and 
Verizon. Sprint was awarded the contract. 

Contract Status 
The current contract began on 7/1/2007 with a five-year term, ending on 6/30/2012. 

De 1 aware 

Customer 
Verizon administers the contract on behalf of the State of Delaware, Department of Technology and 
Information 

Histo y 
In 2005, Sprint was awarded the contract as a result of a competitive bid process and is in its first 
contract term with the state of Delaware. Sprint successfully transhoned the service &om AT&T on 
1/01/06. Sprint was awarded a contract extension for three years through 12/31/11. 

“SPRINT WAS THE SUCCESSFUL BIDDER AND BEGAN PROVIDING TRS SERVICE TO 
DELAWARE CITIZENS ON JANUARY 1,2006 WITH A SEAMLESS TRANSITION FROM 

AT&T, THE PREVIOUS TRS PROVIDER.” 

FCC RECERTIFICATION APPLICATION 

Contract Status 
The current contract began on 1/1/2006 with a three-year initial term and a three-year extension, for a 
total duration of six (6) years. The Commission bas exercised the extension option, until 1213111 1. 

Florida 

Customer 
Florida Public Services Commission 

Hisrory 
Sprint was awarded the contract with Florida in 2000 and subsequently granted extensions. In 2004, 
Sprint re-won a competitive bid process against MCI and Hamilton, extensions were granted through 
2012. 

Sprint has the support of much of the community, including the Florida Association of the Deaf. 

“I AM WRITING THE LETTER AS THE PRESIDENT OF THE FLORIDA ASSOCIATION 
OF THE DEAF AND 1 WISH TO EXPRESS MY SUPPORT FOR SPRINT AS THE PROVIDER 
OF SERVICES TO THE FLORIDA TELECOMMUNICATIONS RELAY SERVICE. 1 HAVE 

USED THE SERVICE IN THE PAST HAVE FOUND THEM TO BE EXCEPTIONAL.” 

JUNE MCMAHON 

PRESIDENT, FU)RIDA ASSOCMTION OF THE DEAF 
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Contract Status 
The current contract is a five-year base contract (6/1/2005-5/31/10) plus two one-year extensions 

through 5/31/2012. 

Customer 
Public Utilities Commission, State of Hawaii 

History 
Sprint was awarded a contract with the state as a result of a competitive bid process in 2003 and 2008. 
In 201 1, Sprint was once again selected as a competitive bid process against Hamilton. 

During the recent bid process, Sprint received over a hundred letters of support including the 
following from an advocate and Relay Hawaii user. 

“WHEN 1 USE THE TRS FOR BUSINESS OR PERSONAL USE, I AM SATISFIED WITH 
THEIR [SPRINT] SERVICE. 1 MOVED TO HAWAII FROM BOSTON, MASSACHUSETTS. 

SPRINT RELAY HAWAII HAS PROVEN THEY ARE THE BEST RELAY SERVICE FOR 
THE DEAF AND HARD OF HEARING. WHILE RESIDING IN MASSACHUSETTS, THE 

STATE HAD ANOTHER CONTRACTOR, 1 BELIEVE IT WAS AT&T; THEIR 
COMMITMENT TO THE DEAF COMMUNITY WAS HORRENDOUS.” 

DANIELLE A .  THOMPSON, M.A. 

SCHOOL COUNSELOR AT HAWAII SCHOOL FOR THE DEAF AND BLIND 

Contiact Status 
The current contract began on 7/1/2011 with a three-year initial term and a three-year extension 
available, for a total possible duration of six (6) years. 

- Illinois 

Customer 
Illinois Telecommunications Access Corporation (ITAC) 

Histo ry 
In January of 2000, Sprint entered into an agreement with the Illinois Telecommunications Access 
Corporation (“ITAC“) to provide TRS services. Initial term of the TRS Agreement expired on January 
31, 2003. The initial contract provided for up to five optional one year extensions. On October, 
2007, ITAC enters into Agreement with Sprint for a three-year extension of the TRS and CapTel 
service contracts, expiring 1/31/11. On January, 2009, ITAC enters into Agreement with Sprint for a 
three-year extension (plus option years) to provide CapTel service and traditional TRS through up to 
January 31,2015. 

The Executive Director of ITAC has offered the following statement in support of Sprint’s Relay 
services. The full letter of support can be found in Attachment C. 
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i /  
THE ILLINOIS EXPERIENCE WITH SPRINT HAS BEEN ENTIRELY POSITIVE TO THE 

USERS OF TRS AND CAPTEL, THE ILLINOIS RATEPAYERS, AND FROM A 
MANAGEMENT PERSPECTIVE.” 

TRUDY SNELL, EXECUTIVE DIRECTOR OF ITAC 

Contract Status 
The current contract is a three-year base and two one-year extensions for a total duration of five (5)  
years, ending on January31,2015. 

Indiana 
Customer 
Indiana Telecommunications Relay Access Corporation (InTRAC) 

Histoy 
Sprint was awarded the contract with the Indiana Telecommunications Relay Access Corporation 
(InTRAC) as a result of a competitive bid process with the initial term beginning on 10/01/92. In 
1997, Sprint was awarded a three-year contract with InTRAC. In 2000, Sprint was awarded a two 
year extension with InTRAC. In 2002, Sprint was awarded a three year contract to provide relay 
services in Indiana. In 2005, InTRAC entered into a two year extension. In 2007, InTRAC entered into 
a subsequent two-year contract ending on 10/31/09. 

The Executive Director of InTRAC has offered the following statement in support of Sprint’s Relay d 
services. The full letter of support can be found in Attachment C. 

“SPRINT PROVIDES EXCELLENT TRAINING WITH ITS RELAY OPERATORS AND IS 
MORE THAN WILLING TO CONTINUE TO PROVDE UPDATED TRAINWG AND 

ENCOURAGEMENT TO THE OPERATORS AS THEY PROCESS THE DAILY RELAY 
CALLS. SPRINT STRIVES TO MAINTAIN THE HIGHEST QUALITY FOR ITS RELAY 

PLATFORM AND ACHIEVES THAT QUALITY AS THEY CONTINUE TO CHANGE AND 
UPDATE THEIR PLATFORM TO MATCH THE CONSTANTLY CHANGING 

COMMUNICATION TECHNOLOGIES.” 

GINNY BARR, EXECUTIVE DIRECTOR INTRAC 

Contract Status 
The current contract began on 7/1/2011 with a three-year initial term and a three-year extension 
available, for a total possible duration of six (6) years. 

Kentucky 

Customer 
Kentucky Public Sewices Commission 

J 
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History 
Sprint was awarded the contract as a result of a competitive bid process and is in its first contract term 
with the state of Kentucky. Sprint successfully transitioned the service from Hamilton on 1/28/11. 

When Sprint assumes a new State, many customers quickly notice an improvement in quality and 
speed. Recently Sprint began providing service in Kentucky, a customer (unaware of the change) 
called in the following morning with the following observation: 

“THECA [SPRINT CAI HANDLING MY CALL WAS SO FAST AND SO POLITE. 
KENTUCKY RELAY MUST BE DOING NEW TRAINING.” 

Contract Status 
The current contract began on 1/28/2011 with a three-year initial term and a two (2) year extensions, 
for a total possible duration of five ( 5 )  years. 

Marvland 

Customer 
Telecommunicahons Access of Maryland 

History 
Sprint provided Relay Services in the State of Maryland from 1991 through 2000. Although Sprint 
was not selected during the next competitive bid process, Sprint received many letters of support kom 
the community, including the following notes. 

“I’M SURE THAT TO ALL OF YOU, YOU WOULD AGREE WITH ME THAT WE COULD 
NOT DO WITHOUT THE HIGH QUALITY SERVICE WHICH SPRINT HAS BEEN 

PROVIDING ALL THESE YEARS AND THAT MUST CONTINUE BEYOND THE TEN- 
YEAR MARK.” 

DR. VICTOR GALLOWAY, RETIRED, FORMER DIRECTOR OF u.s DEPARTMENT OF 
EDUCATION 

Contract Status 
Completed Project 

Massachusetts 

Customer 
VistaNerizon 

Histo~y 
Sprint provided TRS services in Massachusetts from 2003 through 2008. Sprint was not selected as 
the successful bidder in 2008 and after the transition in providers, a sharp rise of 800% in customer 
complaints were received. 

f- 
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Contract Status 
Completed Project 

Minnesota 

Customer 
Sprint is a subcontractor to CSD (contract holder). Sprint provides the technology and additional 
operational support. The Minnesota Department of Commerce oversees the contract with CSD. 

History 
CSD, with Sprint as its subcontractor, was awarded the initial contract as the result of a competitive 
bid process in 1996. In 2006, CSD and Sprint were awarded the contract as a result of a competitive 
bid process with a contract termination date of 06/30/11 with an optional 60 month extension 
available. 

Contract Status 
The current contract began on 1/28/2011 with a three-year initial term and two (2) one-year 
extensions, for a total possible duration of five ( 5 )  years. 

Mississippi 

Customer 
Mississippi Public Services Commission 

4 

History 
Sprint was awarded a competitive bid process in 2003. In 2006, Sprint was awarded a second contract 
term as a result of a competitive bid process. In 2010, Sprint was awarded a third contract as a result 
of a competitive bid process. 

During the recent proposal process, Sprint received much support from Relay users, including the 
following excerpt from a support letter. 

J 

“AS A CITIZEN OF MISSISSIPPI, 1 AM PROUD TO ENDORSE SPRINT RELAY TO 
CONTINUE AS MISSISSIPPI’S RELAY SERVICE. IT HAS BEEN AND IS ALWAYS EASY 

TO REACH THE REPRESENTATIVE OF SPRINT RELAY. THEY ARE ALWAYS 
CONCERNED ABOUT USER’S NEEDS.” BENJAMIN WAGENKNECHT, MISSISSIPPI 

RELAY USER 

Contract Status 
The current contract began on 7/20/2010 with a three-year initial term and a one-year extension, for a 
total possible duration of four (4) years. 

Missouri 

Customer 
Missouri Public Services Commission 

J 
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History 
In 1991, Sprint was awarded a contract as a result of a competitive bid process. In 1996, Sprint was 
awarded a second contract as a result of a competitive bid process. In 1999, Sprint’s contract was 
extended for an additional two year period. In 2001, Sprint’s contract was extended for an additional 
two year period. In 2003, Sprint was awarded a third contract term for three years as the result of a 
competitive bid process. In 2006, Sprint was awarded a fourth contract term as the result of a 
competitive bid process. 

Contract Status 
The current contract began on 7/01/2006 with a two-year initial term and a two two-year extension 
options, for a total possible duration of six (6) years. 

Montana 

Customer 
Montana Telecommunications Access Program 

History 
Sprint provided Relay services to the State of Montana from 03-01-96 to 02-28-06. 

Contract Status 
Completed Project 

Nebraska 

Customer 
Nebraska Public Services Commission 

History 
Sprint was awarded the contract to provide TRS and CapTel in 2009. 
successfully transitioned the service from the incumbent provider without issues. 

Confract Status 
The contract began on 7/01/2009 with a five year base term and two two-year extension options, for a 
total possible duration of nine (9) years. 

On 7/1/2009, Sprint 

Customer 
State of Nevada, Department of Health and Human Services, Aging and Disability Services Division 

Hbtory 
Sprint was awarded contracts in 1991, 1996, 1999, 2004, and 2009 as a result of a competitive bid 
processes. 

The Relay Administrator has offered the following statement in support of Sprint’s Relay services. 
The full letter of support can be found in Attachment C. 
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“IT IS WITH PLEASURE THAT OUR OFFICE RECOMMENDS SPRINT AS A TRs AND 
CAPTEL PROVIDER. SPRINT’S SERVICE TO THE STATE OF NEVADA HAS 

CONSISTENTLY PROVIDED OUR CITIZENS WITH EXCELLENT RELAY SERVICE; AND 
WE WOULD GLADLY UTILIZE THEIR SERVICE IN THE FUTURE.” 

BETTY HAMMOND, RELAY ADMINISTRATOR 

Contract Status 
The current contract began on 7/01/2009 with a two-year initial term and a two one-year extension 
options, for a total possible duration of four (4) years. 

New Hamushue 

Customer 
New Hampshire Public Utilities Commission 

History 
Since 1991, Sprint has held a franchise agreement with the NH Public Utilities Commission. 

“WE ARE CONVINCED THAT THE CHOICE OF SPRINT TO BE NEW HAMPSHIRE’S 
TRS PROVIDER IN 199 1 CONTINUES TO BE THE RIGHT DECISION.. . W E  COMMEND 

SPRINT FOR ITS EFFORTS OVER THE PAST EIGHT YEARS, FOR THEIR 
TECHNOLOGICAL. AND SERVICE IMPROVEMENTS, FOR THEIR CUSTOMER 
RELATIONS AND FOR THEIR COMMITMENT TO PROVIDING FUNCTIONAL 

EQUIVALENCY WITH THE TRADITIONAL TELEPHONE USER COMMUNITY.” 

NH PUBLIC UTILITIES COMMISSION, ORDER 23,178,3/30/99 

Contract Status 
The existing contract is a franchise contract and has been in place since 11/01/1991. 

New Mexico 

Customer 
Sprint was a subcontractor to New Mexico Relay Network (contract holder). Sprint provided the 
technology and additional operational support. 

History 
NMRN and Sprint provided Relay services in the state of New Mexico for two contract terms, with the 
last contract ending in 2009, when NMRN did not place a bid for the upcoming contract. 

Contract Status 
Project complete 

3 
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New Jersey 

Customer 
New Jersey, Board of Public Utilities, Division of Telecommunications 

History 
Sprint was awarded the initial contract in 2006 as a result of a competitive bid process. In 2010, 
Sprint was awarded a second contract as a result of a competitive bid process against AT&T and 
Hamilton. 

During the recent proposal process, Sprint received much support from Relay users, including the 
following excerpt from a support letter. 

“SPRINT HAS BEEN VERY SUPPORTIVE OF THE NEEDS OF THIS CONSTITUENCY ... 
O F  PARTICULAR NOTE IS THE RELAY CONFERENCE CAPTIONING (RCC) SERVICE 

THAT IS PROVIDED THROUGH THE SPRINT RELAY CONTRACT, WHICH ALLOWS 
PEOPLE IN NEW JERSEY TO HAVE QUALITY REALTIME (CART) CAPTIONING 

PROVIDED FOR THEIR CONFERENCE CALLS AT NO CHARGE TO THE CONSUMER. I 
HAVE PERSONALLY USED THIS SERVICE, AND IT IS EXCELLENT. WITHOUT IT I 
WOULD NOT HAVE BEEN ABLE TO PARTICIPATE OPTIMALLY IN MY ESSENTIAL 

BUSINESS CONFERENCE CALLS.” 

ARLENE ROMOFF, PRESIDENT, HEARING LOSS ASSOCIATION OF NEW JERSEY 

contract status 
The current contract began on 4/01/2010 with a three-year initial term and a two one-year extension 
options, for a total possible duration of five ( 5 )  years. 

New York 

Customer 
New York Public Services Commission, Targeted Accessibility Fund of New York 

History 
Sprint was awarded contracts in 1997 and 2004 as a result of competitive bid processes. In the recent 
bid process for Texas, the Contract Adminishator offered a letter of recommendation, noting the 
following: 

“SPRINT AND ITS AGENTS HAVE PROVIDED EXCEPTIONAL AND CONTINUOUS 
SERVICE TO THE NEW YORK DEAF AND HEARING IMPAIRED COMMUNITY SINCE 

1997. THEY HAVE BEEN RESPONSIVE TO THE COMMUNITY’S CONCERNS AS WELL 
AS THOSE OF THE ADMINISTRATOR AND THE NEW YORK PUBLIC SERVICES 

COMMISSION.. . THE BOTTOM LINE IS THAT SPRINT HAS BEEN AN EXCELLENT 
PROVIDER IN NEW YORK FOR MANY YEARS.” 

ANGELO RELLA, TRS ADMINISTRATOR 
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Contract Status 
The current contract began on 7/01/2004 with a four-year initial term, a three-year extension, and a 
two-year extension options, for a total possible duration of nine (9) years. The last extension has been 
granted through 2013. 

North Carolina 

Customer 
North Carolina Department of Health and Human Services, Division of Services for the Deaf and Hard 
of Hearing 

History 
Sprint was awarded the first contract with North Carolina as a result of a competitive bid process in 
1991. Sprint was not awarded the next contract in 1995, but was selected in the subsequent 
competitive bid process in 2000. Sprint was awarded a third and fourth contract in 2004 and 2008 as 
the result of competitive bid processes. 

"THE DIVISION OF SERVICES FOR THE DEAF AND THE HARD OF HEARING IS 
PLEASED THAT SPRINT HAS AGAIN BEEN AWARDED THE TELECOMMUNICATIONS 

RELAY SERVICE CONTRACT WITH THE STATE OF NORTH CAROLINA," SAID LINDA 
HARRINGTON, DIRECTOR OF THE DIVISION OF SERVICES FOR THE DEAF AND THE 

HARD OF HEARING. "WE ARE LOOKING FORWARD TO FOUR MORE YEARS OF 
TEAMWORK AND GREAT CUSTOMER SERVICE." 

LINDA HARRINGTON, DIRECTOR, h E S S  RELEASE DATED 9/30/04 

Contract Status 
The current contract began on 7/01/2008 with a four-year term. 

North Dakota 

Customer 
State of North Dakota, Information Technology Department 

History 
In 1993, 1998, 2004 and 2010, Sprint was awarded relay contacts as a result of competitive bid 
processes. The Deputy Chief Information Officer of the Information Technology Department has 
provided a letter of reference, which can be found in Attachment C. 

"mE1R [SPRINT'S] ENTHUSIASM AND PHILOSOPHY ON QUALITY CUSTOMER 
SERVICE IS THE PRIMARY REASON WE HAVE CONTINUED TO AWARD THEM THE 

CONTRACT IN NORTH DAKOTA." 

MIKE RESSLER, ND DEPUTY CHIEF INFORMA~ON OFFICER 
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Contract Stutus 
The current contract began on 71112010 with an initial term of three years and a four one-year 
extension options, for a total possible duration of seven (7) years. 

Customer 
Public Utilities Commission of Ohio 

History 
In 1997, Sprint was awarded a contract as a result of a competitive bid process. In 2002 and 2009 
subsequent bid processes were again awarded to Sprint. 

In the recent bid process for Ohio, the Ohio School for the Deaf offered its support for Sprint to be 
offered the contract, and made the following observation. 

“DEAF AND HARD-OF-HEARING CONSUMERS APPRECIATE THE QUALITY OF 
SERVICES SPRINT PROVIDES WITH ITS RELAY SERVICES AS WELL AS PROVIDING 

RELAY SERVICE EDUCATION TO DEAF AND HARD-OF-HEARING CONSUMERS. 
SPRINT RELAY GOES ABOVE AND BEYOND THE NEED OF CONSUMERS NOT ONLY 

WITH ITS RELAY SERVICES BUT WITH ITS INVOLVEMENT WITH THE COMMUNITY.” 

EDWARD CORBETT, JR. PH.D., OHIO SCHOOL FOR THE DEAF 

Contract Stutus 
The current contract began on 7/01/2009 with a four-year term. 

Oklahoma 

Customer 
Oklahoma Telephone Association 

History 
In 1993, Sprint was awarded a contract as a result of a competitive bid process. In 1999 and 2005, 
Sprint was awarded subsequent contracts. In 201 1, a competitive bid process was released and the 
results are pending. Many customers offered their support for Sprint to retain the contract, including 
the following note from the Oklahoma Association of the Deaf. 

“BASED ON OUR EXPERIENCE WITH SPRINT’S TRS PROGRAM, SPRINT HAS BEEN A 
PREMIER LEADER THAT THEY CONTINUE TO EXPAND AND DEVELOP MORE 
PROGRAMS AND CHOICES FOR ALL PEOPLE WITH HEARING MISS, WHICH IS 

CRITICAL STEP FOR INDEPENDENCE OPPORTUNITIES.” 

GLENNA COOPER, PRESIDENT, OKLAHOMA ASSOCIATION OF THE DEAF 
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Contract Status 
The current contract began on 11/14/2005 with a six-year term. 

Oregon 

Customer 
Oregon Public Utility Commission 

History 
Sprint was awarded the contract in 1992, 1996, 1999, 2004 and 2009 as a result of competitive bid 
processes. Recently, many customers offered thelr support for Sprint to retain the contract, including 
the following note from the Hearing Loss Association of Oregon. 

“OVER THE YEARS THAT SPRINT HAS BEEN PROVIDING RELAY SERVICES IN 
OREGON, I HAVE HEARD MANY GOOD COh4MENTS ABOUT THE EXCEPTIONAL 
SERVICE THAT SPRINT PROVIDES. THEY ARE RESPONSIVE AND PATIENT AND 

INTENT ON HELPING PEOPLE WITH HEARING LOSS ...” 
KAREN SWEZEY, HEARING LOSS ASSOCIATION OF OREGON 

Contract Status 
The cnrrent contract began on 8/01/2010 with a two-year initial tenn and two two-year extension 
options, for a total possible duration of six (6) years. 

Puerto Rico 

Customer 
Telecommunications Regulatory Board of Puerto RICO 

Histoty 
Sprint began providing relay service in her to  Rico in 2001. In 2005 and 2009, Sprint was awarded 
subsequent contracts as a result of competitive bid processes. 

Contract Status 
The cnrrent contract began on 1/01/10 with a two-year base term and two one-year options, for a total 
potential contract term of four (4) years. 

South Carolina 

Customer 
State of South Carolina, Office of Regulatory Staff 

History 
Sprint was awarded contracts through a competitive bid process in 1992,1997,2002, and 2008. 

Many organizations offered their suppoa for Sprint to retain the contract in 2008, including the 
following note from the South Carolina Deaf Golfers Association. 
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“SPRINT RELAY HAS DONE AND CONTINUES TO DO AN EXCELLENT JOB 
PROVIDING TIMELY CALL ANSWERING AND ACCURATE MESSAGE RELAYING 

SERVICES. THE OPERATORS FACILITATE ALL BUSINESS AND PERSONAL CALLS IN 
A PROFESSIONAL MANNER. W E  ARE RENDERED SPEECHLESS BY THE INNOVATION 

SPRINT RELAY HAS MAINTAINED OVER THE RECENT YEARS.” 

VICTOR CASSELL, SC DEAF GOLFERS ASSOCIATION 

The current contract began on 1/01/2009 with a four-year initial term and two one-year extension 
options, for a total possible duration of six (6) years. 

South Dakota 

Customer 
Sprint is a subcontractor to CSD (contract bolder). Sprint provides the technology and additional 
operational support. The State of South Dakota, Department of Human Services oversees the contract 
with CSD. 

Histoty 
In 1992, CSD and Sprint were awarded the contract as a result of a competitive bid process. In 1997, 
2005, and 2010, CSD and Sprint were again selected in the bid processes. 

Contract Status 
The current contract began on 6/01/2010 with a three-year initial term plus two one-year extension 
options, for a total possible duration of five years. 

Customer 
Texas Public Utilities Commission 

Histoty 
Sprint was awarded the contract to provide relay services in the State of Texas in 1990, 2000, and 
2005. Recently, a bid process was conducted and the State has recently announced its intention to 
begin negotations with the successful bidder, Sprint. 

The Hearing Loss Association of America, Texas State Office expressed its desire to retain Sprint as 
the Relay Texas provider, with the following note. 

“WE PREFER TO USE SPRINT DUE TO ITS OUTSTANDING RELAY SERVICE QUALITY 
AND THE FRIENDLY AND PROFESSIONAL SERVICE AGENT ASSISTING WITH THE 

CALL. OUR MEMBERS HAVE BEEN AVID USERS OF SPRINT RELAY FOR THE PAST 
19+ YEARS ...” 

LOIS JOHNSON, DIRECTOR, HLAA, TEXAS STATE OFFICE 
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Contract Status 
Sprint’s current contract with Texas began on 9/1/2006 with a five-year term. 

Customer 
State of Utah, Public Service Commission 

History 
Sprint was awarded the contract in 2000 and a second contract in 2005. Although another provider 
was selected as a part of the competitive bid process in 2009, Sprint received many letters of support 
from the community including the following note t?om the Utab Association for the Deaf. 

‘‘UTAH ASSOCIATION FOR THE DEAF ACKNOWLEDGES SPRINT NEXTEL AS A 
LEADER IN RELAY SERVICES IN THE STATE OF UTAH, AND AS PROVIDER OF 

BLACKBERRY, WIRELESS DEVICES AND CAPTEL DEVICES. SPRINT NEXTEL IS 
WELL KNOWN AS A SUPPORTER OF VARIOUS ORGANIZATIONS IN THE STATE.” 

RONALD J. NELSON, PRESIDENT OF THE UTAH ASSOCIATION FOR THE DEAF 

Contract Status 
Completed project 

Vermont 

Customer 
Vermont Department of Public Services, Division of Consumer Affairs 

History 
Sprint was awarded the contract as a result of competitive hid processes in 2002,2005, and 2010 

W 

Contract Statas 
Sprint’s current contract with Vermont began on 7/1/2010 with a two-year initial term and a two-year 
optional extension, for a potential total of four (4) years. 

Virginia 

Customer 
State of Virginia 

History 
Sprint was awarded the contract to provide CapTel services in 2004. Although Sprint was not 
awarded the subsequent contract in 201 1, many customers expressed support for Sprint, including the 
following CapTel user. 
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“I JUST LOVE CAPTEL. AND 1 HAVE NEVER HAD PROBLEMS WITH THE SPRINT 
RELAY SERVICE. THE SERVICE HAS ALWAYS BEEN EXCELLENT.” 

LINDA DALLOS, CAPTEL USER 

Contrcrct Status 
Completed Project 

Washington 

Customer 
State of Washington, Office of the Deaf and Hard of Hearing 

Histoy 
In 1998, Sprint was awarded a first contract as a result of a competitive bid process. Sprint won 
subsequent contracts in 2005 and 2010 as a result of competitive bid processes. 

Contract St~trrs 
Sprint’s current contract with Washington began on 12/1/2010 with a three-year initial term and two 
one-year optional extensions, for a potential total of five (5)  years. 

West Vireinia 
/4 

Customer 
West Virginia Public Service Commission 

Histo y 
Sprint was awarded the contract as a result of a competitive bid process. During the bid proc 
Sprint received many letters of support, including the following: 

:ess, 

“THE CURRENT RELAY PROVIDER, HAMILTON, IS OFTEN NOT VISIBLE AND OFTEN 
FOUND LACKING THE FOLLOWING: GIVING PRESENTATIONS, OUTREACH, 

TRAINING, WORKSHOPS, NEW INFORMATION, AND COMMUNITY INVOLVEMENT.” 

JIMMY HENDERSON, PRESIDENT WEST VIRGINIA DEAF BOWLER ASSOCIATION 

“I KNOW THAT THE HAMILTON RELAY SERVICES WON A BID A COUPLE OF YEARS 
AGO AND, SINCE THEN, 1 HAVE NEVER SEEN THE HAMILTON’S CONTACT PERSON 

BUT 1 HAVE SEEN THE SPRINT RELAY SERVICES’ CONTACT PERSON. HE 
CONTACTS PEOPLE IN WEST VIRGINIA AND TALKS WITH THEM ABOUT RELAY 

SERVICES AND OTHER SPECIAL TECHNOLOGIES FOR DEAF AND HARD-OF- 
HEARING PEOPLE.” LIZ LEISURE, WEST VIRGINIA RELAY USER 

~ 
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Contract Status 
Sprint’s current contract with West Virginia began on 9/16/2009 with an initial term of 18 month and 
six-month extension options. The current contract will expire on 8/28/2011. 

Wisconsin 

Customer 
State of Wisconsin 

History 
In 2009, Sprint was awarded its first contract as a result of a competitive bid process. On December 
29,2009, Sprint successfully transitioned service from the incumbent provider without issue. 

Contract Status 
Sprint’s current contract with Wisconsin began on 12/29/2009 with an initial contract term of five ( 5 )  
years. 

Wvoming 

Customer 
State of Wyoming, Division of Vocational Rehabilitation 

History 
Sprint began providing services in Wyoming in 1992 through 2004. In 2004, the bid was awarded to 
another vendor as a result of a competitive hid process. In 201 1, the statc of Wyoming again selected 
Sprint to serve as its TRS and CapTel provider. a 
Contract Status 
Sprint’s current contract with Wyoming will begin service on 8/01/2011with an initial term of two 
years and four one-year optional extensions, for a total potential contract term of six (6) years. 

Call Volumes 
Please see Attachment M which includes the current number of Outbound calls for TRS, STS and 
CapTel for each of Sprint’s current state customers. 

If the bidder’s relay service in other states is available for testing by means of a number that can 
be dialed from within Florida, the bidder should provide the telephone numbers that can be 
used to dial the bidder’s relay service. 

As the incumbent provider, Sprint welcomes the evaluators to experience the Florida Relay service 
using the existing toll-free telephone numbers. 

In addition, Sprint h a s  provided information on Sprint’s performance in the recent 201 1 National 
Index Survey, which compared all TRS providers. Please see the Executive Summary and Attachment 
B for a copy of the Sprint Press Release. 
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I Jonathan Cray, RSPF Manager (503) 373-1413 tty TRS and CapTel 

Public Utilities Commission ion.crav@state.or.us 1992-201 2 

The bidder shall provide the names of three customer references, including speeific contact 
name and phone number, to whom the bidder has provided the bid service or a similar service. 
If no customer references are available, or applicable, explain and provide three alternative 
references explaining the relationship of the reference to the bidder. 

Sprint has provided a list of three customer references including contact name and phone number, in 
the table, below for the evaluators’ consideration. Sprint provides services which are similar to those 
proposed in Sprint’s bid. 

slate Keterence lntormation Contact lntormation Relevant Experiencr 

ngeio Kella, I A ~  MM8 ; 

Figure 74 -Sprint Relay References 

Communitv Su~oort 
In addition, Sprint has been honored to receive letters of support kom Florida Relay residents who use 
the service, as provided in Attachment C- Letters of Support. 

M Y  PAST EXPERIENCES HAVE SHOWN ME THAT SPRINT RELAY IS THE BEST 
PROVIDER AVAILABLE AND I HOPE THAT THE FLORIDA SERVICE COMMISSION 

CHOOSES SPRINT RELAY AS THE NEXT FLORIDA RELAY PROVIDER.” 

JOHN BURNS, FRS USER 

“I AM A RESIDENT OF FLORIDA AND A REGULAR USER OF SPRINT TRS RELAY 
SERVICES FOR THE LAST 15 YEARS. 1 HAVE HAD GREAT EXPERIENCES WITH 

SPRINT RELAY AND THEY HAVE THE BEST CUSTOMER SERVICE.” 1 
FRANCES BURNS, FRS USER 
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“I AM ONE OF THE MEMBERS OF THE FLORIDA BLACK DEAF ADVOCATES AND 
WOULD APPRECIATE THAT YOU CONTINUE THIS SERVICE. 1 HOPE THAT THE 

FLQRIDA SERVICE COMMISSION CHOOSES SPRINT RELAY AS THE NEXT FLORIDA 
RELAY PROVIDER.” 

ODELL JOHNSON, FRS USER 

W 
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Subcontractors (RFP ref. _ _  __ - A e r  proposes to usc subcontrac.,.., ...- U.U..-. -..-.. .u-y.yJ sYUCYY..PCLYLI -u 

indicate the scope of their role in the provision of relay service. The bidder should also indicate 
what experience the subcontractor has in providing the service for which it would contract with 
the provider. 

If the bidder intends to use a subcontractor to provide any part of the relay service, the bidder 
must also provide three customer references for the subcontractor and the information required 
in paragraph 5. 

Sprint plans to use the following long-standing Sprint subcontractors to provide services to meet the 
needs of the FRS program, CSD and Captioned Telephone, Inc. (CTI). 

CSD 
CSD will continue to provide the operations and staffmg for several network TRS call centers. CSD 
(also known as Communication Service for the Deaf, Inc.) is a private, nonprofit organization. Sprint 
and CSD have worked together providing Sprint Relay for 16 years. CSD has a total of 18 years of 
experience in providing Telecommunications Relay Service (TRS) as the primary contractor for three 
states, and as the subcontractor for Sprint in other states such as Hawai’i. CSD has never had a service 
contract terminated or not renewed during the entire time of providing TRS service as the prime 
contractor. In fact, prior to the passage of the American’s with Disabilities Act (ADA), CSD was 
providing Telephone Relay Services on a volunteer basis and has done so since 1975. 

CSD Corporate office address is: 

CSD 
102 N. Krohn Place 
Sioux Falls, SD 57103 

Call volumes for Sprint and CSD’s customers have been provided in response Item 68 in 
Figure 56. 

References for CSD include the following state customers who have selected Sprint Relay as 
their provider, using a combination of Sprint- and CSD-operated call centers: 

ILLINOIS 

INDIANA 

NEVADA 

TNdy Snell 
Illinois Telecommunications Access Cornoration 

800-841-6167 

Virginia Barr, Director of Operations, 
Indiana Telephone Relay Access Corporation (InTRAC) 

317-334-1413 Vrrpl  

Betty Harnmond Nevada 
office of Disability Services. Department of 

Human Resources 
Ph: (775) 687-4452 
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Captioned Telephone, Inc. 
Ultratec and its wholly owned subsidiary, Cap Tel, Inc. (CTl) provides Call Center services for CapTel 
services. CapTel technology and equipment was developed by Ultratec, Inc., a leader in the 
development of telecommunication solutions to enable individuals with a hearing loss to communicate 
over the telephone. Ultratec's philosophy of equal access for all includes every aspect of the 
business, including the company headquarters in Madison, Wisconsin. Even though it was built before 
the Americans with Disabilities Act, the entire building is designed to be completely ban'ier free. 

Ultratec has chosen to focus their efforts on equipment design and development as opposed to selling 
CapTel services. Thus CapTel service is not available directly through Ultratec, but instead must be 
purchased through a third-party vendor such as Sprint Relay. 

Call volumes for Sprint and CTI's customers have been provided in response Item 68 111 

Figure 56. 

References for CTl include the following state customers who have selected Sprint Relay as 
their provider, with CTI providing call centers: 

New 
York 

Angelo Rella, TAF Manager 

Targeted Accessibility Fund of NY 

(518) 443-2807 

arella 
Oregon Jonathan Cray, RSPF Manager 

Public Utilities Commission 
(503) 373-1413 tty 

Illinois Trudy Snell 

Illinois Telecommunications Access 
Corporation 

VITTY:(800) 841-6167 

VITTY:(217)698-4170 

Figure 75 - CTI References 
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Bid Security Deposit (RFP ref. C-7) 
~ ~ v y , v v v  security deposit shall be furnished .” vLLs..,~. y1 p L y p y ~ ~ L  

The bid security deposit shall be in the form of a bond, a certified or cashier’s check, or bank 
money order that is valid through at least October 28, 2011, and is payable to the Florida 
Telecommunications Relay, Inc. The bid security deposit will be held without cashing. 

If a bond is used, the bond shall be issued from a reliable surety company acceptable to the 
FPSC, licensed to do business in the state of Florida and shall be signed by a Florida licensed 
Resident Agent. Such a bond shall be accompanied by a duly authenticated Power of Attorney 
evidencing that the person executing the bond on behalf of the surety bad the authority to do so 
on the date of the bond. 

The unsuccessful bidders’ security deposits shall be returned, without interest, within thirty (30) 
days after disqualification, withdrawal, or signing of the contract with the successful bidder. 
The successful bidder’s bid security shall be returned, without interest, upon signing of the 
contract and furnishing the Performance Bond as specified herein. If the successful bidder fails 
to sign a contract within thirty (30) days after the Letter of Intent or  fails to deliver the 
Performance Bond as specified herein, the bid security shall be forfeited to the Florida 
Telecommunications Access System Fund. 

Sprint has read, understands and has complied. 

Please see Attachment 0 for Sprint’s Bid Bond. 
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Sprin ture to provide the best customer experience for each customer 
The organization is designed to support quick decision-making, improve execution, and strengthen the 
ability to support our customer base while delivering on the opportunity provided by OUT assets. The 
Sprint Business Markets Group, composed of sales, support, marketing and operations personnel, 
enables a sharpened focus on the needs of enterprise, general business and public sector customers. 

There are business units, shared services organizations and corporate staff functions. Each business 
unit is aligned with our network platforms while shared services are designed to serve all customers. 
This unified structure allows us to customize an entire solution to match the State's needs, instead of a 
"one size fits all" business model. Through this alignment, we can use our portfolio of assets most 
efficiently and effectively to create customer-focused communications solutions and provide single 
points-of-contact for sales and service differentiating Sprint from the competition. 

corporate 

Sprint specializes in serving vertical industries such as Relay, Construction, Education, Government, 
Field Services, Finance, Healthcare, Insurance, Manufacturing, Professional Service, Public Safety, 
Retail, Transportation and Distribution, and Utilities. By using a vertical market approach, Sprint 
recognizes business customers have different needs and expectations. To further address those 
expectations, we have combined wireless, wireline, long-distance, global data and voice capabilities in 
customized solutions across product boundaries. We leverage experience in wireline enterprise 
connectivity to provide fmed, mobile convergence services, integrated bundles, and new offerings 
such as unified messaging platforms, hosted IF' PBX services, and remote access services with 
wireless and wireline components. This integration of wireless and wireline solutions offers 
enterprises an opportunity for reduced costs and increased efficiency. 

The following organizational chart demonstrates Sprint Relay's relationship to the Sprint 
organization: 

- 'I 
Figure 1 - Sprint Organization 
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Florida Relay Life-Cycle Team 
One of Sprint Relay’s Quality principles and practices is the utilization of the Life-Cycle Team. The 
Life-Cycle team concept has proven to be a benchmark of the quality and subsequent success of Sprint 
Relay. Sprint offers to the State a dedicated Life-Cycle Team to service implementation, on-going 
service quality, new product offerings, and reporting. This team leads the way in the development and 
incorporation of enhanced services, including future product innovations and marketing strategies. 

The following figure provides the key personnel assigned to support the Florida Relay program. 

I Relay Lifecycle Team 

I Key Personnel 

and the Administmior regarding 

he Administrator 
+ Reviews monthly invoices 

+ 
Prepares reports for submission to the Administrator 
Serves as POC for any comdaints. commendations. or suestions 
regarding Flonda Relay 

Ensures Customer Satisfaction 
+ Coordinates Operational Improvements and Quality Assurance 

programs 

Figure 2 - Key Staff 

In addition to the key personnel above, an extended lifecycle team is comprised of representatives 
from billing, contracts, subcontracts, engineering, finance, operations, and training. This team assists 
in delivering service quality, future product innovations and state strategies. The figure below depicts 
the extended lifecycle team and the respective areas of responsibility. 

Sprint will continue to supply an experienced staff supporting FRS. These employees are dedicated 
and enthusiastic to provide the highest quality possible. 

'cas of Responsibility and E. 

Cnrint Ciinnnrtinn Dnr~nnnr 

>rice 

Mark Tauscher 
Product Mgr. Wireless Relay products. 

Manages existing services and designs new innovations for Internet and I I 

I I I 

W 
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Designs and develops new enhancements and technologies for the TRS 
platform. Tests and implements new developments and platform 
configurations. Oversees systems network and traffic management. Maintains 
systems maintenance. 

Oversees the Relay Center daily traffic routing and staffing requirements. 
Responsible for Sub-contractor relations Manages QJality AssJrance 
Training Managers. 

Roy Monica 
Engineering 

Ronald Peay 
Operations Manager 

Kris Owara 
Bi//ing 

Prepares and submits billable minuteskewice montnly. Upon request of 
Contract Administrator, prepares and provides various ad hoc reports. 

Supports the TRS contract between the State and Sprint. Michaela Ciairmonte 
confracts 

Supports relationships with all Vendors and Sprint Mike Black 
Subcontracts (SCM) 

I Location Manaaers oversee the overall oDeration of the TRS call center and 

Figure 3 -Sprint Life-Cycle Team 

Sprint Relay Management Team 
The original Sprint Relay management team included three members of the Deaf community. This 
has now expanded to become the largest team of Deaf and hard of hearing individuals in the state TRS 
industry. Sprint Relay currently employees dozens of managers who are users of Sprint Relay and 
provide leadership in the direction of the products developed 

P 
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Mike Ellis 
Sprint Relay Director 

John Moore 
Wireline and Wireless 
Customer Care Manager 

Damara Paris 
Manager of Product I Development and Marketing 

Mike oversees a team of individuals focdsed on developing and mainta ning 
relationships with Relay customers, prodJct qualdy. developing new products 
and ennancements for Relay users, marketing and outreach and sales support 
functions 
M.ke E.lis was hired by Sprint Relay in 1992 as Account Manager for Nevada 
and Coorado. During his 19 years with Sprint. he has been promoted to 
Accomt Executive, Branch Manger and recently to Director. Mike has a 
Bachelor of Arts degree from Baker University. Ba1dw.n City, KS and a Master 
of Arts degree from Gallaudet University. Washington DC in 1986. 
John leads a team of approximately a dozen management-level Program 
Managers who focus on contract compliance, customer relations, account 
retention, assisting Relay end users witn any concerns or issues and State 
marketing. 
John Moore was h,red by Sprint Relay in 1993 as a TRS call center 
supervisor. He was promoted to Consumer Relations Manager and again to 
Relay Program Branch Manager. John is hard of hearing and fluent in ASL. 
Maggie leads a team of Sales and Sales support staff focused on providing 
Relay services and related wireless products l o  state Relay customers. the 
Federa governments. businesses and individual consumers. Maggie 
Schoolar has 20 years of experience with Sprint Relay and was a member of 
the original management team who launched Relay Texas in 1990. Sne was 
instrumental in launching Relay service in New Zealand and has received the 
Sprint Diamond Award. 
Damara leads a team of approximately a dozen management-level Business 
Development Managers wnose primary focus is to promote and educate Relay 
services to the general public and potential users. 
Damara Paris was hred by Sprint in 2006 as the Oregon Account Manager. 
In 2008 she was promoted to CapTel Branch Manager. As a former State 
Relay Contract Adm:nistrator and a CapTel user herself, Damara IS able to 
identify with the needs of the States as well as end dsers. Damara excels as a 
leader both internal and external to Sprint Relay. being a publisned author as 
well as serving in many Deaf organizations both on a state and national level. 
She was recognized by the National Association of the Deal in 2006 and 
rece.ved the 'Randall McClelland Memorial Award. 

Figure 4 - Sprint Relay Management Team 
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Resumes 

D OTTIE M. CA R TRlTE 
14379 West Yale Place, Lakewood, CO 80228 • (303) 949-4941 • dmctex@msn.com 

EDUCATION 
Masters of Business Management degree with an emphasis in Global Marketing - currently 
Bachelor of Science Degree w/Honors: Business Management - June 2002 
RID (nationally) Ce11ified as an Interpreter of American Sign Language with a Certificate of 
Transliteration - June 1992. 
Associates Degree: Interpreter Training Program - 1989 

EXPERIENCE 
SPRINT - Public Sector Sales for Telecommunications Relay Service, Denver, CO 
Government Account Manager, Western Region - Jan 2008 to Present 

Continually manage, maintain and increase revenue stream for Telecommunications Relay 

Service (TRS) through competitive bid procurement of State, Federal and National offerings. 

Responsible for national opportunities and retention plans. 

Conduct consultative selling, relationship management, establishment of price benchmarks, 

competitive bidding process and contract extensions. 

Manage sales portfolio individually . 


SPRINT - Public Sector Sales for Telecommunications Relay Service, Denver, CO 
Sales Operations Specialist il - 2001 to 2007 

Seven years of progressive experience in Sprint Telecommunications Relay Service (TRS) 

related to contractual terms and fede ral mandates for TRS and ADA compliance issues and 

laws pertaining to TRS; general knowledge of telecommunication networks and equipment, 

relay industry call features , and specialized equipment/services for people with disabilities. 

Worked on international initiatives and supp0l1ed securing Sprint Relay ' s first international 

0pp0l1unity and the first-ever in-country relay service for a small country. 

Managed a national captioned telephone ( CapTe l ) trial with trial participants around the 

country. 

Created a new wireless sales channel for the Sprint Relay team with training, program and 

project management flmctionality. 


SPRINT - Public Sector Sales for Telecommunications Relay Service, Denver, CO 
Staff interpreter, Sales & Marketing - 1996 to 2000 

Five years as a staff interpreter to the National Sales Manager for Sprint Relay 
Extensive experience in industry interpreting in a multitude of venues and settings around the 
country including national events, contract negotiations, customer and consumer conferences, 
conference calls, professional meetings, etc. 
For three years, supervised a staff of four located across the country 
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J 
SELF-EMPLOYED - Denver, CO 

Freelance Interpreter - 1989 to 1996 

Worked as an interpreter for Vocational Rehabilitation 
Worked as an interpreter for the University of Denver, Metro State University, Red Rocks 
Community College, Arapahoe Community College, and Jefferson County Public Schools. 
Served as a staff interpreter for Deaf Way in Washington, D.C. 
Served as a substitute teacher for the Interpreter Preparation Program at Front Range 
Community College, Westminster, CO 
Served as a religious interpreter at Bear Valley Church, Lakewood, CO & Foothills Bible 
Church, Littleton, CO 
Worked as a freelance interpreter in various settings including professional business, medical, 
mental health, performance and educational environments. 

AFFILIATIONS 
Member of the National Association of the Deaf (NAD) 
Member of the national Registry of Interpreters for the Deaf, Inc. (RID) 
Member of the Colorado Association of the Deaf 
Served on Colorado’s RID committees, organizing The Annual Silent Retreat for 5 years 
Participate in various community projects as a volunteer 

w AWARDS & RECOGNITION 
2006 Sprint Nextel Federal Government 2006 Eagle Award 
2005 Sprint Relay Outstandmg Contributor of the Year 
2002 Sprint Relay Outstanding Contributor of the Year 
2001 TRS Life Cycle Team of the Quarter 
2000 Sprint’s Life Cycle Team Award 
1998 Interpreter Recognition Award 
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Missy McManus 

500 Gracem Road; Ste 202 ; Columbia, SC 29210· 800-871-3086 • melissa.mcmanus@sprint.com 

EDUCATION 

Gallaudet University 

B.A. degree, 1991 

EXPERIENCE 

Sprint Telecommunications Relay Service - Columbia, S. C. - Year 2003 to present 

Relay Program Manager 
Manage and serve six states and ensure that all states are in compliance with state 
contractual requirements. 

Plan, develop, and manage the implementation of products and service strategies targeted at 

deaf, hard of hearing, speech-disabled, deafblind and hearing Sprint Relay customers. 

Capture speci fic ta rget markets to contribute to corporation revenue and profit growth . 

Present Sprint Relay products and services at workplaces, exhibits, and conventions 

throughout South Carolina and when needed, nationwide. 

Create state annual reports and FCC annual complaint log reports. 

Meet with state-level commissioners to ensure compliance with government contractual 

obligations. 

Submit monthly reports on Relay statistics and outreach education performed. 

Train, delegate duties, and supervise subcontractors. 

Maintain various budgets. 

Interact with customers and vendors . 

Address customer satisfaction by addressing customer complaints and commendations. 


Described Captioned Media Program - Spartanburg, S.c. - Year 1993 to 2003 

Captioll Editor 
Proofread and edited lesson guides; technica l documents; catalog descriptions; marketing 

materials; grants; captioned educational, special-interest and theatrical media; and other 

documents in both print and Web formats . 

Co-developed captioning guidelines for captioning agencies across the United States. 

Prepared evaluation reports for captioning agencies . 

Trained captionists in accuracy of captioning. 

Developed monthly reports for the U.S. Department of Education. 

Coordinated, wrote, revised, and monitored articles for captioning-related information. 

Presented at exhibits and conventions, and other marketing activities. 

Evaluated and reported on special-interest media. 
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Wachovia Bank ofNorth Carolina - Raleigh, N.C. - Year 1992 to 1993 

Word Processor 
Proofread technical bank documents . 

Prepared financial and technical documents. 


RECENT AWARDS & RECOGNITION 

Golden Hand award for" ... valuable contribution to the deaf community of South Carolina" 
from the National Association of the Deaf. August 2007. 

Golden Hand award for " ... valuable contribution to the South Carolina Association of the 
Deaf' from the National Association of the Deaf. August 2007. 
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Loraine Overland 
7426 Mudlake Road, Macclenny, FL 32063 e 913-653-0151 loraine.l.overland@sprint.com 

EDUCATION 
Florida State College, Jacksonville, FL 

General Studies - 2008 

EXPERIENCE 
Sprint Nextel, Jacksonville, Texas 

ProjecVProgram Manager - 2005 to Present 

Quality management: Ensure adherence to State contract and Federal regulations. Develop and 
maintain supplemental training programs. Develop, implement and administer quality assurance 
and nationwide center consistency programs. Compile center performance reports. Work with call 
center leadership teams to identify, report, and develop recognition for excellence and solutions 
for performance gaps. Regularly conduct and analyze performance evaluations. Submit system 
and database improvement requests. Analyze customer and employee feedback for employee, 
process, and customer service improvement opportunities. 

Regional Chamber of Commerce, Jacksonville, Florida 

Program Manager- 2005 

Coordinate and support Blueprint for Prosperity community strategic planning initiatives. Maintain 
an information database, coordinate mass mailings, distribution of community flyen and rallying 
opportunities. Identify potential meeting venues, gain support from City Council Members and the 
Mayors Administrative staff to access city event equipment and set up crews. Present information 
to potential program business partners and the Blueprint for Prosperity Executive Committee. 

Sprint Nextel, Jacksonville, Florida 

Educational Consultant - 2000 to 2004 

Develop, customize and maintain training material. Develop, implement and administer quality 
assurance programs and performance improvement solutions. Provide one-on-one and group 
traininglperformance coaching. Coordinate and facilitate employee satisfaction initiatives. 
Facilitate classroom and network enabled training. Serve as subject matter expert. Compile, track 
and reporVpresent customer service and employee performance statistics. 
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Sprint Nextel, Jacksonville, Florida 

Operations Supervisor- 1996 to 2000 

Ensured service levels were provided in accordance with contractual requirements, designed 
policies, quality assurance, employee recognition programs and performance standard objectives. 
Fauiitate employeelcustomer service improvement initiatives. Research and respond to customer 
issues. Mentor and motivate employees. Conduct performance observations, trending and 
coaching. 

Sprint, Jacksonville, Florida 

Conference Coordinator- 1995 to 1996 

Subject Matter Expert for conferencing systems and processes. Coordinate high profiielhigh 
dollarlhigh volume conference calls. Manage workforce assignments. Participate on numerous 
workplace committees to brainstorm and implement process improvements. 

Sprint, Jacksonville, Florida 

Regional Operations Center Customer Agent - 199G1995 

Provide excellent customer service while handling long distance customer requests. W 

US. Army, Ft. Campbell, KY 

501'' Signal Battalion - 1988 to 1990 

Instrumental in the establishment of field switchboard communications for high ranking officers; 
maintained a high level security clearance to maintain secure communications and high security 
items. 

AWARDS &RECOGNITION 
Sprint Values Excellence Distinguished Contributor Annual Award 1997 

Sprint Values Excellence Award 1997, 1998, 2001, 2002 
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News Release 
Sprint Nextel 
6200 Sprint Parkway 
Overland Park, Kan. 66251 

Media Contacts: 
Mark Bonavia 
mark,bonavia@sDrint.com 
91 3-269-0436 

Jeff Rudolph 
Jeff@theDaislevarouD.com 
303-688-1666 Ext. 200 

Sprint Relay Earns Top Honors for Best Overall 
Customer Care and Speed of Service from Paisley Group 

The only carrier to earn a perfect score in key customer care category 

OVERLAND PARK, Kan. -April 19, 2011 - Sprint (NYSE: S) today announced that 
it has earned top honors in Customer Care and Speed in the 2011 Paisley Group 
National Relay Tp( Performance IndexTM. Sprint Telecommunications Relay Services 
(TRS) enable text-telephone (TW) callers and hearing callers to communicate with 
one another through trained Relay Operators. Paisley‘s National Relay Tp( 
Performance Index included several domestic TRS providers. 

I n  the Overall Customer Care category, Sprint was the only provider to earn a perfect 
score. The category captures the number of critical errors that relay providers make 
when relaying messages (i.e., errors that change the meaning of the message). 
I n  the Speed category, Sprint‘s relay operators earned best-in class honors, exceeding 
the FCC-mandated typing speed (82 wpm vs. the mandated 60 wpm). 
Sprint ranked as the best in overall WPM and Passed calls. Sprint‘s blazing-fast, third- 
generation TRS platform also contributed to the win. 

“Speed makes a difference in the relay industry - when callers receive faster service, 
government entities responsible for funding relay services are charged less time per 
call,” said Jeff Rudolph, president and CEO of the Paisley Group LTD. “Sprint‘s average 
conversation length of three minutes exceeds the three-minute, 21-second industry 
mean (2011) and stands in testament to an organization dedicated to optimal 
efficiency.” 

Mike Ellis, director of Sprint Relay, said, “The Paisley Group’s report underscores 
Sprint‘s commitment to its customers. I t  has been our goal to  deliver the best quality 
in relay services over the past 20 years, and we‘ve consistently achieved it.” 
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About the Paisley Group, Ltd. 
The Paisley Group is a leading third-party quality assurance organization and 
independent research firm. With more than 25 years of experience, Paisley helps 
clients to reduce costs, retain customers and win market share in a variety of 
industries. Paisley's quality audits, customer surveys, social media analytics, social 
CRM, and contact center optimization programs are designed to help organizations 
create delighted, loyal customers and reduce churn. Paisley is the authority in 
directory assistance, toll assistance and relay services. Using industry accepted quality 
measurements of Customer FulfillmentSM, Customer CareSM, and Content Delivery 
(voice or text based), the Paisley Group's professional analysis provides root cause 
data necessary for performance benchmarking and continuous contact center 
improvements. Learn more about the Paisley Group at www.thepaisleygroup.com. 

About Sprint Relay 
Sprint is the largest and most technologically advanced Telecommunications Relay 
Service provider in the nation, providing relay services for 3 1  states and the federal 
government, in addition to New Zealand and the Commonwealth of Puerto Rico. Sprint 
has more than 20 years of experience in providing relay services to persons who are 
deaf, hard of hearing, deaf-blind or have a speech disability to communicate over the 
phone. Sprint's relay services are available 24 hours a day, 365 days a year, with no 
restriction on the number of calls placed or call length. For more information, visit 
www.sorintrelav.com. 

d 
About Sprint Nextel 
Sprint Nextel offers a comprehensive range of wireless and wireline communications 
services bringing the freedom of mobility to consumers, business and government 
users. Sprint Nextel served more than 49.9 million customers at the end of 2010 and 
is widely recognized for developing, engineering and deploying innovative 
technologies, including the first wireless 4G service from a national carrier in the 
United States; offering industry-leading mobile data services, leading prepaid brands 
including Virgin Mobile USA, Boost Mobile, and Assurance Wireless; instant national 
and international push-to-talk capabilities; and a global Tier 1 Internet backbone. 
Newsweek ranked Sprint No. 6 in its 2010 Green Rankings, listing it as one of the 
nation's greenest companies, the highest of any telecommunications company. You 
can learn more and visit Sprint at www.sDrint.com or www.facebook.com/sorint and 
www.twitter.com/sDrint. 
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5215 Espana Ave. 
Boynton Beach, FL. 33437 
June 13,2012 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL. 32399-0850 
To Whom It May Concern: 
I am writing the letter as the President of the Florida Association of the Deaf and I wish to 
express my support for Sptlnt as the provider of services to the Florida Telecommunications 
Relay Service. I have used the service in the past have found them to be exceptional. 
My stepfather still uses the TTY and the Relay services. I h o w  that other deaf people have 
started using the Video Services including myself. However there are other deaf people who still 
have a lTY and use the Relay service. 
Sprint has sponsored events for the Florida Association of the Deaf such as our upcoming 
conference at the end of this month. Many of us have pagers Gom Sprint and use the IP Relay 
services. 
I strongly recommend that Sprint Contract with the Public Utilities Commission which is up for 
renewal be continued. 
Sincerely, 

m 

June McMahon 
President 
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Hearing Loss 

tc @!!? of America 
Association 

Sun City Center Chapter 

1317 Caloosa Lake Ct. 
Sun City Center, Florida 33573 

June 21.2011 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Dear Sir/Madam: 

I am writing in support of SPRINT t o  continue as the provider of dual party relay 
services in the state of Florida. 

4 As an individual who has relied on SPRINT since it began to  offer services to  help 
bridge communications between hearing and non-hearing people, I can 
personally attest to  the high and reputable quality of i ts services. SPRINT is 
dedicated to  bringing people together and has the resources to  do so. 

There is no downside to  knowing that SPRINT is there for people with ana 
without hearing loss who need specialized services to  communicate a t  any hour 
of the day or night be it during emergency and non-emergency situations. 

SPRINT services are exemplary! Please let hearing and non-hearing people rest 
assured that  SPRINT will continue to  be there for them. 

Thank you. 

Richard Herring, President 
Hearing Loss Association of Sun City Center chapter 

Email: rhmann@tarnoabav.rr.com 

3 
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2806 Aston Avenue 
Plant City, FL 33566-9315 

June 23,2011 

Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

My wife and I are board members of the Hearing Loss Association of Florida. We use Sprint relay, visual 
relay services, CapTel, and Web CapTel services for some of our communication with other HLA-FL 
Board members, as well as with our friends and relatives living in Florida. We are very happy with the 
quality of relay services provided by the Sprint Relay program and have been using the services since we 
moved to  Florida in 2006. r 
We would like t o  see Sprint Relay be allowed t o  continue t o  be the provider of communication relay 
services for deaf and hard of hearing people in Florida. 

Thank you for giving us the opportunity t o  advocate for renewing the contract with the Florida Sprint 
relay program. 

Very truly yours, 

Don M. Shaffer 
Katherine M. Shaffer 
Board Members, Hearing Loss Association of  Florida 
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Mary Hair 
6004 Riviera Lane 
New Port Richey, FL 34655 

W 
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To Whom it may concern, 

I am expressing my support of Sprint’s contract renewal. I have used Captel since it first came on the 
market and currently use the Captel8OOi a t  home, webcaptel at work, and a VCO device when traveling. 
My first experience with the VCO occurred when I had to  call AAA because of a breakdown. There is no 
other means of  communication for  people who live alone. 

I have never lost a signal or had any conversation misrepresented. Any questions I had were answered 
immediately. I have had customer service check back t o  make sure things were to  my satisfaction. It 
would be a enormous dis-service not t o  renew. So many of us rely on Sprint and what a tremendous 
difference Sprint has made in my life! 



A To whom this may concern: 

I understand that Sprint's contract with Public Utilities Commission is up 
fo r  renewal. I believe that Sprint has done a wonderful job supporting 
the needs of Deaf and Hard of Hearing Communities. I am sure you wi l l  
continue t o  provide and support the services with both groups need and I 
strongly support your continued relationship with the Public Utilites 
Commission. 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Gail W. Smith 
9355 Hoosier Circle 
Lakeland, FL 33810 
Gailqolf s2@aol.com n 

Page C - 5 



Florida Telecommunications Relay Service 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 

Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I wish to express my support for Sprint as the provider of services to the Florida 
Telecommunications Relay Service. I have been the beneficiary of their services and have found 
them to be exceptional. I use VCO, CapTel, and for all my telecommunications needs and am 
very happy with their services. In addition, I know the local representative for CapTel is readily 
available to answer questions and provide needed advice. 

As a member of Hearing Loss Association of Florida I also appreciate Sprint’s sponsorship as 
we advocate for accommodations for the hard of hearing. 

Sincerely, 

Muriel Raine 
359 Carriage Lane 
Lady Lake, FL 32159-4371 
email: murhlaacntm@,aol.com 

i3 

d 
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Hello, 

I am writing in support of the renewal of the Sprint Relay contract. The Captelphone saved me 
from having to ask other people to make all my calls. I could not have done without it when I 
became dea$ I hope the grant is renewed. I know a lot of other deafpeople who use it. 

Thank you, 
Sharon Milian 
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June 23,201 I 

My siblings are Deaf and my parents are hard of hearing as well as myself. We cannot live 
without communication access, it would be just awful not to have these services. Please let’s not 
go backwards! 

I wish to express my support for Sprint as the provider of services to the Florida 
Telecommunications Relay Service. I have been the beneficiary of their services and have found 
them to be exceptional. I use VCO, CapTel, and Web CapTel for all my telecommunications 
needs and am very happy with their services. In addition, I know the local representative for 
CapTel is readily available to answer questions and provide needed advice. 

Thank you. 

a 6 6 i e  3v:  ma^ 
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June 21.2011 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Dear Ms. Tracy Goddard, : 

I wish to express my support for Sprint as the provider of services to the Florida 
Telecommunications Relay Service. I have been the beneficiary of their services and have 
found them to be exceptional. This service has allowed me the benefit of effective 
communication without depending on family members to make or receive a call for me. 

I use the Cap Tel phone for every call I make .It is liberating to be able to speak and see to 
hear .It is not just a luxury for me and others but a necessity to see what is being 
said ... especially for doctor appointment times/dates or any personal conversations with my 
friends and family. I know the local representative for CapTel is readily available to 
answer questions and provide needed advice. 

As a member of Hearing Loss Association of Florida, I also appreciate Sprint's sponsorship 
as we advocate for accommodations for the bard of bearing. It has hem extremely helpful 
as I reach out to other hard of hearing individuals as well as normal hearing folks. 

I am writing because I understand that Sprint's contract with the Public Utilities 
Commission is up for renewal. Please know that Sprint has done a wonderful job of 
supporting the needs of the Deaf and Hard of Hearing citizens of Florida. 

I am sure that you will continue to provide and support the services that both groups 
need. I strongly support your continued relationship with the Public Utilities Commission. 
therefore I sincerely recommend that the contract with Sprint which provides essential 
outreach services for 1000's of Floridians be renewed. 

It  is important to our well-being to be independent and assimilate with the norm of society 
as best we can. Sprint CapTel and it's many other services has allowed the Hard of 
Hearing/Deaf population in Florida to do just that. 

If I can provide any additional information, please contact me. 
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Sincerely, 

Lynn Rousseau 
1621 NW 103 Terrace 
Gainesville, Florida 32606 
352-331-9808 

Past President Hearing Loss Association of Florida 
Presldent, Hearing Loss Association of Galnesvllle 

Cochair Alachua County Citizens Dlsabillty Advisory Committee 
Member: Unlted Airlines Accessible Travel Advisory Board 
Member: Open Doors Organization 
HLAFloridaaaol.com 
HLAGainesvilleliPaol.com 

www.HLA-FL.com 
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lune 23,2011 

340 Kilmer Way 
The Villas, FL 32 162 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I wish to express my support for Sprint as the provider of services of Florida 
Relay. I have used their Sprint Relay services and have found them to be 
exceptional. I use Sprint Relay for all my telecommunications needs and 
am very happy with their services. In addition, I understand the local 
representative for Sprint Relay is always available to answer any questions 
that I may have. I use the TRS and VCO services. 

If you need any additional information, please contact me. 

Sincerely, 

Carole Paul 
340 Kilmer Way 
The Villas, FL 32162 
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4216 Barnsley Lane, 
Tavares, Florida 32778 
June 25,201 1 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I wish to express my support for Sprint as the provider of services to the 
Florida Telecommunications Relay Service. As a hearing impaired person I 
depend on the TRS services for my communication needs. Sprint has 
always delivered quality and professional services. I have been a TRS user 
for more than 15 years. The Sprint representatives were always happy to 
answer questions and assist when needed. 

Feel free to contact me if you have additional questions. 
If you need any additional information, please contact me. 

Sincerely, 

Dametta Martin 
4216 Barnsley Lane, 
Tavares, Florida 32778 
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Frances Bums 
1274 Summer Drive, 
Tallahassee, Florida 3231 1 

June 20,2011 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I am a resident of Florida and a regular user of Sprint TRS Relay services for the 
last 15 years. I have had great experiences with Sprint Relay and they have the 
best customer service. Their quality programs have shown me that Sprint Relay 
is the best provider available and I hope that the Florida Service Commission 
chooses Sprint Relay as the next Florida Relay provider. 

Please feel free to contact me if you have additional questions. 

Regards, 

Frances Burns 
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1274 Summer Drive 
Tallahassee, Florida 3231 1 

June 25,201 1 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I am a resident of Florida and a regular user of Web Captel Relay services as I 
like to keep in touch with my family and friends. My past experiences have shown 
me that Sprint Relay is the best provider available and I hope that the Florida 
Service Commission chooses Sprint Relay as the next Florida Relay provider. 

I also am very satisfied with Sprint Relay services for my TDD and hope to 
continue in future with Sprint Relay 

Please feel free to contact me if you have additional questions. 

Regards, 

John Burns 

cz) 
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June 23,2011 

340 Kilmer Way 
The Villas, FL 32162 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I wish to express my support for Sprint as the provider of services to the 
Florida Telecommunications Relay Service. I have utilized the Sprint 
Relay TRS services for more than 12 years. I have also used the VCO, 
CapTel, and Web CapTel for all my telecommunications and am very 
satisfied with these services that are provided by Sprint Relay. 

Please contact me if I can be of further assistance. 

Yours truly, 

Jonathan Paul 
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42 16 Barnsley Lane, 
Tavares, Florida 32778 
June 25,201 1 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I wish to express my support for Sprint as the provider of choice for Florida Relay. I 
have used their Sprint Relay TRS services and have found them to be very reliable. I use 
it for all my telecommunications needs and am very happy with their services. In 
addition, I know the local representative for Sprint Relay is readily available to answer 
questions and provide answers, as needed. 

As a resident of Florida I am pleased to submit this letter of support for Sprint Relay 

If you need any additional information, please contact me. 

Sincerely, 

Leroy Martin w 
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214 Bermuda Road, 
Tallahasse. Florida 32321 

June 23,201 1 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I am writing a letter of support for Sprint Relay. We would very much like you to 
continue the good support that you have given us for the past 15 years. I think 
the support is greatly needed. I am one of the members of the Florida Black Deaf 
advocates and would appreciate that you continue this service. I hope that the 
Florida Service Commission chooses Sprint Relay as the next Florida Relay 
provider. 

You may contact me if you have additional questions. 

Regards, 

Odell Johnson 
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340 Kilmer Way 
The Villas, FL 
32162 

June 23,201 1 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I understand that the Florida Public Services Commission is seeking a 
provider for Florida Relay. I believe that Sprint Relay does a wonderfd job 
of supporting the needs of the Deaf and Hard of Hearing Communities. My 
father depends the service and I also depend on the services to contact my 
parents who have been deaf most of their lives. I have used Sprint Relay 
services for more than 10 years and I support Sprint Relay as the next 
Florida Relay provider. 

If I can be of any assistance, please contact me. 

Sincerely, 
Sidney Paul 

3 
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Matilda Villard 
402 SW 21stAvenue. 
Ocala, Florida 34471 
June 25,201 1 

Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

To Whom It May Concern: 

I wish to express my support for Sprint as the provider of services to the 
Florida Telecommunications Relay Service. I have been a Sprint customer 
for a very long time. I am very satisfied with the services that their relay 
programs. I especially like the fact that they have provided strong support to 
many community programs. As a hearing impaired person I depend on the 
TKS services for my communication needs. Sprint has never failed me and 
has always delivered quality and professional services. I have been a TKS 
user for more than 10 years. 

Feel free to contact me if you have additional questions. 

Sincerely, 

Matilda Villard 

n 
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JIM GIBBONS 
G D W M  

Subject: 

STATE OF NEVADA 
DEPARTMENT OF HEALTH AND HUMAN SERVICES 
AGING AND DISABILIlY SERVICES DIVISION 

3416 Gmi Road, Suite D-132 
C s w n  Gty, Nevada 89706 

(775) 6874210 e Fax (775) 6874264 
htkxJ/aaina.state.nv. us 

MICHEL WLLOCN 
DirsCmr 

CAUOL S U A  
Admnrislrator 

Letter of Reference for 
Sprint Relay 

April 19,2011 

On July 1,1991, the State of Nevada began a contract with Sprint for traditional relay services (TRS). The contract 
was for a three year period with two, one-year options. The contract ran smoothly and successfully for the entire 
five year period. Near the end of the each contract period, our agency sent out another Request for Proposal (RFP) 
for TRS services. In 1996,1999 and 2004, Sprint was the successful bidder in each RFP process, and negotiated 
subsequent contracts with the State of Nevada for three year periods with two, one-year options. Most recently in 
2009, Sprint was awarded the fifth consecutive contratt with our State for TRS and CapTel. 

In 2004, a new technology called CapTel began to be used throughout the US. in various Relay programs. Sprint 
and the State of Nevada negotiated an amendment to the last contract t o  include CapTel services. The State of 
Nevada then went through an RFP process for continuing CapTel services. Sprint again, was able to provide the 
best service and will continue to provide CapTel services to  the citizens of our state. 

The Sprint team continues to  keep our agency abreast of new technologies and trends in the TRS arena. Any 
questions or concerns are discussed and resolved in a timely and fair manner. The team is always ready to provide 
information and solutions related to any TRS issues, including providing related reports, introducing new products 
and providing outreach to the community. 

As the Relay Administrator for Nevada, I have found Sprint t o  be supportive, enthusiastic and proactive in meeting 
the needs of our state. Sprint, in conjunction with the states it serves, hosts a conference where TRS related 
technology and information is provided called "STARS". This conference fills in gaps related to services to  our Deaf, 
Hard of Hearing and Speech Disabled Nevadans. For example, last year, they highlighted an Emergency Response 
program which our state Emergency Preparedness Organizations have been considering as a solution to  alert 
Nevadans with special communication needs in case of a disaster or emergency. 

I t  is with pleasure that our office recommends Sprint as a TRS and CapTel provider. Sprint's service to the State of 
Nevada has consistently provided our citizens with excellent relay service; and we would gladly utilize their service 
in the future. 

Sincerely, 

Betty Hammond, Relay Administrator 



lnhmation Tihnology Department 
600 E Boulevard Ave , Dept I I2  Bismarck, ND 58505-0 IO0 (70 i) 328-3 I90 

March 21, 201 1 

Sprint Relay has been the State of North Dakota’s relay service provider since the inception of 
our program in 1993. I have been responsible for administering this program since 1997 and 
have been extremely impressed with Sprint and Sprint Relay. Their professional staff is very 
knowledgeable and has been instrumental in developing the relay program in North Dakota. We 
have incorporated many of their suggestions when selecting relay services and when preparing 
customer communication correspondence. 

Their enthusiasm and philosophy on quality customer service is a primary reason we have 
continued to award them the contract in North Dakota. They do an excellent job communicating 
with us when network issues occur or if certain relay centers are busy due to regional demand. 

The rates charged to North Dakota for the Service we receive are affordable and competitive. 
The value of this Service is most appreciated by the citizens of North Dakota who use this 
program. Over the years, the users have been very happy with Sprint and Sprint Relay. 

Overall, I strongly recommend Sprint Relay service and value the strategic partnership we have 
developed with them. I am confident customers who choose this service will not be 
disappointed. 

If I can be of any assistance, please contact me at 701-328-1001 or by e-mail at 
mressler@nd.gov. 

Respectfully submitted, 

V Mike J. Ressler 
Deputy Chief Information Officer 
Information Technology Department 
State of North Dakota 
Bismarck, ND 58505 

State d&mtb1Dabta 
w.nd.gov/i td 
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June 2,201 1 

SUBJECT: Letter of Reference for Sprint TRS and CapTel Service 

As wih.lesJed by the documentation below, of our contractual relationship of 
long standing with Sprint Relay, ITAC has been extremely happy with all aspects of 
service, including quality, pricing and nsponsivavss of management. 

4 One, of the many important benefits Sprint provides, is their proactive attitude in 
modtoring and carrying our con- to providers of other services with which 
they partna on our behalf. 

* Sprint's nlimis Account Managa worlcs closely and cooperatively 
with ITAC's outrrach Managar to provide the general d a y  commuuity with the 
latest infomation on "hnology and services. Sprint management takes an active 
role to ensure continued haining and education to its team of account managers. 

4 Sprint also encour-agca cuttingedge initiatives &om its employees and partna, as 
well as &om administcatom in stah for which they provide relay service, to 
remiiin in ttiefo&hrlt O f T R S .  

03 With both standad relay and CapTel relay, Illinois has a large population of 
highly sophisticated users who demand and expect the highest quality of service. 
This includes actual call quality as well as all the aspects oftimely and 
appro- customer service. We are happy to report that these expectations are 
regularly and routinely mut and OUT level of customex satisfaction is high 

It is for those reasons that ITAC has negotiated and executed multiple extensions beyond 
the or ig id  scope ofthe contract. 

These extensions have bcca supported by ITAC's Board of D ~ O I S ,  Advisory Council, 
the general population of relay users, the Illinois Telecommunications Assodation as 
well as The Illinois Commerce Commission, acting in its official capacity as ITAC's 
regulating agency. 



Page 2 of 2 
June 2,201 1 
Letter of Reference for Sprint TRS and CapTel Service 

Following is documentation of the colltractual and managed relationship bctwcen the 
Illinois Telecommunications Access Corporation (ITAC) and Sprint relay. 

In January of 2000, the Illinois Commerce Commiasion entered an Order 
approving the Agreement between Sprint Commecations Company, L.P. 
("Sprint") and the Ulinois TelecOmmrmications Access Corporation ("ITAC"), 
wherein Sprint would provide Telewmmunicaiions Relay Service. as directed by 
the Illinois Telecommunications Relay Service Agreement, entered into by Sprint 
aad ITAC and dated August 31,1999. 

January 12,2000, Sprint began II phased-in transition of its Telecommunications 
Relay Service in accordance to its Agreement with ITAC. The seamless transition 
from ITAC's former relay vendor was completed, without ScnriCc intermptiOn, at 
12:Ol am. on February 1,2000. 

Initial term of them Agreement expired on January 31,2OO3. 

The Agreement provided that ITAC could extend the Agreement by five 
"option" terms of one year each. 

ITAC exercised the option and extended the agceanent with Sprint until January 
31,2006. 

Decanber, 2005. ITAC accepts Sprint's offer to ex& the two ranaining one 
year option terms for both TRS and CapTel Savice, to expire on J-31, 
2008. 

October, 2007. ITAC enters into Agreement with Sprint for a three-year extension 
of the TRS and CapTel service contracts, expiring on January31,2011. 

January, 2009. ITAC cnm into Agreement with Sprint for a three-year extension 
to provide CapTel service and traditional TRS through January 31,2014. 

The Illinois expaience with Sprint has been entirely positive to the usas of TRS and 
CapTel, the Illinois ratepayers, and from a management Pnspective. 

Sincerely, 

Exeuative Director 

I-- _. " 

W 



March 5,2010 

Dear Tracy, 

The MobileASL project at the University of Washington has developed a video coder tailored to ASL 
that runs in real-time on an off-the-shelf HTC Ty TN I1 cell phone. It is the first time that two-way 
mobile video has been demonstrated in the United States. Due to the MobileASL team's research, the 
video quality at a very low average bit rate of 30 kilobits/second is high enough for intelligible sign 
language conversations. The low bit rate is critical to keep video from placing too high a burden on 
communication networks. MobileASL works with both WiFi and 3G networks and coast-to-coast video 
cell phone calls have successfully been placed. 

We are very grateful to Sprint for its support of o w  project. To start, Sprint provided us with our first 
cell phones on which we programmed our coder. These were the Sprint PPC 6700. Later in the project, 
Sprint provided us a grant for $20,000 that we used to support our graduate student, Jaehong Chon. 
Jaehong is progressing very well and is hoping to finish his Ph.D. in June 201 1, so we are delighted that 
we were able to support him to work with us. 

On behalf of my collaborator Professor Richard Ladner and myself, thank you. 
P 

Sincerely, 

Eve A. Riskin, Ph.D. 
Associate Dean for Academic Affairs, College of Engineering 
Director, ADVANCE Center for Institutional Change 
Professor, Electrical Engineering 

A 
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March 4,2010 

Rochester Institute of Technology 

Kational Technical Institute for the D e d  
Office of the President, N l l D  
Vice President and Dean. RlT 

. ,, . .  . ,.,. ~ .~ ’,. 

52 Lomb Meniorhl D h ‘ e  
Rochcblcr. hY I46255604 
585 475-6517 (\‘/Tl?> Fax: 585-475.2978 

Mr. Mike Ellis 
Director, Sprint Relay 
707 171h St., Suite 3750 
Denver, CO 80202 

Dew Mike: 

On behalf of the National Technical Institute for the Deaf (NTID), I formally want to 
acknowledge and thank our colleagues at Sprint for their outstanding partnership over the y e m  
in helping us support the academic success of our students and the instructional effectiveness of 
our faculty. As you know, NTID is one of eight colleges comprising the Rochester Institute of 
Technology (RIT), and currently serves more than 1400 deaf, hard-of-he‘aing, and hearing 
students on a campus supporting more than 17,OOO students overall. NTID was founded in 1965 
as the first technological college for deaf students in the world. 

/1 Beginning as far back as 1996, Sprint has been there for us, supporting the establishment of an 
innovative NTID Learning Center that provides not only tutoring resources to students but 
cutting-edge “learning support” related to computers, video conferencing, and Smart Classroom 
technologies. Evolving from this foundation, Sprint again took a leadership role in helping to 
fund the Spnnt Relay Experimental Distance Learning/Access Demonstration Lab, a unique 
resource for NTID and the broader RIT community In experimenting with innovative 
instructional and access technologies i n  support of remote learners who are deaf, hard-of- 
hearing, and hearing. Through the generous support of Sprint, a host of creative initiatives have 
been accomplished with this resource, including: 

Simultaneous remote conferencing with AALANA parents and their middle-school 
students at multiple sites incorporating video and audio (in both English and Spanish) to 
focus on college preparation and career readiness, as supported by sign language 
interpreting and real-time texting, 
A distance learning Web Design course between NTID and an educational institution in 
Mumbai India, involving seven deaf students at NTID and eight young deaf adults in 
Mumbai; and 
Remote observation of student teaching through testing various conferencing tools with 
the goal of enabling a faculty in NTID’s Teacher Education Program, based in Rochester, 
New York, to conduct in-class observations of student teachers at remote sites throughout 
the country. 
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w Our h’TID/Sprint partnership has supported thousands of deaf and hard-of-hearing young people 
in realizing their dreams of a college education through access to the most up-to-date “learning 
technology” possible. This partnership as well has facilitated enhanced instructional approaches 
by our faculty through the innovative incorporation of technological advances in classrooms and 
labs. 

We are grateful to Sprint for all you have done for our educational community here at 
NTIDMT, and look forward to continuing and building on our long-standing partnership. 

Sincerely, 

I. DeCaro, Ph.D. 
r and Dean Emeritus 

Interim Vice President and Dean, RIT 
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TARGETED ACCESSIBILITY FUND OF NEW YORK, INC. 

14 CORPORATE WOODS BLVD.. SUITE 215. ALBANY, NY 1221 1 
TELEPHONE: 51 8 443-2808 FAX: 5 18 443-2809 

EMAIL TAF@TAFNY.ORG 
WWW.TAFNY.ORG 

July 5,201 1 

Mr. Ray Kennedy, do Ms. Ann Cole, Director, 
Office of Commission Clerk, 
Florida Public Service Commission, 
2540 Shumard Oak Boulevard, 
Tallahassee, FL 32389-0850 

Reference: Docket No. 110013-TP 

Mr. Kennedy; 

This letter of reference concerns Sprint’s Telecommunications Relay Service (TRS). 

n 
/ 

My name is Angel0 Rella and I am the current administrator of the New York 
Telecommunications Relay Service. In that capacity, I have worked closely with SpMt, 
which is the current TRS provider in New York. 

Sprint and its agents have provided exceptional and continuous service to the New York 
deaf and hearing impaired coinmunity since 1997. They have been responsive to the 
community’s concerns as well those of the Administrator and the New York Public 
Service Commission, under whose authority Sprint provides this service. They have 
implemented any and all requirements placed upon them in a very timely and complete 
fashion. 

Sprint has aggressively and proactively engaged in outreach and education programs 
since the very beginning and its employees have always been professional and 
enthusiastic in dealing with relay users and large community populations. 

Both the current account manager and senior sales manager have been in their positions 
for over ten years and have an excellent rapport with the NY PSC, the Administrator, the 
Relay Advisory Board as well as the community they serve. The bottom line is that 
Sprint has been an excellent provider in New York for many years. 
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If you wish to discuss this with me, I would be happy to talk with you anytime. 
I can be reached at (518) 443-2807 

Sincerely, 

Angel0 F. Rella 
TRS Administrator 
TAF Manager 
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Sprint Relay Service Report 

Report for the State of Florida 

Provide the State of Florida with a third party evaluation of the typing speed and accuracy of the Communication 
Aaents ICA) handlinq Florida calls. 

The Paisley Group (PGL) is an independent quality auditor retained by Sprint to measure the Florida Relay. The 
PGL auditor dials into the relay center using a TTY device and a pre-approved script. The auditor times the CA 
using an electronic stopwatch throughout the duration of the time that the CA is typing. Each script is designed to 
give the CA enough typing time and a variety of words and phrases to test the speed and accuracy fairly. 

The auditor calculates the Words Per Minute (WPM) by counting the number of characters divided by the time (in 
seconds), multiplied by 60 (to get characters per minute), divided by 5 (5 characters per word). 

The auditor also calculates the accuracy of the typing by taking the number of errors made divided by the number 
of words typed. 

150 calls are made and evaluated throughout the month. The calls are placed over all seven days of the week 
and completed between the hours of 7am to 9pm. While not all CAS are tested every month the CAS tested will 
be tracked to ensure that all will be tested within the 12 month period. 

- 



3 

Typing Speed 

Sprint Relay 2 ervice Report 

60 Plus WPM Completed Agents Average Less Than 60 WPM 
Calls Tested Words Per 

Minute 
# # # # I % # I % 
150 65 84.6 0 0.0% 150 100.0% 

Total Less Than 60 WPM Over 60 WPM Typing Accuracy Ratings 

Over 95% Typing Accuracy 100 66.7% 0 0.0% 100 66.7% 

85% to 95% Typing Accuracy 46 30.7% 0 0.0% 46 30.7% 

, Under 85% Typing Accuracy 4 2.7% 0 0.0% 4 2.7% 

# % # % # % 

Verbatim Accuracy Rating 

Over 95% Verbatim Accuracy 

95% B less Verbatim Accuracy 

# % 

150 100.0% 
0 0.0% 
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Sprint Relay Service Report 
~~ 

Agents Under 60 WPM 

Agent I WPM I Date I Script I Accuracy1 Action Taken 
I I I I I 

Proprietary Info I - Not for Disclosure 



SPRINT RELAY CENTERS AGREEMENT 
REGARDING CONFIDENTIAL CUSTOMER INFORMATION 

,n IN CONSIDERATION of: (1) my employment with SprinWnited 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: 

1. 

2. 

3. 

P 
4. 

5. 

6. 

7. 

ALL TELECOMMUNICATIONS RELAY SERVICE CALL RELATED INFORMATION SHALL 
BE KEPT STRICTLY CONFIDENTIAL. I will not reveal any information acquired during or 
observing a relay call. I will only discuss call-related questions or problems with management 
or Human Resources. I 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 for billing and customer profile purposes. I will destroy all such 
records in my possession immediately upon completion of their authorized use. 
NOTHING MAY BE EDITED OR OMITTED FROM THE CONTENT OF THE 
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 IN MY POSSESSION PERTAINING TO ANY SPRINT 
CUSTOMER WILL BE DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT. 

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 and/or criminal prosecution. I also understand that 
ascertaining damages resulting from 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 

P 
.IANAGER/SUPERVISOR SIGNATURE 

DATE 

DATE 
- 

Revised 2004 
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Cap Tel Confidentiality Form 

Information obtained during a CapTel call should not be shared with any person except a member 
of the CapTel management staff who has asked for specific information. This information may be 
needed to clarify technical, policy, emergency, venting, consumer or customer service issues. 
General call information will not be shared unless it is used to clarify, vent, or teach. Information 
about call content should be discussed in a private area only. 

Only information critical to resolving the situation will be disclosed. This may include consumer 
name, name of business/agency, gender of caller, type of call (voice in, CapTel in), day of week, 
time of day, city, state, or any other details that could in some way identify a consumer. 

A Captionist may feel the need to "vent" about a call due to problems, complaints or stress from 
handling the call. The Captionist may ask to speak to a Supervisor or other member of 
management (as long as it wasn't their call) in a private area. Clarify before the conversation you 
wish to "vent" about a call. 

The success of CapTel depends on quality and complete confidentiality. Consumers will be less 
likely to use the service if they feel their personal and professional calls are not kept in the 
strictest confidence. It is very important all Captionists understand and abide by the 
confidentiality policy. Any Captionist who breaks this policy will be disciplined, up to and 
including termination. 

Confidentiality Policy 

I will not disclose to any individual (outside of a member of the CapTel management 

staff) the identity of any caller or infol111ation I may learn about a caller (including 

names, phone numbers, locations, etc.) on any CapTel call. 

I will not act upon any information received while processing a CapTei call. 

I will not disclose to anyone the names, schedules, or personal information of any fellow 

worker at CapTel Inc. 

I will not share any information about CapTel calls with anyone except a member of the 

CapTel Inc. management staff in order to investigate complaints, technical issues, etc. 

I will continue to hold in confidence all information related to the work and calls I have 

performed while at CapTel Inc. after my employment ends. 

I will never reveal my Captionist ID number in conjunction with my name unless asked 

by a member of the CapTei Inc. management staff. 

I will not share with anyone any technical aspect of my position at CapTel Inc. unless 

asked by a member of the CapTel Inc. management staff. 

I will not talk about consumers or call content with any fellow Captionists. 

I will not listen to or get involved in calls taken by fellow Captionists. 


[ have read the above Confidentiality Policy and understand a breach of confidentiality will result 
in disciplinary action up to and including termination of employment at CapTel Inc. I recognize 
the serious and confidential nature of my position and therefore promise to abide by these 
guidelines. 

Employee Name __________________ Date___________ 
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Great companies are defined by their reputation 
for ethics and integrity in every aspect of their 
business. By their actions, these companies 
demonstrate the values that serve as the 
foundation of their culture and attract the best 
customers, employees and stakeholders in their 
industry. 

A t  Sprint Nextel, there should be no doubt about 
our commitment to conduct business and to treat 
one another, as well as the customers, 
communities and stakeholders we serve, with the 
utmost integrity. This commitment to lead with 
integrity is evident both in the six core values that 
define our culture, and in the Sprint Nextel Code 
of Conduct, which supports those values. As 
employees, it falls to each of us to become 
familiar with this Code and to follow the principles 
of business conduct defined within it. Remember, 
everything you do and every decision you make 
reaffirms our commitment to ethics and integrity. 

Thank you for your active support of the Sprint 
Nextel Code of Conduct and every thing you do, 
every day, to support our company. 

Sprint 

d 
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History and the Future 

Sprint and Nextel have traditionally held integrity and ethics as core elements of their 
respective cultures and now that we have come together this unwavering commitment to 
doing the right thing for the right reasons will continue as we move Forward as Sprint 
Nextel. It is our responsibility to treat employees, customers, investors, business partners 
and communities with honesty and integrity while providing reliable and superior service. 
Acting with integrity is not just the right thing to do; it is the guiding principle that will 
make Sprint Nextel the premier communications company in the world. 

Leading with Integrity 

The Sprint Nextel Code of Conduct (Code) is applicable to all employees, the Sprint Nextel 
Board of Directors (Board Members), subsidiaries and anyone acting on behalf of Sprint 
Nextel. The Code establishes the basic foundation of Sprint Nextel's ethics by 
communicating our philosophy and commitment to all our employees, customers, 
stakeholders and the communities in which we do business. It is For this reason that 
content of the Code is organized around the cultural values of Sprint Nextel: 

We Demonstrate Integrity 

We Deliver Results 

We Lead By Example 

We Are Passionate About Our Customers 

We Work and Win As a Team 
We Care About Each Other 

The behaviors we exhibit that drive these values will lead Sprint Nextel into the 
marketplace with the guidance and support necessary to ensure our success. The Code 
should be used as a resource for employees when questions of legal or ethical 
appropriateness arise on the job. It is not a comprehensive rulebook, but rather an 
aspirational statement of the spirit and manner in which we will do business. 

Making Ethical Decisions...When in Doubt, Ask Yourself... 

Could it harm Sprint Nextel's reputation? 
Is it ethical and legal? 
What would my family and friends say? 
How would it look in the newspaper? 
Would I bet my job on it? 
Should I check with my supervisor? 
How would my action appear to others? 

I f  you are unsure about the answer, you should ask your supervisor who is in the best 
position to answer your question. If you prefer not to contact your supervisor, contact the 
Ethics Helpline to seek assistance. 

p 
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We Demonstrate Integrity 

All Sprint Nextel employees and Board Members are responsible for: 

Complying not only with the letter but also the spirit of all applicable laws, rules 
and regulations 

Observing high ethical standards when conducting business on Sprint Nextel's 
behalf 

Asking questions when in doubt about the appropriateness of a situation 

Reporting known or suspected violations of any applicable laws, rules, regulations, 
policies and procedures 

Certifying their familiarity and compliance with the Code, its standards, policies 
and procedures 

Conflicts of Interest 

All employees and Board Members should conduct themselves with high standards of 
integrity, honesty and fair dealing and should avoid any conflicts of interest with Sprint 
Nextel. A conflict of interest occurs when an individual's personal interests either interfere 
or could reasonably appear to interfere with the interests of Sprint Nextel. Employees and 
Board Members should always work solely in the best interests of Sprint Nextel when 
conducting company business. Employees and Board Member$ should not compete with 
Sprint Nextel, take advantage of a corporate opportunity or misuse confidential or 
proprietary information for personal gain. Personal loans by Sprint Nextel to executive 
officers or Board Members, or guarantees of such obligations, are also prohibited by the 
Code to the extent they are prohibited by securities laws and regulations. Relationships 
with prospective or existing suppliers, contractors, customers, competitors or regulators 
should be structured so that they could not reasonably appear to  affect your independent 
and sound judgment on behalf of Sprint Nextel. Any situation that creates or could 
reasonably appear to create a conflict of interest should be avoided and disclosed to your 
supervisor. 

Disclosure 
Very often the best way to avoid embarrassing conflict of interest situations is to disclose 
any relationships that have the potential to be misinterpreted by others. To help identify 
these situations, you should complete a 'Conflict of Interest Questionnaire" (available on 
the company intranet) and ask your supervisor or Human Resources representative for 
guidance to determine if any additional action is warranted. Please note that you have a 
duty to update the form any time your circumstances change. 

5 
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It is not possible to list all cases in which a conflict of interest may exist. We rely on the 
integrity and good judgment of our employees to avoid situations that may create a 
conflict of interest. If you are unsure as to a particular situation, you should discuss it 
with your supervisor, Human Resources representative or contact the Ethics Helpline. 

Relatives and Friends of Employees 
A conflict of interest may arise when doing business or competing with organizations that 
either employ or are owned (including partially) by relatives or friends. What an 
employee is prohibited from doing directly should not be done indirectly through relatives, 
friends or others. If your spouse, relative or friend is an employee of, or has a substantial 
interest in, a business seeking a business relationship with Sprint Nextel, you should not 
attempt to use your position to influence the decision making in any way. If you are 
either directly involved in the procurement process or could potentially be involved in the 
management of the relationship in the future, you should disclose the relationship(s) to 
your supervisor immediately. 

The potential for conflict of interest also exists if your spouse, partner or other person 
with whom you have a close personal relationship also works at Sprint Nextel and is in a 
reporting relationship to you. Employees should not supervise or be in a position to 
influence the hiring, work assignments or assessments of such persons. I f  such a 
relationship exists or develops in the course of your employment, you should notify your 
supervisor so appropriate action can be taken. 

P Board Memberships 
Employees or Board Members may not serve on the board of directors of a company or 
organization that raises the potential for a significant conflict of interest (e.g., certain 
competitive, supplier or customer relationships). 

Review and Approval Process for Employees 

For-Profit: Subject to the standard above, employees are permitted to serve on the 
board of directors or advisory committee of a for-profit company or organization only 
if the requested service has been approved in accordance with the procedures below 
and if the board service does not diminish their ability to perform their duties for 
Sprint Nextel. Before agreeing to become a member of the board of directors or an 
advisory committee of any for-profit organization, employees should contact the 
Ethics and Compliance Program and complete a Board Membership Request for 
Information form (available on the company intranet). Among other things, the form 
will be used to determine the relationship, if any, existing between Sprint Nextel and 
the for-profit organization. 

The Board Membership Request for Information form is subject to two levels of 
approval. First, it needs to be approved as follows: 

Non-officers of Sprint Nextel: immediate supervisor and appropriate VP (in 
your line of reporting). 

6 
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Officers of Sprint Nextel: immediate supervisor and appropriate EVP, 
President, CEO or executive Chairman. 

Second, your membership needs to be approved as outlined on the Board 
Membership Request for Information form. 

Not-For-Profit: Subject to the standard above employees are permitted to serve on 
the board of directors of community or not-for-profit organizations if the board 
service does not diminish their ability to perform their duties for Sprint Nextel. To 
make sure these activities do not create a conflict of interest or other problem with an 
employee's Sprint Nextel employment, employees should notify their supervisor of 
their expected membership before they agree to the board service. 

Corporate Opportunity 
Employees owe a duty to advance the legitimate interests of Sprint Nextel at all times. 
Employees should not take personal advantage of opportunities or favors, both internal 
and external, offered to them by virtue of their employment by Sprint Nextel. For 
instance you should not: (a) take for personal gain opportunities that are discovered 
through the use of corporate property, information or position or (b) accept discounts on 
personal purchases of a supplier's or customer's products or services unless such 
discounts are offered to all employees in general. 

Outside Employment and Activities of Employees 
Employees should not provide services to any business entity that competes with Sprint 
Nextel. I n  addition, employees should generally not accept compensation for services 
performed for Sprint Nextel outside of their regular job. A conflict of interest also may 
arise if an employee's outside employment activities impair his or her timely and effective 
performance for Sprint Nextel. You should ensure that any outside activity is strictly 
separated from your employment. Doing outside work on Sprint Nextel time or using any 
Sprint Nextel resources or personnel may lead to disciplinary action, including termination 
of employment. 

Gifts, Entertainment and Travel 
Gifts, entertainment and travel have the potential to create a conflict of interest with an 
employee's obligations to Sprint Nextel. While each is often an integral part of building 
and maintaining business relationships and advancing the interests of Sprint Nextel, it is 
essential that we conduct each in such a manner as to avoid even the reasonable 
appearance of a conflict. For detailed direction on how to navigate these sometimes 
confusing subjects please refer to the Sprint Nextel Gift, Entertainment and Travel Policy 
(available on the company intranet). Most conflicts however can be avoided by following 
these simple guidelines: 

Business entertainment that is reasonable in nature, frequency and cost, can be 
offered or accepted but you should obtain prior approval from your supervisor 
unless the entertainment is of nominal value. Business entertainment includes an 
occasional lunch, dinner, local athletic or cultural event, entertainment at company 
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facilities, authorized transportation in company vehicles or attendance at 
company-sponsored promotional events. 

Contractors or suppliers should generally not pay for air travel and 
accommodations related to entertainment events. I f  there is a bona fide business 
purpose for attendance, contact your supervisor for approval to attend at the 
expense of Sprint Nextel. 

Never accept gifts, favors, travel or entertainment if they compromise or could 
reasonably appear to compromise your judgment. 

When giving gifts, ensure that it is a reasonable complement to the business 
relationship and could not reasonably appear to be an attempt to obligate or 
influence the recipient. 

Gifts of money or cash equivalents are always unacceptable. 

Never solicit gifts, favors, travel or entertainment, except for causes authorized by 
Sprint Nextel. 

Offering or accepting bribes, kickbacks, payoffs or other unusual or improper 
payments to obtain or keep business is unethical, illegal and strictly forbidden. 

Strict rules apply to gifts and entertainment extended to governmental officials. 
Gifts to foreign government officials may violate the Foreign Corrupt Practices Act 
(FCPA). Please refer to the FCPA section of this Code for further guidance. 

I f  you are ever in doubt as to how accepting or giving a gift, favor, travel or 
entertainment might appear, you are encouraged to speak with your supervisor, Human 
Resources or you can contact the Ethics Helpline. 

Material Nonpublic Information and Insider Trading 

Federal and state securities laws and regulations govern transactions in securities (such as, 
stocks and bonds) of Sprint Nextel and other companies, including our customers, 
suppliers and other companies with which we do business. You violate the insider trading 
provisions of securities laws and regulations if, while aware of material nonpublic 
information about a public company, you trade on that information or disclose it to others 
before the information is publicly disclosed. You violate the insider trading provisions of 
securities laws and regulations if you 'tip" or share material nonpublic information with 
others who trade in securities, whether Sprint Nextel's securities or those of another 
company. Violations of these laws can lead to disciplinary action, including termination of 
employment, as well as civil and criminal actions against the individual employee and 
Sprint Nextel. 

P 
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"Material nonpublic information" is information that has not been publicly disclosed and 
that could affect an investor's decision to buy or sell securities. Examples of material 
nonpublic information include sales and earnings figures, plans for stock splits or 
dividends, proposed acquisitions or mergers, new service offerings, and the like. The Code 
incorporates by reference the Sprint Nextel Securities Law Compliance Policy (available on 
the company intranet), which explains in detail the policy against insider trading and 
disclosure of material nonpublic information. 

Investments and Financial Opportunities 

A financial investment that compromises or could reasonably appear to compromise your 
independent judgment or work at Sprint Nextel is a conflict of interest. The term "financial 
investment" means stock, options to buy stock, other ownership interests or debt 
securities in a company but does not include mutual funds or other investment portfolios 
where investment decisions are made by the fund manager. Sprint Nextel believes that 
the financial investment decisions in the following paragraphs could create a conflict of 
interest. 

Investments in Competitors 
Financial investment in a company that Sprint Nextel considers a competitor is strongly 
discouraged and as an employee you should not make such investments. Small, pre- 
existing financial investments in competitors should not be a problem. I f  an employee's 
pre-existing investment in a competitor is not small, full disclosure to his or her 
supervisor is an important first step in ensuring that the employee's and Sprint Nextel's 
integrity is not questioned. If the supervisor is not a director-level employee, please 
notify the director as well. 
Note: The provisions of this section do not apply to investments in entities spun-off from 
Sprint Nextel. 

Investments in Other Companies 
As an employee, you should not invest in current or prospective suppliers or other 
companies with which Sprint Nextel is contemplating a transaction. This is particularly 
true if you will be involved in either the selection and/or management of the supplier. 

Initial Public Offerings or Preferential Allocations 
Preferential allocations of stock or an offer to participate in an Initial Public Offering (IPO) 
from a company with whom Sprint Nextel either conducts or could be expected to conduct 
business can create or could reasonably appear to create a conflict of interest. Such 
situations should be avoided and disclosed to your supervisor. I f  the supervisor is not a 
director-level employee, please notify the director as well. 

w 
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We Are Passionate About Our Customers 

Customer Privacy 

Among the many things that our customers count on is protectibn of their privacy. 
Customer records are extremely confidential and should be used only Fdr legitimate business 
purposes by employees with a business "need to  know." Custo er communicatlons 
(including voice and data) or records may be disclosed outside Sprint Nextel only with the 
customer's writlen consent, Legal Department approval, or through ther lawful process, 

Although privacy is important and protected by law, If you suspect customer is using 
Sprint Nextel's products or services for an unlawful purpose, pleas contact the Legal 
Department or Corporate Security Immediately. I f  you receive a sub j ena, court order or 

such as a subpoena, court order or search warrant. 

other non-routine request for information from a law enforcement agency you should 
immediately call Corporate Security at 1/800-677-7330. This includes requests for 
customer information, such as customer toll records or invoices. If ybu receive a request 
from any government agency other than law enforcement, contact the tiegal Department. 

Our credibility with customers depends on our abilfty to satIsFy our ~ mmitments. Over- 
promising and under-delivering undermines this trust and may cast bur company and its 

Special ruies and regulations apply vvhen doing business with Fe 1 eral, state or iocai 

products and sewices in an undesirable light. 

Governmental Entities 

governments, so you should take extra steps to know and comply wit4 these requirements 
if your assignment directly involves the government or If you are res onsible for someune 
working with the government on behalf OF Sprint Nextel. When deal ng with government 
officiats and employees, avoid even the reasonable appearance o impropriety. Any 
attempt, even If well tntended, to influence a government official or employee by means OF 
payments, gifts or other Favors are sMctly prohibited. Failure to /void these activities 

to substantial 
fines and penaltles. 
government entity - federal, state, or local - must be approved in ad i, a n a  and in writing 
by the Government Accounts Group. For informatbn on retationshhs with government 
representatives, please refer to the 'Political Activity and Lobbying' seqk ton of this Code. 

Business Relationships; Government Customers 

I Customers 

\ 
may expose the government employee, Sprint Nextel and the empoyee 7 

For these reasons, any safe of our products I or services to any 
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Foreign Corrupt Practices Act 

The Foreign Corrupt Practices Act prohibits Sprint Nextel and its agents, officers and W 
employees from directly or indirectly offering anything of value (such as gifts, money or  
promises) to a foreign government official, political party or candidate to influence or induce 
action, or to secure an improper advantage. Simply stated, the FCPA prohibits bribery of 
foreign officials. However, the FCPA's scope is so broad that what constitutes a bribe and a 
foreign official is not always clear. This makes it all the more important for employees and 
agents of Sprint Nextel to take the requisite FCPA training and become familiar with the 
Sprint Nextel FCPA Policy (available on the company intranet) before conducting business 
internationally. 

The FCPA also has strict accounting requirements that govern international transactions and 
payments (even hospitalities). This means Sprint Nextel must keep books, records and 
accounts that accurately reflect such transactions and payments. I f  in doubt about making 
or authorizing any payment, contact the Legal Department. 

International Business; Government Restrictions on Certain 
Corporate Transactions 

International Business Practices 
Employees and Board Members around the world are expected to live up to the Code. 
Doing so means complying with applicable company policies as well as any applicable U S .  
or local laws at all times. Some of the chief areas where U.S. law applies internationally 
are summarized below. Fortunately, these laws rarely conflict with the laws of other 
countries. If you are involved in international business transactions, you should first (1) 
complete the requisite training, then (2) review and abide by the policies applicable to the 
Sprint Nextel International Compliance Program (available on the company intranet). 

Export Control 
Several U.S. laws restrict trade with certain countries, and with persons and entities from 
those countries. These laws restrict the export of certain technologies, especially in the 
areas of encryption and advanced computing devices. lust  sharing technical information 
with a visiting foreign national on a visa could trigger these laws. Consequently, 
employees or agents of Sprint Nextel should be especially mindful of the Sprint Nextel 
International Compliance Program. This program governs transactions and activities that 
have an international element. Employees and agents of Sprint Nextel who conduct such 
business should contact the Legal Department if they are uncertain of the legal trade 
status of any country or technology scheduled for export. 

Transactions with Prohibited Persons and Entities 
Federal law prohibits transactions with certain persons or entities that have violated 
export-related laws or are believed to pose a threat to national security. Thus, it is 
important for employees to perform due diligence at the onset of any transaction that has 
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an international element. Employees should contact the Legal Department to ensure that 
all such transactions are properly evaluated. 

Anti-boycott 
You and Sprint Nextel agents must not cooperate with foreign boycotts that are not 
approved by the U.S. government. You should not respond to any oral or written request 
for information, proposed contract provisions or other action that seems to be related to  
an illegal boycott. If you receive any request related to any boycott, contact the Legal 
Department. 

12 
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We Deliver Results 

Competition Law and Business Conduct 

It is in Sprint Nextel's best interest to compete on a level playing field: our differentiated 
products and services speak for themselves when competition is free and open. The 
antitrust laws and fair competition laws of the U.S. and of many other countries where we 
engage in business were developed to encourage healthy competition among businesses 
and to protect consumers against anti-competitive activities. While it is beyond the scope of 
the Code to explain these complex laws in detail, compliance with them is critical as the 
penalties for violations may be substantial - up to  and including imprisonment. If you have 
questions, contact the Legal Department. 

Following these common sense guidelines will go a long way toward avoiding competition 
and business conduct problems: 

. 

. 

. 

. 

. 

. 

. 

. 

. 

. 

. 

Never discuss prices, terms of sale or other competitive information with 
competitors and do not attend meetings with competitors at which such topics 
are discussed. 

Never disclose a confidential bid proposal. 

Consult with the Legal Department before setting resale prices since dictating or 
controlling a dealer's resale price could be illegal. 

Never divide customers, markets or territories with competitors. 

Do not offer a dealer or other reseller prices or terms more favorable than those 
offered to its competitors without consulting your supervisor and the Legal 
Department. 

Do not engage in bid rigging. 

Do not restrict a dealer or other reseller from handling the products of a 
competitor or "tie" the purchase of one product as a condition to selling another 
product, without consulting the Legal Department. 

D O  not allow one dealer, reseller or customer to influence Sprint Nextel's dealings 
with another dealer, reseller or customer. 

Do not terminate or refuse to sell to existing dealers or other resellers without 
consulting the Legal Department. 

Do not criticize a competitor's product without adequate substantiation that the 
criticism is true. 

Do not make a claim about a Sprint Nextel product or service without factual 
support. 
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Competitive Information 
Sprint Nextel's policy is to respect the trade secrets of others. Employees should not 
reveal or encourage others to reveal or  use any trade secrets of a former employer or 
competitor in connection with their employment by Sprint Nextel. Trade secrets may 
include, for example, customer lists, technical developments, operational data, sales 
strategies or pricing information. I f  information that might constitute a trade secret or 
proprietary information of another company is obtained by mistake, consult the Legal 
Department. 

Business Records and Communications 
Sprint Nextel's records are its corporate memory, providing evidence of actions and 
decisions, and represent a vital asset that supports daily functions and operations. 
Records consist of all Forms of information created or received by Sprint Nextel, whether 
originals or copies regardless of media (e.g., paper, microform, digital, tape recording or 
any other format). A record may be as obvious as a memorandum, e-mail, contract or 
presentation, or something not as obvious, such as a digital desk calendar, appointment 
book or voice mail. All records are the property of Sprint Nextel and should be retained in 
accordance with the appropriate records retention policy. 

All records and communications have the potential For being publicly disclosed through 
litigation, governmental investigations or outside parties such as the media. Therefore, 
business records and communications should be clear, concise, truthful and as accurate as 
possible. Avoid exaggeration, colorful language, guesswork, legal speculations and 
derogatory characterizations of people or their motives. n 

Often, company records must be retained in connection with litigation (potential or 
actual), investigations or audits. When this becomes necessary, the Legal Department will 
issue a records hold notice to the appropriate departments and individuals. Records 
subject to a records hold notice cannot be destroyed until the Legal Department removes 
the hold notice. I f  a department or individual has knowledge of potential litigation, audit 
or governmental investigation, they should immediately notify the Legal Department. 

Any questions related to records retention or destruction should be directed to the Legal 
Department. 

Inquiries from the Government 
Sprint Nextel will cooperate with requests from government agencies and authorities. All 
information provided by employees must be truthful and accurate. I t  is never appropriate 
to mislead any investigator or to alter or destroy documents or records in response to an 
investigation. If you are asked by any law enforcement agency to testify as a witness in a 
deposition or other type of proceeding, you should immediately call Corporate Security at 
1/800-877-7330, 
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Inquiries from the Media 
All requests from the media should be forwarded to Corporate Communications Media 

Investor Relations to ensure professional handling. 
Relations and requests from financial analysts and stockholders should be forwarded to 4 

Books and Records 

Accurate and Reliable Business Records 
Sprint Nextel relies on accurate information and reliable records to make responsible 
business decisions. To that end, each employee must prepare and maintain all company 
records accurately and honestly. No false, artificial or misleading entries should be made 
in any books, records or accounts of Sprint Nextel and no company funds should be used 
for any purpose other than as described in the documents supporting payment. This 
includes business records, such as quality, safety or personnel records, as well as financial 
records. All books, records and accounts must accurately reflect transactions and events, 
and conform both to Generally Accepted Accounting Principles (GAAP) and to Sprint 
Nextel's system of internal controls. 

Reporting of Financial and Non-financial Information 
We have an obligation to make and keep books, records and accounts that accurately and 
fairly reflect our transactions and to strive to prepare financial reports and financial 
statements that are not false or misleading, and that present full, fair, accurate, timely 
and understandable disclosure. Employees responsible for any aspect of our internal 
accounting controls and financial and tax-reporting systems must be vigilant in recording 
entries accurately and honestly and in a manner consistent with all applicable legal 
requirements. 

Misrepresentation or omission of relevant financial or non-financial information, and 
improper questionable accounting or auditing practices, may result in fraudulent, 
incomplete, inaccurate or untimely reporting. Employees should not undermine the 
integrity of reporting information for any reason. I f  you have any uncertainty about 
judgments concerning proper recording of our transactions or accounting or tax matters, 
discuss them with a supervisor. The simple rule to follow: when in doubt, ask for 
guidance. 

In addition, it is strictly prohibited to fraudulently influence, coerce, manipulate or mislead 
any internal or external party engaged in the performance of an audit for the purpose of 
rendering misleading financial statements. 

Accounting, Internal Accounting Controls, Auditing and Tax Matters 
Any complaints or concerns regarding accounting, internal accounting controls, or auditing 
or tax matters shall be reported by using the Ethics Helpline or by writing to (1) both the 
Chief Financial Officer and the General Counsel, (2) the Chief Ethics Officer, or (3) the 
Chairman of the Audit Committee. Any such reports will be treated confidentially and 
investigated according to our Procedures for Complaints Regarding Accounting, Internal d 
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Accounting Controls and Auditing Matters. Federal law protects ‘whistleblowers‘ that 
report these types of complaints in good faith and prohibits retaliation against such 
individuals. 

Company Assets 

Employees have a responsibility to protect Sprint Nextel assets, including both tangible and 
intangible property, from loss, damage, misuse and theft. Information is one of our key 
corporate assets and the future success of Sprint Nextel depends in part on our ability to 
develop and deploy technical information and know-how ahead of our competitors. 

Confidential and Proprietary Information 
All information related to Sprint Nextel’s business should be considered proprietary and 
confidential unless it has been released in public documents. It is best to refrain from any 
discussions of confidential or competitive information when in public areas such as 
elevators, restaurants and airplanes, as well as any Internet bulletin boards, chat rooms, 
personal web pages or blogs. I n  addition, your obligation to keep proprietary or 
competitive information confidential continues after your employment with Sprint Nextel 
ends. 

Intellectual Property 
Sprint Nextel values and encourages the protection of its intellectual property (such as 
patents, trade secrets, copyrights and trademarks) and proprietary information while 
simultaneously respecting the valid intellectual property rights of third parties. 
Intellectual property laws protect many materials used by Sprint Nextel employees in the 
course of their work. Copyright laws protect materials such as computer software, music, 
artwork, audio and videotapes, books, presentations and training materials. Patent laws 
protect inventions and trade secret laws protect proprietary information. Trademark laws 
protect product and services names. Employees must not knowingly infringe on the valid 
intellectual property rights of others. Employees must also identify any agreements they 
may have with past employers and notify their supervisors or Human Resources. 
Employees should direct any intellectual property questions or concerns to the Legal 
Department. Employees should promptly identify any innovative processes, methods and 
technologies that may be eligible for patent protection. 

rn 

Procurement 

Sprint Nextel believes in doing business with suppliers, including contracton, alliance 
partners, sales representatives and consultants, that embrace and demonstrate high 
principles of ethical business behavior. As part of their contract, all persons or companies 
engaging in business relationships with Sprint Nextel should receive a copy of the Sprint 
Nextel Code of Conduct for Consu/tants, Contractors and Suppliers. 

Any employees responsible for buying, selling or leasing materials or services on behalf of 
Sprint Nextel should consciously and consistently guard their objectivity. I f  you have a 
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personal or family relationship with, or own any interest in, a supplier, customer, potential 
supplier or candidate, you should disclose this relationship to your supervisor and take 
appropriate steps to ensure that decisions affecting these companies are based solely on 
objective input and judgment. You can refer to  the 'Conflicts of Interest' section of this 
Code for further guidance. 

W 

Procurement decisions should be based on obtaining the best overall value for Sprint Nextel. 
Obtaining competitive bids, verifying quality and service claims, and confirming the financial 
and legal condition of the supplier are all important steps in a good procurement decision. 
Under no circumstances should an agreement be made with a supplier, dealer, distributor or 
other third party that provides for payment that is not reasonable and commensurate with 
the functions or services to be performed or the goods to be acquired. It is also 
inappropriate to interfere unlawfully with contractual relations between other parties, even if 
one of those parties wishes to do business with Sprint Nextel. 
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We Work and Win as a Team 

Sprint Nextel has contributed to the economic and social developmen of its communities 

Community Support 

for many years. I n  addition to the jobs created and the services proyided, Sprint Nextel 
encourages employees and business units to become actively involve in the life of their 
communities. The Sprint Foundation and many Sprint Nextel employ s provide financial 
support to thousands of worthwhile community programs. The co munity leadership 
offered by thousands of Sprint Nextel employees around the world is nother example of 
Sprint Nextel's long-standing civic commitment. 

r 
i 
P 

Employees are encouraged to  participate in the community activiti I s of their choice. 

'Personal Community Activities 

However, should it ever be in question, you should make ws and actions are 
your own, and not those of Sprint Nextel. I n  hould ensure that 
outside activities do not interfere with their loyees should not 
pressure other employees to contribute to any charitable I f  you wish to use 
Sprint Nextel time or property to support charitable, non-political you should obtain 
the approval of your supervisor. 

I 

Potsticat Activity and Lobbying I 

Employees should not make any contribution on behalf of Sprint Nextkl or use its name, 
funds, personnel, property or services for the support of political patties or candidates 
unless the contribution is permitted by law and authorized in advance by Sprint Nextel's 
Government Relations Omcer. 

Employees should not pressure other employees to express a political view or to contribute 
to a political action committee, political party or candidate. U.S. law and the laws of many 
state and local guvernments restrict companies from making contributions of money, 
goods or services to political candidates, except For administrative support of organizaflons 
such as the Sprint Nextel PAC. The Sprint Nextel PAC does not cont bute Sprint Nextel 
funds. 

Relationships with any government representative should be conducteh in a manner that 
would not embarrass Sprint Nextel or the official if publicly disclosed. 1 Activities with the 
potential to influence government omcials are strictly regulated. Pdrsons representing 
Sprint Nextel should be extremely careful to avoid even the reasonable appearance of 
impropriety. Reasonable entertainment and courtesies should be e&ended only if not 
prohibited bv law and then onlv to the extent that is customary anb amrooriate. Anv 
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questions in this regard should be directed to the Government Affairs Office. For 
information on doing business with governments, please refer to the 'Governmental 
Entities' section of this Code. 

Computer and Network Security 

Our computer systems, network and electronic data are an essential part of the business. 
Their continuous availability and efficient use play a critical role in our success. Every 
employee should do their part to safeguard the integrity and confidentiality of the systems, 
the network and the electronic data processes stored in our systems by protecting 
passwords, user IDS and access to all our facilities. 

Use of our electronic mail, Internet access, telephone systems, computer systems and 
network should generally be limited to Sprint Nextel-related business purposes. Any non- 
business use should be incidental, occasional and reasonable. Sending inappropriate 
messages or e-mail (including, but not limited to, harassing, threatening or discriminatory 
messages) or using our intranet or the Internet in an inappropriate manner will be grounds 
for disciplinary action up to and including termination. Electronic messages are subject to 
the same records retention requirements as other communications. 

Due care and common sense should govern the use of our computer systems, and access 
to our electronic data, so please ObSeNe the following guidelines: 

Do not use or access computer facilities and records without authorization. 

Protect passwords, IDS and access to computer systems and facilities. 

Do not alter or destroy software, data or files without authorization. 

Do not download, copy or install software or data without appropriate authorization. 

Protect against the spread of viruses and spy-ware by using only legally licensed 
software. 

Restrict access to data based on a need-to-know basis. 

Report to your supervisor any change in job duties that would affect your need for 
access to systems data. 

Employees should refer to the Sprinf Nextel Enterprise Securify Policy (available on the 
company intranet) for additional information. 

tr) 

W 
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Environment 

Our operations are subject to federal, state and local environmental laws. Beyond our 
environmental compliance obligations, Sprint Nextel is committed to minimizing any 
adverse impact on the environment. Sprint Nextel takes seriously its environmental 
responsibilities regarding hazardous materials handling and permitting, spill prevention, 
chemical storage and reporting, and end-of-life management of its products. Carrying out 
that commitment is impossible without your awareness and cooperation. 

n 
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we Gare m o w  tach Otner 

Employee Relations and Discrimination 

Diversity is a unique source of our energy, strength and excellence - employees are our 
most valued and important resource. To ensure that we are all able to perform, develop 
and advance, the Human Resources organization is available to address employee relations 
issues as they arise. I f  you believe your rights have been violated or if you have any other 
workplace concerns, you should consult your supervisor or call your Human Resources 
representative directly. I f  you do not receive a clear explanation or believe you may not 
receive an objective or adequate review of the issue from your supervisor, or Human 
Resources, call the Ethics Helpline. 

We strive to treat each other as we wish to be treated ourselves: with dignity and respect. 
We recognize that highly productive and diverse employees are essential to our success and 
should be given opportunities to flourish in a barrier-free, non-discriminatory environment. 
We will conduct all employment practices (including activities relating to recruiting, hiring, 
benefits, leaves of absence, training, transfer, promotion, job assignments, compensation, 
corrective action and termination) in a non-discriminatory manner. Any discrimination on 
the basis of the following factors is strictly prohibited: 

race religion national origin 
gender age sexual orientation 
color creed marital status 
disability veteran status any unlawful reason 
ancestry 

Employee Privacy 

Employees should have no expectation of privacy in information they send, receive, access 
or store on any of Sprint Nextel's computer systems, telephone systems or networks. 
Electronic message traffic that interferes with the network or its interconnected systems is 
prohibited. Sprint Nextel reserves the right to review workplace communications 
(including but not limited to Internet activity, e-mail, instant messages or other electronic 
messages, computer storage and voicemail) as well as employees' company provided 
workspace, at any time. 

Harassment and Related Issues 

Every employee has a right to a work environment free from harassment regardless of 
whether the harasser is a co-worker, supervisor, manager, customer or visitor. 
Harassment can include any behavior (verbal, visual or physical) that creates an 
intimidating, offensive, abusive or hostile work environment. I n  addition, any harassment 
khat nithnr irnnsrtc n r  inflimnrac wages, hours, wnrkinn rnnrlitinnc nr r=rnnlnvmr=nt 
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advantages is specifically prohibited. Unlawful harassment may include harassment of a 
sexual nature or gender-based harassment. Sexual harassment includes harassment of a 
sexual nature of a person of the same or opposite sex as the harasser. Employees are 
directed to the Sprint Nextel Harassment Policy (available on the company intranet) for 
more information. 

As is the case with any violation of the Code, employees have a responsibility to report any 
harassing behavior or condition regardless if they are directly involved or just a witness. 
Retaliation for making a complaint in good faith or for assisting in the investigation of a 
discrimination or harassment complaint is prohibited. 

Having a romantic relationship with someone within your reporting chain of command 
exposes Sprint Nextel to substantial risk and therefore is considered poor judgment. If 
such a situation develops, the supervisor should work with his or her management and 
human resources groups to eliminate the reporting relationship as soon as possible. 

Further, having a romantic relationship with a supplier or customer with whom you deal 
with for Sprint Nextel may also present a problem. I f  such a relationship develops, you 
should notify your supervisor so that another employee may be assigned to handle the 
account. 

Workplace Safety 

Safety and Health 
Sprint Nextel strives to provide a safe and healthful workplace for employees or visitors 
to its premises. Management is committed to maintaining industry standards in areas 
such as industrial hygiene, ergonomics, personal protective equipment and hazardous 
material handling. To support this commitment, employees are responsible for observing 
all safety and health rules, practices and laws that apply to their job, and for taking 
precautions necessary to protect them, their co-workers and visitors. Employees are 
also responsible for immediately reporting accidents, injuries or occupational illnesses 
and unsafe practices or conditions to their supervisor or Human Resources. 

r 

Threats or acts of violence, physical intimidation and possession of weapons on the job or 
on Sprint Nextel premises are strictly prohibited. No talk of violence or joking about 
violence will be tolerated. Appropriate disciplinary action, up to and including 
termination, will be taken against any employee who violates this policy. 

Drugs and Alcohol 
Customers and investors demand quality and productivity. Sprint Nextel therefore 
requires employees to work free from the influence of any substance, including alcohol, 
preventing them from conducting work activities safely and effectively. Sprint Nextel 
reserves the right to have any employee tested for drug or alcohol use if there is 
reasonable suspicion that he or she is under the influence of drugs or alcohol. I f  you are 
using prescription or non-prescription drugs that may impair alertness or judgment, and f- 
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therefore possibly jeopardize your safety and that of your co-workers, you should inform 
your supervisor. 

I f  you have a problem related to alcohol or drugs, you are encouraged to seek assistance 
from the Employee Assistance Program (1/888-303-3957 or 1/866-248-7640) or other 
qualified professionals. 
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We Lead By Example ~ 

Supervisor Responsibility 

Supervisors are expected to exemplify the highest standards of ethical business conduct by 
integrating the ethics and compliance program into all aspects of their operations and by 
encouraging open and frank dkcussion of the ethical and legal implications of business 
decisions. Supervisors should also ensure that everyone in their organization clearly 
understands the legal and ethical expectations of working for Sprint Nextel - including any 
aspect of the Code, policies or law with particular applicability to their business operations. 
It is incumbent upon supervisors to take every opportunity to model behaviors consistent 
with our values and the Code. Supervisors are encouraged to call the Ethics Helpline for 
assistance, as needed, with reports made by employees. 

I 

The Open Door Policy and Retaliation 

Sprint Nextel's "open door"' philosophy encourages employees to take any problems, 
dlsagreements, questions, recommendations or comments to their immediate supervisor, 
Human Resources, the Ethics Helpline or any member of management. Making intentionally 
false reports or allegations against an empSoyee is a violation of 
retaliation or adverse adion against any employee for reporting 
violation of the law or the Code or for assisting in a 

Any form of 

forbidden and should be reported immediately to the Ethics Helpline. 

Chief Ethics Officer 

I .  The Sprint Nextel Boa?d of Directbrs has charged the Chief Ethics Ofncer with implementing 
the Ethics and Compliance Program. This responsibility includes rhanaging the Ethlcs 
Helpline, developing polides, procedures and training, as well as implethenting a system for 
evaluating She compliance activities of each empbyee, so Sprint Ne&el cafl reward behavlor 
that is consistent with the Code, and discipline behavior that is not. 

M course, the C d e  cannot explicitly cover all situations or circum It is not a 

Non-ExclusMty 

comprehensive, Full, or complete explanation of all the laws and regdations that apply to 
Sprint N e 1  and Its employees. Many of the issues are discussed in detail In other 
Sprint Nextel materlbls such as employee handbooks and policy state 
have a continuing obligation to familiarize themselves with any 

I 

policies but nothing can sem as a substitute for good judgment. 
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The Sprint Nextel Board of Directors established this Code for company-wide application and 
any direct conflict between a non-Board approved policy and the letter or spirit of the Code 
is to be resolved in favor of the Code. w 
Waivers 

Sprint Nextel does not expect to grant waivers of provisions of the Code to employees or 
Board Members. If a question about a potential waiver arises for an executive officer 
(including the Chief Ethics Officer), or a Board Member, the Audit Committee will consider 
and resolve that question. I f  a question about a potential waiver arises for any other 
employee, the Chief Ethics Officer will consider and resolve that question. Disclosure of a 
waiver, if any, will be made as mandated by applicable law, rules of The New York Stock 
Exchange, regulations of the Securities Exchange Commission and any other exchange or 
quotation system applicable to Sprint Nextel. 

Violations and their Consequences 

Failure to abide by the Code can compromise the reputation of Sprint Nextel and may also 
result in disciplinary action, up to and including termination of employment. Unethical or 
illegal acts cannot be justified by saying that they "helped the bottom line," or were directed 
by a higher authority in the organization. Each employee is responsible for his or her 
actions. You are never authorized to commit, or direct someone to commit, an unethical or 
illegal act. Additionally, you cannot use a contractor, agent, consultant, broker, distributor 
or other third party to perform any act prohibited by law or by the Code. 

Y 

Employees are obligated to report violations of the law, the Code or any other company 
policy or procedure. You may be subject to discipline, up to and including termination, for 
your failure to do so. Any employee with a question about the Code or who needs to report 
a known or suspected violation should do one of the following: 

Contact Your Supervisor. Review the matter with your supervisor. Supervisors are 
responsible for determining how compliance matters should be handled. 

Contact the Responsible Business Group. Review the matter with the business group 
given functional responsibility for the matter (e.g., contact Human Resources for 
concerns regarding pay issues). Like supervisors, these groups are responsible for 
determining how a matter should be handled. 

Contact the Ethics Helpline. The Ethics Helpline is established to answer questions 
about ethical or compliance issues at work, to clarify the Code and to allow 
employees another means to report potential wrongdoing. 

Individuals skilled in responding to your questions and concerns staff the Ethics Helpline. 
Callers have the option to remain anonymous and will be advised if additional information is Y 
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required before an effective investigation can take place. If necessary, the Ethics Helpline 
will refer concerns to the appropriate department, such as Corporate Security, Legal or 
Human Resources, and will monitor the results of any investigations. Callers to the Ethics 
Helpline are protected by Sprint Nextel’s prohibition of retaliation for either reporting a 
suspected violation or assisting in an investigation. 
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Contacting the Ethics and Compliance Program 

If you have questions or concerns about a potential ethical or compliance issue, you shoula 
discuss it with your supervisor, the responsible business unit or call the Ethics Helpline, 
Human Resources or the Legal Department. 

Ethics Helpline available 24 hours a day, 7 days a week: 

By phone: 1/800-788-7844 or 913-794-1666 (if you are calling from outside the U.S.) 

By fax: 913-523-9779 

By mail: Ethics and Compliance Program 
6200 Sprint Parkway 
Mailstop: KSOPHF0202-28507 
Overland Park, KS 66251 

By e-mail: Ethicshelpline@sprint.com 
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n NAME: DATE: 

INSTRUCTIONS: Please read each question 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. 

1. 

2. 

The agent can omit anything that slhe or the customer considers offensive. 

The agent is not allowed to talk about the content of a call with another agent. 

3. When the 'IT user is ready to end the conversation, he/she may type GA TO SK. 

4. The agent is not allowed to abbreviate, even if the 'IT user abbreviates 

5. It is OK to greet the customer with Hello, Hi, Good Morning, etc. 

MULTIPLE CHOICE 
Read each question carefully and circle the best answer. 

P 
6. Which of the following is true about the inbound customer? 

a. The inbound customer is the customer that calls into the relay sewice. 
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 is true. 

7. Which Call Handling key must you press first if a customer wants Customer Service? 

a. [COC] 
b. [mBRIDGE] 
c. [XFER] 
d. [REG8001 
e. [EMER] 

f. You may ask the Inbound to repeat the number to call. 
g. You may answer questions regarding the relay process. 
h. You may ask for clarification of instructions. 
i. All of the above are true. 
j. None of the above is true. 

8. Which of the following is true regarding Operator Mode? 
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9. How many times are you required (at the request of the customer) to redial a number? 
a. Once. 
b. Twice. 
c. Three times. 
d. As many times as the customer wants. 
e. Never. 

10. After processing a call and the outbound Voice person hangs up, if the l l Y  user asked you to redial, 
how would you announce the call when a different voice person answers that second time? 

a. "Hello ma'am. This is Relay again. One moment please." 
b. "Hello. A person is calling you through (Name of Relay Service). This is 

CAlAgentlOperator XXXX. Have you received a relay call before?" 
c. "Hello. A person is calling you through (Name of Relay Service). This is CAlAgenffOpr 

XXXX. One moment for your call to begin." 
d. "Hello ma'am. The person you were just talking to needs to ask something else. One 

moment please." 
e. Tell the TTY user they can't make another call to that same number. 

11, In order to log out of the system, you must first press: 
a. CTRL Lz, then [MAKE BUSV]. 
b. CTRL L>, then [ESC]. 
c. [MAKE BUSV], then <CTRL L>. 
d. [ESC], then <CTRL L>. 
e. [MAKE BUSV], then [ESC]. 

12. A call arrives as Voice and you say the greeting but don't get a response. You say the greeting again 
and get no response. In this situation, you should: 

a. Press [HELLO]. 
b. Press [CTRL TYNOICE]. 
c. Press [HANG UP]. 
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MATCHING: FUNCTION KEYS 
Match each function key below with the most appropriate action 

13. This key must be pressed to get paid. 

This key connects two TTYs. 

This key changes the data line to a voice line and vice versa. 

This key releases the inbound/outbound line. 

This key brings up the field to enter the calling To number. 

This key resends the greeting. 

14. 

15. 

16. 

17. 

18. 

TTY BRIDGE 

TTYNOICE 

HELLO 

DIAL WINDOW 

HANG UP 

ST TMG 

19. In the banner, this shows you the state relay service the customer has accessed. 

P a. Elapsed Time (ET) 
b. STATE (ST) 
c. Outdial Time (OT) 
d. Agent Identifier 
e. MACRO 

a. Elapsed Time (ET) 
b. STATE (ST) 
c. Outdial Time (OT) 
d. Agent Identifier 
e. MACRO 

20. In the banner, this shows you how long you have been connected with the inbound customer. 

SCORE: Number correct I Number Questions 20 = % 
P 
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Sprint Relay Hew B i n  Trainin# Test #2 

Name Date 

MULTIPLE CHOICE 
Read each question carefully and circle the best answer 

TTY TO VOICE 

1. Call processing expectations state that you are required to press [COMP]: 
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 GA. 
d. Within six (6) seconds of the customer typing the GA. 
e. Within ten ( I O )  seconds of the customer typing the GA. 

L. A l l Y  customer asks you to call a Voice customer; you dial the number and send <ALT Z>. The phone rings a few 
times and when the line is answered, you must: 

a. Press [rr, BRIDGE]. 
b. Press [BILLING]. 
c. Press [ST TMG]. 
d. Press [SPACEBAR]. 
e. Press [CANCEL] and [ST TMG]. 

3. If you do not remember how the Voice 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 what helshe said when they answered the phone. 
d. Type: (AGENT DOES NOT REMEMBER GREETING) GA. 
e. Send <ALT F/M> for gender, and type GA. 

4. A TTY customer calls in and types: CALL 555 7654 ASK FOR TIM GA. What would you type to the inbound to 
keep them informed that you were asking for Tim? 

a. ALT 0 (ONE MOMENT PLS) 
b. (LOOKING FOR TIM PLS HD) 
c. ALT. (HOLDING ... STILL HOLDING) 
d. ALT A (ASKING FOR 
e. Type nothing at all. 
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ANSWERING MACHINE 

F. 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 [HANG UP]. 
b. Continue typing the answering machine message until finished. 
c. Inform the TTY user: (LINE DISCONNECTED) and press [HANG UP]. 
d. inform the TTY user: (LINE DISCONNECTED) and continue typing the message. 
e. Log out and go home immediately. 

6. If the Voice customer wants to leave a message, what macro do you send to announce the message on the TTY 
answering machine? 

a. <ALT V> (VOICE NOW) GA or (TALK NOW) GA 
b. cALT 4> [Name of Relay] CNAgenVOpr XXXX WITH A MSG 
c. <CTRL 3> (PLS VOICE UR MSG WHEN U SEE ‘G A”... REDIALING) 
d. cALT 5> [Name of Relay] CNAgenVOpr XXXX WITH A CALL 
e. cALT 9> (UR MSG LEFT) CNAgenVOpr XXXX GA 

RECORDING 

7. If you are typing a recording using [PAUSEIPLAY], how can you check to see if a person has answered the 
outbound line? 

r a. Press the [ENDIRETURN] key. 
b. Press the [RECORD] key. 
c. Press the [PAUSUPLAY] key. 
d. Press the [ENTER] key. 

8. 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 [PAUSEIPLAY] key. 
d. Press the [ENTER] key. 
e. Both A and C. 

9. A l l Y  customer wants to call the bank and check his account information; he gives you the account number. In 
order to enter the account number when prompted, you must: 

a. Press <ALT D>. 
b. Press cCTRL D>. 
c. Press [DIAL WINDOW]. 
d. Press [BILLING]. 
e. Press nothing: just type the account number in the conversation area. 

r\ 
017i2009Rcvisca 
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10. In order to make entries in the Touch-Tone window, you must use: 
a. The IO-key pad. 
b. The numbers at the top of the keyboard. 
c. The Function keys. 
d. Either A or B. 
e. Either B or C. 

11. On a VoicerrrY call, what key(s) are pressed if the inbound caller hangs up first: 
a. <ALTU> 
b. <ALTO> 
c. <ALTW> 
d. <HANGUP> 

Tost #2 

12. On a VoiceTTr/ call, you have dialed a number and reached a busy signal, in this situation you: 
a. Press <HANG UP> and send the busy macro 
b. Press <HANG UP> and say "The line is busy" 
c. Type BUSY GA. 
d. Do nothing; let the voice caller hang up. 

ANSWERING MACHINE RETRIEVAL (AMR) 

13. On an AMR call, to instruct the customer to pick up their phone hand set and place it next to the voice answering 
machine and turn on, you should send: 

a. <CTRLX> 
b. <ALTX> 
c. <ALT3> 

W 

14. In order to process an AMR call, you must press to initiate the recording of the inbound line. 

a. The [RECORD] key. 
b. The [PAUSEIPLAY] key. 
c. <CTRLM>. 
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MATCHING: CLOSING THE CONVERSATION 
Match each abbreviation with the correct phrase, writing the letter of the answer on the line provided 

15. 

16. “Go ahead.” B. SKSK 

17. 

18. 

“The party is ready to hang up.” A. GA TO SK 

“Go ahead and the party is ready to hang up.” 

“The party is hanging up.” 

TRUE OR FALSE: 
Read each statement carefully and write TRUE or FALSE on the line provided. 

19. 

20. 

The system indicates that the outbound line has disconnected by displaying a GREEN box. 

The system indicates that the inbound line has disconnected by displaying a RED box. 

% - SCORE: Number correct I Number Questions - 
P 
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W Name Date 

MULTIPLE CHOICE 
Read the following questions and circle the best answer. 

VCO TO VOICE 

1. 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, you should: 

a. Send <ALT Q> and type (PLS REPEAT NUMBER) GA. 
b. Send <ALT Q> and type (PLS REPEAT) GA. 
c. Send <ALT Q>. 
d. Send <ALT V> and type (PLS TYPE NUMBER INSTEAD) GA. 
e. Press pCO] and type (PLS REPEAT NUMBER) GA. 

2. If a customer types: PLS CALL 305 555 4567 I USE VCO GA, you should: 

a. Press <CTRL VCO>. 
b. Press <CTRL VCO> and <ALT V>. 
c. Enter the number and press [COMP]. 
d. Send <ALT V> and say, “Could you repeat the number please? Go ahead.” 
e. Press <CTRL VCO> and enter the number and press [COMP]. 

3. 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. 
b. Attempt to translate the VCO customer‘s conversation to the Voice customer. 
c. Type (PERSON DID NOT UNDERSTAND PLS REPEAT) GA. 

4. The Voice customer hangs up first on a VCO-Voice call. Afler typing the Voice customer‘s conversation, you must: 

a. Press [HANG UP], send <ALT V>, and send <ALT 0>. 
b. Press [HANG UP] and say: “The person hung up.” 
c. Press [HANG UP], send <ALT 0>, and send <ALT V>. 
d. Send <ALT W> and press [HANG UP]. 
e. Send <ALT 0> and press [HANG UP]. 

VOICE TO VCO 

5. If the VCO customer hangs up first on a Voice-VCO call, you must: 

a. Press [HANG UP] and send <ALT 0>. 
b. Press [HANG UP] and say: “The person hung up.” 
c. Press [HANG UP], send <ALT 0>, and send <ALT V>. 
d. Send <ALT 0> and press [HANG UP]. 
e. Send <ALT W> and press [HANG UP]. 

Rec iscd 1 I’7006 
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2-LINE VCO I REVERSE 2-LINE VCO 
P 

6. What should you do on a 2LVCO call if the Voice customer is speaking too fast? 

a. Pace the Voice customer. 
b. Type to the 2LVCO user: (PLS PACE VOICE CUSTOMER) 
c. Type to the 2LVCO user: (PERSON SPEAKING TOO FAST) 
d. Paraphrase the Voice customer's conversation to the best of your ability 
e. Stop typing completely. 

1. At what point should you hang up 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 the inbound has closed the call with the agent. 

8. 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 call to the Voice customer. 
d. Mute the microphone. 
e. Press [VCO]. m 

9. In a 2-Line VCO call, you are typing the conversation of: 

a. The 2-Line VCO customer. 
b. The Voicelhearing customer. 
c. The interpreter. 
d. Both customers. 

10. On a 2-Line VCO call, you (the agent) will call the 2-Line VCO user back on their: 

a. TTY (or ASCII) line. 
b. Voice line. 
c. VCO line. 
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d DEVICE TO DEVICE CALLS 

11. This call allows two deaf persons who speak to voice their conversation to the agent, who will type for both parties: 

12. This call allows a deaf customer who cannot speak to type directly to a deaf customer who can speak. 

13. Write in the space below a phrase you would use to pace the Voice customer if and when s/he is speaking too fast? 

fill in the blank mark incorrect i f  inappropriate answer 

MISCELLANEOUS 

14. In order to open the Scratchpad you must: 

a. Open the Customer Database. 
b. Press C T R L  S>. 
c. Press [MAKE BUSV]. 
d. Close all windows, including the Customer Notes. 

15. 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. 

16. If you suspect child abuse during the relay of a call: 
a. Call a supervisor immediately. 
b. Fill out a threat form as completely as possible. 
c. Remain transparent and continue relaying the call 

17. If the TTY customer is typing in ASL and you understand what is being typed, you should: 

a. Relay the TTY customer's message using conversational English. 
b. Read the TTY customer's message verbatim. 
c. Type (PLS TYPE IN ENGLISH) to the TTY customer. 

Reviscd 11/2006 
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A 18. Which of the following is not processed through the regular state relay service? 

a. VCO to VCO calls. 
b. HCO to HCO calls. 
c. Voice-to-Voice calls. 
d. International calls. 
e. None of the above. 

19. 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, Cue, Cue. Go ahead.” 
b. “So, how are your kids, question. Go ahead.” 
c. ‘So, how are your kids? Go ahead.” 
d. None of the above. 

20. If someone makes a suicide threat during the relay of a call you should: 
a. Call a supervisor immediately. 
b. Fill out an emergency form as completely as possible. 
c. Remain transparent and continue relaying the call. 
d. Do both A and B. 

% - 30RE: Number correct /Number Questions - P 
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NAME: DATE: 

INSTRUCTIONS Please read each question carefully, and write your answers clearly in the space 
provided. Take your time and trust your instincts. Good luck! 

MULTIPLE CHOICE 
Read each question carefully and circle the best answer. 

BILLING 

1. What must you do to open the Billing window? 

a. Press [BILLING]. 
b. Press [BILLING], press [ENTER]. 
c. Press [BILLING], press [SPACEBAR]. 

2. In order to process a call using a pre-paid calling card, you must: 

a. Open the Billing Window. 
b. Enter the pre-paid access number in the Dial Window and press [COMP]. 
c. Enter '0 in the dial window 

3. A TTY 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]. 
b. Press [COMP], and then press [COC]. 
c. Press [COC], then press [ENTER]. 
d. Press [BILLING], then press [COMP]. 

4. If a customer's preferred long-distance carrier is not listed in the COC menu, you must: 

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. 

5. For a Third Party call, what information should you ask for before placing the call? 

a. The inbound customer's name. 
b. Whether someone will be at the billing number to accept the charges. 
c. Whether the billing number is TTY or Voice. 
d. All of the above. 

6. If a customer is calling from a cell phone and the call is not going through successfully, which of the 
following would be an appropriate way for you to handle the situation? 

a. Open the Billing Window and select Local Override. 
b. Inform the customer that you are unable to handle the request. 
c. Call a supervisor to activate Local Override. 
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7. What information do you need to process FON, LEC, or OTHER calling cards? 
a. Card type. 
b. Calling card number. 
c. 800 access number 
d. AandB 

MATCHING: BILLING WINDOW 
Match each customer request below with the most appropriate option from the Billing Window. 

8. “Hi, my name is Joe and I need to call my 
mom; she’ll pay for the call.” 

9. 

10. 

11. 

“Put this on my Southwestern Bell card.” 

“Please bill this through MCI.” 

“Hi, please make this call and bill it to my 
ATBT calling card.” 

12. ‘I’m out of town but I need to call my brother 
overseas. Bill this call to my home number” 

13. ”Operator, I want to bill this call with my Sprint card.” 
P 

IMMEDIATE CREDIT 

A. Paid 

B. Collect 

C. Third Party 

D. FON Card 

E. LEC L F. Other 

14. If you dialed the wrong number for the customer and slhe wants immediate credit, what do you do 
after reaching the operator? 

a. Press [ST TMG]; relay the conversation between the customer and the operator. 
b. Don’t press [ST TMG]; 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. 

DIRECTORY ASSISTANCE 
15. A TTY customer calls in and types: PLEASE CALL DIRECTORY ASSISTANCE FOR AREA CODE 303 GA, 

which is different from their own area code. What do you enter as the Calling To number? 
a. DA 
b. 411 
c. 303411 
d. 5551212 
e. 3035551212 
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16. A TTY 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 TTY customer that the call cannot be made without the area code. 
b. Call the Sprint Operator to find the area code. 
c. Call National Directoty Assistance to find the area code. 
d. Ask the TTY user to call back when they have the area code. 
e. Call a supervisor to perform Local Call Override. 

REGIONAL 800 

17. When calling a toll-free number, the Regional 800 feature should be used when: 

a. When there is no successful out dial. 
b. You reach a fast or slow busy signal or you reach an all circuits busy recording. 
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. 

18. When one of the above situations occur what is the correct way to re-route the toll-free number? 

a. Send <ALTO>, [HANG UP], then redial. 
b. Press [HANG UP], send cALT O>, then [REG 8001. 
c. Press [HANG UP], <ALTO>, then [REG 8001. 
d. Press [HANG UP], then <CTRL A>. 
e. Press [ST TMG], then [REG 8001. 

MISCELLANEOUS 

19. A customer uses profanity towards the other customer. As the agent, you should: 

a. Discourage the customer from using profanity. 
b. Relay the conversation, including profanity. 
c. Omit the profanity, while continuing to relay the conversation. 
d. Call a supervisor. 
e. Remove your headset and quit immediately. 

20. A TTY user types: THANK U AGENT U DID A WONDERFUL JOB SKSK. Write in the space below 
how you would respond. 

% - SCORE: Number correct / Number Questions - 
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NAME: DATE: 

INSTRUCTIONS: Please read each question carefully, and write your answers clearly in the space 
provided. Take your time and trust your instincts. Good luck! 

ASCII 

1. How can you identify an ASCII call? 

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. The Banner will indicate ASCII and the transmission speed will be higher. 

2. Why would you need to disable Turbocode? 

a. When the Turbocode TTY user indicates hidher message is garbled. 
b. You are receiving garbled messages from the Turbocode TTY user. 
c. When the message is still garbled after sending (UR MSG IS GARBLED PLS REPEAT). 
d. All of the above. 

ENHANCED 911 I EMERGENCY CALLS 

n 3. The Enhanced 91 1 [EMER] feature allows you to: 

a. Connect to another relay agent who handles only emergency calls. 
b. Connect to the 911 operator for the inbound customer's area code. 
c. Call a supervisor. 

4. If you try to activate the Enhanced 911 feature [EMER] but it doesn't work, you should: 

a. Try to activate [EMER] one more time. 
b. Keep pressing [EMER] until it does go through. 
c. Press the [XFER] key. 
d. Contact a supervisor to dial DA to obtain the PSAP number. 

5. In any emergency situation, why is it important to press the [EMER] key? 

a. To enable you to connect to a 911 operator. 
b. To keep the call on-screen in case the inbound customer gets disconnected. 
c. To change the color of your screen so the supervisor knows you're on an emergency call. 
d. All of the above. 
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HCO TO VOICE 

6. A TTY user calls in and types: HCO PLS GA. You should: 

a. Type: (NBR U R CALLING TO PLS Q) GA. 
b. Type: (HEAR NOW) GA. 
c. Type: (PLS USE VCO INSTEAD) GA. 
d. Press C T R L  HCO> and say: "May I have the number you're calling please, go ahead" 
e. Send cALT V> and say: "Are you using HCO?" 

7. On a non-branded HCO call, what is the correct procedure for dialing the call? 

a. Press [COMP]. 
b. Press [COMP], then press [HCO]. 
c. Press C T R L  HCO> and then press [COMP]. 

8. On a branded HCO call, what is the correct procedure for dialing the call? 

a. Say, "Thanks you now dialing" and press [COMP]. 
b. Press [COMP], then press [CTRL HCO]. 
c. Press [COMP], press [SPACEBAR], and then press [HCO]. 
d. Press [COMP]. 

VOICE TO HCO 

9. When a Voice customer calls an HCO customer, the HCO customer can answer by letting a recording 
answer the line, in this instance the agent should: 

a. Typing a greeting message 
b. Announce the call, (Name of Relay Service) this is CAlAgenVOprXXX with a call for an HCO user. 
c. Press the space bar three times 
d. Press <HANG UP> and say the phone was answered by a recording 

w 

'cd 
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CUSTOMERDATABASE 

10. What is the ONLY situation you would enter a note in the customer notes window: 

a. When instructed to by the customer 
b. When you think it will make the call easier for the next agent 
c. When a prison call doesn't have a /29 info digit identifier 

MATCHING: 

11. -You press this key to access the Customer Database (CDB). 

12. - This area of the CDB holds special remarks on how to process 

13. - This area of the CDB lists frequently dialed numbers, as well as 

a customer's call. 

emergency numbers and blocked numbers. 

Emergency Numbers list. 
14. - You enter this in the Dial window in order to bring up a customer's 

15. ~ You enter this in the Dial window if the customer asks you to 
f l  redial the last number dialed. 

16. ~ You enter this in the Dial window if the customer gives you a 
name but does not give a phone number with it. 

17. - When the FROM number appears in red in the banner, that 
indicates the number is - 

CHANGE AGENT 

A. FD 

6. Notes 

C. CustRec 

D. Restricted 

E. LN 

F. EM 

G. Numbers 

18. According to the FCC, a change of agents on a regular relay call should not occur until: 

a. A call has been connected for at least ten (10) minutes, outdial time (OT). 
b. A call has been connected for at least five (5) minutes, elapsed time (ET). 
c. A call has been connected for at least five (5) minutes, outdial time (OT). 
d. A call has been connected for at least ten (10) minutes, elapsed time (ET). 
e. A call has been connected for at least fifteen (15) minutes, elapsed time (ET). 

PageF-17 



MISCELLANEOUS 

19. In which of the following situations can you re-word 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 customer instructs you to paraphrase the Voice customer's conversation. 
d. When you don't understand what the Voice customer said. 
e. None of the above -you must type the Voice customer's conversation verbatim. 

20. Which of the following explanations is correct? 

a. The person that is calling you is deaf or hard of hearing. So I'm going to be reading what they're 
typing, and I'm going to type so they can read it. And, when I say go ahead, that means it's your 
turn to respond. One moment for your call to begin. 

b. I can explain it to you. Since your caller is deaf, they're going to be typing their conversation and 
that will be read to you. When you hear 'go ahead,' then it's just your turn to speak. Speak directly 
to the caller; everything that's heard is typed back to them. One moment for your call to begin. 

C. The person is deaf. They'll type what they want to say. 1'11 read it to you, then, when you hear the 
words go ahead, just speak directly to the caller and that's how you'll be able to talk with them. 
Okay? Then just one moment for your call to begin. 

SCORE: Number correct / Number Questions 20 = % 
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AGENT 

Agent Supervisor Date 

Start Time End Time - 

Correct Number Dialed' 
1. Y N Was the correct number dialed within 5 m d s  or 

appropriate message and seconds used when dialing number? 

Billina procedures' 
2. Y N Were billing instructions followed? 
3. Y N Was branding information provded? 

Greetina I Announcement' 
4. Y N Was the voice greeting typed verbatim? 
5. Y N Was a pmmpt state-speak announcementlgreeting 

used and was the agent's ID provided? 
6. Y N Was familiarity of wce determined? 

Call Processina Procedures' 
7. Y N Was the call pmeessed acwrding to procedures? 
8. Y N Were call procedures changed as directed by 

9. Y N Was gender identification used when appropriate? 
IO. Y N Was the call dosed according to procedures? 

customer? 

Person Reauest I identification' 
11. Y N Was the customer prompted for a live person when 

reaching a recording. 
12. Y N Were TTY requests confirmed in parenthesis? 
13. Y N Was the Caller's name used in the announcement? 
14. Y N Was the Called-to name used in the announcemeno 

Service Explanation' 
15. Y N Was exdanation used a~~roDrlate to call twe? .. 
16. Y N Was eaanation adjusted afkr standard 

explanation? 

Prowess of Call /Customer informed' 
17. Y N Were the call steps relayed at time of occurrence? 
18. Y N Were call changes relayed at time of occurrence? 
19. Y N Were all appropriate macros used thmughout the 

call? 

Technical / Information I Referral 
20. Y N Were m p l e x  system messages explained 

effectively? 
21. Y N Were winplex directions followed? 
22. Y N Were appropriate referral I contact number offered? 

Accuracy I Spellingl 
23. Y N Was the message typed verbatim? 
24. Y N Were words spelled conecUy? 
25. Y N Were standard abbreviations used? 
26. Y N Was the recorded message typed verbatim? 

Descriptive / SDirit / Background' 
27. Y N Were impacting andlor enhanang sounds and 

background info typed? 
28. Y N Were descnptive words used? 
29. Y N Was the typing style adapted to convey emotbn 

O? 

M -Ret 

Flow / Complete Messaae' 
30. Y N Was the complete message read? 
31. Y N Was a conversatbnal flow maintained? 

Conversational Enqlish Translation' 
32. Y N Was ASL transkted to grammatically correct English? 
33. Y N Was the message read verbatim if necessary? 

Spirit I Expression - Clarity / Enunciation 
34. Y N Was natural vwce inflection used reading TTY 

35. Y N Was the voice clear and with acwrate 
message? 

pronunciation? 

Caller Control' 
36. Y N Was transoarencv maintained? 
37. Y N Was an appropriate attempt made to redirect? 

Define Aaent Role / Pacing 
38. Y N Were appmpnate phrases used to redirect? 
39. Y N Were appropriate phrases used to educate caller? 
40. Y N Were appropriate phrases used to pace the 

41. Y N Were the caller's last thoughts conveyed as 

Operator Mode Composure/Etiquette 
42. Y N Was patience and fleldbilii demonstrated? 
43. Y N Was politeness, professionalism and friendly natural 
approach demonstrated? 
44. Y N Was responslveness and focus maintained? 

custmer? 

necessary? 

Agent Signature Supervisor S i g n a t u m w  - 19 Daterrime I ADL- 



Y = Yes N = No Blank = Not Observed “FCC I Contractuall&mp liant Ca 
call# 3 l N N  -VilTY -VCO -HCO -Internet -AM -Ret 

‘-20 e 

onent Total Y’s T&I w’s 
W -TTYN -VKN -vco -HCO -hnemet -AM -RM 

-TTYN -VilTY Y C O  -HCO -Internet -AM -Rec 



BERLITZ 
LANG UAG E PROFICIENCY 

Benchmark-Level Descriptions 

Absolute beginner -No ability whatsoever or knowledge limited to isolated 
words and/or phrases. 

At the functional Iuvei, 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 simple face-to- 
face conversations, using at 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 wlth ordinary problems over the telephone. However, at this level 
structural accuracy comtinues to be severely limited and the active vocabulary 
range is still very narrow. 
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 sktlls. 

Sample "Can Do's" at this level: 

Schedule, confirm, or change a ' tment or meeting 
n Describe basic products and/or 
n Talk about routine work respon s and obligations 

Take and leave routine telepho ges, and understand simple 

ordinary situations over the telephone (e.g. give hours of 
asic directions to location) 
questions about business travel plans and appointments 
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At the intermediate level, users are able to  refashion and combine learned 
material to  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 
longer 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. Inaccuracies or 
interference from other languages are common, and structural complexity may 
interfere with comprehension. 

A t  this level users can understand and use 2,000 or more vocabulary items, most 
verb tenses and basic 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" at this level: , ~ . I  
Describe services and products; offer some advice based on preferences 

P Schedule appointments and meetings that involve choosing best options 
P Describe a procedure (e.g. consultation, application, purchase) 
o Relay the gist of a policy, decision, chain of events 

Handle "low-stakes" customer inquiries and complaints 
o Maintain small talk with customers or colleagues for a short time 

d 
Page F - 22 



intermediate level the users have assimilated the essentials of 

native speakers, follow the general meaning of a meeting and ask for 
explanations when needed. They can deal with more demanding situations such 
as consulting a lawyer, accountant, or other professional but find it challenging. 
While they can express demands, opinions or ideas, they cannot elaborate easily. 
They can hold long telephone conversations, make travel arrangements, and deal 
with unexpected problems. 

At this level users can understand and use 4,000 or more vocabulary items. 

This may be an appropriate minimum target level for those who need to offer 
active service to clients or communicate often with co-workers in the language 

Sample "Can Do's" at this level: 

o Review account information with client (e.g., sales, orders, pricing, 
product quality, receivables, collection procedures) 

a Tailor level of formality of, e.g., suggestions, recommendations, apologies, 
invitations, interruptions, requesting information 
Use some persuasion (as., to get an appointment to see a potential 
customer for a sales call) 
Describe, discuss or compare fringe benefits 
Discuss or compare company performance (e.g., sales, earnings, stocks, 
investments 
Use some small talk to establish rapport with clients or colleagues 
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4t the advanced level, users communicate effectively and appropriately even in 
demanding communicative tasks and situations, like conducting a meeting. They 
can participate easily in social and professional conversations, and can deal 
:omfortably with most subjects over the telephone. They can receive business 
people, give a report or make a professional presentation in an open meeting, 
3nd make sales presentations. At this level a user may have an insight into the 
language that demonstrates experience of living in the country and having 
~ q u i r e d  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 
ntrusive. 

4t this level users can understand and use 6,000 or more vocabulary items and 
iearly all sentence structures. 

This may be an appropriate minimum target level for users who must be able to 
attract and sustain business relationships with speakers of the language -e.g., 
sales personnel and company executives. 

Sample "Can Do's" at this Level: 

Conduct professional presentations 
Handle formal and informal negotiations (e.g., with customers or 
suppliers) 

n Clarify complex information 
n Defend, substantiate a policy, action, opinion 

Make projections (e.g., sales volume, costs, profits) 
Carry on conversation, use humor to establish good relations 

3 
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At  the professional level users have full command of the language. They 
understand and can use virtually all linguistic structures as well as a range of 
vocabulary items close to that of native speakers. Communication is fluent, 
appropriate and well 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 and use cultural references in a way that evidences a 
comprehension of the society in which the language is spoken. They can 
communicate naturally and 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 at 
this level, users generally have very specific needs for language learning, such as 
accent reduction or test preparation, or a need to perfect a skill such as business 
writing or public speaking. Missing from the skill set of a Professional speaker 
would be some sophisticated 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 
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. 

n 
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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 = bajolpoor; 2 = regularlfau, 3 = buenolgood; 4 = excelente, perfectolexcellent, perfect 

Nombre del alumno I Student’s name FecbalDate 

Nivel21 Level 2 
jPara que va Ud. al aeropuertoial banco? 
jC6mo se escribe su apellido? 
&Que tiene que hacer Ud. si quiere aprender Espaiiol? 
jQu6 hizo Ud. ayer? iQuC coni6 anocbe? 
Generalmente, jque hace Ud. si tiene sed? 
jQu6 tip0 de comida le gusta a Ud.? jPor que? 
jQu6 hari este fm de semana? Explique en detalle. 

Funcion 1: Presentar a un eolega, a un miembro de la familia o a si mismo 

Situacion: Porfavor. presentese. 8 
Mucho gusto, (Srita. Collins). Mi nombre es (John Collins). 

Hola, mi nombre es (Jane Collins). 

Gusto en conocerlo, (Sr. Smith) 

Son inmediatas las respuesias? 

Funcion 2: Pedir y dar indicaciones basieas 

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  

1 2 3 4  

1 2 3 4  

Situacion: Soy un turista o visitante en (una ciudad). Estoy buscando (un banco). 

Disculpe. Hay algun banco cerca de aqui? 

Como puedo llegar? 
Si, hay uno junto a la tienda de departamentos Rosen. 

Salga por la puerta y doble a la derecha. Siga derecho dos cuadras. Se encuentra a mano 
derecha. 

Muchas gracias. 
De nada. 

Puede el candidato dar indicaciones correctas hacia el lugar indicado 

8 = se recomiendan papeles inversos /reverse roles recommended 
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Funeion 3: Hacer una eita I Make an appointment 1 2 3 4  

Situacion: Llamepara hacer una cita con la Srita.Tama el Jueves par la manana o el Viernes 
por la tarde. 

@ 
Bueno, oficina de la Srita. Tamez, habla 

Buenos Dias (tardes, etc.) habla 
Tamez. 

A que hora le gustaria ponerla? 
Seria posible el Jueves por la manana? 

Lo siento, ella estara ocupada manana por la manana. 
Que tal el viernes por la tarde? 

Ella estara disponible entre la 1:00 y las 2:30 
Muy bien, entonces a la 1:OO. 

Cual es su nombre, por favor? (el nomhre dicho y deletreado) 
Muy bien, le he puesto una cita con la Srita. Tamez el viernes a la 1:OO. Gracias. 

Son las respuestas inmediatas? Puede el candidata usar frases como 'keria posible.. "para 
mostrar cordialidad? 

. Quiesiera hacer una cita con la Srita. 

Funcion 4: Haeer reservaciones de hotel, avion o tren /Make hotel, reservations 1 2 3 4 

Situacion: Usted hara un viaje de negocios a Mexico la semana que entra, de enero Iro a enero 
3, se marchara del hotel enero 4. Llame al hotel y haga una resewacion. 

airplane or train reservations 

En que le puedo ayudar? 

Para cuales noches? 

Para cuantas personas?. 

Le gustaria una cama individual o matrimonial? 

Si, quisiera hacer una reservacion de hotel. 

Para enero lro a enero 3. Y quisiera marcharme enero 4. 

Unicamente para mi. 

Una individual, por favor. 

Puede el candidata hacer una resewacion con exito, respondiendo adecuadamente a las 
respuestas, sin necesitar esclarecimiento o ayuda? 

Prnmedio de las preguntas y funciones estrueturales. 1 2 3 4  

?Si el promedio de puntuacion es de "3" o mayor, prosiga con las preguntas del Nivel3 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 Level 3 Questions on next page 
The candidate is at this point at least LEVEL 2 ''FUNCTIONAL,'' 

n 
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? De no ser asi, el estudiante se encuentra por debajo del NIVEL 2 "PRACTICO". Pare el 
examen aqui. 
If not, the student is below LEVEL 2 "FUNCTIONAL". Stop here. 

_ _ _ _  
Nivel3 /Level 3 
iQuC estaba haciendo la recepcionista cuando Ud. lleg6 a Berlitz? 
jQue tiempo hace hoy? iQuC tiempo hizo ayer? 
iQut deportes le interesan a Ud.? 
iCdindo se viste Ud., antes o despues de ducharse? 
jQut hace Ud. cada mafiana? 
Cuando Ud. tenia 10 ailos, idonde vivia? iquC hacia? 
Si Ud. tiene fiebre, iquC le aconseja el mtdico? Explique en detalle. 

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  

Promedio/Average 1 2 3 4  

?Si el promedio de puntuacion es de "3" o mayor, prosiga a las Preguntas del Nivel4 a 
continuacion. 
De no ser asi, el candidato tiene un NIVEL 2 "PRACTICO. Pare el examen aqui 

?If the average score is a '3' or higher, move on to the Level 4 Questions below. 
If not, the candidate is LEVEL 2 '%UNCTIONAL". Stop test here. 

__--- - - - - - - ~ - - ~ - -  

Nivel4/ Level 4 
jPor quC ha decidido Ud. estudiar Espafiol? Explique. 
LEU qut paiseskiudades ha vivido Ud.? Explique. 
iHa hecho algo interesante este d o ?  Explique. 
iAceptaria Ud. un trahajo en el extranjero? iPor qut? 
LLe gustaria tener un afio de vacaciones? ~ Q u t  haria Ud.? Explique. 
Si pudiera cenar con UM persona famosa, jcon quitn lo haria? Explique. 
iCutil es su profesidn? 

PromediolAverage 

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  

1 2 3 4  

?Si el promedio de puntuacion es de "3" o mayor, prosiga con las Preguntas de Funcion a 
continuacion. 
De no ser asi, el candidato tiene un NIVEL 2 "PRACTICO'. Pare el examen aqui. 

If the average score is a '3' or higher, move on to the Function Questions below. 
If not, the candidate is LEVEL 2 "FUNCTIONAL". Stop test here. 
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P. 

Funcion 5: Cambiar una cita (acordar una hora y fecha nueva) 1 2 3 4  

Situacion: Ud. tiene una cita con un cliente el martes a la 1:00, per0 necesita cambiarlapara 

cualquier hora el miercolespor la tarde. @ 
Buenos DiasiTardes Mary/ Sra. Johnson, habla 

Buenos DiasEardes , en que puedo servirle? 

Tenemos una cita el martes a la 1 :OO, per0 me temo que necesito cambiarla. 

Podriamos ponerla para el miercoles por la tarde? 

Me parece perfecto. Gracias, la veo entonces. 

Muy bien. Para cuando quisiera cambiarla? 

Que le parece a las 2:00? 

Nos vemos entonces! 

Puede el candidato usarfiases cardiales y formales como: "Me temo.. ': 'Fodriamos cambiar la 
cita ... " y mostrarflexibilidad a1 cambiar una cita? 

Funcion 6: Explicar brevemente 10s productos ylo sewicions que ofrece su compania 1 2 3 4 

Situacron: Estoy interesado en losproductos y/o sewrcios de su compania. Piense en la 
compania para la que trabaja ahora o para la que haya trabajado anteriormente, y responda a 
mis preguntas. por favor. Que tipo de compania es? 

Buenos diadtardes, me interesa saber que tip0 de @olizas de seguro de auto) ofrecen ustedes. En 
que difieren? 

Si, tenemos muchas polizas de donde escoger. El costo depende de que tanto paga usted 
si tiene un accidente, de cud es la cobertura en cas0 de un accidente ... etc. 

La cobertura es la misma si you soy responsable del accidente u otra persona es responsable del 
accidente? 

Si, vemos el informe policial y si usted es responsable por el accidente, usted tiene que 
pagar mas antes que ..... 

Si, es ............... punto.com. Le gustaria que le mande mas informacion? 

. Muy Bien. Listo/a? 

Tienen un sitlo Web? 

Si, muchas gracias! Estaria muy bien. 

Puede el candidato describir 10s productos y servicios y destacar 10s dijerencias entre ellos( su 
rendimiento, capacidad, tamano, etc.) efcazmente? Puede responder 10s preguntas aclarando la 
infomacion? 
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Funcion 7: Hacer una compra - escojer un product0 de una gama de productos y ordenarlo 
por telefouo (Ej. cafe para la oficioa) 1 2 3 4  

Situacion: Se termino el cafe, la crema y la azucar para 10s empleados y 10s clientes en su 
oficina. Llame a la compania ABCpara ordenar lo suJcientepara las siguientes semanas. 

Productos ABC, en que le puedo servir? 
Quisiera ordenar cafe, crema y azucar para nuestra oficina. Que volumen tienen 10s 
tamanos de cada uno/ que tipos tiene de cada uno? 

El cafe viene en bolsas de 30 paquetes. Cada paquete es suficiente para una cafetera. La crema 
viene en envases de 12 omas y la azucar viene en envases de 12 omas o en bolsas con 100 
paquetes pequenos. 

What kind of/favors off coffee do you have? 
Que sabores/tipos de cafe tiene?. 

Cual es el precio de cada uno? 
Tenemos cafe cafeinado 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.... 

Quisiera (2 bolsas de ...) y (2 envases de crema y dos envases de azucar) 

PARE LA FUNCION AQUI, PROSIGA A LAS INSTRUCCIONES EN LA PROXIMA 
PAGINA 

Puede el candidato pedir con claridad lo que necesita, preguntar acerca de las caritidades, tipos 
y precios? Puede hacer una seleccion final? 

Promedio de las funciunes #'s 5-7/ Average of functions #'s 5 - 7 1 2 3 4  

Si el promedio de puntuacion es de "3" o mayor, prosiga a Las Preguntas del Nivel5-8 a 
continuacion. 
El candidato en este momento tiene por lo menos un NIVEL 4 "INTERMEDIO" 
If the average score is a '3' or higher, move on to the Level 5-8 Questions below. 
The candidate is at this point at least LEVEL 4 "INTERMEDIATE 

?De no ser asi, el candidato tiene un NIVEL 2 "PRACTICO". Pare el examen aqui. 
If not, the candidate is LEVEL 2 "FUNCTIONAL". Stop test here. 

Levels 6 - 8 
LDesde c k d o  esti Ud. viviendo en el mismo apartamento? 
Normalmente, iquk hace Ud. para distraerse y relajarse? 
Si su auto se descompone madana, jque had?  jad6ode lo llevari? 
~ Q u k  disfmthba antes que ahora no disfruta? jPor que? 
iEs possible que nieve maiiana? Explique. 
27.Es normal que 10s nifios se resfifen en invierno? LPor quk? 
28. En general, jcuhdo se usa 'W y cuAndo "usted'? Explique. 
29 jExige su jefe/professor que Ud. sea punctual? 
30. Su amigo duda que el crimen haya disminuido en esta ciudad. LQUC opina Ud.? 

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  
1 2 3 4  
1 2 3 4  

W 
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f? 

F- 

3 1 .Cuando Ud. era niiio, ile pedian sus padres que no leegara tarde? iPor que? 
32.iSi no hubiera autos, no habria contaminacion? iSi o no? Explique. 
33.iTendria Ud. mhs interes en su trabajo si le dieran m8s responsabilidades? 
34.Complete estas frases: iOjalA que ... ! Quizhs ... Tal vez ... Puede ser que ... 
35.iSu amiga no ha Ilegado! iQu6 habd ocunido? 
36.iEs possible que ella haya tenido dificultades con el coche? Explique. 
37.iEstA Ud. Orgulloso de sus 6xitos? Explique. 

Promedio/Average 

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  

1 2 3 4  

?Si el promedio de puntuacion es de “2” o menor, el candidato tiene 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 es de “3” o mayor, el candidato tiene un NIVEL 6 
“INTERMEDIO SUPERIOR 
?If the average score is a ‘3’ or higher, the candidate is at least LEVEL 6 “UPPER 
INTERMEDIATE”. 

Para determinar si el candidato tiene un NIVEL 6 ” INTERMEDIO SUPERIOR” o NIVEL 8 
“AVANZADO”, pida a1 candidato responder detalladamente una o ambas de las siguientes 
preguntas . 

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 demostrar 
- una excelente fluidez 
- una gran precision gramatical 
- 
- 

conocimiento de terminologia que proviene de una lectura sustancial (ej. “desempleo”) 
una pronunciacion que se entienda facilmente 

To be LEVEL 8, the candidate must demonstrate 
- excellent fluency 
- high grammatical accuracy 
- 
- 

some knowledge of terminology that comes substantial reading (e.g. ‘unemployment’) 
pronunciation that is easily understandable. 

De no satisfacer estos indicadores, el candidato tiene un NIVEL 6 “INTERMEDIO SUPERIOR 
If these criteria are not met, the candidate IS LEVEL 6 “UPPER INTERMEDIATE“‘ 

LHa mejorado o empeorado la economia este aBo? Explique. 
iC6mo ha camhiado eVla Internet su vida professionaVpersonal? Explique. 
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Speech to Speech Written Final 

Name Date 

Speech to Speech Basics 

I.  Patience and listening skills are required. 
2. The STS CA may, at the request of the caller, retain info 

from a particular call in order to  facilitate subsequent calls. 
3. Call take overs may occur after i o  minutes. Trii 

4. When dialing from the FD l ist CAS must repeat the name 
given and state the phone number t o  the STS user. 

5. The agent should mirror the customer’s voice tone. 
6.  The caller can request a specific CA. 
7. “What?” is the preferred question when you do not 

understand what is said? 
8. A speech disability affects intelligence. 
9. I t  is appropriate to  take notes for the customer. 
io. Concentration is not important when processing calls. 

True 

False 

:alse 

True - 
False - 

True 

Context 

To say something out of context means that it doesn’t fit logically with all that surrounds it. 
Example: The baby is driving the car to  Texas by herself. The word that is out of context is baby. 
Why? Babies don’t drive. For Speech to  Speech purposes, it is important that you understand the 
concept of context. If you believe you heard the word “baby” and you are pretty sure that the rest 
of the sentence is correct, you would be wise to  question yourself. If you made an educated guess, 
“Lady” would be a good place to start because babies don’t drive and the last worked is “herself” 
which tells you the subject is female. Use the appropriate techniques for understanding and 
continuing to  work with the caller to  see if you are correct. By using context, common sense and 
your knowledge of the world, your instincts may be fairly accurate. 

e 

In the following passages, several words are out of context or don’t fit. Circle any word you believe 
to  be wrong. Read the passage completely before you decide which words are incorrect. 

11. Circle the 3 words that are out of context. 
Hi mom, it’s me Jim. Are you coming to  pick mi 
could go out to  eat after. The kids might want to  come with us. Is that okay with you? I know 
they raised hell last time, but Emma promised to  behave if she gets dessert. Kvle wants to  come 

for church a t  9 or IO? I thought we 

too, but I don‘t have any money to  lend him until 
money, I can borrow for him, like 20 dollars? Just 

paid on Tuesday I. If you have any 
with you when you come, okay? 

Talk to  you later, bye! 

12. Circle the z words that are out of context. 
Hey, I think I left my 
-so I don’t remember if I turned it off or not. The paper may sti l l  be in there too 
because I was in a hurry when I left for the day. Thanks for checking on it for me. 

recorder on at my desk. I was working on that memo and then I got 

CI) 
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13. Circle the 3 words that are out of context. 
John, this is Susan. I can’t believe you ares I not here! You should have been here two hours 
ago! I’ve been 
else! If you are not here in the next 15 

ng enough. I’P % of you beinl all the time! Call me right away or 
ites I am leaving without! 

14. Circle the 2 words that are out of context. 
Hello honey! This is Jenny. Sorry I missed you. I just wanted to  see how your day was and tell 
you that I can’t wait t o  see you. You must have gone +- +he game early or something because it’s 
only 6 o’clock now and you told me the game starts 
that you remembered t o  pick up some 
1’11 pay you back when I see you.. I hop 
soon. 

0. Oh well, I just wanted t o  make sure 
I a t  the store before you stop by later. 

message before you come over. See you 

Fill in the Blank 

15. If a caller says please dial 608-776-8374 and you are not sure of the last four digits what are 
some of the techniques you might use to  get the complete number? List a t  least 3. 
I .  Counting, going through each number. 2. Askingthe custo mer to repeat after voicing the 
numbers you have 3. 

16. Inbound speech disabled says they are leaving a message and gives entire message to  leave. 
CA dials out and live person answers -does the CA leave the message? 
This turns into a live call once a live person answers. Leave the ca4eAn-control. Qnlv read the 

Iiv ers n. - m s a e  if the caller instructs CA to  do so once the call is answered by e p o P 

17. Can we modify for needs of customer? 
Yes. That is why the explanation asks for special instructions, or instructions for the call may be 
___________ left in the Customer Nota.  Please follow the instructions of the caller. 

18. Inbound S2S customer does not use ‘go ahead’, causing long awkward pauses before any 
response by voice user. 
The agent w e l a y  rules to  this situation. Prompt once and proceed withput t he ‘go ahead ’. 
Prompt as necessary to  help the call flowsmoothlv. 

ig. There are many causes of speech disabilities. Please list 3 here. 
Traumatic brain injury 
Multiple sclerais Diabetes 
Usher Syndrome Dysarthria 

Oral cancer Aphasia 
La-rneeal cancer 
HUntingtQn’S disease 

Paradoxical Vocal Fold Movement 

vcnkn Apraxia 

Amyotrephic Lateral Sclerosis (ALS;) 

20. Name 2 of the speech t o  speech tools you may use in assisting on calls. 

Note taking 
Ask yes o r no questions 

r Approved alphabets 
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INTRODUCTION 

As employees of Sprint, we share a common vision of Sprint and that is to 
be a world class telecommunications company. One of the ways to uphold 
this vision is to achieve exceptional customer satisfaction. To accomplish 
this goal, this workbook was developed especially for relay agents to 
increase their literacy of TTY-ASL in order to be better equipped to translate 
TTY-ASL into spoken conversational 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 should be 
used as a tool to improve the relay 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 as 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 available 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. 
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PRONOUNS 
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SprW 

PRONOUNS: I, Me. You, etc. 

1 
Pronouns can be ulac i at tb beginning and at the end - - f the TTY-ASL sentence. 
The examples of Personal Pronouns are as follows: I, 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 
correctly. 

TTY -ASL 

EX: MEMADME 
HURT SHE Q 
WE HOST 

Conversational English Translation 

EX: Iammad. 3 
Is she hurt? 
We are hosting. 

1 .  HUNGRYYOU 

2. PRETTY SHE 

3. HE SHORT 

4. IT FALL 

5. THEY HEAR 

6. ME COLD ME 

I .  WE PARENTS WE 

8. CRYHIMQ 

9. HE MOVE 

10. PAIDUSQ 

2. 
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PRONOUNS: I, Me, You. etc. 

Pronouns can be placed at the beginning and at the end of the TTY-ASL sentence. The 
examples of Possessive Pronouns are as follows: my, mine, our, his, her, its, theirs, & 
yours. 

SIMPLE PHRASES: -Translate each basic TTY-ASL phrase below into conversational 
English by using the possessive pronoun correctly. 

TTY -ASL 
Translation 

EX: 

1. 

2. 

3. 

4. 

5.  

6 .  

7. 

8. 

9. 

10. 

THEIR CLASS THEIR 
HIS WIFE 
BOOK MY Q 

BROTHER HER 

OUR FAMILY 

CAR HIS Q 

THEIR MONEY 

PHONE MY 

SHOES MINE 

HAIR ITS 

BALL YOURS Q 

HER MAKE UP 

TEAM OUR 

Conversational Enplish 

EX: Their class 
His wife 
My book? 

2. 

3. 

4. 

5.  

6. 

7. 

8. 

9. 

10. 
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,.,'NOUNS: I, Me, You, etc. 

SLOTS SUBSTITUTION DRILLS: (Substitute the underlined word in 
the example with the words listed below the example.) 

EX: HE -HE 

1. DRIVE 

MAD 

FATHER 

RUN 

WEAK 

EX: Hejumps. 

a. 
b. 

He jumped. 

C. 

d. 

EX: I 
2. 

EX: 
3. 

HAPPY 
TEASE 

SLEEP 

WORK 

NEED 

BUY 

EXCITE WE 
HUNGRY 

POOR 

LEAVE QQ 

MEET 

VACATION 

EX: I am happy. 
a. 

b. 

C. 

d. W 
e. 

EX: We are excited. 
a. 

b. 

C. 

d. 

e. 
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w PRONOUNS: LMe,  You, etc. 

SLOTS SUBSTITUTION DRILLS: (Substitute the underlined word in 
the example with the words listed below the example.) 

EX. 
4. 

EX: 
5. 

EX: 
6. 

E X  
7. 

YOU SMART 
PLAY QQ 
PICK 

TALK 

HURRY QQ 
WRITE 

SHE YOUNGSHE 
READY 

PRETTY 

PREGNANT QQ 
RELIGIOUS 

IT STINK 
DIRTY QQ 
RAIN 

BLACK 

GONE 

THEY SLOPPY 
IMPROVE 

WATCH 

WONDERFUL 

ENOUGH 

E X  You are smart. 
a. 
b. 

C. 

d. 

e. 

E X  She is young. 
a. 

b. 

C. 

d. 

EX: Itstinks. 
a. 

b. 
C. 

d. 

EX: They are sloppy. 
a. 

b. 

C. 

d. 
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PRONOUNS: I, Me. You. etc. 

SLOTS SUBSTITUTION DRILLS: (Substitute the underlined word in 
the example with the words listed below the example.) 

EX: 
8. 

EX: 
9. 

EX: 
10. 

EX: 
11. 

STUPID HIM 
WATCH 

CLAP FOR 

ARREST QQ 
FOOL 

CONCERN HER 
WORRY 

CALL 

DRIVE QO 

GIVE 

THEIR COLLECTION THEIR 
COLLEGE 

STAMP 

PHONE NUMBER 

ADDRESS QQ 

AWFUL ME 
EMBARRASSED 

SHOCK 

MISTAKE 

SICK QQ 

EX: He is stupid. 
a. 

b. 

C. 

d. 

EX: She is concerned 

E X  Their collection. 
a. 

b. 

i. 

EX: Iamawful. 
a. 

b. 

C. 

d. 

PRONOUNS: I, Me. You, etc. 
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SLOTS SUBSTITUTION DRILLS: (Substitute the underlined word in 
the example with the words listed below the example.) 

EX: 
12. 

EX: 
13. 

EX : 
14. 

EX: 
15. 

CATCH THEM 
IiELP 

STEAL 

COVER 

HUG 

OUR 

HIS 

SCHOOL 
HOUSE 

DOG 

KIDS 

MONEY QQ 

BOOK HIS 
SISTER QQ 

PARENTS 

SHIRT 

JOB 

HOME YOUR 
COMMITTEE 

OFFICE QQ 

MALL 

TEAM 

EX: Catch them. 
a. 

b. 

C. 

d. 

EX: Our school. 
a. 

b. 

C. 

d. 

EX: Hisbook. 
a. 

b. 

C. 

E X  Yourhome. 
a. 

b. 

6. 

Page G - 9 



VERBS 

W I 
Page G - 10 



n 

Sprinf 

VERBS: TO BE (Is, Are, Am, Was, and Were) 
TTY-ASL sentences often leave 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. 

I. 
8. 

9. 

10. 

11. 

12. 

13. 

14. 

15. 

HE MY FATHER 
MY TIE OLD 
WE TIRED 

WONDERFUL SHE 

YESTERDAY HOT 

CAREFUL YOU PLS 

TKEY MEAN TO ME 

RIGHT PERSON YOU QQ 

NOT READY 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 

Conversational English Translation 

EX: He is my father. 
My tie is old. 
We are tired. 

1. 

2. 

3. 

4. 

5.  

" 

1 "  

14 
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ARTICLES: A. An and The 

Some TTY-ASL sentences do not include an article which may be necessary for 
conversational English, Sometimes, the TTY-ASL user’s article needs to be changed to 
become appropriate for conversational English. 

SIMPLE PHRASES: Translate each basic TTY-ASL phrase below into 
conversational English by using the article correctly. Some sentences have 
two possible translations. 

TTY -ASL 

EX: IWANTCAR 
HE GO NOW SCHOOL 
HE IS A TEACHER BEST 

I NEED TABLE 

2. 

3. 

YOU MEET ME AT CAFE 

YOU HAVE BOX ORANGE Q 

Conversational English Translation 

E X  I wantacar. 
He goes to the school now. 
He is the best teacher. 

... 

4. SHE BUY DOLL FINISH 

4b. 

5 .  

6 .  

I .  

8. 

9. 

10. 

11. 

12. 

MOVIE “SPEED IS GOOD 

FIND APT YOU QQ 

ME CHECK PAY 

ROVER MEAN DOG 

COLOR HOUSE UGLY 

ME WAIT ONE HOUR 

TAKE PAPER 

BOX CARRY 

8. 

9. 

10. 

11. 

12a. 

12b. 
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13. 

14. 

15. 

16. 

17. 

18. 

19. 

20. 

21. 

22. 

23. 

24. 

25. 

26. 

READ BOOK 

ARTICLES: A,  An and The 

WANT SANDWICH QQ 

BUY ICE CREAM CONE 

CAR REFUSE START 

LOST HAIR QQ 

TRUCK DRIVE 

MAKE MONEY NONE 

HAVE NONE FOOD 

HERE PEPS1 FOR U 

HAVE GARAGE YOUR HOUSE QQ 

I WANT TO GET OLDSMOBILE 

WHERE GAS STATION QQ 

AIRPORT IS BUSY 

BUY APPLE FOR ME 

13a 

13b. 

14. 

15. 

16. 

17. 

18. 

19. 

20. 
m, 
LI.  

22. 

23. 

24. 

25. 6J 
26. 
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PREPOSITIONS: At, To, In, Into, For, Above, Under, etc. 

Since ASL is 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 English. 

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 MUST 

I TRY CALL U OFTEN 
HE THROW ROCK MY DOG 
PLANE FLY HIGH MTNS 
WE DROVE FRIENDS 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 MEET HIS BOSS 
MOM GO THERE SHOP 
MY DRAWER THERE LOTS MONEY 
ZIP CODE YOU HAVE INFO QQ 
MY 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 

Conversational English Translation 

E X  I need to talk to you. 
Why were you mad at me? 
We must go to the store. 

5.  4 
7. 

8. 
9 ,. 
10. 
11. 
12. 
13. 
14. 

15. 

16. 
17. 

18. 

19. 
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TIME INDICATORS 

Tense is 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 tense correctly and adding articles and verbs, etc. as needed. 

TTY -ASL 

EX 

1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
1 1 .  
12. 
13. 
14. 
15. 
16. 
17. 
18. 
19. 
20. 

1: YESTERDAY MOVIE I GO 

Conversational English Translation 

EX: Yesterday, I went to the movies. 

LATER MOM GO SHOP 1. 
TONIGHT MOM BABY BORN 2. 
TOMORROW JOE & SUE MARRY 3. 
WILL GO CAMP WHO LIZ & SAM 4. 

COMPUTER I BUY FINISH 5. 
LAST NIGHT I SLEEP GOOD 6. 
NOW SCHOOL I MUST GO 7. 
LATER CHILDREN I WANT 8. 
ALREADY BA DEGREE I HAVE 9. 
WE WAIT SINCE 2 HOUR 10. 
BOTH GO TENNIS PRACTICE TMW 11.  
ME FINISH TOUCH L A. THEN K.C. 12. 
NEXT YEAR ME GO NAD 13. 

FINISH YOU PUT LIPSTICK MY CAR QQ 14. 
SHE EVERYDAY USE RELAY 15. 
NEXT TUESDAY ME GO DANCE 16. 
RECENTLY ME FLU FINISH 17. 
YOU STUDY WILL QQ 18. 
ME LEARN ASL SINCE 18 YEARS OLD 
FAMILY MY PLAY CARDS ALWAYS 

19. 
20. 

. 
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SUBJECT - VERB - OBJECT: Simple Phrases 

Subject-Verb-Object is one ofthe several sentence structures used in TTY-ASL. 

Subject is defined as the word that indicates the doer of the action . 

Verbs are often defined as words expressing action or state of being. 

Object is defmed as the word indicating who or what is affected by the action. 

Verb Subiect 
Chris called 
Ma* hates 

- 
Les. 
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.  HE PLAY ARENA 

2. I GOSTORE 

3. ME MEET MAN 

4. HE BUILD HOUSE 

Conversational English Translation 

EX: Does he have a cat? 
She goes to school. 
They pray at church. 

1.  

2. 

3. 

4. 

Page G - 20 



Sprint' /r 

n 

SUBJECT - VERB - OBJECT: Simple Phrases 

TTY -ASL 

5. 

6 .  

7. 

8. 

9. 

10. 

11. 

12. 

13. 

14. 

15. 

THEY SHOP MALL QQ 

WE GO BAR PARTY 

SHE FIX COMPUTER QQ 

HE CLEAN CLASSROOM 

THEY STEAL JEWELS QQ 

THEY PAINT HOUSE QQ 

HE DANCECLUB 

I TEACH DEAF SCHOOL 

ME HATE RUMORS 

WE WATCH VIDEOTAPE 

SHE TYPE LETTER 

Conversational Enzlish Translation 

6 .  

I .  

8. 

9. 

10. 

11. 

12. 

13. 

14. 

15. 



SUBJECT - VERB - OBJECT: Simple Phrases 

Subject-Verb-Object is one of the several sentence structures used in TTY-ASL. 

Subject is defined as the word that indicates the doer of the action . 
Verbs are often defined as words expressing action or state of being. 

Object is defined as the word indicating who or what is affected by the action. 

Subiect y& 
Chris called 
Marty hates 

Les. 
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 .  HE PLAY ARENA 

2. I GOSTORE 

3. ME MEET MAN 

4. HE BUILD HOUSE 

4 
Conversational Enalish Translation 

EX: Does be have a cat? 
She goes to school. 
They pray at church. 
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SUBJECT - VERB - OBJECT: Simple Phrases 

TTY -ASL 

5 .  

6 .  

7. 

8. 

9. 

10. 

11. 

12. 

13. 

14. 

15. 

THEY SHOP MALL QQ 

WE GO BAR PARTY 

SHE FIX COMPUTER QQ 

HE CLEAN CLASSROOM 

THEY STEAL JEWELS QQ 

THEY PAINT HOUSE QQ 

HE DANCECLUB 

I TEACH DEAF SCHOOL 

ME HATE RUMORS 

WE WATCH VIDEOTAPE 

SHE TYPE LETTER 

Conversational Endish Translation 

9. 

i n  

13. 

Id - .. 
15. 
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SUMMARY 
Summary of the Book I, Modules 1 through 6 .  

I. YESTERDAY ME SIT AMERICAN RTVER COLLEGE CAFETERIA EAT 
LUNCH DEAF STUDENT JOIN TABLE 
RESIDENTIAL (CSD) FREMONT 

HE TELL ME GO-TO DEAF 
WHILE HE GO-TO SCHOOL HAVE BEST 

TIME BECAUSE CAN PARTICIPATE ANY SPORTS CLUB DANCE EVENT 
SOCIAL WITH MANY DEAF NEAT! 

11. ME LIKE PLAY VOLLEYBALL BUT FRIEND LIKE PLAY SOFTBALL 
WE AGREE MONDAY WEDNESDAY VOLLEYBALL TUESDAY 
THURSDAY SOFTBALL NOW BOTH US SATISFY 
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1.0 BACKGROUND 

1.1 Introduction 

This paper presents the current industry understanding regarding network technical issues 
associated with the implementation of Telecommunications Relay Service (TRS). Of particular 
concern is the issue of carrier of choice -- the ability of the TRS user to specify the carrier the 
user wishes to transport the call, and the manner in which this feature can be provided. This 
effort is a result of activity initiated at the Industry Carriers Compatibility Forum (ICCF). It 
represents the current industry view and may be subject to change. Any such changes, 
including modifications or additions to the document will be made under the direction of the 
Network Interconnection lnteroperability Forum (NIIF). 

Although the technical arrangements described in the document should be considered the 
product of industry consensus regarding the ultimate network solution to the stated issues, there 
should be no inference relating to the implementation of the proposed architectures by any TRS 
service provider. That is, the decision to implement these arrangements, and the timetable in 
which such arrangements should be deployed, is likely to be based on business and regulatory 
concerns, and will vary accordingly. Moreover, nothing in this document precludes the use of 
alternative arrangements which may include some or none of the features described. 

P 
1.2 Telecommunications Relay Service 

Telecommunications Relay Service (TRS) is a telephone transmission service that provides the 
ability for an individual who has a hearing or speech disability to engage in communication by 
wire or radio with a hearing individual in a manner that is functionally equivalent to the ability of 
an individual who does not have a hearing impairment or speech impairment. 

TRS includes services that enable two-way communication between an individual who uses a 
Text Telephone (TT) or other non-voice terminal and an individual who does not use such a 
device. 

1.3 Key Regulatory and Legislative Rulings 

Several regulatory and legislative actions have mandated that TRS be made available. Most 
significant of these actions is the Americans with Disabilities Act (ADA) which prescribes that 
"Each common carrier ... shall ... provide ... TRS, individually, through designees, through a 
competitively selected vendor, or in concert with other carriers." In addition, the ADA directs the 
FCC to prescribe regulations that establish functional requirements, guidelines, and operations 
procedures for TRS. 

5 
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J 
In its Order in Docket 90-571, the Commission provided such regulations. Key among them is a 
technical standard that prescribes equal or equivalent access to interexchange carriers. 
Specifically, it is stated that "TRS users shall have access to their chosen interexchange carrier 
through TRS, and to a// other operator services, to the same extent that such access is provided 
to voice users." 

1.4 Carrier of Choice 

In each state, TRS is provided, after a selection/certification or competitive bidding process, by 
a singie carrier, either an interexchange carrier (IC), a local exchange company (LEC), or other 
(usually non- profit) organization. The regulation prescribing equal access for TRS has been 
interpreted to require that the TRS provider offer the TRS user the ability to designate the carrier 
to transport the call. Accordingly, the TRS provider must establish the technical capability and 
the administrative procedures to route the call to the designated transport carrier. Similarly, the 
transport carrier must be able to recognize the TRS call, complete the call to its destination, and 
obtain sufficient call detail information to accurately rate and bill the call. With such an 
arrangement, the established connection will link the calling party to the called party, through 
the TRS platform and the facilities of the transport carrier. The Communications Assistant (CA) 
of the TRS provider will provide the relay function. 

2.0 NEEDS AND OBJECTIVES 

2.1 Rating of TRS Calls 

Several State Commissions have mandated that TRS calls be discounted. Such discounts must 
be provided not only by the TRS provider, but also by any other carrier that is involved in 
transporting the TRS call. Accordingly, if a call is routed by the TRS provider to a transport 
carrier, the transport carrier must be able to identify the call as a TRS call in order that the 
appropriate discount can be applied. 

2.2 Efficiency 

It is desireable that the TRS provider be able to route the call to the designated transport carrier 
in as efficient a manner as possible. The need for such efficiency implies that the transport 
carrier receive, through available network signaling, all necessary information to complete the 
call. This information includes the identification of the call as a TRS call, the end user calling 
number, and the called number. Moreover, it is desireable that any additional information 
further describing the nature of the calling line (e.g., hotelhotel, payphone, etc.) be provided. 

Calls not requiring operator assistance should be routed to the transport carrier's non-operator 
switch. That is, calls where alternate billing (card, collect, third patty) is not requested by the 
calling party should not involve the operator services position of the transport carrier. When 

6 



t- alternate billing is requested, the interaction between the CA and the transport carrier operator 
should be kept to a minimum. Again, as much information as possible should be provided to the 
operator services position of the transport carrier through network signaling. 

Efficient provision of routing to the transport carrier will minimize the call set-up time associated 
with the TRS call. Minimal call set-up is necessary to better meet the requirement of functional 
equivalency to non TRS connections. 

3.0 NETWORK ARCHITECTURE 

3.1 General 

The suggested network architecture to effect carrier of choice is shown in the figure below. A 
key feature of the architecture is the capability within the TRS platform which allows the plalform 
to outpulse in an equal access signaling format to a LEC access tandem switch. This capability 
takes advantage of known access network capabilities and arrangements to effectively provide 
connectivity to the requested transport carrier. in I I + A N I  

ACCESS SERVICE 

ozz + xxx 

TR S 
SERVICE 
PROVlD ER 

-r 
I II + ANI + 10D 

I 
TRANSPORT 
CARRIER ACCESS 

I 

pq-KxG-m Tollfree NXX-XXXX 

~ NETWORK ARCHITECTURE FOR CARRIER OF CHOICE 1 
It is recognized that some of the capabilities described as well as the necessary access trunking 
are not now in place and will have to be deployed to comply with the proposed architecture. 
Further, it is understood that this network architecture cannot be used for certain calls (see 
Section 7.5). Finally, as stated in the introduction (Section 1.1) the decision to implement these 
arrangements and the timetable in which these arrangements are deployed, are likely to be 
based on business and regulatory concerns. 

7 
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3.2 Access to the TRS Platform 

Connection of the end user (calling party) to the TRS platform is typically provided through the 
use of an Toll-free number. The Toll-free service which routes the call to the platform should 
be configured to deliver to the TRS provider the 10 digit calling number (ANI). In addition to 
the calling party number, the Toll-free service should deliver to the platform the ANI II digit pair 
associated with the calling line. 

4 

3.3 Selection of Carrier of Choice 

After connection to the TRS platform, the end user will provide to the CA -- either verbally or 
through use of a TT -- the called number, the type alternate billing required, if any, and, if 
desired, the carrier the caller wishes to route the call. 

3.4 The Use of MF Feature Group D Signaling 

The TRS Platform will route the call to the requested carrier by generating an equal access (FG 
D) signaling message to an appropriate, originating LEC access tandem switch. Originating FG 
D signaling through an access tandem uses a two stage outpulsing sequence with the first 
stage of the form "022 XXX" where OZZ is used to specify a particular trunk group and XXXX is 
the carrier code. The calling number (ANI) including the ANI II digits and the called number are 
provided in the second stage of outpulsing. 

J 

3.4.1 The Use of Unique ANI II Digit Pairs 

It is necessary that the carrier of choice (the transport carrier) recognize the call incoming to its 
network as a TRS call. To effect this recognition through network signaling, new ANI II digit 
pairs must be defined and assigned to identify TRS calls. Because the transport carrier requires 
information regarding the nature of the calling line, reflecting, for example, the need for a 
particular billing treatment, multiple ANI II digit pairs are necessary. Accordingly, the use of 
these new ANI II digit pairs will identify the incoming call as a TRS call with no billing restrictions 
(i.e., bill to the calling number) or a TRS call in which some alternate billing arrangement must 
be used. Specific definitions of these new ANI II digit pairs are given in Section 6, below. 

It should be recognized that the ANI II digit pair sent by the TRS platform to the carrier of choice 
will not be the ANI II digit pair originally associated with the calling line and initially received by 
the TRS platform. Rather, the TRS Platform must map the ANI I I  pair of the calling party's line 
to one of the new ANI II digit pairs assigned for TRS use. 

3.5 The Use of SS7 Feature Group D Signaling 

The TRS Platform will route the call to the requested carrier by generating an Initial Address 
Message (IAM) containing the appropriate parameters to enable the originating LEC access 
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tandem to route the call to the appropriate IXC. The O Z Z  XXXX will be sent in the Transit 
Network Selection (TNS) parameter and, as in the FGD in-band signaling above, the OZZ will 
indicate the trunk group type (Circuit ID) and XXXX will contain the Carrier Identification Code 
(CIC) of the preferred carrier. The LEC tandem will use the information in the TNS to route the 
call to the appropriate IXC trunk group and to indicate the type of call (I+, 0+, etc.). Since the 
TNS is not passed from the tandem to the IXC. the NllF recommends the Carrier Information 
Parameter (CIP) of the IAM must contain the CIC of the Preferred Inter-exchange Carrier (PIC). 

The Pre-subscribed or Casual Call status of the call is indicated in the Carrier Selection 
Parameter (CSP). The NllF recommends utilizing a CSP value of 7 for TRS calls. CSP value of 
7 is defined as “Selected carrier identification pre-subscription unknown (verbal) instructions 
from the calling party.” Further information on CSP values can be found in T1.113, Signaling 
System No. 7 (SS7) - Integrated Services Digital Network (ISDN) User Part. 

The NllF recommends that the TRS platform pass the Jurisdiction Information Parameter (JIP). 
Currently, the TRS platform does not send JIP but TRS providers are willing to have their 
platforms pass JIP if it was sent on the inbound call. JIP should not be created by the TRS 
platform for a call where the originating office was not capable of sending it. The Originating 
Line Information (OLI) codes are the twodigit codes providing indication of the type of station 
making the call. These codes are referred to variously as ”ANI II digits”, “Info Digs”, and “I1 
digits”, and are described below for TRS use. The NllF recommends that the IAM sent by the 
TRS platform be populated in accordance with T1.113, Signaling System No. 7 (SS7) - 
Integrated Services Digital Network (ISDN) User Part. 

3.6 Call Flows ,m 

The following are descriptions of the call processing necessary to establish and complete a TRS 
call. 

3.6.1 TRS Call Billed to the Calling Line 

Consider a TRS call made from a residence line where the caller wishes to have the call 
completed over a specific carrier‘s network, and not the network of the TRS provider. Moreover, 
the call is to be billed to the calling line. 

Typically, the calling party would access the TRS Platform by dialing an Tollfree number. The 
call would be completed and, because of the manner in which the (Tollfree) service was 
provisioned, the TRS platform would receive the calling party number (ANI) and the associated 
II digits (in this case 00). The calling party will communicate with the CA, informing the CA of 
the called number and the choice of carrier. The CA, recognizing (through the II digits) that call 
is made from an unrestricted line and that no alternate billing (e.g., card, collect) has been 
requested would assume that the call is to billed to the originating line. 

The CA would initiate the call to the designated carrier causing an equal access signaling 
message to be transmitted from the TRS platform to the appropriate LEC access tandem 
switch. Contained within the signaling message is the information indicating the carrier to which 
the call should be routed. The second stage of the signaling message contains both calling and 
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called party number, including the new II digits 60 indicating that the call is a TRS call and that 

carrier with the necessary call detail indicating the use of TRS, thereby permitting the transport 
carrier to apply the appropriate rate treatment. 

there are no billing restrictions on the calling line. The call would be completed by the transport u 

3.6.2 TRS Call with Alternate Billing 

A call will be designated as an alternate billed call either because the calling party has 
requested such treatment or the CA, based on an indication from the calling line II digits, 
recognizes that the call cannot be treated as sent paid. In either event, the call would reach the 
TRS platform as previously described in Section 3.6.1. 

The CA, after determining that alternate billing is required, will initiate the call to the specified 
carrier as if the call were dialed O+. Carrier identification will again be realized through the first 
stage of FG D signaling through a LEC access tandem. The calling party number information 
will contain the necessary II digit pair indicating a TRS call from either a restricted or 
unrestricted line. Because the call was dialed 0+, the call will be routed to the operator services 
position of the designated carrier where the appropriate call treatment (card, collect, third party) 
can be provided. 

4.0 CAPABILITIES OF THE TRS PROVIDER 
J 

As indicated in the above call flows, the TRS platform and/or the CA must provide several 
specific capabilities in order to effect the desired call processing. 

- 

- 
- 

- 
- 

Receive the ANI of the calling line 

Receive and interpret the ANI II digits of the calling line 

Recognize the routing needs (e.g., I+, 0+) of the calling party 

Map the calling line It digits to the TRS II digits as appropriate 

Route the call to the carrier of choice using FG D signaling through a LEC access 
tandem switch. (Access facilities to connect the TRS platform to the appropriate 
access tandem must be in place) 

Provide all necessary additional information to the carrier of choice (e.g., card number, 
collect, third party) 

- 

In addition, it is the responsibility of the TRS provider to inform all ICs operating in a given state 
(where the TRS provider offers service) of the location of specific access tandem switches 
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through which "carrier of choice" traffic will be distributed. Moreover, the TRS provider is also 
responsible for informing the industry relative to the activation by the TRS provider of any newly 
assigned ANI II digit pairs which will necessarily be forwarded to a selected carrier of choice. 

5.0 CAPABILITIES OF THE TRANSPORT CARRIER 

Similarly, the transport carrier must also support several features to allow the efficient 
implementation of carrier of choice. 

- 
- 

- 

- 

Provision access facilities from the appropriate access tandems 

Receive FG D signaling at all POPS designated to collect TRS traffic 

Receive and recognize the unique TRS II digits 

Record the necessary call detail information for rating and billing 

6.0 RESPONSIBILITIES OF THE LEC n 

The designated architecture for carrier of choice requires that the TRS provider route traffic 
through a LEC access tandem switch for delivery to the end user's chosen carrier. Accordingly, 
access facilities should be made available by the LEC to provide the necessary connectivity 
from the TRS platform to the designated access tandem. 

In addition, the LEC should understand that the deployment of the recommended architecture 
requires that access recording capability be available at the tandem switch which receives traffic 
from the TRS provider and routes that traffic to the transport carrier. To the extent that access 
recording capabilities are not available, their development should be considered. 

7.0 NEW ANI II DIGIT PAIRS FOR TRS 

It is suggested that three new II digit pairs be assigned to permit the efficient implementation of 
TRS and, in particular, carrier of choice. 
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7.1 TRS I1 Digit Pair 60 * 
ANI I1 digit pair 60 indicates that the associated call is a TRS call delivered to a transport carrier 
from a TRS provider and that the call originated from an unrestricted line (Le.. a line for which 
there are no billing restrictions). Accordingly, if no request for alternate billing is made, the call 
will be billed to the calling line. 

7.2 TRS I1 Digit Pair 67 

ANI II digit pair 67 indicates that the associated call is a TRS call delivered to a transport carrier 
from a TRS provider and that the call originated from a restricted line. Accordingly, sent paid 
calls should not be allowed and additional screening, if available, should be performed to 
determine the specific restrictions and type alternate billing permitted. 

7.3 TRS I1 Digit Pair 66 

ANI II digit pair 66 ndicates that the associated call is a TRS call delivered to a transport carrier 
from a TRS provider, and that the call originates from a hotellmotel. The transport carrier can 
use this indication, along with other information (e.g., whether the call was dialed I+ or 0+) to 
determine the appropriate billing arrangement (Le., bill to room or alternate bill). 

7.4 ANI I1 Digit Mapping 

ANI I1 digit pairs associated with the calling line and received by the TRS platform will have to 
be mapped into the three I1 pairs assigned for TRS).6O, 66, 67. The following table suggests 
such a mapping. 

ORIGINAL DESCRIPTION TRS I1 DESCRIPTION 
I1 PAIR PAIR 

00 UNRESTRICTED 60 UNRESTRICTED 
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f l  

01 

02 

06 

MULTIPARTY 

ANI FAILURE 

HOTELlMOTEL 

07 

24 

25 

27 

29 

61 

62 

63 

70 

93 

20 

23 

Tollfree SERVICE 

Tollfree 

COIN 

PRISON / INMATE 

CELLULAR 

CELLULAR 

CELLULAR 

COCOT 

VIRTUAL NET 

SPECIAL 
OPERATOR 
HANDLING 

AlOD 

COIN/NON-COIN 
UNKNOWN 

67 

67 

67 

67 

67 

67 

67 

67 

60 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

UNRESTRICTED 

UNRESTRICTED 

RESTRICTED' 

HOTEUMOTEL 

67 RESTRICTED 

UNRESTRICTED 

RESTRICTED 

8.0 Additional Technical Issues 

Several additional technical issues must be recognized by both the TRS providers and the 
transport carriers. 

i Typically, when ANI failure occurs, the call is directed to an operator for collection of the calling party number. If the 
calling party number is successfully obtained, and if it is dertermined that the calling line is unrestricted, the call may 
be forwarded from the TRS plafform as an unrestricted call (Le.. with ANI II AA). P 
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8.1 Trunking to  the LEC Access Tandem Switch 

The previously described call flows indicate that the TRS provider will deliver traffic to the 
designated carrier of choice through a LEC access tandem switch. Because the TRS platform 
may be physically distant from the state it serves, an issue that must be addresed is the location 
of the LEC access tandem to which the TRS platform will deliver carrier of choice traffic. It is 
possible that such traffic could be offered at a tandem switch and delivered to the designated 
carrier outside the state in which the call was made. 

d 

If this were the case, at least two difficulties might arise. First, the information provided to the 
transport carrier necessarily includes the calling party number which indicate the NPA code 
associated with the originating location. Accordingly, if this call is delivered to a Point of 
Presence (POP), and ultimately to a switch of the transport carrier in a state far distant from the 
location of the calling party# that switch will receive and must recognize "foreign" NPA codes 
which it typically is not expecting. Therefore, screening in these switches, at least on those trunk 
groups which receive TRS calls, will have to allow such "foreign" codes. 

Second, the ANI based screening required to determine specific call treatment (e.g., collect 
only) or to validate I+ calling from hotels is based upon internal databases which are regionally 
deployed. Accordingly, if the call is delivered to the transport carrier at a location distant from 
the calling party. the relevant information necessary to perform screening may not be present. 

It is therefore suggested that routing arrangements be considered so that calls routed from the 
TRS provider to the designated carrier of choice are delivered to that carrier from a LEC access 
tandem switch in the state from which the call originated, preferably from the switch that serves 
the calling NPA. 

W 

8.2 Tollfree Database Access 

There are two situations where Tollfree Database Access will provide to the TRS platform an 
ANI II digit pair which does not directly describe the characteristic of the originating line, or will 
change the II pair associated with the calling line. II 23 will be received by the TRS platform if 
the access provider cannot determine if the originating line is coin or non-coin. Receipt of II 23 
will occur, for example, on some calls originating from non equal access end offices. 

Upon receipt of II 23 the CA should attempt to obtain the full (IO digit) ANI of the calling party 
and the nature of the calling line. If the CA determines that the call can be billed to the calling 
line, the ANI II digit pair forwarded to the transport carrier could be that associated with a TRS 
unrestricted call. If the CA is not certain of the nature of the calling line, or is unwilling to take 
responsibility for that decision, the call should be forwarded to the transport carrier with the ANI 
II digit pair for a TRS restricted call. 

ANI II digit pair 24 is used to indicate that Tollfree access includes a POTS number translation 
and will therefore be received by the TRS platform on every call if the Tollfree service provider 
has selected this option from the Tollfree access supplier. If I1 24 is received, the CA should 
again attempt to determine the nature of the calling line. More appropriately, the TRS provider 
should request of its Tollfree service provider that POTS translation not be used. 
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8.3 Inaccessibility of the Designated Carrier 

Clearly, the designated transport carrier of choice to which the TRS provider will direct the call 
must have a Point of Presence (POP) in the area from which the call originates, and must have 
in place access facilities from the tandem switch to which the TRS provider routes the call. If 
such access facilities are not in place, the call cannot be directed to the transport carrier and 
should be routed to the appropriate announcement. 

It should be noted that announcement capability may not be available at all LEC tandem 
switches that will receive TRS (carrier of choice) traffic, possibly causing calls routed to 
unavailable carriers to terminate in reorder, without explanation to the calling patty. 
Accordingly, it would be advisable for the TRS provider to be aware of the ICs that serve a given 
state (or area within a state) and are available to receive TRS traffic. Calling parties selecting a 
carrier known to the TRS provider to be unavailable from the caller's area would be so informed 
by the TRS provider and asked to make another choice. 

8.4 Access to the LEC Operator 

Situations may arise in which a calling patty making a TRS call needs to access the LEC 
operator for assistance. Accordingly, the TRS platform should incorporate and support existing 
interconnection arrangements (e.g., operator inward dialing) and procedures to accommodate 
this potential need. 

8.5 Transfer of TRS IntraLATA Calls to the LEC 

As previously explained (Section 1.4) there may be situations where, subject to regulatory 
directives, intraLATA calls handled by a TRS provider must be routed to the LEC for completion. 
The network solution described herein cannot be used for such calls. Alternatively, intraLATA 
calls could be forwarded to the LEC simply by sending the called number to the LEC tandem or 
end office switch. (If calls are routed by the TRS provider to the LEC for completion, the calls 
may have to be delivered to a tandem switch in the LATA in which the call originated). 
Associated billing arrangements, if required, would have to be accommodated on an individual 
case basis. In any event, should LEC completion of intraLATA TRS calls be required (in some 
areas, state commissions have authorized TRS providers to complete intraLATA traffic) the 
arrangements necessary to accommodate this need should be developed through one-on-one 
negotiations between the TRS provider and the LEC. 

8.6 Coin Sent-Paid Calls 

A recent FCC Order (CC Docket 90-571, released 2/25/93) ruled that TRS must accommodate 
coin sent-paid calls. Current TRS access arrangements (i.e. Tollfree service) and TRS platform 
capabilities cannot adequately support coin sent-paid traffic as the necessary coin control 
signaling features, required to monitor the deposit and collection of coins, are not available. 

P 
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Moreover, the difficulties are compounded if the call is handed off from the TRS provider to a 
transport carrier. In this situation, the coin control capabilities would necessarily have to be 
transferred to the transport carrier -- a capability that again, is not available. 

Further, full support of coin sent paid TRS traffic would require a non-voice interface for coin 
control signaling and the development of the associated industry standards. In addition, 
changes in customer premises equipment (Le., coin telphones) would be required to support TT 
usage on coin calls. 

If an industry technical solution for the accommodation of TRS coin sent-paid calls is developed, 
this document will be ammended to describe the arrangement. 

9.0 Alternate Arrangements 

A TRS provider and/or a transport carrier, along with the LEC, may choose not to implement 
the above described capabiliities. Although less efficient, there are alternatives to the network 
solution which could provide the basic carrier of choice feature. 

Simplistically, upon a calling party request for transport service from a designated carrier, the 
TRS provider could launch the call to that carrier using 101xxxX access. The call would be 
routed to the carrier of choice with the ANI and the ANI II digits of the TRS platform. The 
transport carrier could identify calls from a TRS provider based upon the ANI, and collect the 
call detail for those calls in a "downstream" process. Call detail information, recorded by the 
TRS provider, including calling party number could then be provided to the transport carrier, 
allowing calls completed over the transport carrier's network to be associated with the 
appropriate calling party. Accordingly, the calls could be rated and billed. J 

This arrangement would permit a TRS provider to route the call to the calling party's carrier of 
choice, and would not require the network modifications and access trunking additions 
described above. This arrangement, however, requires the transfer of billing information outside 
the normal, automated processes. The use of essentially manual input to an otherwise 
automated process is administratively burdensome and is prone to result in lost data andlor 
errors. Moreover, the absence of relevant information (e.g., calling party number, relevant II 
digits) in real time during call processing could inhibit the transport carrier's ability to properly 
treat the call, and could potentially increase the possibility of fraud. Accordingly, at least for use 
in the long term, this alternate arrangement is not recommended. 
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Sprint *> 
.cinsertcarriername> 
cinsertcontactnrlmes 
4nxxt tel nbr or fax nbr> 
~insertemailaddresY 

Re: d e r t  customer (end user Rame)z, 4nsert tdephone numbers 

Thank you for your interest to complete <insea canier mrm& Toll calls with Sprint 
Telecommunications Relay Service (TRS). As the default Toll carrier for processing relay 
calls in more than thii-two states (32), Sprint currently transports the traffic of customers 
who have selected you as their Toll carrier. However, many of your customers would prefer 
to use <insert carrier n a m e  LD for their toll calls. At present, Sprint TRS is unable to send 
the toll calls fiom the regional centers or state access tandem to your network. Hence, this 
letter is being Wrinen to make you aware of a potential service-impacting issue regarding TRS 
calls and measures your company can take to ensure your customers’ toll calls are completed 

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are 
established and are monitored by the Federal Communications Commission (FCC). TRS is a 
service that links telephone conversations between standard (voice) telephone users and 
people who are deaf, hard of hearing, deaf-blind, or speech disabled using Text Telephone 
0 equipment. The State Public Utilities Commission manages the day-to-day operations 
of TRS and bas contracted with Sprint Corporation to provide relay service in their states. 

Both, the Americans with Disabilities Act of 1990 and FCC’s Order 00-56 on TRS mandate 
that all states provide TRS and that TRS users shall have equal access to their chosen 
interexchange carrier and to all other merator services, to the same extent that such access is 
provided to voice users. In order to provide this access to your customers, your company is 
encouraged to submit a letter of authorization to accept TRS calls from Sprint. 

Aftachment A lists the facility-based providers who currently participate at Sprint TRS Carrier 
of Choice program. If your company (or your facility based provider) is not currently listed, 
please review the following and determine the appropriate follow-up action needed to be 
taken: 

Facility-based provider 
1. If you are a participating member at Sprint Camer of Choice program, please 

disregard. 

through TRS. 
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2. If you are not u varticivatinn member at Sprint Carrier of Choice program, you need 
to establish a network presence at the regional centers or state access tandem and 
accept calls h m  Sprint througb the industry method of SS7 trunking and TRS billing 
codes of Info Digit Pair 60,66, and 67 (see below). You will need to provide Sprint 
with your toll carrier’s SS7 Network Transit Selector information. 

Non-facility based provider 
1. If your underlying toll carrier is a varticivutinp member at Sprint Carrier of Choice 

program, Sprint can implement the IXC brand name and pass the toll call information 
to the underlying carrier’s CIC code and SS7 Transit Network Selector information. 
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. If your underlying toll camer is not a vurticivatinp member at Sprint Carrier of Choice 
program, you will need to work with your underlying toll carrier to establish a network 
presence at the regional centem or state access tandem and accept calls fiom Sprint 
througb the industry method of SS7 trunking and T R S  billing codes of Info Digit Pair 
60, 66, and 67 (see below). You will need to provide Sprint with your toll cameis 
SS7 Network Transit Selector information. 

Before you submit a letter of authorization to Sprint TRS, please consider the following four 
factors: 

1. Your (or your underlying toll carrier) CIC codes and SS7 Transit Network Selector 
information associated with 1+, O+, and 0- and International dialing must be loaded 
into the regional (andor state) access tandems. 

2. You (or your underlying toll carrier) will need to support SS7 tandem interconnection. 
3. 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. Sprint calls are designated as ANI II Digit Pair 60.66, und 67. 

4. If you utilize more than one underlying toll carrier to carry the toll trafic, select a 
single toll carrier that will accept Sprint traffic. 

Note: For detailed information regarding access tandem interconnection and c m e r  
of choice provisioning through Sprint, pIeme re$er to ATISNIIF-008, the 
“Telecommunicatiom Relay service - Technical Needs” document. 

Attachment B lists Sprint TRS Access Tandem Interconnection locations. The best way to 
provide access to your Toll network through relay service for your customers is to designate 
the 8 Sprint Regional TRS center/Access Tandem combinations as the points at which Sprint 
will hand off Toll relay service traffic to you. In this manner, any relay caller that wishes to 
use your services may be efficiently, and with minimal time delay, routed to your network. 
Should you not have a presence at one or more of the Sprint regional center/access tandem 
combinations, the traffic may be handed off at one of the regional center’s access tandem. 

Attachment Cis a sample letter of authorization, Once Sprint receives your written request to 
participate in the Sprint TRS Canier of Choice program, Sprint will schedule translation 
updates in the next available release (usually 30 to 90 days). Information obtained from the 
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n carriers will be used solely for the purpose of providing equal access for Qsert carrier 
name  LD customers and shall be held proprietary. 
Sprint welcomes your company's participation in our TRS Carrier of Choice program at 
- cost to you if your company has network presence at any of our listed regional center/state 
access tandem locations. Your participation at the Sprint Carrier of Choice program will 
create a win-win situation for OUT customers. Through Sprint, as the relay provider, customers 
will be able to enjoy uninterrupted service and your company will be able to generate 
additional revenue. 
Thank you for your prompt attention to this matter. If you have any questions concerning with 
the letter, please do not hesitate to call me at < X X X - X X X - ~  or email at .rinSert email 
addreSsZ 

Sincerely Yours, 

<insert n a m e  
Account Manager, -&sM state(sp 
Sprint Relay 

C C  Michael Fmgerhut, Federal Regulatory, Sprint 
<insert name, Prognm Manager, Sprint 
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Attachment A 

Current participating members (facility-based providers) at Sprint TRS Camer of Choice: 

Entih. 
AT&T Communications 
Bell South Long Distance 
Bestline 
Broadwing Communications 
Broadwing Telecommunications 
Cox Communications 
Excel Telecommunications, Inc. 
Global Crossings Telecommunications 
MCIWorldCom 
McLeod USA 
Qwest Communications 
SBC Communications Long Distance 
Souris River Telecommunications 
Spmt 
Telecomm*USA (MCIWorldCom) 
Touch Ammca Services, Inc. 
U.S. Llnk 
VarTec dba Clear Choice Communications 
VarTec Telecom, Inc. 
Verizon Long Distaoce 
Wmtar 
Working Assets 
WorldCom 
Worldxchange 

Updated: 03/20/07 

CIC Code 
0288 
0377 
0302 
0948 
0071 
6269 
0752 
0444 
0222 
0725 
0432 
5192 
0770 
0333 
0220,0321,0835,0987 
0244 
0355 
0636 
0465,0638,0811,0899,5111 
5483 
0643 
0649 
0555,0987 
0502,0834 
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Attachment B 

State 

Sprint TRS Access Tandem Interconnection LocationS 

Access Tandem Tandem CLLl Tandem LEC 

Missouri 
Texas 

Kansas City KSCYMOSS03T SBC 
Ft Worth FTWOTXED03T SBC 

Noah Carolina Charlotte CHRLNCCAOST Bell South 
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Massachusetts(West) Springfield SPFDMAWOOlT Verizon 
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Attachment C 

S A M P L E Letter OfAuthorization 

<DATE > 

<Name, Account Manager 
<Streetl><s;heet2> 

FAX: <Fax. No.> 

Ths letter of authorization has been issued to give Sprint TRS permission to send < Toll Canier Company Name 
> toll traffic associated with I+, O t ,  and 0- and International diallng through Spnnt TRS at the < Regional 
COCOC Tandems >. 

1. Iceel 'onal COCOC Tandems 

<City>, <state> wi code> 

Toll Carrier: < insea name> You will need to provide Sprint with your toll carrids OZZ,  SS7 Network 
Transit SeleaOr information and the values for Transit Network Selector (TNS) SS7 field. That field is made 
up of two values, the CIC code and the camds Circuit Codes for the carrier at Access Tandem. 

Underlying Toll Carrier: <insee name 

updated : 03DCU07 

Gtate Located > Tandem 

Toll Carrier: < insert d e r  name> You will need to provide Sprint with your toll carrier's SS7 Netwok 
Transit Selector infomtion and the values for Transit Netwok Selector C l N S )  SS7 field .That field IS made 
up of two values, the CIC code and the carrier's Circuit Codes for the carrier at & Access Tandem. 
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Underlying Toll Carrier: <insert carrier name> 
CIC < ioSert carrier idenhfication code > and SS7 Transit Netwok Selector hfonmt~on associated with I+, 
W, and 0- dialing must be loaded into the regional (andhor state) access tandems and the values for Transit 
Network Selector WS) SS7 field That field is made up of two valnes, the CIC code and the carrier's Circuit 
Codes for the carrier at & Access Tandem 

2. Call TvPe Resiridions 

< Toll Carrier Brand Name >will accept any inbastate, international and operator services call types that will be 
routed to the < tandem location(s) >tandems. 

< Toll Carrier Brand Name > will accept any (speqfi intraskue, mnkmlale, inlemational, and operafor services) 
call types except for (specigi~ wha! call rypes ondrestrrchom) that should not be routed to the < tandem location > 
tandem. 

If there are any qnestions regmhg this letter of anthnrkticn, please contact < Name >, < Job Title >, < 
Deprntment Name >at xxx-MM-xxxx. 

Sincerely, <Name X Job Title >, < Deptntment Name > 

n 
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Florida RFP for Relay Services 

n 
Sprint will continue to otter the follomng teatures and enhancements to TRS users of Flonda Relay. 

ution. If multiple calls 

Page J - 1 

Sprint) 



Florida RFP for Relay Services 

3 

3 
Page J - 2 

Sprint>- 



A 

Florida RFP for Relay Services 

Customer Feature I Description II 
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Florida RFP for Relay Services 

Figure 1 TRS Standard features 

Sorint Exclusive features 
Sprint Relay also offers some features that, to the best of our knowledge, are not available through any 
Relay Providers. These include the following: 

1. Enhanced Turbocode (E-Turbo) 

Ga This technology is an alternate protocol for sending and receiving relay 
EXC I U  SI VE conversations. E-Turbo is an enhanced Turbocode/Dial-Through 

technology that allows FRS users to pre-enter the outbound phone 
number and other information for the relay call. Once connected to 

Relay, the information is transmitted and processed through the system without CA intervention. 
This speeds up call-set up, enhancing the relay experience and decreasing costs for the State. 

Sprint is the only Provider to enhance its Relay platform by implementing Ultratec’s Enhanced 
Turbocode and Dial-Through technology 

W 

J 

J 

J 
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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 
TTY to enter call set up information and relay call-handling preferences such as: 

Called Number 
Billing Information 

W Call Type (VCO, 2LVC0, etc.) 
W LanguageType 

CA Gender Preference 
W Other time-saving and experience-improving information 

2. Deaf Blind Pacing 

Spnnt is proud to be the only provider to offer a technological and 
fully automated TRS solution for Deaf-Blind and Visually-Disabled 

EXC LUSlVE users which allows users to customize speeds at a rate of five words- 
per-minutte. As part of Sprint’s commitment to serving individuals 

with special needs, Sprint has sophisticated technology in place to serve Deaf-Blind users, which 
includes Variable Typing Speed technology, also known as Deaf-Blind Pacing. 

When a registered Deaf-Blind Relay user connects, the system provides functionality that 
automatically slows the typing speed transmission to 15 words-per-minute (wpm). The CA is able 
to type at a normal pace and the system automatically holds and then transmits at the rate required 
by the TTY Deaf-Blind user. The system automatically maintains a steady rate for as long as the 
user requests the service. 

Sprint’s technology even allows the CA to reduce or increase the transmission speed in five (5)  
wpm increments to allow even greater customization. Blind/Deaf Relay users can identify the 
rate of transmission speed (to the nearest 5 wpm) that most closely meets their needs. 

Variable typing speed technology can be requested on a percall basis, identified in their customer 
profile or registered permanently via Sprint’s Customer Preference Database. 

Without this feature available, the voice user is required to speak one word at-a-time and the CA 
must make a conscientious effort to type slower, making the conversation awkward for both 
parties. Sprint’s technological feature provides an efficient communication solution for this 
specific user group. 

GSb 
W 

A statement from an existing Ohio Relay Deaf-Blind user is provided below. He recently 
submitted a letter of support for Sprint’s in its bid to continue providing TRS in Ohio. This user 
uses and appreciates Sprint’s automated DeafTBlind solution. 

“FOR ME WHO HAS BEEN DEAF SINCE BIRTH AND TOTALLY BLIND FOR THE PAST 
TWENTY YEARS, IT’S QUITE VITAL THAT WE HAVE HIGH QUALITY REJAY 

SERVICES. SPRINT RELAY HAS MET ALL OF MY NEEDS” 

Page J - 5 

Sprint> 



Florida RFP for Relay Services 
--”rrmn 

Although originally developed for users who are Deaf-Blind, Sprint has found this feature to be 
extremely popular with standard TRS and VCO users who fmd it helpful to review text at a slower 
rate. Many of OUT Relay users have “30 WF’M in their “Call Notes” for the CA to set prior to 
every call. 

3. Correctional Faeility Calls 

In 2005, Sprint launched a nationwide solution to prevent prisoner inmates 
from using Relay inappropriately. Sprint’s solution eliminates the incentive 
to misuse Relay services, remains compliant with the America with 
Disabilities Act (ADA) and reduces billable minutes. 

a 
EXCLUSIVE 
W 

3 
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FLORIDA RELAY SERVICES 
TABLE OF CONTENTS 

INVOICE 
TRAFFIC STATISTICS-REG 

CALL CENTER INBOUND CALLS 
SERVICE LEVEL 
BLOCKAGE 

TRAFFIC STATISTICS-STS 

o DAILY SUMMARY 
o BY PRODUCT 
o DAILY BREAKDOWN BY PRODUCT 

FLORIDA CAPTEL 
SUMMARY OF CHARGES 
STANDARD REPORT PACKAGE 
REPORT SGACB44120 Daily Statistics 
REPORT SGACB442-6 Traffic by Jurisdiction 

FLORIDA TRADITIONAL TRS 
REPORT SGACB101-1 Daily TRS Call Summary 
REPORT SGACBIO1-3 Intrastate/ Interstate 
REPORT SGACB 10 1-4 Speed of Answer 
REPORT SGACB150-3 Calls by Jurisdiction 
REPORT SGACB175-4 Call Profile Number of Calls 
REPORT SGACB712-1 Average Length of Outbound Call by Hour 

DELAYED CALL REPORTS 
0 TRADITIONAL TRS & SPEECH TO SPEECH 

Total Calls Handled 
Total Calls Abandoned 
Total Calls Offered 
CallSummary 
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CUSTOMER NAME 
MANAGEMENT BILLING ADVANTAGE 

lC0, 
lcTIyIw 5/31/11 

u): 926080420 
-CE lcaxlyT m 926104913 

INMICE -u 98050112000027 

IMPORTANT NEWS FROM SPRINT: 
Thank you for using Sprint Relay Services! Check out 
mnm.sprin&relay.com far up to date service information. 
If you have any questions or concerns about your invoice, 
Dlease contact your designated Relay Program Manager. 

MAIL TO: 

CUSTOMER NAME 
CONTACT NAME 
STREET ADDRESS 
CITY, STATE, ZIP CODE 
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Sprint 
INVOICE DATE: 6 /10 /11  
INVOICE ACCOUNT ID: 926104913  
INVOICE NUMBER: 98050112000027  

ITOTAL AMOUNT DUE: $431.24P.33 

SPRINT 
P 0 BOX 219530  
KANSAS CITY,  MO 64121-9530  

980503320000279 3 0 ~ 3 3 2 ~ 2 3 3 9 2 b 3 0 ~ 9 3 3 0 0 ~  

0 

Y 
9 



I"", 

STATEMENT OF ACCOUNT ACTIVITY 

euRmT * 

THIS STATEMENT REFLECTS TRIHUCTIDNS POSTED hS OF 6/10/11 
4/30/11 98040112000027 %44,663.17 
5/31/11 98050112000027 431.W2.33 

31-60 DAYS 61-90 DAYS >90 DAVS U U l l C E  1-30 DAYS 

%44,663.17 . 00 
5.00 8.00 . 00 4331242.33 
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n SGACB001-1 

For tho Yonth Or Yay IM11 

96.845 

2 

3 Monffily Weighted G~NIW Lwsl 

4 Tolal NanntMofQlkQiTaredand AmndqnBd 

Mcmlhly Weighted Averaaa Speed of Answer 

0WE.W AMwered 
Number of Cab 0 Relay 99.w 97.488 

5 Total Number of Call& Plsoed By End u r n  
6 T W I  Number of chin- Calls placed By End Upera 

7 TDtal Number of Completed Calls Placed By By Jurlsdichon 

lMwue 
99.966 

Local 
Intrastate - 
Interstate 

Originalii in state 
Terminating In stale 

Interstah, eUsy Rin@No Answer 
htiastste Busy R i n m  Answer 

General Assstancs 

Toll Free 
Directory Assistance 
900 NPA Ac- 
US TerntoMVlntamatimai 
Marlne 
Other 
Busy RingiNa Answer 

TOM 

General &161anoo Calls 
Busy Ring No Answr Calls 
Total Number of Relayed Calls 

** Intrastate 

Cmvefsatmn Sessm OUtboUnd comptated 
Minutea Minutes Calls CaUS 

2&WI 22,688 
4 
3 

0 2 
0 
0 0 
0 0 
0 

169 
0 0 

130 87 

0 Q 
0 0 

4.483 3, 

0 n 

71.383 

0.0 

04% 

Amndaned 
I" Queue 

2,487 

114,581 

33,639 

% cmaleted 
to T a l  

67.39% 
12.33% 
I) 09% 
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(in minutes) 
TTY-Baudot 

TYrbOCOdD 

ASCII 

Volce Cirrywer 

Iiearlng csny0v.r 

DeaUBlind ASCII 

DeaflBlind Badot 

Spanish-Speaking Users 
Speech Impaired Usen 
French-Speaking Users 

SpenishSpeaking Users 
Speech Impaired Usen 
French-Speaking Users 

SpanishSpeaking Users 
Speech Impaired Useni 
French-Speaking Users 

Spanish-Speaking USBN 

Speech Impaired Users 
French-Speaking Users 

Spanish-Speaking Usacr 
Speech Impaired Users 
French-Speaking Users 

Spanish-Speaking Usen 
Speech Impaired Users 
FrenchSpeaking Users 

Spanish-Speaking Users 
Speech Impaired Users 
French-Spaking U- 

Spanish-Speaking Users 
Speech Impaired Usen 
French-Speaking Users 

0219 
In59 
01:18 

0522 
00 12 
03 00 

3.30 
3.99 
0.00 
0.00 
3.17 
2.54 
0.w 
0.00 
4.87 
0.00 
0.00 
0.00 
1.47 
0.17 
0.00 
0.00 
4.10 
4.30 
0.00 
0.00 
2.35 
3.10 
0.00 
0.00 
0.00 
0.w 
0.00 
0.00 
7.60 
0.00 
0.00 
n nn 
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9 Total Number of Calls by Call Type 

O W 0  T O T a  CALLS 

UsmpMh lnbwnd 
14.839 

509 
U 

6.2 
5,384 

89 
0 
0 

878.12 516 
DO.00 a 
DODO a 
"".M n "v YY " 

14,803:04 88,562 
89.48 7 . m  

n " 
708 

7,340 
289 
0 
0 

1 80 
2 * 

*, 

0 
a 

14 
0 
0 
0 

ovabound XOITDM 
18,988 42.52% 

124 
0 
0 

62 
6.w2 12.35% 

0 
0 

0 
0 
0 

533 
0 
8 

490 
0 
0 

3 

0 
0 0.00% 
0 
0 
0 

0 
0 
0 

401 0.83% 

10642 23.25% 

&Wl  20 54% 

184 0.43% 

a 

20 0 05% 

TotalSpanlrh 2A58;Zi 7,972 1.211 
TOW E d h  12726212 88,813 41.986 

ASAP 
0.00 

0.w 

aui 

0.w 

0.00 

0.01 

0.00 

0b0 
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10 Addmdnal Call Type BreaKout 

vco to vco 
VCOtoTTY 
T l Y  to vco 

HCO to HCO 
HCOtoTTY 
TTY to HCO 
HCO lo VCO 

vco to HCO 

63 70,ooSC 
0 OW% 
18 2OW% 
3 333% 
3 3.33% 
0 000% 
3 333% 
0 000% 

TOTAL 90 

AMR 1.749 
'Answering Machrm Relnsval 

COS1 Per Call 

(Total Semcs Compensabon /Number of Calls p l m d  For End User) $ 148 

I L  Average Number of WeekendlWBekday Calls Placed fw End 
USeR WEEKEND WEEKDAY 

2,282 4.274 

13 Total Number of Subscribers 53,234 
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n 
(State) SPEECH TO SPEECH STATISTICS 

FOR THE MONTH OF MayROii 

Total Conversation Minutes 
Total Session Minutes 

Less Interstate Session Minutes of Use ( 168'20) 

Interstate Toll Free Session Minutes of Use 51% ( 36633) 
International Session Minutes of Use ( OW) 

Interstate DA Session Minutes of Use ( o o a )  
900 Session Minutes of Use 51% ( 0 0 0 )  

Total Billable Intrastate Speech to Speech Session Minutes of Use 

1,121:21 
3,277333 

Inbound Calls 377 
Outbound Calls 400 
Completed Calls 311 

Average Length of Call 7.54 

Local Calls 
Intrastate Calls 
lntemtate Calls 
Directory Assistance Calls 
General Assistance Calls 
International Calls 
900 Calls 
Toll-Free Calls 
Marine Calls 
Busy Ring/No Answer Calls 
Other Calls 

TOTALS 

m 
Conversation Session Completed Outbound 

Minutes Minutes Calls Calls 
388:OO 721:21 179 262 

9:22 
10833 
1636 
0 0 0  
0 0 0  
0 0 0  

59630 
000 
000 

2144 
166:22 
6059 
81:30 
000 
000 

71644 
0:oo 

1,50653 

6 
46 
14 
0 
0 
0 

66 
0 
0 

6 
47 
14 
0 
0 
0 

71 
0 
0 

0 0 0  0:oo 0 0 
1.121:21 3.277:33 311 400 - P 
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Call Center 
Sioux Falls, SD 
Moorhead, MN 
Dayton, OH 
Syracuse, NY 
Lubbock, TX 
Austin, TX 
Independence, MO 
Honolulu, HI 
Lubbock, TX -Spanish 
Dayton, OH -Spanish 

TOTAL 

Call Center 

Dayton, OH -Speech to Speech 
Moorhead, MN -Speech to Speech 

TOTAL - Speech to Speech 

(STATE) RELAY SERVICE 
INBOUND CALLS Data Month: May 201 I b 

Calls 
9,594 
9,492 
2,837 
2,377 
1,675 
620 
41 1 
253 
39 
0 

27,298 

Session Minutes 
19,382 
18,349 
5,143 
5,000 
3,108 
1,265 
1,361 
637 
51 
0 

54,296 

Call Pct. 
35.15% 
34.77% 
10.39% 
8.71% 
6.14% 
2.27% 
1.51% 
0.93% 
0.14% 
0.00% 

Minutes 
35.70% 
33.79% 
9.47% 
9.21% 
5.72% 
2.33% 
2.51% 
1.17% 
0.09% 
0.00% 

Calls Session Minutes Call Pct. Minutes 

224 
3 

227 

3,063 
83 

3,146 

98.68% 97.36% 
1.32% 2.64% 
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Service Level: 94% Requirement: 85X within 10 seconds Daily 
h h n  I w a n  I kk,3rull" I mdspMdem I L U b W  I M-d I SOvXFsltl I syraolas 
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Date 
5/1/2011 
5/2/2011 
5/3/2011 
5/4/2011 
5/5/2011 
5/6/2011 
5/7/2011 
5/8/201 I 
5/9/2011 

5/10/2011 
5/11/2011 
5/12/2011 
5/13/2011 
5/14/2011 
5/15/2011 
5/16/2011 
5/17/2011 
5/18/2011 
5/19/2011 
5/20/2011 
5/2 1 /201 1 
5/22/2011 
5/23/2011 
5/24/2011 
5/25/2011 
5/26/2011 
5/27/2011 
5/28/2011 
5/29/201 I 
5/30/2011 
5/31 /201 1 

TOTAL 

STATE BLOCKAGE REPORT 

SPRINT TELECOMMUNICATIONS RELAY SERVICE (TRS) 
Attempts 

1488 
4863 
3958 
3497 
3341 
3520 
1938 
i 872 
5064 
3900 
3478 
3789 
3942 
2241 
1724 
4973 
4062 
3630 
3284 
3183 
1911 
1566 
4784 
3820 
3599 
3523 
3759 
2040 
1476 
1863 
5263 

101351 

Completed S.Blocked Abandoned 
1481 0 7 
4844 
3944 
3481 
3324 
3500 
1921 
1864 
5031 
3884 
3461 
3761 
3922 
2213 
1700 
4946 
4037 
3608 
3270 
3161 
1894 
1557 
4759 
3797 
3567 
3509 
3747 
2021 
1455 
1850 
5241 

100750 

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 

18 
13 
14 
17 
17 
17 
8 

31 
16 
12 
27 
20 
26 
24 
24 
23 
21 
14 
19 
17 
9 

25 
21 
29 
12 
11 
18 
21 
12 
19 

562 

Other 
0 
1 
1 
2 
0 
3 
0 
0 
2 
0 
5 
1 
0 
2 
0 
3 
2 
1 
0 
3 
0 
0 
0 
2 
3 
2 
1 
1 
0 
1 
3 

39 
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Pmduct 
(STATE) ASCII 
(STATE) BAUDOT 
(STATE) 71 1 
(STATE) SPEECH 
(STATE) VCO 
(STATE) FRENCH 
(STATE) SPANISH 
(STATE) 900 
Grand Total 

STATE BLOCKAGE REPORT 

SPRINT TELECOMMUNICATIONS RELAY SERVICE (TRS) 

Toll Free Nbr 
8009551339 
8009558770 
8009558771 
8779555334 
8779558260 
8779558707 
8779550773 
9002306868 

Attempts 
929 
7941 
81371 
396 
1617 
803 
8286 

8 
101351 

Completed 
921 
7897 
80833 
396 
1617 
801 
8277 

8 
100750 

S.Blocked 
0 
0 
0 
0 
0 
0 
0 
0 
0 

Abandoned Other 
0 
41 
503 
0 
0 
1 
9 
0 

562 

0 
3 
35 
0 
0 
1 
0 
0 
39 
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Stat0 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
{STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
[STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 

Toll Free Nbr Pmdud 
8009551539 (STATE) ASCII 
8009551339 (STATE) ASCII 
8009551339 (STATE) ASCII 
8009551339 (STATE; ASC . 
8009551339 (STATE) ASCI 
8009551339 (STATE) ASC.1 
8009551339 ISTATEI ASCII 

8009551339 (STATEj ASC.1 
8009551339 (STATE) ASCll 
8009551339 (STATE) ASC.1 
8009551339 (STATE, ASCII 
8009551339 (STATE) ASCII 
8009551339 (STATE) ASCII 
8009551339 (STATE) ASCll 
8009551339 (STATE) ASCII 
8009551339 (STATE) ASCII 
8009551339 (STATE) ASCII 

8009551339 (STATE) ASCII 
8009551339 (STATE) ASCII 

80095~1339 (STATE) ASCII 
8009551339 (STATE) ASCII 
8009951339 (STATE) ASCII 
8009551339 (STATE) ASCII 
8009551339 (STATE, ASCII 
8009551339 (STATE) ASCI8 
8009551339 (STATE) ASCI4 
8009551339 (STATE) ASCI, 
8009551339 (STATE) ASCII 
8009551339 (STATE) ASCI, 
8M8551339 (STATE) ASCI4 
8009558770 (STATE, BAUDOT 
8009558770 (STATE) BAUDOT 
8009558770 (STATE) BAUDOT 
8009558770 ISTATE, BAUDOT 

8009558770 (STATE; BAUDOT 
8009558770 (STATE) BAUDOT 
8009558770 (STATE) BAUDOT 
8009558770 1STATEl BAdDOT 

8009558770 ('STATE; BAUDOl 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATE, 771 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATE) 771 
8009558771 (STATEI 771 
8009558771 (STATE) 771 

Date Attempls Carnpleted SBlocked Abandoned Ohel 
51112011 41 41 
5/2/2011 
51312011 
51412011 
51512011 
5/6/2011 
yNzo11 
5 1 8 R O l l  
51912011 

YlOR011 
511112011 
511212011 
5113/2011 
511412011 
511512011 
511612011 
511712011 
51ttyM11 
5119m11 
512QR011 
5R112011 
512212011 
512312011 
51241201 1 
~ 0 1 1  
512812011 
512712011 
512812011 
51291201 1 
513om11 
5/3112011 
51112011 
5RnOl l  
51312011 
514r2011 
51!no11 
5WZ011 
5i7ROIl 
5181201 1 

511012011 
511 llzol 1 
5112l2011 
511312011 
511412011 
511512011 
511612011 
511712011 
511812011 
5119/2911 
w012011 
512112011 
w m 0 1 1  
5123i2011 
5/2412011 
512512011 
Sn612011 
5127R011 
512(v2011 
512912011 
513OR011 
513112011 
51112011 
51?~%11 
51312011 
51412011 
51512011 
51@2011 
5i712011 
5lW201t 
5l912011 

511W011 
511112011 
511212011 

5101mii 

a7 
24 
22 
40 
31 
18 
18 
34 
23 
36 
38 
21 
22 
21 
21 
41 
20 
61 
45 
21 
21 
43 
37 
24 
29 
31 
24 
24 
I9  
42 

141 
351 
278 
294 
275 
263 
1 84 
225 
375 
287 
303 
342 
281 
159 
151 
314 
349 
279 
255 
244 
184 
1 78 
310 
264 
284 
281 
278 
173 
118 
m 
331 

1194 
3834 
3189 
2 m  
2656 
2879 
I593 
1543 
3985 
3m 

3009 
z n s  

36 
24 
22 
40 
31 
18 
18 
24 
23 
36 
38 
21 
22 
21 
21 
41 
19 
61 
45 
21 
20 
43 
37 
23 
29 
30 
24 
23 
17 
42 

138 
356 
275 
293 
272 
262 
1 81 
225 
372 
286 
301 
342 
279 
157 
150 
312 
349 
279 
255 
239 
183 
1 76 
310 
261 
261 
260 
278 
173 
117 
205 
328 

1189 
3818 
3158 
2794 
2643 
2860 
1 sn 
1 535 
3957 
3084 
2765 
2981 

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 
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 
1 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
1 
0 
0 
0 
1 
0 
0 
1 
0 
1 
0 
I 
2 
(I 
2 
1 
3 
1 
3 
1 
3 
0 
3 
1 
1 
0 
2 
2 
1 
2 
(I 
0 
0 
4 
1 
0 
0 
2 
3 
1 
0 
0 
1 
1 
2 
5 

15 
10 
13 
13 
18 
14 
8 

26 
14 
11 
27 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
(I 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

0 

1 
0 
0 
0 
1 
0 
0 
0 
0 

J 
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511312011 
5/14/2011 
511512011 
511612011 
511 71201 1 
511812011 
511912011 
512012011 
512112011 
512212011 
5/23/2011 
51241201 1 
512512011 
512612011 
512712011 
512812011 
512912011 
513012011 
51311201 1 

3205 
1927 
1445 

3167 
1901 
1422 
3999 
3141 
m2 
2596 
2509 
1540 
1 260 
3784 
3036 
2670 
2794 
3024 
1667 
1 244 
1466 
4104 
23 
40 

18 0 
24 2 
23 0 

(STATE) ni 
(STATE) ni 
(STATE) ni 
(STATE) 771 
(STATE) 771 
(STATE) 771 
(STATE) 771 
(STATE) 771 
(STATE) ni 
(STATE) ni 
(STATE) 771 
(STATE) 771 

4021 
3166 
2923 
2612 

19 3 
23 2 
20 I 
14 0 
15 2 

(STATEj 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) f l  (STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
CSTATEl 
(STATE) 
(STATE) 
lSTATEl 

2526 
1558 0 16 0 

0 6 0  
0 24 0 
0 19 1 
0 25 3 
0 10 2 
0 10 1 
0 16 1 
0 19 0 
0 9 1  
0 17 3 
0 0 0  
0 0 0  

1 268 
38M1 

2898 
2806 

so58 

3035 
1706 
1263 
1476 
4124 

23 
40 
15 
26 
41 
13 
1 

511120H 
51212011 
51312011 
51412011 
51512011 
51612011 
51712011 
51812011 
51912011 

511012011 
511112011 
511212011 
5113/2011 
5114120H 
5/15/2011 
5116l2011 

Y1612011 
vir12011 

16 
26 
41 
13 
1 

0 
0 
0 
0 

0 0  
0 0  
0 0  
0 0  
0 0  0 

0 5 
27 
12 
22 
7 

5 
27 
12 
22 
7 

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  
0 0  
0 0  
0 0  
0 0  
0 0  
0 0  
0 0  
0 0  
0 0  

5 9 
6 

10 
18 
12 
9 

6 
10 
I 8  
12 
9 

0 

8779565334 
8779555334 
8779555.334 
6779555334 
8779555334 
8779555334 

8779555334 

6779555334 

8779555334 

6779555334 

 STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEEW 
(STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 

511912011 
512012011 
512112011 
5n212011 

6 
9 
I 

14 
10 

6 
9 
I 

14 
10 
6 
6 
5 

21 
1 
8 
4 

512312011 
5R412011 
51251201 I 
51264201 1 
512712011 
512612011 

6 
6 
5 

21 
1 6779555334 

  STATE^ SPEECH 
(STATE) SPEECH 
(STATE) SPEECH 
ISTATE! VCO 

5129R011 
513012011 
513112011 
5/112011 
5121201 1 
515R011 
51412011 
51512011 
5~612011 
51712011 
51812011 
5/9/2011 

511012011 
511 l/2011 
511zROli 
511312011 

6 
4 
8 

44 
52 
51 
44 
62 
60 
61 
46 
65 
55 
60 
65 
69 
37 

8 
44 
52 
51 

~ 

8779658260 ?STATE; VCO 

44 
E2 
60 
61 
46 

 STATE^ ?STATE; vCO 
6779558280 :STATE; VCO 

65 
55 0 

0 
0 
D 
0 
0 
0 
0 
0 
0 

60 
65 
69 

0 0  
0 0  
0 0  
0 0  
0 0  
0 0  
0 0  
n o  
0 0  

6779558260 iSTATEi VCO 
51141201 I 
511512011 
5/1812011 
5117)2011 
511812011 

37 
43 
45 
69 
72 
53 
37 
45 

43 
45 
69 
72 

iSTATEi 
~ 

8779558280 
~, .. 

 STATE^ vco 
8779558260 iSTATEi VCO 
8779550260 (STATE) VCO 

6779558280 (STATE) VCO 
r~n9558280 (STATE) vco 

511912011 
512012411 
512112011 

53 
37 
45 

0 
0 

0 0  
0 0  
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(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE} 

(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 

(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 
(STATE) 

(SATE) 

(STATE) 

8779558260 (STATE) v w  
m9558260 (STATE) v w  
8779558260 (STATE) VCO 
8779558260 (STATE) V w  
87795561M) (STATE! V W  
8779558260 (STATE) VCO 
8779558260 (STATE) VCO 
8179558260 (STATE) VCO 
snes58260 (STATEI vco 

512212011 
512312011 
512412011 
512512011 
51261201 1 
512712011 
512812011 
5129ROll 
moRO11 
513112011 
51112011 
m o l 1  
sRRo11 
51412011 
515/201 1 
5161201 1 
5/7@011 
51812011 

511012011 
511112011 
511212011 
511312011 
511412011 
511512011 
51lGpMIl 
511712011 
511812011 
511912011 
5/9012011 
512112011 
m3I2011 

46 
47 
47 
58 
57 
47 
35 
25 
56 
M 
3 

44 

46 
47 
47 
58 
57 
47 
35 

0 
0 
0 
0 

0 
0 
0 
0 
e 

0 
0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

25 
56 
M 

3 
44 
30 
28 
28 
26 
3 

48 

0 0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

30 
28 
28 
26 
3 

48 

. .... 
8779558707 i S T A e i  FRENCH 
8779558707 [STATE) FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FREhCH 
8779558707 (STATE) FREhCh 
8779550707 ISTATEI FREhCh 

0 
27 
21 
27 
40 

7 

27 
20 
27 
40 

7 

8779558707 iSTATEj FRENCH 
8779558707 (STATE) FRENCH 

1 
43 
60 
43 
30 
24 
11 
78 
35 
24 
25 
33 

1 
42 
50 
43 
30 
24 
11 

0 0 

8779558707 (STATEi FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 

8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 
8779558707 (STATE) FRENCH 

8779558707 (STATE) FRENCH 
0 

78 
s5 
24 
26 

5/24/2011 
51251zo11 
5/26/2011 
51271201 1 

0 
33 0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

5126/2011 
yJaRo11 
513112011 

51112011 
51212011 

4 
3 
66 
42 

492 
390 
274 
239 
248 
78 

4 
3 
66 
42 

8779558707 iSTATEi FRENCH 
8779558707 (STATE) FRENCH 
8779558773 (STATE) SPANISH 
8779558773 (STATE) SPAN SH 
8779558773 STATE) SPANiSH 

0 
0 491 

990 
274 
238 
248 
78 

1 
0 
0 
1 

513(2011 
514/2011 
51512011 
51612011 

51W2011 
5@12011 

511012011 
511112011 
511212011 
51132011 
51141201 I 
511512011 
5l16ROI 1 
5117R011 
511812011 
511912011 
512012011 

512212011 
512312011 
512412011 
512512011 
512612011 
51271201 1 
5128ROll 

~nnoii 

51zinoi i 

0 
0 
0 

8779558773 iSTATEi SPANISH 
8779558773 (STATE) SPANISH 
8779558773 (STATE) SPANISH 
8779556773 (STATE) SPANISH 
8 7 7 s m v n  ISTATEI SPANISH 

0 
0 

0 
0 

35 
530 
398 
257 
301 
317 
83 
53 

511 
375 
284 

35 
526 
397 
257 
301 

0 
2 
1 

0 
0 
0 
0 

. ... . 
8779558773 ;STATE; SPANISH 
8779558773 iSTATEi SPAhlSh 
8779558773 (STATE) SPANISH 
8779558773 (STATE) SPANlSh 
8779558773 ISTATEl SPANISH 

0 
0 0 

317 
83 
53 

509 
375 
284 
267 
298 

93 
41 

467 

. .... . 
8779558773  STATE^ SPANISH 
8779558773 iSTATEj SPANISH 
5779556773 [STATE; SPANISH 
6779558773 (STATE) SPANISH 
8779558773 (STATE) SPAhlSH 
8779558773 ,STATE1 SPAhlSH 

0 
0 0 

267 
288 
93 
41 

486 
372 
305 
339 
314 
87 
38 
99 

628 
7 

0 
0 
0 

0 
0 
0 

. .. 
8779558773 {STATEi SPANISH 
6779558773 (STATE) SPANISH 

8779558?73 STATE1 SPANISH 
8779558773 (STATE) SPANISH 0 0 
. .... . 
8779558773 ;STATE; SPANISH 372 

305 
558 
314 

8779558773  STATE^ SPANISH 

8779558773 (STATE) SPANISH 

8779558773 (STATE) SPANISH 
8779558773 (STATE) SPANISH 

8779558773 (STATE) SPANISH 
877g558773 (STATE) SPANISH 
8779558773 (STATE) SPANISH 
8002306868 (STATE) 800 
8002306868 (STATE) 800 

0 
0 
0 
0 
0 
0 
0 

562 

97 
38 
99 

626 
7 
1 

100750 

512912011 
513012011 
sn1n011 
51212011 

512412011 
0 
0 
39 

1 
101351 

0 
0 

OW Blockage raa 
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273.m 12 

76.80696 

m68 

15,784 72 

om 

1,81763 

ow 
178m2 15 

1 7 6 W  15 

TmAL CAnLLS"*IM*IY P82.*71 48 

CAPTEL 
INTRASTATLIMTERSTATE REPORT 

INTRASTATE 
INTRASTATE 
TOLL FREE (49%) 
IN 2 LINE (8%) 

ANSWWNG MACHINE 
OTHER 
TOTAL INTRASTATE 

$44 (49%) 

INTERSTATE 
INTERSTATE 
TOLL FREE 61%1 
MZLlNE(li%) ' 
9W(51%) 
INTERNATIONAL 
TOTAL INTERSTATE 

GENERAL ASSISTANCE 

GRAND TOTAL 

May 2011 
CONVERSATION 

47,257 120.52591 
CALLS MINUTES 

2.593 
3.458 

0 
1.498 
629 

55.435 

14,42373 
14.390 09 

OW 
1.914 12 
1.18928 

152.433 13 

11 .M5 
2.698 

427 
0 

138 
14269 

12.285 

81.B89 

72.128 12 
15,01245 
1.777 32 

OW 
557 83 

89,475 52 

0 00 

241.90865 

SESSION 
MINUTES 

141 353.15 
15,14649 
14,708 28 

OW 
2,01041 
1,24234 

174,45867 

78806 98 
15,764 72 
(81763 

0.00 
BM 66 

95,W9 97 

4.433 48 

273.902 12 
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CapTel Report 

(STATE) 

May 201 1 

e 
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(State) CapTel Reports - May 2011 

- -  



- 
, . . . . . jetvice Level With (STATE) 

5/25/20TlPp 
5/26/2011 
5/27/2011 
5/28/2011 
5/29/2011 
5/30/2011 

I ~ i ~ a n n i  i inn I n fij n nn i 5/22/2011 I 100 I 0.61 I 0.00 

~ 100 0.62 0.00 
100 0.61 0.00 
100 0.62 0.00 
99 0.68 0.00 
99 0.8 0.00 
100 0.61 I 0.00 

Captel, Inc. Confidential Page 3 OF 3 



SPRINT 

ALL LANGUAGES 

LOCAL 
INTRASTATE INTRALATA 
INTRASTATE INTERLATA 
INTERSTATE 
INTERNATIONAL 
TOLL FREE 
900 
ANSWERING MACHINE 
INBOUND 2-LINE 
GENERAL ASSISTANCE 
OTHER 

Total 

CO""e&!O" 
Ml""t.3 

44.305.03 
0.00 

6,277.32 
8,764.18 

150.32 
5,510.32 

0.00 
573.32 

25,460.85 
0.00 

1,990.92 
93,032 25 

TELECUMMUN"' TfON RELAY SERVICES 
fCapTel traffic by jurisdiction 

Average 
Session Total 

Calls 

> This is a summary 

Avaage 
canvenation Session 

Length Minutes Length 
2.72 49.625.45 3.04 16,316 
0.00 0.00 0.00 0 
3.56 6.694.55 3.91 1,762 
5.42 9,363.68 5.79 1.618 
4.29 163.77 4.68 35 
5.12 5,702.30 5.29 1,077 
0.00 0.00 0.00 0 
1.30 602.60 1.37 441 
4.33 26,005.92 4.42 5,866 
0.00 1,323.18 0.32 4,139 
1.71 2,060.42 1.79 1,162 
2.87 101.762.27 3.14 32,436 

RUNDA ),31,2011 
PACD. 1 
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0
0
0
0
0
-
0
0
0
-
0
 



REPORT. SGACB441-20 

SPRINT 

5/01 

5/02 

5/03 

5/04 

5/05 

5/06 

5/07 

5/08 

5/09 

511 0 

5/11 

5/12 

5/13 

5/14 

5/15 

511 6 

511 7 

511 8 

511 9 

5/20 

5/21 

5/22 

5/23 

5/24 

5/25 

5/26 

5/27 

5/28 

5/29 

5/30 

5/31 

T-: 

TELECOMMUNICATION RELAY SERVlCES 

CapTel Daily Traffic Reports For: 

Inbound Abandoned Answered GA Complete BusyINA 
Calls 

371 

590 

602 

649 

629 

542 

382 

460 

640 

557 

548 

533 

571 

415 

365 

553 

648 

574 

636 

642 

472 

380 

628 

778 

529 

673 

529 

453 

365 

405 

652 

16,771 

Calls 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

1 

0 

0 

0 

0 

0 

1 

0 

0 

2 

Calls 

371 

590 

602 

649 

629 

542 

382 

460 

640 

557 

548 

533 

571 

415 

365 

553 

648 

574 

636 

642 

472 

380 

627 

778 

529 

673 

529 

453 

364 

405 

652 

16.769 

Calls 

39 

128 

126 

98 

106 

68 

54 

55 

101 

81 

99 

90 

92 

71 

37 

89 

116 

112 

102 

106 

81 

54 

82 

124 

45 

104 

78 

74 

48 

75 

103 

2.640 

Calls 

272 

401 

408 

460 

423 

385 

292 

325 

434 

403 

399 

383 

413 

295 

281 

407 

448 

395 

436 

451 

339 

278 

444 

549 

413 

476 

385 

31 1 

261 

264 

451 

11 382 

calls 

60 

61 

68 

91 

98 

69 

36 

80 

105 

73 

50 

60 

66 

49 

47 

57 

84 

67 

98 

85 

52 

48 

101 

105 

71 

93 

66 

68 

55 

66 

98 

2.247 

Ave 
Ans 
Secs 

0.62 

0.59 

0.65 

0.59 

0.63 

0.59 

0.57 

0.61 

0.62 

0.61 

0.61 

0.61 

0.58 

0.70 

0.65 

0.61 

0.58 

0.62 

0.63 

0.61 

0.58 

0.65 

0.61 

0.63 

0.60 

0.59 

0.60 

0.56 

0.67 

0.81 

0.61 

0.61 

%Ans in 
10 

w/Aban 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

99.76 

99.73 

100.00 

100.00 

100.00 

100.00 

99.84 

100.00 

100.00 

100.16 

100.00 

100.00 

100.00 

100.00 

100.00 

100.27 

100.00 

100.00 

99.96 

%Ans in 
10 no 
Aban 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

99.76 

99.73 

100.00 

100.00 

100.00 

100.00 

99 84 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

100.00 

99.97 

Ave 
Que 
SeCS 

0.62 

0.59 

0.65 

0.59 

0.63 

0.59 

0.57 

0.61 

0.62 

0.61 

0.61 

0.61 

0.58 

0.70 

0.65 

0.61 

0.58 

0.62 

0.63 

0.61 

0.58 

0.65 

0.62 

0.63 

0.60 

0.59 

0.60 

0.56 

0.77 

0.61 

0.61 

0.61 

RUN DATE 5/31/2011 
PAGE 

Conv 
Minutes 

1,360.72 

1,635.10 

2,169.33 

1,935.95 

1,571.22 

1.518.92 

1,419.00 

1,672.36 

1,636.43 

1.362.68 

1,664.83 

1,621.35 

1,408.75 

1,540.98 

1,39502 

1,649.48 

1,864.95 

1,565.82 

1,843.07 

1,566.18 

1,637.72 

1,217.40 

1,898.73 

2,035.95 

1,740.70 

1,822.07 

1,661.75 

1,528.13 

1,260.75 

1,307.37 

1,985.15 

50.517.88 

1 

Session 

Min%d 
1,517.23. 

1,850.00 

2,414.42 

2.206.92 

1,831.93 

1,737.27 

1.590.18 

1.883.41, 

1,891.13 

1,613.32 

1.872.77 

1,829.55 

1,631.87 

1,734.22 

1,563.57 

2,14 “87a 
1,606.37 

2,117.20 

1,834.82 

1,849.10 

1,384.73, 

2,156.42 

2,338.42 

1.956.00 

2,086.45 

1,879.22 

1,734.97 

1,430.80 

1,486.68 

2,265.05 

57.508.62 
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SPRINT 

INTRASTATE 
LOCAL 

INTRASTATE INTRALATA 

INTRASTATE INTERLATA 

TOLL FREE (49%) 

INTRASTATE DA 

900 NPA ACCESS(49%) 

M A W  

OTHER 

TOTAL INTRASTATE 

INTERSTATE 
INTERSTATE 

TOLLFREE(SI%) 

INTERSTATE DA 

900NPA ACCESS(SI%) 

INTERNATIONAL 

TOTAL INTERSTATE 

* GENERAL ASSISTANCE 

GRAND TOTAL 

TELECOMMUNICATIOP AY SERVICES 

INTRASTATEIINTE. Jr E 
FOR THE MONTH OF MAY 201 1 

BUSY RING NO ANSWER 
INBOUND OUTBOUND COMPLETED SESSION CONVERSATION 
CALLS CALLS CALLS CALLS MINUTES MLNUTES 

18,010 

461 

1,742 

1,543 

33 

0 

0 

0 

21,789 

2,050 

1,605 

I I  

0 

27 

3,693 

71,363 

96,845 

28,961 

73 I 

4,718 

2,197 

138 

0 

0 

0 

36,745 

4,006 

2,286 

31 

0 

I30 

6,453 

0 

43,198 

22,668 

47 I 

3,676 

1,720 

138 

0 

0 

0 

28.673 

3,058 
1.790 

31 

0 

87 

4,966 

0 

33,639 

6,293 

260 

1,042 

477 

0 

0 

0 

0 

8,072 

6.75933 

243:04 

1,153:46 

50027 

0:oo 

000 

000 

000 

8.65650 

79,287:35 

1.011~12 

9,70943 

12.64641 

346:49 

ow 
0 w  
000 

103,00200 

RUNDA ),l/XJll 

PAGE I 

SESSION 
MINUTES 

112,651:34 

1,76534 

15.258:37 

15.19S18 

59512 

ow 
ow 
ow 

145.466:15 

948 1,006:44 13.a2913 18.33331 

496 52052 13.16253 15.815:31 

0 000 9915 18221 

0 000 000 ow 
43 3455 28;11 12744 

1,487 1.56231 27.1 1932 34,462.07 

0 ow 0:oo 49.23556 

9,559 10.21 922 130.12 I 3 3  229.164:19 

GENERAL ASSISTANCE COMPLETED CALLS INCLUDE OPERATOR ASSISTANCE CALLS Pago K - 27 



US DOMESTIC TDD 
TURBO CODE 
300 BAUD ASCII 
I200 BAUD ASCII 
2400 BAUD ASCII 
VOICE 
VOICE CARRY OVER 
HEARING CARRY OVER 
BLINDDEAF USING ASUl 
BLINDDEAF USING BAUDOT 

TOTAL 

VCO TO VCO 
VCO TO TTY 
TTY TO VCO 

TOTAL 

TELECOhdMUNICATION RELAY SERVICES RUNDATE: Bs/3IRU11 

SEED OF AN5WER 

DAILY 

INBOUND M A  OUTBOUND AVERAGE 
CALLS SECONDS CALLS USAGE LENGTH 

69 I 0.00 
233 0.00 

4 0.00 
0 0 00 
8 0.00 

3,947 0.00 
278 0.00 
5 0 00 
0 0.00 
0 0.00 

5.016 

0 0.00 
0 0.00 
0 0.00 

0 

513 
I69 

4 
0 
6 

494 
386 

5 
0 
0 

1,577 

221833 419 

803:31 445 
1039 2:39 
000 0:oo 

8 5 8  1:29 
638.35 1:17 

1,609.30 410 
1303 236 
000 000 
0.00 0:oo 

5.30249 3:21 

5454 18:18 
000 0:OO 
0:oo ow 

5454 I818 

lNBOUND 
CALLS 

14,839 
5,384 

159 
0 

357 
68,562 

7,340 
190 

0 
14 

96,845 

0 
0 
0 

0 

ASA OUTBOUND 
SECONDS CALLS 

0.00 
0.00 
0.01 
0.00 
0.00 
0.00 
0.00 
0.01 
0.00 
0.00 

0.00 
0.00 

0.00 

18,368 
5,312 

I21 
0 

280 
10,042 
8,871 

184 
0 

20 

43,198 

63 
0 

I8 

81 

AVERAGE 
USAGE LENGTH 

60.65537 3:18 
l6.862:21 310 

36928 3:03 
000 ow 

50844 1:49 
14,803:04 1.28 

36.33814 405 

432 10 220 
000 000 

15155 7:35 

130.121:33 3:OO 

55236 846 

000 ow 
4850 242 

601:26 7:25 

e 



REPORT: SGA B101-l 

SPRINT 3 

US DOMESTIC TDD 
IVRBOCODE 

300 BAUD ASCII 

1200 BAUD ASCII 
2400 BAUD ASCII 

VOICE 
VOICE CARRY OVER 
HEARING CARRY OVER 

B L N D E A F  USING ASCII 
BLINDDEAF USlh'G BAUDOT 

TOTAL 

VCO TO VCO 
VCO TO TTY 

TTY TO VCO 

TOTAL 

INBOUND ASA OUTBOLNJ 
CALLS SECONDS CALLS 

33 0.00 
16 0.00 

0 0.00 
0 0.00 
0 0.00 

545 0.W 
13 0.00 
0 0.00 
0 0.00 
0 0.00 

607 

0 0.00 

0 0.00 

0 0.00 

0 

13 
IO 
0 
Q 
0 

50 

24 
0 

0 
0 

97 

AVERAGE 
USAGE LENGTH 

55:08 4 1 4  
23:49 2:22 
000 ow 
0.00 OW 
0:oo 000 
8.47 0:10 

3351 I .24 
000 OW 
000 000 
000 000 

121.35 1.15 

000 0:W 
000 0:W 
0.00 0:00 

000 000 

RUN DATE )I1201 1 

PAGE L 

TO DATB 

INBOUND ASA OUTBOUND AVERAGE 
CALLS SECONDS CALLS USAGE LENGTH 

509 
69 
0 
0 
0 

7,103 
289 

2 
0 

0 

7,972 

0.00 

0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 

0.00 
0.00 
0.00 

124 
62 
0 

0 
0 

533 
490 

3 
0 

0 

4W42 
15733 
000 
000 
000 

8948 

2.108:00 
9 1 8  

Q:00 
000 

3:59 
2:32 
000 
000 
000 
010 
418 
3:06 
ow 
000 

1,212 2.85921 2 2  I 

23:13 5:48 
000 000 

000 000 

23:13 248 
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REFQRT SGACBIOl-4 

SPRINT 

US DOMESTIC TDD 
TURBOCODE 
300 BAUD ASCII 
1200 BAUD ASCII 
2400 BAUD ASCII 
VOICE 
VOICE CARRY OVER 
HEARING CARRY OVER 
BLINDDEAF USING ASCII 
BLINDDEAF USING BAUDOT 

TOTAL 

VCO TO VCO 
VCO TO TTY 
TIT TO VCO 

TOTAL 

DAILY 
INBOUND ASA OUTBOUND 

CALLS SECONDS CALLS 

%ECOMMUNICATION RELAY SERvlCLB 

SPEECH IMPAIRED SPEEDOF ANSWER 

RUN VATE. 051311201 1 

PAGE: 3 

a 0.00 
0 0.00 
0 0.00 
0 0.00 
a 0.00 
0 0.00 
0 0.00 
0 0.00 

0 0.00 
0 0.00 

0 

0 0.00 

0 0.00 

0 0.00 

0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

AVERAGE 
USAGE LENGTH 

000 0.00 
000 0.00 
000 000 
000 000 
000 000 
000 000 
000 000 
ow 000 
000 000 
000 0.00 

000 000 

000 000 
000 000 
000 000 

000 000 

~ O N T H  TO OA 

INBOUND ASA OUTBOUND AVERAGE 
CALLS SECONDS CALLS USAGE LENGTH 

0 
0 
0 

0 
0 
0 
0 
0 
0 
0 

0 

0.00 

0.00 
0.00 
0.00 
0.00 

0.00 
0.00 

0.00 

0.00 
0.00 

0.00 
0.00 
0.00 

0 

0 

0 

0 

0 

0 
0 
0 

0 
0 

0 

0 00 000 
0.00 000 
0 00 000 
000 000 
0:W 000 
000 000 
0.00 000 
0.00 000 
0.00 000 
0:oo 000 

000 000 

000 000 
000 000 
000 000 

ow 000 



US DOMESTlC TDD 
TURBOCODE 
300 BAUD ASCII 
1200 BAUD ASCII 
2400 BAUD ASCI1 
VOICE 
VOICE CARRY OVER 
HEARING CARRY OVER 
BLINDDEAF USING ASCII 
BLINDDEAF USING BAUDO? 

TOTAL 

VCO TO VCO 
VCO TO 'ITY 
TTY TO VCO 

TOTAL 

TELECOM' RELAY SERVICES 

FKENCh - D OF ANSWER 

DALLY 

INBOUND ASA OUTBOUND AVERAGE 
CALLS SECONDS CALLS USAGE LENGTH 

3 0.00 
0 0.00 
0 0.00 
a 0.00 
0 0.00 

61 0.00 
0 0.00 
0 0.00 
0 0.00 
0 0.00 

64 

0 0.00 
0 0.00 
0 0.00 

0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0 

000 000 
000 0:00 
000 000 
000 000 
0:oo 000 
000 ow 
0:oo 000 
000 000 
000 000 
000 000 

000 0:00 

000 000 
000 000 
oao 000 

000 000 

RUN DATE 1/2011 
PAGE. v 9 

~ O N T ~  TO DAT 

INBOUND ASA o u r B o m D  AVERAGE 
USAGE LENGTH CALLS SECONDS CALLS 

62 

0 
0 
0 

0 
709 
0 
0 

0 
0 

771 

0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 

0.00 
0.00 
0.00 

0 
0 
0 
0 
0 

6 
0 
0 
0 
0 

6 

0 
0 
0 

0 

000 000 
000 000 
000 000 
000 000 
000 000 
001 000 
000 000 
000 000 
000 000 
000 000 

001 000 

000 0:00 
000 000 
000 000 

ow 000 
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TB&COMMLTNICATION RELAY SERVWS 

CALL BY JURlSDlCTlON 

Em M”T?3 05/31/2011 

PAGE 1 

BW&3RT SGACBISD-J 

SPrnT 

LOCAL 
INTRASTATE INTRALATA 
INTRASTATE INTERLATA 
INTERSTATE 
INTERNATIONAL. 
MARINE 
TOLL FREE 
DIRECTORY ASSISTANCE 
900 NPA ACCESS 
GENERAL ASSISTANCE 
OTHER 

MONTHLY TOTAL 

INBOUND AVERAGE LENGTH 
OUTBOUND AVERAGE LENGTH 

TOTAL 

TTY-BAUDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARING CARRYOVER 
DEAFBLIND ASCII 
DEAFBLIND BAUDOT 
OTHER 

MONTHLY TOTAL 

INBOUND 
CALLS 

18,010 
46 I 

1,742 
2,050 

27 
0 

3.148 
44 
0 

71.363 
0 

96,845 
....._._. ___ 

~~ 

INBOUND 
CALLS 

14.839 
5.384 

516 
68,562 
7,340 

I90 
0 

14 
0 

96,845 
..._._._. _.. 

OUTBOUND 
CALLS 

28,961 
73 1 

4.718 
4,006 

130 
0 

4.483 
169 

0 
0 
0 

43.198 
_-..-. _..____.___ 

OUTBOUND 
CALLS 

18.368 
5.312 

401 
10,042 
8,871 

184 
0 

20 
0 

43,198 
._.._ ~ _._.__.____ 

COMPLETED 
CALLS 

22,668 
47 1 

3.676 
3.058 

87 
0 

3.510 
I69 

0 
0 
0 

CONVERSATION 
MINUTES 

79.28735 
I,OII:12 
9.709:43 

13.82913 
28:ll 
0:00 

25.80935 
446:M 

0:oo 
000 

o:no 

33.639 
- 

COMPLETED 
CALLS 

15.076 
4.704 

353 
5.560 
7.763 

165 
0 

18 
0 

33.639 
~ ___________ ~ 

130.121:33 

1:20 
3:OO 

- 

CONVERSATION 
MINUTES 

60.65537 
16.86221 

87812 
14,803:04 
36,33814 

432:lO 
000 

151:55 
000 

SESSION 
MINUTES 

I 12,651 :34 
1.76534 

15,258:37 
18.333:31 

127:44 
0.00 

3l.01050 
78033 

0:oo 
49.23556 

0:OD 

229,164:19 

221 
5:18 

____ ~ _.____.._ ___ 
~- 

SESSION 
MINUTES 

88,81936 
24.643:56 

1,43229 
65.53901 

912:14 
000 

20613 
000 

47.610:5n 

130,121:33 229.164:19 

C L S  ARE CALLS THAT HAVE AN OUTCALL COMPLETE TIME GREA 

-CONVERSATION- 
INBOUND OUTBOLiND 
AVERAGE AVERAGE 

LENGTH LENGTH 

4:24 2 .A4 
2 1 1  1 2 3  
5.34 2 0 3  
644 3:27 
I:02 0 1 3  
0:oo 000 
8 1 1  245 

1o:m 238 
0 0 0  0 0 0  
0:oo 0 0 0  
0.00 000 

1:20 300 ____ 

-CONVERSATION- 
INBOUND OUTBOUND 
AVERAGE AVERAGE 

LENGTH LENGTH 

4.05 3:18 
3:07 3:10 
1:42 21 I 
0:12 1:28 
457 4:05 
2:16 2.20 
000 000 

10.51 7:35 
0.00 0:w 

1.20 3:00 
___ ..______ _. 

___ ___ 

AVERAGE 
SPEED OF 
ANSWER 

0.00 
0.00 
0.01 
0.00 
0.00 
0 01 
0.00 
0 00 
0.00 

0.00 
______. ~ __... 

d 



SPRINT 

SPANISH 

TTY-BAUDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARING CARRYOVER 
DEAFBLIND ASCII 
DEAFBLIND BAUDOT 
OTHER 

MONTHLY TOTAL 

SPEECH IMPAIRED 

Tp(-BAUDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARING CARRYOVER 
DEAFBLIND ASCII 
DEAFBLIND BAUDOT 
OTHER 

MONTHLY TOTAL 

INBOUND 
CALLS 

509 
69 
0 

7.103 
289 

2 
0 
0 
0 

7.972 
__.. ~ 

__== 

INBOUND 
CALLS 

0 
0 
0 
0 
0 
0 
0 
0 
0 

OUTBOUND 
CALLS 

1 24 
62 

0 
533 
490 

3 
0 
0 
0 

1212 
_____ 

TELECOMF. RELAY SERVICES 

CALL. RISDICTION 

COMPLETBD 
CALLS 

111 
45 
0 

I43 
394 

2 
0 
0 
0 

695 
-I____ .______ 

CONVERSATION 
MINUTES 

494.42 
15733 
0:00 

8948  
2.108:OO 

9:18 
000 
0:oo 
0:oo ___ 

2.859:21 

OUTBOUND 
CALLS 

0 
0 
0 
0 
0 
0 
0 
0 
0 

COMPLETED 
CALLS 

0 
0 
0 
0 
0 
0 
0 
0 
0 

CONVERSATION 
MINUTES 

000 
000 
O:oo 
0:oo 
0:oo 
0:00 
0:W 
0:W 
000 

0 0 0:oo -___ 

SESSION 
MINUTES 

1.055:05 
251:Ol 
0:00 

6,20737 
2.8ffl46 

1659 
000 
000 
000 

10,39528 
..___ _____ 

SESSION 
MINUTES 

000 
000 
000 
000 
000 
000 
ow 
000 
000 

000 
______.__ ~ __ 

- 

-CONVERSATION- 
INBOUND OUTBOUND AVERAGE 
AVERAGE AVERAGE SPEED OF 

LENGTH ANSWER LENGTH 

0 5 8  3.59 0.00 
217 2:32 0.00 
000  000 0.00 
000 0:lO 0.00 
7 1 7  4 1 8  0.00 
4 3 9  3:06 0.00 
0:W 000 0.00 
0:00 0.00 0.00 
000 0.00 0.00 

0 2 1  2:21 0.00 
____ __ ---_ _. ____ --______ 
___- P -= 

-CONVERSATION- 
INBOUND OUTBOUND 
AVERAGE AVERAGE 

LENGTH LENGTH 

0w 000 
0:00 000 
000 000 
0:OO 000 
000 ow 
0.00 000 
0.00 000 
000 000 
0:00 000 

000 000 
_.._I_____ 

-_ __ 

AVERAGE 
SPEED OF 
ANSWER 

0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 

0.00 
____________ 

___ 

*OUTBOUND CALLS ARE CALLS THAT HAVE AN OUTCALL COMPLETE TIME GREATE@#&ERO. 



FRENCH 

TTY-BALJDOT 
TURBOCODE 
ASCII 
VOICE 
VOICE CARRYOVER 
HEARING CARRYOVER 
DEAFBLIND ASCII 
DEAFBLIND BAUDOT 
OTHER 

INBOUND 
CALLS 

62 
0 
0 

709 
0 
0 
0 
0 
0 

OUTBOUND 
CALLS 

0 
0 
0 
6 
0 
0 
0 
0 
0 

TELECOMMUNlCATlON RELAY S E R W m  

CALL BY JURISDICTION 

COMPLETED 
CALLS 

CONVERSATION 
MINUTES 

000 

000 
001 
000 
000 
000 
000 
000 

o:oa 

MONTHLY TOTAL 001 

4LLS ARE CALLS THAT HAVE AN OUTCALL COMPLETE TIME 

SESSION 
MTWTES 

4946 
000 
000 

94534 
000 
000 
000 
000 
0.00 

99520 
____ 
~ _ _  

RUN DATE 051331201 I 

PAGE 3 

-CONVERSATION- 
INBOUND 
AVERAGB 

LENGTH 

000 
000 
000 

000 
000 
0:oo 
000 
000 

000 

oao 

_____._._.____ 

OUTBOUND AVERAGE 
AVEMc3E SPEED OF 

LENGTH ANSWER 
000 0.00 
0.00 0.00 
000 0 00 
0.00 0.00 
0.W 0.00 
000 0.00 
0.00 0.00 
0.00 0.00 
000 0.00 

0.00 000 
___.I_____.. _..___.I__._ 

- -~ 

e 



SPRINT CALL BROFlLe Nt  OF CALLS 
RUND1, ),,l/2Oll 

PAGc. I .m 

0 to 5 5+ta IO IM to 20 ZDt to 30 3W 10 40 4oc to SO 5Dc to 60 6 M  
DATE MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES TOTALS 

05/0l/l I 576 93 58 25 6 5 I 0 i959 
05/02/11 980 150 122 27 3 2 2 4 5,435 
05/03/1 I 899 I49 80 23 14 5 2 2 4.337 
05/M/I I 863 I34 83 32 13 2 2 3 3,947 
05/05/11 835 136 106 29 8 1 2 3 3,765 
05/06/1 I 834 IO9 81 28 9 5 2 4 3.818 
05/07/11 780 99 61 21 7 3 2 2 2,315 
05/08/1 I 820 132 94 32 4 2 I 2 2.409 

05/10/11 915 149 108 22 10 3 I 0 4,463 

05/12/11 880 126 90 30 6 4 I I 4.081 

05/14/11 0% 90 64 16 7 2 1 0 2,755 

05/16/11 93 I I 24 91 35 I I  4 0 2 5,452 
05/17/11 805 122 % 24 8 8 0 1 4,414 
05/18/11 800 I l l  76 19 I I  5 4 4 3,867 
05/19/1 I 76 I 136 95 23 6 2 2 6 3,609 

05/21/1 I 810 91 59 13 5 0 3 I 2,416 
05/22/11 811 92 63 26 3 2 2 0 2.143 
05/23/11 978 I65 109 28 7 6 2 3 5.263 
05/24/11 976 128 96 29 9 3 2 1 4.389 
a5/25/1 I 745 120 96 33 7 5 1 2 3,972 
05/26/11 799 130 99 21 8 3 1 2 3,880 
05/27/11 940 134 92 23 7 2 0 0 4,143 
05/28/11 771 72 54 19 9 7 I 0 2,453 
05/29/1 I 720 82 54 21 11 2 3 1 1.925 
05/30/1 I 768 78 76 18 2 2 0 0 2,355 
05/31/11 892 161 97 33 8 4 3 4 5,630 

26,061 3,744 2,621 765 242 102 49 55 114,56l 

05/09/11 1,020 162 93 26 14 0 2 I 5,490 

05/11/11 907 141 101 17 5 6 0 2 3,944 

05/13/11 910 124 97 27 5 2 1 I 4,375 

05/15/11 680 92 49 21 I2  2 2 2 2,164 

05/20/1 I 159 I12 81 24 7 3 3 I 3,393 

TOTAL, 
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C W  
RUh’ DATE- p5/3 1/2011 

PAGE” 2.m 

0 to 5 5+ to IO 1rHto20 2oi lo30  3 o i t o 4 0  4 M t o s 0  S D t  to 60 M)+ 

DATE MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES 

05/01/1 I 29.40% 4.75% 2.96% 1.28% 0.31% 0.26% 0.05% 0.00% 
05/02/1 1 
05/03/11 
05/04/1 I 
05/05/11 
0510611 I 
05/07/1 I 
05/08/1 I 
05/09/1 I 
05/10/11 
0511 l / l  I 
05/12/1 I 
05/13/1 I 
05/14/11 
05/15/11 
05/16/11 
05/17/11 
05/18/11 
05/19/11 
0512O/Il 
O5RI/LI 
05122/1 I 
0512311 1 
05124/1 I 
05/25/11 
05/26/1 I 
0512711 I 
05/28/11 
05/29/11 
05/30/11 

18.03% 
20.73% 
21.86% 
22.18% 
21.84% 
33.69% 
34.04% 
18.58% 
20.50% 
23.00% 
21.56% 
20.80% 
32.52% 
3 I .42% 
17.08% 
18.24% 
20 69% 
21.09% 
22.37% 
33.53% 
37.84% 
18.58% 
22 24% 
18.76% 
20.59% 
22.69% 
31 43% 
37.40% 
32.61% 

2.76% 
3.44% 
3.39% 
3.61% 
2.85% 
4.28% 
5.48% 
2.95% 
3 34% 
3.58% 
3.09% 
2.83% 
3.27% 
4.25% 
2.27% 
2.76% 
2.87% 
3.77Ya 
3.30% 
3.77% 
4.29% 
3.14% 
2.92% 
3.02% 
3.35% 
3 23% 
2.94% 
4.26% 
3.31% 

2 24% 
1.84% 
2.10% 
2.82% 
2.12% 
2.63% 
3.90% 
1.69% 
2 42% 
2.56% 
2.21% 
2 22% 
2.32% 
2 26% 
1.67% 
217% 
I 97% 
2.63% 
2.3!% 
2.44% 
2.94% 
2.07% 
2.19% 
2.42% 
2.55% 
2.22% 
2.20% 
2.81% 
3.23% 

0 500% 

0.81% 
0.77% 
0.73% 
0.91% 
1.33% 
0.47% 
0.49% 
0.43% 
0.74% 
0.62% 
0.58% 
0.97% 
0.64% 
0.54% 
0.49% 
0.64% 
0.71% 
0.54% 
121% 
0.53% 
0.66% 
0.83% 
0.54% 
0.56% 
0.77% 
1.09% 
0.76% 

a . 5 3 ~ ~  
0.06% 
0 32% 
0.33% 
0.21% 
0 24% 
0 30% 
0.17% 
0.26% 
0 22% 
0.13% 
0.15% 
0.11% 
0.25% 
0.55% 
0.20% 
0. 18% 
0.28% 
0.17% 
0.21% 
0.21% 
0.14% 
0.13% 
0.21% 
0.18% 
021% 
0.17% 
0 37% 
0.57% 
0.08% 

0.04% 
0.12% 
0.05% 
0.03% 
0.13% 
0.13% 
0.08% 
0.Wsb 
0.07% 
0.15% 
0.10% 
0.05% 
0.07% 
0.09% 
0.07% 
0.18% 
0.13% 
0.06% 
0.09% 
0.00% 
0.09% 
0.11% 
0.07% 
0.13% 
0.08% 
0.05% 
0.29% 
O.IO% 
0.08% 

0.04% 
0.05% 
0.05% 
0.05% 
0.05% 
0.09% 
0.04% 
0.04% 
0.02% 
0 00% 
0 02% 
0 02% 
0.04% 
0.09% 
0.00% 
0.00% 
0.10% 
0.06% 
0.09% 
0.120% 
0.09% 
0.04% 
0.05% 
0.03% 
0.03% 
0.00% 
0 04% 
0.16% 
0.00% 

0 07% 
0 05% 
0.08% 
0.08% 
0. Io% 
0.09% 
0 08% 
0.02% 
0.00% 
0.05% 
0.02% 
0.02% 
0.00% 
0.09% 
0.04% 
0.02% 
O . I o %  
0.17% 
0.03% 
0.04% 
0.00% 
0.06% 
0.02% 
0.05% 
0.05% 
0.00% 
0.00% 
0.05% 
0.00% 

05/31/11 15.84% 2.86% 1.72% 0.59% 0.14% 0.07% 0.05% 0.07% 

TOTAL 22.75% 3.27% 2.29% 0.67% 0.21% 0.09% 0.04% 0.05% 

e 



SPRINT CALL PROFILENUMBEE TBOUNDCALLS 
RUN DP ),l,2Oll 

PAGE 2.00 

INCOMPLETE 0 to 5 5+10 IO 1Pt IO 20 2ot to 30 301. to40 4Ot to 50 5WtoM f& 
DATB CALLS MINUTES MlNUTES MINUTES MINUTES MINUTES MINUTES MINUTES MINUTES TOTALS 

05/01/11 309 576 93 58 25 6 5 1 0 7M 
05/02/l1 512 980 150 122 2 1  3 2 2 4 1,290 

05/05/11 321 835 136 106 29 8 I 2 3 1,120 

05/07/11 215 780 99 61 21 7 3 2 2 975 

05/03/11 321 899 149 80 23 14 5 2 2 1,174 
05/04/1 I 325 863 134 83 32 13 2 2 3 1.132 

OS/O6/1 I 311 834 109 81 28 9 5 2 4 1,072 

05/08/l I 363 820 I32 94 32 4 2 1 2 1,087 
05/09/11 391 1,020 I62 93 26 14 0 2 I 1,318 
05/10/11 412 915 I 49 108 22 IO 3 I 0 1,208 
05/11/11 276 907 141 101 17 5 6 0 2 1.179 
05/12/11 285 880 126 90 30 6 4 I 1 1.138 
05/13/11 353 910 124 97 27 5 2 I 1 1,167 
05/14/11 240 8% 90 M 16 7 2 1 0 1,076 
05/15/11 211 680 92 49 21 12 2 2 2 8M) 
05/16/11 413 93 1 124 91 35 I I  4 0 2 1,198 

05/18/11 274 800 111 76 I9 I I  5 4 4 1,030 
05/19/11 248 761 136 95 23 6 2 2 6 1.03 1 

05/21/11 206 810 91 59 I3 5 0 3 1 982 

05/23/11 383 978 165 109 28 7 6 2 3 1.298 

05125/1 I 334 745 120 96 33 7 5 I 2 1,009 
05/26/1 I 289 799 130 99 21 8 3 1 2 1,063 
05R7/1 I 250 940 134 92 23 I 2 0 0 1.198 
05/28/1 I 245 771 72 54 19 9 7 I 0 933 
05129/1 I 202 720 82 54 21 11 2 3 1 894 
05/M/I I 29 I 168 78 16 18 2 2 0 0 944 
05/31/1 I 375 892 I61 97 33 8 4 3 4 1,202 

05/17/11 330 805 122 96 24 8 8 0 1 1.064 

05/20/11 208 759 112 81 24 7 3 3 1 990 

05/22/11 273 811 92 63 26 3 2 2 0 999 

05/24/1 I 393 976 128 96 29 9 3 2 I 1,244 

TOTAL 9,559 26,061 3,744 2,621 765 242 102 49 55 33,639 
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TELEGOMMUHICATIONS RELAY SERVICE 

MAY 201 1 
AVERAGE LENGTH OF OUTBOUND CALL BY HOUR 

RUN DATE: 05/31/201 I 
PAGE: I 

DATE 1 2  3 4 5 b 7 8 9 IO  I 1  I2 13 14 I 5  16 17 18 19 20 21 22 23 24 TOTAL 

05101111 
05/02/11 
05M3/11 
05/04/11 
05/05/11 
0510611 1 
05/07/11 
05/08/11 
ovo911 I 
05/10/1 I 
05/l1/11 
05/12/11 
05/13/11 
05/14/11 
05/15/11 
05/16/11 
05/17/11 
05/18/11 
05/19/11 
05/20/1 1 
05/21/11 
O5R2/ll 
05/23/11 
05/24/1 I 
05I25/lI 
05/26/1 I 
ow27/11 
05/28/11 
O5R9/l1 
0513W11 

7.78 OW 
0.00 0.00 
6.43 5.59 
3.59 6.75 
8.23 6.61 
3.30 5.51 
6.96 0.00 
2.65 4.51 
5.92 4.81 

28.50 5.33 
13.75 1.78 
0 . 0  0.00 
6.43 0.00 
4.65 12.22 
2.16 3.13 
5.63 13.35 
2.99 0.00 
3.21 0.00 
0.00 0.00 
7.74 0.00 
3.16 0.00 
7.45 0.00 
3.08 7.87 
0.00 0.00 
0.00 9.85 
4.58 4.02 
0.00 0.00 
2.50 4.55 
1.88 2.90 
2.83 4.51 

0.00 
0.00 
5.23 
4.02 
6.08 
2.83 
0.00 
7.32 
0.00 
0.00 
0.00 
2.71 
6.70 
0.00 
0.00 

27.87 
0.00 
0.00 
0.00 
0.00 
0.00 
5.11 
0.00 
0.00 
5.25 
8.47 
4.59 
0.00 
5.95 
0.00 

0.00 0.00 4.87 6.53 
5.48 0.00 3.92 25.27 
0.00 0.00 3.28 11.83 
0.W 3.18 29.87 2.18 
0.00 6.70 3.20 6.13 
0.00 0.M 24.17 3.83 

23.42 6.53 9.74 4.03 
3.36 0.00 4.44 12.02 
2.56 11.63 11.75 11.69 
1.77 13.23 5.66 10.96 
0.00 0.00 4.56 0.00 
5.42 5.22 8.10 3.68 
7.75 0.00 5.80 2.56 
0.00 0.00 4.36 1.68 
0.00 0.00 22.10 0.00 
0.00 0.00 3.87 3.82 

17.52 9.58 6.72 4.31 

6.68 7.33 6.06 7.32 
0.00 0.00 12.22 5.52 
0.00 17.52 5.14 0.00 
0.00 18.37 37.93 a00 
0.00 15.60 5.99 4.95 
0.00 5.97 0.00 8.51 
0.00 13.22 8.05 9.94 
0.00 6.52 8.68 7.59 
0.00 11.98 7.05 5.98 
0.00 3.45 2.69 0.00 
0.00 2.72 6.54 21.08 
0.00 9.13 3.11 6.02 

3.52 11.92 19.02 27.30 

7.10 
4.75 
9.05 
4.83 
6.58 
5.86 
4.81 
3.18 
7.25 
5.27 
6.10 
5.83 
2.86 
4.18 
8.01 
5.61 
5.15 
4.86 
6.24 
5.66 
4.52 
4.62 
6.57 
5.65 
5.68 
4.99 
6.96 
5.31 
5.46 
5.71 

5.52 
6.00 
7.45 
7.69 
6.25 
6.41 
5.10 
4.36 
4.68 
6.21 
5.69 
6 A4 
5.90 
4.36 
6.06 
6.59 
5.77 
7.56 
6.78 
8.05 
3.65 
4.98 
8.73 
5.70 
7.94 
5.45 
6.29 
6.08 
3.64 
5.50 

5.51 4.10 
6.78 5.75 
'1.19 5.55 
6.81 5.28 
6.08 6.77 
6.59 5.39 
4.35 4.05 
4.72 5.10 
4.80 5.59 
4.77 6.55 
7.09 6.73 
5.32 5.17 
6.14 6.73 
4.74 4.51 
3.77 3.54 
7.66 6.49 
5.23 6.66 
5.66 7.16 
7.78 8.37 
7.70 7.97 
6.11 6.29 
3.62 4.38 
5.24 6.37 
5.93 5.91 
5.33 6.26 
7.94 5.20 
6.86 5.73 
5.42 4.48 
6.61 3.83 
3.95 4.04 

4.05 
5.52 
6.71 
7.07 
6.84 
7.51 
5.14 
5.34 
6 A3 
3.85 
6.32 
5.73 
8.20 
4.74 
4.94 
6.14 
7.13 
6.43 
6.43 
6.72 
2.86 
2.77 
6.57 
4.33 
5.89 
6.03 
5.64 
4.73 
4.1 I 
2.89 

3.91 
3.99 
6.47 
5.92 
7.47 
7.11 
5.16 
4.06 
5.23 
5.43 
5.95 
5.33 
497 
4.08 
4.10 
6.67 
Z . l l  
5.79 
4.63 
5.92 
4.16 
3.23 
5.53 
5.43 
6.58 
6.52 
4.92 
4.38 
3.63 
4.17 

4.15 
4.52 
5.40 
5.97 
6.24 
5.95 
3.59 
3.81 
5.70 
5.34 
5.93 
7.09 
3.99 
3.83 
3.59 
6.58 
6.44 
6.87 
5.36 
6.09 
4.48 
3.77 
5.79 
4.82 
6.11 
5.91 
6.1 1 
2.98 
3.56 
4.56 

6.19 
5.69 
5.36 
5.34 
4.84 
4.95 
3.64 
3.62 
6.36 
4.50 
5.22 
7.61 
5.86 

4.85 
4.76 
6.76 
6.03 
5.31 
6.37 
5.43 
6.14 
5.95 
5.63 
5.97 
4.33 
6.23 
5.00 
4.32 
4.10 

8.34 

4.45 
6.78 
5.10 
6.01 
6.17 
6.26 
5.85 
4.37 
7.07 
6.62 
4.58 
8.30 
6.91 
4.16 
6.74 
7.54 
6.12 
7.79 
6.92 
6.01 
4.96 
4.66 
6.94 
6.65 
7.55 
5.91 
6.02 
4.95 
4.91 
5.16 

4.74 4.24 5.13 4.25 
4.61 6.14 3.74 5.26 
4.57 4.61 6.57 5.15 
4.15 5.29 5.08 4.73 
4.67 5.09 5.51 4.48 
5.43 3.78 4.84 4.23 
4.81 4.27 6.05 4.90 
3.59 4.2¶ 4.43 5.83 
3.87 4.34 6.13 4.94 
5.30 3.22 4.52 6.38 
4.64 5.28 3.95 4.34 
5.63 3.67 4.45 4.40 
4.95 5.31 3.62 5.06 
3.71 3.11 3.77 3.61 
4.03 4.21 7.13 7.15 
4.90 4.92 3.20 5.13 
6.38 5.89 4.47 7.39 

13 4.99 4.22 6.65 
89 7.78 4.70 1.70 

5.93 5.19 3.76 4.30 
3.87 4.19 4.36 4.48 
4.30 3.53 4.34 4.14 
7.68 5.29 4.67 5.24 
5.96 6.01 3.76 4.28 
4.54 5.30 4.17 4.39 
5.51 6.79 4.87 5.69 
5.32 4.21 3.38 3.47 
4.20 5.21 4.36 4117 
4.55 6.86 4.94 3.99 
3.41 3.75 4.31 3.94 

4.84 
5.25 
3.92 
4.75 
5.01 
4.44 
6.29 
4.86 
5.66 
4.58 
4.23 
4.20 
4.03 
4.11 
3.84 
5.74 
9.07 
4.66 
3.87 
4.26 
3.48 
3.67 
3.44 
3.63 
6.81 
4.81 
2.80 
7.24 
4.78 
5.00 

4.03 
4.76 
3.14 
4.81 
2.39 
5.32 
6.80 
5.82 
5.82 
5.43 
5.43 
4.50 
7.83 
9.27 
9 A7 
5.32 
3.17 
3.06 
7.13 
4.65 
5.46 
3.77 
4.68 
2.50 
5.17 
4.53 
4.26 
3.13 
7.05 
7.05 

6.18 
3.02 

16.85 
2.11 
3.24 

17.59 
4.04 
3.46 

20.82 
8.60 
5.43 
4.34 
8.73 
5.14 
6.97 
6.53 
6.29 
5.73 
5.20 
6.72 
6.56 
4.08 
6.75 
9.63 
7.07 

12.45 
6.68 
2.48 

11.33 
5.79 

9.01 
6.49 
6.58 
5.72 
2.71 
0.00 

11.90 
4.63 
4.48 
5.56 
1.10 
2.78 
6.60 
3.77 
4.41 

24.02 
6.98 
8.96 
8.11 
5.27 
9.80 
0.00 

14.14 
4.04 
4.86 
3.3s 
5.28 
1.03 
1.31 
0.00 

4.62 
5.26 
5.71 
5.69 
5.63 
5.68 
4.80 
4.44 
5.48 
5.14 
5.37 
5.60 
5.22 
4.28 
4.79 
5.75 
5.90 
5.93 
6.26 
5.95 
4.43 
4.10 
5.88 
5.15 
5.90 
5.66 
5.14 
4.51 
4.49 
4.25 

05/31/11 0.00 4.94 3.53 20.08 0.00 8.90 5.90 5.55 6.77 7.31 7.52 6.16 5.44 6.02 5.84 7.12 4.95 7.57 6.60 6.52 5.73 9.99 6.14 3.79 6.31 

TOTAL: 4.90 5.96 7.79 11.24 10.92 6.74 6.08 5.49 6.14 5.86 5.80 5.40 5.14 5.16 5.39 6.15 4.83 4.88 4.59 4.92 4.59 4.73 6.10 5.08 5.30 

e :-38 c, 



DATE 
05/01/2011 
05/02/2011 
05/03/2011 
05/w12011 

05/0612011 
05/07/2011 
05/08/2011 
05/G9/2011 
05/1012011 
05/11/2011 
05/12/2011 
05/1312011 
05/14/2011 
05/15/2011 
05/16/2011 
05/17/2011 
05/1812011 
05/19/2011 
05/20/2011 
05/21/2011 
05/22/2011 
05/23/2011 
05/24/2011 
05/25/2011 
05/26/2011 
05/27/2011 
05/28/2011 
05/29/2011 
05/30/2011 
05/31/2011 
Grand Total 

w o r n 1  1 

5 
1418 
4433 
3Mo 
3277 
3115 
3191 
1761 
1638 
4695 
3726 
3283 
3345 
3636 
2123 
1637 
4680 
3784 
3220 
3077 
2747 
1806 
1414 
4330 
3524 
3389 
3234 
3419 
1895 
1390 
1721 
4943 
93491 

- 10 
2 
57 

12 
26 
36 
11 
25 
51 
20 
30 
38 
35 
6 
6 
34 
33 
40 
23 
38 
8 
10 
49 
33 
33 
35 
38 
8 
3 
15 
28 

811 

- 

28 

- 20 
5 
67 
40 
23 
40 
43 
25 
28 
62 
26 
27 
84 
52 
8 
7 
37 
47 
59 
29 
53 
11 
20 
68 
39 
34 
55 
50 
11 
2 
14 
€4 

1126 

TELECOMMUNICATIONS RELAY SERVICE 
DELAYED CALL PROFILE REPORT - 

TOTAL CALLS HANDLED - May 2011 

- 30 
1 

49 
18 
17 
22 
30 
16 
3 1  
26 
16 
21 
51 
30 
2 
4 
20 
36 
32 
18 
39 
1 
9 
50 
24 
21 
26 
17 
9 
2 
7 
25 
670 

60 
2 
43 
40 
25 
13 
30 
14 
31 
32 
20 

51 
37 
2 
3 
20 
26 
44 
22 
57 
8 
14 
58 
32 
12 
35 
5 1  
13 
8 
6 
32 
8M) 

- 

i s  

- 90 
2 
18 
11 
6 
6 
11 
7 
8 
8 
3 
5 
12 
9 
3 
3 
7 
9 
11 
4 
25 
1 
2 
11 
17 
2 
16 
14 
2 
2 
10 
19 
264 

- 120 
1 
7 
4 
2 
3 
6 
3 
4 
8 
2 
3 
3 
2 
1 
0 
2 
2 
3 
1 
5 
2 
7 
10 
4 
2 
1 
5 
5 
0 
2 
9 

109 

- 180 
0 
10 
3 
5 
2 
6 
1 
1 
4 
1 
2 
5 
6 
1 
0 
4 
8 
5 
4 
10 
1 
0 
9 
1 
1 
1 
5 
1 
2 
1 
8 

108 

240 
1 
3 
2 
0 
0 
2 
1 
1 
0 
1 
1 
2 
3 
0 
2 
2 
2 
3 
0 
6 
1 
0 
1 
1 
1 
0 
1 
1 
0 
0 
0 
38 

- >240 
1 
1 
4 
4 
0 
5 
1 
4 
4 
0 
0 
0 
1 
0 
0 
9 
2 
3 
0 
5 
4 
0 
0 
0 
0 
0 
4 
0 
0 
0 
0 
52 

1433 
4688 
3790 
3372 
3227 
33M) 
1840 
1771 
4890 
3815 
3390 
3591 
3811 
2146 
1662 
4815 
3949 
3420 
3178 
2985 
1843 
1476 
4586 
3675 
3495 
3403 
3604 
1945 
1409 
1776 
5124 

97469 
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05/01/2011 
05/02/2011 
05/03/2011 
05/04/2011 
05/05/2011 
05/06/2011 
05/07/2011 
05/08/2011 
05/09/2011 
05/10/2011 
091 1/2011 
05/12/2011 
05/13/2011 
05/14/2011 
05/15/2011 
05/16/2011 
05/17/2011 
05/18/2011 
05/19/2011 
05/20/2011 
05/21/2011 
05/22/2011 
05/23/2011 
05/24/2011 
05/25/2011 
05/26/2011 
05/27/2011 
05/28/2011 
05/29/2011 
05/30/2011 
05/31/2011 
Grand Total 

- 5 
11 
25 
37 
17 
25 
28 
21 
19 
33 
26 
19 
36 
24 
12 
21 
25 
25 
41 
26 
35 
19 
20 
27 
24 
19 
31 
26 
16 
12 
14 
23 
737 

- 10 
1 
8 
7 
4 
4 
3 
4 
4 
9 
4 
6 
8 
6 
1 
3 
8 
7 
8 
5 
9 
0 
0 
12 
7 
2 
10 
5 
8 
3 
2 
4 
162 

- 20 
4 
15 
11 
2 
5 
14 
6 
9 
10 
4 
8 
21 
7 
3 
2 
9 
14 
20 
8 
17 
4 
10 
14 
16 
6 
11 
9 
4 
1 
8 
20 
292 

TELECOMMUNICATIONS RELAY SERVICE 
DELAYED CALL PROFILE REPORT - 

TOTAL ABANDONED CALLS - May 2011 
- 30 
3 
13 
15 
10 
4 
17 

11 
10 
5 
5 
21 
11 
3 
4 
19 
6 
28 
9 
21 
5 
13 
13 
16 
8 
19 
20 
11 
6 
12 
16 
362 

a 

- 60 
1 
33 
37 
15 
7 
28 
16 
38 
18 
11 
14 
41 
26 
6 
7 
29 
17 
61 
13 
51 
3 
17 
63 
24 
17 
17 
29 
13 
10 
13 
24 
699 

- 90 
0 
3 
3 
3 
0 
4 
6 
3 
4 
2 
0 
4 
3 
4 
0 
1 
1 
4 
1 
1 
4 
2 
5 
2 
1 
1 
6 
1 
0 
2 
6 

71 

120 
0 
1 
1 
1 
0 
3 
2 
3 
0 
0 
2 
3 
2 
0 
0 
3 
1 
4 
1 
5 
2 
2 
2 
4 
3 
0 
2 
2 
0 
0 
1 

50 

180 
0 
3 
5 
2 
1 
8 
1 
0 
1 
0 
2 
6 
5 
1 
0 
2 
3 
1 
1 
6 
0 
0 
4 
2 
2 
0 
3 
0 
1 
1 
2 
63 

240 
0 
0 
4 
1 
0 
3 
1 
0 
0 
0 
0 
0 
0 
1 
0 
2 
0 
2 
1 
4 
1 
1 
2 
0 
0 
1 
2 
0 
0 
1 
0 
27 

.240 
0 
0 
3 
2 
D 
2 
2 
2 
2 
0 
0 
1 
2 
0 
1 
0 
0 
2 
1 
3 
0 
0 
0 
1 
0 
0 
1 
3 
0 
0 
0 
28 

20 
101 
123 
57 
46 
110 
67 
89 
87 
52 
56 
141 
86 
31 
38 
98 
74 
171 
66 
152 
38 
65 
142 
96 
58 
90 
103 
58 
33 
53 
96 
2497 
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5 DATE - 
05/01/2011 1429 
05/02/2011 4458 
05/03/2011 3677 
05/04/2011 3294 
05/05/2011 3140 
05/08/2011 3219 
05/07/2011 1782 
05/08/2011 1657 
05/09/2011 4728 
05/10/2011 3752 
05/11/2011 3302 
05/12/2011 3381 
05/13/2011 36M) 
05/14/2011 2135 

05/16/2011 4705 
05/17/2011 3809 
05/18/2011 3261 
05/19/2011 3103 
05/20/2011 2782 

05/22/2011 1434 
05/23/2011 4357 
05/24/2011 3548 
05/25/2011 3408 
05/26/2011 3265 
05/27/2011 3445 
05/28/2011 1911 
05/29/2011 1402 
05/30/2011 1735 
05/31/2011 4966 
Grand Total 94228 

05/1 5/201i 1658 

05/21/2011 1825 

- 10 
3 
65 
35 
16 
30 
39 
15 
29 
60 
24 
36 
46 
41 
7 
9 
42 
40 
48 
28 
47 
8 
10 
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80 

1418 
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40 
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56 
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EO 
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26 
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4 
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5 
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0 
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8 
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0 
2 
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1 
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1 
1 
1 
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1 
0 
1 
0 
65 
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1 
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0 
0 
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0 
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1 
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0 
0 
1 
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0 
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0 
0 
0 
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1453 
4789 
3913 
3429 
3273 
3470 
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4977 
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1700 
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3591 
3244 
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1881 
1541 
4728 
3771 
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3493 
3707 
2003 
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1829 
5220 
99966 

Page K - 41 





n 

f l  

Sprint Nextel 
6200 Sprint Parkway 
Overland Park, Kansas 66251 Sprint) Office (913) 794-1530 Fax (913) 794-1589 

Date: 

To: 

From: 

May2011 

Credit Manager 

Sprint Nextel Treasury Department 

Greg Block 
Vice President and Treasurer 

Sprint Nextel Corporation, incorporated in 1938 under the laws of Kansas, is mainly a holding 
company, with its operations primarily conducted by its subsidiaries. Sprint Nextel and its 
subsidiaries (Sprint) is a communications company offering a comprehensive range of wireless and 
wireline communications products and services that are designed to meet the needs of individual 
consumers, businesses, government subscribers and resellers. We are the third largest wireless 
communications company in the United States based on the number of wireless subscribers, one of the 
largest providers of wirelie long distance services and one of the largest carriers of Internet trafflc in 
the nation at the end of the fourth quarter 2010. Our services are provided through our ownership of 
extensive wireless networks, an all-digital global long distance network and a Tier 1 Internet 
backbone. For more information, please visit www.sprint.com. 

Selected fmancial data for the year ended December 31,2010 are as follows: 

Total Assets $ 5 1.7 billion 

Revenues $ 32.6 billion 

Approximate Employees 40,000 

For questions regarding invoices or accounts, please contact: 

Sprint 
PO Box 63670 
Phoenix, AZ 85082-3670 

AP Help Desk at 1-888-283-4636 (option 1,O) 

The following is a list of bank and trade references: 

Bank References 
Kurt Simon Denise Brown 
J.P. Morgan Citigroup 
560 Mission Street 18th Floor 
San Francisco, CA 94105 
Voice: 415-315-8600 Voice: 212-816-8397 

388 Greenwich St 
New York, NY 10013 

Philip Cope 
Bank of America 
214 North Tyron St. 
Charlotte, NC 28255 
Voice: 980-387-1942 

Trade References 
TWG Consulting JE Dunn, Construction Cisco Systems 
15100 W 67th St., #200 350 E Tasman Drive 
Shawnee, KS 66217 San Jose, CA 95 134 
Marilyn Breitenstein, Pres & CEO Terrence Dunn, CEO Michael Davis 
Voice: 913-268-3320 x2201 Voice: 816-474-8600 Voice: 408-527-6282 

929 Holmes Street 
Kansas City, MO 64106 

Sprint’s Dun and Bradstreet number is 00-694-2395. 

Page L - 1 
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mysprintrelay. com/login 

b 

Sprint/ 
Relay 

zip code and email address Then click 
on Submit 
Note: The address IS required when 

address will be given to emergency -- ~ -2 services when you place a 91 f call 
through Sprint Relay (Sprint le AOL 

.-- r@.kl*C.. . . b k W - P . " l ~ . n y l S # a h  
*h --__I .C.ICLLYYh-.U-...-...LL-..-m.,w-* 

urm*oon,.l .-mu 
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*ncl 

Il..l..lul--"l.r*IVII-m registering for an lP Relay numbec Your 
m-. 1 - ~- 

.~ 

C W  -. e 9' - - -07- 

Go to www.mysprintrelay.com/login. 

Ifyou don't have a usemame or 
passwod, click the gray menu button 
CustomerNew Pmtile/Call Now 
Number Registration. 
Type login ID, password. retype 
password and security question/ 
answer 

Then click Submit 

-. 0 
-yT 1 - 1 1 1 v . 1 1  

an_ 

C h v C M  

Personal Information 

instant Messeflger; Google Talk or 
Federal Relay le.  lt is important to 
update youraddress wheneveryou 

If you already have login ID and 
passwod, type both in and then click 
Log In. 

If you forgot your login lD orpassword. 
click Forgot Fasswon3 

After a successful log-in, you will see 
the Sprint Relay Customer Profile 
homepage. 
lfl the instruction guide on the page, 
you can find out how to create and 
update your profile. If you have 
questions or need assistance, please 
call 1-800-676-3777 orsend an email 
to Sprint Relay CustomerService at 
Sprint.TRSCustSew@sprint.com. 
Customer Service Representatm 
we available to assist you 24R 

JyDe in your name, address, citv. state, 
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W Contact NumbersAP Relay Numberlnfo 

Your address will be provided to 
emergecy services when you make a 
91 1 call through Sprint RelaF 
lmporfant Note: 
Wheneveryou move to a new address, 
click the Add Address buffon to update 
your new address where emergency 
servrces can locate you. 

On the State Service screen, iype your 
home number Mat Is neceSSary to use 
Spnnt Relay and then click the Add 
New Number button. 

b 

J 

m e  Sprint IP using A / W  number 
allows you to be able to make or 
m V e  re/ay calls through A/W. 

.z=.n*.I.w 1"fOnCUtkM 

.ra*14. 

szm- .-- lo- 
Ir*-. JL?szz@%!?- 

(UL- *I-- 

~ ~~~~ oL--d**---m-"-- - 0 l - D n l l - C -  

-.I- 

On the Sprint IPscreen, click the 
yellow Sign Up button and then follow 
the instructfons. This al/ows you to 
register for your free Sprint IP Relay 
Call Now lodigit number to make and 
receive lnfemet relay calls. 

spint Rsley tA!amerPmnle/ c8u Na, ResMlam (IO oign Laal 
.- - 

m Mwyull.n 

e -rwn 
I 
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~~ 

On the Google Talkn" screen, Mere 
is an example of an incomplete 
registration, Click Sign Up and then 
follow the instructions. 
The Sprint IPusing Google Talk" 
number al/ows you to make or recewe 
relay calls through Google TalkTM. u 



W Contact Numbers/lP Relay Numberlnfo (cont.) 

W Frequently Dialed Numbers 

W Caller Preferences: Call Setup 

The Federal Relay screen is on& for 
fedem/ government employees who 
want to make and receive lnfernet calls 
thmugh Federal Relay lFI 

In the Frequently Dial Number. you can 
store up to 30 names and numbers. 
when you want to make a &l you grve 
the Relay Operator the name rather 
than typing the IOdigit number every 
time, "fls call Home G A  

ClickAdd New Numberto type in 
names and phone numbers. 

I Sprint Relay Custom# PmRle I Call Now 

In most emergency situations, you 
should diai 41 -1 first for emergency 
help. Howevec your database can list 
addifbnal emergency phone numbers. 
You can choose up to 10 emergency 
contacts, such as a police station, 
a fm department, a doctol; and the 
locai/state poison control center: 
Click Add New Numberto type in the 
emergency contacts and numbers. 

w 
Page N - 3 

Genderpreference: You can select the 
Relay Operator's gender to handle your 
reiay calls. 
AnswerType: You can speciiy how 
you want to be connected to relay. 
Options include m: Turbo code, ASCll, 
Voice, VCO, HCO, Elind/Deaf ASCII, or 
Elind/Deaf T l% 
Language: You can choose English or 
Spanish. 

Reduced Typing Speed: if selected, 
you will receive slower typing from the 
Relay Operator. 



W Caller Preferences: Call Handling 

number (outgoing calls). 
Click the blue Add New Numbers 
button to type in phone numbers that 
you want blocked 

Relay Custaner Pdle  I Call Now Registration (10 D W  
Nu-) 

oudl- Pn(nrrdWbiWcptrm --- 
0- 

Umsldhb. 

Ih. 

SnMDLCl 

sn- 

uh R r =  

Rhfh,” 

Caller Preferences: Preferred Billing Options 

Call Handllng offers six opt!ons that 
the reiay user can choose from to send 
alternate call handling instruc6ons to the ,- 
Relay Operato( Check the box If you do 
not want the Relay Operator to do the 
following: - announce reiay - explain relay service - describe background noises during 

conversation; e.g., baby crying - describe tone of voice; ag., sounds 
w r y  

* automatcaliy type voice recordings - remn on hold for a iong time when 
the caiied pa@ puts the reiay user on 
hold. 

\J 

Payment Method: You can enter your 
preferred biiling method, inciuding bilied 
to phone number, calling cards. credit 
cards and third pa@ billing. 

Payment Number: You can store 
your cailmg card or other biiling 
information in yourprofile which wli be 
automaticaily used when making long 
distance calls through relay. 

W Outdial Restrictions: TVpe of Calls 
You can select any of the foiiowing thal 
you want blocked through relay: 

-No iong distance - No 800 calis 
* No 900 calls 
-No 976 calls - NO directory asastance 
0 No Intemahonai calis - No manne calis - No operator asststance. 

Sprint Relay Customer ProRle I Call Nan Regisbation ( IO Digit 

W 



Carrier of Choice: Carrier Selections 

I Sprint Relay Custmnar P d l e  I Call Nau RagWmUw ( IO  DQit Local 

I. 

You can select your preferred carner of 
choice forany ca//s through relay, such 

* Local-toll calls - State-to-state long dfstance cab  
* In-state long distance d l s  
* International calls. 

as.’ 

Carrier of Choice: Outdial Billing Restrictions 
You can select any of the following 
billing that you want to block: 

sprint Relay custoner PmlilelceH Nan Ftcgmam ( IO  Dig& Local 

I 

P 
1 Notes 

- No carner of choice (all calls wfll be 
processed over the Sprint network) - No collect calls - No K I N  card / Sprfnt cards - No LEC /local telephone callfng 
company cards - No optional othercalling cards - No third pafly 

H Notes: Examples 

Sprint M a y  Customar profile I CaH Nan Ra@sbWm ( I O  Digit Local 
Number) 

You can select from a list of standard 
preferences or speciv in free-form 
text how you would like the Relay 
Operator to handle your call. This 
could be anything from different call 
announcements to instructions on how 
to retrieve voice mail messages. 
Click Add a New Note to type in up 
to 60 characters pernote. Then click 
Submit. 

For example - Announce my call saying, 
“Hello. This is Jane calling.” 
[announcement instructions) 

(information for the Relay Operator) 

all messages affer typing. 
(voice mall retrieeval instructions) 

(call handling instructions) 

- l use FD numbers 

- Voice mail pin is 1234, delete 

- 50 WPM 
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W Speech-to-Speech Contacts 

sfxlnt w y  customer PmMs l call Nav Re#&abn (10 oion Local 

to enter the next screen - see the n& 
page. m l q  

Wrm 

W Speech-to-Speech Contacts 
I For STS users only: 

Type in the description of your phone 
call and phone number you want to 
connect to other calles. 
Enter your day and hours of avai/abilW. 

Sprint Relay custaner Prdilel Call Now Ragistration ( IO DigM 
N m  

n.m A44nmv%ladl*%ladlcanctnme 
I..ll.* 

~ -- 1 -*-- aaBBaee 4 - 
- Then click on Submit 

-m m 
k 

-*,e* --- 
mDu 

~ 

This screen is specifically designated 
for Speech-toSpeech @E) users 
With Sprints system, persons calling 
STS users who have difticutiy 
sharing teiephone numbers can be 
automatically connected to the STS 
at the STS user's registered locabons. 
ForSTS users only: 
Select and entera personal STS User& 
and then click Add New Contact Tim8 

I 

I 

TemRorarv Speech-to-Speech Messages 

W PrintForm 

This allows STS users to prepare a 
temporary short message befoe the 
Relay Operator dials the numbe,: When 
requested, the Relay Operator can retain 
this message in the STS user's proffie 
for up to 24 hours This is especially 
helpful when the line is busy and the 
STS user does not have to repeat the 
information on a call. 

Aiter p u  finished addinglupdating your 
information in the customer profile, you 
can click the yelbw Print Page bunon to 
print p u r  profile. 



Change Fassw~rd 
I 

I -- 
*a* 

I 

I Change Household password 

I f  yw want to change 



Sprint> 
Relay 

The Customer frofile form allows you who access d a y  through a toll-free number to submit YOUrprefer- 
ences. You wil/ have the flewLnlfty of updating yourpreferences as needed Your information is confidential 
and secure. When completed, please teeturn to: 

Sprint TFS CustornerService 
PO. Box29230 - MOlPJDAOlOl 
Shawnee Misslon, KS 66201-9230 
orFax at 877-877-3291 

If you have questions or need assistance, contact Spnnt Relay Customer Service: 
Phone: 1-800-676-3777 VoIce/TW 

1-800-676-4290 Spanish 
Emad: SprintTRSCustSe~@t.corn 

our Personal lnformatoi 
Ist Name 

rst Name @ 
rea Code& Phone Numt 

our Contact Numbers (For Sprint IP or Federal IP users only) 
rea Code &Telephone Number '7 
you wanttoregistertogetyour ~ 

- 

Frequently Dialed Numbers (Speed Dial for Non-Emergency Calls): 
Note L!mrt 30 characters per name 

Name Area Code & Phone Numbt _ _ ~  

you neea ro aaa mo 

ergency Numbers ( 
it 30 charoctenper nom 

for Emergency Calls Only): 

W 
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Sprint> 
Relay 

iswer 
pe 

Background Noises 

Caller ID 

Your Carrier or c 
Local Toll ~ A T ~ T  I 'erizon I 

-State LD I 111 AT&T I 'erizon I 
ate-to-State LD ~ A T B T  I Verizon I 
tematlonal Calls 

reterrea dilling options: 
'ectone 

I 

a Credit Cards * paid by Inbound a ier Long Distance CaltingCard 
Collect Third Party rd Party - In State 

FON Card * a LEC Calling Card :Card - In State 

foneofyourp 
cmhm ---: Fun, Date: Mon 

i required fo provide your information below: 
-~ 

Outdial Restrictions: 
SdeCrOne 

No Long Distance Calls No 800 Number I No Marine Calls I No Operator Assistana 

r 



Sprint Relay Customer Profd 
Sprint)) 

Relay 

ueiow. 

I 
iarion, 

nportant Information for Speech-to-Speech 
irint Relay offers unique Customer Profile specifically designated for Speech-to-Speech (STS) users. 
ith Sprint’s system, persons calling STS users who have difficulty sharing telephone numbers can be 
itomatically connected to the STS user at the STS user’s registered locations. 

3 to www.mysprintrelay.cornlinfo. After you enter your username and password, go to the menu 
t and clickeither STS Contacts or STS Messages. 

le STS Messages screen allows STS users to prepare a temporary short message before the Relay 
perator dials the number. When requested, the Relay Operator can retain this message in the STS 
;er’s profile for up to 24 hours.This is especiallv helpful when the line i c  hbm and the ZTS user does 
)t have to repeat the information on a call. 

dditional Information: 1 imit60chara~erspernameorno 

1 Non-Emergency Speed Dia  7 Emergency Speed Di 

OrNOte 
~~~ 

I 1 Non-Emc 

I Non-Emergency Speed Did 

hatcity were you born in? Answer: 

when completed, please return to: 
Sprint TRS Customer Service 

Shawnee Mission, KS 66201-9230 
orFax at 877-877-3291 

Ifyou have questions or need assistance, cuntact Sprint Relay CustomerSewice: 

EO. BOX29230- MOlNLJ.40101 

Phone: 1-800-676-3777 Vofa?/7?Y 

Email: S p r i n t . T F t S ~ g ~ @ s p r i n i . m  
1-800-676-4290 Spanish 

W 



Document A310TM - 2010 
Conforms wlth The American Institute of Architects AIA Document 310 

Bid Bond 
CONTRACTOR: SURETY: 
(Name. legal status and address) 

Sprint Communications company L,P, 
(Name. legal stutu~ andprinciplplace of business) 
Berkley Regional Insurance Company, a Delaware Corporation 
11201 Douglas Avenue 
Urbandale. IA 50322 
Mrlllng Address for Notices 
11201 Douglas Avenue 
Urbandale. IA 50322 modification. 

This document has important 
legal consequences. Consunation 
wlth an attorney is encouraged 
with resped to its completion or 

OWNER: 
(Name. legal status and address) 
Florida Telecommunications Relay, Inc. 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Any singular reference lo 
Contractor, Surety Owner or 
other party shall be considered 
plural where applicable. 

BOND AMOUNT: $ 500.000.00 

PROJECT: TELECOMMUNICATIONS RELAY SERVICE SYSTEM. BID DUE DATE: JULY 13TH, 201 1, 

Should Principal be awarded this project and be required to provide a performance bond, the performance bond will 
be issued on the surety company's renewable bond form. 

(Name, locotton or address. and Project number. $any) 

The Contrador and Surety are bound to the Owner in the amount set forth above. for the payment of which the Coneactor and Surety bind 
themselves, their heirs, executors, administrators, successors and assigns. jointly and s e v d l y ,  as provided herein. The conditions of this 
Bond are such that if the Owner accepts the bid of the Contraaor within the time specified in the bid domen t s ,  or within such time period 
as may be agreed to by the Owner and Contractor. and the Contractor either (I) enters into aconvad with the Owner in aooordance with 
the terms of such bid, and gives such bond or bonds as may be specified in the bidding or Contract Doouments, with a surety admitted in 
the jurisdiction ofthe Project and otherwise acceptable to the Owner, for the faithful performance of such C o n w  and for the prompt 
payment of labor and material furnished in the prosecution thereof; or ( 2 )  pays to the Owner the difference, not to exceed the mount  of 
this Bond, between the amount specified in said bid and such larger amount for which the Owner may in good faith contract with another 
party io perform the work covered by said bid, then this obligation shall be null and void, otherwise io remain in full f m  and effect. The 
Surety hereby waives any notice of an agreement between the Owner and Contractor to extend the time in which the Owner may m c p t  the 
bid. Waiver of notice by the Surety shall not apply to any extension exceeding sixty (60) days in the aggregate beyond the lime for 
acceptance of bids specified in the bid documents, andthe Owner and Contractor shall obtain the Surety's consent for M extension beyond 
sixty (60) days. 

If this Bond is issued in conneaion with a subwntraetor's bid to a Contractor, the term Conkactor in this Bond shall be deemed to be 
Subcontractor and the term Owner shall be deemed to be Contractor. 
When this Bond has been furnished to comply with a statutory or other legal requirement in the location of the h j e q  MY provision in 
this Bond conflicting with snid statutory or legal requirement shall be deemed deleted h e r e h m  and provisions confming  to s.wb---~-~- . ~. 
statutory or other legal requirement shall be deemed incorporated herein. When H) furnished, the intent is that this Bond s h e @  \lonltnrp_J. 
BS a statutory bond and not as a common law bond. 

..,-. - - , .,- .~. __ . . .  
. -  ._ . . . 
.~ : <. . . .  - .  

--I :. 
~.<- ,: -. - 

-: 

. -  .- ~ .~ ~ 

- .  . .  
Sprint Communications Companv L.P. -: v. .4.- .. : : 

.~ ~ _ -  _ _  - _ -  . .  
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No. 7891 b 

POWER OF ATTORNEY 
BERKLEY REGIONAL INSURANCE COMPANY 

WILMMCITON, DELAWARE 

f l  NOTICE: The warning found elsewhere in this Power of Attorney affects the validity thereof Please review carefully. 

s 
2 

5 
3 

KNOW ALL MEN BY THESE PRESENTS, that BERKLEY REGIONAL INSURANCE COMPANY (the ‘Company”), a 
c o r p o m h  duly organized and existing under the laws of the State of Debware, having its principal office in Urbandale, Iowa, 
has made, constituted and appointed, and does by these presents make, constitute and appoint: Michael 1. Gmnacher, Keith A. 
Stiles or Paige M. Turner of Marsh USA+ Im., of Xansas CUy, MO its true and lawful Attorney-in-Facf to sign its name as 
surety only as delineated below and to execute, seal, acknowledge and deliver any and all bonds and undertakings, with the 
exception of Financial Guaranty Insurance, providing that no single obligation shall exceed Fifty Million and OO/lQO U.S. Dellars 

Y (U.SSSO~,OOO), to the same extent as if such bonds had been duly executed and acknowledged by the regularly elected offkcers 
e Company at its principal office in their ow11 proper persons. 

3 
.E This Power of Attorney shall be construed and enforced in accordance with, and governed by, the laws of the State of Delaware, 

?J & without giving e m  to the principles of conflicts of laws thereof. This  Power of  Attorney is granted pursuant to the following P rasolutions which were duly and validly adopted at a meeting of the Board of Directors of the Company held on August 2 I ,  2000: 

P 

.a 3 
“RESOLVED, that the proper officers of the Company are hereby authorized to execute powers of attorney authorizing and 
qualifying the attorney-in-fact named therein to execute bonds, undertakings, recognizances, or other suretyship obligations 
on behalf of the Company, and to sffix the corporate seal of the Company to powers of attorney executed pursuant hereto; 
and further 
RESOLVED, that such power of attorney limits the acts of those named therein to the bonds, undertakings, recognizances, 
or other suretyship obligations specifically named therein, and they have no authority to bind the Company except in the 
manner and tothe extent therein stated; and hither 
RESOLVED, that such power of attorney revokes all previous powers issued on behalf of the attorney-in-fact named; and 
further 
RESOLVED, that the signature of any authorized oflicer and the seal of the Company may be affixed by facsimile to any 
power of attorney or certification thcreof authorizing the execution and delivery of any bond, undertaking, recognizance, or 

rather suretyship obligation of the Company; and such signature and seal when so used shall have the same force and effect as 
that@ nrisrucrlly affixed. The Company may continue to use for the purposes herein stated the facsimile signature of any 
person or persons who shall have been such officer or officers of the Company, notwithstanding the fact that they may have 
ceased to be such at the time when such insbuments shall be issued.” 

\ 

signed and attested by its appropriate officers and its 

a -  g WASUVflyC: THIS&WER INVALID IF NOT PRINTED ON BLUE *BERULEY” SECURITY PAPER. 

a 
- 

STATE OF CONNECTICUT ) P 

) ss: 
COUNTY OF FAIRFIELD ) 

Sworn to before me, a Notary Public in the State of Connecticut, this &? day of 201 I ,  by Jeffrey M. Hafter and 
e lr0 S .  Ledman who are sworn to me to be the Senior Vice President, and the and Secretary, respectively, of 

CERTIFICATE 
.Assistant Secretary of BERKLEY REGIONAL INSURANCE COMPANY, DO HEREBY CERTIFY that rhe 

d complete copy of the original Power of Attorney; that said Power of Attorney has not been revoked 
authority of the Attorney-in-Fact set forth therein, who executed the bond or undertaking to which this 

ed, is in full force and effect as of this date. 
d and seal of the Company, this day of June, , 2011 . ... ~. - . (Seal) ,. . 

. . -  Steven C6ward 
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In 

The following are Sprint’s comments to the Solicitation terms and conditions (the headings correspond 
to those in the Solicitation). To the extent Sprint has clarified a Solicitation term or proposed 
additional terms not addressed in the Solicitation, such comments have been included only after 
careful consideration of the Solicitation requirements, Sprint’s corporate policies, and applicable law. 
Sprint has made a good faith effort to respond to all Solicitation terms and requirements to the best of 
its ability and knowledge. The absence of a response in relations to a particular provision indicates 
our acceptance of that provision as it appears in the Solicitation. Additionally, Sprint included its 
services agreement. The terms and conditions provided within the attached services agreement govern 
the products and services Sprint is providing under any proposed contract. If Sprint is awarded the 
contract, Sprint will negotiate in good faith to execute a definitive agreement for the equipment and 
services contemplated by the Solicitation that will incorporate elements of the Solicitation, Sprint’s 
Solicitation responses and services agreement, and any additional commercially reasonable terms and 
conditions negotiated by the parties. 

Section 21 Contract Document. 
Sprint has read, understands and will comply with the understanding that the parties will negotiate in 
good faith to execute a defmitive agreement for the equipment and services contemplated by the 
Solicitatioq that will incorporate elements of the Solicitation, Sprint’s Solicitation responses and 
services agreement, and any additional commercially reasonable terms and conditions negotiated by 
the parties. 

Section 22. Limited Liabilitv. 
Sprint has read, understands and will comply subject to the limitation of liability and indemnification 
provisions provided in the attached services agreement. 

Section 24. Cancellation/Avnilabilitv of Funds. 
Sprint provides the following clarification: Sprint respectfully takes exception to the Customer 
terminating this agreement for cause with a 24-hour notice. Sprint respectfully requests a 30-day cure 
period be provided to both parties in case of breach. Additionally, Sprint requests the termination 
provision provided within the attached services agreement apply to this provision. 
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Contract #: CNMS07052011-TRS 
Date: July 5, 201 1 

GOVERNMENT TRS MASTER SERVICES AGREEMENT 

THiS GOVERNMENT TRS MASTER SERVICES AGREEMENT is made between Sprint Communications Company, L.P. 
as contracting agent for the affiliated Sprint and Nextel entities providing the Products and Services ("w), and Florida 
Public Service Commission ('Customer"). 

1. GENERAL. 

f i  

1.1 Applicability. This Agreement contains general provisions that apply to all Products and Services that Customer 
purchases from Sprint. including, but not limited to, TRS Services. "Aareement" refers to this written contract 

incorporated by reference, and ail related Orders. 

ices is also governed by the 

Website. 

Order of Precedence. Customer's solicitation for propos 
the Agreement by this reference. If a conflict exists 

1.3 if any) are incorporated into 
documents that form the 

negotiated, added, or attached terms, condi 
negotiated terms, conditions and pricing, to the 

Notwithstanding the foregoing, Cus ss Recycling Program. 

the Initial Term or the then 
however, that neither party 
at either: (i) the parties are P 

make up the "Term." 

this Agreement by reference: 

rders describe the Products and Services being purchased, including quantity, 

have no force or effect other than to denote quantity, the Products or Services 
tions, requested delivery dates and any other information required by this 

cceptance. Only persons authorized by Customer will issue Orders under the Agreement. 
Sprint may accept an Order by (1) signing and returning a copy of the Order to Customer; (2) delivering any 
of the Products or Services ordered; (3) informing Customer of the commencement of performance; or 
(4) returning an acknowledgment of the Order to Customer. 

C. Cancellatlon or Rejection. Customer may cancel an Order at any time before Sprint ships the Order or 
begins petformance, but Customer must pay any actual costs incurred by Sprint due to Customer's 
cancellation. Sprint may reject or cancel an Order for any reason, including Customer's negative payment 
history with Sprint, failure to meet Sprint's ongoing credit approval. or limited availability of the Product or 
Service ordered. Sprint will notify Customer of rejected or canceled Orders. 

Page P - 3 
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4.2 

Contract #: CNMS07052011-TRS 
Date: July 5, 201 1 

Rates. 

A. Rates. During the Term, Customer will pay Sprint the rates and charges for Products or Services as set forth 

B. Fixed Rates and Percentage Discounts. The rates and discounts identified in the pricing Attachments will 
remain fixed for the Term (unless stated otherwise in the applicable Attachment). Rates and discounts not 
fixed in the pricing Attachments will be based on then-current price lists at the time of purchase. If pricing in 
this pricing Attachments are stated only as a percentage discount off of a list price, the percentage discount 
is fixed for the Term, but Sprint may modify the underlying rate or list price to which the percentage discount 
is aodied on no less than one dav's notice 

;- 

in this Agreement. J 

4.3 

4.4 

. .  
Rate Adjustments. Sprint may impose on Customer ad 
charges, fees or surcharges for the costs Sprint incurs in 

inistrative charges; and 
programs. These fees, 
ersal Service Charges 
Receipts surcharges. If 
Universal Service Fund 
has treated as exempt, 

C for such Services 
USF contributions. 

("USF) based on interstate revenues derived from servi 

recover increased access costs imposed on S 
configuration or routing protocol. 

Taxes. 

ult of Customer's spe 

transaction, or other local. stat 
use of Products or Services. A es. charges, and surcharges collected by 

8. Withholding Taxes. Notwithstan reement, if a jurisdiction in which 
Customer cond 

t may begin invoicing Customer in full for non-recurring and recurring 

installed and made available: or 
he Effective Date. 

install or make available the Product or Service by the delivery date specified in the 
er-caused delay, Sprint may bill Customer as of the delivery date specified in the 
ecified. any time 30 days or more after the Effective Date. 

r recurring Services, Sprint bills fixed Service charges in advance and usagebased 

Payment Terms. Sprint will invoice Customer, and Customer will pay Sprint, in United States dollars (USD). 
unless otherwise mutually agreed in writing by the parties. Payment terms are net 30 days from the date of 
invoice receipt. Invoices are deemed to have been received within 5 days of the invoice date. If Customer fails to 
make such payment within 15 days of receiving Sprint's written notice of nonpayment, Sprint reserves the right to 
charge a late fee (up to the maximum allowed by law) or take other action to compel payment of past due 
amounts, including suspension or termination of Service. unless prohibited by an applicable state law or 
regulation. Customer may not offset credits owed to Customer on one account against payments due on the 
same or another account without Sprint's written consent. Sprint's acceptance of late or partial payments is not a 
waiver of its right to collect the full amount due. Customer's payment obligations include late charges and third 
party collection costs incurred by Sprint, including but not limited to reasonable attorneys' fees, if Customer fails 
to cure its breach of these payment terms. If Customer elects to participate in the Preferred Pay Program, 
Customer will remit payment using cash. check, or electronic funds transfer. 

5.2 
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8.3 

Contract #: CNMS07052011-TRS 
Date: July 5, 201 1 

Disputed Charges. If Customer disputes a charge in good faith, Customer may withhold payment of that charge 
if Customer (A) makes timely payment of all undisputed charges; and (B) within 30 days of the due date, 
provides Sprint with a written explanation of Customefs reasons for disputing the charge. Customer must 
cooperate with Sprint to resolve promptly any disputed charge. If Sprint determines, in good faith, that the 
disputed charge is valid, Sprint will notify Customer and, within 5 business days of receiving notice, Customer 
must pay the charge or invoka the dispute resolution process in this Agreement. If Sprint determines. in good 
faith, that the disputed charge is invalid, Sprint will credit Customer for the invalid charge. 

5.3 

6. RESERVED. 

APPLICABLE SERVICE LEVEL AGREEMENT, PRODUCTS AND SERVICES 

MERCHANTABILITY. FITNESS FOR A PARTICULAR PURPOSE, AND 
MATERIAL, SERVICES, OR SOFTWARE. 

,PROVIDED “AS IS.” SPRINT 
h l M S  ALL WARRANTIES OF 

8. EQUIPMENT AND SOFTWARE. 

8.1 Equipment. Sprint does not manufacture Product 
for the acts or omissions of the original equipment 

but not limited to third 
Sprint of an impairme 
Products and Services 

S o h a r e  License. 

ement. is not responsible 

non-exclusive and non-trans 

parties or for time 
rees not to reverse 
ns in the licensing 
to Sprint-provided 

this Agreement). Upon termination or expiration of the 

KS. Neither party will use the name, service marks, trademarks, or 

10.1 Installatlon. Customer will reasonably cooperate with Sprint or Sprint’s agents to enable Sprint or its agents to 
install the Products and Services. Customer is responsible for damage to Sprint-owned Products and Services 
located on Customer premises, excluding reasonable wear and tear or damage caused by Sprint. 

10.2 Use of Products and Services. 

A. Acceptable Use PoIIcy. If Customer purchases Products or Services, Customer must conform to the 
acceptable use policy posted at http.//www spnnt com/legal/agreement.hhl. as reasonably amended from 
time to time by Sprint. 

B. Abuse and Fraud. Customer will not use Products or Services: (1) For fraudulent, unlawful or destructive 
purposes. Including, but not limited to, unauthorized or attempted unauthorized access to, or alteration. 
abuse, or dWtNCti0n of information: or (2) in any manner that causes interference with Spnnt‘s or another’s 

P 
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Contract # CNMS07052011-TRS 
Date: July 5,201 1 

use of the Sprint network. Customer will cooperate promptly with Sprint to prevent third parties from gaining 
unauthorized access to the Products and Services via Customer's facilities. 

C. Permits, Licenses and Consents. Customer will obtain all required permits, licenses, or consents that 
Customer is required to obtain to enable Sprint to provide (e.g., landlord permissions, tax exemption 
certificates, software licenses, or local construction licenses) the Products and Services. This provision does 
not include permits, licenses, or cnnsents related to SprinYs general qualification to conduct business. 

- 
J 

11. PRIVACY, CONFIDENTIAL INFORMATION AND DISCLOSURE. 

11.1 Nondisclosure. Neither p a w  may disclose the other party's Confidential Information to any third party except as 
expressly permitted in this Agreement. This ob 
terminates. Recipient may disclose Confidential 
to know, if they are not competitors of Disclos 
protective of Discloser's rights as this provision. I 
that is an Affiliate of Customer on the Effectiv 
Enrollment Form or (b) a nondisclosure agreemen 
will use confidential Information only for the purpose 0 
other Sprint services. 

Exceptlons. The restrictions on use and disclosu 
(A) is in the possession of Recipient at the time 

11.2 

11.3 Injunctlon. The parties acknowled sure or use of Confidential Information 
h of this Agreement, the Discloser may 

I Information. This provision does not 
or threatened to breaches of its 

nondisclosure oblig n adequate remedy at law. 

rotect the confidentiality of CPNI. 
ustomer's CPNI. including using 
accounts with a dedicated Sprint 
e-established point of contact for 

to time, is available at m . s D  rint.dleaal/orivacv. html. 
t's customer information practices and applies to the 

ent and the Confidential Information may be subject to disclosure in 
of Information, Open Records. or Sunshine laws and regulations 

e Sprint with prompt notice of any FOlA requests or intended 
icable FOlA for review, and an appropriate opportunity to seek 

12. LIMITATION 

direct damages for all other claims arising out of this Agreement, not to exceed in the aggregate, in any 12 month 
period, an amount equal to Customer's total net payments for the affected Services purchased in the six months 
prior to the event giving rise to the claim. Customer's payment obligations and SprinYs indemnification 
obligations under this Agreement are excluded from this provision. 

12.2 Consequential Damages. NEITHER PARTY WILL BE LIABLE FOR ANY CONSEQUENTIAL, INCIDENTAL, 
OR INDIRECT DAMAGES FOR ANY CAUSE OF ACTION, WHETHER IN CONTRACT OR TORT. 
CONSEQUENTIAL, INCIDENTAL, AND INDIRECT DAMAGES INCLUDE, BUT ARE NOT LIMITED TO, LOST 
PROFITS, LOST REVENUES, AND LOSS OF BUSINESS OPPORTUNITY, WHETHER OR NOT THE OTHER 
PARTY WAS AWARE OR SHOULD HAVE BEEN AWARE OF THE POSSIBILITY OF THESE DAMAGES. 

J 12.3 Unauthorized Access I Hacking. Sprint is not liable for unauthorized third party access to, or alteration, theft, or 
destruction of Customer's data, programs or other information through accident, wmngful means or any other 
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Contract #: CNMS0705201 I-TRS 
Date: July 5, 201 1 

cause while such information is stored on or transmitted across Sprint network transmission fac 
Customer premise equipment. 

Content. Sprint is not responsible or liable for the content of any information transmitted, accessed or received 
by Customer through Sprint's provision of the Products and Services, excluding content originating from Sprint, 

Sprint Disclalmers. Sprint is not responsible for any loss, liability, damage, or expanse, including attorney's 
fees, resulting from any third party claims alleged to arise in any way fmm : 

A. The content of any information transmitted by, accessed, or received through, Sprint's provision of the 
Products and Services to Customer, including. but not ' r libel, slander, invasion of 
privacy. infringement of copyright, and invasion or alter r data; (6) for infringement 

by Sprint; or (C) based on of patents arising from the use of equipment, hardware 
transmission and uploading of information that contains deStNCtiVe media or other 
unlawful content; 

E. Customerk breach of the licensing requirements in the So 

C. Customer's failure to comply with any provision of the U 

D. Sprint's failure to pay any tax based on Customer's 

12.4 

12.5 

der applicable law. 
13. INDEMNIFICATION. 

directors, officers, emp 
liabilities, or expenses, 
relating to personal inju 
whole or in part, from 
employees or authorize 

directors. officers. employees, 
States alleging that Services as 
isappropriated third party trade 
the infringement or violation is 

imize the potential for a claim, Sprint may. at its option and 

ustomer must (A) give Sprint prompt written notice of the 

e of the claim, with its own counsel and at its own expense, but Sprint 
laim's settlement or defense. 

visions of this "Indemnification" Section state the entire liability and obligations of 
s or licensors, and the exclusive remedy of Customer, with respect to any claims 

14. TERMINATION. 

14.1 Sprint Right 

A. Sprint may suspend or terminate Products or Services or this Agreement immediately if: (1) Customer fails 
to cure its default of payment terms of this Agreement; (2) Customer fails to cure any material breach of this 
Agreement within 30 days after receiving Sprint% written notice of such breach; (3) Customer provides false 
or deceptive information or engages in fraudulent or harassing activities when ordering, using or paying for 
Services; (4) Customer fails to comply with applicable law or regulation and Customer's noncompliance 
prevents Sprint's periormance under the Agreement; or (5) Customer fails to comply with the resell 
restrictions contained in Section 1.5 "Resale". 

E. If Sprint terminates this Agreement under this Sprint Right to Terminate or Termination section, Customer 
will be liable for any Products and Services provided up to the date of termination, whether or not invoiced 
by the termination date, as well as any applicable charges identified in the "Effects of Termination" Section. 
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Contract # CNMS07052011-TRS 
Date: July 5. 201 1 

14.2 Customer Right to Terminate. 
i ' A. Material Failure. Customer may terminate a Product or Service if Sprint materially fails to provide the 

to cure within 30 days from receipt of notice. Sprint fails to cure the material failure within the 30-day cure 
period, and Customer provides Sprint with written notice of Sprint's failure to cure and Customer's election to 
terminate the affected Product or Service. Sprint's material failure does not include a failure caused by 
Customer or a failure identified in the 'Force Majeure" section. 

6. Termination for Convenience. Customer may terminate this Agreement during the Term by providing 30 
venience. Customer must 
ive date of termination. 

e end of the then-current 
y appropriated amounts. 

Product or Service, Customer pmvides Sprint with written notice of the failure and a reasonable OppoltunitY J 

of any termination for 

15. FORCE MAJEURE. Neit 
Agreement due to acts or 

W 
16. DEFINITIONS. 

it owns, directly or indirectly, more than 50% of the total 
poses of this Agreement, Clearwire Corporation is not 

ptions of what the other party is saying. 
), the CA repeats or re-voices what the 
es the CAS voice into text, which is then 

information (A) about Discloser's business, (6) given to the Recipient 
ient's use in connection with this Agreement, and (C) that Recipient 
entia1 because of its legends and markings, the circumstances of its 
Confidential lnformatmn includes but is not limited to: trade secrets; 

16.4 "Disclose? m e party disclosing Confidential Information. 

16.5 

16.6 

'Domestic" means the 48 contiguous states of the United States and the District of Columbia, unless otherwise 
defined for a particular Product or Service in the applicable Product-specific Terms. 

'Eauioment Distribution Proaram" or 'x means a program enacted and operated by Customer that provides. 
subject to eligibility requirements, specialized telewmmunications equipment to residents of Customer's State 
who are deaf, hard of hearing, deafblind, speech impaired or have a physical disability and need adaptive 
equipment in order to use basic telephone services. 

"Effective Date" is the date the last party signs this Agreement. 

'Network" or "Networks^ means the wireless and wireline transmission facilities owned and operated by Sprint or 

16.7 

16.8 
on Sprint's behalf by third parties under management agreements with Sprint. J 
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Contract #: CNMS07052011-TRS 
Date: July 5, 201 1 

"Order̂  or 'Purchasa Orde? means a written or electronic order, or purchase order, submitted or confirmed by 
Customer and accepted by Sprint. which identifies specific Products and Services. and the quantity ordered. 
Verbal Ordem are deemed confirmed upon Customer's written acknowledgement. or use. of Produds or 
Services. 

"Order Term" means the term designated for an individual Order. 

'Prcductlsl* includes equipment, hardware, software, cabling or other materials sold or leased to Customer by or 
through Sprint as a separate item from, or bundled with, a Service. 

'Product-smcific Terms" means to separate descriptions, terms and conditions for certain non-regulated 
Products and Services. Product-specific Terms are incorporated in ement as the Effective Date. 
Product-specific Terms are not otherwise subject to change during the 

"Rates and Conditions Website" means the website found at http: 

16.9 

16.10 

16.11 

16.12 

16.13 mlratesandconditionsl. 

16.15 'SeMce(sY means wireline and wireless business TRS Services, basic or 
ed professional sewices 

ne transmission services that provide the 
communication by wire or radio with a 

an individual who does not have a 

applicable laws in performance of its obligations under 

Services to Customer as an independent contractor. 
relationship, association, joint venture, partnership, or 
he parties, their agents, employees or ARiliates. 

ercise any right under this Agreement does not constitute a waiver of the 
other right in the future. 

. Sprint reserves the right to make changes to its organization in its sole discretion. 

A. Jury Trial Waiver. The patties mutually, expressly. irrevocably and unconditionally waive trial by jury and 
any right to proceed as lead plaintiff, class representative, or other representative capacity for any class 
action proceedings arising out of or relating to this Agreement or an Order. This subsection survives the 
termination of this Agreement. 

6. Arbitntlon. If the parties mutually agree, any dispute arising out of or relating to the Agreement may be 
finally settled by arbitration, including claims relating to the negotiations and the inducement to enter into the 
Agreement. However, if the jury trial waiver is held to be unenforceable by a court , then arbitration is 
mandatory. Any arbitration must be held in accordance with the rules of the CPR Institute for Dispute 
Resolution and governed by the United States Arbitration Act. 9 U.S.C. § 1 et seq. All arbitration 
proceedings for disputes relating to Domestic Products or Services will be held in Kansas City, MO 
metropolitan area. If the dispute relates to Sprint's provision of Non-Domestic Products or Services, all 11 
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17.8 

17.11 

17.12 

17.13 

17.14 

Contract #: CNMS07052011-TRS 
Date: July 5, 201 1 

arbitration proceedings will be conducted in the English language pursuant to the Rules of Conciliation and 
Mitration of the International Chamber of Commerce. The place of arbitration for disputes related to Non- 
Domestic Products or Services in New York, NY, USA. No arbitration proceedings will not include class 
action arbitration. J 

Asslgnment. Neither party may assign any rights or obligations under this Agreement without prior written 
consent of the other party. except that Sprint may assign this Agreement to a parent company, controlled 
Affiliate, Afiliate under common control or an entity that has purchased all or substantially all of its assets upon 
written notice to Customer. 

Amendments / Alterations. This Agreement may only be amended iting signed by both parties' 
authorized representatives. Alterations to this Agreement are not valid unle pted in writing by both parties. 

17.9 

17.10 Notlce. Notices required under this Agreement must be submi 
listed in this Agreement or an Order and, in the case of a dispute, 

the p a w s  address for notice 

Ann: Legal Dept. - Public Sector 

URLs and Succe 
successor URLs d 

RLs) in this Agreement include any 

fidentiality, indemnification, warranties, 
sir sense and context are intended to 

rstanding between the parties and supersedes all prior 
oral or written, relating to its subject matter. 

SPRINT COMMUNICATIONS COMPANY, LP. 

as contracting agent on M a i f  of the applicable Sprint affiliated 
entities providing the Products and Services 

DRAFT VERSION 
Authomed Signature 

Name and Title: 

(please type OT Print) (please tyw or pnnt) 

Address: Address: 12502 Sunrise Valley Drive 

Reston, VA 20196 

4 
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ATTACHMENT A 
TRS SERVICES PRICING 

1. TRS SERVICES PRICING. 

[PLACEHOLDER- TO BE DETERMINED] 

2. CAPTEL SERWCES PRICING 

[PLACEHOLDER - TO BE DETERMINED] 

Contract #: CNMS07052011-TRS 
Date: July 5,201 1 
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Attachment Q: 2011 National Relay TTY Performance Index' 
Please refer to Confidential Attachment Q, which has been filed unuer seal. 
- 
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