Florida Public

RECEIVED PSC Service
noeczo ai:1s Commission
COMIMISSION
CLERK

Request for
Proposal to Provide
Telecommunications
Relay Service

Docket No. 110013-TP

Submitted by
Hamilton Telephone Company
d/b/a Hamilton Telecommunications

m il
Original
08062 DEC20=

FPSC-COMMISSION CLERK

L




~ HAMILE::N

TELECOMMUNICATIONS T | comn oo mo e sono o .
1001 Twelfth Street » Aurora, Nebraska 68818

voice 402.694,5101 » TTY 800.821.1834
toll free 800.821.1831 » fax 402.604.2848

December 19, 2011 e-mait: info@hamiltontel.com
? web site: www. hamiltontel.

. : - T
Kevin Bloom, Director -~
c¢/o Ms. Ann Cole, ??.,
Office of Commission Clerk &2
Florida Public Service Commission (-,’fj/';,__ Z
2540 Shumard Oak Boulevard g =
Tallahassee, FL 32399-0850 B =

T, L
e o

RE: Docket No. 110013-TP. Hamilton’s response to Florida Public Service Commission
RFP to Provide A Telecommunications Relay Service System in Florida

Dear Mr. Bloom,

Hamilton Telephone Company d/b/a Hamilton Telecommunications is pleased to submit this
proposal to provide Telecommunications Relay Service and Captioned Telephone Service to the
State of Florida. Hamilton will provide the relay users of Florida and the Florida Public
Service Commission (FPSC) with a relay service customized to meet the needs of all groups
involved with relay. Hamilton has completed a response to all requirements of the RFP and has
discussed in detail how requirements will be met.

Hamilton agrees to operate the relay system as stated in this proposal at the prices stated herein.

The undersigned acknowledges that this proposal is submitted in response to the Florida Public
Service Commission’s RFP for the telecommunications relay system.

Hamilton certifies that it has read, understands and will comply with all provisions of the Request

for Proposal. Hamilton has discussed in detail how it will provide the services required by this
RFP.

Hamilton will meet all State and FCC requirements and discusses in detail how all requirements
will be met throughout this proposal. Hamilton’s proposal includes labor, equipment, software,
and all other services described herein.

Hamilton will process Florida Relay calls from a combination of its Relay Centers located in
Nebraska, Georgia, Louisiana, Maryland, Massachusetts and Wisconsin. Hamilton processes
Speech to Speech and Spanish calls from its Wisconsin, Louisiana and Maryland centers.
Because of Hamilton’s size, all call centers follow the same call procedures so no matter where a
call is handled, Florida Relay users will receive the same high quality service. -
Hamilton will subcontract aspects of Captioned Telephone Service including the technology,
equipment, and needed captionists to Captioned Telephone, Inc. (CTI) of Madison, Wisconsin.

Telephone » Long Distance « Internet « Information Systems « Contact Center « Managed Hosting » Relay
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A description of this service and the work to be performed by can be found in Tab 2 Section
B.22 of this proposal.

Hamilton is the prime contractor and will be responsible for all contract performance matters.

The undersigned hereby certifies that he is an officer of Hamilton Telephone Company. The
undersigned to this letter is duly responsible, authorized and empowered to sign this proposal
and contractually obligate Hamilton as well as negotiate the contract on behalf of Hamilton, The
undersigned is authorized to bind Hamilton Telephone Company to the terms of the RFP and its
Offer, including services and prices contained in this proposal and attests that the information
provided is true, accurate and complete.

John Nelson, President of Relay Voice 402/694-3656
and Vice President of Operations  Voice 800/821-1831
Hamilton Telephone Company TTY/Voice 800/618-4781
1001 12th Street FAX 402/694-5037
Aurora, Nebraska 68818 E-mail john.nelson(@hamiltontel.com

In addition, Dixie Ziegler, Vice President of Relay, is authorized to make decisions, answer
questions, or provide clarification to the proposal and subsequent contract.

Dixie Ziegler Voice 402/694-3656
Vice President of Relay Voice 800/821-1831
Hamilton Telephone Company TTY/Voice 800/618-4781
1001 12th Street FAX 402/694-5037
Aurora, Nebraska 68818 E-mail dixie.ziegler(@hamiltonrelay.com

The undersigned certifies that he is the person at Hamilton who is responsible for the decision as
to the prices being offered herein and that he has not participated, and will not participate, in any
action contrary to the following:

a. That the prices in the proposal have been developed independently without c¢ollusion,
consultation, communication or agreement for the purpose restricting competition, as to any
matter relating to such prices with any vendor or with any competitor;

b. Unless otherwise required by law, Hamilton’s prices have not been knowingly and will not
knowingly be disclosed prior to award, directly or indirectly, to any vendor or to any
competitor; and

¢. No attempt has been made or will be made by Hamilton to induce any other person or firm to
submit or not to submit a proposal for the purpose of restricting competition.

The name of Hamilton Telecommunications and Hamilton Relay, Inc. is used in some of the
materials and enclosures with this bid. Hamilton Telecommunications is a registered trade name;
used by a group of companies which includes Hamilton Telephone Company and Hamilton
Relay, Inc.

Materials and enclosures, which are collectively intended as a response to the RFP, are as
follows:
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(1)  All required elements contained in the RFP

(2) Outreach Materials

(3) Company Information

(4) Executive Summary which contains an overview of Hamilton’s proposal

Hamilton requests that the FPSC keep several components of its proposal Proprietary and
Confidential and has filed a Claim of Confidentiality pursuant to Section 364.183(1), Florida
Statutes, and rule 25-22.006(5) to request confidentiality of certain proprietary information.

Hamilton derives economic value from the information contained on such pages because it is not
known to others, including Hamilton's competitors. Hamilton maintains the secrecy of the
confidential and proprietary information by retaining sole possession and control of such
information, and by not disclosing such information to others. Hamilton respectfully requests
that the FPSC designate the confidential and proprietary information in its proposal as
confidential trade secrets.

Hamilton seeks to protect the confidentiality of the information contained in the following
Sections of this Proposal:

Tab 6 — Pricing (filed in a sealed envelope under a separate claim of confidentiality)
Attachment H — Hamilton Financial Information

Attachment [ — Network Maps

Attachment J — Quality Information

Attachment K — CA Training

Attachment L — Policy and Procedures Manual

Attachment M — Disaster Recovery Plan

Hamilton has prominently displayed the terms "Confidential and Proprietary" at the bottom of
cach page containing such information so it will be readily identified.

This proposal includes a detailed cxplanation of Hamilton’s relay operations and a description of
the dedication Hamilton has to offering quality personalized relay services. Hamilton believes
that once you have completed your review of this propesal, you will come to the conclusion
that Hamilton is the best relay provider for Florida and is unmatched in its ability to
deliver personalized service to every relay call — meeting the individual needs of Florida
Relay users.

As the Florida Relay provider, Hamilton will share consumer complaints with the Administrator
and the FPSC and will work with the Administrator to determine the best solution to make the
service better for all Florida Relay users. The Administrator, FPSC and all Florida Deaf or Hard
of Hearing organizations as well as the relay user community are welcome in any Hamilton
Center to assist with training and to provide essential feedback. Hamilton believes that by
combining the perspectives of the relay provider with groups such as these, Florida Relay will be
one of the best in the nation.
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Hamilton demonstrates high quality service through its answer performance and its ability to
deliver high quality call processing on each relay call. Hamilton will meet answer performance
standards for Florida Relay.

Hamilton is unmatched by its competition when it comes to answer performance and blockage.
Our size allows us to be responsive to all standards and unique requirements of the individual
State programs.

Hamilton will deliver high quality relay services and a high level of responsiveness. The FPSC,
Administrator, Advisory Committee and Florida Relay users will have control of their service,
the features, and procedures that are implemented and the overall quality of the relay. With
Hamilton, the FPSC and Florida users always have choices. This makes Hamilton the right
choice.

Hamilton’s philosophy of quality, personalized relay services has been tested in several states.
Even though Hamilton was not the lowest bidder in several RFP processes, Hamilton was still
awarded the contract., In addition, Hamilton has received consecutive bid awards from multiple
states. Hamilton has been selected as the relay provider 89 out of 95 times considering renewals
and RFP successes.

Hamilton has proven to be the most cost efficient relay provider, without always submitting the
lowest bid, by lowering the number of minutes it has billed in each State it has taken over from
another provider. Hamilton has done this by using accurate measuring tools and by only billing
the State for billable time as defined in Hamilton’s Price Proposal.

Hamilton’s past record of performance; dedication to providing state-of-the-art features and
services; and willingness to “go the extra mile” for relay and CapTel users in nineteen States and
U.S. territories has allowed Hamilton to satisfy many relay customers. Hamilton will do this for
Florida Relay users.

Hamilton welcomes the opportunity to discuss its proposal in person, if so desired, with the
Florida Public Service Commission. Hamilton respectfully submits its proposal to operate the
Florida Telecommunications Relay Service and Captioned Telephone Service.

Sigcerely yours,

) o CLfr ’

——————

John Nelson
President of Hamilton Relay and Vice President of
Hamilton Telephone Company
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Hamilton Relay appreciates the opportunity to share why Hamilton is second to none when it
comes to providing highly efficient and personalized relay services that are customized to the
needs of the individual user. While Hamilton Relay may not be the largest relay provider, when
it comes to the quality of service to the relay users, the larger providers just can’t keep up.
Throughout our proposal we provide proof of our:

HAMILTON - THE RIGHT CHOICE

e Focus — Hamilton is in the unique position of being the only major relay provider whose
main focus is relay. Since relay makes up over 50% of our business, our entire company
is focused on its success.

¢ Responsiveness — Hamilton is a privately held company with a very flat organizational
structure, giving us with the ability to provide customized relay solutions, not a one-size
fits all service. Additionally Hamilton does not “contract out” our relay services to
various call centers, which eliminates the need to go through third parties to enact
changes. This makes us very responsive to the distinctive needs of the relay user and
state guidelines.

o [Efficiency — Hamilton takes great pride in the efficiency and accuracy of our call
processing system, our reporting and our CAs. With our 3" generation workstations,
(new in 2012) now more than ever Hamilton is able to personalize the relay experience to
make it the most efficient relay available. We’ve streamlined our workstations to include
less hardware, larger monitors and enhanced features as well as more on-screen prompts
and a more automated process. All of which provides faster, more accurate call
processing with less set-up and wrap times as well as more choices for our relay users.

¢ Personal Approach — Hamilton’s personal approach to providing customized relay
solutions is a top priority of our entire company. Hamilton has long believed in
providing “Relay Your Way™ which is why we are continually adding new features and
enhancements to our system and developing new products for our customers. We believe
that relay customers are unique and require personal solutions. That’s why we’ve made
customer service and community education a top priority.

History and Experience

Since 1991, Hamilton has focused on providing relay services that are customized to the personal
needs of our customers. We are one of the oldest and most reliable relay providers in the
industry with a geographically disbursed network of centers. Hamilton has relay centers in
Nebraska, Louisiana, Wisconsin, Georgia, Maryland and Massachusetts and was the first relay
provider to process CapTel calls out of their own centers. Because these are all Hamilton run
centers, staffed with Hamilton employees and supervised by Hamilton managers, all call centers
follow the same call procedures. This means no matter where a call is handled Florida Relay
users will receive the same high quality, professional service.

Hamilton Relay 10 Executive Summary
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As part of our focus on providing customized relay services, we’ve added many enhancements to
our relay division and to the products and services we offer in the past few years, including:

e 2003 — Internet Relay

2004 — Captioned Telephone (CapTel)
2008 — Hamilton Web Relay

2008 — Hamilton Instant Relay

2008 — Hamilton Hometown Number
2008 — Web CapTel

2009 — Hamilton Mobile CapTel

2011 — Began processing CapTel calls from our Nebraska center
2012 — Hamilton 3™ generation workstation
2012 — Begin processing CapTel calls from our Louisiana center

A pioneer in the telecommunications industry, Hamilton Telecommunications was founded in
1901 as a local telephone cooperative serving Hamilton County, Nebraska. Hamilton became an
early adopter of innovative switchboard technology as one of the first companies in the U.S. to
install a digital switch and was again at the forefront of change when it replaced cable lines with
buried fiber optic lines. Hamilton was also one of the first providers of Telecommunications
Relay Service (TRS) which has since expanded to include Captioned Telephone (CapTel®)
Service. Hamilton currently provides TRS and/or CapTel services in 19 U.S. states and

territories.

Hamilton Relay
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Today, Hamilton Telecommunications encompasses seven divisions that operate on a local,
regional, national, and international basis. Hamilton’s diverse, yet closely integrated company
divisions include:

Hamilton Relay

Hamilton Telephone Company — a Nebraska based ILEC
Hamilton Long Distance

Hamilton.net — a regional Internet Service Provider

Hamilton Information Systems — providing technology and communications planning,

support and implementation solutions

e Hamilton Managed Hosting & Colocation — providing dedicated server and application
hosting, collocation services, online data back-up and storage area network (SAN).

e Mid-State Community TV — a regional cable company

The combination of Hamilton’s focus on relay, our experience in our other telecommunication
lines, plus an extremely qualified technical staff to support our telecommunications operations
puts Hamilton in an ideal position to provide efficient and personalized relay services to Florida
Relay users.

Experience and Growth

Since we began providing TRS in 1991, we have grown our Relay Division considerably and
have experience in providing TRS in states with substantial TRS call volumes. We are currently
providing FCC certified telecommunications relay services and CapTel services to users in 19
States and U. S. territories. We also provide Internet Relay (including Wireless Internet Relay),
Web CapTel and Mobile CapTel nationally. Hamilton was the first TRS provider to trial
CapTel Service.

The quality and success of our service allowed us to win consecutive contract awards from the
Idaho PUC (fifth consecutive award of contract), the Louisiana Relay Administration Board
(third consecutive award of contract), the Rhode Island PUC (third consecutive award of
contract), the Georgia PSC (second consecutive award of contract), the Iowa Utilities Board
(second consecutive award of contract) and the Rhode Island PUC (third consecutive award of
contract) to continue to provide relay service for each of their states.

In the past six years, we have been awarded sixteen new state contracts for the provision of TRS
and/or CapTel resulting from RFP processes.
1. Hamilton began providing TRS to [owa on January 2, 2005.

Hamilton began providing TRS to the Virgin Islands on August 25, 2005.
Hamilton began providing TRS and CapTel to Montana on February 26, 2006.
Hamilton began providing TRS to Georgia on April 1, 2006.

Lo

Hamilton began providing CapTel services for lowa on January 1, 2007.

Hamiiton Relay 12 Executive Summary
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Hamilton began providing TRS and CapTel to Arizona on February 1, 2007.
Hamilton began providing TRS and CapTel to Kansas on May 1, 2007.
Hamilton began providing TRS and CapTel to Maryland on June 1, 2007.

fo EE = en

Hamilton began providing CapTel service to Pennsylvania on August 6, 2007.

10. Hamilton began providing TRS to Massachusetts from an in-state facility on July 1,
2008.

11. Hamilton began providing TRS and CapTel to New Mexico on July 1, 2009.

12. Hamilton began providing TRS and CapTel to Utah on January 28, 2010.

13. Hamilton was selected as one of two new Telecommunications Relay Service providers
for the State of California and the sole CapTel provider for the State of California.
Hamilton began providing service on June 2, 2010.

14. Hamilton began providing CapTel service to Massachusetts on August 1, 2010.

15. Hamilton began providing CapTel service to Tennessee on September 1, 2010.

16. Hamilton began providing CapTel services to Virginia on April 1, 2011.

Hamilton is more than qualified to manage Florida Relay for the FPSC. Florida Relay users will
receive personal attention from Hamilton and complete responsiveness, something our
competitors cannot deliver. Because of our size, we can individualize programs to meet the
needs of relay users. Hamilton has all the resources needed to be successful in Florida. We have
the people, outstanding financial resources and a strong desire to deliver the best possible service
to TRS and CapTel users in Florida.

Hamilton has a well-established record of success so we can confidently state that we will meet
and exceed the FPSC, the Administrator and Florida Relay users’ expectations for relay service.

Attachment B further demonstrates Hamilton’s experience in the provisioning of TRS and
CapTel.
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THE MEASURE OF QUALITY RELAY SERVICE

Independent, third-party audits confirm that Hamilton is a top provider, exceeding industry
standards in key areas such as:

Calls at 60 plus words per minute (WPM)

Typed accuracy

Calls with accuracy over 85%

Calls scored at over 60 WPM and over 85% accuracy
Calls scored at over 60 WPM and 95% accuracy
Critical errors

Spoken accuracy

Customer Care

Overall passed calls

CA Training

A key component of Hamilton’s quality relay service is our staff of highly trained
Communications Assistants. In order to have the best and most prepared CAs in the industry,
Hamilton CAs receive some of the most intensive training in the industry, ensuring that each and
every call is processed in an accurate, efficient and professional manner.

Hamilton follows an established day by day schedule and uses its Training and Procedures
Manuals for its initial three week training period (120 hours). Our initial training begins with
"Introduction to Deaf Culture" within the first few days of their training. Our basic outline of
CA training encompasses topics such as:

Basic Call Processing

Linguistics Training

Understanding and Translating Limited English or Spanish

Verbatim Versus Transliteration

Miscellaneous Calls

Billing

Ergonomics

CA Code of Ethics and Confidentiality

Additional CA Training on:

o how to track technical problems

how to fill out technical forms,

learning to determine when they must call for Supervisor assistance
tips on how the computer and all other relay equipment works

how to handle specific technical problems that may arise as well as the proper
response

Voice Carry Over

Hearing Carry Over

0000
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e Two-Line VCO/Two-Line HCO
e Emergency Call Handling
e Culture Training

V

Before taking any calls and at regular intervals thereafter, all CAs are required to pass basic

skills tests on such subjects as:
e Proficiency

e Basic Skills in Reading, Speaking, and Writing English

e Ability to TYPE at 60 wpm

Hamilton also utilizes a four stage monitoring program of all our CAs. Each CA is regularly

evaluated through:
e Side-by-side monitoring
Remote monitoring

[ J
e Independent, 3" party monitoring (as described below)
L ]

State monitoring

Because our entire company is focused on relay, all of Hamilton’s relay staff, including
management, receives 20 hours of initial training devoted solely to disability issues plus an
additional 12 hours of specialized/cultural training annually. With Hamilton, Florida Relay
users will always have well trained and highly qualified CAs processing calls in a professional

and courteous manor.

Hamilton has several people on staff that are very involved in the Deaf Community and have
vast experience in Deaf culture. These people will train, support and provide experience for all
Hamilton Relay Staff. Hamilton ensures that the Florida Account Manager and all the staff
assigned to the Florida Relay Service will understand the cultural differences between the Deaf
community and the hearing community, as well as the common language usage of grassroots

Deaf populations.

e Jenny Buechner, Hamilton’s Internet Based Product Manager, has many years of experience
in researching and studying Deaf culture. Jenny develops and implements curriculum for

Hamilton’s culture training program.

¢ John Fechter, National Outreach Manager is responsible for directing outreach personnel
and activities. John works with Jenny in the development of Hamilton’s culture training
program. John resides near Minneapolis, MN with his wife and two children who are deaf.

e Henry Brinkmann, Qutreach Coordinator for the Louisiana Telecommunications Relay
Service, designs, coordinates and conducts programs to show users how to access and use the
relay service. Henry has over a decade of culture training experience.

Hamilton Relay
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e Lisa Furr, Arizona Relay Outreach Coordinator is a Deaf professional and active member of
the Deaf and hard of hearing communities. Lisa contributes greatly to Hamilton’s Deaf
culture training.

e Karin Sack, Georgia Relay OQutreach Coordinator is experienced as an ASL instructor and
has a specialist in deaf culture training, which are valuable assets to Hamilton Relay.

Hamilton’s professionals in this area look forward to serving Florida Relay users.

Typing Speed and Accuracy

CA typing speed and accuracy is key to providing functionally equivalent calls, and Hamilton
CAs are among the best in the industry. Hamilton Communication Assistants actually type 60
words per minute, as measured by any and all methods. Hamilton leads the industry in
percentage of CAs that type faster than 60 wpm with an accuracy rate of over 85%, and in
spoken accuracy. Hamilton has no need to use software that can somehow ‘transmit’ at 60 wpm
in order to compensate for CA deficiencies, as our CAs are, and always will be, well trained and
highly skilled.

Third Party Testing

To ensure that calls are processed quickly and efficiently, Hamilton continually conducts both
blind and standardized tests of every CA. Blind testing is performed at each of Hamilton’s Relay
Centers by The Paisley Group Ltd. (PGL) (a well respected auditing firm who is experienced in
evaluating relay performance) by Hamilton, and in many cases by the states we serve.

As demonstrated by independent, third party testing, Hamilton CAs are the most accurate in the
industry in both typed and spoken accuracy testing. Statistically, (within the testing company’s
margin of error') Hamilton’s CAs rank as the best in the industry. Additionally, Hamilton CAs
perform at this high level while processing every call in a courteous and professional manner.

As mentioned above, Hamilton utilizes The Paisley Group Ltd. to provide third-party,
independent evaluations. PGL compiles an annual National Relay Competitive Index which
provides Relay Service companies with insight to track their performance against other
providers. As you review competitors’ proposals on typing speed and accuracy as it relates to
the 2011 Paisley Index, please consider the following.

According to the Spring 2011 Paisley Index:

e 93% of Hamilton's overall calls were scored at over 60 WPM AND over 85% accuracy.
The highest percentage in the 2011 Index.

! “[Percentages] within the Margin of Error (MOE}) of the top providers means that statistically there is no difference,” — PGL
Emphasis added)
\_ (Emp
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e Hamilton's percentage of calls with accuracy over 85% was statistically among the
highest at 98.0% with a Margin of Error (MOE) of 2.3%.

e 90.7% of calls were at 60 plus WPM. With a 4.7% MOE this was within the MOE as one
of the TOP providers in this area and significantly above the segment average of 81.3%.

e At 96.2% Hamilton's Typed accuracy was well within the MOE for the top providers in
this area meaning that statistically there was no difference in typed accuracy.

Statistica

Iy Hamilton ranked ” tp provider in the following area: .:

+ Typing Speed — Percentage of Calls over 60 WPM accuracy
e Passed Calls e Accuracy e Critical Errors

The National Relay Competitive Index also confirms much of what Hamilton Relay users
already know, such as:

o In overall passed calls, Hamilton scored 69.3%; statistically making Hamilton a top
provider.

e At 99.9% Hamilton had the best percentage of spoken accuracy.

o 74% of the test calls placed to Hamilton scored over 60 WPM and 95% accuracy;
statistically making Hamilton a top provider.

e Hamilton had only 2% critical errors; statistically making Hamilton a top provider.

“_..when looking at this data in concert with the MOE (Margin
of Error), Hamilton is a top performing Relay provider.”
Jeff Rudolph, President and CEOQ of The Paisley Group Ltd.

CapTel Quality Assurance Program

In addition to our internal testing, Hamilton also utilizes the services of PGIL. to perform quality
assurance testing on our CapTel services. This formalized testing program ensures the users of
Florida CapTel will receive the highest quality service in terms of:

e Raw Accuracy

e Corrected Accuracy

e Average Transcription Rate

e Average Delay
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Hamilton is committed to providing fast AND accurate relayed communications, which results in
the most functionally equivalent calls in the industry, an equivalence that large providers just
can’t keep up with.

Call Processing Statistics

Hamilton knows that the underlying goal of the relay is to provide users access to the telephone
network that is functionally equivalent to persons without communications impairments.
Hamilton continually demonstrates high quality service through our answer performance, our
ability to deliver fast and accurate call processing. We regularly produce the highest percent of
calls answered in 10 seconds and the lowest average answer seconds, in the relay industry.

Several of Hamilton’s states require answer performance above the FCC’s 85 percent of all calls
answered within 10 seconds requirement. In fact, several of Hamilton’s states require that 90
percent of all calls be answered within 10 seconds on a daily basis.

Based upon data from a recent bid in Florida, Hamilten has consistently outperformed our
competitors in answer performance for the past 3 years. Hamilton has answered over 90% of
its calls in less than 10 seconds every month for the last 3 years, and we’ve averaged over 95%
of our calls in less than 10 seconds during that time. As part of Hamilton’s standard reporting
package, we also track and report our average speed of answer on both a daily and monthly

basis.

Hamilton does and will continue to monitor and manage its call centers in order to produce the
best traffic standards in the industry. With this high standard, Hamilton will easily meet answer
performance standards for the State of Florida.

Below are Hamilton’s call processing stats for the past 36 months. Hamilton consistently
answers faster than its competitors.
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While each provider submits the required state specific complaint reporting to the FCC each
year, no other provider supplies as detailed reporting as Hamilton. Unlike some of our
competitors, Hamilton’s complaint logs also includes Miscellaneous External Complaints and
Fraudulent/Harassment Calls; issues that are outside of Hamilton’s control. While this policy
increases the number of reported complaints, (which our competitors choose to point to as a
negative) we choose to provide this detailed information to our states and to the FCC to give a
complete understanding of the issues relay users encounter. It is imperative that you compare the
contents of the complaints (not just the quantity) to get a clear picture of Hamilton’s superior

quality.

Complaint Logs

For example, Hamilton provides the following information from the publicly available FCC
website, http://transition.fcc.gov/cgb/dro/trs_nebraska.html. These comments, from the 2010,
Nebraska Complaint Report (before and after a transition to Sprint), show a clear difference in
the types of complaints you can expect to receive from these two different providers.

Complaint logs from Hamilton include the following:
e The technical department discovered that AT&T had a provisioning issue with the
Nebraska Relay voice line for the transition from Hamilton to Sprint. Issue was repaired
by AT&T.

e Customer has been receiving fraudulent phone calls through the relay and inquired what
could be done.

o Customer stated that they were unable to reach the relay when dialing the toll free
number for voice users, to place a call through the relay...... The technical department
discovered that Sprint had placed a disconnect recording on the number for the
transition from Hamilton to Sprint. Issue was repaired.

Complaint logs from Sprint include the following:
e "I've been using Relay for 15 years and the service is just going downhill. I had to repeat
something to the Operator and she yelled at me like I was 5. She was rude and her tone
of voice was not nice."

e “ANETTY sent a complaint that a Relay Operator was rude.”
o “The Relay Operator was reportedly inattentive and made typing errors.”
e “ . Relay is slow to process long distance calls.”

No other relay provider supplies such detailed and extensive complaint reporting as Hamilton. It
is also clear from the content of these reports that no other relay provider can supply the quality
of service as can Hamilton.
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Hamilton provides relay services that are customized to meet the individual needs of the users.
Hamilton does not dictate policy or features, we let the regulatory bodies or agencies responsible
for relay tell us how they want their calls handled and what features they need and then we
deliver. We provide personal, customized service on each call as dictated by each customer. We
give up so much control because we believe the most important thing in providing great relay
service is the customer; the contracting agencies and relay users. Because relay makes up more
than half of Hamilton’s total business, our entire employee base understands relay and works to
make it better each and every day. In choosing Hamilton, you can be assured that we will be
responsive to the needs of our customers, providing you with high answer performance and
quality on every call.

THE HAMILTON DIFFERENCE

Because Relay makes up fifty percent of our business, all Hamilton corporate personnel know
and understand relay and all our business lines are dedicated to the success of our relay division.
They are focused on providing the best possible quality of service on each and every contact.
Our Communications Assistants (CAs) have the desire, knowledge and ability to help everyone
with any type of relay call. Furthermore Hamilton provides:

e Diversification in the depth and breadth of relay services

e Value based and ethical service

e The ability to quickly change policies or procedures to match a specific customer’s needs
e The ability to customize our technology to match the consumer’s relay needs

e [Leadership that truly understands the needs of the communities using relay

e A customer driven focus — we continually listen to our customers and develop technology
and services to provide them with more choices

¢ Individual care for our customers in the relay community

Hamilton Relay provides a service that goes beyond filling a need; it truly enhances the lives of
our customers. We continue to develop highly advanced features and services that allow our
customers to become truly independent and empowered. We offer our customers a variety of
services as well as the ability to choose how they want their calls handled. These services
include a customer database with customer preferences for all answer modes, call restrictions,
customized calling — interpretation, billing preferences and more. We offer multiple
combinations of HCO, VCO, TTY and Speech to Speech, including two line HCO, two line
VCO, Captioned Telephone (CapTel) and Remote Conference Captioning. A complete list and
explanation of all features Hamilton offers can be found in Attachment C,

Our proposal describes how we will deliver the most efficient, high quality relay service that is
in compliance with all contract specifications and state and federal regulations.
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We can ensure the Florida Public Service Commission will maintain its relay certification.
Hamilton has a record of meeting or exceeding all FCC related standards and readily responding
to all FCC regulations, including ¢xceeding the standards established by the FCC for maintaining
certification.

Throughout this proposal, we describe how we will deliver efficient relay service that is
compliant with all contract specifications as well as state and federal regulations. We explain
our technical abilities to provide relay services and the training programs our CA receive that
allow Hamilton to receive accolades from our customers.

“| am writing in support of Hamilton Relay as the service provider for the Florida Relay Service.
This is a vital service that provides telecommunications access for deaf and hard of hearing
Floridians and Hamilton Relay has proven to be more than capable of providing these services
for many years now. Florida Relay Services not only benefit deaf and hard of hearing
Floridians, but the hearing Floriclians that have the need to communicate with them. Hamilton
Relay understands this concept and provides excellent customer service for both parties.

Employing Hamilton Relay as the Florida Relay Service provider will insure that Floridians have
a quality relay service.”

Paula Shephard, Florida Consumer

“The Hamilton team has great expertise and knowledge, led by Dixie Ziegler. Dixie is involved
at every level of the service. She is on key committees nationaily and looked to as the expert.
She brings that knowledge to her staff. We have found Hamilton provides excellent service.
They are responsive and any issues are handled in a timely manner, often through
collaboration. | have found Hamilton's customer service to treat our consumers with respect
and friendliness. MTAP has recantly extended our contract with Hamilton because we are so
pleased with their service.”

Connie Phelps, Director, Montana Telecommunications Access Program.

“Deaf and hard of hearing people of Florida need Telecommunications Relay Services. . ... It
is my hope that these services will be provided through Hamilton Relay.”

Jodi Grahn, Florida Consumer

A comprehensive list of our customers’ comments along with an extensive list of letters of
recommendation can be viewed in Attachment B.
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LOCATION OF RELAY FLORIDA

Hamilton will process Florida Relay calls from a combination of its Relay Centers located in
Nebraska, Georgia, Louisiana, Maryland, Massachusetts and Wisconsin. Hamilton processes
Speech to Speech and Spanish calls from its Wisconsin, Louisiana and Maryland centers.
Because of Hamilton’s size, all call centers follow the same call procedures so no matter where a
call is handled, Florida Relay users will receive the same high quality service.

Locations of Hamilton Relay Facilities

Massachusetts Relay Center
703 Housatonic Street, Suite 148

Pittsfield, MA 01201-6634

Louisiana Relay Center
9107 Bluebonnet Centre Blvd.
Baton Rouge, LA 70809

Georgia Relay Center
2231-T Dawson Road
Albany, Georgia 31707

Nebraska Relay Center
1006 12th Street

Aurora, NE 68818

Wisconsin Relay Center
8383 Greenway Blvd., Suite 90
Middleton, WI 53562

Maryland Relay Center
1 Science Park
Frostburg Business Park
Frostburg, MD 21532
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Hamilton has the needed human resources to effectively operate Florida Relay. We have the
technicians, operations staff, human resources people, accounting, billing and reporting staff,
project management and overall leaders that have successfully started and continue to operate
numerous relay centers. Hamilton will supply Florida Relay with highly professional English
and Spanish Communication Assistants, trainers, human resources personnel, technical personnel
and support staff. Qur outstanding human resources and related experience will bring customer
delight to Florida Relay users.

HUMAN RESOURCES

Hamilton has several labor and technical intensive business lines in operation in addition to its
relay services division. With this expertise in place, we have access to numerous personnel who
are skilled in human resource and technical development. Hamilton ensures that Florida Relay
will operate continually, 24 hours a day, seven days a week, 365 days a year. This includes
making certain that enough Spanish and English Communication Assistants are available at all
times and that routing, switching and other technical capabilities are in place to guarantee
continuous service.

Hamilton’s Commitment to Diversity/Disability Representation

Hamilton is in full compliance with all state and federal employment laws including Title 1 of
the ADA and provides employment opportunities to qualified individuals who are able to
perform the essential functions of the position with or without reasonable accommodation.

Following is a detailed description of Hamilton’s Disability Representation, which shows
Hamilton’s commitment to hiring people with disabilities for management positions and shows
Hamilton’s disability representation on Hamilton’s board of directors.

Hamilton places great emphasis on recruiting and hiring individuals with relay service
experience and with experience working within the deaf, hard-of-hearing and/or speech-disabled
communities, including persons with disabilities.

Hamilton will actively recruit individuals with communication disabilities for all types of
positions, including management. Any and all postings, newspaper advertisements and other
solicitations for applications for employment openings will display an affirmative statement of
these hiring practices and our plan to affirmatively take action to hire disabled persons. The
hiring procedures utilized by Hamilton will assure objectivity and sensitivity to persons with
communication disabilities.

As stated above, Hamilton will recruit and hire individuals with disabilities, including
individuals who are deaf, deaf-blind, hard of hearing or have difficulty speaking. Hamilton will
accomplish this by working with various organizations that communicate on a regular basis with
the qualified applicants.
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Hamilton believes that it is essential for a relay service to recruit and hire persons who are deaf;,
hard of hearing or who have difficulty speaking. It is our intention to use all of our available
resources to do just that. Hamilton's policy is to hire without regard to disability and we have
done so in all of our corporate divisions.

Please refer to Attachment A for all of Hamilton’s relay related job titles and job descriptions.
Each job description contains a list of the requirements for that particular position. Aslongasa
candidate can perform the essential functions of the job, Hamilton will consider each applicant
equally as described in our Affirmative Action Policy Statement.

As a Company, Hamilton is committed to "equal treatment and equal opportunities of all
applicants and current employees." Hamilton is committed to hiring persons with disabilities
and will do so as positions become available and qualified applicants apply.

Hamilton has employed individuals who are deaf or hard of hearing in the following positions in
the past and present, and intends to continue to recruit and hire such individuals in the future for
a variety of positions.

* Board of Directors & Vice President of Hamilton Telephone Company
and President of Relay
Planning and coordinating, day to day management

e National Outreach Manager
Oversees outreach and customer service programs and all extended functions for each of
Hamilton’s state relay programs.

e Contract Manager
Manages the contract between Hamilton Telecommunications and State regulatory
bodies. Oversees the actions of all parties involved to ensure contract compliance.
Responsible for determining that each party successfully completes all assigned duties
and responsibilitics. Also assist with Hamilton’s marketing efforts for relay services.

e Relay Center Manager
Directs all relay operations and all related operations activities within the Relay Center
with primary emphasis on quality and efficiency. Oversees the development of
Supervisors, Communication Assistants and other staff to ensure success of the company.
Has primary responsibility for insuring that relay services, features, and quality standards
meet the expectations of relay users.

e Assistant Relay Center Manager
Assists in the management of Supervisors and Communication Assistants within the
Relay Center with an emphasis on quality and efficient operations. Aids in the skill and
career development of Supervisors and Communication Assistants to ensure the needs
and desires of the speech and hearing impaired communities are met. Has responsibility
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for insuring that the Communication Assistants are skilled to meet the expectations of
relay users.

¢ Program Manager
Manages the outreach activities to insure that required activities are carried out according
to specified objectives. Responsible for all communication within the relay using
community.

e CapTel Product Manager
Manages Hamilton Relay’s strategy for CapTel service. Performs product management
responsibilities related to CapTel to the end goal of increasing the number of CapTel
minutes delivered through Hamiiton Relay nationwide.

e Internet Based Relay Services Product Manager
Manages Hamilton Relay’s Internet-based product/service portfolio with the end goal of
increasing the number of relay minutes for all Hamilton Relay Internet-based services
through the development of new features, enhancements and services which meet the
demand of the relay community.,

e OQOutreach Coordinator
Responsible for providing and gathering information which will help improve the quality
of the relay service and the number of customers served by the Relay Service.

e Customer Service Manager
Responsible for the activities of the Customer Service Department. The CSM is the
principal point of contact for customers and represents customers on the administrative
level. Helps to ensure quality services for customers.

e Customer Service Representative
Responsible for providing high quality customer service to all types of relay users via the
telephone, TTY, e-mail, and relay. Duties include entering customer service information
into the relay customer service database, coordinating technical support, and ensuring all
inquiries are addressed. Also performs and coordinates state and regional outreach
activities.

Hamilton’s policy, which we actively follow, is to hire qualified people without regard to
disability. We consider disability awareness a very important aspect of our culture and training
programs and we have a great deal of experience with staff who are disabled. Hamilton has a
great deal of disability representation within our company. Please see below for a detailed
description of Hamilton’s Disability Representation.

We have extensive experience in serving people with disabilities through our 20 years as a relay
provider. Our people have attended countless relay outreach events, responded to thousands of
requests from relay users and made hundreds of visits to homes and businesses to discuss relay
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and to make the telephone network accessible to all. Hamilton’s professionals in this area look
forward to serving Florida Relay users.

Disability Representation

Following is a detailed description of Hamilton’s Disability Representation, which shows
Hamilton’s commitment to hiring people with disabilities for management positions and shows
Hamilton’s disability representation on Hamilton’s board of directors.

John Fechter, National Outreach Manager, brings a variety of experience and skills to his
position with Hamilton. As a volunteer for more than 10 years, John served as President of the
Metro Deaf School Board. He also served as board member for two non-profit organizations,
budget chairperson for national deaf sports organization and has served 5 years as classroom
consultant for Junior Achievement. Prior to joining Hamilton Relay in September, 2006, John
served as Business Lending Underwriter for Wells Fargo Bank where he worked for 11 years.
John received his BA degree in Management from Gallaudet University in December 1991.
John resides near Minneapolis, MN with his wife and two children who are deaf.

Henry Brinkmann, Outreach Coordinator for the Louisiana Telecommunications Relay Service,
is deaf. He has been involved in the telecommunications relay industry since 1997 and has been
a driving force in Hamilton’s Louisiana relay center from the onset. In addition to his relay
experience, Henry has been an active member in several deaf organizations and including seats
on the Louisiana Association of the Deaf and the Louisiana Commission for the Deaf. Henry
brings a wealth of knowledge and background to Hamilton. His leadership has allowed
Hamilton to deliver very high quality relay services. Henry’s reputation for leadership in the
Deaf Community is well known throughout Louisiana and the country.

Jennifer (Jenny) Buechner is Hamilton’s Internet Based Services Product Manager. Jenny
graduated from Wisconsin School for the Deaf and earned a B.A. in Social Work from Gallaudet
University, Washington, DC. Jenny brings a variety of skills to her position. Her work
experiences include Youth Leadership Camp as a counselor, various positions within Gallaudet
University, including serving as a Hearing Coordinator for Judicial Affairs, and her position as
Customer Service Representative for the Wisconsin Telecommunications Relay System. Now
bringing her experience with technical projects, she coordinates development projects with
technical and operations to enhance Internet Based Services for a positive relay experience for
the customers. In addition, Jenny has many years experience in researching and studying Deaf
culture, using this knowledge, she develops and implements curriculum for Hamilton’s culture
training program. Jenny is active in the Deaf community.

Mitchell Levy, CapTel Product Manager, is deaf. Originally from Chicago, Illinois, Mitchell
earned a Bachelor of Science in Information Systems from the College of Business at Rochester
Institute of Technology/National Technical Institute for the Deaf. Mitchell previously served for
three years as Hamilton’s Qutreach/Account Manager before his promotion to his current
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position. Mitchell's past work experience includes 13 years of TRS marketing and sales.
Mitchell served for 2 years as the Consumer Relations Manager for Pennsylvania and Delaware,
in which he managed marketing and community relations projects including TRS awareness.
Mitchell also served as Marketing Manager for one year where he led a cross-functional team to
identify, analyze, and develop new TRS products and services. In addition, Mitchell served in
the capacity of Account Manager for 10 years in which he managed several state TRS contracts
to ensure contract compliance as well as public relations functions. Fluent in ASL, Mitchetl
possesses diverse communication skills.

Edward Kinal, Account Manager is deaf. Edward has more than 20 years of experience in the
TRS industry in a variety of positions such as project management, outreach, account
management and worked at Arizona Commission for the Deaf and Hard of Hearing, as Special
Projects Coordinator. Edward also served three years as the Arizona Telecommunications Relay
Service Administrator. In his present role at Hamilton Relay, Edward manages the contract
between Hamilton and the State of California and oversees the actions of all parties involved to
ensure contract compliance.

Lisa Furr, Arizona Relay Outreach Coordinator/Account Manager, has experience in Customer
Service and Telecommunications Relay Service and served as a Commissioner on the Arizona
Commission for the Deaf and Hard of Hearing. Beyond her business background, Lisa brings
broad experience from her volunteer work and involvement in the Deaf and Hard of Hearing
communities in Arizona. She is a graduate of Gallaudet University, and earned a masters degree
in organization management from University of Phoenix. In her outreach position, Lisa is using
her skills to educate the relay-using communities throughout Arizona.

Lauren Cramer, Hamilton's Regional Outreach Coordinator for D.C. and Pennsylvania, is a
Maryland native who brings experience in public relations, customer service and media
marketing. In 2004, she received her Bachelors degree in Public Relations from Long Island
University. In 2010, Lauren continued her education at the Community College of Baltimore
County by taking several ASL and deaf culture courses. Lauren has several deaf /hard of hearing
family members and is a carrier for a genetic condition (Waardenburg Syndrome) which can
cause deafness, providing her with sensitivity to disability issues.

Russ Patterson, Hamilton’s Regional Qutreach Coordinator, is Hard of Hearing and has
experience in public relations, technology and public speaking. Previously involved as a
coordinator for Deaf/Hard of Hearing Services for a local library, Russ is a board member for
Eastern Washington Center for Deaf and Hard of Hearing.

Karin Sack, Georgia Outreach Coordinator is Deaf and 1s working to earn a Bachelor of Science
degree in Sociology at Missouri State University. Previously involved as an ASL instructor at a
local high school and a specialist at an Independent Living Center, Karin has broad experience in
volunteering, public speaking and providing deaf culture training. In addition, Karin is very

-
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involved in the Dead/Hard of Hearing community and held a past position on the Community
Emergency Response team and served as an Interpreter Evaluator for the Missouri Commission
for the Deaf and Hard of Hearing.

Paul Stuessy, Southern California Qutreach Coordinator, is Deaf. Paul received his
undergraduate degree in Business Management from Gallaudet University in 1994. Paul was
employed at Greater Los Angeles Agency on Deafness, Inc (GLAD) and also was a Project
Coordinator with Health Care Access, where he was an ASL Instructor. Paul provided CapTel
education in Southern California where he demonstrated a vast knowledge of the Relay Industry
and also served as an Qutreach Coordinator for the California Equipment Distribution Program
in Oakland for three years. Bringing a variety of experiences to his position, Paul’s strengths are
in leadership, customer service and public relations.

Emily Simmonds, Relay Utah Outreach Coordinator, brings experience in public relations,
customer services, and community service. Serving as a videographer/photographer for a video
production organization, Emily later taught ASL for two years. The mother of a young deaf
daughter, Emily has vast understanding of deafness.

Moira Hennessey, MassRelay Outreach Coordinator, received her undergraduate degree in
Elementary Education and her masters in Deaf Education. With a variety of experience, such as
customer services, Moira also brings knowledge of senior citizens to Hamilton Relay.

Carolyn Mathis, Tennessee CapTel Outreach Coordinator, has experience as an Interpreter, a
TRS Communication Assistant and Program Coordinator for a non profit organization. In
addition to her TRS background, Carolyn also possesses a variety of experience in areas such as
leadership, community services and volunteering.

Lindsay Visocchi, Northern California Qutreach Coordinator, has considerable experience as an
Interpreter. Studying Sign Language in England and the United States, Lindsay brings a great
understanding of Deaf culture, marketing and customer service to her position as Outreach
Coordinator.

Talia Rubiane, Marketing Projects Coordinator/Staff Interpreter, is a Child of Deaf Adults
(CODA), who has experience as a TRS Communication Assistant/CA mentor as well as a Video
Interpreter and has obtained National Certification by the Registry of Interpreters for the Deaf.
Previously employed as a Massage Therapist for 9 years, Talia later became the Education
Coordinator/School Administrator at a local Massage school. She brings to Hamilton a solid
background in Deaf culture, communication, office and administrative work. Talia supports the
Hamilton Marketing Management Team through the coordination, development and production
of marketing materials and advertising efforts. She is also responsible for interpreting between
Hamilton staff and outside contacts. In addition, Talia maintains and adheres to strict
confidentiality; and is guided by RID’s Code of Conduct.

Hamilton Relay 29 Executive Summary



Florida
Re lay State of Florida / Dacket No. 110013-TP

v

Cady Lear Hamilton’s Kansas Relay Outreach Coordinator, is Hard of Hearing and has
experience in customer service and education. Serving as a teacher at the School for the Deaf in
Massachusetts, Cady received her undergraduate degree in Corporate Communication from
Arcadia University.

John Nelson, Hamilton Telephone Company Board of Directors and Vice President, has a
congenital hearing disability, which although not requiring the need for relay services, provides
sensitivity to disability issues.

Dixie Ziegler, Vice President of Hamilton Relay, has been with the company since 1994. Dixie
holds primary responsibility with the regulatory bodies in all states served by Hamilton Relay
and is involved in representing Hamilton at various national relay organizations. Dixie, whose
child has a hearing loss, possesses diverse experience and knowledge of the telecommunications
industry. Having a child with a hearing loss provides Dixie with insight and sensitivity to the
special needs of the Deaf communities on a very personal level.

Anne Girard, Director of Marketing for Hamilton Relay, has been with the company since
2004. Prior to assuming responsibility for Hamilton’s marketing efforts, Anne served as Product
Development and Regulatory Manager. Anne has a strong understanding of federal and state
TRS programs. Prior to joining Hamilton Relay, Anne served as Director of Sales for
GoAmerica Communications. Prior to her seven years with GoAmerica and Wynd
Communications, Anne served as Coordinator of Academic Support Services for Students with
Disabilities at Cuesta College, San Luis Obispo, California for over nine years. Beyond her
business and education background, Anne contributes her broad experience to 20+ years of
involvement in the Deaf Community. She is a Certified Sign Language Interpreter, and her adult
daughter is profoundly deaf and is a graduate of Gallaudet University. Anne holds a degree in
Psychology from Antioch University.

The Maine Center on Deafness (MCD) performs outreach services on behalf of Maine Relay
Service for Hamilton in the State of Maine. MCD is a nonprofit organization that serves people
in Maine who are D/deaf, late-deafened or hard-of-hearing by providing resources, advocating
for social equality, and helping the general public to better understand and appreciate Deaf
culture and effective ways of communication. MCD staff are members of the Deaf community -
friends and supporters that people who are D/deaf or hard-of-hearing can depend on.

As one can see, Hamilton has a great deal of disability representation within its company as well
as an outstanding group of people that allow Hamilton to develop a high quality relay service
that meets the needs of its customers.

Hamilton has extensive experience in serving people with disabilities through its 20 plus
years of relay experience. Hamilton has attended countless outreach events with relay
users, responded to thousands of requests from relay users, and has made hundreds of
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visits to homes and businesses to discuss relay and to make the telephone network
accessible to all. Hamilton’s professionals in this area look forward to serving Florida
Relay users.

Instruction and Training

Instruction and training is a key component of Hamilton’s customer delight program and the
CA’s working for Florida Relay will be thoroughly trained. We use the feedback from our relay
users to change and improve our call processing procedures. We want to make sure that we are
providing relay service in a manner that best serves each relay user.

Please refer to Attachments K and L for outlines of Hamilton’s Training and Procedural
Manuals. These documents contain the needed information to thoroughly train Communication
Assistants. CA’s will also have the needed supervisory, human resource and technical support to
ensure excellence in the operation of Florida Relay.

Operations and Staffing

Please refer to Attachment A for a detailed description of Hamilton’s ability to manage contract
performance through operations and staffing. In Attachment A, Hamilton gives a complete and
detailed description of its organizational structure and staffing. This includes an organization
chart, job descriptions and resumes for key personnel.

Management

Hamilton has experienced management that is focused on providing excellence in the operation
of Florida Relay.

John Nelson: The officer with ultimate responsibility for Florida Relay and who is able to
ensure decisions are rendered and implemented promptly, manage contract changes and
delegate authority is John Nelson, Vice President of Hamilton Telecommunications and
President of Hamilton Relay, Inc. John holds overall responsibility for relay at the senior
management level.

Gary Warren: Gary is another member of senior management with particular emphasis on
developing and implementing new projects. Gary was primarily responsible for the planning,
development and implementation of Hamilton’s relay centers and has been the person
directly responsible for managing the implementation, completion and testing of all State
TRS programs provided by Hamilton Relay. Gary has been active in several national
telecommunications relay industry teams including filling a position for relay providers on
the NECA Relay Advisory Council. Gary completed his term serving as Chairman of the
NECA Relay Advisory Council.
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Dixie Ziegler: The person with primary responsibility for Florida Relay throughout the life
of the contract is Dixie Ziegler, Vice President of Relay. As Vice President, Dixie is
authorized to make decisions, answer questions or provide clarification to the proposal and
subsequent contract. Dixie manages all aspects of the relay including start up activities,
contract and financial management, operations, marketing, customer service, outreach
functions and technical development. Dixie also maintains contact with the FCC, drafts FCC
filings and is responsible for completing the annual NECA data request. Dixie holds primary
responsibility with the regulatory bodies in all states served by Hamilton.

Beth Slough: Beth Slough, National TRS Contract Manager, oversees all Hamilton Relay
Contracts. Beth has in-depth knowledge of federal and state TRS requirements and utilizes
that sophistication to ensure contract compliance and to assess quality and customer service
in Hamilton’s State TRS programs.

Please refer to Attachment A for more detail on the entire management team assigned to support
Florida Relay and for resumes on all the individuals that will be supporting Florida Relay,
including the persons who will be performing system design, maintenance and operations
support. You will see by this information that Hamilton has the experienced management
needed to ensure excellence in the operation of Florida Relay.

.
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| FINANCIAL RESOURCES

Hamilton Telecommunications has outstanding financial resources. Hamilton has more than
enough financial resources to start-up Florida Relay and has the financial wherewithal to operate
. and maintain Florida Relay as well as easily manage any associated liabilities. Hamilton’s debt

- ratio and other pertinent numbers show Hamilton to be in excellent financial condition.
Hamilton has more than enough assets to financially carry out all operation and expansion costs.

Hamilton has collected the following information regarding Sprint and AT&T Inc. from publicly
. filed SEC reports. From the chart below, one can see that Hamilton’s current ratio is
outstanding. Hamilton has 3.7 times more current assets than current liabilities ensuring it is
- financially sound. A current ratio of less than 1.0 generally indicates that a company has more
liabilities than assets and thus may experience difficulty in borrowing if required.

OurrentﬁRatio_ Assets to Liabilities

—_—————————

S A N W s >

} MHAMLTON TELECOMMUNCATIONS Source: Annual Finandal Statements }
ESPRINT CORP. (NEXTEL) Source: Form 10K Filed Annually with SEC

| ' OATA&T Inc Source: Form 10K Filed Annually with SEC '

140
1.20
1.00 -
0.80
0.60 -
040 -
0.20
0.00

—————

WHAMLTON TH. ECOMMUNICATIONS Source: Annual Finandal Statements '

‘ . BISPRINT CORP. (NEXTEL) Source: Form 10K Fied Annually with SEC
BIAT&T / SBC Source: Form 10K Filed Annually with SEC \
It is impossible to find Hamilton on the above chart as Hamilton has no long-term debt. As
}ﬂ one can see, Sprint has significant long-term debt compared to equity.
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This chart compares all company’s debt amounts to total equity. The only debt Hamilton has is

current liabilities. As one can see, Hamilton has approximately 4.5 times more equity than
debt.
|

Debt to Equity Ratio

i 324 o ' T .,

2005 2006 2007 2008 2009 2010

[ M SPRINT CORP. (NEXTEL) Source: Form 10K Filed Annually with SEC i
[ | BAT&T / SBC Source: Form 10K Filed Annually with SEC -

~ Hamilton has incurred no long-term debt since 1976 which it retired in 1991. As one can see

from the above chart, Sprint has significant long-term debt compared to equity while Hamilton
has none.

This track record demonstrates Hamilton's capability to not only be in a position to financially
handle all operation costs for Florida Relay but also demonstrates our ongoing ability to provide
. state-of-the-art services at reasonable prices. Hamilton’s outstanding financial resources also
- ensure excellence in the operation of Florida Relay.
l

Hamilton is not a multi-billion dollar company where the relay division runs the risk of
becoming a secondary focus. Instead, Hamilton is a debt-free company where Relay makes
up more than 50% of our business, and we give it the attention it deserves.

our ability to provide the necessary capital to manage Florida Relay as well as a general
reference on Hamilton’s management resources.

Mr. Tom Darbro
Pinnacle Bank
1234 L Street

‘ P.O. Box 229

\ Aurora, NE 68818

) 402/694-2111

|

| . . -

' Hamilton encourages the FPSC to contact its financial reference listed below, who can attest to
|

|

|

|

!

|
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The experience of our IT staff brings a depth and breadth of information technology capabilities
that equally matches that of our competitors. The lead IT professional has more than 25 years of
IT experience in the telecommunications field. Our full time staff has experience in providing
quality information technology and telecommunications service to business lines that require no
down time.

TECHNICAL

Our staff of technicians have installed and maintained a variety of telecommunications hardware
and software. This includes relay switches, three central office digital switches, digital remote
line switches and a variety of interconnect equipment including PBXs and automatic call
distributors. Our ability to provide this level of technical support is a huge advantage as unique
needs or functionality requirements can be addressed easily and quickly.

Hamilton personnel maintain and program all relay equipment on site. Our technical staff of
programmers and developers allows us to create and implement new features that our customers
request even faster then ever before.

Hamilton’s experienced technical staff is on hand to ensure continuous operation of Florida’s
relay service and to ensure development of new relay features. Our staff will maintain all needed
equipment for Florida Relay, including telecommunications facilities, workstations, database
servers, back-up power, monitoring stations, cabling and all other hardware and required
software.

e Hamilton has the ability to quickly change policies or
procedures to match a specific customer’s needs.

¢ Hamilton has the ability to customize our technology to
match the consumer’s relay needs.

¢ Hamilton continually listens to our customers and works
to develop technology and services to provide them with
more choices. For more detailed information about
Hamilton's Technological capabiiities please see our
responses throughout Tab 2.

In an effort to keep abreast of the latest technology, Hamilton has made numerous changes to our
relay platform in recent years.

Switching

e Upgraded our switching servers (host) to new hardware that is more than 50 times faster
than the servers they replaced.

Hamilton Relay 35 Executive Summary



Florida
~— |
Re lay State of Florida / Docket No. 110013-TP

7

o Evolved switching operating system from 32 bit UNIX to 64 bit Linux for more robust
hardware support. The new Linux environment also provides improved debugging tools,
which increases the speed of troubleshooting and correcting errors.

o Tested and deployed new switching control code which:
o Allows additional ad hoc reporting capabilities for comprehensive traffic analysis.

o Enhanced failover and recovery. The new system allows the secondary host to take
over much faster, increasing Hamilton’s capability of avoiding service interruptions
for our clients.

Hamilton’s host controller software is a highly customized software that we have migrated to
multiple platforms and receives new enhancements and security patches as applicable. We own
the source to this code and therefore no other company has access to it. We support our own
software internally and are not necessarily bound to any specific hardware option and even keep
open the option of moving to an entirely new switch hardware if our current platform of choice
stops meeting the needs of our customers. Flexibility is one of our goals, and we are very quick
to adapt to the desires of the states which contract us. Owning and writing our own code allows
us to do this. Other providers may not fully understand the capacities provided by this solution if
they are using a host controller software that does not allow them the same customization and
flexibility.

Database

e Replaced database servers with new hardware that is more than 50 times faster than the
servers they replaced.

o Replaced legacy profile database servers with SQL servers for improved redundancy and
database management.

Hamilton uses MS SQL because it meets our needs perfectly. However, we always strive to not
be bound by any one hardware or software. We also use mySql and have used Sybase in the past
— we are not so beholden to any vendor that we will always use their products for every
circumstance. One of Hamilton’s benefits is that we can very quickly and efficiently introduce
new technology, something that larger companies are just not able to do.

Workstation
s Completed a multi-year upgrade of all production workstations to newer, standardized
hardware.

e Upgraded workstation operating systems from 16 bit to 32 bit which provides a higher
level of stability.

¢ Rolled out several new workstation versions to support a variety of new features.
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In 2012, Hamilton has plans for exciting new features such as:

e Enhanced turbo code

e Upgraded workstation application

o New processes to reduce misdials

Customer Service numbers accessed in the system
An automated search feature for selecting Long Distance Carriers
Observation Sheets conducted on the system
Faster and easier access to profile data.

O 00C0

Our new third generation workstations make use of the latest networking and technology
available. They include less hardware, larger monitors and enhanced features as well as more
on-screen prompts and a more automated process. All of which provides faster, more accurate
call processing with less set-up and wrap times as well as more choices for our relay users.

Hamilton has either developed and owns or has properly licensed software and software source,
firmware and other related intellectual property related to the Hamilton relay platform which
may be required to perform the relay services described in this response. Hamilton will continue
to add features, develop, enhance and upgrade its relay platform to provide the latest in relay
services to all of its relay customers.

These technology upgrades allow us to service our customers with new features, faster and with
even less chance of service interruption.

Inbound Network Connection

Most people would agree that a multicarrier system would generally be characterized as more
reliable than a single carrier system. Having a diverse plan of telephone routing is a more secure
and appropriate plan of action than using a single inbound provider, because then a widespread
outage of a single carrier will not fully interrupt relay services. Hamilton has multiple diverse
and redundant connections to multiple carriers for this reason which is possibly why Hamilton
has been characterized as being so much more reliable and quicker to resolve any outages than
other providers.

We have the unique advantage in the industry of being a relay provider which is not an IXC and
therefore not tied to one IXC network. We have and will continue to use the underlying IXC
network or combination of IXC networks which will result in the most reliable network and
efficient routing options for our relay traffic. If in the future, it would be to Hamilton Relay's
(and therefore Florida Relay’s) advantage to use multiple underlying IXC's or to change IXC's,
we are in a position of being able to do that.

At Hamilton, we have redundancy, diverse routing, and control over our network which includes
access to AT&T’s network, which also has several layers of redundancy. The disasters created
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by Hurricanes Katrina and Rita are good examples. Our relay center in Baton Rouge, Louisiana
remained fully operational — the relay did not gone down at all during either of these crises.
Even though several locations in Louisiana experienced outages with the LEC (which is out of
the relay provider’s control), as long as the customer could place a call to the 800 number, they
reached our relay center and we placed their calls.

Emerging Technology

We are dedicated to deploying leading edge technology that is certain to benefit relay users
across Florida and we continue to explore technologies that will increase the speed of relay. One
such technology that we’ve tested is Speech to Text voice recognition software called Fastran.
This software was designed specifically for TRS Communication Assistants and has the ability
to send the voice (hearing) person’s message to a TTY almost as quickly as a “regular” voice-to-
voice telephone conversation (approximately 100+ words per minute).

Speech to text technology allows the CA to transcribe and relay conversations more quickly and
accurately than traditional typing. Instead of typing everything the voice user said, the CA re-
voices every word into the computer, which changes the CA’s spoken words into typed words
for the relay user to read on his/her TTY.

We believe these technologies will become a very important part of how relay service is
provided in the future and we are very involved in this technology. Our relay platform is highly
advanced and easily retrofitted to meet the many different and changing needs of relay. We are
confident we will be able to make use of speech to text technology in our existing relay platform.

In 2012, Hamilton has plans for exciting new features such as:
o Enhanced turbo code.

o Upgraded workstation application.
= New processes to reduce misdials.
» Customer Service numbers accessed in the system.

* Automated search feature for selecting Long Distance
Carriers.

» Observation Sheets conducted on the system.
» Faster and easier access to profile data.

o STS Training Line

o Visually Assisted Speech to Speech (VA STS).

% Provides the STS CA with visual communication cues.
Please see Hamilton's Feature List (Attachment C) for a
detailed description.
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Hamilton has the telecommunications and switching networks needed to provide service 24
hours a day, 365 days a year. Qur relay platform leads the industry in its ability to adapt and
make use of new technology, allowing us to provide state-of-the-art technology to Florida. The
switching matrix and database servers that run the platform are very flexible allowing us to
accommodate many call types and call processing situations. Workstations are very easy to use
making call set-up fast and simple for Communication Assistants and relay users.

Technical Conclusion

Hamilton has six relay centers in operation and provides FCC certified telecommunications relay
services and CapTel services to users in 19 States and U. S. territories as well as Internet Relay
(including Wireless Internet Relay), Web CapTel and Mobile CapTel nationally. We have the
experienced technical, operational and customer service staff to successfully operate Florida
Relay.
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CUSTOMER SERVICE/QOUTREACH/EDUCATION

Customer Service

Hamilton will ensure that Florida Relay customers have constant access to customer support to
assist callers with Florida Relay inquiries by providing 24/7 customer service that is accessible
anywhere in the U.S.

All Hamilton personnel who handle customer service inquiries have had extensive training on
Deaf Culture and the needs of people with speech and hearing disabilities. Qur Customer
Service Department provides free education and instructions to relay users on items such as:

e How to place relay calls

¢ Questions about any changes that have been made

e Assisting with billing questions

e Performing equipment testing

e Providing a variety of referral numbers to state organizations

e Scheduling one-on-one outreach visits for training purposes or larger outreach activities

According to the Paisley 2011 National Relay Competitive Index

Hamilton customer care is rated at 99.3%; statistically
making Hamilton a top provider.

Customer Service Representatives are staffed at each of our relay centers and work diligently to
resolve all customer issues in a timely manner. Customers may contact Hamilton via phone, e-
mail and through a web-site that is strictly for Florida Relay. Customer Service handles all
issues immediately and always follows up with each complainant to ensure the problem has been
addressed to his/her satisfaction.

All customer service activities are performed with the belief that customers are the most
important part of relay. The primary functions of the Customer Service Department are to
provide education to current and potential customers on relay usage and to respond to concerns,
compliments and requests for information. Hamilton looks forward to bringing Florida TRS and
CapTel users its superb customer service programs,
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Hamilton’s customer service and outreach programs are explained in Attachment E. No other
relay provider can match Hamilton’s customer service efforts. Hamilton will provide 24-
hour customer service to the Florida Relay Service. The combination of staff dedicated to
customer service at Hamilton and its educational efforts are unbeatable and will ensure
excellence in the operation of the Florida Relay Service.

Qutreach

Hamilton has seventeen people working in the area of Outreach. Hamilton has attended
countless outreach events with relay users, responded to thousands of requests from relay users
and has made hundreds of visits to homes and businesses to discuss relay and to make the
telephone network accessible to all. Hamilton’s professionals in this area look forward to
serving Florida Relay users.
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DESCRIPTION OF WORK FOR TRS PROJECTS

For all of its relay contracts, Hamilton has provided a “full” relay service package. Hamilton has
constantly added to its basic service package throughout its years as a relay provider.
Enhancements include a “self-learning™ database that captures speed of equipment information
on relay users’ first initial call through the relay. Error Correcting software and Carrier of
Choice also are part of Hamilton’s relay package. Hamilton offers a variety of call types, a
customer profile database (please refer to Attachment F) and much more. Hamilton also
continues to employ new technology to ensure uninterrupted service, outstanding answer
performance and customer satisfaction. Training for Communication Assistants is continual.

Hamilton’s relay service includes the following elements:

Communication Assistants, Supervisory Staff, Management, and all other support staff,
including technical, training and human resources.

All telecommunications facilities, including toll-free services, outbound call completion,
equal access facilities, trunking, circuits and all needed channel banks, etc. to receive and
terminate relay traffic.

All switching, workstation, database, networking and call routing hardware and software.
All billing and reporting hardware, software and associated staff.

Continued technical development and maintenance.

Disaster Recovery Protection, back-up power, back-up switching capabilities, etc.

All call processing functions.

Call monitoring and quality assurance programs.

Account Management, Outreach programs, customer service department and consumer
input programs.

All features contained in Attachment C.
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Hamilton’s focus to go beyond customer satisfaction in providing great customer care has
resulted in outstanding service for Hamilton’s relay users. Part of this focus led to the
establishment of an internal committee designed to strengthen and improve Hamilton’s language,
procedure and technology — keeping in mind that every change made is calculated to deliver
customer delight. Hamilton is able to implement changes even more quickly and more
effectively as a result of this committee’s work.

THE HAMILTON ADVANTAGE

Customer Care

Performance

Hamilton leads the relay industry in many important service categories and as a result of our
superior features and services, we are further surpassing the competition, ensuring paramount
relay service for Florida Relay users. We are responsive not only to call volumes (ability to keep
answer seconds low) but also to individual relay users.

For more on Hamilton’s latest answer performance statistics please see Attachment J of this
proposal.

Hamilton Relay continually meets the needs of our customers by listening to what they share and
using that information to build outstanding products and services. Our commitment to ongoing
technology development remains steadfast. This ensures that our customers have access to the
latest communication technologies. Hamilton continues to bring technology choices to its relay
customers, enhancing the quality of life for our relay users. Hamilton is the right choice to meet
the communication needs of the people of Florida who are deaf, hard of hearing or have
difficulty speaking.
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e Through advanced training programs, Hamilton provides in-depth CA training on Deaf
Culture, ASL. and more.

e Hamilton will be constantly available to relay users, the FPSC, the Advisory Committee
and any other interested parties including all organizations that serve relay users.

OTHER INFORMATION

e Hamilton desires to build a strong partnership with the FPSC and other organizations that
serve relay users and welcomes any assistance these organizations might offer.

¢ Hamilton will be constantly available to relay users, the FPSC, Advisory Committee and
any other interested parties including all organizations that serve relay users and they are
welcome in any of Hamilton’s Relay Centers to assist with training and to provide
essential feedback.

o The FPSC and any relay users who desire it will receive constant attention from
Hamilton.

¢ Hamilton ensures outstanding customer service.

¢ Hamilton has implemented many programs designed to reach hard of hearing and elderly
people.

¢ Hamilton has an outstanding record of answer performance and technical superiority.

FCC Requirements

As Florida Relay’s provider, Hamilton will meet or exceed all FCC standards necessary to
maintain certification as a "state program" under the ADA and FCC regulations. This includes
full compliance with the intent and the existing implementation guidelines set forth in Title IV of
the Americans with Disabilities Act of 1990 (ADA). We have a record of meeting or exceeding
all FCC related standards and readily responding to all FCC regulations and will do so for
Florida Relay.

Hamilton will prepare, on behalf of the FPSC, an application for Renewal of Current
Certification to have Florida Relay be certified as a Telecommunications Relay Service pursuant
to the rules and procedures set forth by the Federal Communications Commission. The states in
which Hamilton currently provides relay have been certified for the certification time period
beginning July 26, 2008 and ending July 25, 2013.

Hamilton will deliver high quality relay services and a high level of responsiveness. We will
surpass expectations as set forth by the FPSC and the FCC. The FPSC and Florida Relay users
will have control of their service, features and procedures that are implemented as well as the
overall quality of the relay. With Hamilton, the FPSC and Florida Relay users always have
choices.
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Hamilton is a privately held company and we intend to continue to be privately held. We are not
merging with another company, not facing bankruptcy and we are not at risk of changing our
course. We are dedicated to providing relay service as it is one of our primary business lines and
a fundamental part of our company’s mission.

Dedicated to Relay

Hamilton has been selected as the relay provider 89 out of 95 considering renewals and RFP
successes. In one instance, Hamilton then won one of those contracts back fifteen months later
as the result of a new RFP process. Several months later, the same procurement office issued a
separate RFP for Captioned Telephone and awarded that contract to Hamilton as well.

At Hamilton, we understand how necessary the relay is to those who use it every day. Our
Communication Assistants share that one of the most rewarding parts of their job is that they get
to make communication happen — on every relay call. Hamilton takes great pride in
guaranteeing no downtime and that a CA is available when needed.

Hamilton will deliver high quality relay services and a high level of responsiveness. Hamilton
will surpass expectations as set forth by the FPSC and the FCC. The FPSC and Florida Relay
users will have control of their service, the features and procedures that are implemented and the
overall quality of the relay. With Hamilton, the FPSC and Florida Relay users always have
choices.

Hamilton’s record of performance, dedication to providing state-of-the-art features and services,
and willingness to “go the extra mile” for relay and CapTel users in nineteen States and U. S.
territories has allowed us to satisfy many relay customers. Hamilton will do this for all Florida

Relay users.

Hamilton Relay continually meets the needs of its customers by listening to what they share and
using that information to build outstanding products and services. Our commitment to ongoing
technology development remains steadfast. This ensures that our customers have access to the
latest communication technologies. Hamilton continues to bring technology choices to its relay
customers, enhancing the quality of life for our relay users.

Throughout this entire proposal, Hamilton presents a story that includes experience, dedication,
know how and desire to ensure that Florida Relay goes beyond success; to meet the needs of
individual relay users. We explain how we accomplish this one-on-one approach through our
relay platform, features and services, disaster recovery plans; call processing, customer service,
CA training and much more.

Hamilton anxiously awaits doing business with the State of Florida and will endeavor to
provide a high quality relay service to citizens of Florida.
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REQUEST FOR PROPOSAL
A. ADMINISTRATIVE REQUIREMENTS AND PROCEDURES
1. Issuing Entity and Point of Contact

This Request For Proposals (RFP) is issued by the Florida Public Service Commission
(FPSC). The FPSC’s Proposals Review Committee (PRC) Chairman is the sole point of contact
concerning this RFP and all communications must be made through the Chairman, Kevin
Bloom. Mailed correspondence must be addressed to Kevin Bloom, c/o Ms. Ann Cole, Director,
Office of Commission Clerk, Florida Public Service Commission, 2540 Shumard Oak Boulevard,
Tallahassee, FL 32399-0850 and should reference Docket No. 110013-TP. The PRC Chairman
can be contacted at 850/413-6526 and facsimile correspondence should be directed to
805/413-6527. E-mail should be directed to the PRC Chairman at kbloom@psc.state fl.us.

Hamilton understands and has complied.
2, Purpose

The purpose of this RFP is for contracting for a Florida Relay Service (FRS) System that
meets the needs of the peaple of the state of Florida pursuant to the Telecommunications Access
System Act of 1991 (Chapter 427, Florida Statutes) and which satisfies or exceeds the relay
system certification requirements of the Federal Communications Commission under the
Americans with Disabilities Act. Bidders must comply with the requirements of both laws.

Section E, Table I, contains a summary of the captioned telephone intrastate billable
minutes and TRS intrastate billable minutes provided by the current relay provider concerning
the Florida relay traffic for the months of October 2010 through September 2011. Section E,
Table 2, contains a summary of the Florida intrastate and interstate session minutes for the
months of October 2010 through September 2011. The bidder assumes all responsibility for the
accuracy of data from these reports and billable minute information in using them for bidding
purposes.

Hamilton understands and will comply.
3. Other Applicable Laws/Legal Considerations
This RFP, and any resulting contract, shall be governed by the laws of the state of Florida.

The bidders and provider shall comply with applicable federal, state, and local laws and
regulations.

\
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The contract shall be construed according to the laws of the state of Florida. Any legal
proceedings against any parlty relating to or arising out of the RFP or any resultant coniract or
contractual relation shall be brought in state of Florida administrative or judicial forums. The
venue will be Leon County, Florida.

Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject to the
availability of funds.

Hamilton understands.
4. Scope
This RFP contains the instructions governing the proposal to be submitted and the material
to be included therein, mandatory administrative and operational requirements which a bidder
shall meet to be eligible for consideration, specific instructions for proposal submission, and
evaluation criteria.
Hamilton understands.
5. FCC Authority to Provide Relay Services
The provider shall 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.
M Signature of Acceptance provided on Checklist.
6. Definitions/Acronyms
The following terms, when used in this RFP, have the meaning shown below.
a. Abandoned Calls — Calls reaching the relay switch and terminated by the caller
before a communications assistant answers regardless of the amount of time that has
elapsed since the call reached the relay switch.
b. Administrator — A not-for-profit corporation incorporated pursuant to the
provisions of Chapter 617, Florida Statutes, and designated by the Florida Public

Service Commission to administer the telecommunications relay service system and the
distribution of specialized telecommunications devices [s. 427.703(1), F.S.]

\.

Hamilton Relay 47 Administrative Requirements and
Procedures



Florida
T — State of Florida / Docket No, 110013-TP
Relay e o a t No

y

C. Advisory Committee — A group created by Section 427.706, F.S., and consisting of
up to ten individuals named by the FPSC for the purposes described in Chapter 427, F.S.

d. Answer Time — The point in the progression of inbound calls at the relay center
when the communications assistant is ready to serve.

e. Billable Minutes — For the purpose of calculating and rendering bills to the
Administrator [Section 427.704(2), F.S.], billable minutes is the elapsed time between the
time the incoming call enters the FRS provider’s relay center switch and the completion
of relay service. Total session time shall be rounded to the nearest one-tenth of a minute
or less per session and the time for all call sessions shall be added together for all
incoming calls during the month to produce the total billable minutes per month. The
total of billable minutes for the month shall be rounded to the nearest one-tenth of a
minute. In a session which includes a mix of intrastate toll or local calls and interstate or
international calls, the time associated with the interstate or international calls shall not
be included in the billable time for that call session.

I Blocked calls — Calls reaching the 800 number network that do not terminate by
ringing a communications assistant position.

g Communications Assistant (CA) — A person who relays conversation to and from
users of a relay system.

h. Deaf — Having a permanent hearing loss and being unable to discriminate speech
sounds in verbal communication, with or without the assistance of amplification devices.

i Dual Sensory Loss — Having both a permanent hearing loss and a permanent
visual impairment and includes deaf/blindness.

J. Electronic Posting — The Florida Department of Management Service’s Bid
System website located at http.//myflorida.com/apps/vbs/vbs www.main_menu.

k. FPSC - Florida Public Service Commission or Commission.
l FRS — Florida Relay Service.
m. General Assistance Calls — Incoming calls to the CA that are not associated with

an outgoing relay call. Such calls may provide information about using relay or other
types of calls that are normally handled by customer service.

\.
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n. Hard of Hearing — Having a permanent hearing loss which is severe enough to
necessitate the use of amplification devices to discriminate speech sounds.

0. Hearing Loss or Hearing Disabled — Being deaf or hard of hearing and includes
dual sensory impairment.

p. Hearing Carry-Over (HCQ) — A feature that allows people who are speech
disabled to use their hearing abilities to listen directly to their party. The CA voices the
typed responses from the HCO user to the hearing person, who then speaks directly to the
HCO user without CA interaction.

q. Incoming Call — An incoming call refers to the portion of the communications
connection from the calling party to the relay service center. An incoming TDD call is a
call originated by a TDD user. An incoming telephone call is a call originated by a
telephone user. An incoming call includes calls to the relay service telephone number for
completing a relay call as well as general assistance calls.

r. Minor Irregularity — A variation from the request for proposal terms and
conditions which does not affect the price of the proposal, does not give the bidder a
significant advantage or benefit not enjoyed by other bidders, and does not adversely
impact the interests of the agency.

s. Outgoing Call — An outgoing call refers to the portion of the communications
connection from the relay service center to the called party. An outgoing TDD call is a
call to a TDD user. An outgoing telephone call is a call to a telephone user.

f Provider — The entity with whom the FPSC contracts to provide Florida Relay
Service.

u Proposals Review Committee (PRC) — The PRC consists of designated FPSC staff
and designated members of the Advisory Committee.

v. Session Minutes — Session minutes include the entire time that the relay call is
connecled to the communication assistant, including the time used to set up the call.

w. Speech Impaired or Speech Disabled — Having a permanent loss of verbal
communications ability which prohibits normal usage of a standard telephone sel.
[Section 427.704(10, F.S.]

X. Speech to Speech (STS) — A service that enables a person with speech disabilities
to use relay service with his own voice or voice synthesizer, rather than using a TDD. A
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specially trained CA functions as a human translator for people with speech disabilities
who have trouble being understood on the telephone. The STS CA repeats the words of
the speech disabled user to the other party on the call.

y. Telecommunications Device for the Deaf (TDD or TTY) — 4 mechanism which is
connected to a standard telephone line, operated by means of a keyboard, and used to
transmit or receive signals through telephone lines. The term includes mechanisms
equipped with sight assisting devices such as a large print screen or Braille printer and
also includes computers. [Section 427.703(14), F.S.]

z. User — Includes either the calling or called party in a relay call.
aaq. Video Relay — Video relay interpreting allows the caller, utilizing video
conferencing facilities, to use sign language to communicate with the CA who voices the
call to the hearing person at the receiving end.
bb. Voice Carry-Over — A feature that enables a user with a hearing disability to utilize
his useable speech for direct expression of voice communications and to use the CA for
conversion of the other user’s communications from voice to TDD.

Hamilton understands and agrees with the above definitions.

7. Key Dates

The following dates are target dares. The FPSC reserves the right to change the dates.

TECHNICAL AND PRICE PROPOSAL

DUEDATE & TIME 3:00 p.m. EST ..ot December 22, 2011
Performance Bond Due ....................ccccooooooioiiiiiiiiie e, Upon Execution of Contract
Begin Service ... e June 1, 2012

Hamilton understands.
8. Restrictions on Communications
From the issue date of this RFP until the staff recommendation on the award of the contract

is filed in the docket file bidders are not to communicate with any FPSC Commissioner, staff
member, or Advisory Committee member regarding the RFP except for:

-
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a. Written correspondence to or from the PRC Chairman for clarifying questions
only regarding the Commission-approved RFP. No changes to the Commission-
approved RFP will be considered.
b. Oral discussions at an oral interview or site visit pursuant to Section A. 16
After the recommendation for award is filed, there will be no oral or written communication with
FPSC staff, including the PRC Chairman, or any member of the Commission concerning the
RFP. Written correspondence submitted to the docket file for the sole purpose of identifying a
mathematical error will be reviewed by appropriate FPSC staff.
For violation of this provision, the FPSC reserves the right to reject the proposal.
Hamilton understands and has complied.
9. Modifications, Withdrawals, and Late Proposals
Proposals may only be modified or withdrawn by the bidder up to the established filing date
and time. It is the responsibility of the bidder to ensure that the proposal is received by the
Office of Commission Clerk on or before the proposal due date and time. Both the technical and
price proposals must be filed by December 22, 2011, at 3:00 p.m. eastern time. Late proposals
will not be accepted.
Hamilton understands.

10. Bidding Costs

Neither the FPSC, nor the FRS system, is liable for any costs incurred by a bidder in
conjunction with development of its bid.

Hamilton understands.

11, Rejection of Proposals, Correction of Errors

The PRC Chairman and the FPSC reserve the right to reject any or all proposals when in the
public interest. The PRC Chairman and the FPSC also reserve the right to accept proposals

despite minor irregularities and to allow a bidder to correct such minor irregularities.

Hamilton understands.
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12, Public Availability of Proposals, News Releases and Public Annoeuncements

The Technical and Price proposals will each be made available to the general public within
(10) days after each is opened. The price proposals will not be opened until after the technical
proposals have been evaluated. Such price proposals will be made available afier the staff
recommendation for award is filed. The FPSC may issue press releases or public
announcements concerning filed proposals or the bid process.

Hamilton understands. Hamilton requests that the FPSC keep several components of its
proposal Proprietary and Confidential and has filed this information with the Clerk's
office under a claim of confidentiality pursuant to Section 364.183(1), Florida Statutes, and
Rule 25-22.006(5), F.A.C. Hamilton derives economic value from the information
contained on such pages because it is not known to others, including Hamilton's
competitors. Accordingly, Hamilton has filed one highlighted and two redacted copies of
this information with the Clerk’s office.

Hamilton maintains the secrecy of the confidential and proprietary information by retaining sole
possession and control of such information, and by not disclosing such information to others.
Hamilton respectfully requests that the FPSC designate the confidential and proprietary
information in its proposal as confidential trade secrets.

13. Protests

Failure to file a protest of either the RFP or the letter of intent within the time prescribed in
subsection 120.57(3), Florida Statutes, shall constitute a waiver of proceedings under Chapter
120, Florida Statutes.
Hamilton understands.

14. Letter of Intent/Notification to Bidders

Upon selection of a potential provider by the Commission, the Commission will issue a letter
of intent to the potential provider. The electronic posting of the Notice of Intent to Award is the
point of entry to protest the award pursuant to Section 120.57(3), Florida Statutes. A contract
shall be completed and signed by all parties concerned within (30) days of mailing the letter of
intent. If this date is not met, through no fault of the FPSC, the FPSC may elect to cancel the
letter of intent and make the award to another bidder.

All bidders will receive a copy of the letter of intent by certified mail, return receipt requested.

Hamilton understands.
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The FPSC shall award the contract to the bidder whose proposal is the most advantageous to
the state, taking into account the following considerations in Section 427.704(3)(a), Florida
Statutes.

15. Award of Contract

a The appropriateness and accessibility of the proposed telecommunications relay
service for the citizens of the state, including persons who are deaf, hard of hearing, or
speech impaired.

b. The overall quality of the proposed telecommunications relay system.

c. The charges for the proposed telecommunications relay service system.

d The ability and qualifications of the bidder to provide the proposed
telecommunications relay service system as outlined in the RFP.

e. Any proposed service enhancements and technological enhancements which
improve service without significantly increasing cost.

JA Any proposed provision of assistance to deaf persons with special needs to access
the basic telecommunications system.

g The ability to meet the proposed commencement date for the FRS.
h. All other factors listed in the RFP.
Hamilton understands.
16. Award Without Discussion
The FPSC reserves the right to make an award without discussion of proposals with the
bidder. Therefore, it is important that each technical and price proposal be submitted in the
most complete, understandable, and accurate manner possible.
Hamilton understands.

17. Oral Interviews/Site Visits/ Written Data Request

Bidders may be asked to participate in oral interviews, respond to a written data request,
make their facilities available for a site inspection by the PRC or make their financial records
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available for a FPSC audit. Such interviews, site visits, and/or audits will be at the bidder’s
expense except that the PRC will pay for his own expenses (transportation, meals, housing, etc.).
Bidders should come to oral interviews prepared to answer the PRC s questions and the bidder’s
primary contact person (person signing the letter of transmittal accompanying the REP or his
designee) shall be present at all meetings with the PRC or FPSC.

Hamilton understands.
18. Contract Document

The successful bidder will be required to sign a contract which will include the following
elements.
a. The RFP.
b. The bidder’s Proposal in response to the RFP.
c. A document identifying any modifications or clarifications to the proposal and
identifying optional items contained in the proposal and desired by the FPSC to be
included in the FRS.

All of the above items together will constitute a complete initial contract that will be
approved by the FPSC’s Executive Director on behalf of the FPSC.

Hamilton understands.
19. Limited Liability

To the extent provided for in Section 427.707, Florida Statutes, the FPSC, its Advisory
Committee, and the PRC assume no liability with respect to the RFP, proposals, or any matters
related thereto unless there is malicious purpose or wanton and willful disregard of human
rights, safety, or property in the establishment, participation in or operation of the
telecommunications relay service. To the fullest extent permitted by law, all prospective service
providers and their assigns or successors by their participation in the RFP process, shall
indemnify, save and hold the FPSC and its employees and agents, including the Advisory
Committee and PRC, free and harmliess from all suits, causes of action, debts, rights, judgments,
claims, demands, accounts, damages, costs, losses, and expenses of whatsoever kind in law or
equity, known and unknown, foreseen and unforeseen, arising from or out of the RFP and/or any
subsequent acts related thereto, including, but not limited to, the recommendation of a bidder to
the FPSC and any action brought by an unsuccessful bidder. This is a statutory requirement and
will not be amended or waived.

Hamilton understands.
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All information contained in the RFP, including any amendments and supplements thereto,
reflects the best and most accurate information available to the FPSC at the time of the RIF'P
preparation. No inaccuracies in such information shall constitute a basis for change of the
payments to the provider nor a basis for legal recovery of damages, either actual, consequential,
or punitive. Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject
to the availability of funds.

20. Disclaimer

Hamilton understands.
21. Cancellation/Availability of Funds

The FPSC shall have the right to unilaterally cancel, terminate, or suspend any ensuing
contract, in whole or in part, by giving the provider 60 calendar days written notice by certified
mail, return receipt requested, or in person with proof of delivery. If a breach of the contract by
the provider occurs, the FPSC will provide written notice to the provider, and allow 14 days to
cure the breach. If a breach of the contract is not cured within the 14 days, the FPSC may, by
written notice to the provider, terminate the contract upon 24 hours notice. The provisions
herein do not limit the F'PSC' s right to remedies at law or to damages.

Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject to the
availability of funds.

Hamilton understands.
22. Public Bidder Meetings and Proprietary/Confidential Information

Written requests for confidentiality shall be considered by the FPSC as described in Chapter
364.183, Florida Statutes. Rule 25-22.006, Florida Administrative Code, should be followed in
making a request.

Meetings held between the FPSC or PRC and the bidder shall be open to the general public.
Should the need arise to discuss any confidential materials, the FPSC or PRC will attempt to
hold such a discussion by referring to the confidential material in a general way without closing
the meeting. All meetings with bidders will be transcribed.

All material submitted regarding this RFP becomes the property of the FPSC and subject to
Chapter 119, Florida Statutes, (Public Records Law). The PRC reserves the right to use any or
all information/material presented in reply to the RFP, subject to any confidentiality granted via
Chapter 364, Florida Statutes. Disqualification of a bidder does not eliminate this right.
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Hamilton requests that the FPSC keep several components of its proposal Proprietary and
Confidential and has filed this information with the Clerk's office under a claim of
confidentiality pursuant to Section 364.183(1), Florida Statutes, and Rule 25-22.006(5),
F.A.C. Hamilton derives economic value from the information contained on such pages
because it is not known to others, including Hamilton's competitors. Accordingly,
Hamilton has filed one highlighted and two redacted copies of this information with the
Clerk’s office.

Hamilton maintains the secrecy of the confidential and proprietary information by retaining sole
possession and control of such information, and by not disclosing such information 1o others.
Hamilton respectfully requests that the FPSC designate the confidential and proprietary
information in its proposal as confidential trade secrets.

Hamilton understands that all material submitted becomes the property of the FPSC provided
however, that Hamilton shall maintain ownership of any copyrighted content in the materiais.

23. Non-Collusion

By submitting a proposal, the bidder affirms that the proposed bid prices have been arrived
at independently without collusion, consultation, or communications with any other bidder or
competitor, that the said bid prices were not disclosed by the bidder prior to filing with the
FPSC, and that no attempt was made by the bidder to induce any other person, partnership or
corporation, to submit or not submit a proposal.

Hamilton understands.
24. Changes in the Contract

Any change in the contract shall be accomplished by a formal written contract amendment
signed by the authorized representatives of both the FPSC and the provider. No other document
or oral communications shall be construed as an amendment to the contract.

Hamilton understands.
25. Conflict of Interest

The award hereunder is subject to the provisions of Chapter 112, Florida Statutes, (Public
Officers and Employees). All 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.

\-
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M Signature of Acceptance provided on Checklist.
26. Minority Business

It is the policy of the Commission to encourage participation by minority business companies
(as defined in Section 287.012, Florida Statutes) in Commission contracts. If two identical
bids/proposals to an invitation for bids or request for proposals are received and one response is
from a minority owned company, the Commission shall enter into a contract with the minority
owned company. If applicable, the bidder should include in its proposal evidence that it
qualifies for the definition of a minority business.

Hamilton understands. Hamilton is not a minority owned business.

\.
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B. THE SERVICE TO BE PROVIDED

1. Overview

This section of the RFP lists and describes the specific basic features of the relay service
required to be provided. At the end of this section, the FPSC also requests the bidder to
comment on (and in its price proposal, propose a price separate from the price for basic service
for) the provision of optional services which are not required to be provided.

Hamilton understands and has complied.
2. Commencement Date

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.

Hamilton will meet the June 1, 2012 commencement date for the provision of TRS in Florida.
Hamilton will begin to expand its existing centers for additional relay traffic immediately upon
contract award.

Implementation Progress Reports

Hamilton will assign an implementation team if awarded the contract. This team will be
responsible to establish communication with the FPSC as well as other parties involved in the
overall project. To communicate status on progress on implementation, Hamilton will use the
following tools:

¢ Conference calls
o Weekly status reports (to Hamilton Senior Management)

o Monthly Implementation Progress Reports (to the FPSC), this report will describe the current
status since the previous report, milestones and deadlines, etc.

e Project Plan

Our experience has shown that Progress Reports are a highly effective tool to track changes and
status of any part of the project.
Transition Plan for Service Start-up

Following is Hamilton’s Start-up Plan that illustrates how Hamilton will manage the project,
ensure completion of the project and accomplish required objectives within the RFP.
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Through its past experiences and excellent organizational abilities, Hamilton will be able to
implement a smooth cutover to Hamilton’s relay services. The combination of Hamilton’s
expertise in relay and in telecommunication products and services will allow Hamilton to
orchestrate a highly efficient and seamless transition that will meet all required deadlines.
Florida relay customers will notice many technological advances that will make call processing
flow more smoothly, more reliably, faster and give more control to the relay users in how their
calls are processed (i.e. customer profile).

Using such tools as the timeline on the following pages, as well as coordinating efforts with the
current provider for the transfer of 800 numbers, Hamilton will begin to operate Florida Relay on
June 1, 2011. Florida relay users will benefit from Hamilton’s ability to service each call with
personal attention and with its ability to deliver a level of quality that relay users will find very
satisfying.

Implementation Plan

The following timeline is based on a start-up date of June 1, 2012, and assumes that the contract
award will be made January 5, 2012. Hamilton will perform all tasks within the timeline with
minimal work from the FPSC. However, the FPSC can be involved to whatever degree they
want to be — as little or as much as it desires.

Timeline for Single Provider

January 5, 2012 Contract awarded Hamilton

Contract negotiated. Upon execution of contract, Hamilton will schedule a
meeting with the FPSC to review proposed start-up schedule and to review
various publicity efforts that should be implemented. This plan.would
specificaily address Hamilton’s plan to announce to the reiay community
about the change in TRS providers.

January 5, 2012 —
January 15, 2012

January 15, 2012 Hamilton will obtain FPSC authority to obtain a new toll-free access
number for STS and a new toll-free number for Customer Service.

January 16, 2012 Upon Contract signing, submit contract order to CaﬁTél,_:Ijlc;

Hamilton will assign an :mplémentatldn teém to be 'resiaons,tble to
January 17, 2012 estabhsh communication with the FPSC as well as other parties mvolved
' ‘ _inthe 1mplementat10n project. I e
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: Begm any necessary renovatlons to Harmlton § exxstmg faelhtles to

January 20, 2012

accommodate Florida Relay traffic. Because Hamilton’s current TRS

R facilities have sufficient trunking capacity to handle Florida TRS call
: volume, no otdering of telecommunication facilities is needed.

January 20, 2012

' .Conference call with current provider to. coordmate the transfer of the -
service.

Januvary 20, 2012

Obtain bll]ing and rating arrangements, including-acquisition of local EAS

| data, optional calling plans, any necessary billing.and collection
| agreements, provisioning of access to regionally restricted 800 numbers

and obtain a list of local Florida emergency numbers. Hamilton also will

 ensure that the appropriate NXX’s used by each Flonda LEC can be used

through the relay

January 23, 2012

Order the transition of current 800 numbers to Hamilton. Work with -
current provider for the transfer of Florida customer profile database
information to: Hamilton. '

January 23, 2012

| Obtain equal access information from carriers who want to pa:t1c1pate in
-| relay equal access.

February 1, 2012

Submit Implementation Guide to CapTel and provide Customer Service
with Florida rules. Additional CapTel internal setup:

e Load service specifications and customer profile fields

e  Add monthly reports

¢  Provide Customer Service with Florida rules

February 1, 2012

Begin assigning or hiring key personnel including Account Manager '
(Outreach Coordinator, if the FPSC desires outreach) and CAs.

February 15, 2012

Begm training existing CAs on pronunclatlon and spellmg of Flonda place
names.

February 15,2012

. Make any necessary script changes for Flonda Relay Build web pages,

brochures, outreach power points, outreach banner stands and other

| outreach or marketing needs, if outreach is desited by thq FPSC

March 1,2012

Install CA workstations facilities and CA eqtupment hardware/soﬁware

March 1, 2012

Begm dev»lopment of Flonda Reiay annual outreach plan, 1f outreaeh is

_desired.
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March 12, 20-12_ continue tralmng CAs.
April 1, 2012 Testing of all eqmpment hardware/soﬂ:ware
Complete instatlation of database mformatlon w1th1n 2 weeks of cutover.
May 14, 2012 Hamilton will call individual customers if we do not understand the profile
data to ensure accurateness of the data.
Florida Relay is operational. Reroute Florida TRS 800 numbers to
June 1, 2012 Hamiilton’s Relay Center. New Florida STS and Customer Service 800
numbers become active, -
Continued concentrated effort on distribution.of mfonnatlon about TRS
From Service start- | and CapTel including news releases, and distribution of other
up through Term of | informational material through various channels (i.e. hard of hearing
Contract organizations). Materials will be used to initiate programs about TRS and

By the 14™ of the
month, following

CapTel for various organizations, businesses and groups.

The FPSC receives monthly invoice.

the month being
reported
By the 25" of the
month, following . . .
the month being The FPSC receives monthly traffic reports and customer service reports.
reported
December 20, 2012 Haniilton mails Directory Pages and Bill Inserts to all LECs in Florida.
March 1, 2013 “The FPSC receives Annilal Report from Ha_milt_on._

The FPSC receives Florida Relay Consumer Complaint Log Summaries
June 15, 2013 for June 1, 2012 through May 31, 2013 per FCC Docket #98-67 and

continue annually throughout the term of contract.

Hamilton Relay
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Cutover Plan

Because Hamilton currently has sufficient telecommunications facilities in each of its TRS
centers to accommodate Florida Relay call traffic, Hamilton anticipates a smooth cutover with no
interruption in service. Essentially all that remains is to send the 800 numbers to Hamilton's
relay center. Hamilton has performed many cutovers successfully and will do the same for
Florida.

Hamilton has immeasurable experience in transitioning relay services from other relay providers.
All of these transitions were performed seamlessly with no interruption in service. Hamilton’s
and other providers’ teams have worked very well together in the past and addressed every issue
prior to the cutover date. This experience will be very beneficial in the transition of Florida
Relay to Hamilton.

The following Hamilton transitions have taken place in recent years:

e On April 20, 2004, Hamilton transitioned the Maine Relay Service from AT&T, its previous
relay provider. The transition went smoothly with no interruption in service during cutover.

o Hamilton successfully transitioned the Saipan Relay Service from AT&T on October 1,
2004.

¢ On January 1, 2005, Hamilton completed another transition with Sprint for the provision of
Relay Iowa. A seamless transition took place. In fact, Hamilton received positive feedback
at the January 2005 meeting of the lowa Dual Party Relay Council, which was held just
weeks after Hamilton began providing the service.

e Hamilton efficiently transitioned the Virgin Islands Relay Service from AT&T on August 25,
2005.

e On November 10, 2005, the State of Montana issued an intent to award the contract to
Hamilton as the apparent successful vendor. By November 30, 2005, a signed contract was
in place. Hamilton managed the implementation phase in Montana and performed an
efficient transition from Sprint on February 28, 2006.

e On September 20, 2005 Hamilton was selected as the new provider for the Georgia Relay
Service. Throughout the implementation phase Hamilton provided periodic progress reports
to the TRS Administrator. Hamilton successfully set up a new in-state and performed a cut-
over of the Georgia Relay Service from AT&T on April 1, 2006.

e On December 29, 2006, the State of Arizona selected Hamilton as the new TRS provider.
Hamilton transitioned service from MCI on February 1, 2007 with no interruptions in
service. The Arizona Relay Service start up was accomplished in 30 days.

e The State of Kansas awarded the TRS and CapTel contract to Hamilton on February 8, 2007.
Hamilton performed a smooth cutover from SBC to Hamilton on May 1, 2007.

¢ On February 13, 2007, Hamilton was awarded two contracts to provide TRS and CapTel to

the State of Maryland. Hamilton set up a new in-state center and successfully transitioned
the Maryland Relay from AT&T on June 1, 2007.
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e On July 1, 2008, Hamilton started up another new relay center and successfully transitioned
the Massachusetts Relay Service from Sprint. The transition went smoothly with no
interruption in service during cutover.

e The New Mexico Commission for Deaf and Hard of Hearing Persons awarded the TRS and
CapTel contract to Hamilton as the successful vendor in June 2009. Hamilton began
providing relay service two weeks later on July 1, 2009. This transition was seamless in spite
of an extremely short start-up time frame.

* The State of Utah awarded the TRS and CapTel contract to Hamilton on December 21, 2009.
Hamilton performed a smooth cutover from Sprint to Hamilton on January 28, 2010.

¢ The State of California awarded Hamilton one of two new Telecommunications Relay
Service providers and the sole CapTel provider on June 2, 2010. This transition was
seamless.

Hamilton will transition the existing Florida Relay 800 numbers to its relay centers at 12:01 a.m.
June 1, 2012. Hamilton will have all the necessary personnel in place during the actual cutover.
Hamilton will also have additional technical and training staff available during the cutover and
during the next several weeks to ensure all procedures and equipment are satisfying the nceds of
the relay users.

Hamilton is of a size in which the senior management will be involved in all phases of the
implementation and management of Florida Relay. Please sce Attachment A for detailed
information regarding Hamilton’s Key Personnel and Staff.

3. Term of Contract

Service shall begin on June 1, 2012. The term of the contract will be an initial three year
period. 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, 2013, the provider should notify the FPSC by June 1, 2014, that it desires a one year
extension of service.

Hamilton understands and will comply with the term of the contract. Hamilton will begin
providing the Florida Relay Service on June 1, 2012. Hamilton understands that the contract
may allow for the term to be extended for up to four additional one year periods. Hamilton will
notify the Florida Public Service Commission of its desire to extend service by June 1* the year
before the current service period expires.
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Hamilton will process Florida Relay calls from a combination of its Relay Centers located in
Nebraska, Georgia, Louisiana, Maryland, Massachusetts and Wisconsin. Hamilton processes
Speech to Speech and Spanish calls from its Wisconsin, Louisiana and Maryland centers.

Because of Hamilton’s size, all call centers follow the same call procedures so no matter where a
call is handled, Florida Relay users will receive the same high quality service.

Location of Relay Center

Relay Facility

All Hamilton Relay Centers have the following accommodations:

Each space has a relay service operator room that is separated from other business facilities. The
space has doors that are clearly marked for admittance only by authorized personnel to preserve
the confidentiality of relay conversations. The building facility has access to breakroom
facilities, a training area, conference room, support equipment and facilities (i.e. computers, copy
machines, fax machine, storage facilities, training library, etc.) and sufficient expansion space to
accommodate additional workstations and other equipment for any reasonably projected growth
in traffic. Technical staff are available onsite. Battery backup and an uninterruptible power
source operate the equipment, lighting and all other peripherals when needed. All relay service
operations are conducted in facilities physically located within the relay center.

Massachusetts Relay Center
703 Housatonic Street, Suite 148
Pittsfield, MA 01201-6634

Hamilton began operating the center located in Pittsfield, Massachusetts on July 1, 2008. This
center occupies approximately 5,949 square feet. Approximately 41 full-time and 4 part-time
people are employed in this center. Hamilton has 25 workstations in operation in this facility
and handling approximately 192,783 session minutes per month. In addition, this facility has an
expansion room which can accommodate an additional 15 workstations.

Louisiana Relay Center
9107 Bluebonnet Centre Blvd.
Baton Rouge, LA 70809

Hamilton began operating the center located in Baton Rouge on January 15, 1998. This center
occupies 11,000 square feet and has the ability to add 5,500 square feet if needed as a result of
growth. The Louisiana facility is monitored by a remote security company. All doors have a
keypad allowing only authorized persons to enter. Visitors must be physically let into the
building. The building is located in a secure area where privacy is easily maintained.
Approximately 49 full-time and 14 part-time people are employed in this center. Hamilton has
43 workstations in operation in this facility and handles approximately 275,536 session minutes
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per month. In addition, this facility has expansion room to accommodate an additional 50
workstations.

Georgia Relay Center
2231-T Dawson Road
Albany, Georgia 31707

Hamilton began operating the center located in Albany, Georgia on April 1, 2006. This center
occupies 10,440 square feet with an option to lease an additional 2,800 square feet if needed as a
result of growth. Approximately 30 full-time and 18 part-time people are employed in this
center. Hamilton has 48 workstations in operation in this facility and handles approximately
165,414 session minutes per month. The Georgia facility can also be remodeled to accommodate
another 19 workstations.

Nebraska Relay Center
1006 12th Street
Aurora, NE 68818

Hamilton began operating the center located in Aurora, Nebraska on January 1, 1991. The
Nebraska Center has a permanent standby alternate fuel source generator as additional backup
beyond the batteries. It is a secure facility located on the lower level. Approximately 22 full-
time and 5 part-time people are employed in this center. Hamilton has 19 workstations in
operation in this facility and handles approximately 79,334 session minutes per month. The
Nebraska facility also has expansion room to accommodate 5 additional workstations.

Maryland Relay Center
1 Science Park

Frostburg Business Park
Frostburg, MD 21532

Hamilton began operating the center located in Frostburg, Maryland on May 31, 2007. This
center occupies 20,000 square feet. Approximately 48 full-time and 6 part-time people are
employed in this center. Hamilton has 32 workstations in operation in this facility and handles
approximately 322,690 session minutes per month. The Maryland facility can be remodeled to
accommodate another 19 workstations. In addition, this facility has a first floor which will
accommodate 30 workstations without further remodeling.

Wisconsin Relay Center
8383 Greenway Blvd., Suite 90
Middleton, WI 53562
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Hamilton began operating the Madison center on February 1, 1999. Hamilton provides Spanish
and Speech to Speech relay service from this center. Approximately 10 full-time people and 5
part time people are employed in this center. Hamilton has 43 workstations in operation in this
facility and handles an average of 5,319 session minutes per month.

Telecommunications Equipment and Software

Hamilton has all of the necessary equipment and software needed to be capable of receiving and
transmitting in Voice, Turbo Code, ASCII (at the correct Baud rate) or Baudot formats. All
equipment is compatible with industry-wide standards. Hamilton’s modems can auto-detect the
difference between ASCI and Baudot signals within the same modem so that each call is
connected correctly. Hamilton’s workstations and switching mechanisms are flexible enough to
process other formats as they become available to relay users.

Hamilton will furnish all necessary facilities, equipment, and software to operate the Florida
Relay Service in a manner sufficient to meet or exceed all FCC and State standards. All
transmission circuits meet and will continue to meet FCC interexchange performance standards
for circuit loss and noise.

Following is a description of the equipment and networks Hamilton will use to provide all TRS
call types.

Location of TRS Switches and Relay Platforms

o In Attachment I is a diagram of the networks Hamilton uses to operate its relay centers.
The map visually displays how relay calls reach the assigned switch and how calls are
distributed to the correct center. The map also shows how outgoing calls originate back
out of the relay center. Hamilton meets interexchange carriers through the connecting
companies as shown on these diagrams.

o The actual switches and relay platforms are located in the Louisiana and the Nebraska
relay centers. Workstation equipment, database information, and Communication
Assistants are located in all of Hamilton’s relay centers.

® Workstations in the Maryland, Massachusetts and Wisconsin centers are controlled by the
main processing and switch unit located in Nebraska via digital telecommunications
facilities which are redundant T-1 circuits.

o Workstations in the Georgia Center are controlled by the main processing and switch unit
located in Louisiana via digital telecommunications facilities which are redundant T-1
circuits.

o All incoming (Florida) relay calls will enter Hamilton’s relay network. Calls will then be
connected to workstations in any Hamilton facility. This all happens instantaneously
with no call delays. Calls made to the terminating party exit through the call network as
well.
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o Please see the network diagrams in Attachment I, for a complete view of Hamilton
Relay’s network.

The following is a step-by-step description of the route which relay calls travel and what happens
to the call at each stage of the route. In this network configuration relay users use the Public
Switched Network via an 800 number {or by dialing 711) to arrive at either of Hamilton’s
switches at which time calls are routed to the first available workstation in Hamilton’s network.

Step One - TTY or Voice Caller Dials a Relay Service 800 Number or 711:
The initial 800 or 711 call made to the center travels over the Public Switched Network for
purposes of transporting the relay call to the Hamilton center’s IXC point of presence.

Step Two - Transport of the Incoming Call (TTY/ASCII or Voice)

When a call originates in Florida, it travels over the Public Switched Network until it reaches the
IXC’s point of presence. At this point calls are placed on dedicated facilities and routed to either
relay switch. If for some unforeseen reason, one of Hamilton’s relay switches is not able to
receive any calls or is experiencing any type of blockage, calls will be rerouted to the other
switching facility automatically. Florida TRS calls can be routed to any Hamilton relay center.

Step Three - Switching of the Call (Please refer to Hamilton’s technical call flow diagram
in Attachment I for the next steps.): The switch then puts the call in queue to be answered by
a workstation. The TRS call will be “ringing” at a workstation at this point. Once the call is
answered, Hamilton's system recognizes Turbo Code, ASCII or Baudot and the appropriate baud
rate connects automatically without any intervention by the Communication Assistant.

It is important to note that our switch puts all calls in a “queue” in order to handle them in the
order received and to assign them on a rotating basis to the various workstations. Hamilton's
switch is a high-speed, stand-alone, non-blocking digital switching matrix. The system is fully
redundant to insure quality, reliable performance. Common equipment frames can be added to
accommodate any expansion necessary. The system utilizes a standard T1 interface and the SS7
network that enables it to be linked to other digital switches. The system is set up to
automatically access the secondary operating system on the switch with no human intervention.
The system auto-detects any problems and moves to the secondary system immediately if
necessary. Hamilton has installed an intercept message, which notifies relay users to continue to
hold and wait for the next available CA if ever needed.

Hamilton has two switches that are capable of standing alone. Each switch has redundant
processors. This provides a network configuration (routing diversity) which is very difficuit to
match and virtually unbeatable in terms of minimizing the potential for relay downtime. With
this configuration our technicians are always in a position of having several routing options and
more than one switching option as a back-up in the event of any failure in hardware or software.
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Step Four - Database Access: The relay switch system and workstations access a database for a
variety of reasons. This system provides the ASCII and Baudot interfaces to the text user.

Redundant Windows servers are used to store the database applications containing all
information required to run the workstation application.

Step Five - Call Arrives at Relay Workstation: This component of the system uses our
integrated workstation. The workstation provides both voice and data paths to support basic
relay functions. The workstations access a switch host, which is a high-speed processor running
the UNIX operating system to support the programmabie relay switch environment. The switch
host processes requests from the workstation and sends commands to the switch to control the
communications environment.

The workstation also accesses redundant onsite database servers, on which high-speed processors
running the Windows server operating system reside. The database server provides information
about call routing and user preferences. A server is located in each of Hamilton’s TRS Centers.

Hamilton has organized its relay workstation software making it easy for the Communication
Assistant to keep track of the originating and terminating parties. Everything typed to or typed
by the originating party is in capital letters. Everything typed to or typed by the terminating
party is in lower case. Each party has its own “window” making the system even more efficient
— one box contains the text conversation received and the other box contains the conversation
typed by the Communication Assistant. Because Hamilton can process a variety of call types,
including VCO to TTY in which the CA types to both parties, Hamilton has established an easy
mechanism that allows Communication Assistants to dictate and change which party receives
typed communication. The workstation has the ability to abbreviate standard messages (hot
keys) and handle them with one keystroke thus saving call set-up, connect and wrap-up time.
The workstation can also be monitored by the supervisor workstation for training and quality
assurance purposes. All of these features assist the CA in maintaining the flow of the
conversation, assuring that clear conversation takes place, while at the same time
promoting efficiency at the workstation.

Step Six - Call Travels Back to Switching Matrix/Billing Record Created: A call record is
made for every call attempt through the relay system. Calls that are incomplete or local calls are
analyzed for purposes of providing the necessary reports to the FPCS. If the call is a toll call, the
caller’s carrier of choice terminates the outbound portion of the call and the necessary
information digits, calling and called number are forwarded over the circuit so that that
interexchange carrier can bill the customer directly. Hamilton is providing equal access in the
same manner as suggested by the Interexchange Carriers Compatibility Forum as prescribed in
1993. Hamilton connects with the interexchange carriers electing to participate in relay equal
access.
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Step Seven - Traffic Reports: Another software tool is utilized to obtain the necessary
management reports produced by the relay service. These reports contain information about
average answer seconds, abandoned calls, average work time per call, connected call counts,
average call length, CA productivity, etc.

Step Eight - Outgoing Calls are Transported Out (Please refer back to the network
diagram in Attachment I): The outgoing traffic from the TRS center travels the same type of
facilities traveling back out of the Relay Center as the incoming calls did coming into the relay
center, with the exception that the various segments of the network are accessed in the reverse
direction. Any toll calls go out over the caller’s carrier of choice. Hamilton routes local and
EAS outgoing calls over Hamilton’s underlying network at no cost to the end user. This routing
takes place from the switching point but local calling areas are determined from the caller’s
originating call and the outbound call requested.

At the termination of each call, a billing record is created for use as necessary in the billing
cycle. Only actual completed conversation minutes are billed to the end-user by the long
distance carrier, if a long-distance call is made.

Hamilton uses the Public Switched Network between the origination point of the call and our
interexchange carrier's point of presence and in the reverse for outbound calls (please refer to the
network maps in Attachment I). Trunks are purchased from a certified IXC and handle traffic
back and forth from the IXC point of presence to Hamilton’s relay switching platforms.
Trunking capacity between the local network and the relay switching platforms, for both
originating calls and terminating calls, is more than sufficient to assure that blockage does not
occur under any reasonably foreseeable operating conditions. These trunks also have overflow
capabilities among all Hamilton facilities.

Hamilton currently has 96 inbound and 96 outbound local trunks plus 48 outbound toll trunks at
its Louisiana switching point. Hamilton currently has 96 inbound and 72 outbound local trunks

plus 48 toll outbound toll trunks at its Nebraska switching point. This is a sufficient number of

trunks to accommeodate the Florida Relay traffic.

Florida Relay users will receive outstanding call processing and superior answer performance as
a result of this network configuration.

4. Scope of Service

The relay service shall be designed to provide the 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-1TY 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 described below.
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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.

Scope of Service

Hamilton understands and will comply. If awarded the contract, Hamilton will provide for the
uniform and coordinated provision of Florida Relay on a statewide basis. Hamilton ensures
Florida Relay will be available at all times (24 hours a day, 7 days a week, 365 days a year).

Hamilton’s relay service is designied to provide the means whereby a person who is deaf, deaf-
blind, hard of hearing or who has a speech disability can communicate over the existing
telecommunications network with a standard phone user (and vice-versa) through the voice
assistance of the relay service (Communication Assistant). Hamilton will provide state-of-the-art
technology, use highly trained and specially skilled CAs and will operate the Florida Relay 24
hours a day, seven days a week, every day of the year in accordance with system requirements
and performance standards in the RFP and contract. Included in this service are 24-hour

customer service support and a full outreach program.

Hamilton will furnish all necessary facilities, personnel, equipment, software, circuits, telephone
service, training, start-up and testing to operate Florida Relay in a manner that meets or exceeds
all Federal, State and RFP requirements. Hamilton’s transmission circuits meet or exceed
industry interexchange performance standards for circuit loss and noise.

Hamilton knows that the underlying standard of the relay is to provide users access to the
telephone network that is functionally equivalent to persons who are not disabled in their ability
to use the telephone.

Hamilton’s Relay Services platform is very functionally equivalent to the telecommunications
network used by those who do not use the relay. Hamilton continues to make advancements that
make the differences between the two systems less significant i.e. the use of SS7 technology.
Hamilton understands that the FPSC desires to provide the most cost-effective and efficient relay
service possible. Hamilton has worked diligently to achieve this goal in all of its relay states and
will do the same in Florida. Hamilton believes the FPSC will find Hamilton’s relay service to be
very cost efficient. At the same time Hamilton will provide a service that is very functional and
equivalent to standard telecommunication services.

Because Hamilton is continually working to "personalize' its relay services to obtain
"Relay Your Way®," Hamilton has become quite capable of developing innovative
solutions and product offerings that are functionally equivalent to voice to voice
conversations. Hamilton is in a position to take user input and combine it with the latest
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technology to provide the types of products and services wanted by relay users in a cost
cffective manner. Hamilton demonstrates this ability throughout its proposal.

Hamilton knows that the underlying standard of the relay is to provide users access to the
telephone network that is functionally equivalent to persons who are not disabled in their ability
to use the telephone.

FCC Requirements

Hamilton is an FCC certified provider. As the Florida Relay provider, Hamilton will meet all
FCC standards necessary to maintain certification as a "state program" under the ADA and FCC
regulations, including full compliance with the intent and the existing implementation guidelines
set forth in Title IV of the Americans with Disabilities Act of 1990 (ADA). In fact, IHamilton
continues to substantially exceed the standards established by the FCC for maintaining
certification in the states it serves.

Throughout this proposal is a complete description of how Hamilton will comply with the Code
of Federal Regulations, Title 47-Telecommunications, Chapter 1, Federal Communications
Commission (FCC), Part 64-Miscellancous Rules Relating To Common Carriers, Subpart F,
Telecommunications Relay Services.

FCC Certification

Hamilton will ensure FCC Certification for Florida. In fact, Hamilton will substantially exceed
the standards established by the FCC for maintaining certification. Hamilton has met all FCC
related standards in the past and has readily responded to all FCC regulations and will do the
same for the FPSC. As the Florida Relay provider, Hamilton will comply with the requirements
included in state and federal laws, rules, and regulations, including the requirements of the FCC
and the FPSC. If new or increased technologies and corresponding services develop or any
changes in the state and/or federal laws, rules and/or regulations are required with different cost
elements, Hamilton will, in good faith, negotiate an appropriate pricing structure with the FPSC.

The following is a synopsis of Hamilton’s current relay capabilities as it relates to the current
FCC orders.

June 17, 2003 Order:

A. Availability of SS7 Technology to TRS Facilities
1. TRS Providers’ Access to SS7 Technology
The FCC has ordered that TRS facilities are permitted to use SS87 technology or any
other type of similar technology to enhance the functional equivalency and quality of
TRS. Hamilton utilizes SS7 technology and is in compliance with the FCC rules.
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2. Transmittal of Calling Party Information
The FCC has required that when a TRS facility is able to transmit any calling party
identifying information to the public network, the TRS facility 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. Hamilton is in compliance with this
requirement. Hamilton provides True Caller ID by transmitting the 10-digit number
of the calling party and will do so for the State of Florida as part of its relay service
offering.

Because Hamilton can pass, send and receive calling line identification information, a
whole host of other features are available including:

Call Rejection (Call Block)

Call Rejection can be provisioned on the relay customer’s line by the LEC in
order to prevent nuisance or unwanted calls. The relay user will simply
program his phone to block all calls from his selected list of phone numbers.
If someone calls through relay from one of these numbers on the list, the
caller receives a pre-recorded announcement stating the caller is not accepting
calls at this time, which the relay will type or voice to the originating caller.
Calls from other numbers are not blocked.

Call Acceptance

Call Acceptance can be provisioned on the relay customer’s line by the LEC.
Call Acceptance lets relay users block all calls except those from his list of
special phone numbers. Relay users can add, delete or change numbers on his
list at any time and is also used in order to prevent nuisance and solicitation
calls. If somecne calls through relay from one of these numbers not on the
list, the caller receives a pre-recorded announcement stating the caller is not
accepting calls at this time, which the relay will type or voice to the
originating caller. Calls from numbers not on the list are blocked.

Anonymous Call Rejection

Anonymous Call Rejection is provisioned on the relay customer’s line by the
LEC in order to prevent receiving calls that are “blocked” or “private.” Relay
users who do not want to receive calls from parties who have blocked their
Caller ID information can make use of this feature. Callers who have blocked
their Caller ID information will receive a recording indicating that the called
party is not accepting calls at this time which the Communication Assistant
will either voice or type to the originating caller.

Hamilton Relay
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e Preferred Call Forwarding
Preferred Call Forwarding is provisioned on the relay customer’s line by the
LEC. Relay users create a list of numbers that they wish to forward to a new
telephone number. All other callers do not forward to the new telephone
number. Relay users can add, delete or change numbers on their call
forwarding list.

e Unique Flash
Relay users can create a list of numbers with their own distinctive flash (ring).
If someone calls through relay that is calling from a number with a distinctive
flash associated with it, the called relay party will hear or see the distinctive
flash. The unique flash indicates it’s one of the special callers from the
individual’s list.

B. Operational Standards
1. Types of calls
a. Two line VCO and Two line HCO
Hamilton provides two-line VCO capability, which allows a VCO user to have a
more interactive conversation. By using two telephone lines, the caller can listen
to their conversation on one line while receiving typed text from a CA on the
other line, thus creating a more natural flow of conversation. To place a two-line
VCO call, the ASCIUTTY user calls relay, connects with a CA and requests that
the CA make a call to their voice (second) line. The relay user must have two
telephone lines and 3-way calling. Once connected in voice, the customer dials
out and conferences in the third party (the party they want to speak with). Now,
the CA only types what the third party says. The CA is virtually invisible to the
voice customer, allowing for a two-way uninterrupted conversation to take place.

Hamilton also provides two-line HCO capability. To place a two-line HCO call,
the ASCII/TTY user calls relay, connects with a CA and requests that the CA
make a call to their voice (second) line. The relay user must have two telephone
lines and 3-way calling. Once connected in voice, the relay user conferences in
the third party via the voice line (the party they want to speak with). Now, the
CA only voices what the HCO user types. The CA is virtually invisible to the
voice customer, allowing for a two-way uninterrupted conversation to take place.

b. HCO to TTY and HCO to HCO
Hamilton provides HCO to TTY capability, which allows HCO users to contact
TTY users (or vice versa) via the relay. The CA will voice the TTY user’s typed
conversation to the HCO user. The TTY user receives the HCO user’s typed
conversation directly from the HCO user.
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Hamilton also provides HCO to HCO capability, which allows two HCO users to
contact each other through the relay. Hamilton provides HCO to HCO service
where the CA voices to both parties, preventing the HCO users from having to
read the typed conversation. This is a great relay enhancement and Hamilton is
pleased to offer it to relay users.

¢. VCOtoTTY and VCO to VCO
Hamilton provides VCO to TTY capability in which VCO users can call a TTY
user (or vice versa) through the relay. The VCO user voices his/her conversation,
which the CA types to the TTY user. The TTY user types his/her conversation
directly to the VCOQ user.

Hamilton also provides VCO to VCO capability, which allows two VCO users to
contact each other through the relay. Hamilton provides VCO to VCO service
where the CA types to both parties, preventing the VCO users from having to type
their part of the conversation.

2. Handling of emergency calls
a. Appropriate PSAP-Wireline

Hamilton is in comipliance. Hamilton’s relay software takes the NPA/NXX
information from the ANI of an incoming call and matches it to information in its
database. The ANI indicates what city or location a call is coming from. This
NPA/NXX information is then cross-referenced to a list of towns and locations in
the State of Florida stored in the database. Hamilton will map each NPA/NXX in
Florida to the appropriate PSAP. Once this search is complete (it only takes a
second) the correct emergency telephone number is loaded automatically into the
"outdial” box and the Communication Assistant can immediately dial the
appropriate emergency personnel.

Hamilton’s emergency database application described above meets the new
requirements established by the FCC. In the June 2004 order, the FCC adopted
the definition of “appropriate” PSAP as “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.”
Hamilton’s database automatically and immediately transfers the caller to the
appropriate Public Safety Answering Point based on NPA/NXX information.

b. Appropriate PSAP-Wireless
Hamilton is in compliance. When a relay user connects to the relay via cellular or
wireless telephones, the Communication Assistant will try to determine the
location of the caller. Hamilton’s emergency database application described
above allows the Communication Assistant to immediately dial the appropriate
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emergency personnel to connect the caller to the appropriate PSAP upon
obtaining location information.

3. Access to Speech-to-Speech Relay Services
Hamilton is in compliance. Hamilton allows access to Speech to Speech Relay
Services through the use of 711 dialing access. Hamilton also allows access to
Speech to Speech Relay Services through the use of a separate 10 digit toll-free
number dedicated to Speech to Speech.

C. Technical Standards
1. Equal Access to Interexchange Carriers
Hamilton gives relay users access to their chosen interexchange carrier through the
TRS, and to all other operator services, to the same extent that such access is
provided to voice users.,

Interexchange carriers meet Hamilton at the same tandems in which Hamilton uses to
connect to its relay switching platforms to the telephone network. All carriers have
access to these tandems if so desired. Hamilton has worked with many carriers to
meet their individual access needs in regards to connecting to the relay. Hamilton
will do the same for the State of Florida ensuring that relay users can make use of
their chosen long distance carrier through the relay. There are 125 carriers
participating in relay equal access today and this list is constantly growing.

2. Additional TRS Features and Services
a. Answering Machine Message Retrieval

Hamilton is in compliance. Hamilton provides this service in which messages
from a voice or TTY answering machine or a single line telephone are retrieved
by the CA. The caller requests Automatic Message Retrieval (AMR) or Single
Line Answering Machine (SLAM) and plays the messages to the Communication
Assistants by putting the handset near the speaker of the answering machine.
Hamilton’s technology records any messages, enabling the Communication
Assistants to capture the information and type or voice it back to the relay
customer. Once the information is relayed to the caller and the call is completed,
the recording is automatically erased when the caller disconnects.

b. Automatic call forwarding
Hamilton allows Call Forwarding, which can be provisioned on the relay
customer's line by the LEC; for example, if the user puts his telephone on call
forwarding the relay call will be automatically forwarded to the new location.
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c. Call Release

Hamilton processes TTY to TTY calls when it is necessary to go through a voice
switchboard first, or if the originating TTY user is using a calling card that is
accessed by calling an 800 number first. Once the CA reaches a compatible TTY
user when placing a relay call, Hamilton gives the calling party the option to
communicate independent of the relay function. The CA types to the terminating
TTY user, “TTY TO TTY CALL ONE MOMENT PLS.”

The CA then types to the originating party, “(CA HERE YOU ARE
CONNECTED TTY TO TTY WHEN YOUR CALL IS FINISHED CALL
BACK TO RELAY TO MAKE A RELAY CALL OR JUST HANG UP ONE
MOMENT PLS).”

Once the CA sees the two TTY parties are able to read each other, the CA types,
(CA HERE YOU MAY BEGIN YOUR CONVERSATION NOW) GA.

The CA receives an automated message box with instructions to release the call
from the workstation. Once the call has been released from the workstation, the
CA is able to take any other incoming calls.

Using the above procedure, Hamilton provides a true call release function to
satisfy the FCC requirement, which removes the workstation from the call. If the
call is a long distance call, the call is billed as a normal relay call (i.e. the relay
user’s carrier of choice).

d. Speed dialing
Hamilton’s customer profile allows relay users to indicate calling preferences.
Customer profile information is presented to the CA each time the relay user calls
the relay and includes the option of Speed Dialing. In the Speed Dialing section
of the Customer Profile form, customers list the first name and phone number of
people they call often through the relay. When a customer wants to call that
person, they simply instruct the CA to call that person. There is no need to give
the number to the CA.

¢. Three-way calling
Hamilton provides three-way calling capability, in which the customer (if the
customer has purchased this feature from his/her 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.

-
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D. Public Access to Information and Outreach
The FCC has called for an increase in outreach efforts. Efforts to educate the public
about TRS should extend to all segments of the public, including individuals who are
hard of hearing, speech disabled, and senior citizens as well as members of the general
population. The outreach program described in this proposal meets all of those
requirements.

June 10, 2004 Order:

A. Anonymous Call Rejection
Anonymous Call Rejection is provisioned on the relay customer’s line by the LEC in
order to prevent receiving calls that are “blocked” or “private.” Relay users who do not
want to receive calls from parties who have blocked their Caller ID information can make
use of this feature. Callers who have blocked their Caller ID information will receive a
recording indicating that the called party is not accepting calls at this time which the
Communication Assistant will either voice or type to the originating caller.

B. Preferred Call Forwarding
Preferred Call Forwarding is provisioned on the relay customer’s line by the LEC. Relay
users create a list of numbers that they wish to forward to a new telephone number. All
other callers do not forward to the new telephone number. Relay users can add, delete, or
change numbers on their call forwarding list.

C. Call Screening (Call Rejection) (Call Block)
Call Screening is provisioned on the relay customer’s line by the LEC in order to prevent
nuisance or unwanted calls. The relay user will simply program his phone to block all
calls from his selected list of phone numbers. If someone calls through relay from one of
these numbers on the list, the caller receives a pre-recorded announcement stating the
caller is not accepting calls at this time, which the relay will type or voice to the
originating caller. Calls from other numbers are not blocked.

Application for Renewal of Current Relay Certification

Hamilton will prepare on behalf of the FPSC an application for Renewal of Current Certification
to have Florida Relay be certified as a Telecommunications Relay Service pursuant to the rules
and procedures set forth by the Federal Communications Commission. All states in which
Hamilton currently provides relay, have been certified for the certification time period beginning
July 26, 2008 and ending July 25, 2013.

As the Florida Relay provider, Hamilton will meet all FCC standards necessary to maintain
certification as a "state program” under the ADA and FCC regulations, including full compliance
with the intent and the existing implementation guidelines set forth in Title IV of the Americans
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with Disabilities Act of 1990(ADA). In fact, Hamilton continues to substantially beat the
standards established by the FCC for maintaining certification in the states it serves.

5. Access Numbers

There shall be 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. 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 be 877/955-
8773. The provider must request FPSC authority to use additional numbers for relay access
(e.g. STS, other foreign languages, eic.). If a caller calls the wrong access number, the system
shall process the call without requiring the caller to redial.

Access shall also be provided via “711" which shall point to the 800/955-8770 number.

Hamilton understands and will comply with all Florida Relay access number requirements.
Hamilton will transition the existing relay 800 numbers to its centers at 12:01 a.m. June 1, 2012.
Hamilton will make use of the current number associated with 711 translations as well as the
existing toll-free access numbers for TTY and Voice. This can be accomplished easily through a
standard ordering process. As required by the RFP, Hamilton will request FPSC authority in
order to obtain a new toll-free nurnber for STS and also a new toll-free number for Customer
Service. Hamilton has immeasurable experience in transitioning relay services from other
relay providers.

7-1-1

When dialing 711, if the relay user has a customer profile and has indicated a connection
preference, the call will be automatically setup in the correct connection mode and immediately
delivered to the workstation for call processing (i.e. permanent branding of TTY, ASCII, VCO,
etc.) This will happen in less than a second.

If the relay user has no customer profile associated with the number they are calling from, the
call will default to a voice connection. The CA will listen for different connect tones or
speaking, in order to connect the relay call in a timely fashion.

All services available from Hamilton are accessible through 711. Hamilton will meet all the
same general requirements set forth for all relay calls when 711 is dialed rather than an 800
number.

Hamilton looks forward to providing relay service to Florida that is customized, including
the different types of dialing access, to meet its needs.
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The service shall be designed to relay local, intrastate, interstate, and international calls that
originate or terminate in Florida. Relay service shall be available 24 hours per day every day of
the year.

6. Availability of the System to Users

Hamilton will operate the Florida Relay Service 24 hours a day, seven days a week. Included in
this service is 24 hour customer service support. Hamilton will relay local, intrastate,
interstate and international calls that originate or terminate in Florida. Please see further in this
Tab in Sections B-43 and B-44 for a detailed description of Hamilton’s provision of local,
intrastate, interstate and international calls. Please see further in this Tab in Section B-35 for a
description of Hamilton’s uninterruptible Power Supply and Hamilton’s Disaster Recovery and
Back-up plans. All of these items provide the needed redundancy to ensure continuous
uninterrupted access to relay.

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

Hamilton does not and will not place any restrictions on the length or number of single or
sequential calls placed by customers through the relay center. Hamilton has never requested that
a relay user finish early. Hamilton is confident it can continue to manage its traffic loads in a
manner which will not require it to ask customers to call back later under any circumstances.

7. Minimum CA Qualifications/Testing

The provider shall adequately supervise and train its employees to always be courteous,
considerate, and efficient in their contact and dealings with its customers and the public in
general, and shall conduct periodic evaluations to ensure that courteous service is being
rendered.

Hamilton’s entire training program is designed to teach employees to always be courteous,
considerate and efficient when dealing with customers and the general public. Hamilton
regularly evaluates its CAs. Please see further in this Section for detailed information. In
Attachment J you will find the forms used to evaluate Communications Assistants. Such things
as proficiency and professionalism, procedures, language, voice quality, decorum, and
professional knowledge and skills are evaluated daily.

According to the Paisley 2011 National Relay Competitive Index

Hamilton customer care is rated at 99.3%; statistically
making Hamilton a top provider.
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As a first step in our employment procedures, the Relay Center Manager assesses employment
needs based on volume of calls, current employee levels and future needs. When a need occurs
or a projected need is forecasted, the Center Manager makes a request to the Human Resources
Coordinator for Communication Assistants.

Recruitment and Hiring Plan

Phase one of the hiring process consists of the production of advertising aimed at seeking highly
qualified applicants from the most diverse population possible. The Human Resource
Coordinator oversees this. Advertising can include current employee referrals, newspaper,
television, radio, community college placement centers, the Job Service and other resources.

After the advertising is in place, applications are accepted for a specified period of time, usually
two weeks. During this time, a Human Resource Representative evaluates each and every
application for general skills, work history, education, and work consistency and compiles a list
of applicants which our company may be interested in pursuing. Testing also is completed
during this phase.

The following exams are given to each potential Communication Assistant before hiring:
(1) Typing evaluation (discussed previously)
(2) Reading skills (Be abie to read clearly and distinctly)
(3) Spelling test (must achieve at least 90% correct)

After the application phase has been completed and a sufficient pool of applications has been
received, the Human Resource Representative sets up an initial interview with each of the chosen
applicants.

During the interview, the Human Resource Representative conducts a comprehensive interview
with the applicant covering all bona fide occupational qualifications as well as any points of
interest on the application, and any questions the applicant may have. Additionally, the Human
Resource Representative will take this opportunity to explain the expectations and demands of
the position as well as supply the applicant with information about the deaf culture. This
interview consists of an in-depth look at the applicants qualifications and personality including:
typing speed, attitude, communications abilities as well as a discussion which covers
confidentiality issues, wage rates, attendance expectations and the special considerations that
come with a position that requires such commitment, sensitivity and professionalism. If all
relevant questions have been asked and answered by both parties, the interview ends with
information pertaining to hiring time frame, how the applicant will be notified and an open offer
to call if they have any additional questions.
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After all interviews have been conducted, the “information package” consisting of the
applications, resumes, typing test results and interview notes are evaluated and compared. From
this comparison, a final candidate is selected and references are checked. The reference check is
intended to act as a final screening in which it is determined that the candidate has solid work
habits, takes pride in their work, has good attendance and has the propensity to respect and
adhere to all confidentiality issues.

When a final candidate is selected and hired, a start date for Hamilton’s three-week training
program is given. Employee orientation consisting of the completion of the I-9 form, W-4 form,
and our own employee information form is done on the first day of employment. After the
completion of these forms, the employee is familiarized with his or her employee manual and
any questions are answered. New hire training begins.

Hamilton is in full compliance with all state and federal employment laws including Title 1 of
the ADA and provides employment opportunities to qualified individuals who are able to
perform the essential functions of the position with or without reasonable accommodation.

Hamilton places great emphasis on recruiting and hiring individuals with relay service
experience and with experience working within the deaf, hard-of-hearing and/or speech-disabled
communities, including persons with disabilities.

Hamilton will actively recruit individuals with communication disabilities for all types of
positions, including management. Any and all postings, newspaper advertisements and other
solicitations for applications for employment openings will display an affirmative statement of
these hiring practices and our plan to affirmatively take action to hire disabled persons. The
hiring procedures utilized by Hamilton will assure objectivity and sensitivity to persons with
communication disabilities.

As stated above, Hamilton will recruit and hire individuals with disabilities, including
individuals who are deaf, deaf-blind, hard of hearing or have difficulty speaking. Hamilton will
accomplish this by working with various organizations that communicate on a regular basis with
the qualified applicants.

Hamilton believes that it is essential for a relay service to recruit and hire persons who are deaf,
hard of hearing or who have difficulty speaking. It is our intention to use all of our available
resources to do just that. Hamilton's policy is to hire without regard to disability and we have
done so in all of our corporate divisions.

As a Company, Hamilton is committed to "equal treatment and equal opportunitics of all
applicants and current employees." Hamilton is committed to hiring persons with disabilities
and will do so as positions become available and qualified applicants apply.

.
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Hamilton has employed individuals who are deaf or hard of hearing in the following positions in
the past and present, and intends to continue to recruit and hire such individuals in the future for
a variety of positions.

Board of Directors & Vice President of Hamilton Telephone Company
and President of Relay
Planning and Coordinating, Day to day management

National Outreach Manager
Oversees outreach and customer service programs and all extended functions for each of
Hamilton’s state relay programs.

Contract Manager

Manages the contract between Hamilton Telecommunications and State regulatory
bodies. Oversees the actions of all parties involved to ensure contract compliance.
Responsible for determining that each party successfully completes all assigned duties
and responsibilities. Also assist with Hamilton’s marketing efforts for relay services.

Relay Center Manager

Directs all relay operations and all related operations activities within the Relay Center
with primary emphasis on quality and efficiency. Oversees the development of
Supervisors, Communication Assistants and other staff to ensure success of the company.
Has primary responsibility for insuring that relay services, features, and quality standards
meet the expectations of relay users.

Assistant Relay Center Manager

Assists in the management of Supervisors and Communication Assistants within the
Relay Center with an emphasis on quality and efficient operations. Aids in the skill and
career development of Supervisors and Communication Assistants to ensure the needs
and desires of the speech and hearing impaired communities are met. Has responsibility
for insuring that the Communication Assistants are skilled to meet the expectations of
relay users.

Program Manager

Manages the outreach activities to insure that required activities are carried out according
to specified objectives. Responsible for all communication within the relay using
community.

CapTel Product Manager

Manages Hamilton Relay’s strategy for CapTel service. Performs product management
responsibilities related to CapTel to the end goal of increasing the number of CapTel
minutes delivered through Hamilton Relay nationwide.
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o Internet Based Relay Services Product Manager
Manages Hamilton Relay’s Internet-based product/service portfolio with the end goal of
increasing the number of relay minutes for all Hamilton Relay Internet-based services
through the development of new features, enhancements and services which meet the
demand of the relay community.

e Outreach Coordinator
Responsible for providing and gathering information which will help improve the quality
of the relay service and the number of customers served by the Relay Service.

e Customer Service Manager
Responsible for the activities of the Customer Service Department. The CSM is the
principal point of contact for customers and represents customers on the administrative
level. Helps to ensure quality services for customers,

o Customer Service Representative
Responsible for providing high quality customer service to all types of relay users via the
telephone, TTY, e-mail, and relay. Duties include entering customer service information
into the relay customer service database, coordinating technical support, and ensuring all
inquiries are addressed. Also performs and coordinates state and regional outreach
activities.

Please refer to Attachment A for organizational charts depicting relay service personnel, job
descriptions for all positions serving the Florida Relay Service, and resumes for key personnel
who will be involved in the operation of the Florida Relay Service. Each job description
contains a list of the requirements for that particular position. As long as a candidate can
perform the essential functions of the job, Hamilton will consider each applicant equally as
described in our Affirmative Action Policy Statement.

Bidders shall specify how they plan to demonstrate that CAs meet all necessary proficiency
requirements. CAs shall be able to quickly and accurately type TDD relay messages. The
provider shall use valid, unbiased tests for CAs on subjects including, but not limited to:

Throughout this Tab, Hamilton describes its Communications Assistant procedures when
handling the many aspects of a relay call and demonstrates how it meets all requirements listed
here. Hamilton uses several different testing mechanisms to ensure the highest quality standards
in the industry for its Communications Assistants.

In addition to our internal evaluations, Hamilton utilizes The Paisley Group (PGL), to provide
third-party, independent evaluations. PGL is a well respected auditing firm who is experienced
in evaluating relay performance. Hamilton carefully examines these results in order to identify
root causes. In a recent example, Hamilton noticed a competitor claiming a faster typing speed
than Hamilton. Upon due diligence, Hamilton discovered our competition’s testing was

e
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performed in a different connection mode than Hamilton’s, providing an erroneous result,

Hamilton is careful to ensure that all testing, whether internal or provided by a third-party,
provides information that is valid, unbiased and accurate.

In order to ensure comparable and unbiased results, Hamilton would encourage the FPSC to
confirm that all testing claimed by each proposer has been performed in the same connection
modes and under the same conditions. This ensures that the FPSC will receive accurate and
measurable test results.

Also included in this Tab are sample proficiency tests that each Communications Assistant must
pass after the initial training period and before relaying calls individuaily.

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 articulate voice communications.

Proficiency

Hamilton’s CAs are sufficiently trained to effectively meet the specialized communications
needs of individuals with hearing or speech disabilities; and that CAs have competent skills in
typing, grammar, spelling, interpretation of typewritten ASL, and familiarity with hearing and
speech disability culture, languages and etiquette. Hamilton CAs must possess clear and
articulate voice communications, must pass an oral-to-type test to prove their ability to type at a
minimum of 60 words per minute.

Hamilton's CAs convey the full content, context and intent of the communication they translate
without intervening in the communication process. All of Hamilton's policies and procedures
related to call handling incorporate this philosophy. Hamilton's initial and on-going training
continually emphasize the importance of intent, functional-equivalency, and how necessary it is
to relay all types of secondary activities. As stated throughout this proposal, Hamilton’s relay
service is very functionally equivalent to the service provided to those who do not use the relay.

All Hamilton CAs will possess the skills and abilities delineated in the RFP prior to handling any
type of TRS calls. Hamilton’s CAs are sufficiently trained to effectively meet the specialized
communications needs of individuals with hearing or speech disabilities; and CAs have
competent skills in typing, grammar, spelling, interpretation of typewritten ASL, and
familiarity with hearing and speech disability culture, languages and etiquette. Hamilton’s
CAs must possess, and are tested for, diction, clear and articulate voice communications and a
neutral accent. CAs must also pass an oral-to-type test to prove their ability to type at a
minimum of 60 words per minute.
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All of Hamilton’s relay staff, including management, receive 20 hours of initial training
devoted solely to disability issues including ASL “gloss”, ASL style and grammar, tone of voice,
hearing and speech disabled cultures, TTY etiquette, pertinent information about the needs of
people who are deaf, hard-of-hearing or have difficulty speaking, the role of the CA, (including
training to relay the contents of a call as accurately as possible without intervening in
communication) and operation of relay telecommunications equipment including answering
machines and computerized services. This is done through videos, training seminars with staff
that are familiar with the deaf and speech disabled communities, observation, participation in
both simulated and live calls, and a variety of role play scenarios. Hamilton’s CAs are well
trained to effectively meet the specialized needs of relay users as explained below. In addition
to training for new staff, Hamilton provides an additional 12 hours of specialized/cultural
training annually. Please see Hamilton’s CA Training Manual in Attachment K.

Independent Third Party Testing

To ensure that calls are processed quickly and efficiently, Hamilton continually conducts both
blind and standardized tests of every CA. Blind testing is performed at each of Hamilton’s Relay
Centers by The Paisley Group Ltd. (PGL) by Hamilton, and in many cases by the states we
serve.

As demonstrated by independent, third party testing (PGL), Hamilton CAs are the most accurate
in the industry in both typed and spoken accuracy testing. Statistically, (within the testing
company’s margin of errorl) Hamilton’s CAs rank as the best in the industry. Additionally,
Hamilton CAs perform at this high level while processing every call in a courteous and
professional manner.

As mentioned above, Hamilton utilizes The Paisley Group Ltd. to provide third-party,
independent evaluations. PGL compiles an annual National Relay Competitive Index which
provides Relay Service companies with insight to track their performance against other
providers. As you review competitors’ proposals on typing speed and accuracy as it relates to
the 2011 Paisley Index, please consider the following.

According to the Spring 2011 Paisley Index:

e 93% of Hamilton's overall calls were scored at over 60 WPM AND over 85% accuracy.
The highest percentage in the 2011 Index.

e Hamilton's percentage of calls with accuracy over 85% was statistically among the
highest at 98.0% with a Margin of Error (MOE) of 2.3%.

e 90.7% of calls were at 60 plus WPM. With a 4.7% MOE this was within the MOE as one
of the TOP providers in this area and significantly above the segment average of 81.3%.

! “[Percentages} within the Margin of Error (MOE) of the top providers means that statistically there is no difference.” - PGL
\_ (Emphasis added)
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e At 96.2% Hamilton's Typed accuracy was well within the MOE for the top providers in
this area meaning that statistically there was no difference in typed accuracy.

The National Relay Competitive [ndex also confirms much of what Hamilton Relay users
already know, such as:

o Inoverall passed calls, Hamilton scored 69.3%; statistically making Hamilton a top
provider.

s At 99.9% Hamilton had the best percentage of spoken accuracy.

¢ 74% of the test calls placed to Hamilton scored over 60 WPM and 95% accuracy;
statistically making Hamilton a top provider.

¢ Hamilton had only 2% critical errors; statistically making Hamilton a top provider.

Statistically Hamilton ranked as a top provider in the following areas:

¢ Typing Speed ~ Percentage of Calls over 60 WPM accuracy
s Passed Calls s Accuracy e Critical Errors

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

Basic Skills in Reading, Speaking, and Writing English

Hamilton’s Communication Assistants must meet all necessary grammar proficiency
requirements including reading, speaking, and writing English grammar prior to employment
with Hamilton. Communication Assistants are required to demonstrate basic spelling and
English grammar skills at a minimmum of a 12t grade level and basic telephone etiquette.
Hamilton tests for diction, clear and articulate voice communications and a neutral accent by
requiring each prospective CA to complete the reading exam which follows:

Reading Exam
There is a new wind blowing through the quality profession. It is bringing some very

different messages to those of us who manage and support the quality functions of our
organizations. These messages tell us about quality in ways that are hard to reconcile
with our traditional understanding of quality. They are messages like “quality is
customer satisfaction” or even “quality is customer delight”; “quality people do quality
work” and “quality is the expression of human excellence.”

We have difficulty with the messages because, as one quality professional noted, “I don’t
know how to develop specifications from these ways of thinking about quality. “Itis a
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real dilemma because our history and technology have been built upon our ability to
specify, measure, and control. As long as these specifications have been based on
objectively measurable phenomena like length, weight, hardness, frequency, etc., we can
set standards and develop control procedures based on these standards. Now we are
confronted with a way of understanding that is expressed as customer satisfaction or even
customer delight. How are we to translate this into specifications and standards?

Spelling Skills

The minimum spelling skills required of Hamilton Communication Assistants is the ability to
quickly and easily spell words that are equivalent to that of a beginning college level
conversation. CAs must pass a spelling exam to be eligible to work for Florida Relay. The
spelling skills exam includes words that are at a 12th grade spelling level (must achieve at least
90% correctly) as defined by “Contemporary’s Writing Skills Workbook Series. Book 2.
Spelling, Capitalization, & Punctuation. GED Test” by Nancy Kellman. Following is a sample

spelling test an applicant must pass before being hired as a Hamilton CA. Hamilton performs
similar testing for Spanish CAs.

“_..when looking at this data in ¢concert with the MOE (Margin
of Error), Hamilton is a top performing Relay provider.”
Jeff Rudolph, President and CEO of The Paisley Group Ltd.
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Spelling Exam

Name: Date:
Circle the correct spelling.
1. COPERATION COOPERATION COPPERATION
2. REFFERRAL REFERAL REFERRAL
3. BUSNESS BUSINESS BUSSINESS
4. BROCHURE BROSHURE BROUCHURE
5. POSABLE POSSIBLE POSSABLE
6. INSURANCE ENSURANCE INSURENCE
7. SUBSCRIPTSION SUBSCTIPTTION SUBSCRIPTION
8. CATALOG CATILOG CATOLOG
9. CUSTOMER COSTAMER CUSTUMAR
10. SUBMITED SUBBMITTED SUBMITTED
11. ANSER ANSWER ANSWUR
12. ADDRESS ADDRES ADRES
13. EXTINTION EXTENSION EXTENSIEN
14. LITATURE LITERATURE LITERITURE
15. RECEIVE RECIEVE RESEIVE
16. SORCE SOURCE SOARCE
17. IMFORMATION INFORMATIEN INFORMATION
18. PHYSICAL PFYSICAL PHISYCAL
19. COMMITMENT COMMITTMENT COMITTMENT
20. PRAIRE PRAIRIE PRARIE

\.
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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.

Ability to TYPE at 60 wpm

Hamilton will provide Florida Relay with Communication Assistants who ean TYPE 60 words
per minute for five minutes. Hamilton does not and does not plan to use less skilled
Communication Assistants who are unable to type 60 wpm and make up the deficiency with
software that can somehow "transmit” at 60 wpm. Rather Hamilton employs Communication
Assistants who can actually TYPE at 60 wpm. Hamilton has calculated average typing speed
and accuracy in each of its relay centers. Hamilton’s relay centers have a combined average
typing speed of 63.98 wpm with 97.56% accuracy.

Hamilton’s Procedures for Measuring CA Typing Speed

Hamilton administers pre-hire auditory typing tests to determine the typing speed and accuracy
of each applicant. This testing procedure is designed to identify applicants who have the ability
to reach 60 wpm with a 95 percent accuracy level within a three-week training period. In order
to simulate relay conditions, the typing test is given with the use of a Dictaphone. Hamilton’s
CAs must pass an oral-to-text typing test at a 60-wpm level with 95 percent accuracy in order
to take calls on the relay floor. If a CA is unable to meet the 60 wpm requirement, the CA is
taken off of live relay calls until further training and compliance can be accomplished.

e Calculating Typing Speed
Hamilton subtracts all errors to calculate typing speed. Hamilton calculates an accuracy
percentage using the same method. Typing speed calculation — 60 words per minute:
Number of words typed, less the number of errors equals total words. Divide the total
number of words by the number of minutes to get the average number of words per minute.
(An error is any omitted, misspelled or mistyped word.) Accuracy Percentage — 95 percent
accuracy: Number of errors multiplied by one hundred. Divide that by the total number of
words to get the error percentage. Subtract the error percentage from 100% and that is the
accuracy percentage. This ensures not only fast typists, but also ACCURATE typists.
Hamilton does not use macros in its typing tests.

Example
e Typing Speed: The CA types 65 wpm with 3 errors. Typing speed equals 62 wpm.
o Error Rate: 3 x 100 =300/ 65 =4.6; 100 — 4.6 = 95.4% accuracy.
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e Enhancing Keyboarding, Spelling and Grammar Skills
Hamilton has a computer based typing program for enhancing keyboarding, spelling and
grammar skills. This is a program that Communication Assistants can enter at various levels
and continue to progress and is a very effective method of self-improvement. We have made
computers and space available in all of our centers for Communication Assistants to use this
software,

¢ Frequency of Typing Tests
Hamilton conducts standardized typing tests in which Hamilton tests every CA every four
months. Each of Hamilton’s Relay Centers also performs test calls to document current
proficiency levels of the Communication Assistants and to make sure CAs are making
progress over the term of their employment. Conducting typing tests during live relay calls
also ensures that CAs are meeting all typing requirements during actual calls and that CAs
are not “learning” the test.

Hamilton also conducts standardized typing tests in which Hamilton tests every CA every
four months. CAs that do not pass these typing tests or do not pass any of the blind, random
tests, are pulled off the phone and provided with additional training.

For more information on Hamilton’s typing speed and accuracy, please see the information
under “Independent Third Party Testing” above.

d. Ethics, e.g., how a CA deals with situations he may encounter.

CA Code of Ethics

Hamilton is in compliance with all TRS Confidentiality and CA Code of Ethics requirements.
Hamilton Communication Assistants are trained on the importance of confidentiality and abiding
by the CA Code of Ethics. This portion of CA training focuses on the importance of
confidentiality and how the CA Code of Ethics evolved from the original sign language
interpreter’s code of ethics. Hypothetical situations are provided to teach policies and
procedures relating to CA ethical decision making. Trainees are asked to address relay situations
that make them feel uncomfortable and learn strategies to handle personal feelings.

A code of ethics is defined as, “a collection of rules for conduct governing the choices made by
members of a profession in relating to others.” The CA Code of Ethics has been adapted from
the National Registry of Interpreters for the Deaf (RID) Code of Ethics to more accurately reflect
the specific demands of CAs.

The CA Code of Ethics includes the following rules presented and discussed in this training
segment:
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e The CA’s only function is to facilitate communication between individuals who are
technically unable to communicate via traditional telephone.

* CAs shall keep all relay-related information strictly confidential.

e CAs shall read exactly what they see and type exactly what they hear verbatim without
adding or deleting anything.

e (CAs shall not counsel, advise or interject personal opinion.

o CAs shall relay messages faithfully by using proper voice inflection to convey the speaker’s
text and meaning to the best of his or her ability.

¢ Whenever a CA is in doubt about the accuracy of the information being relayed, the CA shall
clarify with the sender to insure accuracy.

e Whenever necessary, the CA shall request clarification for spelling of proper nouns, phone
numbers, addresses or anything else that is unclear or garbled.

e (CAs shall inform each party involved in the relay process as to what is occurring at all times
for the duration of the call.

e CAs shall refrain from relaying calls for people they know and whenever they feel a possible
conflict of interest.

e CAs may find specific calls uncomfortable due to religious, political, racial, moral or sexual
differences; CAs are expected to relay most of the calls they receive, however, should not
continue a call where personal feelings may interfere with the quality of the relay. CAs may
call a Supervisor if this situation occurs.

Following the CA Code of Ethics segment, situations are presented and discussed in which
trainees immediately apply these principles.

Hamilton believes that at the core of providing quality relay services is confidentiality. Relay
users must feel comfortable with their relay provider before they can find the service fulfilling.
Hamilton makes every effort to promote confidentiality throughout its company. It is easy to
state that confidentiality policies are practiced; however, Hamilton backs these statements with
its actions. From building trusting relationships through our outreach efforts to maintaining our
reputation for quality relay services, Hamilton makes its actions match its confidentiality
policies. Hamilton has sustained its high levels of confidentiality throughout its years of
performing relay services and will continue to do so.

Violation of Confidentiality

Hamilton’s policy requires immediate termination for any violation of confidentiality. Any
Communication Assistants or supervisors who, after an investigation have been found to violate
the confidentiality rules and regulations will be terminated immediately. If a consumer would
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allege a violation of confidentiality and the same were reported to our relay service center, the
FPSC in any manner, Hamilton’s policy would be to:

e First investigate the alleged violation internally.

e Make a written report both for the complaint file of the relay service as well as for the
personnel file of the individual or individuals alleged to be involved.

e Ifitis found that a violation occurred, those parties responsible for the violation would be
terminated immediately.

Specific policies to meet the needs of the FPSC or Florida Relay users can be implemented.
Copies of Hamilton’s Pledge of Confidentiality and confidentiality policy are available at no cost
to relay users.

e. Confidentiality.

In addition to signing a Pledge of Confidentiality, Hamilton ensures that all CAs adhere to all
aspects of the Relay System Code of Ethics. Hamilton has additional protocols to prevent
unintentional disclosure of relayed conversations. All of Hamilton’s employees, including those
not working in the relay center are familiar with these guidelines and are required to adhere to
them. The CA Training Manual and CA Procedure Handbook, (see Attachments K and L),
include additional rules and regulations which must be followed to prevent any unintentional
disclosure of confidential information. A whole section of Hamilton’s training is dedicated to
the importance of confidentiality. From day one of the training program, Hamilton’s CAs are
taught how to work in a “confidential” environment.

The policies and procedures Hamilton has in place ensure that Florida Relay users have the same
high level of confidential and legal protections accorded to standard public telephone network
users regarding security and freedom from unwarranted collection of information regarding the
content of Florida Relay calls by unauthorized parties. Hamilton’s policies and procedures
ensure the protection of electronically collected information as well as information obtained by
the CA in the course of relaying a call.

Policies of Confidentiality

Following is a general outline of some of the policies Hamilton now uses and proposes to
continue using to preserve confidentiality:

1. All Communication Assistants are given thorough training on the significance and
importance of maintaining confidentiality from both a legal perspective and a moral
perspective.

N\
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2. Before being allowed in the relay service center and before taking any live calls,
Communication Assistants are required to sign a Pledge of Confidentiality. (See Pledge
of Confidentiality further in this tab.)

All Communications Assistants, prior to taking any live calls or being allowed in the relay
service center, are given a copy of Hamilton’s Confidential Policies in addition to a copy of their
signed Pledge of Confidentiality.

Hamilton maintains no written or electronic script or record of any type beyond the
duration of the call. Hamilton places a great emphasis on maintaining the confidentiality of
relay users. As aresult, all information is destroyed immediately upon termination of the
inbound call. Hamilton protects all financial, statistical, personal, technical and other data and
information relating to the operation of the TRS (TRS caller preference, profile or 711
information} from unauthorized use and disclosure. When relaying calls or analyzing data,
Hamilton follows all confidentiality practices as described here.

Hamilton strictly enforces confidentiality guidelines. Hamilton’s policy requires immediate
termination for any violation of confidentiality.

o
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Hamilton Relay Service
Confidentiality Agreement

I do hereby recognize the serious and confidential nature of the Relay
Service. I recognize the responsibility this places upon me and its bearing on my continued employment. By
agreeing to employment in a Communications Assistant, supervisor or customer service role, I agree to the
following conditions:

1. Pwill not disclose to any individual, including fellow Communication Assistants (CAs) Customer Service
Representatives and supervisors, the identity of any caller or information I may acquire about a caller while
relaying his/her conversation, except if the user is in life threatening circumstances or causes an emergency
situation, or in instances of resolving a complaint.

2. Under no circumstances will I act upon any information [ may acquire while relaying conversations.

3. 1will not allow any individual to watch or listen while processing actual calls, except for authorized training and
quality monitoring purposes.

4. Except when performing Speech-to-Speech or Captioned Telephone Service relay, [ will not bring any recording
devices, including but not limited to, pens, pencils and Personal Digital Assistants (PDAs), into relay workspace.

5. @'will not keep any written or electronic form of a conversation beyond the duration of the call, except as allowed
for Speech-to-Speech Relay service.

6. Except for any information necessary for billing purposes or gathering caller profile or 7-1-1 information when
requested by the caller, 1 will not collect nor use a caller’s personal information.

7. ['will not register my company as the caller’s CRS relay provider of choice without the expressed permission of
the caller. When explaining about a caller’s choice of relay providers I will strive to ensure that the caller
receives a clear, accurate and forthright understanding of his or her optiens and of the registration process. [ will
not engage in deceptive practices that result in obtaining a caller’s permission deceitfully.

8. Under no circumstances will I reveal my relay operator number in conjunction with my name, or disclose to
anyone the names, schedules or personal information of any fellow CA or supervisor working at the relay
service.

9. 1 understand that the FCC requires me to relay everything that is said by either party even if portions of the
conversation are offensive to me personally.

10. In the event of my resignation or termination of my employment, I will continue to hold in strictest confidence
all information related to the work I have performed as a relay operator.

I understand further that any of the above breaches in confidentiality will lead to disciplinary action up to and including
immediate dismissal.

Signature:

Print Name:

Position: Date:

Hamilton Relay 94 Service To Be Required



Florida

R e l a YM State of Florida / Docket No. 110013-TP

v

Hamilton is willing to make any necessary changes to this document to meet the needs of the
Florida Relay.

Hamilton strictly enforces confidentiality guidelines. Hamilton’s policy requires immediate
termination for any violation of confidentiality.

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

Hamilton uses several different testing mechanisms to ensure the highest quality standards in the
industry. Please see Attachment K for sample proficiency tests that each Communications
Assistant must pass after the initial training period and before relaying calls individually. Any
person who has not passed these tests will not be utilized as a relay CA.

8. CA Training

Each bidder shall demonstrate in its proposal how ongoing CA training will be provided by
including with its proposal an outline of a proposed CA training plan. The provisions for CA
training shall include, but 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-Qver, ethics,
confidentiality and other requirements of the Provider’s operating policies and procedures.
Training shall include both simulated and live on-line call handling.

Hamilton's initial and on-going training continually emphasize the importance of intent,
functional-equivalency, and how necessary it is to relay all types of secondary activities. As
stated throughout this proposal, Hamilton’s relay service is very functionally equivalent to the
service provided to those who do not use the relay. In addition to the training material listed in
Section 7 above, Hamilton’s CA training includes the following.

Training Plan

From hiring practices to training, Hamilton prepares its Communication Assistants to provide
“Relay Your Way™”. Hamilton helps each Communication Assistant excel at his or her job as a
result of its hiring and training procedures. Before taking the first call, Hamilton’s
Communication Assistants are prepared to relay calls in a fashion that not only exceeds FCC
standards but also satisfies the relay user.

Hamilton is committed to employing qualified personnel for Florida Relay. The information
contained throughout this section demonstrates Hamilton’s ability to train and further educate
each Communication Assistant throughout his/her career.
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All of Hamilton’s relay staff, including management, receive 20 hours of initial training
devoted solely to disability issues including ASL “gloss™, ASL style and grammar, tone of voice,
hearing and speech disabled cultures, TTY etiquette, pertinent information about the needs of
people who are deaf, hard-of-hearing or have difficulty speaking, the role of the CA, (including
training to relay the contents of a call as accurately as possible without intervening in
communication) and operation of relay telecommunications equipment including answering
machines and computerized services. This is done through videos, training seminars with staff
that are familiar with the deaf and speech disabled communities, observation, participation in
both simulated and live calls, and a variety of role play scenarios. Hamilton’s CAs are well
trained to effectively meet the specialized needs of relay users as explained below. In addition

to training for new staff, Hamilton provides an additional 12 hours of specialized/cultural
training annually. Please see Hamilton’s CA Training Manual in Attachment K.

Hamilton uses a variety of trainers throughout its training period. Hamilton’s Training
Coordinator is responsible for the overall program, and does all classroom training and leads
role-play activities. Deaf employees teach Deaf culture while Communication Assistants share
general knowledge about relay and assist with role playing activities.

Hamilton’s proposal includes a detailed staff training plan outline, indicating training topics,
time frames and a list of individuals representing the deaf community used to assist with the
training. See further in this Section for detailed information regarding Hamilton’s Deaf
Culture Training.

Please see Section 24 below for detailed information regarding Hamilton’s Speech to Speech
Training.

Training Schedule

Hamilton follows an established day by day schedule and uses its Training and Procedures
Manuals for its initial three week training period (120 hours). Hamilton’s CA Class Schedule
is included in Attachment K.

CA Training Content/Technical Training Units:

Basic Call Processing

Basic Call Processing is designed to familiarize new CAs with policy and procedures for
relaying basic calls (with no special features requested by consumers). Emphasis is placed on
breaking down the basic call into smaller units so that new CAs become familiar with technology
and relay terminology. Screen information is introduced to the CAs who quickly learn how to
recognize TTY or Voice originators. Basic macro keys are generally mastered on the first day of
training. A portion of this training provides a step-by-step demonstration of TTY to Voice and
Voice to TTY calls. CAs participate in simulated relay calls, taking on the role of the CA for a
series of calls followed by role of the consumer in order to understand the different perspectives
of each.
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Basic Call Processing is taught in two major components. The first focuses on TTY Originators
calling Voice Terminators. The second focuses on Voice Originators calling to TTY
Terminators. Both of these components lay the foundation for all of the other information taught
in initial training and is comprised of a combination of lecture, relay demonstration practice calls
or relay simulation.

Voice Carry Over

This unit teaches new CAs how to set up VCO on the keyboard and how to apply policies and
procedures. Most of this training session concentrates on the two basic types of VCO calls
(VCO User as Originator and VCO User as Terminator). Time is allotted for demonstrations and
relay simulation,

Hearing Carry Over

This unit provides training which familiarizes trainees with HCO set up on the keyboard, as well
as the correct policies and procedures for relaying this call type. Emphasis is placed on the two
basic call types and special tips are given regarding specific aspects of HCO calls. Time is
allocated for demonstrations and relay simulation.

Two-Line VCO/Two-Line HCO

Trainees learn how to quickly and correctly set up both of these unique call types. They also
learn the correct policy and call handling procedures. Emphasis is placed on the CA role and in
understanding the concept of a Two-Line VCO call and a Two-Line HCO call. Each trainee is
given the opportunity to experience each call type as the relay user in order to gain a unique
insight into the importance of the CA’s performance on this type of call, with time allotted for
relay simulation.

Miscellaneous Calls

Trainees are taught policies and procedures for International calls, Customer Service calls,
Emergency calls, Relief CA and Transfer calls. Trainees learn policies and procedures for
Translating, Recordings, Answering Machines, Pagers, Turbo Interrupt and Single Line
Answering Machine. Trainees are also taught the less frequent call types such as VCO to VCO,
VCO to TTY, VCO to HCO as well as all other call types involving VCO. Trainees are also
trained on HCO to HCO, HCO to TTY, HCO to VCO as well as all other call types involving
HCO. Time is allotted for demonstrations and relay simulation.

Billing

This portion of CA training familiarizes Trainees with all billing options including policies and
procedures for each option. Major emphasis is placed on how to set up each billing option
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including: Carrier of Choice, Person to Person, Third Party, Collect, Calling Card, Credit Card
and Pre-paid Calling Card.

Ergonomics

This portion of CA training instructs and informs Trainees of the correct physical way to work.
Hamilton is concerned for the welfare of its employees and strives to make the workplace a
comfortable environment with minimal work-related injuries. Ergonomics training demonstrates
the proper way to adjust the equipment, the ergonomically correct way to sit at the workstation
and provides exercises designed to prevent injury. Ergonomic equipment such as small weights,
stretch bands and stress-relief balls are always available for CA use and trainees are given
demonstrations on their correct usage.

Upgraded Workstations

Having the best trained CAs starts with ensuring they have the best tools, including Hamilton’s
upgraded Workstations which will soon be available. Our new workstations make use of the
latest networking and technology available. They include less hardware, larger monitors and
enhanced features as well as more on-screen prompts and a more automated process. Among
other new features, Hamilton’s new workstations will include:

e New processes to reduce misdials.
Customer Service numbers accessed in the system.
An automated search feature for selecting Long Distance Carriers.
Observation Sheets conducted on the system.
Faster and easier access to profile data.
Upgraded the STS Profile to include:
o Separate profiles for different hours of the day and days of the week
Retained information from one inbound call for subsequent calls
411 - the ability to ask callers to call by name rather than by number
CA confirmed preferences before dialing allowing an STS user to select which CA
their call will be routed to

Standard message to leave on answering machines
o 50 speed dials

000

0

All of which provides faster, more accurate call processing with less set-up and wrap times as
well as more choices for our relay users.

Additional CA Training

Hamilton trains its CAs on how to track technical problems and to know when to call for a
Supervisor. Trainees learn how to fill out technical forms, learn to determine when they must
call for Supervisor assistance as well as receive tips on how the computer and all other relay
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equipment works. Trainees learn how to handle specific technical problems that may arise as
well as the proper response.

Informational CA Meetings are conducted on a monthly basis or whenever necessary to keep
CAs updated on new policies or procedures, to review existing policies or procedures and as a
forum to discuss issues or problems.

A bulletin board in the Operations Area is updated on a regular basis to keep CAs well informed
on up-to-the-minute technical or procedural information.

The workstations are equipped with a Policy and Procedure Manual, Hot Key (Macro) list for
quick, easy referencing and a listing of relay phone numbers. Any time a new policy or
procedure is introduced, a reminder is posted in the workstations until CAs become completely
familiar with the new policy or procedure.

An in-house newsletter also includes brief articles on new policies or procedures as another way
to remind CAs that a change has occurred.

Linguistics Training

Hamilton provides linguistics training to ensure that CAs are familiar with common Florida
proper names, including their spelling, pronunciation and common abbreviations. Hamilton also
makes use of puzzles and other training materials to familiarize CAs with names, words, dialect
and pronunciations that are specific to a particular state. Hamilton will do so for Florida also.

These types of exercises are done in the initial training period as well as during refresher
training and through regular communication formats.

Training in Deaf Culture, ASL, Sensitivity to Needs of People with Speech Disabilities, CA
Role and Interpersonal Skills to Handle Difficult or Stressful Conversations

Deaf staff members teach the sessions on deaf culture and American Sign Language. Please see
further in this Tab in Section 9 and Attachment K for more detailed information regarding
Deaf Culture and ASL training. The CA role is stressed throughout the initial training, during
mentor sessions and during post monitoring discussions with the primary Supervisor. A section
of training is devoted to a discussion about the stressful and difficult situations that may occur
while relaying calls. The Trainer provides strategies for CAs to use to cope with these situations
while maintaining excellent customer service.

Proficiency Examinations

Hamilton uses several different testing mechanisms to ensure the highest quality standards in the
industry for its Communications Assistants. Attachment K contains several sample proficiency
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relaying calls individually.

The exams measure skill levels in typing, spelling, dictation, relay procedures, characteristics of
ASL as it may be reflected in the written language of TTY users, deaf, hard of hearing and
speech disabled cultures, ethics and confidentiality and professional judgment. Part of the exam
process is performance based - the Communication Assistant must successfully complete several
relay call scenarios. All other sections are quantifiable. Hamilton can then determine that a
Communication Assistant is meeting and exceeding all minimum proficiency requirements as
contained in the RFP. Tests are not available to CAs prior to testing (all tests are kept under lock
and key) and portions of the tests are changed routinely. Any CA whe cannot pass this
examination within a three-month probationary period will not be utilized as a relay CA.
CAs are tested monthly to ensure that each CA continues to meet all requirements. Hamilton
retains documentation of CA testing.

Oral Exam (Performance-Based Testing)

Hamilton’s performance-based testing consists of several relay test calls. Trainers will place test
calls involving a variety of situations testing proficiency in such areas as:

¢ Procedures
¢ Phrasing ASL - like conversation

o Professional judgment (reading, conversation with garble and/or missing letters or
misspelled words, etc.)

Hamilton tests each Communication Assistant to ensure that he/she has a clear understanding of
deaf culture, ethics and confidentiality and professional judgment. These examinations also test
the CAs knowledge of relay procedures, conveyance of non-TTY and TTY user’s tone of voice
or expressive words, and are also used to measure the Communication Assistants skills against
those required by the FCC.

A variety of call scenarios is given to the CA to complete. Supervisors “grade” the CA on
his/her ability to set-up the call, make appropriate billing arrangements, relay the call, typing and
spelling accuracy, and overall proficiency of translating written ASL (when requested) and tone
of voice. Various types of relay calls (i.e. VCO & HCO) are also tested.

Hamilton regularly evaluates its CAs. Please see further in this Section for detaiied information.
In Attachment J you will find the forms used to evaluate Communication Assistants. Such
things as proficiency and professionalism, procedures, language, voice quality, decorum, and
professional knowledge and skills are evaluated daily.
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Through its advanced relay platform, Hamilton has established a unique remote call monitoring
system. Hamilton uses this call monitoring system to continually monitor call performance. In
Attachment J you will find the forms used to evaluate Communication Assistants. Such things
as proficiency and professionalism, procedures, language, voice quality, decorum, and
professional knowledge and skills are evaluated daily.

CA Performance Monitoring

Hamilton believes quality assurance is of the utmost importance. As a result, Hamilton is
constantly monitoring its Communication Assistants. Two formal call evaluations are completed
each month as well as informal “spot checking” throughout the month to insure that
Communication Assistants are performing properly on every call.

Formal call monitoring is observation of the call from start to finish. It is in a formal monitoring
that every detail is noted. The Communication Assistant either earns a passing or failing score in
the applicable category. Not all categories will always apply. The formal monitoring worksheet
form contained in Attachment J is the complete call process and is intended to be inclusive of
any call type that the center may process. These monitorings are conducted by a Relay
Supervisor and the Monitoring Supervisor and two formal evaluations are required of each CA
per month.

Spot checks or informal monitoring are performed throughout the month by Relay Supervisors,
the Monitoring Supervisor and the Lead CAs. A call is observed for a few minutes and the
applicable data is gathered and the CA is given a score based on the information that was
collected during the session. These normally take between 2 to 5 minutes and are not as detailed
as the formal monitoring process.

The following outlines Hamilton’s quality assurance process:

Lead CAs, Supervisors and the Monitoring Supervisor are able to remotely monitor
Communication Assistants so that the CA does not know when he/she is being monitored. Call
monitoring is performed at any time to ensure that all CAs are delivering the highest quality
service on each call. Feedback is immediately given to each CA upon the completion of call
monitoring.

Relay Supervisors meet with team members to discuss monitoring results, which fosters
Supervisor/CA relationships. Relay Supervisors, Lead CAs and the Monitoring Supervisor may
also do a “side by side” monitoring. During these sessions, the monitor is sitting in the
workstation next to the CA during a live call. This option offers immediate coaching and is often
times done if a CA is on quality probation.

Relay Supervisors track the team’s quality scores for team competitions, evaluations and to
identify areas in which additional training may be needed.
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Scores from the call monitoring process are calculated and given to the CA so that progress and
improvement can be tracked each month. A “center” report that allows Hamilton to monitor

overall quality improvements is also generated. This system allows Hamilton to set quality
improvement goals for individuals as well as for the entire center.

The scoring process is “Pass/Fail” in the applicable category. This applies to both formal and
informal monitoring. Once the monitoring session is completed, the monitor will add all of the
“passed” categories and divide that number by the total categories answered. Once the
calculation is done, the call will be assigned a percentage and protocol for the proper grouping is
strictly adhered to.

On the 5™ of the month, the previous month’s quality calculations for the center are ready for
review. It is at that point trends are identified and action plans to overcome individual and/or
center limits are implemented. If a particular issue seems to be affecting the center, it is
addressed immediately through individual meetings, group meetings, newsletters, memos or
postings in the workstations. If there is an individual limit that needs to be overcome, that CA is
put on probation, and depending on the severity of the issue, retrained, counseled and warned. If
the issue is ongoing after several retraining attempts, counseling, and warning, termination could
be in order.

Through call monitoring or as a result of poor test scores, any CA not in compliance with the
quality standards stated in this proposal is immediately pulled off the relay floor for further
training and re-testing. These CAs are put on probation and monitored frequently to ensure
continued improvement.

Trends can be identified by comparing the performance of a particular CA from one month to the
next. As these trends are identified, Hamilton builds model Communication Assistants by
implementing needed training, incentive programs, etc. This not only offers more opportunity
for the CA (improved quality scores and higher pay), but allows Hamilton to deliver top quality
service and ensure customer delight. In addition, every CA is reviewed and tested individually at
least annually to ensure that call processing is continually improving and relay knowledge is
growing.

Hamilton makes use of its self~analyses when making changes to its TRS program. Hamilton
uses the information from its call monitoring to develop new calling procedures, determine
topics for refresher training, and to determine the emphasis for CA communication, i.e.
newsletters, bulletin boards or motivational activities.

These quality measurements give Hamilton an accurate picture of each Communication
Assistant’s skills as well as a record from which improvement plans can be built and future
progress measured. As with all of Hamilton’s programs, we welcome the input of the FPSC into
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how we monitor our Communication Assistants to ensure we are putting emphasis on areas that
are most important to the FPSC.

As one can see, Hamilton puts a very strong emphasis on quality assurance. We are continually
evaluating our quality measurements and continually “raising the bar” so that our CAs are
constantly improving.

Levels System

To encourage our Communication Assistants to continue to excel at their jobs, we have
implemented a Communication Assistant Career System. This program allows Hamilton’s CAs
to challenge themselves to move to higher “levels” within our company. Quarterly testing is
offered to any CA interested in pursuing a higher CA level. Typing speed, Attendance,
Productivity, Efficiency, Test Scores and Quality Assurance testing are all evaluated. Leveled
CAs are given quarterly written tests in which the CA must demonstrate ASL proficiency,
quality and procedural knowledge to maintain their Level.

CAs that meet specific targets are given the level of “Intermediate, Advanced or Expert” and
receive additional job responsibilities and wage increases. Level CAs are often promoted to
Lead Communication Assistant and/or Supervisor as these positions become available. Our
Levels Program has been hugely successful. It has pushed our quality to the best in the industry
and has improved our already excellent retention rate. The longer a CA is employed the higher
the quality. Hamilton’s relay users benefit from the quality our CAs deliver as a result of their
experience.

Our Levels Program and Quality Program allows Hamilton to deliver the highest quality relay
service available to the FPSC and Florida Relay users.

The FPSC, Administrator, Advisory Committee, organizations who serve relay users, and the
relay user community is welcome in any Hamilton Relay Center to assist with training and to
provide essential feedback. Hamilton believes that by combining the perspectives of the relay
provider with organizations that serve relay users, the Florida Relay will continue to be among
the best in the nation.

Hamilton understands the importance of the regulatory body and the relay users’ input in
providing a high quality relay service. This is your relay service and we want to provide it in
a manner that meets the needs of the FPSC, the Administrator, Advisory Committee and
all relay users in Florida.

Ongoing CA Training

In addition to training for new staff, Hamilton will provide an additional 12 hours of
sensitivity/cultural training during each year of the contract. In addition to in-house expertise,
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Hamilton also hosts relay user panels from time to time in all of its centers for training purposes.
Relay users with hearing and speech disabilities or professionals in this area are invited to share
their experiences with the relay and why it is important for a Communication Assistant to
understand the different needs of all relay users. Because understanding deaf culture is an
integral part to understanding a written conversation from a deaf person, this training is provided
by experts from the deaf, hard of hearing, deaf-blind, and speech disabled communities in the

field of language interpreting, ASL, Deaf culture and speech disability. All staff members
working in any position in the Relay Center will receive this training.

CAs skills, including those skills which relate to customer service, conflict management,
performance coaching, organizational communication, interpersonal skills, state and national
legislation, policy issues and much more. Hamilton CAs receive an additional 10 hours
annually of ongoing training in relay procedures. Hamilton believes that the additional
training it provides to CAs, gives customers a higher quality relay service and keeps Hamilton’s
reputation for providing outstanding relay services intact.

As explained previously, Hamilton’s focus is on customer delight. Hamilton wants to make sure
each Communication Assistant has added to and improved his/her skills while employed at
Hamilton. This is our commitment to our employees. As a result, Hamilton has put on
workshops on a variety of topics {not just relay related). This is another benefit of working for a
company that not only wants its customers to be satisfied, but its employees as well. Hamilton
knows that customer satisfaction starts with employee satisfaction.

Hamilton has made computers available for Communication Assistants to practice typing and
spelling skills through the use of multimedia programs. Hamilton has also made tutorials for
Word, Excel, and Access available to all Communication Assistants. The well-rounded
training and proficiency testing Hamilton’s CAs receive is another reason Hamilton’s
quality leads the relay industry.

Following is a list of additional opportunities that have been made available to Hamilton’s
Communication Assistants.

Ongoing Relay Training & Education Seminars

¢ Teaming
Total Quality Management - (Joe Gillham)
Prescriptive Writing - (Correspondence Course)
Telecommunications for the Deaf (Jennifer Kirk)
Sign Language I - (Correspondence Course)
Sign Language II - (Correspondence Course)
Sign Language III - (Correspondence Course)
Sign Language IV - (Correspondence Course)
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Meeting Leadership

Role of Supervisor

Performance Coaching

Handle Conflict & Manage Anger
Dealing with Contlict & Confrontation
Problem Solving

Strategic Planning

Managing Conflict

Process Flow Charting

Mission Statement

Managing Multiple Projects, Objectives & Deadlines
Indispensable Assistant

Managing Conflict and Maintain Control
Leadership and Supervisory Skills for Women
Effective Planning

Managing Negativity in the Workplace
Powerful Communications Skills for Women
Business Writing for Results

How to Handle Negativity

Goal Setting - (Lynette Block)

Personal Management/Time Management
Succeeding As a New Supervisor
Managing Conflict in the Workplace
Motivational Skills for Supervisors
Customer Service

Organizational Communication
Computer Training

Communication Skill Development
Supervisory Workshop

Time Quest - Franklin Covey

Be A More Effective Team Leader
Cultivating Winning Attitudes

Self Defense Workshops

Safety Programs

Hamilton wants each CA to grow in his/her ability to relay calls as well as its managers and
supervisors in their ability to operate an efficient and effective relay center. By offering the
types of courses above, Hamilton is able to assist each CA and manager in reaching his/her full
potential. This makes for great relay service and satisfied relay users on every call.
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Hamilton will continue to host updated training sessions in all areas of the operation of the relay
center (sign language, disability awareness, spelling, grammar, typing speed, relay equipment
and procedures, etc.). As explained thoroughly in this Section, Hamilton’s Communication
Assistants undergo extensive training to ensure all relay calls are handled in a manner that is
sensitive to the social/cultural variations of relay users accessing the relay service. Hamilton’s

CAs are very sensitive to the different mannerisms that appear in relay calls. Hamilton’s CAs
are dedicated to making sure conversation takes place.

Hamilton’s turnover rate among Communication Assistants is low. Not only is_this indicative of
how Hamilton takes care of its employees, but it also improves the overall quality Hamilton’s
relay users experience on every call. Hamilton will bring this type of training philosophy and
practices to the Florida Relay.

9. Staff Training

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
Sframes 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.

All of Hamilton’s relay staff, including management, receive 20 hours of initial training
devoted solely to disability issues including ASL “gloss”, ASL style and grammar, tone of voice,
hearing and speech disabled cultures, TTY etiquette, pertinent information about the needs of
people who are deaf, hard-of-hearing or have difficulty speaking, the role of the CA, (including
training to relay the contents of a call as accurately as possible without intervening in
communication} and operation of relay telecommunications equipment including answering
machines and computerized services. This is done through videos, training seminars with staff
that are familiar with the deaf and speech disabled communities, observation, participation in
both simulated and live calls, and a variety of role play scenarios. Hamilton’s CAs are well
trained to effectively meet the specialized needs of relay users as explained below. In addition to
training for new staff, Hamilton provides an additional 12 hours of specialized/cultural training
annually. Please see Hamilton’s CA Training Manual in Attachment K.

Hamilton uses a variety of trainers throughout its training period. Hamilton’s Training
Coordinator is responsible for the overall program, and does all classroom training and leads
role-play activities. Deaf employees teach Deaf culture while Communication Assistants share
general knowledge about relay and assist with role playing activities.
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Hamilton’s proposal includes a detailed staff training plan outline, indicating training topics,
time frames and a list of individuals representing the deaf community used to assist with the
training. See below for detailed information regarding Hamilton’s Deaf Culture Training.

Disability/Relay/Deaf Culture Training

Hamilton has on staff several people who are very familiar with the deaf and speech disabled
communities. Their expertise is shared during the training experience and is used on an on-going
basis to refresh aill Communication Assistants. The following section contains a list of
Hamilton employees (and their qualifications) that assist in Deaf Culture Training. These
individuals will also play a large role in Deaf Culture Training for Florida Relay.

o Jenny Buechner, Hamilton’s Internet Based Product Manager, has many years experience in
researching and studying Deaf culture. Jenny develops and implements curriculum for
Hamilton’s culture training program. Jenny is active in the Deaf community.

o John Fechter, National Outreach Manager, is responsible for directing outreach personnel
and activities to ensure that all state outreach activities are carried out according to specific
objectives with his end goal being to increase the number of outreach activities and the
effectiveness of marketing programs. John resides near Minneapolis, MN with his wife and
two children who are deaf.

¢ Henry Brinkmann, Outreach Coordinator for the Louisiana Telecommunications Relay
Service, designs, coordinates and conducts programs to show users how to access and use the
relay service. He also communicates with relay users on new development and service
enhancements.

o Mitchell Levy, CapTel Product Manager, is responsible for identifying ways to enhance the
overall quality of TRS and CapTel services by making suggestions that improve call
experiences for relay users. Fluent in ASL and written English grammar, Mitchell possesses
diverse communication skills and provides a unique perspective to culture training.

¢ Lisa Furr, Arizona Relay Outreach Coordinator, designs, coordinates and conducts
programs to show users how to access and use the relay service. She also communicates
with relay users on new development and service enhancements. As a Deaf professional and
active member of the Deaf and hard of hearing communities, Lisa contributes greatly to
Hamilton’s deaf culture training.

¢ Karin Sack, Georgia Relay Outreach Coordinator, designs, coordinates and conducts
programs to show users how to access and use the relay service. She also communicates
with relay users on new development and service enhancements. Her past experiences as
ASL instructor and specialist at an Independent Living Center, where she provided deaf
culture training, are valuable assets to deaf culture training in Hamilton Relay centers.

These individuals play a large role in Deaf Culture Training.
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In addition to in-house expertise, Hamilton also hosts relay user panels from time to time in all of
its centers for training purposes. Relay users are invited to share their experiences with the relay

and why it is important for a Communication Assistant to understand the different needs of all
relay users.

Training in Deaf Culture, ASL, Sensitivity to Needs of People with Speech Disabilities, CA
Role and Interpersonal Skills to Handle Difficult or Stressful Conversations

Deaf staff members teach the sessions on deaf culture and American Sign Language. Please see
below and Attachment K for more detailed information regarding Deaf Culture and ASL
training. CA role is stressed throughout the initial training, during mentor sessions and during
post monitoring discussions with the primary Supervisor. A section of training is devoted to a
discussion about the stressful and difficult situations that may occur while relaying calls. The
Trainer provides strategies for CAs to use to cope with these situations while maintaining
excellent customer service.

All of Hamilton’s relay staff, including management, receive 20 hours of initial training
devoted solely to disability issues including ASL “gloss”, ASL style and grammar, tone of voice,
hearing and speech disabled cultures, TTY etiquette, pertinent information about the needs of
people who are deaf, hard-of-hearing or have difficulty speaking, the role of the CA, (including
training to relay the contents of a call as accurately as possible without intervening in
communication) and operation of relay telecommunications equipment including answering
machines and computerized services. In addition to training for new staff, Hamilton provides an
additional 12 hours of specialized/cultural training annually.

Introduction to Deaf Culture Courses

All newly hired employees take "Introduction to Deaf Culture” courses within the first few days
of their training. Three different areas are covered to increase awareness of the population that
they will be serving.

1. The first area focuses on general information of people with disabilities (primarily those
with hearing loss and speech disabilities), and how the numbers of those with hearing
loss are increasing annually. Understanding these demographics is vital to a skilled CA.

2. The next section focuses on Deaf Culture with emphasis on cultural differences between
the deaf community and the hearing community with explanations of how these
differences tend to occur. CAs benefit from understanding the common language usage
of grassroots deaf populations during telephone conversations as well as in daily life.

This section of training also concentrates on the areas of American Sign Language "gloss"
and grammar, including sensitivity training, finger spelling, manual English and relay service
operations. CAs are introduced to basic ASL training during the initial training period

Hamilton Relay 108 Service To Be Required



Florida

R e l a y\_ State of Florida / Docket No. 110013-TP

V

{please see Hamilton’s training schedule and procedures manual in Attachments K and L),
the fundamentals of ASL training include in-depth information on ASL syntax, and basic
limited signing. A great portion of Hamilton’s three-week training period is dedicated to
basic ASL.

3. The last section provides historical information on telecommunications equipment for the
deaf as well as the terminology that is commonly used. Historical information (along
with photographs) is shared with employees in an effort to develop an awareness of what
deaf and hard-of-hearing people have dealt with over the last 35 years in regard to access
to the telephone. The increasing use of current technologies including wireless devices
and high speed Internet access has enhanced the lives of deaf and hard-of-hearing people
across the country. Hamilton emphasizes these topics and more in its Deaf Culture
courses.

Hamilton will utilize the FPSC, Administrator, FAD, other organizations and the relay user
community to assist with training and to provide essential feedback in areas such as Deaf Culture
awareness, meeting the needs of individuals who are dual sensory impaired, relay procedures,
ethics, etc. Hamilton believes that by combining the perspectives of the relay provider with
organizations that serve relay users, Florida Relay will be among the best in the nation.
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EDUCATION DESCRIPTION TIME FRAME RESOURCES
American Sign Introduction to ASL, 10 - week course | Hamilton corporate
Language Level I Introduction to Deaf Outreach personnel

Community

American Sign Review Level I, Putting ASL 10 - week course | Hamilton corporate

Language Level 11 into Conversations Outreach personnel

American Sign Review Level 11, Improving 10 - week course | Hamilton corporate

Language Level III expressive & receptive skills Outreach personnel

American Sign Review Level I11, increasing & | 10 - week course | Hamilton corporate

Language Level IV improving proficiency Outreach personnel

Deaf Culture Purpose of course is to raise the | Topic for a quarter | Telecommunications

Awareness awareness of specific elements for the Deaf Inc. Co.
of deaf and hard of hearing or other similar
culture. (Common TTY organizations
abbreviations & Etiquette)

Relay Procedures Keeping CAs apprised of On-going Supervisors,
changes to existing procedures, Outreach personnel,
brought about by requests from Customer Feed Back
the Deaf Culture

Call Monitoring Monitoring will serve as a On-going Supervisors,
learning tool Outreach personnel,

Customer Feed Back

Ethics and Reinforcement of the On-going Supervisors,

Confidentiality importarnce of confidentiality
and ethics, along with
ramifications of not observing

Speech Disabled Keeping CAs sensitive to needs | Topic for a quarter | Speech Pathologists
of speech disabled community

Hard of Hearing Keeping CAs updated on the Topic for a quarter | Audiologists, SHHH
needs of the hard of hearing (Self Help of Hard of
community Hearing Groups)

Deaf Blindness Keeping CAs updated on the Topic for a quarter { Experts in this field
needs of the deaf-blind
community

Emergency Relay Keeping CAs updated on Topic for a quarter | Supervisors,

Response proper emergency procedures. Hamilton corporate

Outreach personnel,
Feed Back

Hamilton Relay

110

Service To Be Required




Florida

R e l. a y\_ State of Florida / Docket No. 110013-TP

V

Hamilton trains CAs to translate limited written English or Spanish to correct spoken English or
Spanish via intensive training in three areas. First, we train the CA to gain an understanding of
how deaf and hard of hearing people typically write English or Spanish and the background
behind that. This includes syntax, abbreviations, word choices, etc. Hamilton then instructs CAs
on the proper ways to translate this form of English or Spanish into correct written English or
Spanish. Finally, Hamilton’s CAs are taught how to translate from limited written English or
Spanish to correct spoken English or Spanish. By developing skills in these three areas and in
this order, Hamilton has discovered that the Communication Assistant is much more capable of
translating relay calls. Hamilton uses videos, manuals, observation and a variety of role play
scenarios to practice these skills.

Understanding and Translating Limited English or Spanish

Hamilton’s training process dedicates a great deal of time to learning how to translate ASL to
conventional English or Spanish. At the beginning of the training period, each Communication
Assistant receives a manual covering syntax (see Attachment K). This manual has proved to be a
valuable tool for Communication Assistants as they develop their skills in this area. As a result of
this manual and other types of classroom training and exercises, Hamilton’s Communication
Assistants are able to translate calls from limited written English or Spanish language into English
or Spanish for the hearing user. Before translating calls, all Hamilton’s CAs must pass a
proficiency exam which tests the skills needed to meet this requirement.

Hamilton has also developed several intensive translation programs. One program was designed
by Daniel Burch, a past president of the national Registry of Interpreters for the Deaf. It goes
into great depth on how to perform translations from limited written English to correct spoken
English. Please see Attachment K for this training manual.

Another ASL Translation Training program demonstrates how Hamilton trains CAs to evaluate
the meaning of Deaf writing. Hamilton CAs are trained to carefully look at portions of a
completed conversation to find clues to understanding deaf usage of interrelated English
sentences and to focus decoding efforts on noun and verb placement and to look for hints of
*voice” that are not overtly present.

The fundamentals of ASL training include in-depth information on the deaf syntax, culture and
basic limited signing. Because understanding deaf culture is an integral part to understanding a
written conversation from a deaf person, Hamilton includes experts in deaf culture during these
training opportunities. New hires and seasoned CAs gain tremendous awareness of the logic and
history behind certain phrasing types and seemingly “odd’ uses of certain English terms. CAs
have repeatedly expressed their satisfaction with these sessions.
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As required by the FCC, CAs are required to type and voice every word of a relay conversation

verbatim.
Verbatim typing and voicing is required on all relay calls with the following exceptions:

e A TTY user has a “Translator Profile.”
e Either one of the relay users involved in the conversation requests translation.
e The relay user requests surnmarization.

Verbatim Versus Transliteration

In any of these circumstances, the CA calls a Supervisor to ensure proper handling of the call.
As explained in the previous section, Hamilton trains its CAs and Supervisors to serve as relay
translators. The role of the translator is not to interpret ASL since American Sign Language is
not a written language. Instead their role is to “translate” the hearing person’s English into
“ASL-like” conversation and voices the “ASL-like” TTY user’s words into conversational
English without compromising meaning or intent.

10. Counseling of CAs and Staff

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.

Communication Assistant Counseling

Hamilton’s supervisors or managers are available to the CAs at any time and provides its CAs
access to counseling when needed. Hamilton’s Supervisors have had training in dealing with
emotional or difficult calls, so that they are in a position to assist CAs when needed. In
situations that require counseling, it is necessary that the confidentiality of each call remains
intact. Because of this confidentiality issue and the fact that our managers and supervisors are
the most experienced people available, in most situations, we elect to keep these issues within
the confines of the relay service.

Hamilton understands the importance of CAs being able to talk about their emotions and the
need to learn ways to cope with their feelings. For this reason, Hamilton encourages CAs to
discuss their emotions and frustrations (within the confines of confidentiality) with supervisors.

Once a CA notifies a supervisor that counseling is needed, the CA is led to a private office.
Before beginning, the CA is given a brief reminder to keep specifics of the call to an absolute
minimum and to use general terms only (specifically no names of the callers are to be discussed).
The supervisor then gives any guidance that may be helpful.

\.
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Hamilton’s supervisors may also be called upon to help CAs who are actively engaged in
especially difficult or emotional calls. The supervisor will assist the CA as needed throughout
the call.

Hamilton’s supervisors also organize and lead group discussions of common CA experiences.
This is done in initial CA training as well as refreshing training, which is held quarterly at every
Hamilton relay center.

Hamilton Telecommunications also offers and encourages the use of an Employee Assistance
Program (EAP) through its employee benefit package. The EAP allows employees to call 24

' hours a day, 7 days a week for confidential counseling related to any work or personal concerns.

‘ In addition to the phone counseling, employees can be referred to local licensed counselors for

‘ issues requiring more personal one on one attention. These counselors will be made aware of the
special needs of our CAs and the particular intricacies of the job they perform. The utmost
confidentiality will be stressed and practiced at all times. Hamilton’s CA counseling support
system is in compliance with all confidentiality requirements. All counseling is provided at no
cost to the employee. Hamilton does this as a part of its normal benefits package. The State of

. Florida will not incur any additional expense for this service.
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The system shall be designed o convey the full content of the communications. Unless
requested otherwise by a user, the CA shall relay all calls according to the following procedures.

11. Procedures for Relaying Communications

Unless requested otherwise by a relay user, Hamilton CAs will relay all calls according to the
following procedures. Hamilton's CAs convey the full content, context and intent of the
communication they translate. All of Hamilton's policies and procedures related to call handling
incorporate this philosophy. Hamilton's initial and on-going training continually emphasize the
importance of intent, functional-equivalency, and how necessary it is to relay all types of
secondary activities. As stated throughout this proposal, Hamilton’s relay service is very
functionally equivalent to the service provided to those who do not use the relay.

a. 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 identification of the CA
in the event a complaint is filed or a user wants to praise the work of the CA.

All Hamilton’s CAs identify themselves by a Communication Assistant identification number,
not by name, at the start of a call. All of Hamilton’s CAs have been assigned a four digit
number. This number, as well as gender identification is in a macro sent to the TTY user and
spoken to the voice user.

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 feedback until the call is answered.

Hamilton's standard procedure is to keep the TTY user informed on the status of the call when
such things as dialing, ringing, busy, disconnect, explaining relay, fax sound or on hold
indications are given. Hamilton CAs maintain contact with the caller during “hold” periods in
order to receive further instructions from the caller. Hamilton's Communication Assistants are
trained to relay all background noise so that a TTY user is continually kept informed of what is
going on throughout the call. Harnilton puts this information in parentheses.

The caller will be given call status feedback within 10 seconds of giving the CA the number to
call and the CA will continue to provide feedback until the call is answered.

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 TDD 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.
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Hamilton provides relay services which follow the directions of the individual relay user. We
give relay users the option of whether or not to introduce relay, explain and identify relay,
identify one’s gender and more. These options are avatlable on a per call basis or can be set up
as part of the customer’s profile so that each call is processed according to the relay users
preferences.

For example, Hamilton’s CAs are trained to not explain relay when the TTY user types NE.
Instead of asking “Are you familiar with relay?” the CA will say “This is Florida Relay Operator
# __ with arelay call on line.”

Or, when a TTY user types NI (no identification) to the CA, Hamilton will not give any
indication that the call is coming from a TTY users. NO “GAs” will be used nor will the CA use
any other scripted language. At Hamilton, the customer has control.

We offer our customers a variety of services as well as the ability to choose how they want their
calls handled. These services include a customer database with customer preferences for answer
modes (VCO, HCO, TTY, ASCII and more), call restrictions, customized calling —
interpretation, billing preferences and more. We offer multiple combinations of HCO, VCO,
TTY and Speech to Speech, including two line HCO, two line VCO and Captioned Telephone
(CapTel).

Hamilton provides an extensive customer profile database. Relay users may indicate how their
calls are handled by including their calling preferences in their Customer Profile. This feature
allows Hamilton to customize our relay service for each relay user. Once activated, the customer
profile appears on the CA’s screen each time the relay user calls the relay so that the CA can
properly process the call according to the user’s preferences.

Relay users do not have to use their preset preferences on every relay call. These preferences
can be used at the discretion of the relay user on each relay call. Details of our profile database
can be found in Section 11.p below.

d. 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.

Hamilton’s Communication Assistants type everything verbatim unless one of the relay users
involved in the conversation requests summarization or translation. At this point in time, the CA
gains permission from the other party involved in the call. If both parties agree to summarization
or translation, the CA will then begin to summarize or translate the call. Relay users who always
want summarization or translation, can select this option on the customer profile.

\.
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The role of the translator is not to interpret ASL since American Sign Language is not a written
language. Instead their role is to “translate” the hearing person’s English into “ASL-like”

conversation and voices the “ASL-like” TTY user’s words into conversational English without
compromising meaning or intent.

All Hamilton STS CAs are permitted to facilitate a call for a user with a speech disability if the
user does not oppose the intervention. STS CAs do not interfere with the independence of the
user; the user maintains complete control of the conversation. Hamilton is in compliance with all
FCC rules regarding STS processing.

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 all of the explanation.

Hamilton's Communication Assistants ask non-TTY called parties whether they have previously
used TRS before. If the called party says yes, the CA will begin to relay the call.

If not, the CA explains relay to the hearing party and when doing so types (explaining relay) in
parenthesis for the benefit of the TTY user. Conversely, when explaining relay to a TTY user,
the CA will inform the voice user that he/she is explaining relay. If requested by the user,
Hamilton will not announce a call as a relay call or will allow the TTY user to explain relay, if so
desired.

Identification of Relay to Voice Terminator
Following is the greeting Hamilton uses to identify a relay call to a called party. Hamilton will
change its greeting, if so desired by the FPSC.

“A person who may be deaf or hard or hearing is calling you through Florida Relay. This is
Florida Relay Operator # . Have you received a relay call before?”

If the party says “Yes,” the CA will voice: “One moment for your conversation to begin.”

If the party says “No”, the CA will use the explanation listed below.
Hamilton uses the following scripted language to explain relay to a relay user:

Standard Relay Explanation

The person calling you through the relay is typing their conversation and I will read it to you.
When I say, “Go Ahead”, it’s your turn to talk. Then I will type everything I hear on your end of
the line, so please talk slowly and directly to your caller. Please say, “Go Ahead”, when you are
finished speaking. One moment for your conversation to begin.
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Hamilton gives relay users the option of whether or not to introduce relay, explain and identify
relay, identify one’s gender, etc. This can be done on a per call basis or through Hamilton’s
customer profile.

Hamilton is willing to make any changes to this script or will use the existing Florida Relay
script as directed by the FPSC.

[ When speaking for the TDD user, the CA shall adopt a conversational tone of voice
appropriate to the type of call being made and conveying the intent and mood of the
message. The CA shall also indicate identifiable 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, if
identifiable, the gender of voice users when they first come on the line. All of the above
should be done automatically unless the user asks that it not be done.

Conversational Tone of Voice

Similar to the way Hamilton’s Communication Assistants excel at conveying tone of voice to a
TTY user, Hamilton’s CAs are also trained to adopt a conversational tone of voice and tempo
appropriate to the type of call being made when speaking for the TTY user.

All relay calls are relayed so the TTY users’ meaning and intent are evident. Communication
Assistants are required to use the proper voice tone based on what is typed by the TTY relay user
to relay anger, sadness, happiness, etc. Proper inflection must be used as well, such as raising
your voice pitch to indicate a question.

Hamilton also practices this skill in its training sessions so that both parties involved in a relay
call are satisfied with the relay call experience.

Conveying Tone of Voice to a TTY User

Hamilton CA’s are well trained to voice or type appropriate emotion, inflection, etc. In addition
to voice inflexion, Hamilton’s Communication Assistants let the TTY user know the tone of
voice the non-TTY caller is using when it has a significant impact on the conversation and it is
not conveyed in the textual content, context or intent of the call. Hamilton’s CAs are continually
working to improve and enhance their ability to express the hearing caller’s tone of voice. This
is another area in which Hamilton’s CAs have been very successful in meeting the needs of relay
users. When conveying tone of voice to a TTY user, parentheses are used.

Hamilton understands the importance of conveying tone and is continually training its
Communication Assistants whether it is on the floor, in a classroom, during a monthly CA
meeting or during performance evaluations on how to “interpret” the non-TTY relay user’s tone
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demeanor.

Background Noises

Hamilton's Communication Assistants are trained to relay all background noise so thata TTY
user is continually kept informed of what is going on throughout the call. Hamilton puts this
information in parentheses.

Gender of Voice Users

Hamilton's Communication Assistants identify whether the hearing user is (M) male, (F) female,
or (Child) child at the beginning of every call.

If Hamilton's CAs are absolutely unsure about whether it is a male, female or child's voice then
gender is identified by using a question mark (7). Hamilton's Communication Assistants inform
relay users immediately when another voice person has become involved in the call and
identifies the gender of the new party.

All of the above are done automatically unless the user asks that it not be done or indicates
specific instructions in his/her profile.

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

Hamilton's Communication Assistants indicate to the TTY users that another voice person has
become involved in the call. Hamilton also identifies the gender of the new party involved in the
call to the TTY user immediately. Hamilton identifies gender each time there is a change in
callers and includes gender identification on message processing systems.

h.  All 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 at the beginning of a call which deal with billing information
need not be relayed to the other user.

Hamilton has consistently followed the policy of typing to the TTY user or verbalizing to the
hearing party exactly what is said or typed when the call is first answered and at all times during
the conversation as indicated in the example in the RFP. All comments directed to either party
by the CA or directed to the CA by either party will be relayed. Hamilton uses parentheses to
keep the TTY user informed of what is being said by the CA or spoken to the CA. Voice and
HCO users have the option of listening during call set-up.
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Any time a CA needs to communicate directly with a TTY user (i.e. request that information be
repeated due to garbling), the CA will use parentheses and precede the request with “CA here”
so there is no confusion about who is making the request. When CAs communicate directly with
a standard telephone user, they also precede the request or statement with “CA here”.

Use of Parenthesis

i. CAs shall verify spelling of unfamiliar proper nouns, numbers, addresses,
information about drug prescriptions and other unfamiliar words that are spoken and are
to be relayed.

Whenever necessary, the CA shall request clarification for spelling of proper nouns, phone
numbers, addresses, drug prescriptions or anything else that is unclear or garbled.

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 fifieen (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.

Change of CA During a Call

Hamilton, as a matter of practice, does not change Communication Assistants during a call.
Even at the end of shifts, over lunch hours and other breaks, Hamilton’s CAs stay with a call
until it is completed. Our experience has been that this provides much greater continuity for the
user. Hamilton only substitutes a CA if the following should occur:

e A caller requests a change in gender of the CA
Hamilton’s Communication Assistants, when requested, will switch a call to another
Communication Assistant who is of the gender requested by the caller and retain that
gender for the user throughout the relay call.

e Verbal abuse or obscenity is directed to the CA

If a relay user becomes abusive towards a CA (calling names, etc.) or does not give a number to
dial, Hamilton’s procedure is to send a hot key requesting the number to call three times, waiting
approximately 20 to 30 seconds between each time the hot key is sent. If the CA is still being
harassed or is not given a number to dial, a supervisor will be called. The supervisor will try to
process the call. If abuse continues or there is no response, a disconnect slip will be completed.

Hamilton's Communication Assistants are trained and advised of Hamilton's policies and
procedures which prohibit the counseling, advice, or interjection of personal opinions or
additional information into any relay call or the making of any value judgments regarding any
aspects of the call.
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e The call requires a specialist (Spanish language, speech to speech, etc.)
e A perceived conflict of interest exists
e Or another major emergency exists

A change never takes place until either the calling or called party has completed their part of the
conversation (typed or stated GA).

If a call does need to be transferred, another CA will replace the CA relaying the call at the same
workstation (using the same gendler as requested), so that the relay user’s call is not interrupted
(except to identify the new CA to both parties). A supervisor monitors the change and must
approve the change based on the criteria listed above.

Most relay centers have a common practice of substituting agents in the middle of calis to
accommodate breaks, quitting times, etc. Hamilton does not. Hamilton’s CAs truly care about
each call and are dedicated to seeing it through completion. Hamilton is also willing to pay over-
time for this type of service. Hamilton exceeds the FCC standard for substitution of
Communication Assistants for TTY-based TRS and Speech to Speech TRS.

The main difference between Hamilton and other providers is that our CAs are willing to go the
extra mile for all relay users. Hamilton works very hard at making sure it hires CAs that above
all else, care about making the call go through. Often times, this is the most important thing to a
relay user. Our CAs excel at providing outstanding service on every relay call.

Hamilton complies with the 15-minute requirement prior to changing STS CAs. STS CAs
understand the difficulties involved in changing CAs and only request a relief under emergency
circumstances. A Supervisor must approve and facilitate a STS CA change. Hamilton STS CAs
truly care about STS consumers and are willing to stay with a call until completion even at the
end of a shift, at lunch time or break time. Hamilton exceeds the FCC standard for substitution
of STS CAs.

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
Jjudgments on the profanity or obscenity or legality of any messages. Furthermore, the
CAs shall not hold persovial conversations with anyone calling the system.

Hamilton's Communications Assistants are trained and advised of Hamilton's policies and
procedures which prohibit the counseling, advice, or interjection of personal opinions or
additional information into any relay call, or the making of any value judgments regarding any
aspects of the call. Failure to follow these rules can lead to immediate termination.
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Hamilton's CAs have not and will not hold personal conversations with anyone calling through
relay even when prompted. Hamilton's CAs will only participate in a conversation when
assistance is requested by the relay caller or the called party (i.e. in an emergency) and to thank
both parties for using the Florida Relay.

. Users shall not be required to give their names or the name of the party they are
calling, unless needed for billing.

Hamilton does not require the relay user to give his/her name or the name of the party they are
calling, except when needed for billing purposes. This information is never recorded in any
form.

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

Hamilton transmits conversations between TTY and voice callers in real time. No records of
conversations are kept, therefore information cannot be relayed from one party to the other
unless both parties are present on the call.

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

Hamilton does not and will not place any restrictions on the length or number of single or
sequential calls placed by customers through the relay center. Hamilton has never requested that
a relay user finish early. Hamilton is confident it can continue to manage its traffic loads in a
manner which will not require it to ask customers to call back later under any circumstances.

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.

Hamilton’s Communication Assistants, when requested, will switch a call to another
Communication Assistant who is of the gender requested by the caller and retain that gender for
the user throughout the relay call. Hamilton understands that this requirement has been waived
by the FCC for CTS CAs.

If a call does need to be transferred, another CA will replace the CA relaying the call at the same

workstation (using the gender as requested) so that the relay users’ call is not interrupted (expect

to identify the new CA for both parties). A supervisor monitors the change and must approve the
change based on the situations listed previously in this Section in Item (v).
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p. The provider shall provide a customer profile database. Such data may not be used for
any purpose other than to connect the TRS user with the called parties desired by that
TRS user. Such information shall not be sold, distributed, shared or revealed in any
other way by the relay center or its employees, unless compelled to do so by lawful order.

Customer Profile Database

Relay users may indicate how their calls are handled by including their calling preferences in
their Customer Profile. This feature allows Hamilton to customize our relay service for each
relay user. Once activated, the customer profile appears on the CA’s screen each time the relay
user calls the relay so that the CA can properly process the call according to the user’s
preferences.

Relay users do not have to use their preset preferences on every relay call. These preferences
can be used at the discretion of the relay user on each relay call.

Customer Profile Security

Customer profiles are based on ANI or a pre-established ten digit number. This provides a very
high level of security and keeps all confidentiality practices intact. The customer profile
database can only be accessed internally (the database resides on site and is part of Hamilton’s
relay platform) and a password and PIN system is used to further secure the data. With this
password, the relay user can request changes to the profile at any time.

Preference Options

As previously mentioned, customer profile information can be customized by the relay user and
is presented to the CA each time the relay user calls the relay. These extensive preference
options are listed below.

Hamilton Relay Customer Profile Information:

Customer Information

Profile Field Information Purpose
Name First & Last Name: used for identification purposes.

ACSIES: verification, service updates, etc.) and emergency services.

E-mail Address | Information used for further contacting client.

Phone Number | Used for profile identiﬁcation when placing a call, as well as follow up.

Allows the user to choose to be included in the State Relay or Hamilton Relay
Mailing List mailing lists to receive newsletters and other important information regarding
Telecommunications Relay Services.
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Personalized Features

Profile Field

Information Purpose

Password: Secret Word consisting of 4-10 letters and/or numbers. Choosing a .
Profile Security | Password ensures the Relay User is the only person who can make changes to their
profile.
Multi-User PIN: Secret number 4 digits long. A PIN allows Relay user to have their own profile
Feature if more than one relay user living in their household.
Remote Profile | PIN: Allows Relay user to access their customer profile when using the relay from
Feature any telephone or web-based computer, in any location.
Language Type | Allows User to select their preferred language. Options include English and Spanish.
l;referred | Call Handling Options: Allows Relay users to specify how they want their calls
IAPESR answered by the relay. Options include: TTY, VCO, HCO, ASCII, STS, Spanish,
Connection r .
Telebraille and Voice.
Mode
Preferred CA Allows Relay users to specify the gender of the CA that the User prefers for each
p
gender call.
Long Distance | Carrier of Choice: Allows Relay users to select their preferred long distance
Company provider.
Whep the translator option is selected, the CA will translate ASL to English and
Translator Enghsh to ASL for both the TTY user and the voice user unless given other
instruction.
No 5 By choosing “No Abbreviations”, the CA will type word for word, without using
Abbreviations abbreviations.
Hamilton’s Slow Type? Bl.Jffer feature allows CAs to type at a normal pace while text
Slow Type appears on screen beginning at 10 words per minute in increments of 5 up to 45
| Buffer words per minute. Relay users can select this in the profile or ask the CA at any time
before or during the phone call to adjust the communication speed.
| Spell Check By turning spell check off, the Relay user will see mistakes or misspelled words.
'| Turned Off Spell check is turned on automatically.

Hamilton Relay
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Information Purpose

Relay users may choose up to 50 numbers they would like programmed for speed

Speed Dialing | dial. When a Relay user makes a call to a number on their speed dial list, they first
' connect to the CA and just tell the CA, “pls call Mom”,
Allows Relay users to customize how the CAs identity relay to the person they are
Customizable calling; for example, using their first name in the greeting. The profile also allows
Greetings the relay user to choose to have the CA never explain relay or never identify the relay
to any person called.
Allows the Relay user to select the types of calls to be blocked from their telephone
Restrictions including: long distance, 900/976, International, Directory assistance, toll-free and
Operator assistance calls.
Background Allows the Relay user to choose whether or not to receive background noise
| Noise

information during their call.

| Tone of Voice

Allows the Relay user to choose whether or not to receive voice descriptions.

Long Hold When this feature is selected, the CA will continue to stay on hold but will not ask
Times the Relay user repeatedly if they would like to continue the call.
‘ UsemiSads DBS user reads slowly so patience is required
slowly
See Request that CA talk slowly to patience is required
slowly
STS Relay users can add contact information and hours of availability at each
STS Contacts location so that a hearing user can ask for the STS user by name and be automatically
‘ connected with them in their registered location
STS M Allows STS Relay users to dictate messages. CAs can save the message in the user’s
b Sk profile for up to 2 hours so that the STS user doesn’t have to repeat the information.
Abbreviate This allows the CA to abbreviate messages when typing recordings or IVRs,
‘| Auto Message | allowing the User to receive a summarized recorded message.
pEEiR . This allows the retention of information from one inbound call for subsequent calls.
'| Information

Hamilton Relay
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Profile Field Information Purpose

Open
Line/Mute This allows the User to communicate with the CA privately without the voice user
Transmission of | hearing the conversation.
STS User
e Before dialing, User prefers that the CA to asks: “Shall I tell the party who is
Specifi calling?”
PRECLLS e  User prefers that CA confirm call handling preferences before dialing requested
mstructions to
1 STS CA number
e User prefers for callers to ask to call them by name rather than by telephone
number.
Standard
TR This allows users to identify caller by name, request call back, specify call back
leave on ;
. number, and provide the relay telephone number.
answering
‘| machine
Allows the Relay user to provide CAs with additional information they would like
Notes .
included or known for every call.
Guide

Profile Field Information Purpose

Guide for

Understanding | A guide is included to help the Relay user understand the purpose of each section or
your Customer | to better understand how to complete the profile to best meet their needs.

Profile

Input of Database Information and Changing Preferences

Hamilton makes it easy for relay users to establish a profile. Customers may establish their
profile through customer service, by mail, fax, e-mail or via Hamilton’s website. Relay users
can modify or delete their profile through these same options. If the online option is chosen,
upon completion of the profile the customer is sent a “thank you for submitting page” link that
lists all fields as submitted. Instructions for printing are provided.

Hamilton’s Customer Service Representatives will send a confirmation copy of a profile when
requested and will confirm the user’s mailing address, fax number or email address. Relay users
have the option of keeping their mailing address, fax numbers or e-mail on their customer
profile. This information is not required to have a Customer Profile. Hamilton allows the CA to
make some changes to the profile on a per-call basis, however, permanent changes to the profile
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must be made through Customer Service. The relay user’s customer profile is available via
voice, TTY, STS, Internet Relay, Video Relay and any other mode offered.

; Remote/Multi-User Profile Feature

Hamilton’s Remote/Multi-User Profile allows relay users to access their profile from any phone
or web-based computer, and through any type of relay service, whether traditional relay or

- Internet Relay. Relay users simply give their telephone number (or pre-established ten digit

- number) and PIN number to the CA, to permit the CA to view the customer’s pre-selected
preferences. This feature is of great benefit to customers who have more than one relay user
living in the household. With Hamilton’s Remote/Multi-User Profile, each person can establish
his/her own profile! Users who travel are always able to access their profile from anywhere.
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Hamilton will transfer the customer profile database to a new Relay Provider at the termination
of the contract. Hamilton will transfer this data in a usable format in advance of its last day of
service.

Upon Termination of Contract

Hamilton will not use any data gathered from providing relay service for any purpose other than
connecting the Florida Relay user to his/her called party. Hamilton has not and will never make
any relay information available for sale or distribution. Hamilton will not sell, distribute, share
or reveal in any way the information referenced above, unless compelled to do so by lawful
order.

12. Languages Served

At all times, the provider shall make available 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.

Hamilton will provide at all times CAs who are capable of providing relay service to users who
use either English, Spanish, or ASL during their relay calls.

Hamilton’s standard screening process tests all job applicants for fluency in English. Please see
previously in this Tab (Section 7.a) for detailed information regarding Hamilton’s training
procedures. Florida Relay will be staffed at all times with CAs who have been trained to
translate limited written English to correct spoken English. Please see previously in this Tab in
Section 9 for detailed information.

Spanish to Spanish Relay and Spanish to English Translation

Hamilton will provide Intrastate Spanish to Spanish and Interstate Spanish to Spanish service,
meeting this FCC requirement. Hamilton bills any Interstate minutes to the Interstate TRS Fund.
Relay users can select “Spanish” as an option on Hamilton’s Customer Profile. This information
is presented to the CAs at the workstation for proper call processing.

In addition to Interstate Spanish to Spanish, Hamilton will also provide Intrastate Spanish to
Spanish, Spanish to English and English to Spanish call handling to Florida as part of its base
price.

Hamilton will utilize the current Florida Relay toll free Spanish numbers for all Spanish relay
calls. Hamilton will associate the Florida Spanish 800 number with a separate queue for Spanish
calls so that calls flow immediately to Spanish speaking CAs. If a relay user calls another 800
number, Hamilton has the ability to transfer the call to a Spanish speaking CA. In addition, relay
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users can select “Spanish” as an option on Hamilton’s Customer Profile. This information will
be presented to the CAs at the workstation for proper call processing.

CAs fluent in the Spanish langvuage are scheduled for all shifts, 24 hours a day, seven days a
week.

Hamilton processes all the same call types on its Spanish lines as it does on its English voice and
TTY lines, including TTY, VCO, HCO, ASCII, STS and 900 calls.

Spanish CA Training

CAs are evaluated by the Spanish Supervisor who determines if the CA speaks Spanish without a
distorted non-Spanish accent. CAs fluent in conversational Spanish must pass rigorous tests
(Berlitz or equivalent) that measure Spanish language skills including vocabulary, grammar and
syntax. Also, Spanish CAs receive Speech to Speech training and must complete the same
training as all traditional Communication Assistants. Spanish CAs are supplied with English and
Spanish versions of the relay scripts.

Following is a description of how Hamilton identifies and explains Spanish and Spanish to
English Translation Relay services to the end user:

SALUDOS ( Greetings)
o Yoz de Origen (Greeting to Voice Originator )

El relay de (Lirea apropiada) Asistente de comunicaciones# _ Adelante

o TTY de Origen (Greeting to TTY Originator via text)
“Florida Relay SP AC # ForM Q GA”

o TTY A VOZ (TTY to Voice Explanation Spanish to Spanish Relay)

La persona llamandoie por ¢l relay esta simplemente tecleando su conversacion y yo
se la leeré a usted. Cuando digo “adelante” es su turno de hablar. Entonces voy a
teclear todo lo que yo oiga, por lo tanto favor de hablar despacio y directamente a la
persona llamandole. Por favor diga “adelante” cuando usted termine de hablar. Un
momento para comenzar su conversacion.

o VOZ ATTY (Voice to TTY explanation Spanish to Spanish Relay)
La persona a quien llama usted por relay simplemente va a teclear su conversacion y
yo se la leeré a usted. Cuando digo “adelante” es su turno de hablar. Entonces voy a
teclear todo lo que yo oiga. Por lo tanto favor de hablar despacio y directamente a la
persona a quien usted esta llamando. Por favor diga “adelante” cuando usted termine
de hablar. Favor de esperar mientras marco ### ### #iHi#
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e Explicacién Adicional
Después de leer el guidn palabra por palabra y la persona sigue confundida, se puede
decir..."Es posible que la persona sea sorda, duro de oido , o tenga un impedimento
de habla y asi es como se comunica por el sistema telefénico.

Voice Terminator (Translation Requested)

e TTY Spanish to Voice English Greeting
This is Florida Relay CA #### with a translated relay call from Spanish to English.

Do you know how to use relay through a translator?

e TTY Spanish To Voice English Explanation
The person calling you through relay is simply typing their conversation in Spanish

and I will translate it to you. When I say “go ahead” it is your turn to talk. Then I
will translate and type everything that [ hear back to your caller. Please speak slowly
and directly to your caller. Please say go ahead when you are finished speaking. At
times there will exist a slight delay for which your patience is appreciated. One
moment for your conversation to begin.

Voice Terminator (Translation Requested)

» TTY( English) to Voice Spanish

ESTE ES EL RELAY DE AC# CON UNA LLAMADA TRADUCIDA
DE INGLES A ESPANOL. SABE COMO USAR EL RELAY A TRAVES DE
UN/A TRADUCTOR/A?

s TTY A VOZ (inglés a espaiiol )

La persona llaméndole por el relay estd simplemente tecleando su conversacién en
inglés y yo se la traduciré a Ud. Cuando yo diga “adelante” es su turno de hablar.
Entonces le voy a traducir y teclear a la persona llamandole todo lo que yo oiga. Por
lo tanto favor de hablar despacio y directamente a la persona llamandole. Por favor
diga “adelante” cuando UD termine de hablar. A veces extistira un pequefio retraso
por lo que su paciencia es apreciada. Favor de esperar mientras marco ### ### ####.

Voice Originator Translation Request

e Voice English to TTY Spanish Greeting
This is Florida Relay Operator # . Do you know how to use relay through a
translator?

¢ Voice to TTY Explanation
The person whom you are calling through relay will simply type their conversation in
Spanish. Then I will translate it to you. When I say go ahead it is your turn to talk.
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Then [ am going to translate and type everything that I hear to the person you are
calling. Please speak slowly and directly to the person. Please say go ahead when

you are finished speaking. At times there will be a slight delay for which your
patience is appreciated. Please hold while I dial ### ### #i###.

Voice Originator Translation Requested

o Voice Spanish to TTY (English)
¢ Sabe como usar el relay a través de un/a traductor/a? ( Ya que dijiste el saludo
correcto en espafiol )

o VOZATTY (espafiol a inglés)
La persona a quien llama UD por relay simplemente va a teclear su conversacion en
inglés. Entonces yo se la traduciré a Ud. Cuando yo diga “adelante” es su turno de
hablar. Entonces le voy a traducir y teclear a la otra persona todo lo que yo oiga. Por
lo tanto favor de hablar despacio y directamente a la persona a quien UD esta
llamando. Por favor diga “adelante” cuando UD termine de hablar. A veces existird
un pequefio retraso por lo que su paciencia es apreciada. Favor de esperar mientras
marco ### #H #HH.

13. Additional Languages Served

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.).
Additional languages should be identified.

Hamilton understands that the FPSC does not require the selected vendor to serve languages
other than English, Spanish, or ASL which Hamilton provides.

14. Shift Advisor/Consultant

On each shift the provider shall employ in the relay center at least one person who is highly
knowledgeable of ASL in order to serve as an advisor/consuitant to assist CAs in understanding
the intent of messages and properly communicating the full content of communication.

Hamilton ensures that a Supervisor fluent in ASL translation is on duty at the relay center at all
times to assist CAs with ASL translation.

As discussed in this Tab in Section 48, Hamilton’s Communications Assistants are able to
translate calls from limited written English language into English for the hearing party. Before
relaying calls, all Hamilton’s CAs must pass a proficiency exam which tests the skills needed to
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meet this requirement. In addition, Hamilton ensures that a Supervisor fluent in ASL translation
is on duty at the relay center at all times to assist CAs with ASL translation.

15. Confidentiality of Calls

As required by Section 427.704(1)(c), Florida Statutes, all calis shall be totally confidential;
no written or electronic script shall be 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.

Hamilton understands the importance and is experienced at relaying conversations promptly and
accurately while maintaining the privacy of persons who use telecommunications relay services.
We preserve the confidentiality of all parties in connection with relay conversations. Hamilton
has kept all such calls totally confidential in the past and will continue to do so. Hamilton
maintains no written or electronic script or record of any type of call content beyond the
duration of the call. Hamilton understands, as do all of its Communication Assistants and
supervisory personnel that they shall not reveal information about any call, at anytime, regardless
of content. All of Hamilton's relay personnel are required to sign a Pledge of Confidentiality
(see further in this section) promising not to disclose the identity of any callers or fellow
Communication Assistants or any information learned during the course of relaying calls during
their period of employment as a Communication Assistant or after termination of employment.
When relaying calls or analyzing data, Hamilton follows all confidentiality practices listed here.
Hamilton is willing to change its confidentiality practice if so desired.

Hamilton will collect only that personal information necessary to resolve complaints and to
provide and bill for relay services. Hamilton does not use this information for any other purpose.

Hamilton Communication Assistants are prohibited from disclosing the content of any relayed
conversation, regardless of the content, and from keeping records of the content of any
conversation beyond the duration of a call. Communication Assistants are also prohibited from
intentionally altering a relayed conversation. Hamilton’s Communication Assistants type
everything verbatim unless one of the relay users involved in the conversation requests
summarization or translation. At this point in time, the CA gains permission from the other party
involved in the call. If both parties agree to summarization or translation, the CA will then begin
to summarize or translate the call. Relay users who always want summarization or translation,
can select this option on the customer profile.
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All Hamilton STS CAs have the authority, at the request of the STS user, to retain information
beyond the duration of a call in order to facilitate the completion of consecutive calls. Speech to
Speech CAs are given the ability to keep records of the content of any conversation and retain
information from a particular call in order to facilitate subsequent calls if requested. Speech to
Speech CAs will also repeat any information (without the Speech to Speech user having to say
the same thing each time) during subsequent calls if requested to do so. Speech to Speech CAs
only retain this information for as long as it takes to complete the subsequent calls.

The policies and procedures Hamilton has in place ensure that Florida Relay users have the same
high level of confidential and legal protections accorded to standard public telephone network
users regarding security and freedom from unwarranted collection of information regarding the
content of Florida Relay calls by unauthorized parties. Hamilton’s policies and procedures
ensure the protection of electronically collected information as well as information obtained by
the CA in the course of relaying a call.

In addition to signing the Pledge of Confidentiality (see further in this section.), Hamilton
ensures that all CAs adhere to all aspects of the Relay System Code of Ethics. Hamilton has
additional protocols to prevent unintentional disclosure of relayed conversations. All of
Hamilton’s employees, including those not working in the relay center are familiar with these
guidelines and are required to adhere to them. The CA Training Manual and CA Procedure
Handbook, (see Attachments K and L), include additional rules and regulations which must be
followed to prevent any unintentional disclosure of confidential information. A whole section of
this handbook is dedicated to the importance of confidentiality. From day one of the training
program, Hamilton’s CAs are taught how to work in a “confidential” environment.

Facility Design for Confidentiality

All of Hamilton’s Relay Centers are isolated to assure confidentiality standards. Hamilton’s own
internal confidentiality standards exceed those of the FCC and the State. Hamilton will continue

to take every precaution to ensure confidentiality. This includes building security, call handling,

and CA decorum.

Hamilton understands the importance of maintaining the privacy of persons who use
telecommunications relay services and has taken steps in designing its relay facilities to ensure
the confidentiality of all parties in connection with relay conversations is preserved. Hamilton
has physically planned each of its relay centers to prevent video screens containing call
information from being visible to visitors or other persons not authorized to see them. In each of
its relay centers, Hamilton has positioned the doors leading into the relay room in a manner that
when opened only workstations panels can be seen. The panels around each workstation are
deep enough to prevent all monitors from being seen. Similarly, Hamilton has positioned
viewing windows in a manner that prevents the Communication Assistants’ terminals from being
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seen by visitors or unauthorized personnel. In addition, Hamilton makes use of privacy screens
at each monitor and of course allows only authorized personnel onto the relay floor.

All of Hamilton’s TRS centers are secured by locked doors which makes the relay center
accessible only through a designated door code.

Policies of Confidentiality

Following is a general outline of some of the policies Hamilton now uses and proposes to
continue using to preserve confidentiality:

1. All Communication Assistants are given thorough training on the significance and
importance of maintaining confidentiality from both a legal perspective and a moral
perspective.

2. Before being allowed in the relay service center and before taking any live calls,
Communication Assistants are required to sign a Pledge of Confidentiality.

All Communications Assistants, prior to taking any live calls or being allowed in the relay
service center, are given a copy of Hamilton’s Confidential Policies in addition to a copy of their
signed Pledge of Confidentiality.

Hamilton maintains no written or electronic script or record of any type beyond the
duration of the call. Hamilton places a great emphasis on maintaining the confidentiality of
relay users. As aresult, all information is destroyed immediately upon termination of the
inbound call. Hamilton protects all financial, statistical, personal, technical and other data and
information relating to the operation of the TRS (TRS caller preference, profile or 711
information) from unauthorized use and disclosure. When relaying calls or analyzing data,
Hamilton follows all confidentiality practices as described here,
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Hamilton Relay Service
Confidentiality Agreement

do hereby recognize the serious and confidential nature of the Relay

Service. I recognize the responsibility this places upon me and its bearing on my continued employment. By
agreeing to employment in a Communications Assistant, supervisor or customer service role, [ agree to the
following conditions:

11.

12,
i3,

14.

15,

16.

17.

18.

19.

20.

1 wilt not disclose to any individual, including fellow Communication Assistants (CAs) Customer Service
Representatives and supervisors, the identity of any caller or information I may acquire about a caller while
relaying his/her conversation, except if the user is in life threatening circumstances or causes an emergency
situation, or in instances of resolving a complaint.

Under no circumstances will I act upon any information I may acquire while relaying conversations.

I will not allow any individual to watch or listen while processing actual calls, except for authorized training and
quality_monitoring purposes.

Except when performing Speech-to-Speech or Captioned Telephone Service relay, I will not bring any recording
devices, including but not limited to, pens, pencils and Personal Digital Assistants (PDAs), into relay workspace.
I will not keep any written or electronic form of a conversation beyond the duration of the call, except as allowed
for Speech-to-Speech Relay service.

Except for any information necessary for billing purposes or gathering caller profile or 7-1-1 information when
requested by the caller, I will not collect nor use a caller’s personal information.

I will not register my company as the caller’s CRS relay provider of choice without the expressed permission of
the caller. When explaining about a caller’s choice of relay providers I will strive to ensure that the caller
receives a clear, accurate and forthright understanding of his or her options and of the registration process. I will
not engage in deceptive practices that result in obtaining a caller’s permission deceitfully.

Under no circumstances will I reveal my relay operator number in conjunction with my name, or disclose to
anyone the names, schedules or personal information of any fellow CA or supervisor working at the relay
service.

I understand that the FCC requires me to relay everything that is said by either party even if portions of the
conversation are offensive to me personally.

In the event of my resignation or termination of my employment, I will continue to hold in strictest confidence
all information related to the work I have performed as a relay operator.

I understand further that any of the above breaches in confidentiality will lead to disciplinary action up to and including
immediate dismissal.

Signature:

Print Name:

Position:

Date:

Hamilton is willing to make any necessary changes to this document to meet the needs of the
Florida Relay.
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Hamilton is willing to make any necessary changes to this document to meet the needs of the
Florida Relay Service.

Violation of Confidentiality

Hamilton’s policy requires immediate termination for any violation of confidentiality.

Any Communication Assistants or supervisors who, after an investigation have been found to
violate the confidentiality rules and regulations will be terminated immediately. If a consumer
would allege a violation of confidentiality and the same were reported to our relay service center
or the FPSC in any manner, Hamilton’s policy would be to:

e First investigate the alleged violation internally.
Make a written report both for the complaint file of the relay service as well as for the
personnel file of the individual or individuals alleged to be involved.

e Ifitis found that a violation occurred, those parties responsible for the violation would be
terminated immediately.

Specific policies to meet the needs of the FPSC or Florida Relay users can be implemented.
Copies of Hamilton’s Pledge of Confidentiality and confidentiality policy are available at no cost
to relay users.

Treatment of TRS Customer Information

Hamilton does not and will not use any information obtained from relay calls or customer
profiles for any purpose other than connecting the TRS user to his/her called party. Hamilton
has not and will never make any relay information available for sale or distribution. Hamilton
will not share or reveal in any way the information referenced above. Hamilton has not and will
not use any information obtained from relay calls to support other business interests. Hamilton
does allow customers to elect the option of receiving additional information from Hamilton if so
desired.

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

1) Names of the parties on the call.
2} Originating or terminating points of specific calls.
3) Specifics of the information conveyed.

Confidentiality During Training

When training new Communication Assistants by sharing past experiences, trainers do not reveal
any of the following information:
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1. Names, genders, or ages of the parties involved in the call

2. Originating or terminating points of the call
3. Specifics of the information conveyed

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 how to process a particular type of
relay call. CAs should be trained to ask questions about procedures withoul revealing
names or specific information that will identify the caller.

Discussion of Calls

Hamilton’s Communication Assistants understand that they shall not discuss, even amongst
themselves or their supervisors, any names or specifics of any relay call except in instances of
resolving complaints. Hamilton’s Communication Assistants also understand that they may
discuss the general situation surrcunding a call with their supervisor in order to clarify how to
handle a particular type of relay call and for that limited purpose only. Hamilton’s
Communication Assistants are trained to ask questions about procedures without revealing
names or specific information that will identify callers. They are also trained to recognize
emergency or life threatening situations and understand those circumstances in which names and
specific information may be disclosed by the Communication Assistant in order to expeditiously
address the situation.

¢. Waltching or listening to actual calls by anyone other than the CA is prohibited except
Jor training or monitoring purposes or other purposes specifically 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.

Watching or Listening of Actual Calls

No one is allowed to watch or listen to actual calls other than the Communication Assistant. The
only exception is for training or monitoring purposes or other purposes specifically authorized by
the FPSC or TRS Administrator. Hamilton will permit FPSC staff to observe live calls for
monitoring purposes with the understanding that the FPSC will also comply with the
confidentiality provisions above.

d. A copy of the Confidentiality Policy shall be provided to a user upon request and at
no cost.

Copies of Hamilton’s Pledge of Confidentiality and confidentiality policy are available at no
charge to relay users.

.
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a. Text-to-voice/voice-to-text. The provider shall transmit conversations between TTY
and voice callers in real time.

16. Types of Calls to be Provided:

Hamilton transmits conversations between TTY and voice callers in real time. Hamilton
provides real time text to voice and voice to text calls in which a deaf, hard of hearing or speech
disabled person utilizing a TTY or another form of text telephone can communicate over the
existing telecommunications network with a non-TTY user (and vice-versa) through the voice
assistance of the relay service (Communications Assistant).

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

Hamilton provides VCO, two-line VCO, VCO to TTY and VCO to VCO as well as all other
combination of call types involving VCO. Please see further in this Tab in Section 21 for a
detailed description of Hamilton’s provision of VCO calls.

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

Hamilton provides HCO, two-line HCO, HCO to TTY, HCO to HCO and CapTel Service as
well as all other combination of call types involving HCO. Please see further in this Tab in
Section 21 for a detailed description of Hamilton’s provision of HCO calls. Please see Section
22 for a detailed description of Hamilton’s provision of CapTel Service.

Please see Section 49 of this Tab for a complete list of all features offered by Hamilton Relay as
well as a detailed explanation of Hamilton’s provision of these types of calls.

17. Call Release Functionality.

Call release functionality is a feature that allows the CA to sign-off or “release” from the
telephone line afier 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 be 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.
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Hamilton processes TTY to TTY calls when it is necessary to go through a voice switchboard
first, or if the originating TTY user is using a calling card that is accessed by calling an 800
number first. Once the CA reaches a compatible TTY user when placing a relay call, Hamilton

gives the calling party the option to communicate independent of the relay function. The CA
types to the terminating TTY user, “TTY TO TTY CALL ONE MOMENT PLS.”

TTY to TTY Call Release

The CA then types to the originating party, “(CA HERE YOU ARE CONNECTED TTY TO
TTY WHEN YOUR CALL IS FINISHED CALL BACK TO RELAY TO MAKE A RELAY
CALL OR JUST HANG UP ONE MOMENT PLS).”

Once the CA sees the two TTY parties are able to read each other, the CA types, (CA HERE
YOU MAY BEGIN YOUR CONVERSATION NOW) GA.

The CA receives an automated message box with instructions to release the call from the
workstation. Once the call has been released from the workstation, the CA is able to take any
other incoming calls.

Using the above procedure, Hamilton provides a true call release function to satisfy the FCC
requirement, which removes the workstation from the call. If the call is a long distance call, the
call is billed as a normal relay call (i.e. the relay user’s carrier of choice).

Voice to Voice Call Release

Hamilton provides Voice to Voice call release which allows a hearing user to connect to another
hearing user via the Relay. This happening is usually inadvertent. Rather than blocking the call,
this feature allows the CA to be "released” from the telephone line without triggering a
disconnection between two hearing users. The CA releases the call after the CA connects the
originating hearing caller to the hearing called party.

Once the CA hears the two hearing parties are able to communicate with each other, the CA
states, "CA HERE YOU MAY BEGIN YOUR CONVERSATION NOW".

The CA receives an automated message box with instructions to release the call from the
workstation. Once the call has been released from the workstation, the CA is able to take any
other incoming calls.

Using the above procedure, Hamilton provides a voice to voice call release function, which
removes the workstation from the call. If the call is a long distance call, the call is billed as a
normal relay call (i.e. the relay user’s carrier of choice).

Hamilton Relay 138 Service To Be Required



Flonda

R e l. a y\_ State of Florida / Docket No. 110013-TP

V

Hamilton will immediately release a call when a TTY user using the relay system is inactive for
more than 30 seconds.

18. Speed dialing.

A feature that allows a TRS user to place a call using a stored number maintained by the TRS
facility. In the context of TRS, speed dialing allows a TRS user to give the CA a “shorthand”
name or number for the user’s most frequently called telephone numbers.

Hamilton’s customer profile allows relay users to indicate calling preferences. Customer profile
information is presented to the CA each time the relay user calls the relay and includes the option
of Speed Dialing. In the Speed Dialing section of the Customer Profile form, customers list the
first name and phone number of people they call often through the relay. When a customer
wants to call that person, they simply instruct the CA to call that person. There is no need to
give the number to the CA. Please see previously in this Tab, Section 11.p for detailed
information regarding Hamilton’s provision of Customer profile databases.

Relay users can store up to 50 numbers with Speed Dialing which can be used for any purpose,
including emergency numbers.

STS Relay users can set-up their profile to include contact information by hours of availability
and location. This allows a hearing user the ability to ask for the STS user by name and be
automatically connected with them at their registered location based upon the hour of the day
and day of the week.

19. Three-Way Calling Functionality.

A feature that allows more than two parties to be on the telephone line at the same time with
the CA.

Three-Way Calling

In compliance with the FCC Order released on June 17, 2003, Hamilton provides three-way
calling capability, in which the customer (if the customer has purchased this feature from his/her
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.

TRS Conference Calling

In addition to three-way calling, Hamilton also supports conference calling. If a customer
requests that we relay a conference call, the relay user gives the number to dial and any access
codes required to join the conference call.
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Hamilton provides Remote Conference Captioning (RCC), with real time captioning, to enable
text users to participate in conference calling. Hamilton offers this service in both English and

Spanish. Hamilton is including 37,500 free minutes of RCC as part of our base price. Cost
for additional hours is included in Hamilton’s cost proposal.

Remote Conference Captioning (RCC)

Hamilton will provide RCC in conjunction with Caption First, a company that has been
providing real-time captioning and CART services since 1989 and is an industry leader in this
area of service.

RCC services will include Communication Access Realtime Translation (CART) service
delivered over the Internet for use by the Florida Relay users.

All CFI captioners are certified with at least one of the following certifications and many hold
multiple certifications. Details on certification qualifications can be found at
http://ncraonline.org/certification/Certification/.

e RPR-Registered Professional Reporter
e CRR-Certified Realtime Reporter

e CCP-Certified CART Provider

e (CBC-Certified Broadcast Captioner

Florida Relay users may request RCC services by completing a RCC Scheduling Request Form
on the Florida Relay website or by calling Florida Relay Customer Service. Hamilton guarantees
Florida Relay users access to RCC Services if scheduled 24 hours in advance. Hamilton will
offer RCC Services with a two hour notice for emergency situations.

20. Voicemail and Interactive Menus

CAs must alert the TRS user of the presence of a recorded message and interactive menus
through a hot key on the CA’s terminal. The hot key will send text from the CA to the
consumer’s TTY indicating that a recording or interactive menu has been encountered. Relay
providers shall electronically capture recorded messages and retain them for the length of the
call. 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.

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.
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The bidder should explain if and how messages will be retrieved from an answering machine
if the originating party calling the relay center is af the same location as the answering machine.
For example, if a person is at home and cannot retrieve his messages from his own answering
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?

Communication Assistants use the following procedures to obtain messages for relay users:

Machine Recording Capabilities

Hamilton’s recording function allows the Communication Assistant to record a voice
announcement and then play back the message at a speed controlled by the Communication
Assistant. The CA informs the relay user through the use of a hot key on the CA’s terminal that
a recording has been reached, followed by another hot key stating (CA/OPR HERE TYPE MSG
OR HOLD FOR LIVE PERSON Q) GA

If a caller requests a department or live person, the CA types, “HLDING FOR DEPT/PERSON”
and presses the appropriate option when the recording prompts.

If a caller requests listening to the complete message, the CA sends a hot key that states,
“COLLECTING INFO PLS HLD” and the CA continues to collect the recording.

The message is retained for the length of the call. This prevents the caller from having to call
back several times to get the entire message. Once the originator of the call disconnects, the
recording is automatically deleted from the system. Keys on the keyboard are used to control the
speed of the recording ensuring the message is transmitted accurately by the CA. This makes the
recording function very easy for Communication Assistants to use.

Whenever Hamilton has to redial to an answering machine, voice mail, interactive voice
messaging unit, or any other type of recording system, for whatever reason, Hamilton does so
without billing the customer for any subsequent long distance relay calls.

Answering Machine and Voice Mail Retrieval

Communication Assistants are trained in retrieving and relaying TTY messages to voice users
and voice messages to TTY users from voice processing systems. Communication Assistants
use the following procedures to obtain or leave messages for relay users:

1. The user is informed that the Communication Assistant has reached a voice processing
system and asked if want to leave a message.

2. If the user requests message retrieval, Hamilton will obtain the appropriate access codes
from the user. Hamilton will not retain access codes or any other information needed to

Hamilton Relay 141 Service To Be Required



Flonda

R e l 3 y\-— State of Florida / Docket No. 110013-TP
access a voice mail system subsequent to the call. This information is considered “call”
information and just like any other call information, is kept totally confidential.

3. After the voice processing system has been accessed, Hamilton's Communication
Assistants will begin to relay any messages that have been recorded or leave a message as
requested. Hamilton will make use of its advanced recording function to capture this
information.

4. If the Communication Assistants must call again to finish relaying any messages,
Hamilton's Communication Assistants will do so without billing the end user for
subsequent calls.

Hamilton’s note pad feature, an enhanced function of our workstation, allows CAs to
electronically track special instructions given at the beginning of the call. Electronically
capturing information such as account numbers, menu options, access codes, extensions, etc.
gives the CA constant visual access to the caller’s instructions. To guarantee confidentiality, all
notes are automatically erased from the workstation at the end of the call.

Hamilton alerts relay users to the presence of a recorded message and/or interactive menu.

Please see Attachment K for the hot keys (automated macros)} Hamilton uses to announce
recordings or interactive messages. Hamilton does not charge a relay user for subsequent calls to
a recording or to interactive messages.

Answering Machine Retrieval (Single-Line)

Hamilton provides this service in which messages from a voice or TTY answering machine or a
single line telephone are retrieved by the CA. The calier requests Automatic Message Retrieval
(AMR) or Single Line Answering Machine (SLAM) and plays the messages to the
Communication Assistants by putting the handset near the speaker of the answering machine.
Hamilton’s technology records any messages, enabling the Communication Assistants to capture
the information and type or voice it back to the relay customer. Once the information is relayed
to the caller and the call is completed, the recording is automatically erased when the caller
disconnects.

Answering Machine Procedures

Communication Assistants are trained to relay recorded messages and leave recorded messages
on telephone answering machines or hang up at the request of the caller.

Answering Machine procedures are as follows:

o Communication Assistant informs the relay calling party that an answering machine has
been reached.

o The relay user can tell the Communication Assistant to simply leave a message if they do
not want the Communication Assistant to type the entire recording. Otherwise, the
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Communication Assistant will type the entire answering machine message. The
Communication Assistant will record messages and convey the message in its entirety.

o The CA asks the caller if they want to leave a message.

e If the calling party would like to leave a message, the Communication Assistant will
either voice or type the message onto the answering machine.

¢ (Communication Assistant notifies the calling party that the message has been left.

e The relay customer will only be charged for the first call to the answering machine, if a
toll call, regardiess of the number of calls that may be required to retrieve and convey the
answering machine message and/or to leave a message.

If the relay user gives the CA directions of how they want the call handled, the CA will follow
the user’s directions. The customer’s directions always override established procedures. At
Hamilton, the customer has control.

Hamilton looks forward to providing all of these options to Florida relay users. By having so
many options available as well as advanced recording technology, Hamilton eliminates the
problem of “fast recording” for the CA and ensures that communication is received and
transmitted accurately.

21. Voice and Hearing Carry-Over

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 sqying 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 handied. 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 t0 HCO).

Hamilton meets or exceeds all FCC VCO and HCO requirements. We will transition the current
VCO number to Hamilton as part of our implementation process.

Our list of 22 distinct VCO and HCO features is detailed below. To view all the types of TRS
calls that Hamilton can process, please see Attachment C.
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Because of our in-depth training, all Hamilton CAs (not just a select group) are equipped and
experienced at handling all types of calls, including VCO and HCO calls. Additionally, we
provide ongoing refresher training, monitoring and hands-on practice with CAs so that all CAs
can expertly handle all call types.

Voice Carryover (VCO)

Voice Carryover (VCO) provides people who can communicate with their voice but have
difficulty hearing, the ability to place or receive calls. The VCO caller speaks his or her own
message directly to the caller without such transmission being processed by the CA. The CA
then types any conversation spoken to the VCO user so it can be read on the TTY. Hamilton
allows relay users to request VCO services without the normal TTY transmission that is typically
required. A VCO user can connect voice and say “VCO” and Hamilton connects the call. Voice
users do not hear tones during a VCO call.

Hamilton allows VCO users to utilize both TTY modes, acoustic mode and direct connect mode.
A variety of VCO call types are also available through Hamilton Relay.

The following is a comprehensive description of the method used to achieve this type of service.
A voice person receiving a call from a VCO user will experience the following:

“A person who may be deaf or hard of hearing and uses Voice Carry Over is calling through
Florida Relay. This is Florida Relay Operator # . Have you received a VCO call
before?”

At the same time, the CA will type to the VCO user the terminator’s greeting and gender (i.e.
HELLO (M).

If the party answers “Yes,”

The CA will VOICE: “One moment for your conversation to begin.”

If the party answers “No,” the CA will send a macro (EXPLAINING RELAY) to the VCO user
and will voice: “The person calling you through the relay uses Voice Carry Over. You will hear
the person speaking directly to you. When the caller says, “Go Ahead”, it is your turn to talk.
Then I will type everything I hear on your end of the line, so please talk slowly and directly to
your caller. Please say “Go Ahead” when you are finished speaking. One moment and you will
hear your caller’s voice.”
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YCO Gate

Hamilton will provide VCO Gated Services, in which VCO users would call a toll free number
dedicated to VCO via the current Florida VCO access numbers. The VCO users’ calls would
then be routed and processed by CAs experienced to VCO.

VCO Greeting Identifier

Hamilton’s CAs inform VCO users that VCO is on by sending a macro that states (VCO ON
GA).

VCO-HCO and HCO-VCO

Hamilton provides this service to VCO and HCO users who call another HCO or VCO user
through the relay. The VCO user voices his/her conversation directly to the HCO user. The
HCO user’s typing goes directly to the VCO user.

Speech to Speech/VCO

STS/VCO is designed for people who are hard of hearing or Deaf and have difficulty speaking.
The relay user can make or receive phone calls through the relay through a Speech to Speech CA
using his/her own voice or voice synthesizer and read everything said by the voice calleron a
TTY or VCO telephone.

VCO to Speech-to-Speech

Hamilton provides this service in which a VCO user can call a person with a speech disability
who does not use a TTY, with the CA typing the words of the person with the speech disability
to the TTY user.

VCO Permanent Branding via Customer Profile

Hamilton provides this service through its customer profile. Customers who always want to
connect VCO are automatically connected to VCO without any CA intervention at the
workstation. Once VCO is connected, the Communication Assistant sends the “VCO ON” hot
key followed by another hot key “FRS CA XXXXF NBR PLS GA”.

VCO-TTY and TTY-VCO

Hamilton provides this service in which VCO users can call a TTY user (or vice versa) through
the relay. The VCO user voices his’her conversation which the CA types to the TTY user. The
TTY user types his/her conversation directly to the VCO user. In addition, Hamilton will
provide VCO to TTY or ASCII services as well as all other combination of call types involving
VCO.
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vVCO-VCO

This service allows two VCO users to contact each other through the relay. Hamilton provides
VCO to VCO service where the CA types to both parties, saving the VCO users from having to
type their part of the conversation. This is a great relay enhancement and Hamilton is pleased to
offer it to Florida Relay.

VCO with Privacy

Hamilton provides VCO with Privacy upon request in which the CA will not hear the caller
speaking through the relay and will only type voiced responses back to the VCO user.

Two-Line VCO

Two-line VCO capability allows a VCO user to have a more interactive conversation. By using
two telephone lines the caller, if they have some hearing available, can listen to their
conversation on one line while receiving typed text from a CA on the other line, thus creating a
more natural flow of conversation.

To place a two-line VCO call, the ASCIVTTY user calls relay, connects with a CA and requests
that the CA make a call to their voice (second) line. The relay user must have two telephone
lines and 3-way calling. Once connected in voice, the customer conferences in the third party
(the party they want to speak with). Now, the CA only types what the third party says. The CA
is virtually invisible to the voice customer, allowing for a two-way uninterrupted conversation to
take place.

Announcement:
No announcement unless specifically requested.
Explanation:

When voice party answers, the CA will type their greeting and gender to the 2LVCO user i.e.
HELLO (M)

The CA will continue typing everything voice party says during the conversation. The CA does
not use “GA” or wait for “GA” during the conversation. The CA types only what the Voice user
says and DOES NOT type what the 2LVCO user says. May summarize if necessary.

Reverse Two-Line VCO

Hamilton’s Two-line VCO feature also works in the reverse when a voice user placesacalltoa
two-line VCO user through relay. It is then called Reverse Two-line VCO,
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This feature allows people who have difficulty speaking to place calls and receive calls. The
HCO caller hears the communication directly from their caller without such transmission being
processed by the CA. The CA then voices any conversation typed by the HCO user to the other

party.

Hearing Carryover (HCO)

Hamilton allows HCO users to utilize both TTY modes, acoustic mode and direct connect mode.
A variety of HCO call types are also available through Hamilton relay.

A voice person receiving a call from an HCO user will experience the following:

“A person who has difficulty speaking and uses Hearing Carry Over is calling through Florida
Relay. This is Florida Relay Operator # . Have you received an HCO call before?”

If the party answers, “Yes,”
The CA will VOICE: “One moment for your conversation to begin.”

If the party answers “No,”

The CA will VOICE: “The person calling you through the relay uses Hearing Carry Over. The
caller can hear you and I will read your caller’s typed response to you. When I say, “Go Ahead”,
it is your turn to talk. Please talk directly to your caller and say, “Go Ahead”, when you are
finished speaking. One moment for your conversation to begin.”

HCO-HCO

This service allows two HCO users to contact each other through the relay. Hamilton provides
HCO to HCO service where the CA voices to both parties, preventing the HCO users from
having to read the other party’s conversation. This is a great relay enhancement and Hamilton is
pleased to offer it to relay users.

YCQO to HCO and HCO te VCO

Hamilton provides this service to VCO and HCO users who call another HCO or VCO user
through the relay. The VCO user voices his/her conversation directly to the HCO user. The
HCO user’s typing goes directly to the VCO user.

HCO to Speech to Speech

Hamilton provides this service in which an HCO user can call a person with difficulty speaking
who does not use a TTY, with the CA voicing the HCO user’s typed conversation to the STS
user. The STS user can either voice his/her conversation directly to the HCO user or can call on
the CA to “re-voice” as needed.
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HCO-TTY and TTY-HCO

This feature allows HCO users to contact TTY users {or vice versa) via the relay. The CA will
voice the TTY user’s typed conversation to the HCO user. The TTY user receives the HCO
user’s typed conversation directly from the HCO user.

HCO Permanent Branding via Customer Profile

Hamilton provides this service through its Customer Profile. Customers who always want to
connect HCO are automatically connected to HCO without any CA intervention at the
workstation. Once HCO is connected, the Communication Assistant voices “HCQO ON”
followed by “Florida Relay Operator# . Number to call please.”

HCO with Privacy

Hamilton provides HCO with Privacy upon the customer’s request which gives privacy for the
standard telephone user talking with an HCO user. The CA will not be able to hear the hearing
person's conversation that goes directly to the speech disabled HCO user. The CA then voices
any conversation typed by the HCO user to the other party.

Two-Line HCO

Hamilton provides two-line HCO capability. To place a two-line HCO call, the ASCII/TTY
user calls relay, connects with a CA and requests that the CA make a call to their voice (second)
line. The relay user must have two telephone lines and 3-way calling. Once connected in voice,
the relay user conferences in the third party via the voice line (the party they want to speak with).
Now, the CA only voices what the HCO user types. The CA is virtually invisible to the voice
customer, allowing for a two-way uninterrupted conversation to take place.

The CA will identify the call to the voice terminator using the language described in the previous
section. If the voice party is not familiar, the CA will use the following explanation:

“The person calling you through the relay uses Hearing Carry Over. The caller can hear you and
I will simply read your caller’s typed response to you. Please talk directly to your caller.”
Reverse Two-line HCO

Hamilton’s Two-line HCO feature also works in the reverse when a voice user places a call to a
two-line HCO user through relay. It is then called Reverse Two-line HCO.

2LHCO/Speech to Speech

This option works the same as a 2-Line HCO call, but is processed by a specially trained STS
CA. The 2-Line/STS user can choose between voicing their own conversation or having the CA
voice the conversation for them. If the HCO user chooses to voice his/her conversation and

\.
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becomes tired or is having difficulty being understood, he/she can type his/her part of the
conversation and call on the CA to “re-voice” as needed. The HCO user can switch between
voice and typing at any time during the call.

For a full explanation of the HCO services that Hamilton provides to the relay users in the states
it services, please see the Relay Features List in Attachment C at the end of this proposal.

22. Captioned Telephone Voice Carry-Over

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.

Traditional Captioned Telephone VCO Service in Florida

Hamilton will provide CapTel Service and 2 Line CapTel Service to Florida through a
subcontract relationship with Captioned Telephone, Inc. (CTT) of Madison, Wisconsin.
Hamilton will subcontract aspects of CapTel Service including the technology, equipment, and
needed captionists to CTI. Initially CapTel will be provided from the CapTel Service Relay
Center located at 5801 Research Park Blvd., Madison, WI 53717 and at 310 W. Wisconsin Ave.
Suite 1200 West Milwaukee, W1 53203.

Hamilton recently added CapTel seats and workstations to its own call centers. Hamilton was
the first relay provider to launch this program on April 18, 2011. Hamilton currently processes
CapTel calls from its Nebraska center. Hamilton is expanding this program to its Louisiana
center which will be operational early in 2012.

Developed by Ultratec, Inc. and provided through Captioned Telephone, Inc., CapTel allows
individuals with hearing loss to view word-for-word captions of their telephone conversations.
This device is perfect for individuals who have good speech but cannot hear well over the phone.

Similar to a traditional telephone, the CapTel phone allows hard of hearing callers to talk and
listen to individuals using a traditional phone. The CapTel phone allows the user to read the
other party’s conversation on the phone’s built-in screen while listening to the voice of the other
party. A specially trained operator “re-voices” everything they hear from a hearing user into the
Voice-Recognition technology, which conveys the words into text messages, where it can be
read on the CapTel phone’s screen. The captions appear almost simultaneously with the spoken
word, allowing CapTel users to understand everything that is said - either by hearing it or by
reading it. The CapTel phone benefits hard of hearing individuals by allowing them to enjoy
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natural telephone conversations through its high level of amplification, yet gives them the
capacity to check the captions for added clarity. The CapTel phone is not a TTY; rather it is a

telephone designed to allow the user to have natural back and forth conversations with
captioning support.

Hamilton will provide Captioned Telephone Service to the state of Florida in a manner that is
consistent with FCC rules.

History of CapTel

CapTel technology was developed by Ultratee, Inc., Madison, Wisconsin. In 2002, Ultratec
licensed CapTel, Inc. (“CTI”) to perform call center work for CapTel service. As demonstrated
below, CTI’s experience demonstrates its ability to adapt to improvements in CapTel technology
and to implement state-of-the-art technology in providing the service.

CTI began consumer testing on CapTel throughout the United States in 2002. In 2003 CapTel
technology was approved by the FCC enabling individual states to offer CapTel as part of their
relay services. In January 2004, Hawaii became the first state to offer full service CapTel to its
Relay customers. With CapTel available in every state except Delaware, CTI continues to be a
leader in the industry.

To date, Hamilton CapTel has facilitated over 12 miilion
captioned phone conversations for individuals with hearing loss.

Enhanced CapTel Technology - Hamilton Leads the Way

Hamilton’s aggressive pursuit of new services and technology led us to become the first provider
to trial CapTel, the first provider to offer N11 access, the first provider to offer state specific
CapTel reporting (including state-specific ASA, state-specific Service Level with and without
abandons and state-specific abandon call information) and the first provider to introduce single
phone mobile CapTel service. Hamilton Mobile CapTel allows users to place and receive calls —
while reading word-for-word captions — on a single device.

Hamilton was the first relay provider to process CapTel calls out of their centers.

Also exclusive to Hamilton are the recently added CapTel seats and workstations to our own call
centers for processing. Hamilton launched this program on April 18, 2011 from our Nebraska
center and will expand this service to our Louisiana center in early 2012. While other providers
are talking about adding this service, Hamilton is already leading the way.

Hamilton Relay is not a national long distance company making our perspective of relay services
significantly different. We did not get into the relay and CTRS business to simply enhance our
own long distance services, nor do we feel an “obligation” to provide relay and CTRS services.
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Hamilton truly believes that it has the core competencies, the experience and the dedication
needed to provide the highest quality Relay and CTRS services available. Hamilton is constantly
enhancing and upgrading its technology in order to meet the distinctive needs of the relay and
CTRS user.

Please see further in this section for more on Hamilton’s CapTel Enhancements.

CapTel Technology

For more than 30 years, Ultratec has set the pace in text telecommunications, inventing new
ways for people to communicate with one another. Some of Ultratec’s breakthrough
technologies include:

CapTel Captioned Telephone

Using a TTY with a Cellular Phone

Voice Carry Over (VCO)

Turbo Code®™

Caller [dina TTY

Communication between TTYs and Computers

CTI has the following areas of technical expertise:
e Managing major call centers
e Training CAs to perform CapTel service
o Telephony and network engineering
e Captioned telephone technology

CapTel Services are provided from CTI’s CapTel Service Relay Centers located in Madison, WI
and Milwaukee, WI. CTI has approximately 1,300 employees and supplies adequate staffing to
provide CapTel users with a highly professional service.

2-Line CapTel Service

2-Line CapTel Service truly enhances the functional equivalency and quality of CapTel Service.
2-Line CapTel benefits users because calls are direct between parties. 2-Line CapTel also
supports enhancements that users have purchased from their local telephone company, including
call waiting and Automatic Call Back (*69). Another advantage is that captions can be turned on
or off at any time during the call. This means that multiple users in the same location can enjoy
a conversation via another extension in the home or office. Users also benefit because
captioning is available on emergency 911 calls and there is no separate telephone number for
voice callers to remember.

By using two telephone lines, the CapTel users listen to their conversation on one line while
receiving typed text from the captioning service on the other line. When a CapTel user
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receives a call, the standard phone user will simply dial the user’s phone line directly

instead of dialing an 800 number and accessing the captioning service. When calling 911 in

emergency situations, the 2-Line CapTel users’ call is routed through the captioning center
allowing the user to receive captions on one line and hear the conversation on the other line.

Requirements for 2-Line CapTel Service

e A CapTel telephone (Model 200 or 800)
e Two analog telephone lines with separate telephone numbers are required. The second line

cannot merely be an extension line.
¢ Individuals must configure the CapTel phone in order for 2-line CapTel service to be

enabled. It will not automatically switch to 2-Line mode.

Single-Line CapTel versus Two-Line CapTel

1-Line CapTel

2-Line CapTel

Number of Lines

For those with only digital
phone service, additional
options are available. For
more information visit

www.hamiltoncaptel.com
or call 888-514-7933.

Requires one standard
(analog) telephone line or
DSL with an analog
filter.

Line 1 (voice} can be an analog
telephone line or DSL with an
analog filter, Digital Cable or
VoIP line. Line 2 (captions)
must be an analog telephone
line or DSL with an analog
filter.

How Calls are Managed

Spoken conversations
and captions provided

Spoken conversation is
provided on one line; captions

through one telephone are provided on the second
line. line.

Captioning Captions must be turned
on prior to dialing the Captions can be turned on or
number to call. A red off at any point in the
light indicates that conversation.
captions are "on".

Outgoing Calls Outgoing calls are . . .

golng autogm atigc il o Both incoming and outgoing

through the CapTel call calls are automatically routed
center P through the CapTel call center.

Calling a CapTel User People calling the
giizlillfflf; ?jlelrf;z ::lsrtuf::l&l::er People calling the CapTel user
for CapTel; then dial the dial B0} S O e
CapTel user's phone ezt
number when prompted.
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Calling Features

Call-waiting and
automatic call back (*69)
are not available.

Call-waiting and automatic call
back (*69) can be used.

911 Calls

Note that CapTel

Captioning Centers are not

911 centers and do not
assume responsibility for
calls placed through 911.

Calls placed to 911
connect directly to
Emergency 911 Services
and are not routed
through the CapTel call
center. Calls are
processed as VCO calls
whereby the 911 call-
taker can hear everything
you say, and then types
his/her response which

Calls placed to 911 are
captioned through the CapTel
call center. Spoken
conversation is received
through one line, while
captions are provided through

o the CapTel the second line.

display screen. You

;[:;l;ilr;:: tlilin::;;l;g *Note that CapTel call centers
with an;r otger CapTel are not 911 centers and do not

call. Note: VCO stands | 255Ume responsibility for the

for "Voice Carry Over",
a service that allows
callers to speak for
themselves and read
typed responses.

711 via CapTel

Hamilton has implemented a procedure for voice to CapTel that allows voice consumers to call a
CapTel user by dialing 711 rather than the CapTel 800 number. Voice users can use this on a
per-call basis or as an option on the Customer Profile.

Spanish CapTel

Intrastate and Interstate Spanish Language CapTel services will be available to Florida CapTel
users. Spanish CapTel hours are from 7:00 a.m. to 11:00 p.m. Central Time. To use Spanish
CapTel, the user selects the Spanish option under the menu settings. Once this setting is
selected, calls will automatically route to a Spanish captioning CA. Voice users will dial the
Spanish toll-free access number to call a Spanish CapTel user and have the call captioned in the
Spanish language.
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Hamilton ensures that FCC compliant Caller ID services will be provided to CapTel users of
Florida. The FCC has required that when a TRS facility is able to transmit any calling party
identifying information to the public network, the TRS facility 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. CTI has been providing True Caller ID which passes along the 10-digit
number of the person calling since August 1, 2005.

True Caller ID via CapTel

The actual identity of the Calling Party is presented to the Called Party’s Caller ID box (True
Caller ID). With True Caller ID, the Called Party may not know that they received a call via the
CapTel service. Also if the Calling Party blocks their Caller ID, the Called Party does not
receive any Caller ID information, functionally equivalent to a normal telephone call.

Three-way Calling via CapTel

Hamilton ensures that FCC compliant Three-way calling will be available to CapTel users of
Florida. A standard telephone user can initiate a three-way call to a CapTel user. For example,
two standard phone users are on a call. The party with three-way calling feature on his/her
phone line would hook flash to put the other person on hold, and would then dial the national
CapTel voice number and give the CA the CapTel user’s telephone number or dial the CapTel
user direct if a 2-Line CapTel user. All three parties would then be joined and the CapTel user
would receive captions on the call.

With 2-Line CapTel, the CapTel user can initiate a Three-way call in the same manner that a
standard phone user would. The first line works exactly as a regular phone line (able to add
another caller) and the second line supports the captions.

Call-Waiting via CapTel

Call-waiting is supported by 2-line CapTel. When the CapTel user hears (or reads in the
captions) the “beep” telling him/her a second call is coming in, the party would simply press the
FLASH button on their CapTel phone. The CapTel user’s second caller will be on-line, and the
CapTel user will receive captions of the conversation. The CapTel user will still receive captions
of their first conversation, if/when they return to the first caller by pressing the FLASH button
again.

No charges will be assessed to CapTel users for these local exchange non-basic services beyond
what the user pays their LEC for these services. Hamilton ensures that all CapTel users in
Florida will have access to audiotext, interactive voice response units and answering machines
including message retrieval services.
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Hamilton ensures that speed dialing will be available to Florida CapTel users. Speed Dialing,
which is built into the CapTel phone’s Dialing Directory, allows users to quickly dial frequently
called phone numbers. To use this feature, the CapTel user saves the desired phone numbers in
the CapTel memory. To speed dial a number in memory, the user simply presses the button next
to the “Memory Dial/Redial” arrow. A list of saved numbers and the last number dialed is then
displayed. The user then presses the button next to the number they wish to dial again and
CapTel dials the number automatically.

Speed Dialing via CapTel

Using Automated (Touchtone) Systems via CapTel
With CapTel, customers can easily receive and/or leave messages on answering machines or
voice mail systems with automated menus.

The CapTel user can press the CapTel number buttons at any time during a call to make
selections. This makes navigating automated systems easy.

The CapTel user can press a button as soon as they are ready to make a selection. The
captioning service continuously transcribes what is heard regardless of what the CapTel user is
saying or which buttons they press.

Some automated systems have very short response times which may disconnect the call. If this
happens, the CapTel user will simply hang up and try the call again.

Leaving Messages on Answering Machines via CapTel

The CapTel user may begin leaving their message as soon as they see “BEEP” on the display

screen or hear the recorded greeting end.

If no further information is received, the CapTel user may assume their message was recorded.
If the answering machine is capable of confirming that a message was left, the CapTel user will
see the confirmation message on the CapTel display.

Retrieving Voice Mail Messages via CapTel

The CapTel user simply calls into their voice mail/answering machine system as a remote caller,
and follows the voice mail/answering machine prompts to retrieve the messages.

The CapTel user can press the number buttons at any time.

Captioning External Answering Machine Messages via CapTel

CapTel users can receive captions of voice messages left on an answering machine that is near
the CapTel phone by playing the messages aloud by following these instructions:
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1. With the handset hung up, press the menu button until “Caption External Answering
Machine Messages” is displayed.

2. Press the button next to “OK”.

3. Pick up the CapTel handset and place the handset mouth piece next to the answering machine
speaker. Make sure the handset mouthpiece is close enough to “hear” the messages as they
are played aloud.

4. In this mode, CapTel will automatically dial the captioning service. Watch the display to see
when a connection is established.

5. Start playing the voice messages aloud on your external answering machine. Watch the
CapTel display to see captions of the voice messages.

6. Save or delete voice messages directly on the answering machine. When you are finished,

hang up the CapTel handset. The “Caption External answering Machine Messages” feature
will go off automatically.

Recorded Calls at the CapTel Relay Center

Following are the instances in which a recorded message will be used at the CapTel Relay

Center.

e Voice-In Calls via CapTel
All voice-in calls to the CapTel Captioning Service will receive a voice greeting that alerts
callers to the possibility of Long Distance charges, and gives callers an option to find out
more information. If callers press the # key for more information, a voice recording lets
them know they can register their preferred Long Distance carrier of choice with CapTel
Customer Service, and gives them contact information. The greeting then continues as
before, instructing callers how to proceed with their call (prompt to enter area code and
phone number of the person calling followed by the pound sign).

"Thank you for calling the Captioned telephone service. For long distance calls, be sure
to register your preferred carrier of choice. For additional information press _pound _.
(short pause) Please enter the area code and phone number of the person you are
calling followed by the pound sign."

When the pound sign is pressed

“FCC rules require billing of long distance calls. You may arrange to have your calls
billed to your established calling plan by registering your phone number with CapTel
Customer Service at 1-888-269-7477”

If the caller has already heard the message and chooses to ignore it, the message will stop
automatically when they continue to enter the phone number.
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The CapTel Service Relay Center is equipped with redundant systems for power. The CapTel
Service Relay Center utilizes a combination of battery backup, commercial UPS supply, and/or
auxiliary generator to supply uninterruptible power to the CapTel Center for extended periods of
time to the CapTel Center. Redundant systems for power include ACD/telecom switching
equipment, call processing servers, data network servers, and LAN gear. Most equipment
failures can be corrected without complete loss of service.

CapTel Redundancy/Switching System

The CapTel switching system includes a redundant Central Processing Unit (CPU) on “hot
stand-by” to ensure that no calls are dropped due to processor failure, a full Maintenance and
Administrative Terminal with keyboard, screen and printer capabilities, on-line monitoring, real
time programming capabilities which will not take the system off-line, the ability to perform
preventative maintenance without taking the system off-line, and an inventory of spare critical
components which are maintained on site to ensure the required levels of service are met.

CTT has also set up an additional CapTel Center. The second CapTel call center provides
redundancy for CapTel and ensures that CapTel Relay users have continuous, uninterrupted
CapTel service.

It 1s also important to ensure that equipment and technology is tested and upgraded frequently.
Hamilton and CTI communicate frequently and review plans to ensure redundancy, including:
e Replaced servers with ones that have lower power requirements
o Going green
o Allows for longer power if back-up power is needed
¢ New servers allow for more robust monitoring to see any signs of trouble before it would
affect call processing
s All servers and core switching gear are on a sonet fiber ring at each location
o 3 diverse fiber networks

As discussed below, CTI has developed a compiete plan for dealing with all types of natural and
man-made problems including but not limited to terrorism and phone line cut accidents. The
plan details the level of escalation, which will be employed to deal with the problem and restore
service. CTI’s plan is designed to ensure that no aspect of relay service is impaired.

CapTel Disaster Recovery/Continuity of Operations/Pandemic Plan/Winter Emergency
Preparedness Plan/Network and Data Security

Hamilton and its Subcontractor, CTI, have developed contingency plans for maintaining
24/7/365 operational status.
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Each CapTel center has the capability to house 200 CAs, Supervisors, Technicians and support
staff and also provides as back-up for the other center.

Equipped with redundant systems for power, switching equipment, call processing servers, data
network servers and LAN gear, most equipment failures can be corrected quickly at both CapTel
call centers avoiding complete loss of service.

In the event of a disaster affecting other CapTel centers, Hamilton would follow the procedure
outlined in Attachment M in which Hamilton will act immediately to restore service to CTRS
users. As an added layer of protection, Hamilton will advise CapTel users to dial 711 to use their
phone in VCO mode through Florida Relay. Hamilton will notify the FPSC immediately if a
major problem occurs.

CTI has recently expanded its customer service hours to 24 hours a day including weekends.
CapTel Customer Service will not be open on the following holidays: Labor Day, Memorial
Day, Thanksgiving, Christmas, New Year’s Day and Easter. Florida customer service calls will
be routed to Hamilton on those holidays based on ANI. Customers can also call Hamilton
Customer Service, which is also available 24 hours a day seven days a week. We are ALWAYS
available to customers.

Please see Attachment M for a more detailed explanation of Captioned Telephone, Inc.’s
Disaster Recovery Plan, Winter Emergency Preparedness Plan and Network and Data Security,
all of which are being held confidential.

CapTel Blockage

Hamilton ensures compliance with the P.01 customary TRS industry standard for blockage. No
more than one call in 100 will receive a busy signal when calling the Captioning Center at the
busiest hour. This will be measured by sampling the number of calls being blocked at a
minimum of every 60 minutes during CapTel operation and will be reported to the FPSC on a
monthly basis.

CapTel Answer Performance

Hamilton ensures that 85% of all Florida CapTel calls will be answered within 10 seconds on a
daily basis including abandons. Hamilton will report Florida specific daily answer time to the
FPSC on a monthly basis.

Hamilton ensures that CapTel service standards relating to answer speed will be met including
during those times of increases or spikes in call volume. CTI tracks the number of CapTel
phones distributed to users. Combining this with an average length of each call allows CTI to
predict the number of Captioning Assistants that are needed. CTI provides adequate trunking

-
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capacity, CA workstations, personnel staffing, and equipment capacity to meet the current FCC
Standard of 85% of all calls answered within 10 seconds on a daily basis including abandons.

CapTel Courtesy Message

Recorded messages at the CapTel Service Center are not typically used to answer incoming
CapTel calls. Voice calls are answered by an automated greeting asking for the telephone
number. The voice user is then placed on hold. This ensures the fastest CapTel service possible.
However, in the event of the longer than typical wait times, CapTel calls will receive an
announcement instructing the consumer to hold for the next available captioning assistant.

CapTel Intercept Messages (Emergency Situations)

Intercept Messages (in voice and captioned message) are provided in the event of a system
failure. Minutes of use attributed to accessing intercept messages will not be included in the
billable minutes.

o The following Intercept Message would be used in the case of switch problems, all
incoming lines being busy and other network issues. This is available in both voice and
text.

“I’m sorry, all trunks are busy now. Please try again later.”

o The following Intercept Message would be used in case of a disaster or an emergency
affecting the building. This is also available in both voice and text.

“Due to an emergency, CAs need to leave the center. Please hang up and try your call
later or dial 711 to use TRS VCO.”

CapTel End User Billing

Individuals who use the CapTel Service will able to call any business or residence in Florida.

CapTel relay users can utilize alternate billing arrangements; for example, collect, third number,
person to person, calling card, credit card, and 900 number services.

CapTel users are not charged for use of the service. All local calls are provided free of charge to
the consumer. All billing is performed by the customer’s long distance carrier of choice. All
billing information is routed to the customer's carrier during the outbound call setup. The carrier
provides accurate billing to the customer using the same process used for regular non-CapTel
calls.

The CapTel service is capable of processing local calls that are interstate in nature. Those calls
will be billed to the Interstate TRS Fund. Hamilton will report total interstate minutes of CapTel
use to the FPSC. Hamilton will bill all interstate CapTel minutes to the Interstate TRS Fund
Administrator, according to FCC guidelines.

o
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All interstate calls, including out of state long distance and international calls are billed to the
Interstate TRS Fund. Jurisdiction information is captured while the call is in progress and

recorded in the CDR. This information is passed to the CapTel user’s carrier of choice during the
outbound call set-up for accurate billing to the CapTel user.

CapTel CAs will not limit the length of a call or the number of calls placed by callers through the
CapTel Service. When finished with a call, the CapTel user will hang up, and dial another
number they wish to call.

CapTel Call Billing Record

Each call detail record is functionally equivalent to that of a non-CapTel Relay Service and
captures accurate jurisdictional information so that each call is billed to the appropriate entity, i.e.
to the State or to the Interstate TRS Fund. All intrastate calls, including local and long distance
calls are billed to the State. All interstate calls, including out of state long distance and
international calls are billed to the TRS Interstate Fund. Jurisdiction information is captured
while the call is in progress and recorded in the CDR. This information is passed to the CapTel
user’s carrier of choice for accurate billing to the CapTel user.

CapTel Call detail records contain the following information:

Call date

Originating telephone number

Terminating telephone number

Starting time of call

Ending time of call

Call duration for billing purpose

Phone number, calling card or credit card number to be billed

State Billing/Jurisdiction Rules

Hamilton understands that Florida CapTel desires billing based on Equipment Serial Number
(ESN) and does not allow roaming or guest options. Hamilton also understands that Florida
customers are allowed to take their CapTel device out of Florida and place calls from within
another state as long as the other state will pay for the call. Hamilton will follow all Florida
jurisdiction rules and gives the FPSC the option to change its settings at any time.

CapTel Carrier of Choice

Hamilton ensures that Florida CapTel users will have the ability to access their chosen carrier of
choice for intrastate or interstate interexchange carrier calls without regard to what CapTel phone
they may call from to the same extent such access can typically be made by a TRS user (such as
using 10-10-XXXX to access carrier of choice). Hamilton will work closely with CTI to
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ensure that all participating carriers available through TRS are also available through
Captioned Telephone.

Hamilton will inform CapTel users of the need to designate a long distance carrier for long
distance CapTel calls and the consequences of not making such a designation through a variety
of methods including customer service, newsletters, the website, etc. Following is the type of
message that Hamilton will use to provide this education to CapTel users.

What CapTel users need to know about long distance calling

If a customer needs to make long distance calls with CapTel, they must register their existing
long distance service or calling plan with CapTel Customer Service to ensure that any long
distance charges are billed under their current long distance provider.

If they do not register a preferred long distance provider with CapTel, any long distance
captioned calls they make will be automatically billed by their state’s TRS long distance carrier,
at their long distance rate (which varies by state). There is no charge to customers for using the
CapTel captioning service.

What Voice Users Who Call a CapTel User Needs to Know about Long Distance Calling

People who call a CapTel user via long distance should also inform CapTel Customer Service of
their long distance provider, to ensure their long distance calls to a CapTel user are billed under
their existing long distance service.

If a voice user who calls a CapTel user does not let CapTel know their preferred long distance
provider, any long distance captioned calls they place to a CapTel user will be charged on their
phone bill under that state’s TRS long distance carrier, at that state’s long distance rate (which
varies).

CapTel Default Carrier Calls

If a voice user who calls a CapTel user does not let CapTel know their preferred long distance
provider, any long distance captioned calls they place to a CapTel user will be charged on their
phone bill under that state’s TRS long distance carrier, at that state’s long distance rate (which
varies).

Customers can complete a paper copy of the CapTel Database Profile Request in order to specify
their long distance carrier of choice. Customers can also designate their carrier of choice via the
CapTel website or by calling Customer Service. Customers simply indicate which carrier they
want to use,
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CTI does not bill any long distance calls and thus is not in control of other carrier’s discounts for
CapTel calls.

CapTel is able to accurately determine call jurisdiction information in order to ensure that callers
have access to extended community calling plans, optional calling plans and other special
situations to the same extent provided by traditional relay service by delivering the call to the
user’s chosen IXC.

Directory Assistance via CapTel

Hamilton and CTI will provide access to directory assistance to the same extent directory
assistance is offered to Traditional TRS users. Users will be able to access their carrier of choice
for directory assistance. The relay user’s carrier of choice bills for interlata and intralata
directory assistance calls at their tariffed rate. All billing is performed by the customer’s carrier.
The call will then be processed like all other CapTel calls.

Dialing 911 in an Emergency — Two-Line CapTel

When calling 911 in emergency situations using 2-Line CapTel, one line is routed directly to the
appropriate 911 center and the second line is routed through the captioning center. This allows
the user to receive captions on one line and hear the conversation on the other line.

Dialing 911 in an Emergency — Single Line CapTel

When calling 911 in emergency situations, the single line CapTel users’ call will be
automatically routed to the appropriate 911 center because the call was placed from the user’s
home line. 911 calls will not be routed through the captioning service. This means:

o There are no delays in accessing emergency personnel, as calls are directly connected to a
911 call center.

o Emergency 911 calls are not captioned in the same manner that regular CapTel calls are
because the call is not routed through the CapTel Captioning Service.

o Emergency 911 calls are treated as VCO calls during which the 911 call-taker can hear
everything the CapTel user says, and then types their response {on a TTY) that appears
on the CapTel display screen.

e The CapTel user speaks directly into the handset, as with any other CapTel call. The 911
call-taker will hear everything the CapTel user says. The CapTel user will not be able to
hear the call taker, but the dispatcher can type instructions on a TTY, which will appear
on the CapTel display screen.

e Emergency 911 Services will know the ANI caller and be able to locate the individual
and send appropriate help, based on the location from which the CapTel call is placed.
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All CapTel CAs are required to satisfactorily complete a series of skills assessments to achieve
the expertise and knowledge to adequately and accurately caption in a professional manner the
words spoken by the hearing party without intervening in the communication between the
partics. The evaluation process includes the quality of voice, clarity of speech and correct use of
words and sentence structure.

CapTel Training

CTI has a detailed CA training plan in place to ensure that all standards as applied by the FCC to
the provision of CapTel are met by each CapTel CA. At any time if a prospective CA does not
demonstrate the ability to achieve the expected standards, they may be removed from the training

group.

After initial training, CapTel trainees are tested through the administration of timing scripts in a
test environment. Each CA is required to successfully pass two rounds of timings consecutively
prior to handling live calls. In addition, trainees are required to meet specified monitor scores
when being evaluated on live call processing. CapTel captionists are monitored daily and if a
Captionist fails a monitoring, they are not allowed to process live calls until they are able to pass
monitoring. CTI is contractually bound to these requirements.

Hamilton employees have undergone CTI’s CA training program and use the same training
program for its own CapTel CAs. We work very closely with CTI in the area of training CAs
and share feedback between the two entities and make changes accordingly so that our CapTel
CA training program is comprehensive and effective.

CapTel Ongoing Training

CTI will ensure that CapTel CAs receive all necessary ongoing training. CAs are monitored on
each shift and if they are found to need additional training or re-training, they are taken off line
and given the necessary training. In addition, CAs are retrained on new features and capabilities
of CTI’s CapTel service platform including any new or improved voice recognition systems used
in the platform,

CAs are tested monthly through the administration of Timing Scripts in a test environment. In
addition, CAs are periodically monitored while processing live calls. Only the scores of each
CA are maintained in a database. No other information regarding conversations is kept at any
time.

CapTel Quality Assurance

One way that quality is measured is through the CA testing program which requires a proficiency
level for CapTel CAs of 130 WPM speed of transcription with a 2% or less Error Rate and 98%
accuracy requirement in a testing environment.

\.
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Testing results will be made available to Hamilton and the FPSC periodically for review. Note
that this is a testing program only and does not guarantee any speed or accuracy levels for actual
CapTel Service. Accuracy is the percentage of error subtracted from 100% of text received.

Errors are any words that materially change the context of the sentence, including missing words
of sentences.

Hamilton also utilizes The Paisley Group (PGL), to provide third-party, independent evaluations
of CapTel service. PGL is a well respected auditing firm who is experienced in evaluating relay
performance. Hamilton carefully examines these results in order to identify root causes.

Quality is also measured in terms of answer performance by means of staffing. Hamilton
ensures that adequate staffing will be supplied to provide CTRS users with an average answer
speed of 85% of all calls answered within 10 seconds on a daily basis including abandons

As stated previously, Hamilton ensures that service standards relating to answer speed will be
met including during those times of increases or spikes in call volume. CTI tracks the number
of CapTel phones distributed to users. Combining this with an average length of each call
allows CTI to predict the number of Captioning Assistants that are needed. CTI provides
adequate trunking capacity, CA work stations, personnel staffing, and equipment capacity to
meet the current FCC Standard of 85% of all calls answered within 10 seconds on a daily basis
including abandons.

CTI also has reporting mechanisms and alarm systems to detect and record failures.

CapTel CA Counseling

CapTel CAs have access to counseling when needed. In situations that require counseling it is
necessary that the confidentiality of each call remains intact. General call information will not
be shared unless it is used to clarify, vent, or teach. 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 in a private area.

CapTel Service CAs will adhere to the following minimum standards:

o The CapTel CA shall be trained to caption the words spoken by the hearing party as
accurately as reasonably possible without intervening in the communications. The CA is
permitted to provide background noise identification;

¢ The CapTel CA shall not maintain any records of conversation content and shall keep the
existence and content of all calls confidential;

¢ The CapTel CA shall be required to meet the FCC standards for TRS minimum transcription
speed;
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® The CapTel CA shall not limit the length of a call and shall stay with the call for a minimum
of ten minutes when answering and placing a call;

® The CapTel CA shall pass along a CapTel caller’s ANI to the appropriate PSAP if the caller
disconnects before being connected to emergency services;

® CapTel personnel will have the requisite experience, expertise, skills, education,
knowledge and training to perform CapTel Services in a professional manner.

Change of CapTel CA

Hamilton ensures compliance with the FCC rule which requires that the CA shall stay with a
relay call for a minimum of ten minutes.

The situations in which a CA would change during a call would include:
1) More than 10 minutes past scheduled break or lunch time
2) More than 10 minutes past the end of a shift
3) CA is observed having extreme difficulty processing the call
4) Call has been in progress more than 30 minutes with difficult call content or speed, or 60
minutes or more of an average call

The change of CA is handled through a supervisor who approves the change, finds an available
CA to exchange, and issues the Call Take Over. When a change occurs, the new CA is identified
to the CapTel user. Just prior to the change in CA a message is sent to the CapTel user
indicating there will be a change in CA. After the change, a new message is sent with the new
CA number indicating they have taken over the call. This way the client can choose to stop the
standard phone user from talking for a moment until the new CA is fully in place. The change
attempts to take place while the client is speaking so that the least amount of information to
caption is lost.

CapTel Confidentiality Agreement

Hamilton ensures that all CapTel CAs will adhere to strict policies of confidentiality, which
comply with all FCC confidentiality requirements. Hamilton will collect only that personal
information necessary to provide and bill for the CapTel Relay service being rendered. CapTel
CAs are also prohibited from intentionally altering a relayed conversation. Following is a
Confidentiality Agreement that all CAs are required to sign prior to taking any live calls.
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.
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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.
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I will not disclose to any individual (outside of a member of the CapTel management staff)
the identity of any caller or information 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 CapTel 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 NOT reveal my Captionist ID number in conjunction with my name unless asked by a
member of the CapTel 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.

Confidentiality Policy

I 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. 1
recognize the serious and confidential nature of my position and therefore promise to abide by
these guidelines.

Employee Name

Date
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CapTel Customer Service is staffed 24 hours a day including weekends. CapTel Customer
Service will not be open on the following holidays: Labor Day, Memorial Day, Thanksgiving,
Christmas, New Year’s Day and Easter. Florida CapTel customer service calls will continue to
be routed to Hamilton on those holidays based on ANL. Florida CapTel Customers can also call
Hamilton Customer Service, which is also available 24 hours a day seven days a week.
Hamilton is always available to customers.

CapTel Complaint Resolution

Hamilton and its subcontractor will respond to all complaints and service, network or equipment
inquiries from users and/or the FPSC in a timely and professional manner. Hamilton will
maintain customer contact information for handling and escalating complaints and service,
network or equipment failures.

CT1 has established procedures for handling complaints regarding CapTel Service and will report
all complaints to Hamilton.

The CapTel Customer Service Department receives expression of concerns and requests for
assistance via email, phone, or fax.

Each complaint is addressed promptly by one of CT1’s representatives with the goal of ‘same
day service’ when technically feasible. The CapTel Customer Service Department documents all
follow-up information and resolution for any complaint that is not able to be handled within 24
hours or less.

Hamilton will resolve all complaints — if they contact the CapTel Customer Service Department
directly, if they contact the Hamilton Relay Customer Service Department, or the regulatory
body. Hamilton will ask the customer for all pertinent information regarding the complaint and
will explain that Customer Service will contact them again after investigating the complaint. All
complaints are logged in the Customer Service database and retained throughout the life of the
contract or until the next application for certification is granted.

Customers can call Hamilton for any complaint or troubie reporting 24 hours a day seven days a
week. We are ALWAYS available to customers. Some CapTel users will automatically contact
Captioned Telephone Inc. directly rather than the Hamilton Customer Service Department.
However, if a CapTel customer contacts Hamilton, we are committed to handling all CapTel
complaints even after hours and will act immediately to revolve issues for CapTel users.

All complaints, including their resolution, will be documented and kept on file basis. All
complaint activity will be reported to the FPSC on a monthly basis regarding the number of
customer service inquiries categorized by topic areas, including a separate log of complaints and
complements with the date the complaint or compliment was logged, the nature of the complaint
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or compliment, the date of resolution and how it was resolved. Hamilton issues each complaint a
Record ID number to enable the FPSC to quickly and easily identify the details of those
particular complaints.

Hamilton’s Complaint Resolution procedures and FCC complaint processes are described on all
of Hamilton’s TRS websites and will be included on the Florida CapTel pages as well, if the
FPSC desires Hamilton to provide a Florida CapTel website.

CapTel Scope of Service

Hamilton will provide statewide 24 x 7 CapTel Services in a manner that is functionally
equivalent to traditional voice calls. CapTel users place a call in the same way as dialing a
traditional phone. As they dial, the CapTel phone automatically connects to a captioning service.
When the other party answers, the CapTel user hears everything that they say, just like a
traditional call.

Behind the scenes, a specially trained operator at the CapTel captioning service transcribes
everything the other party says into written text, using the very latest in voice-recognition
technology. The written text appears on a bright, easy-to-read display window built into the
CapTel phone. The captions appear almost simultaneously with the spoken word, allowing the
CapTel phone users to understand everything that is said — either by hearing it or by reading it.

Hamilton ensures that CapTel users will receive functionally equivalent service including but not
limited to cost to consumers, call blockage, carrier of choice, real-time communication in
transmission and reception of text and speech and the availability of advanced and efficient
technology as it becomes available and is technically feasible.

CapTel users are not charged for use of the service. All local calls are provided free of charge to
the consumer. All billing is performed by the customer’s long distance carrier of choice. All
billing information is routed to the customer's carrier during the outbound call setup. The carrier
provides accurate billing to the customer using the same process used for regular non-CapTel
calls.

The following outlines the terms and conditions Hamilton has obtained with CapTel, Inc. in
order to provide Enhanced VCO with Voice-Recognition TRS:
(a) CapTel Service will be available 24 hours per day, 7 days per week, 365 days per year.
(b) End Users of the CapTel Service will be able to place calls from within Florida to any
point in the world and from all points outside Florida to any point within Florida to
the same extent that the access is provided by traditional TRS.
(¢) Hamilton will provide state-specific reports to Florida for CapTel Service including
the following:
¢ Total number of calls
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Total number of minutes
Average number of minutes per call
State-Specific speed of answer
State-Specific service level with and without abandons

State-Specific abandon call information
Number of customer complaints

(d) CapTel will meet the P.01 standard for blockage. Blockage rates for CapTel Service
are available in 60-minute intervals at the current time.

(e) CapTel Service will answer 85 percent of all calis within 10 seconds including
abandons.

(f) CapTel Customer Service is staffed 24 hours a day including weekends. CapTel
Customer Service will not be open on the following holidays: Labor Day, Memorial
Day, Thanksgiving, Christmas, New Year’s Day and Easter. Florida customer service
calls will continue to be routed to Hamilton on those holidays based on ANI. Florida
CapTel Customers can also call Hamilton Customer Service, which is also available 24
hours a day seven days a week. Hamilton is always available to customers.

(g) CapTel relay users can utilize alternate billing arrangements; for example, collect, third
number, person to person, calling card, credit card, and 900 number services.

(h) CapTel Relay Service available in Spanish.

(i) The CapTel Service will allow CapTel users to place all network call types commonly
supported by TRS including: intrastate, interstate, toll free, 911, and pay per call
services.

(j) Calls Not Supported by CapTel include Coin-sent calls, all Non-English language calls
except Spanish, and any TRS call which is not a CapTel call including, but not limited
to, VCO, HCO, STS, VRS, 2-line VCO, and TTY calls, or any other non- CapTel call.

FCC CapTel Regulations and Waivers

The FCC has issued a separate Ruling specifically for CapTel: Declaratory Ruling on August 1,
2003 CC Docket No. 98-67, FCC 03-190 document. In this Ruling the FCC found that
captioned telephone VCO service (CapTel Service is a form of this) is a type of TRS. In
addition the FCC waived certain TRS mandatory minimum standards that do apply to captioned
telephone VCO service, and waived other TRS mandatory minimum standards for captioned
telephone VCO (see list below). On July 14, 2005 the FCC clarified that Two-Line Captioned
Telephone Service is a type of telecommunications relay service eligible for compensation from
the Interstate TRS Fund.

Hamilton’s CapTel Service offering will meet all FCC minimum standards.

The Declaratory Ruling referenced above will serve as the primary source in meeting the existing
minimum standards including waivers of the six TRS requirements for CapTel Relay Services.
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The FCC issued an order on August 14, 2006 (CG Docket No. 03-123, DA 06-1627 document)
making these temporary waivers permanent.

CapTel waivers include:

1. Speech to Speech (STS) and Hearing Carryover (HCO)
2. Communication Assistants waivers:
e TRS mandatory minimum standard requiring CAs to be competent in interpretation of
typewritten ASL as applied to captioned telephone CAs.
e CA oral-to-type test requirement and permit the use of an oral-to-text test instead for
CapTel CAs.
e Requirement that CAs not refuse single or sequential calls as applied to CapTel CAs
handling outbound captioned telephone calls.
e Gender preference.
e 60 wpm mandatory typing speed for CAs.
3. Interrupt Functionality.
4. Call Release.
5. ASCII and Baudot Format.

For future standards and regulations that may be required by the FCC, Hamilton will work with
CTI to attempt compliance. If new or increased standards relating to CapTel Service are
mandated during the contract term, Hamilton will notify the FPSC in advance of implementation.
If new or increased technologies and corresponding services develop or any changes in the state
and/or federal laws, rules and/or regulations are required with different cost elements, Hamilton
will, in good faith, negotiate an appropriate pricing structure with the FPSC.

Hamilton CapTel Enhancements

Hamilton has worked with the Administrators in its CapTel States to seek input on their opinion
of CapTel service, identify concerns and pinpoint features or services that they desire to see
added to the program.

Hamilton is committed to its provision of CapTel service and works in many areas in an effort to
improve the service and to provide options for Administrators and consumers. Following is a list
of Hamilton’s recent enhancements which clearly demonstrate its continued investment in
CapTel, its vision of CapTel and its plan to support emerging technology and industry standards.

e CapTel Seats. Hamilton recently added CapTel seats and workstations to its own call
centers for processing. Hamilton was the first relay provider to launch this program on
April 18, 2011. Hamilton currently processes CapTel calls from its Nebraska center and
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started small in terms of CAs and workstations. Hamilton is expanding this program to
its Louisiana center which will be operational early in 2012.

e 24-hour Customer Service. CTI customer Service is now available 24 hours a day to
ensure that consumers have customer care at all times. On those Holidays that CTI
Customer Service is closed, Florida CapTel Customer Service calls will be routed to
Hamilton Customer Service for processing.

e State Specific Reporting. Hamilton will offer Florida state-specific CapTel reporting
including the following items:

o state-specific ASA
o state-specific Service Level with and without abandons and
o state-specific abandon call information

e NI11 Dialing Access. On January 1, 2011, Hamilton made three digit dialing available to
CapTel users in all Hamilton states. A CapTel user dials the N11 code on their CapTel
phone. Based on the CapTel user’s incoming ANI, the CapTel platform automatically
matches the ANI to the correct N11 10-digit telephone number and places the call for the
CapTel user. In order to accomplish this task, Hamilton obtained the information to map
NPA-NXX information to the correct N11 service center and worked with CTI to
integrate in to the CapTel platform. Hamilton was the first provider to offer this
service.

e Enhanced Winter Preparedness Plan. Hamilton worked with CTI to develop a Winter
Preparedness Plan to address staff’s ability to arrive to work due to inclement weather.
This plan includes providing rides to staff when public transportation is unavailable as
well as incentives to work extra hours and even sleeping arrangements at the center. This
plan can be viewed in its entirety in Attachment M.

e Spanish Customer Service. In the most recent software upgrade to both the 800 and the
800i, if the phone is set to Spanish and the user presses the Customer Service button the
call will automatically route to the Spanish Customer Service.

» Spanish Menu Options. Setting the phone to “Spanish” will automatically set the phone
menu to Spanish as well. This feature is currently being tested and will be available soon
on the 800 models.

e Web CapTel®. Hamilton provides Internet Protocol Captioned Telephone Service (IP
CTS). Hamilton Web CapTel is an innovative way to access captioned telephone service
via the Internet. Hamilton Web CapTel is designed for individuals who have difficulty
hearing on the telephone. Captions, similar to the closed captioning provided on most
television programs, are offered to support the understanding of telephone conversations.

e Default Amplification Settings. Several state administrators have shared with us their
desire to have a choice in the default amplification settings on CapTel devices. Hamilton
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has worked with CTI to make platform changes that allow a state program to configure
the units purchased by the equipment program to have 40 decibel minimum turned on or
off based on each state’s needs. This program is now ready to be implemented. The
FPSC can determine the default amplification setting for Florida.

e Mobile CapTel. Hamilton also provides Mobile CapTel. Hamilton was the first provider
to introduce single-phone mobile CapTel service. Hamilton Mobile CapTel allows users
to place and receive calls — while reading word-for-word captions — on a single device.
Please see Attachment C for complete descriptions of this service.

e Fast Relay CapTel
Hamilton offers the FPSC a trial of Fast Relay CapTel (without error correction.)
Hamilton will make available a trial of a “No Corrections” feature. Such a trial would
involve a small group of users who would be allowed to ask for “no corrections.” For the
rest of the conversation, the CA would not attempt to make any corrections and would
only revoice. After a period of six months, the trialists would be asked to evaluate the
feature. Depending on the outcome, Hamilton may, at its option, offer the feature as a
standard feature.

o $99 Self-Purchase Program for Customers. If so desired and in order to provide the best
price on equipment, Hamilton will provide, for a limited time only, to make CapTel
phones available for just $99.00 (rormally a retail value of $495) to consumers directly.
This program can support anyone who does not want to participate or does not qualify for
the State’s Equipment Program. End users can make use of a 90-day trial period, which
guarantees that if end user is not entirely happy with CapTel, s/he can return the phone
for a full refund within 3 months. To obtain a CapTel phone, end users simply submit a
completed order form to WCI (Weitbrecht Communications, Inc.). Hamilton will make
order forms available via the CapTel website and Customer Service.

o Ultratec One Year Limited Warranty
Warranty terms:

$99 price includes a 5-year limited warranty (no additional extended warranties)

If customer calls with a problem that requires repair, Ultratec will send a replacement
like-new CapTel unit to the customer at no cost. Customer packs old CapTel in the same
box and sends back to Ultratec (at no cost). Customer keeps replacement unit as their
new CapTel phone to use. Phones that come in are repaired and re-issued as part of the
Replacement Program.

e $99 State Equipment Distribution Program. In the past several months, Hamilton has
received a great deal of feedback from Administrators in the States it provides CapTel
asking that $99 phones be made available to state equipment distribution programs.
Hamilton has made arrangements with WCI to offer $99 CapTel devices to State
Equipment Programs as part of the per-minute rate.
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CapTel Conclusion

If awarded the contract, the CapTel program will continue with all existing End Users in Florida
and will allow an unlimited number of users every month if desired by the FPSC. Hamilton
would like to clarify that it is the FPSC’s right to determine the number of phones to be
distributed per month.

Hamilton is more than qualified to manage Florida CapTel for the FPSC. Hamilton has all the
resources needed to be successful in Florida; we have the people, outstanding financial resources
and a strong desire to deliver the best possible service to CapTel users in Florida.

Hamilton looks forward to providing CapTel Service to the State of Florida.

Hamilton will continue to meet all FCC requirements in operating its [P Captioned Telephone
and Mobile CapTel services and will abide by all FCC requirements and waivers. Today, the
Interstate TRS Fund is paying for all IP Captioned Telephone Service minutes.

Web CapTel®

Hamilton provides Internet Protocol Captioned Telephone Service (IP CTS).
Hamilton Web CapTel is an innovative way to
access captioned telephone service via the
Internet. Hamilton Web CapTel is designed
for individuals who have difficulty
hearing on the telephone. Captions,
similar to the closed captioning
provided on most television
programs, are offered to support
the understanding of telephone
conversations.

Mobile CapTel

1 Wraane

Hamilton also provides Mobile . —

CapTel. Hamilton was the first amilton Web CapTel

provider to introduce single-phone

mobile CapTel service. Hamilton Mobile CapTel allows users to place and receive calls — while
reading word-for-word captions — on a single device.

Hamilton Mobile CapTel can be used anywhere on a single, mobile telephone that is capable of
supporting both voice and data simultaneously through a 3G or Wi-Fi connection. Hamilton
Mobile CapTel gives freedom to individuals who are unable to hear a phone conversation well.
The captioned telephone has been available for years, but always required a special telephone.
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With the introduction of Web CapTel and Mobile CapTel, Hamilton Relay is making equal
access to all individuals a reality, wherever they are. Hamilton has launched Mobile CapTel via:
e The iPhone Browser and App
e The Blackberry Browser and App
e The Android Browser and App

Hamilton recently recently updated the Android application to be compatible on Tablets
using the Android mobile technology platform.

All Mobile CapTel and Web CapTel minutes are currently being charged to the Federal
TRS Fund, thus reducing costs to the State.
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Hamilton will continue to meet all FCC requirements in operating its I[P Captioned Telephone
and Mobile CapTel services and will abide by all FCC requirements and waivers. Today, the
Interstate TRS Fund is paying for all IP Captioned Telephone Service minutes.
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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.

23. Turbocode™

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

As an enhanced protocol, Hamilton will provide Turbo Code to Florida as part of its base price.
This is a proprietary alternate protocol developed by Ultratec. This protocol is faster than
Baudot (Turbo Code is similar to “real-time”) and does not have the limitation of ASCII. Turbo
Code also allows for “interrupt” capability while one party is still typing. Hamilton’s modems
auto-detect the end-user’s equipment for Turbo Code. If Turbo Code is found, Hamilton
automatically connects in “Turbo Code™ to the relay user. Hamilton has secured a license from
Ultratec to use this protocol in its relay modems. Florida Relay users will be able to
automatically connect “Turbo Code” on every relay call type.

As stated further in this Tab in Section 32, Hamilton has an automatic identification of
connection speed system within its relay platform. This feature provides automatic connection at
the speed, including Turbo Code, of the equipment used by the caller for any caller who has used
Hamilton’s Relay Services at least one time before. Our switch has a “self-learning” database
which is updated the first time callers reach our center with their originating telephone number
and the speed at which they connected to our center.

Enhanced Turbe Code

Hamiiton’s Enhanced Turbo Code is capable of storing user specific data (the user has total
control over this data) which is automatically transmitted to the relay at the beginning of a call,
such as whether they are VCO users, whether they’d like a male or female CA, and what long
distance carrier they’d prefer to use. Each time a relay call is placed, these details are
automatically passed on from the E-Turbo TTY to Hamilton’s Relay Service, thereby
eliminating the need to “set up” the call with the CA.

Relay users who’s 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, VCO 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. E-Turbo Code
will be available from Hamilton in 2012.
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The provider must offer Speech to Speech (STS) users the option to maintain at the relay
center a list of names and telephone numbers which the STS user calls. When the STS user
requests one of 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.

24. Speech to Speech

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

Hamilton has included STS service in the basic relay service price in its Price proposal.

Speech to Speech

Hamilton’s STS Service allows individuals who have difficulty speaking to use his/her own
voice or a speech synthesizer when using the relay. As described below, STS users are able to
communicate with any and all relay users including but not limited to VCO, HCO, TTY,
2LVCO, other STS users or standard phone users. Specially trained CAs process Speech to
Speech calls. STS is also available in Spanish. As required by the RFP, Hamilton will request
FPSC authority in order to obtain a new toll-free number for STS relay calls. This number will
belong to the Florida Relay Service (FPSC).

Hamilton provide STS users the same profile and all of the features contained within that profile
which are currently available to other relay users, (please see Attachment C). Hamilton has a
feature, which allows all relay users, including STS users, to maintain a list of names and
telephone numbers. A relay user simply gives the name of the person to call to the CA, the CA
will repeat the name and state the number of the person to call. The Speed Dial feature will be of
great benefit to STS users. Hamilton will transfer this information to any new STS provider.
Relay users can store up to 50 numbers with Speed Dialing. Hamilton will transfer this
information to any new STS provider.

All Hamilton STS CAs have the authority, at the request of the STS user, to retain information
beyond the duration of a call in order to facilitate the completion of consecutive calls. Speech to
Speech CAs are given the ability to keep records of the content of any conversation and retain
information from a particular call in order to facilitate subsequent calls if requested. Speech to
Speech CAs will also repeat any information (without the Speech to Speech user having to say
the same thing each time) during subsequent calls if requested to do so. Speech to Speech CAs
only retain this information for as long as it takes to complete the subsequent calls.

Hamilton’s provision of Speech to Speech meets all FCC requirements for Speech to Speech call
processing.
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Greeting: Florida Relay Speech-to-Speech operator ###. Number to call please ga.”

After number to dial is given, say “Are you familiar with Speech to Speech?”
o If yes, ask “Will I be revoicing for you on this call?”
v'If yes, process call.

v'If no, say “I will stay in the background. I will not explain or identify STS until you
request me to revoice for you. If you would like me to write down any numbers, names
or addresses, please let me know. Dialing ### ### ####.... ”

o Ifno, say, “You are calling through Speech to Speech. I will revoice every three to four
words you say. If I do not understand, I may ask you to repeat. Please say “go ahead”
when you are ready for a response. Please hold while I dial ### ### #iH

Voice Terminating Party

Greeting: “Florida Relay Speech to Speech Operator #### with a call. Are you familiar with
Speech to Speech?”

o If yes, process call.

o If no, say, “You are receiving a Speech to Speech call from a person who has difficulty
speaking. The caller will speak, and I will revoice every three to four words. When you
hear the words “go ahead,” it’s your turn to respond. Please speak directly to the caller,
and say “go ahead” when you are ready for a response. Caller you may begin.”

Speech to Speech/Spanish

Hamilton’s STS Service is also available in Spanish. Relay users can select “Spanish” and
“STS” as on option on Hamilton’s Customer Profile.

Speech to Speech/VCO

STS/VCO is designed for people who are hard of hearing or Deaf and have difficulty speaking.
The relay user can make or receive phone calls through the relay through a Speech to Speech CA
using his’her own voice or voice synthesizer and read everything said by the voice caller on a
TTY or VCO telephone.

STS to other TRS Communication Modes

Hamilton also allows STS users to place calls to people who use a TTY or other TRS-
communication modes such as 2-Line VCO, HCO, 2-Line HCO, or to another STS user. Speech
to Speech can be used a variety of ways:

o Two hearing individuals, with the CA repeating the words of the STS user.

o Two individuals with difficulty speaking with the CA repeating both person’s words.
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A VCO user and a hearing person, with the CA repeating the words of the VCO user if
the hearing person does not understand the user’s speech and with the CA typing what is
said by the hearing person to the VCO user.

A TTY user and a STS user without a TTY, with the CA typing the words of the STS
user to the TTY user.

Hearing Carry Over (HCO) with the person with a difficulty speaking typing what they
would like to say and the Communication Assistant voicing it to the hearing user.
Hearing Carry Over (HCO) in combination with Speech to Speech.

STS Profile

Following are additional Speech to Speech options that are available for STS customers. Each of
these features can established through a Customer Profile and can also be requested on a per call
basis:

STS Relay users can set-up their profile to include contact information by hours of
availability and location. This allows a hearing user the ability to ask for the STS user by
name and be automatically connected with them at their registered location based upon
the hour of the day and day of the week.

Retained information from one inbound call for subsequent calls

411 - the ability to ask callers to call by name rather than by number

CA confirmed preferences before dialing allowing an STS user to select which CA their
call will be routed to. If the requested CA is unavailable, the call will be antomatically
routed to another STS CA.

Standard message to leave on answering machines

Mute or not mute transmission of the STS user’s voice to the other party

Retain information from one inbound call for subsequent calls

Inform the CA if the STS consumer uses a voice synthesizer and Augmentative
Alternative Communication devices, as well as the brand

Direct the CA to ask specific questions of the STS user before the call begins, including
“Shall 1 tell the party who is calling?”’

Determine who will explain the relay to the other party

Require the CA to confirm call handling preference before dialing the requested number
A standard message to leave on an answering machine

50 frequently called numbers that can be dialed by name or number

Inform the CA if the person the STS user is calling is familiar with Speech-to-Speech
Inform the CA if the number being dialed is a business, financial institution,
personal/social contact

Other special instructions

Hamilton will include the following features and benefits to the FPSC as part of our base price.
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Hamiiton Relay's Speech-to-Speech (STS) User Training Line is a resource for individuals,
family, friends, medical professionals, businesses and organizations to familiarize themselves
with the proper etiquette and standard procedures of using STS. Individuals who are residents of

Florida and/or intend to use the STS Service with a Florida resident will be eligible to utilize the
training line.

STS Training Line

On the STS User Training Line, our representatives are prepared to:
¢ Describe how STS calls are placed and what happens on a typical STS call

e Explain call handling instructions including; dictated messages, privacy options, and "first
thoughts" (information shared with the Communication Assistant before dialing)

e Explain strategies used to help clarify speech patterns
¢ Review and establish Customer Profile options
¢ Place practice calls

The STS User Training Line will be available 24/7 and can be reached by contacting the
Customer Service Department. This service is billed on a per minute basis and is included in
Hamilton’s per minute rate.

Visually Assisted Speech to Speech

The purpose of VA-STS is to provide the STS CA with visual communication cues including lip
reading, spelling in the air, facial expressions and other physical movements that may facilitate
comprehension of what the person with a speech disability is saying.

Visual Assisted Speech To Speech (VA-STS) capability supports a STS user that is connected to
the Relay Provider via a regular STS telephone audio call through the Public Switched
Telephone Network (PSTN). The STS user will need to have a telephone connection, as well as
compatible video equipment, and an internet connection with enough band width to enable a
clear video connection between the STS CA and the STS user.

The STS user is able to indicate automatic requests for a video connection via their STS
Customer Profile. If a STS customer has a completed Customer Profile form associated with
their telephone number, the CA will receive this information when connected to the STS user
during the initial telephone call.

A STS user who has the required equipment will first call Florida Relay using their telephone
and connect with a STS CA via the Toll Free STS access number, Once this connection has
been established, the STS CA will place a secondary call, either by using the STS user’s IP
address or assigned 10 digit number, connecting the CAs video equipment with the STS user’s
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video equipment using a high speed internet connection. This will allow the STS CA to not only
hear the STS user’s voice, but to watch facial expressions and mannerisms that may help them to
understand the STS user in a clearer manner. A STS user will not be able to initiate an inbound
call via video. The CA then places the outbound relay call via the relay workstation.

All standard STS call procedures will remain the same for VA-STS calls. This service is billed
on a per minute basis and is included in Hamilton’s per minute rate.

Speech to Speech Training

In order to become a STS CA, an individual must pass the same tests as traditional CAs, meet the
strict STS criteria and pass an STS exam by successfully demonstrating the ability to understand
a variety of speech patterns. Prospective STS CAs demonstrate their fluency in English as
documented by the primary supervisor during their first 6 months of employment as regular (non
STS) CAs. A CA must be recommended by the primary supervisor in order to apply for a STS
CA position. Having met this requirement, those wishing to become STS CAs must complete
specific testing of English language skills, specifically vocabulary, grammar and syntax as well
as speech comprehension.

Those successfully completing this phase are then tested for hearing acuity by a licensed
Audiologist to assure that they are competent to understand people with a variety of speech
patterns.

Once a CA has been accepted into the STS Program, he/she receives specialized STS training
(described further in this Section).

During the training, STS CAs learn about speech disabilities and are given specific strategies to
use in order to facilitate calls between STS users and end users. STS CAs also receive detailed
training on STS policies and procedures. As follow-up to the initial training, the STS Program
Supervisor continually educates all STS CAs on speech disabilities, their respective implications
and etiquette through the use of a STS newsletter, STS Resource Library materials (articles,
books, videos, etc.) workshops, and in-service meetings.

STS CAs cover the STS line 24 hours a day and 7 days a week.

Prior to all outgoing calls, STS CAs verify the number for accuracy and then repeat the number
when dialing out. This verification process is repeated for all busy numbers after dialing out and
receiving a busy signal.

STS CAs are permitted to facilitate a call for a user with a speech disability if the user does
not oppose the intervention as required by the FCC. STS CAs do not interfere with the
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independence of the user; the user maintains complete control of the conversation. The
STS CA may retain information only for subsequent calls.

STS users can leave messages on answering machines or other voice processing systems. STS
CAs are instructed to wait a few seconds after hearing the answering machine “beep” in order to
allow the STS User to leave a message. STS callers can also dictate a message to the STS CA in
advance so that the STS CA can recite a prepared message to an answering machine.

Hamilton provides STS users the same profile and all of the features contained within that profile
which are currently available to other relay users. Hamilton has a feature, which allows all
relay users, including STS users, to maintain a list of names and telephone numbers. A
relay user simply gives the name of the person to call to the CA, the CA will repeat the name and
state the number of the person to call. The Speed Dial feature will be of great benefit to STS
users. Hamilton will transfer this information to any new STS provider.

Hamilton complies with the 15-minute requirement prior to changing STS CAs. STS CAs
understand the difficulties involved in changing CAs and only request a relief under emergency
circumstances. A Supervisor must approve and facilitate a STS CA change. Hamilton STS CAs
truly care about STS consumers and are willing to stay with a call until completion even at the
end of a shift, at lunch time or break time. Hamilton exceeds the FCC standard for substitution
of STS CAs.

If a change in STS CA is necessary, another CA will replace the CA relaying the call at the same
workstation so that the relay user’s call is not interrupted except to identify the new CA to both
parties. The replacement STS CA will announce, “This is Florida Relay Operator #
continuing your call.” A supervisor monitors the change and must approve the change based on
the caller’s request or emergency circumstances.

All STS CAs have the authority, at the request of the STS user, to retain information beyond the
duration of a call in order to facilitate the completion of consecutive calls. This information is
retained only for the duration of the inbound call. STS CAs retain any important information
given by the STS user which might be difficult for the STS relay user to repeat (i.e. credit card
numbers, telephone numbers, account numbers, etc.) for use in a subsequent outbound call.
Hamilton places a great emphasis on maintaining the confidentiality of relay users. As aresult,
all information is destroyed immediately upon termination of the inbound call. The above meets
all FCC requirements for Speech to Speech call processing,

Speech to Speech Qualifications Screening Test

Hamilton tests all STS CAs to insure that they are qualified to relay STS Calls. All STS CAs are
screened to measure their natural ability to understand a variety of speech patterns with an audio
tape test. The audio tape test is described in more detail later in this section. Each STS CA
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spends a minimum of 10 hours listening to live calls with an experienced STS CA (Mentor),
observing and learning each of our consumer’s speech patterns. When the new STS CA feels
comfortable with most of our consumers’ speech patterns and has demonstrated success in
comprehension as witnessed by the STS Mentor or the STS Supervisor, the STS CA may begin
to relay calls independently with the Mentor or STS Supervisor acting as observer and helper.
The new STS CA is never allowed to relay STS calls alone until they have reached an acceptable
level of comprehension with most consumers. It is the expectation that even afier that level of
comprehension has been reached that the new STS CA will call for a Mentor or STS Supervisor
to observe in order to ensure that the STS Supervisor is aware of his/her performance and
progress.

STS Screening Test

To assure the CAs ability to understand the irregular speech patterns of people with speech
disabilities, an audio tape screening test is administered to all STS CA applicants. This
screening tool is an audio tape with 21 sentences spoken by individuals with a variety of speech
disabilities. The levels of speech disabilities include the following;:

9 sentences spoken by a person with a severe speech disability (111 words);

5 sentences spoken by a person with a moderate speech disability (85 words);

3 sentences spoken by a person with a mild speech disability (65 words);

4 sentences spoken with the assistance of an augmentative communication device (42
words).

The total number of words on the tape is 303. A STS candidate must achieve a score of 80
percent or higher in order to be hired as a Speech to Speech CA. A CA who does not score a
minimum of 80 percent is not eligible to become a STS CA. Please see below for a sample of
the Speech to Speech screening test administering and grading instructions.

Quarterly Assessments

After the initial screening test, each STS CA is retested quarterly. These quarterly tests measure
ability to understand various speech patterns, as well as the CA’s understanding and application
of policy and procedure. The quarterly assessments include a written test designed to measure
understanding of STS policies and procedures, and a written test designed to test the STS CA’s
ability to apply STS policies and procedures to specific situations. The other two quarterly
assessment tests consist of 100-word audio tapes designed to measure the CA’s ability to
understand a variety of speech patterns. Please see sample tests below.
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The first 10 questions are worth 5 points each. Please read each question carefully. Circle the
correct answer.

Quarterly Speech to Speech Text
Part 1 True or False

1. The caller can request a different CA? True or False
2. The caller can request a different gender CA? True or False
3. The caller can request a specific CA? True or False

4. The person with the speech disability is the person who decides if the CA should revoice or
not. True or False

5. The CA can voice the name and number of the speed dial selected? True or False

6. The CA will refer to the orig as “caller” and the term as “ma’am, sir or ms.” True or False
7. CA will always enforce the GA? True or False

8. If the caller stutters, the CA will stutter as they revoice also? True or False

9. Always mirror the consumer’s voice tone? True or False

10. “What?” is the preferred technique when you don’t understand what is said? True or False
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Webster’s Definition of Context: “The part of a written or spoken statement that surrounds a
word or passage and that often specifies its meaning.”

Part 2 Context Worth 50 points

To say something is out of context means that it doesn’t fit logically with all that surrounds it.
Example: The baby is driving the car to South Carolina 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 word is “herself” which tells you the subject is female. Using the techniques for
understanding, continue to work with the consumer to see if your guess is correct. By using
context, common sense and your knowledge of the world, your guesses may be fairly accurate.

In the following 4 passages, several words are out of context or don’t fit. Circle any word you
believe to be wrong. Each correctly circled word is worth 5 points. Read the passage
completely before you decide which words are incorrect. In one of the margins, write the word
you believe to be a better word choice for extra credit.

Example 1 Hint: 3 out of context words

Hi mom. it’s me, Harold. Are you coming to pick me up Monday for church at 9 or 10? 1
thought we could go to the Old Country Buffet after. The twins might want to come with us. Is
that okay with you? I know they raised hell last time, but Buffy promised to behave if she gets
ice cream for dessert. Willie wants to come too, but I don’t have any money to lend him until he
gets paid on Tuesday boring. If you have any money, I can borrow for him, like 20 dollars. Just
ring it along with you when you come, okay? Talk to you later. Bye!

Example 2 Hint: 3 out of context words

John, this is Kim. Get your ass over here right now! You should have been here two hours ago!
I’ve been eating long enough! I'm thick of you being hit all the time! Call me right away or
else! If you’re not here in the next 15 minutes, I’m leaving without you!

Example 3 Hint: 2 out of context words

Hello baby! This is Jan. Sorry I missed you. I just wanted to see how your day was and tell you
that I can’t wait to see you. You must have gone to the game early or something, because it’s
only 6 o’clock now and you told me the game starts at 8:30. Oh, well. Ijust wanted to make
sure that you remembered to pick up some nicorettes and deer at the store before you stop by

-
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later. T’ll pay you back when I see you. I hope your team wins and you get this message before
you come over. See you soon.

Example 4 Hint: 2 out of context words
Hi, I think I left the type recorder on at my desk. 1 was working on that memo and then I got

interpreted so I don’t remember if I turned it off or not. The paper may still be in there too, as |
was in a hurry when I left for the day. Thanks for checking. Bye. See you in the morning,
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Directions: The first four questions are worth 15 points each. Each question will have a 3 part

answer worth 5 points each.

1. If a consumer says call John at (608) 882-3417 and stay in the background. Your reply is......

2. If a consumer says please dial (608) 751-8945 and you can’t make out the last four digits,
what are some of the techniques you might use to get the complete number? List at least 3.

3. A consumer calls and says to keep this message for all my calls. “My name is Joe and I'm
looking for wheelchair accessible housing for under $800 a month. Do you have any

vacancies?” After dialing and getting a term on the line, you say.....

4. A consumer says please call and tell them

is calling. List at

least 3 techniques you would use to help understand the person’s names.

5. The last question is worth 40 points, 5 points for each correct answer.
Place a check mark next to the requests you cannot grant.

__ “Write that number down for me.”

“I’d prefer CA number 6999.”

“Keep this for all my calls.”

“Give them the Speech to Speech number.”

“Tell me what time it is.”

“Sound angry for me.”

“CA, repeat what I said again to them.”

“Don’t explain or identify Speech to Speech.”

Name: Date;
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names so that the State can verify and analyze test results without violating personnel
confidentiality. The STS CA scores are categorized in the following manner:

STS Quarterly Assessment Records

o 85% and above Exceeds Expectations;
o 80% to 85% Meets Expectations;
o Below 80% Does Not Meet Expectations.

CAs with scores of 80% or below will be coached immediately and re-trained within 30 days.
All STS CAs are required to maintain an average score of 80% or above for quality assurance.

Hamilton has included STS service in the basic relay service price in its Price proposal.
23. Access to Pay Per Call Services (i.e. 900/976)

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
Jrom the pay per call service. The bidder should describe how it would deal with denied pay per
call calls and high bill 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.

Pay-Per-Call Services

Hamilton’s relay platform complies with and allows relay users to access intrastate and interstate
800, 900 and 976 pay-per-call services in which the company providing the service bills the end-
user directly. Hamilton has established the necessary trunking to the carriers participating in
relay equal access so that the carrier can bill directly for this call. TRS customers will not be
assessed an additional fee over and above the regular pay for call fee for accessing this service.

A relay user simply calls the TTY relay number and gives the 800, 900 or 976 number to the CA.
The CA places the call as usual and begins relaying the call. On all 900 or 976 numbers,
Hamilton CAs type the dollar amount per minute associated with the call to the TTY user and
asks him/her if he/she want to continue the call before charges begin. This is the point in which
callers can disconnect without being charged. The calling party is billed for the call by the 900-
service provider or the carrier, whichever is appropriate.

976 calls are local to individual LECS and their service areas. Hamilton performed a search of
its system and found that it has not had any requests to dial a 976 local LEC number in the past 7
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year period. If Hamilton were to receive a request for a 976 call, Hamilton will translate the 976
number to either an appropriate 800 number or a 10-digit number. If it is the latter, Hamilton
will set the call to no bill.

Because no 900 blocking information is automatically passed to Hamilton from the LEC,
Hamilton relies on customer profile data as the only resource for this information. However, if a
LEC were to contact Hamilton with this information, Hamilton would use that resource to block
900 access.

Customers who do not want pay-per-calls made from their telephone line through the relay can
complete a customer profile form. The customer profile contains an option that will block pay-
per-calls calls made through the relay. This prevents anyone from calling a 900 or 976 from that
particular telephone line. If someone tries to call a pay-per-calls number through the relay from
a line that has a block on it, the CA will receive notification at the workstation that this call is
blocked and will not be able to place the call.

In the event of denied pay per call calls and high bill complaints for 900/976 calls, Hamilton’s
CAs will call for a supervisor who refers the customer to Florida Relay Customer Service. The
Customer Service Department will suggest that the customer call their 900/976 provider and
would offer assistance to the customer in doing so.

26. Caller ID

When a TRS facility is able to transmit any calling party identifying information to the public
network, the provider must pass through, (o 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.

True Caller ID (SS7)

Hamilton’s relay platform has made use of SS7 signaling since February 2002. Hamilton’s relay
platforms have been retrofitted to deliver Caller ID in the same manner that these services are
delivered today in the public switched network. Hamilton ensures continuous Caller 1D
service for Florida Relay because Hamilton has provided SS7 signaling for years and has
gained significant experience in provisioning and making use of this technology.

Hamilton provides true Caller ID service where the actual information of the calling party
appears on the called party’s Caller ID box. If desired by the FPSC, Hamilton offers a service
whereby Florida Relay users can chose to have the Relay Service’s telephone number sent by
choosing that option in their Profile. Hamilton provides this information on all call types and on
all carriers. Hamilton will bring true functional equivalence to Florida Caller ID relay users.
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Hamilton receives and passes calling line identification information, including blocking
information from all users calling through the relay service. If the Caller ID block indicator is
enabled on the call when Hamilton receives it, the relay caller’s number is not passed on to the
called party. The call blocking information passes through automatically to the called party with

no relay intervention. The relay user has complete control over blocking information with their
local phone company.

All relay users, even those who do not subscribe to Caller ID service from their local telephone
company, benefit from SS7 signaling through faster connection times to the relay. Because of
SS7 technology, originating parties calling in to the relay reach the relay through the telephone
network an estimated 5 to 6 seconds faster than in the past. These individuals also wait 5 to 6
seconds less after the CA dials the terminating number.

With Hamilton’s advanced SS7 technology, Caller ID information is automatically delivered to a
911 emergency center just as if the relay user had called 911 direct. As the FCC desires,
Hamilton is making use of SS7 technology to facilitate the seamless transfer of caller
information to a PSAP.

Hamilton’s provision of Caller ID and its SS7 technology is in compliance with all FCC rules.
27. Last Number Redial

Last Number Redial would allow the caller to have the system dial the last number called via
relay without the caller having to give the number to the CA.

Hamilton will store a relay user’s last number dialed in its database for twenty-four hours after
the caller disconnects from Hamilton’s system. The next time the relay user calls relay, this
information will be available to the CA on the workstation. The customer may instruct the CA to
“dial my last number” or give a new number to the CA to dial.

28. Obscenity Directed at the Operator

CAs do not have to tolerate obscenity directed at them. A proposal should specify how the
provider will handle these situations.

Verbal Abuse or Obscenity Directed to the CA

If a relay user becomes abusive towards a CA (calling names, etc.) or does not give a number to
dial, Hamilton’s procedure is to send a hot key requesting the number to call three times, waiting
approximately 20 to 30 seconds between each time the hot key is sent. If the CA is still being
harassed or is not given a number to dial, a supervisor will be called. The supervisor will try to
determine why the caller is using obscenity and to explain that this is inappropriate. The
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supervisor will then try to process the call. If abuse continues or there is no response, a
disconnect slip will be completed.

Hamilton's Communication Assistants are trained and advised of Hamilton's policies and
procedures which prohibit the counseling, advice, or interjection of personal opinions or
additional information into any relay call or the making of any value judgments regarding any
aspects of the call. Obscenity included in the conversation between the inbound and outbound
parties, even if it is referring to an operator, will not be construed as obscenity directed at the
CA.

29. Emergency Calls

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 caller’s
telephone number to the PSAP when a caller disconnects before being connected to emergency
services.

Hamilton’s Procedure for Handling TRS Emergency Calls

Hamilton partners with a national Emergency Call Relay Center, a company named Intrado, Inc.,
for processing emergency relay calls.

Following is a brief Description of Intrado, taken from its website (http://www.intrado.com):
“For over a quarter of a century, telecommunications providers, public safety organizations
and government agencies have relied on Intrado Inc. for their communications needs.

Intrado provides the core of the nation’s 9-1-1 network and innovative emergency
communications services and mobility solutions that transform communications and help
save lives. The company's unparalleled industry knowledge and experience reduce the effort,
cost and time associated with providing reliable information for 9-1-1, safety and mobility
applications. Intrado has received International Organization for Standardization (ISO)
9001-2000 certification.

As North America’s leader in 9-1-1 infrastructure, systems and services, Intrado has played a
key role in defining, building and maintaining the complex emergency communications
infrastructure. In 2005, Intrado systems and services supported an estimated 200 million
calls to 9-1-1. Intrado’s customers include all major U.S. wireline, wireless, and VoIP
carriers, large international operators and a growing number of public safety agencies and
municipalities in the U.S. and abroad.”
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Hamilton has had great success with Intrado and follows the procedures below:

e [f the caller has the local emergency number which needs to be accessed, the call is
promptly placed and handled in the same manner as any other relay call.

¢ In the event that a caller asks Relay to call 911 the CA will contact Intrado’s Emergency
Call Relay Center (ECRC) which is accomplished through one stroke on the keyboard.

e Simultaneously, the CA obtains the address from which the person is calling from and
selects the “emergency call” box option on the software at the workstation. (A
Supervisor assists every 911 call. When a Communication Assistant makes this
selection, a Supervisor is notified immediately as a flag indicator on the Supervisor
Console is activated.)

e Once connected to the ECRC, the CA will identify as a TTY relay call and relay the
location of the caller. (If the CA does not obtain location information, the CA gives the
ECRC the ANI of the caller.)

e The ECRC immediately transfers the call to the appropriate PSAP center. The ECRC
drops off the call once confirming that both parties are on the line and the correct PSAP
has been reached. The CA processes the call as normal.

e Hamilton passes the caller's telephone number to the PSAP when a caller disconnects
before being connected to emergency services.

Back-up Emergency Procedures

As a back-up to Intrade in the event that Intrado is unable to match the caller with the
appropriate PSAP, Hamilton has procedures in place to access its own emergency database:

e Hamilton’s relay software takes the NPA/NXX information from the ANI of an incoming
call and matches it to information in its database. The ANI indicates what city or
location a call is coming from. This NPA/NXX information is then cross-referenced to a
list of locations in Florida stored in the database. Hamilton will map each NPA/NXX in
Florida to the appropriate PSAP. Once this search is complete (it only takes a second)
the correct emergency telephone number is loaded automatically into the "outdial” box
and the Communication Assistant can immediately dial the appropriate emergency

personnel. This process ensures that Florida Relay users have access to the correct and
appropriate PSAP when their call is handled in any Hamilton facility.

e Hamilton passes the caller's telephone number to the PSAP when a caller disconnects
before being connected to emergency services.

e If the caller is using a cellular or wireless phone, the ANI is not a good indication of
where the caller is actually calling from. In this case, the CA asks for the nearest city
name and initiates an automated search for the appropriate PSAP. If several PSAPs are

-

Hamilton Relay 192 Service To Be Required



Florida

R e l a y¥ State of Florida / Docket No. 110013-TP

V

listed for the same city, the CA will try to identify the correct one with a quick question
to the caller.

e Hamilton’s emergency database application described above meets the current
requirements established by the FCC.

FCC Rules for Emergency Calls

In the June 2004 order, the FCC adopted the definition of “appropriate” PSAP as “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.” Hamilton’s
database automatically and immediately transfers the caller to the appropriate Public Safety
Answering Point based on NPA/NXX information.

The key to providing the best service in emergency situations is to maintain an updated list of
Public Emergency Service Answering Point numbers (i.e. 911 centers). Hamilton accomplishes
this through two mechanisms to ensure that relay users are connected to the appropriate PSAP:
1) through the use of Intrado’s 9-1-1 infrastructure and 2) through Hamilton’s own PSAP
database, which it will maintain for Florida. Hamilton’s policy brings a great deal of security
to relay users.

TTY to TTY Communications Between PSAP and Caller

Hamilton will process direct TTY to TTY communications between the PSAP and the TTY
caller. Hamilton will “release™ these calls if so desired.

If a Caller Disconnects Before Being Connected to the PSAP

In the event that a caller disconnects before being connected to the PSAP even if the CA is
unable to get the number of the caller before the call is disconnected, Hamilton’s relay
technology contains a notification feature that initiates a command to Hamilton’s software to
write a record of the ANI calling for emergency assistance. The Supervisor can then access this
information if needed, so no matter when the caller hangs up, Hamilton can send the correct ANI
information to the 911 center.

The Supervisor will contact the appropriate 911 center and give the dispatcher any pertinent
information collected on the call. This includes ANI for the caller so that if the 911 center has
“Enhanced 911 Services”, emergency personnel will be able to locate where the person in need is
calling from.

Hamilton is not intending to be a 911 center; however, as stated above we will not turn away an
emergency situation and Hamilton will take all reasonable steps possible to get the call placed
and summon any necessary help. During the course of any such calls, the CA continually
attempts to solicit as much information as possible about the nature of the emergency so that in
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the event that the caller cannot complete the call for any reason, the CA may have an opportunity
to seek out the appropriate emergency assistance. The CA then gives the dispatcher any
pertinent information collected on the call even if the originator of the call has disconnected.
This includes ANI for the caller so that if the 911 center has “Enhanced 911 Services”,
emergency personne] will be able to locate where the person in need is calling from. This meets
the FCC’s new requirement where a CA must pass along the caller’s telephone number to the
Public Service Answering Point (PSAP) when a caller disconnects before being connected to
emergency services. This allows the PSAP to follow their regular procedures, which is to call

back the person calling for help. If time allows, the CA will let the relay user give this
information to the dispatcher through normal call practices.

911 Procedures if the caller disconnects before the emergency call to the PSAP is
completed:

Call the 911 Dispatch number that is listed in the Emergencyfile.txt or the emergency dispatch
numbers file ASAP (all of this is immediately available on the CA’s workstation screen).
Remember this is a 911 call.

When you reach the 911 dispatch operator use the following steps:

1. Greeting: This is “CA XXXX” from “State” Relay Center. We just received a 911 call
that wasn’t completed. The caller uses a TTY and may be Hard of Hearing, Speech
Disabled, or Deaf. The ANI is XXX-XXX-XXXX.

2. Ask the 911 dispatch operator if they have a TTY. If they do not proceed to item “C”.
Ask if they know how to use the TTY. If they don’t know how to use the TTY proceed
to item “C”. If they know how to use the TTY proceed to item “E”.

3. Give the 911 dispatch operator the Voice relay number for the correct state.

4. Ask the 911 dispatch operator if they know how to use the relay. If yes proceed to item
“E”.

Relay Explanation
The person you are calling through relay will be typing their conversation and the CA
will read it to you.

5. Ask the 911 dispatch operator for their name or operator number. Record this
information on the CA’s Emergency Call Slip.

Complete the Supervisor Emergency Call Slip in the Emergency Dispatch Numbers folder.

Hamilton currently handles emergency calls as expeditiously and effectively as possible even
though the center is not designed to be a substitute for 911 centers.

Through its outreach programs and outreach materials, Hamilton educates relay users about how
to use 911 services. As a part of this information, Hamilton encourages relay users to call 911
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direct and to contact their local emergency service personnel using a TTY to ensure that the 911
center will process a TTY call correctly if there ever were an actual emergency.

In addition, Hamilton gives presentations to 911 centers routinely as part of its outreach program.
Hamilton provides training and other assistance to emergency dispatchers to ensure TTY calls or
relay calls are handled correctly.

Hamilton will do so for Florida, if the FPSC desires Hamilton to provide Qutreach programs.

Recently Tempe Police Department 911 Communications Center was
provided training from Hamilton Relay by Lisa Furr here at our Police  §
sub-station in Tempe, Arizona. Lisa went above and beyond to educate §
us. She came to several of our staff briefings on several different days §
and varying hours — one of those briefings was at 9pm and Lisa was
more than willing to come in for our graveyard crew. Lisa provided us
with information about the services provided by Hamilton Relay, the
equipment currently being used by Deaf and other information to
support our communication with Deaf. | just wanted to let you know that §
she was WONDERFUL. This was one of the best trainings we’'ve ever
had. Thank you so much for supporting this type of education!

Sandra Jaramillo
Dispatcher Il
Tempe Police Department

30. Blockage

The provider is responsible for ensuring that 99% of all calls reaching the relay center per
day 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.

Call Blockage

Hamilton’s relay service is designed to a P.01 standard. No more than one call in 100 will
receive a busy signal when calling the relay center at the busiest hour. Hamilton defines
“blockage™ as any call that arrives at the relay switch but is not answered due to the customer
receiving a busy signal. Currently, Hamilton has never come close to blocking 1 call in 100.

There has been no blockage at our switch points because our incoming network capacity is
well in excess of any peak load requirements. Relay users never receive a busy signal from
Hamilton. If a relay user does reach a busy signal, there is a problem somewhere else in the
network that is not under Hamilton’s control {(i.e. local network, long distance network,
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equipment, etc.) Although very unlikely, in the event Hamilton’s switch is down, calls are
automatically rerouted (Hamilton’s switch puts all calls in a “queue” in order to handle them in
the order received and to assign them on a rotating basis to the various workstations) or intercept
messages are used rather than busy signals. Hamilton’s network maps in Attachment I show

how much flexibility Hamilton has in call processing. It also shows the number of incoming
trunks Hamilton has provisioned at each switch site.

Hamilton designs its systems to prevent blockage. Hamilton’s switch is a high-speed, stand-
alone, non-blocking digital switching matrix. The system is fully redundant to insure quality
and reliable performance, making blockage or any downtime nearly impossible. The system
auto-detects any problems and moves to the secondary system immediately if necessary.

Another measure Hamilton has taken to prevent blocking is to use networks that make use of
SONET survivability technology. All of the networks controlled by Hamilton - from the point a
relay user picks up the phone in their home or business, through the relay and then back to the
other phone being called - are redundant and can survive fiber cuts and other such outages. This
allows Hamilton to maintain its zero percent blockage rate at the network level. Hamilton looks
forward to providing Florida Relay users a type of relay service where blockage does not
exist.

Hamilton will measure, record and report its blockage rate information to the FPSC. This will be
monitored every half hour. This information will be included in the average daily blockage
report as listed in Attachment G and reported to the FPSC on a monthly basis. Hamilton will
continue to abide by the FCC rules (i.e. a LEC shall provide the call attempt and the rates of calls
blocked between the LEC and the relay center upon request). Hamilton will also measure,
record and report calls with excessive hold time.

Hamilton uses the Public Switched Network between the origination point of the call and our
interexchange carrier's point of presence and in the reverse for outbound calls (please refer to the
network maps in Attachment I). Trunks are purchased from a certified IXC and handle traffic
back and forth from the [XC point of presence to Hamilton’s relay switching platforms.
Trunking capacity between the local network and the relay switching platforms, for both
originating calls and terminating calls, is more than sufficient to assure that blockage does not
occur under any reasonably foreseeable operating conditions. These trunks also have overflow
capabilities among all Hamilton facilities.

Hamilton’s transmission circuits meet or exceed industry interexchange performance standards
for circuit loss and noise. Hamilton has no busies at its center because of a lack of facilities.
Hamilton’s system is currently provisioned in such a manner that call blockage or busies never
happen. This meets the FCC requirements.
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Hamilton monitors and measures its TRS blockage rate every thirty minutes, twenty-four hours a
day to ensure its service remains at P.01 or better. Should the grade of service fall below P.01,
Hamilton will take immediate action to correct the situation.

TRS Blockage Measurement

Please see the network diagrams in Attachment I for a complete view of Hamilton’s Relay
network.

31. Answer Time

The provider is responsible for answering, except during network failure, 85% of all calls
daily 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
Jrom 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.

Hamilton will answer eighty-five percent (85%) of all Florida Relay calls within ten (10)
seconds from the time the call enters the TRS system during all times of the day by any method
which results in the caller’s call immediately placed, not put in a queue or on hold. This includes
all special services call types such as STS, VCO, etc. Hamilton will include abandoned calls in
this daily answer performance calculation. Hamilton will continue to meet this FCC requirement
as it relates to measurement of answer performance (including abandoned calls in this daily
answer performance calculations). Please see below for Hamilton’s latest answer performance
statistics. Relay users do not wait long for a Hamilton Communication Assistant to answer the
call. Hamilton is dedicated to providing high quality relay service to all its users and will
maintain high standards for the State of Florida.

Hamilton demonstrates high quality service through its answer performance and its ability to
deliver high quality call processing. Several of Hamilton’s states require answer performance
above the FCC’s 85 percent of all calls answered within 10 seconds requirement. In fact, several
of Hamilton’s states require that 90 percent of all calls be answered within 10 seconds on a daily
basis. With this high standard, Hamilton will meet answer performance standards for the State
of Florida.

Hamilton begins measuring Average Answer time from the moment a relay call arrives at its
relay switch (i.e. in the TRS center’s network). Hamilton has no control over the amount of time
it takes a call to reach Hamilton’s switch since the call is routed over the public-switched
network, nor can Hamilton measure this time. As soon as Hamilton’s relay equipment accepts

\.
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the call from the LEC and the public switched network delivers the call to the TRS center,
Hamilton starts its call detail record to capture answer time data. Hamilton’s timing is very
accurate as no rounding takes place since this time is measured in seconds.

The information reported to the FPSC will be taken from Call Detail Records ensuring the
accuracy of the data. Each call detail record tracks the amount of time a call waits to be
answered. Hamilton’s CAs do not answer a call until they are ready to engage the call. Calls in
queue or calls receiving the intercept message are not counted as answered. This “queue time”
field will be analyzed and reported, but not billed.

Hamilton has the ability to monitor this statistic on a real-time basis via a monitoring system that
is accessible to management and supervisors. This information is utilized to make
Communication Assistant staffing changes throughout the day. Average answer time is
displayed on the supervisor console. The Supervisor workstation and reader boards in the center
indicate if calls are in queue waiting to be answered. The Supervisors are responsible for making
sure that when that alert comes up that all available Communication Assistant resources are
logged in to the system and answering calls. Each of these tracking mechanisms allows
Hamilton to respond quickly by adding more Communication Assistants immediately.

Daily activity reports used for internal management purposes also track answer performance
information for future scheduling. In addition to this, Hamilton uses a variety of other
scheduling techniques to ensure that staffing meets traffic demands. Hamilton makes use of
historical data, trending, call patterns and combines that with the knowledge of current events
(i.e. football games, weather, Mother’s Day, etc.) to anticipate staffing needs.

Hamilton’s Average Answer time is low. Hamilton provides a type of high quality relay service
that is responsive not only to call volumes (ability to keep answer seconds low all the time) but is
also responsive to individual relay users.

Based upon data included in a competitor’s recent bid, Hamilton has consistently outperformed
our competitors in answer performance for the past 3 years. Hamilton has answered over 90% of
its calls in less than 10 seconds every month for the last 3 years, and we’ve averaged over 95%
of our calls in less than 10 seconds during that time. As part of Hamilton’s standard reporting
package, we also track and report our average speed of answer on both a daily and monthly

basis.

Below are Hamilton’s call processing stats for the past 36 months. Hamilton consistently
answers faster than any of its competitors.

e
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Hamilton averages OVER 95% of its calls answered within 10 seconds for the past 3 year
period.

—_— S— S S — — — — —

Percent Answered Within 10 Seconds

100.00% — — — T
95.00%

90.00%

85.00%

80.00% - ‘

Q,QQ% S & & qsssa S & q,()gq' {LQ,\Q
v ;| " & 5
& F F W 5@“@@@“ R A IR

Hamilton consistently answers faster than any of its competitors. In fact, Hamilton typically
produces the lowest Average Answer seconds in the relay business. This is an important
distinction. For example, if another provider has an Average Answer second time which is 2 or
3 seconds compared to Hamilton’s 1 or 2 seconds (or lower), and you add this to 10,000 or
20,000 calls during a month, relay users are waiting an additional 3 to 6 hours each month for a
Communication Assistant at other relay centers. This does not happen at Hamilton.
Hamilton’s average speed of answer for the most recent 3 year period was 1.10 seconds.

Average Speed of Answer
In Seconds
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Average Answer Seconds is probably the most important indicator of quality in a relay center. It
is probably the most “telling” statistic in terms of whether a relay caller has to wait for a

Communication Assistant to answer. In this most important area, Hamilton’s Average Answer
erformance is superior.

Hamilton relay users do not experience excessive delays between the CA answering and the CA
processing a call. As soon as a relay call arrives at the workstation, the workstation
automatically connects the call preparing the CA for an immediate response to the relay user.

Hamilton trains its CAs to ensure that as soon as the originator of the relay call has given the CA
the telephone number to dial, the CA will dial the number immediately. Once a voice originator
has given the number to the CA, the CA will voice the number back to ensure accuracy, then
immediately dials the number. A TTY originator will receive a hot key from the CA as soon as
the TTY user types GA to the CA. The automated hot key says “Dialing Toll (AT&T) XXX-
XXX-XXXX” (if a long distance call). As this hot key is sent, the number is being dialed. This
is just one more way Hamilton brings efficiency to the States it serves. Hamilton works very
hard to reduce call setup and wrap-up times to ensure the fastest, most cost-effective relay
service possible.

The answer performance calculations taken from Hamilton’s call detail record will be reported to
the FPSC in its monthly reports. Answer performance calculations will also be reported to the
FPSC in Hamilton’s annual reports. Hamilton will report average answer time on a daily basis in
seconds with a range of answer times for the month. Hamilton measures ASA by using the sum
of actual answer seconds divided by the number of inbound calls on a daily and monthly basis.
Hamilton measures ASA by sampling the answer time every 30 minutes of operation {(beginning
and ending at midnight) and evaluated on a daily basis. Hamilton will report ASA to the FPSC
on a monthly basis. Hamilton also includes this information in its Annual Report. Please see
Attachment G for a sample report.

Hamilton is delighted to offer an unmatched quality of service which will greatly benefit the
relay users across Florida as well the FPSC.

Hamilton knows that the underlying goal of the relay is to provide users access to the telephone
network that is functionally equivalent to persons without communications impairments.
Hamilton does and will continue to monitor and manage its call centers in order to produce the
best traffic standards in the industry.

Hamilton understands and will comply with answer time reporting requirements. Hamilton will
report the daily number and percent of incoming calls answered within 10 seconds. Hamilton
never uses a weighted service level to calculate answer performance. Please see Attachment G
for a sample report.
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Please see further in this Tab in Section B.35 to review Hamilton’s back-up plan which includes
Disaster Recovery, Homeland Security Action Plan and a Pandemic Plan and a detailed
description of how Hamilton makes use of alternate switching of calls and the provision of
redundant circuits to geographic areas. Hamilton’s alternate routing plans are designed to ensure
continuous service to Florida Relay.

No interruption in service due to the 2005 and 2008 hurricane disasters

Hamilton knows what it means to be prepared. For years, Hamilton has had plans and
procedures in place to counter the threat posed by hurricanes and other severe weather.

Hamilton’s relay center in Baton Rouge, Louisiana remained fully operational — the relay did not
go down at all during several major Hurricanes (Katrina, Rita and Gustav). Even though several
locations in Louisiana experienced outages with the LEC (which is out of the relay provider’s
control), as long as the customer was able to place a call to the 800 number, they reached our
relay center and we placed their calls.

In preparation for the hurricanes, a number of employees voluntarily stayed at the Louisiana
Center over night, through the day of the storm and beyond, as we believed that this would allow
the center to remain open for business the next day.

During all storms, we rerouted a portion of traffic from the Louisiana switch to the Nebraska
switch to compensate for the anticipated staff shortfall in the Louisiana facility. The Louisiana
center remained open and operational throughout both hurricanes, even though many employees
were unable to travel to work during the storms.

Our other centers in Nebraska, Wisconsin, Maryland and Massachusetts were able to bring in
extra Communication Assistants to manage the additional traffic from the Louisiana Center.
Employees in these centers did extraordinary things (rearranged schedules, worked long days,
etc.) to process as many calls as possible.

Our network redundancy and great employees ensured success during a disaster of great
proportions. We share this as an example of the measures Hamilton will take to ensure that
every relay call is processed. The combination of Hamilton’s network and its people simply
guarantee the best relay service.

32. Equipment Compatibility

It is necessary for the system to be capable of receiving and transmitting in both Baudot and
ASCIHI codes as well as voice. It is also required that the relay system be capable of
automatically identifying incoming TDD signals as either Baudot or ASCIL. All equipment shall
be compatible with the basic protocol of TDDs distributed in Florida through the Administrator.
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Hamilton has all of the necessary equipment needed to be capable of receiving and transmitting
in Voice, Turbo Code, ASCII or Baudot formats. All equipment is compatible with industry-
wide standards. Hamilton’s modems can auto-detect the difference between ASCII and Baudot
signals within the same modem so that each cail is connected correctly. Hamilton will furnish
all necessary telecommunications equipment and software to be capable of communicating
with all voice, Baudot and ASCII calls at the correct Baud rate. Hamilton’s workstations

and switching mechanisms are flexible enough to process other formats as they become available
to relay users.

Automatic Numbering Identification (ANI) Technology

Hamilton’s switch utilizes a self-learning database, which allows Hamilton to automatically
connect relay users in the correct mode. This allows for faster call setup. The advantage to
the relay user is that connections are made faster with more reliability without a recording. Our
internal testing indicates that this feature and the manner in which we have deployed it saves
anywhere from 2 to 5 seconds of call set-up time compared to other centers, thus cutting costs to
the State on a per call basis.

Hamilton has an automatic identification of connection speed system within its relay platform.
This feature provides automatic connection at the speed of the equipment used by the caller for
any caller who has used Hamilton’s Relay Services at least one time before. Our switch has a
“self-learning” database which is updated the first time callers reach our center (by dialing 711
or an 8XX number) with their originating telephone number and connect mode. On text calls,
Hamilton first sends Turbo Code signals and then ASCII signals to the new relay user. If no
connection is made, Baudot tones are then sent. Once a connection is made, this information is
recorded and stored with the relay user’s associated ANI in Hamilton’s database. A first time
caller through Hamilton's relay center will experience a varied connect time depending on the
equipment used. Since Baudot tones are the last tones sent, relay users with this type of
equipment will wait a few seconds more on the first call. However, after the relay user's first
call, the connect time is reduced significantly since Hamilton recognizes the user’s ANI and
connects at Baudot immediately on the next call.

As described above, Hamilton’s self-learning database records the connection speed of a text call
associated with the ANI of the caller. If the end-user changes equipment, Hamilton’s system
attempts to connect at the next higher speed automatically. This ensures that the switch will
make the higher speed connection. After the first call, our center’s equipment automatically
connects the caller in the correct mode when connected to that particular telephone
number. Hamilton’s automatic identification of connection speed allows Hamilton to
further reduce call set-up times, giving us a rather large advantage over our competition.

Hamilton’s automatic identification of connection mode reduces valuable call set-up time for
relay users and connections are made faster and with more reliability. Hamilton receives a relay
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user’s connection speed or voice signal and matches it with the user’s ANI and stored in our
database. From that point on, any time Hamilton Relay receives a call from that ANI, Hamilton
automatically connects in the appropriate connect mode without the customer completing a caller
profile. This type of technology is just another example of how Hamilton is continually
customizing its relay service while shortening the number of session minutes.

Hamilton currently stores each relay user’s connection mode information based on the user’s
ANI in its database. Hamilton has the ability to add additional information to its database
including carrier of choice, call handling preferences if the person wants the call interpreted, and
any other call handling requests via a customer profile. When a relay user calls the relay, the
customer’s profile appears on the CA’s screen. This allows the CA to process the call according
to the customer’s preferences without the customer needing to repeat preferences on every relay
call.

Outbound calls are dialed out in voice mode so the CA can hear the progress of the call, If the
phone is answered by a modem the CA will switch to the appropriate mode of Baudot or ASCII
based on the tone heard with one keystroke. If the call is answered by a voice person, the CA
will request the text device if a voice user originated the call.

33. Transmission Levels

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.

All transmission circuits will be owned by Hamilton or purchased from an authorized
interexchange and/or local exchange carrier. These facilities will meet or exceed industry
interexchange performance standards for circuit loss and noise. Currently all of Hamilton’s relay
centers are meeting standards outlined in the American National Standard Institute (ANSI
T1.506-1977) and will continue to meet any updated standards during the term of the contract.

34. Measuring Equipment Accuracy

Every meter, recording and ticketing device used to capture call details for billing subscribers or
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. All
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 and files should be maintained for the duration of the contract for FPSC review
upon request.

-
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Hamilton understands and will comply. Today, Hamilton’s accuracy greatly surpasses 97
percent. Hamilton’s switch is acceptable for all public phone measurements and its accuracy is
guaranteed by the manufacturer. Please see the next Section in this Tab for detailed information
regarding Hamilton’s switching system. In addition, Hamilton syncs its timing devices to the
atomic clock in Boulder on at least a weekly basis. To ensure the highest level of service,
Hamilton’s technical staff monitors all systems daily and scans all log files daily for any
indication of a potential problem. All CAs complete an observation sheet for any calls in which

they experience a technical difficulty so that technicians can analyze and identify any potential
problems. Hamilton will provide a very high level of reporting accuracy to the State of Florida.

35. Emergency Operations and Uninterruptible Power

In addition to a minimum of thirty (30) minutes battery capacity sufficient to operate each
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/terminals, operator worksite emergency lights, and
Call Detail Record recording. Provisions shall be made to meet emergencies resulting from
Jailure of power service, sudden and prolonged increases in traffic, 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.g., 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.

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. Although it is not mandatory,
the FPSC urges the provider to subscribe qualifying facilities for priority restoration under the
Telecommunications Service Priority Program.

Uninterruptible Power

All of Hamilton’s relay centers make use of an uninterruptible power source with full battery
backup to operate each center at full capacity for extended periods of time. In addition,
Hamilton’s battery back-up systems have the capability to automatically connect to a generator
S at each of its existing relay centers. The combination of battery and generator back-up allows
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Hamilton to provide relay service for days and weeks at a time during power outages, well
exceeding the thirty minute requirement.

The power system supports the switch system and its peripherals;
¢ Switch room environmentals
o Air conditioning/heating,
o Dry fire suppression system
o Emergency lights
o System alarms
o CA consoles/terminals,
e CA work-site and lighting and
s Call Detail Record (CDR) recording at each center.

Employees are given procedures to follow in the event of emergency.

Hamilton provides auxiliary power sources for nine central offices in addition to all its relay
centers. Hamilton has significant experience at purchasing, installing, testing and insuring that
such back-up equipment is in place. All of Hamilton's back-up power systems have redundancy
features functionally equivalent to the equipment in normal central offices including
uninterruptible power for emergency use.

Switching System

Hamilton’s second generation relay platform makes use of an Excel telecommunications switch.
Hamilton’s switch is a programmable, non-blocking switching system that supports a wide range
of digital telephony services. Its open, modular architecture and programmable interfaces allow
for simplified and cost-effective application development. Hamilton’s switch supports up to
2,048 ports in a single high-density system. Its components include a matrix CPU, network
interface cards, Digital Signal Processing service cards and SS7 packet engine cards. Hamilton’s
switch adapts to all standard network and line interfaces, including T1, E1, J1, and ISDN PRI.

The InterCall Switch Operating System (ISOS) was developed in response to the need to quickly
develop applications on the Excel Inc. programmable switching platforms.

The ISOS can simply be loaded on a UNIX host, and plugged into the switch to offer basic
tandem type switching capabilities including routing and call detail records. The ISOS is a fully
operational basic switch and has great flexibility. Hamilton took advantage of this flexibility and
has customized many relay functions in the ISOS operating system.

Hamilton’s relay workstation application takes advantage of the power and flexibility of the
ISOS operating system. It provides a high level of Communication Assistant control processing
with complete flexibility to connect any type of call protocol to any other type of call protocol.
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A database was developed to maintain a profile of each caller to speed up call connections and to
provide information for tailored call processing,

Hamilton’s switching systems contain a fully redundant central processing unit on hot
standby with automatic failover. This is to ensure that no calls are dropped due to technical
failure. It also has a redundant power supply on hot standby. Backup control and database
servers are also on hot standby with automatic failover. Hamilton maintains an inventory of
spare critical components for the switching system onsite to ensure that the required levels of
service are met (listed below).

Hamilton’s switch is a high-speed, stand-alone, non-blocking digital switching matrix. The
system is fully redundant to insure quality, reliable performance. The system utilizes a standard
T1 interface that enables it to be linked to other digital switches. All cards and power supplies
within the system are redundant which gives us the flexibility to switch from one side of the
switch to the other to perform updates or to troubleshoot without interrupting call processing.
The system is set up to automatically access the secondary operating system on the switch with
no human intervention. The system auto-detects any problems and moves to the secondary

— system immediately if necessary.

The on-sight switching system spare equipment includes:
e D4 channel bank
e All required channel bank cards
o T1 CSU packs
e Switch T-1 card
e Switch conference card

If one of Hamilton’s switching systems cannot be returned to service by transferring control to
redundant equipment, the calls automatically will overflow to another switching system.
Hamilton’s switching systems are designed to provide a very high level of operational security
with two fully redundant processors and power supplies in each switch. Each fully redundant
control system, which includes keyboard, monitor and printer capabilities, is used to control and
monitor each of the switching systems. The control systems provide online system monitoring
and real-time programming capabilities that will not take the system off-line and the ability to
perform preventative maintenance or repair while the system is online. Remote capabilities are
also provided so the system can be remotely monitored, reconfigured or controlled as necessary.
All of this is provided to insure the required levels of service are always met.

In an effort to keep abreast of the latest technology, Hamilton has made changes to its relay
-~ platform in recent years.

.
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Switching
e Upgraded its switching servers to new hardware that is more than 50 times faster than the
servers they replaced.

o Evolved switching operating system from 32 bit UNIX to 64 bit Linux for more robust
hardware support. The new Linux environment also provides improved debugging tools,
which increases the speed of troubleshooting and correcting errors.

e Tested and deployed new switching control code which:
e Allows additional ad hoc reporting capabilities for comprehensive traffic analysis.

o Enhanced failover and recovery. The new system is much more seamless if the main host
should fail, and allows the secondary host to take over much faster. This in turn has
further increased Hamilton’s capabilities to avoid service interruptions.

Hamilton’s host controller software is a highly customized software that we have migrated to
multiple platforms and receives new enhancements and security patches as applicable. We own
the source to this code and therefore no other company has access to it. We support our own
software internally and are not necessarily bound to any specific hardware option and even keep
open the option of moving to an entirely new switch hardware if our current platform of choice
stops meeting the needs of our customers. Flexibility is one of our goals, and we are very quick
to adapt to the desires of the states which contract us. Owning and writing our own code allows
us to do this. Other providers may not fully understand the capacities provided by this solution if
they are using a host controller software that does not allow them the same customization and
flexibility.

Database

e Replaced database servers with new hardware that is more than 50 times faster than the
servers they replaced.

e Replaced legacy profile database servers with SQL servers for improved redundancy and
database management.

Hamilton uses MS SQL because it meets our needs perfectly. However, we always strive to not
be bound by any one hardware or software. We also use mySql and have used Sybase in the past
— we are not so beholden to any vendor that we will always use their products for every
circumstance. One of Hamilton’s benetfits is that we can very quickly and efficiently introduce
new technology, something that larger companies are just not able to do.

Workstation
e Completed a multi-year upgrade of all production workstations to newer, standardized
hardware.
-
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e Upgraded workstation operating systems from 16 bit to 32 bit which provides a higher level
of stability.

e Rolled out several new workstation versions to support a variety of new features.

o Upgraded the STS Database to include:

o STS Relay users can set-up their profile to include contact information by hours of
availability and location. This allows a hearing user the ability to ask for the STS user by
name and be automatically connected with them at their registered location based upon
the hour of the day and day of the week.

o Retained information from one inbound call for subsequent calls

411 — the ability to ask callers to call by name rather than by number

CA confirmed preferences before dialing allowing an STS user to select which CA their
call will be routed to. If the requested CA is unavailable, the call will be automatically
routed to another STS CA.

Standard message to leave on answering machines

Mute or not mute transmission of the STS user’s voice to the other party

Retain information from one inbound calil for subsequent calls

Inform the CA if the STS consumer uses a voice synthesizer and Augmentative
Alternative Communication devices, as well as the brand

Direct the CA to ask specific questions of the STS user before the call begins, including
“Shall I tell the party who is calling?”

Determine who will explain the relay to the other party

Require the CA to confirm call handling preference before dialing the requested number
A standard message to leave on an answering machine

50 frequently called numbers that can be dialed by name or number

Inform the CA if the person the STS user is calling is familiar with Speech-to-Speech
Inform the CA if the number being dialed is a business, financial institution,
personal/social contact

o Other special instructions

00

o 0O 00O

00000

In 2012, Hamilton has plans for exciting new features such as:
¢ Enhanced turbo code
e Upgraded workstation application
o New processes to reduce misdials
Customer Service numbers accessed in the system
An automated search feature for selecting Long Distance Carriers
Observation Sheets conducted on the system
Faster and easier access to profile data.

0O 000

Our new third generation workstations make use of the latest networking and technology
available. They include less hardware, larger monitors and enhanced features as well as more
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on-screen prompts and a more automated process. All of which provides faster, more accurate
call processing with less set-up and wrap times as well as more choices for our relay users.

Hamilton has either developed and owns or has properly licensed software and sofiware source,
firmware and other related intellectual property related to the Hamilton relay platform which
may be required to perform the relay services described in this response. Hamilton will continue
to add features, develop, enhance and upgrade its relay platform to provide the latest in relay
services to all of its relay customers.

Disaster Recovery Plan

Please refer to Attachment M for Hamilton’s Disaster Recovery Manual. This manual contains
Hamilton’s contingency plans in the event of a natural and/or man-made disaster. Hamilton’s
Disaster Recovery Plan details the level of escalation that will be employed to deal with the
problem to restore service. Hamilton considers its Disaster Recovery Plan, which also includes
its Back-up and Emergency Plan, as an investment to protect our customers and employees and
ensure that Relay/CTS users have continuous, uninterrupted access to TRS.

This document continues to evolve as new technology and procedures are implemented. Asa
result, Hamilton is prepared for all types of disasters.

Back-up Plan

Hamilton’s back-up plan includes a detailed description of how Hamilton makes use of alternate
switching of calls and the provision of redundant circuits to geographic areas. Hamilton’s
alternate routing plans are designed to ensure continuous service to Florida Relay. Throughout
this section, Hamilton describes several different scenarios that may result in the use of alternate
facilities and how Hamilton will continue its relay operations under any “back-up” conditions.

Through the routing and backup capabilities that Hamilton can utilize as a result of six centers,
Florida Relay users should rarely if ever experience any type of downtime. The Louisiana and
Nebraska switching sites connect to fiber facilities on sonet rings (see Attachment I for center
maps) to carry incoming and outgoing relay traffic from our IXC’s point of presence to the
center. In addition, Hamilton uses dual processor switches. This type of network security
guarantees continuous technical service. It would take many major trunk outages on several
major independent routes for Hamilton to be without service. With this configuration, our
technicians are almost always in a position of having at least one routing option and more than
one switching option as a backup in the event of any failure in hardware or software. In addition
to switch sites in Nebraska and Louisiana, Hamilton has two geographically diverse routes
connecting the workstations in Wisconsin, Maryland and Massachusetts to the switch in
Nebraska. There are also two geographically diverse routes connecting the workstations in
Georgia to the switch in Louisiana. Circuits between the connecting facilities are redundant in
both scenarios.

.
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Hamilton uses the public switched network to connect relay users to Hamilton’s relay
network (please see Hamilton’s Relay Center Maps in Attachment I). When a relay user
calls the relay, the call is placed on the public switched network and is then delivered to
Hamitlton’s (or its IXC’s) point of presence. Hamilton has a point of presence for each of
its switch locations. The public switched network has many layers of redundancy and
many redundant circuits to geographic areas where users are concentrated. Hamilton
does not control an outage in the public switched network nor does Hamilton control the
messages used when an outage occurs in the public switched network. However, because
of the redundancy within the public switched network, outages within the public switched
network are very rare.

If a disaster affects local incoming circuits, traffic is automatically rerouted around fiber
rings in the local or [XC networks without any call interruption to Hamilton’s relay
switches. These circuits are on redundant fiber rings and can survive physical cuts in one
location without interruption to relay calls.

If the disaster is such that the outbound and/or local inbound circuits are affected in one
of Hamilton’s switching networks on all facilities (very unlikely) then the traffic would
be rerouted by automatic overflow through a diverse and separate existing public
switched route to the unaffected switch site. The Nebraska Center’s provisioned public
switched network provides us the option of going three different directions for the
incoming and outgoing circuits needed to operate the Nebraska center. One direction is
through facilities going east from Aurora using our east fiber ring and then continuing
east using a combination of copper and fiber facilities owned by Windstream to the
carrier’s point of presence in Lincoln, Nebraska. Another route which is used for
outgoing interlata traffic goes west of Aurora using our second fiber ring through
Doniphan, Nebraska then Hastings, Nebraska and onto Windstream’s fiber ring back to
all of the major carrier’s point of presence in Lincoln. A third route, which is all fiber,
and is the primary route used for all incoming and outgoing intralata relay traffic runs
between Aurora and Grand Island, Nebraska. Once in Grand Island, incoming call traffic
reaches Hamilton’s Point of Presence in Grand Island and is hauled to the Nebraska
Relay Center. Depending on the location of the disaster, Hamilton can assign priority
traffic to go on any of these routes. Please sec Hamilton’s network diagram in
Attachment I for a visual picture of Hamilton’s multiple routes for the Louisiana Center.
If the Louisiana switch is not operational, all incoming calls are automatically rerouted
over another network facility to the Nebraska switch immediately. This is pre-
programmed into the network. Full reporting capabilities are maintained throughout this
whole process.

Through its underlying carrier, Hamilton has access to the routing plans for all of its 800
numbers and can change those plans at any time. This means that Hamilton can send
traffic associated with any of its 800 numbers to any switching point and can even
allocate traffic from one 800 number to multiple switches.

Hamilton Relay 210 Service To Be Required



Florida

R e l. a YM State of Florida / Docket No. 110013-TP

V

5. With multiple redundant routes even at the local loop level, the Florida TRS traffic will
reach a Hamilton relay switch for call processing. This type of configuration assures
network security for Florida Relay users 24 hours a day.

6. If a disaster would result in the destruction of our equipment requiring replacement
components not maintained on-site, Hamilton will overflow all of its relay traffic to the
other centers not affected by the disaster. Traffic simply can be routed to the other
centers still in operation while the original center becomes operational again. This acts as
an additional level of security.

7. The routes described above are used to route calls to another center for overflow purposes
if we are experiencing long queue times at any center. No calls are dropped during this
overflow process or when alternate facilities are used. No messages will be transmitted
to users if alternate facilities are used. Overflow and the use of alternate facilities
happens automatically. Full traffic reporting is maintained during any use of alternate
facilities.

8. At almost all points in Hamilton’s network and in the IXC networks used by Hamilton,
circuits used for originating and terminating the traffic have redundancy levels equivalent
to or exceeding those used for voice conversations in the Public Switched Network.

By having six relay centers, two main switching points with dual processors, many alternate
facilities within the local and long distance network for the routing of relay calls and backup
switching equipment, Hamilton is in a position to ensure that Florida Relay will experience
minimal downtime as a result of network or switching failure. A disaster of large proportions
would need to occur to knock out all six centers at the same time since all six centers are
geographically separated by great distances. Hamilton takes great pride in its reliable and quality
relay services. Provisioning its switching and routing network in such a manner to secure no
downtime is just another example of Hamilton’s dedication to relay users.

No interruption in service due to the 2005 and 2008 hurricane disasters

Hamilton knows what it means to be prepared. For years, Hamilton has had plans and
procedures in place to counter the threat posed by hurricanes and other severe weather.

Hamilton’s relay center in Baton Rouge, Louisiana remained fully operational — the relay did not
go down at all during several major Hurricanes (Katrina, Rita and Gustav). Even though several
locations in Louisiana experienced outages with the LEC (which is out of the relay provider’s
control), as long as the customer was able to place a call to the 800 number, they reached our
relay center and we placed their calls.

In preparation for the hurricanes, a number of employees voluntarily stayed at the Louisiana
Center over night, through the day of the storm and beyond, as we believed that this would allow
the center to remain open for business the next day.
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During all storms, we rerouted a portion of traffic from the Louisiana switch to the Nebraska
switch to compensate for the anticipated staff shortfall in the Louisiana facility. The Louisiana

center remained open and operational throughout both hurricanes, even though many employees
were unable to travel to work during the storms.

Our other centers in Nebraska, Wisconsin, Maryland and Massachusetts were able to bring in
extra Communication Assistants to manage the additional traffic from the Louisiana Center.
Employees in these centers did extraordinary things (rearranged schedules, worked long days,
etc.) to process as many calls as possible.

Our network redundancy and great employees ensured success during a disaster of great
proportions. We share this as an example of the measures Hamilton wili take to ensure that
every relay call is processed. The combination of Hamilton’s network and its people simply
guarantee the best relay service.

Department of Homeland Security Action Plan

Hamilton developed a plan of action relating to the Department of Homeland Security
guidelines, to ensure that TRS will continue to operate in the event of terrorist acts. The U.S.
Department of Homeland Security has a document titled “Every Business Should Have a Plan”
that outlines measures business owners and managers can take to prepare for an attack or
disaster. When developing the Hamilton Relay Emergency Plan, Hamilton followed the
recommendations of the Emergency Preparedness and Business Continuity Stand, which was
developed by the National Fire Protection Association and endorsed by the America National
Standards Institute and the Department of Homeland Security.

Following is an outline containing the major points Hamilton considered when developing its
plan to stay in business in the event of man-made and natural disasters:

o Be informed i.¢. keep abreast of which disasters are most common in the areas of our
facilities
e Continuity planning

o Hamilton carefully assessed how it functions both internally and externally to determine
which staff, materials, procedures and equipment are absolutely necessary to keep TRS
operating

e Determine which employees should participate in the plan, focusing on those with
expertise vital to daily technical functions in addition to managers and executives

e Develop list of Administrators and contact information
e Emergency planning for employees

¢ Communication before, during and after disaster
 Emergency supplies
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e Evacuation Plan
¢ QOrder evacuation -~ chain of command
e Emergency routes and exits

» Communicate with people who are deaf or hard of hearing, who might not hear
emergency instructions given verbally or on intercom system

e Secure facilities i.e. seal or board the building/room
e Secure equipment
e Test back-up plan/alternate routing/battery back-up systems

e Communicate with service providers (underlying carrier and other TRS providers) to
develop potential alternatives to power the vital aspects of TRS during an emergency

e Annual emergency plan review

Pandemic Plan

In addition, Hamilton’s management team has taken extra precautions in light of the HIN1 Flu
outbreak that took place across the country including the following:

o Actively reviewed and revised its Pandemic Flu Disaster Recovery Plan to make sure that
it contains information that is both current and relevant.

o Developed plans with other relay providers to provide backup services to one another in
the event that a national pandemic outbreak would impact staffing and service levels.

o Reviewed its list of local emergency contacts to ensure accuracy of contact information.

o Ensured that it has a sufficient supply of particle masks, antibacterial hand soaps, and
sanitizers.

o Ensured that it has a sufficient supply of water, food and hygiene products to keep staff in
relay centers for a period of time if necessary.

o Posted flyers containing health tips and safety instructions in visible locations in each of
its centers.

o Assigned staff who are responsible for monitoring the news and any CDC
recommendations and reporting that information to management immediately upon
release of new information. Hamilton will immediately implement any applicable steps.

If such a pandemic occurs, Hamilton has a plan in place and is committed to providing
continuous service to Florida Relay users.
Notification Major Interruptions to Service

Hamilton will notify the Administrator immediately if a major problem occurs, i.e. any
disruption of service that lasts more than five minutes or when it becomes known that any
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portion of the state is isolated for more than five minutes from the relay center. Hamilton will
inform the Administrator of the problem, how it will be corrected and when relay service will
return to full operation. Hamilton will submit a written (or e-mail) report to the Adminstrator
after the restoration of service. As emphasized above, Hamilton has all of the necessary

equipment network and switching mechanisms that it can control in place to prevent all
downtime.

Telecommunications Service Priority Program

Hamilton has completed the process for enrolling all of its relay centers in the National
Telecommunications Service Priority Program with a priority level assignment of 3. To enroll
for priority restoration under the TSP System, Hamilton completed an on-line form with the FCC
to get the appropriate TSP numbers. The FCC then sent Hamilton the appropriate TSP numbers
so that we could assign TSP to all of our circuits and work with our carriers and local exchange
carriers to implement.

Hamilton’s relay network is designed to reroute traffic to other Hamilton Relay centers, which
are geographically separated by great distance, to ensure uninterrupted service with minimal
downtime. However, in the event of a local, regional or national disaster that caused service to
be disrupted in a manner that relay users could not receive or place calls, Hamilton’s active
participation in the TSP program requires local exchange carriers to restore service to the
affected Hamilton Relay Center as quickly as possible consistent with the priority status assigned
to the center.

36. Intercept Messages
Appropriate intercept messages shall be provided if a system failure occurs.

Intercept Messages

Hamilton will provide a system with automated overflow capability to its other centers. This
should eliminate the need for intercept messages. However, if the traffic cannot be rerouted due
to multiple circuit failures or for any other reason, the callers will be notified with the
appropriate type of intercept messages, which is transmitted in TTY and voice. Minutes of use
attributed to accessing intercept messages will not be included in the billable minutes.

Hamilton does not count a call as “answered” when the intercept or courtesy message is
activated. Only when a CA answers, is a call counted as “answered.”

Hamilton’s Intercept Message follows: “Hamilton Telecommunications... Thank you for calling.
We are currently experiencing a temporary interruption in telephone service, please try your call
again later.” Hamilton’s intercept message is activated by Hamilton’s IXC’s network provider.
Hamilton is in control of this and can send a request for automatic re-routing to intercept

Hamilton Relay 214 Service To Be Required



Florida

R e la y¥ State of Florida / Docket No. 110013-TP

V

messages if needed. Once Hamilton submits the request, the automated processing will enable or
disable the message within minutes. Intercept messages on inbound circuits in the public
switching network are not under Hamilton’s control.

Courtesy Message

If so desired, Hamilton will supply a courtesy message after three rings, to inform callers that
they have reached Florida Relay. Hamilton’s courtesy message is transmitted in TTY and voice.
Hamilton’s courtesy message follows: “You have reached the relay. Please hold for a CA.” If
the call has not been answered after 15 seconds, the message repeats as follows, “Please hold for
a CA”. This message and the timing can be changed if so desired.

Hamilton never sends a busy signal. The only time relay users will experience a busy signal is
when the relay user is experiencing an outage or other technical difficulty in their own local or
long distance telephone network.

37. Service Expansion

The bidder shall show the capability of expanding services in response to increasing demand.
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.

Service Expansion

Hamilton currently has 96 inbound and 96 outbound local trunks plus 48 outbound toll trunks at
its Louisiana switching point. Hamilton currently has 96 inbound and 72 outbound local trunks
plus 48 toll outbound toll trunks at its Nebraska switching point (please refer to the Center maps
in Attachment I). Hamilton believes this is a sufficient number of trunks to accommodate
Florida Relay traffic as it is today. Hamilton will utilize its existent workstations and CAs to
accommodate Florida Relay traffic. These numbers for CAs, workstations and trunks are more
than sufficient to achieve the standards of service required in the RFP.

Should service expansion be necessary, Hamilton has the facilities in place or is in a position to
quickly obtain the required facilities and equipment at no additional charge to the state.
Hamilton’s TRS Centers are on the leading edge of technology, have outstanding quality and
employ highly qualified Communication Assistants, ensuring that even during times of growth or
fluctuations in traffic, Hamilton will meet all RFP requirements.
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Hamilton currently has additional capacity at all of its relay centers. Hamilton always maintains
at least 10 percent more workstations than normally needed at each center at peak load times to
accommodate sudden growth and will do the same for Florida.

The following factors have all been taken into consideration should expansion to accommodate
increased call volumes be necessary. Expansion needs have been efficiently planned allowing
for the most cost-effective use of available resources. This is just one more way Hamilton brings
efficiency to the FPSC to keep costs down.

¢ Hamilton has 43 workstations in operation in the Louisiana facility which has expansion
room to accommodate an additional 50 workstations. Hamilton has 48 workstations in
operation in the Georgia facility which can also be remodeled to accommodate another 19
workstations. Hamilton has 19 workstations in operation in the Nebraska facility which also
has expansion room to accommodate 5 additional workstations. Hamilton has 32
workstations in operation in the Maryland facility and which can be remodeled to
accommodate another 19 workstations. In addition, this facility has a first floor which will
accommodate 30 workstations without further remodeling. Hamilton has 25 workstations in
operation in the Massachusetts facility which has an expansion room which can
accommodate an additional 15 workstations. Hamilton can obtain workstation equipment
within one week.

¢ Hamilton’s hardware and software is more than adequate to expand for any level of traffic
reasonably anticipated. Trunking capacity in our toll routes and our interexchange routes
going out of all centers have additional capacity if more is needed, which has never
happened. All of the needed telecommunications hardware and software could be
provisioned to handle any increase in call volume and could be put in place within two
weeks. If additional incoming circuits and outgoing circuits are needed from our network
service provider, we can provision additional circuits within one month while using overflow
routes to other centers to handle traffic in the meantime.

e As a matter of practice for all of our centers we project traffic levels out for 12 months. This
has allowed us to sufficiently predict Communication Assistants needed, workstations and
other facility needs. Any expansions made for the Florida relay traffic would be done while
still maintaining all standards in the RFP. Hamilton has a great deal of experience in meeting
the traffic demands of relay users.

Hamilton is always looking for professional and qualified people to become Communication
Assistants. Hamilton has certain standards and work practices that must be met and for these
reasons, Hamilton never wants to pass up a qualified Communication Assistant candidate.
Hamilton has also been very successful in the past at getting its CAs to volunteer to work
overtime to cover unexpected increases in traffic load until such time as staffing needs are met.
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Staffing For Call Volume

Throughout this proposal Hamilton has identified, all facilities and equipment it will use in
providing equivalent telecommunications services necessary to maintain Florida Relay’s FCC
certification, regardless of monthly call volume fluctuations. As demonstrated throughout this
proposal, Hamilton will have more than enough personnel, telecommunications equipment and
facilities necessary to comply with the provisions enumerated in this RFP, and all other state or
federal requirements that affect the provision of TRS in Florida.

The combination of technical, financial and human resources Hamilton brings to Florida Relay
and Florida relay users will allow Hamilton to go beyond satisfactory service to customer delight
— certainly allowing Florida Relay to maintain its FCC certification.

Staffing for Call Volume/Usage Patterns

Hamilton monitors staffing patterns continuously and analyzes answer times and call volume
reports to ascertain the efficiency of staffing schedules and the need for scheduling adjustments
on an hourly, weekly and monthly basis. Hamilton has developed an advance scheduling tool
that uses the Erlang formula to predict the number of Communication Assistants needed for each
hour of each day. Hamilton generates historical data reports that are reviewed hourly, daily,
monthly, quarterly, and annually. These reports are used to build “projection” tables, which
Hamilton uses to determine the appropriate staffing levels for future scheduling needs. These
tables are used to determine where additional staff is needed for hiring purposes and more
immediately, what hours require additional resources for the next week. These projection tables
are extremely valuable as they allow Hamilton to ensure that projected demand is met each day.
The following further explains staffing patterns in response to call volumes and usage patterns.

Hamilton makes use of automatic routing changes during emergencies or to accommodate
temporary traffic bursts. These routing changes are explained in great detail in Section 35
above, under the title of Back-up Plan. The same routes discussed in this section are the
routes used during temporary traffic bursts. Hamilton can route Florida Relay traffic to any
available Relay Center.

Hamilton believes its process for projecting staffing for each hour of each day will meet and
exceed the FCC and Florida standards for relay service over the life of this contract. However,
Hamilton recognizes that changes in technology and use of the relay may change during the
contract and will make the necessary changes to its staffing plans (if any are required) to ensure
that all answer performance standards are met and exceeded. Hamilton will adhere to all Florida
and FCC answer performance requirements.
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The users should be allowed to benefit from advancing technology. The bidder should 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.

38. New Technology

Hamilton will provide to the State of Florida a TRS with the state-of-the-art technology so as to
achieve functional equivalency. Hamilton will notify the FPSC and Administrator when new
enhancements are available and at what price so to provide the FPSC the opportunity to purchase
such enhancements or upgrades.

39. Consumer Input and Participation in Advisory Committee and FPSC Proceedings

The telephone users shall 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.

Consumer Input — Hamilton’s Outreach Foundation

Hamilton has a reputation for responding to the needs of its customers. This is because Hamilton
understands the importance of relay user input in providing a high quality relay service. Through
the various input mechanisms we have in place to gather consumer input to our friendly staff
who are willing to go the extra mile for all customers, Hamilton Relay Service delivers a very
high quality relay service. At Hamilton, relay users and their ideas and feedback are the most
important thing.
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Hamilton describes its plans to communicate with and include Florida Relay users in the on-
going evaluation of the relay service throughout this section, including methods for gathering
consumer input on a regular basis and a description of how the recommendations from these
evaluations will be incorporated into our policies and procedures. The evaluations used by
Hamilton will not only come from those directly involved in operating the relay center, but also
from the organizations that serve relay users as well as relay users themselves.

Hamilton will seek input from the FPSC, Administrator, the Advisory Committee, FTRI,
consumer organizations and relay users to determine the satisfaction of Florida customers with
the quality of service provided. Hamilton will meet with customer user groups and focus groups
at various locations in Florida for purpose of obtaining input.

Hamilton will also work with regional community organizations in Florida to arrange for
periodic community meetings. These meetings offer the relay community a forum in which they
can receive updates on relay service procedures, new technology and enhanced services. It also
gives relay users an opportunity to provide feedback as well as ask questions. Hamilton will
work cooperatively with state and private organizations to host these community forums across
Florida.

Customer Survey 20

Hamilton uses a Customer Survey to gather
consumer input. The survey consists of questions
about relay service performance. Please see

Wabsde wwi rdlayiowd com

Phote: B84 516 4097 -§ 2 A0T 694 5110

Mak Hamiton Relay - PO, Box 205 - Aurora, NE ssae
W £ mat laeelappshameonaizy com

address above, The survey may also be faxed 10 402.604.5110 or completed aniine at weww.

Reday lowa values your opinion. Please lake 3 moment 1o fifl out the following survey and return it to us at the

Attachment F for a larger sample of this tool.

Customer Demographics:

Inwhich clty doyou live? _

Hamilton’s most direct and detailed survey tool is e e e Dcarraagi
our Customer Inquiry form, which is used for any PR D [r—— s
type of incoming customer service call. Please see S '
= & How did you first fearn abgout Relay lowa? Hmﬁrev:h\r{ m;g\wa;‘zlvme week do you
Attachment F. All data is used by our Policy and I i [
Procedure Committee to evaluate customer feedback S . | Biaumnan vesgawat
N Ol have not used Relay recently

and make recommendations to change procedures
and policies as well as satisfy relay users.

Pelay lowa? ICheck [ you use the most) ! {Check 1 box)

Qrry QSpeach to Speech QPersonal Catls (Friends, Family)
Recommendations made by users will be carefully W oo Stk g
evaluated by Hamilton and shared with the FPSC and SR RN |
thg Adv1sgry Committee. Hamilton look‘s fqrward to et e e m—————
using the input of relay users across Florida in order o g SR | e =
to provide a truly customized relay service that meets S Abarime. v | QuostoteTime  Cevr

the needs of the relay users in Florida.
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are listed below:
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. Any time a suggestion, compliment, policy review request, or complaint is taken via the
customer service line, we make a record and respond appropriately.

Users are able to access Customer Service 24 hours a day. This service is accessible to both
TTY and non-TTY users. This line is used to complete all customer service functions.
Hamilton’s Customer Service Department instructs relay users on how to place calls through
the relay, shares tips for improving efficiency and answers questions about new services or
about any changes that have been made. Hamilton’s Customer Service Department also
assists relay users with billing questions, equipment testing and provides a variety of referral
numbers to State Organizations, other long distance carriers and schedules one-on-one visits
as needed. This same information will also be distributed through user group meetings that
are held throughout the state and shared with the many deaf, hard of hearing and speech
disabled organizations throughout the State of Florida. The Customer Service number is also
the contact point for people wishing to compliment or complain about the service.

Florida Relay users are able to email feedback directly to us via the Florida Relay web site,
which Hamilton will provide if so desired.

The Florida Relay Account Manager will solicit consumer input through evaluations and
other informal mechanisms from the relay community. The Account Manager will be
involved in the relay community through organizations, groups and one-on-one sessions.
Relay users will be given the opportunity to express their opinions and offer suggestions each
time the Account Manager is present.

. Hamilton will meet with consumer user groups and focus groups at various locations in the
state of Florida for the purpose of obtaining input. In addition, we will work with
organizations serving relay users across the state to conduct community forums. Hamilton
will use these community forums to gain user input about the quality of the service and
respond to questions and concerns about the service. Hamilton will also distribute
“Customer Survey” forms at these meetings.

. As stated previously, Hamilton also uses more formal methods of collecting feedback.
Hamilton uses a variety of survey tools. Hamilton uses these tools to determine if the relay is
improving and to identify areas of weakness. Hamilton has had a great deal of success with
its survey tools and will continue to use them so that we can monitor our progress.

Hamilton will incorporate feedback from relay users, the FPSC, Administrator, FTRI and the
Advisory Committee as well as any other organizations that serve relay users in its quality
process. Hamilton looks for trends in the feedback we receive from customers in order to
identify training needs or areas that may require additional monitoring. Hamilton has
established an internal committee that focuses on how to best serve our customers. This
committee evaluates all feedback and makes recommendations to change training and/or
procedures and policies when needed to satisfy relay users. Just as the needs of the relay
community change, so do Hamilton’s training and policies and procedures to ensure we are
constantly providing the type of relay service desired by the users of Florida Relay.

Hamilton Relay 220 Service To Be Required



\

Flornda

R e l. a y¥ State of Florida / Docket No. 110013-TP

V

Hamilton looks forward to working with and interfacing with the FPSC, Advisory Committee
and Florida Relay users.

Customer Service Quality Levels

All Customer Service activities are performed with the belief that customers are the most
important part of relay. The primary function of the Customer Service Department is to provide
education and outreach to cutrent and potential customers on relay usage and to respond to
concerns, compliments and requests for information.

As one can see, feedback from users of Florida Relay will be invaluable to us as we strive to
provide the best relay service in the country.

According to the Paisley 2011 National Relay Competitive Index

Hamilton customer care is rated at 99.3%; statistically
making Hamilton a top provider.

As stated throughout this proposal, Hamilton adjusts to meet the needs of customers - customers
are not forced to do it our way. That is why feedback is so important to us and why we spend so
much time collecting it. Feedback helps us to customize and give relay users choices. This is
just another reason why Hamilton is the right choice.

Hamilton’s responsiveness and dedication to each Florida Relay user will make the job of the
FPSC easier. Through our community forums, user group meetings and internal customer
service systems, we are able to implement changes quickly and satisfy customers almost
immediately in most cases. Hamilton’s consumer input mechanisms truly allow us to offer
“Relay Your Way®.”

Hamilton believes that quality is of the utmost importance. Hamilton’s entire staff - from
management to operations to customer service - places a large focus on satisfying each relay user
in key areas such as customer service and call handling. Through outstanding customer service
and internal programs, Hamilton strives to please relay users in every aspect of calls processed
by Hamilton Relay. Hamilton’s commitment to relay users results in quality.

Advisory Committee
Hamilton believes that community input is critical to ensure that service improvement ideas area
shared and customer needs are known.

Upon implementation of Florida Relay, Hamilton will designate a representative to attend
meetings of the Advisory Committee. The Florida Relay Account Manager will be Hamilton’s
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primary representative. In addition, Hamilton’s Vice President of Relay, Relay Center Manager,
National Contract Manager and/or the National Outreach Manager will frequently attend these
meetings and will also be available to the FPSC and the Advisory Committee as needed.

Hamilton looks forward working closely with the Advisory Committee. Hamilton will report on
customer service, consumer input, technical and operational topics at these meetings. Hamilton
will gather feedback from the Advisory Committee to determine current levels of satisfaction,
what policies and procedures need to be changed, ideas and suggestions for improvement and
any other business the Advisory Committee would like to discuss.

One example of Hamilton’s level of responsiveness to its Advisory Committees is that when one
Committee requested that Hamilton CAs work on the spelling of restaurants located within their
state, Hamilton gathered telephone directories, made worksheets and tested CAs to ensure
spelling of local restaurants was correct. Hamilton took the feedback and made immediate use of
it to improve the quality of its relay service.

Hamilton works with Advisory Committees in the majority of its relay states. As a result,
Hamilton has a great deal of experience in this area. Hamilton’s best feedback comes from its
Advisory Committees. It is these Committees that help us to customize our relay service for
relay users in each state. It is also through our work with the Advisory Committee where the
FPSC will have an opportunity to see first hand our level of responsiveness to relay users.
Hamilton looks forward to working with the Advisory Committee.

Relay Account Management

Hamilton has implemented an Account

Management Team to monitor TRS contracts to

ensure compliance. Hamilton’s National TRS

Contract Manager directs the Account

Management Team with regular meetings and o
projects intended to provide our TRS Hometown Cunides A
Administrators with strengthened resources.

Hamilton will provide Florida Relay with a full-
time, in-state Account Manager who will manage
the contract between Hamilton and the FPSC.
Hamilton has included this position in its per-
minute rate. This individual will oversee the
actions of all parties involved to ensure contract .- Sy
compliance and will be responsible for determining that each party successfully completes all
assigned duties and responsibilities. The Florida Relay Account Manager will act as the primary

Hamilton Relay 222 Service To Be Required



Florida

R e l. ay\_ State of Florida / Docket No. 110013-TP

V

Point of Contact for questions, concerns and issues related to relay services. The Account
Manager will:

e Ensure contract compliance
¢ Plan, develop and manage strategies for Florida Relay services
¢  Work closely with Florida Relay Customer Service to interface with relay customers

e Work closely with the Administrator and Advisory Committee to develop consumer input
programs and community forums

s Assist Customer Service in processing consumer complaints regarding Florida Relay
s Provide monthly reports to the FPSC

e Co-coordinate any Advisory Committee meetings with the FPSC if so desired.

o Have the ability to handle all TRS and CapTel issues and can compile reports

o Assist the FPSC with any issues or concerns

¢ Meet monthly, or as desired, with the FPSC and/or Administrator.

Members of Hamilton’s management team and the Florida Relay Account Manager will remain
in close contact with the Administrator throughout the life of the contract. The Account
Manager will meet with the FPSC and Administrator as often as desired. In addition to these
scheduled meetings, Hamilton will use a variety of methods to ensure adequate communication
such as formal letters, e-mail, or phone conversations when appropriate.

Hamilton will provide Florida with “Account Management YOUR WAY,” a philosephy in
which Hamilton customizes its Account Management to meet the needs of its States.
Hamilton is unmatched in this area.

40. Complaint Resolution

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 still online
during a relay call. All complaints 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 copies 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 identification 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 acknowledged in writing or by contact by a representative of the
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provider. The necessary replies to inquiries propounded by the Commission’s staff concerning

service or other complaints received by the Commission shall be furnished in writing within
fifteen (13) days from the date of the Commission inquiry.

A complaint log compliant with the FCC reporting requirements shall be provided to the
contract manager in a timely manner for filing with the FCC.

Complaint Procedures

Hamilton contacts all consumers who file complaints, whether they contact the Customer Service
Department or the regulatory body. Hamilton asks the customer for all pertinent information
regarding the complaint and explains that Customer Service will contact them again after
investigating the complaint. Hamilton determines from the customer’s information if the
problem was operational or technical in nature and works to resolve the issue from there.
Hamilton’s Customer Service Department always follows-up with the customer once the
complaint is resolved and explains the process and resolution to the customer’s satisfaction.

All TRS complaint information including resolution is kept on file and available to the FPSC and
the Florida Relay Administrator. Hamilton issues each complaint a Record ID number to enable
the FPSC and the FCC to quickly and easily identify the details and the contact information.

Complaint Resolution

Following is an outline of Hamilton’s consumer complaint resolution procedures.

Hamilton’s Relay Center Manager, in communication with the Vice President of Relay (who also
reviews all complaint information), has ultimate responsibility for all inquiries, comments and
complaints.

The Relay Center Manager’s position in the company gives him/her the ability to take whatever
action is needed to resolve any situations which may arise. Because everyone associated with
Hamilton Relay Services is responsible for satisfied customers, Hamilton empowers employees
to do what they need, within the boundaries of providing relay service to accommodate
customers. This process minimizes the number of complaints and provides customers with
instant satisfaction.

As Florida Relay’s provider, Hamilton will share any TRS consumer complaint with the FPSC
and the TRS Administrator and will work with them to determine the best solution to make the
service better for all Florida Relay users. Harnilton is able to meet the needs of individual relay
users and provide a level of service that can only come from a company that has the ability to
empower employees and who have very little bureaucracy.

\-
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Hamilton will provide customer service 24 hours a day, 7 days a week. Trained Hamilton
personnel staff this 800 line to assist TTY and voice callers with inquiries.

Communication Assistants do not handle any inquiries or complaints. Any caller to the relay
center having a complaint is able to reach a supervisor, administrator or customer service
representative while still online during a relay call. All Hamilton personnel who handle
Customer Service inquiries have had training on Deaf Culture and the diverse needs of relay
users.

Customers may also contact Hamilton via e-mail, through the Florida Relay web-site, in person
or in writing.

In the event of a complaint regarding Florida Relay, trained staff will follow an established
procedure of complaint resolution. This process varies depending on the gravity of the situation.

e Inquiries for materials will be directed to the Florida Relay Customer Service
Representative. This person, along with the Florida Account Manager, will be
responsible for building one-on-one relationships with customers, sending the appropriate
materials and ensuring the customers’ requests have been met.

e Feedback involving Communication Assistants is directed to the Communication
Assistant’s Supervisor and the Relay Center Manager. Positive feedback is shared with
the Communication Assistant. Constructive feedback is shared with the Communication
Assistant and appropriate coaching, re-training and counseling steps are taken by the
primary Supervisor to resolve the situation. Hamilton’s detailed call records show each
key command (not actual text) the CA makes. Hamilton can easily investigate CA
complaints and take disciplinary action when needed.

e Complaints regarding service/procedure issues are directed to the appropriate internal
personnel. Technical issues are given to Hamilton’s technical support staff and addressed
immediately. Procedural issues are discussed at internal quality meetings and appropriate
action initiate.

All reports are reviewed by the Relay Center Manager to ensure that all complaints have been
resolved to the customers’ satisfaction. Most customer service complaints are resolved by the
Customer Service Team. If further action is needed, the complaint is escalated to Hamilton’s
Vice President of Relay, and lastly to the FPSC. All complaints will be resolved within 10
calendar days depending on the complexity of the problem. However, Hamilton attempts to
respond to all customer inquiries within 24 hours. Hamilton employs all reasonable means to
resolve a complaint.

Contact information for filing complaints is described in appropriate printed outreach material
that is distributed to the general public. Hamilton’s procedure meets FCC requirements.
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If the user is not satisfied with the resolution of the complaint by Hamilton or with any action
taken, Hamilton’s monthly report to the FPSC will so state. The user then has the opportunity to
file a complaint or appeal with the FPSC in order to have the complaint and action of Hamilton
reviewed by the FPSC for such action as the FPSC may deem appropriate.

Point of Contact for Complaints, Grievances, Inquiries and Suggestions

Hamilton has submitted to the FCC a contact person for TRS consumer information and
complaints about Hamilton’s service. Hamilton’s submission includes the name and address of
the office that receives complaints, grievances, inquiries and suggestions, voice and TTY
telephone numbers, fax number, e-mail address, web address, and physical address to which
correspondence should be sent. Hamilton will do this for Florida and will notify the FPSC, as
well as the FCC, if there is any change in this required information.

Customer Service Database

All TRS complaints made through the toll-free Customer Service number, the customer inquiry
form or on-line feedback form, whether in writing or in person, are documented in the Customer
Service database. All resolutions are also documented in this database. All information is kept
on file and will be forwarded to the FPSC on a monthly basis. (See sample of the database
screen in Attachment F). Each database record includes the name and/or address of the
complainant, the date and time received, the Communication Assistant identification number, the
nature of the complaint, the specific relief or satisfaction sought, the result of the investigation,
the resolution of the complaint and date of the resolution. The customer service representative
responsible for handling the complaint is also indicated. Hamilton also includes the total number
and the category of the contact.

Hamilton contacts all consumers who file complaints, whether they contact the Customer Service
Department or the regulatory body. Hamilton asks the customer for all pertinent information
regarding the complaint and explains that Customer Service will contact them again after
investigating the complaint. Hamilton determines from the customer’s information if the
problem was operational or technical in nature and works to resolve the issue from there.
Hamilton’s Customer Service Department always follows-up with the customer once the
complaint is resolved and explains the process and resolution to the customer’s satisfaction.

All complaint information including resolution is kept on file and available to the FPSC.
Hamilton issues each complaint a Record ID number to enable the FPSC and the FCC to quickly
and easily identify the details and the contact information.

Complaint Reporting

Hamilton will report complaint activity to the FPSC on a monthly basis regarding the number of
customer service inquiries categorized by topic areas. This includes a separate log of complaints

\
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and complements with the date the complaint or compliment was logged, the nature of the
complaint or compliment, the date of resolution and how it was resolved (see Attachment G for
a sample report).

Hamilton will furnish the necessary written replies to inquiries by the FPSC’s staftf concerning
service or other complaints received by the FPSC within fifteen (15) days from the date of the
FPSC inquiry.

Complaint Log

Hamilton will give the necessary complaint information to the TRS Administrator for the FPSC
to submit to the FCC on an annual basis. Hamilton will submit summaries of logs indicating the
number of complaints received for the 12-month period ending May 31 to the FPSC by June 15"
each year in order to submit to the FCC by July 1** of each year.

All complaint information including resolution is kept on file and available to the TRS
Administrator and FPSC. Hamilton issues each complaint a Record ID number to enable the
State of Florida and the FCC to quickly and easily identify the details of those particular
complaints and contact information of the complainant from Hamilton.

Hamilton will retain the records of such reports and copies of written reports regarding service or
other deficiencies for the life of the contract and for twelve (12) months after conclusion of the
contract period.

While each provider submits the required state specific complaint reporting to the FCC each
year, no other provider supplies as detailed reporting as Hamilton. Unlike some of our
competitors, Hamilton’s complaint logs also includes Miscellaneous External Complaints and
Fraudulent/Harassment Calls; issues that are outside of Hamilton’s control. While this policy
increases the number of reported complaints, (which our competitors choose to point to as a
negative) we choose to provide this detailed information to the states and to the FCC so that
everyone has a complete understanding of the issues relay users encounter. it is imperative that
you compare the contents of the complaints (not just the quantity) to get a clear picture of
Hamilton’s superior quality.

Hamilton provides the following information from the publicly available FCC website,
http://transition.fcc.gov/cgb/dro/trs nebraska.html. These comments, from the 2010, Nebraska
Complaint Report (before and after a transition to Sprint), show a clear difference in the types of
complaints you can expect to receive from these two different providers.
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e The technical department discovered that AT&T had a provisioning issue with the
Nebraska Relay voice line for the transition from Hamilton to Sprint. Issue was repaired
by AT&T.

Complaint logs from Hamilton include the following:

o Customer has been receiving fraudulent phone calls through the relay and inquired what
could be done.

e Customer stated that they were unable to reach the relay when dialing the toll free
number for voice users, to place a call through the relay...... The technical department
discovered that Sprint had placed a disconnect recording on the number for the
transition from Hamilton te Sprint. Issue was repaired.

Complaint logs from Sprint include the following:

e "T've been using Relay for 15 years and the service is just going downhill. Thad to repeat
something to the Operator and she yelted at me like I was 5. She was rude and her tone
of voice was not nice."

e “ANE TTY sent a complaint that a Relay Operator was rude.”
e “The Relay Operator was reportedly inattentive and made typing errors.”
e “...Relay is slow to process long distance calls.”

No other relay provider supplies such detailed and extensive complaint reporting as Hamilton. It
is also clear from the content of these reports that no other relay provider can supply the quality
of service as can Hamilton.

Hamilton encourages the Evaluation Committee to contact the individuals listed in Attachment
B of this proposal concerning both the number of complaints and the manner in which we have
handled those complaints.

In conclusion, Hamilton has had a very minimal amount of complaints in all of the states it
serves. Hamilton's responsiveness and dedication to doing “what it takes” to make it right will
satisfy Florida Relay users.

41. Charges for Incoming Calls

The provider shall make no charge to the users for making calls (incoming) to the relay
service.

Hamilton does not charge relay users for use of the relay service. Users access the relay service
via dialing 711 or toll-free 800 numbers which are accessible anywhere in the United States.
Calling and called parties bear no charges for calls originating and terminating within the same
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toll-free local calling area, including all Extended Area Service (EAS) locations. Please see
further in this Tab in Section 43 for detailed information regarding Hamilton’s local relay calling

42, Billing Arrangements

The provider shall bill for charges for collect calls, person-to-person calls, calls to or from
hotel 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 calls 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.

Hamilton is capable of processing non-coin-sent paid calls, sent-paid calls, collect calls, person-
to-person calls, international calls, hotel calls and calls charged to a third party. Relay users
simply inform Hamilton’s CAs when they want to use an alternate form of billing. The CA
selects the correct billing method from an on-screen menu and the call is then placed. The
customer’s carrier of choice actually bills the call (based on conversation time) for intralata,
interlata, and international calls.

Hamilton also is able to process credit cards, any Florida local exchange calling cards and all
non-proprietary interexchange company calling cards that are accessed by dialing an 800
number. This includes all major interexchange company calling cards. Relay users simply
inform Hamiiton’s CAs when they want to use an alternate form of billing. The CA selects the
correct billing method from an on-screen menu and the call is then placed. The customer’s
carrier of choice actually bills the call (based on conversation time) for intralata, interlata, and
international calls. Hamilton bills no calls and receives no revenue, therefore all erroneous bills,
credits and refunds will be handled by the users’ carrier.

The format of the bill for all toll calls will be determined by the carrier and all billing disputes
will be handled between caller and carrier as Hamilton does not bill any relay calls. However,
the call digit information will identify the call as an Florida TRS call and will further designate
the type of call (i.e. 3rd number call, direct dial call, collect call, and person-to-person call). This
will allow carriers to correctly identify each relay call on their bill.

All billing to the relay user is based on minutes of conversation and is processed by the relay
user’s carrier of choice.
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Hamilton has the ability to place the following call types:

Bill to ANI Person to Person

Third Party PP - Bill to ANI

Collect PP — Third Party

Calling Card/Credit Card PP — Collect

Prepaid Calling Cards PP — Calling Card/Credit Card
Coin Sent Paid

Hamilton is capable of handling any call normally provided by common carriers with the
exception of coin sent paid calls. Coin sent paid calls cannot be processed through the relay due
to a lack of existing technology. The technology and networks between the common carrier
network, payphones, and relay do not allow for signaling to be passed so that a Communication
Assistant can determine when coins have been dropped into the payphone. The FCC ordered
that coin sent paid calls are not feasible and has made the FCC’s temporary solution of coin sent
paid call processing through relay a permanent solution.

Hamilton does not charge relay users who want to place a local call from a payphone as stated in
the current FCC coin-sent paid order.

Relay users making a long distance call from a payphone are able to use a calling card (debit
card, regular calling card, etc.) or place a collect or third party call. The custemer’s carrier of
choice will then rate and bill any long distance payphone calls. Once billing has been
established the call will be processed as a regular relay call. In this manner, all relay users have
access to anyone from a payphone. Hamilton is a part of the industry coin-sent paid team and
has done a variety of things to promote the solution approved by the FCC. In Attachment E is a
list of coin-sent paid outreach activities that Hamilton has done to educate relay users about how
to place relay calls via a payphone. Hamilton’s coin-sent paid solution is acceptable to the FCC,
meeting all current certification requirements.

Hamilton will continue to meet and adhere to all FCC requirements for all types of calls,
ensuring relay certification for the State of Florida.

43. End User Billing for Intrastate Calls

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 calls to or from the duals-sensory
impaired; the provider shall develop a system for identifying such users and applying the
discount to their calls. Timing for timed intrastate call billing shall begin when the relay
operator advises a party to proceed with the call and shall not include any initial time by the
operator to explain how relay service works.
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The bidder shall explain how its discount toll plan subscribers would be billed for relayed
calls billed by or on behalf of the provider. For example, if a bidder offers a discount for over 5
hours of usage per month, the bidder should explain how a subscriber 1o that service would be
billed for any relay calls made during the month.

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 excess
of those rates (e.g., 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
Jor relay calls under the local company’s rates. If this alternative approach is taken, the
provider shall submit the billing 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.

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 billing
methodologies.

Local and Intrastate Relay Calling

Hamilton will provide local and intrastate calling to the users of Florida Relay. Hamilton will
obtain the necessary information (NPA/NXX) to build a database to identify the difference
between local and intrastate calls (this includes expanded local information).

Hamilton will contact the LECs within Florida to collect all EAS and local optional calling plan
information. Hamilton will update its database within its switching platform and its toll
processing system to identify certain NPA-NXXs as toll-free calling areas. Relay users with
access to optional calling plans will not be billed any more for calls to the specific optional
calling area than if they would have called directly through their local network.

The calling party’s ANI is compared to the called number. Hamilton’s relay database determines
if it is a local or intrastate toll call and gives the Communication Assistant notification if billing
information is required. If it is a local call, no billing arrangements are necessary and there are

no charges. Ifit is a toll call, Hamilton sends the call to the customer’s carrier of choice for
billing purposes.

Hamilton's entire call process and CA procedures are designed to make the relay center seem
invisible. To the relay user, a call looks like it was placed from his or her primary location to the
call destination. Relay users do not see or get billed for the “links” going to and from the

Hamilton Relay 231 Service To Be Required



Florida

R e l. ay\__ State of Florida / Docket No. 110013-TP

V

relay center. Relay users receive no billing for local calls. Intrastate/intralata calls are
billed by the customer’s carrier, as described further in this Section.

Extended Area Service

Hamilton will obtain the needed local calling area information from the Florida LECs and will
routinely update this information. This includes any EAS and/or local optional calling plan data.
This data will be collected through letters, telephone calls, and meetings with the LECs in
Florida.

Hamilton also makes use of the Terminating Point Master (TPM) from Telcordia to verify Latas,
as well as vertical and horizontal positions, which are necessary elements in determining mileage
and jurisdictions. Hamilton uses the TPM to define call jurisdictions by linking the calling and
called numbers to geographic data tables that contain NPA-NXX information, identifying
intralata, interlata, or local/EAS. The jurisdiction is also defined at the workstation during the
actual call. Hamilton updates the TPM file monthly.

Hamilton will communicate often with the LECs in Florida. Hamilton does not charge relay
users for use of the relay service. Calling and called parties bear no charges for calls originating
and terminating within the same toll-free local calling area, including all Expanded Area Service
(EAS) locations and/or local optional calling plan data.

End User Billing for all Toll Calls

The following Section explains how Hamilton provides end user billing for long distance
services and how Hamilton transmits billing to the State. Hamilton has explained in detail in
Section 45 below, its process for allowing callers to select an available interexchange company
of their choice for completion of toll calls and billing purposes. If a customer does not select a
Long Distance Carrier (either in the customer profile or on a per-call basis), Hamilton defaults
that caller to the State’s selected default carrier. Hamilton’s carrier of choice policy is in
compliance with all FCC standards.

Interlata (including interstate and international) and intralata and intrastate long distance toll
charges are recorded and billed by the relay users' carrier of choice in the same manner as the
carrier bills that customer for direct interstate and intrastate long distance calls. On each interlata
and intralata call, Hamilton forwards the appropriate information digits, calling number and
called number call as part of the call information so that the long distance company can bill the
customer directly or through their normal billing mechanisms.

Hamilton will forward information on each toll call to the relay user’s carrier at the time the
relay call actually takes place. The record will contain: the originating and terminating numbers
and the call type (e.g., person-to person, collect). Interiata and intralata billing records will be
created by the interexchange carrier as a result of the information digits and calling and called
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number data being sent to the interexchange carrier at the time the call is made. Long distance
charges are based on the originating and terminating numbers. The location of the relay center
does not affect billing. The long distance carrier bills based on conversation time using their
own rounding calculations. Hamilton does not pass on session time to the carrier so only
conversation time is billed by the carrier. Billing and collection is then the responsibility of
the interexchange carrier who carries the call.

We have the unique advantage in the industry of being a relay provider which is not an IXC.

The customer’s carrier of choice actually bills the call (based on conversation time) for intralata,
interlata, and international calls. This means that the timing of the call for billing purposes
begins immediately upon pickup at the called number. If a caller requests a person-to-person toll
call, the timing begins only after the requested person has answered the call. If a relay user has
signed up with his/her carrier of choice for a “relay” discount or the carrier is required to give a
relay discount, the carrier will bill the call as a relay call and apply any discounts. Hamilton
bills no calls and receives no revenue. All billing is performed by the carrier.

The format of the bill for all toll calls will be determined by the carrier as Hamilton does not bill
any relay calls. However, the call digit information will identify the call as an Florida TRS call
and will further designate the type of call (i.e. 3rd number call, direct dial call, collect call, and
person-to-person call). This will allow carriers to correctly identify each relay call on their bill.

All billing to the relay user is based on minutes of conversation and is processed by the relay
user’s carrier of choice.

44. Relaying Interstate and International Calls

The provider shall be required to relay interstate and international calls that originate or
terminate in Florida. The provider shall not include in its bill for Florida relay service any
charges or time associated with 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 be
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.

Interstate and International Calls

Hamilton will provide interstate and international calling to Florida Relay users. Hamilton
provides interstate relay service in all of its relay states. Interlata (including interstate and
international) and intralata long distance toll charges are recorded and billed by the relay users'
carrier of choice in the same manner as the carrier bills that customer for direct interlata and
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intralata long distance calls. On each interlata and intralata call, Hamilton forwards the
appropriate information digits, calling number and called number on each call as part of the call
information so that the long distance company can bill the customer directly or through their
normal billing mechanisms.

When a call has been defined as a long distance call, Hamilton sends this call to its relay
switching tandem. The customer’s selected carrier code is sent with each call so that the tandem
sends the call to the customer’s carrier of choice. Each call is identified as a relay call. If a
relay user has signed up with his/her carrier of choice for a “relay” discount or the carrier
is required to give a relay discount, the carrier will bill the call as a relay call and apply any
discounts. Relay users will receive one bill from their carrier of choice just like they do for all
of their direct calls. Hamilton explains this type of billing arrangement through all Qutreach and
Customer Service activities, in newsletters, relay materials, etc. so that relay users understand
how to select a carrier and find the best long distance rates.

Hamilton will report total interstate minutes of use to the FPSC. Hamilton bills all interstate and
international relay minutes to the Interstate TRS Fund Administrator, according to FCC
guidelines.

Please see Section 43 for a complete description of how Relay users are billed for toll calls.

Inbound International Calls

Hamilton provides inbound International calling in which the relay user pays to place a call from
an International location to the relay center. Hamilton then places the outbound call to a
destination in the United States free of charge and relays the conversation for them. All
processed International calls are billed to the Interstate TRS Fund Administrator.

45, End User Selection of Carrier

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.

Hamilton allows callers to select an available interexchange company of their choice for
completion of toll calls and billing purposes. Hamilton meets current requirements of the
Network Interconnection Interoperability forum for handling end user requests for a carrier other
than itself. Hamilton will do the same for any subsequent requirements of the NIIF. At the end
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of the following section is a copy of the current standard. In addition, Hamilton will comply
with and will provide FPSC any subsequent updates in the standard as soon as they are adopted.

Equal Access (Carrier of Choice)

Hamilton will provide both intralata and interlata carrier of choice for TRS and CapTel. Charges
for all relay toll calls are billed by the relay user’s carrier of choice, which are recorded and
billed by the relay user’s carrier of choice in the same manner as the carrier bills that customer
for other long distance calls not made through the relay, ensuring functional equivalent rates. On
each toll call, Hamilton forwards the appropriate information digits, calling number and called
number as part of the call information so that the long distance company can bill the customer at
the correct rate through their normal billing mechanisms. Calling card or credit card billing is
handled in the same manner. All the major carriers (including AT&T, Sprint and MCI) which
are participating in relay equal access have established the necessary trunking with Hamilton’s
relay centers to provide Hamilton’s relay users with a choice for their long distance provider.
Hamilton offers equal access to all carriers who choose to participate. Hamilton currently has
125 carriers participating in equal access (see Attachment C). Hamilton has provisioned the
necessary trunks at each of Hamilton’s relay switching tandems so that long distance companies
participating in equal access can receive Hamilton's relay traffic.

When a call has been defined as a long distance call, Hamilton sends this call to its relay
switching tandem. The customer’s selected carrier code is sent with each call so that the tandem
sends the call to the customer’s carrier of choice. Each call is identified as a relay call. If a relay
user has signed up with his/her carrier of choice for a “relay” discount or the carrier is required to
give a relay discount, the carrier will bill the call as a relay call and apply any discounts. Relay
users will receive one bill from their carrier of choice just like they do for all of their direct calis.
Hamilton explains this type of billing arrangement through all Outreach and Customer Service
activities, in newsletters, relay materials, etc. so that relay users understand how to select a
carrier and find the best long distance rates.

Operator services are handled in the same manner as explained above. All operator assisted calls
are sent to the customers’ carrier of choice for processing and billing. Hamilton does not set any
rates for long-distance or operator-assisted calls as the customer’s carrier of choice bills these
calls.

The type of arrangement explained above gives the control to the relay user. The relay user can
pick their carrier of choice, receive one bill for all of their calls and the relay user can shop for
the best rates, just like they do today for calls not made through the relay. Hamilton sees this as
a significant advantage to relay users. The relay user can work with one carrier and the relay
remains invisible. Hamilton will provide this type of service to the relay users of Florida.

Hamilton Relay 235 Service To Be Required



Florida

R e l. a YM State of Florida / Docket No. 110013-TP

V

Hamilton’s customer profile program is based on the relay users’ ANI and provides automatic
connection to the carrier of choice (AT&T, Sprint, MCI, etc.) for both interlata and intralata calls
made by the relay user in the same manner that voice users have access to preferred carriers.
This allows relay users to obtain the rates of their long distance carrier and receive billing for
their long distance relay calls on that carrier's bill. Relay users complete a customer profile with
their carrier information and Hamilton adds this information to its database. On each subsequent
relay call relay users are automatically connected to their carrier of choice.

Relay users can also notify the Communication Assistant of their carrier of choice when making
a long distance relay call. In the event a relay user elects to change his/her carrier of choice, the
Communication Assistant is able to do so. Direct requests for a carrier of choice by relay users
will always override the information in the customer profile for the initial outbound call and
consecutive outbound calls made in accordance with the inbound call. The Communication
Assistant will also explain carrier of choice to a relay user when asked.

With the profile system, Communication Assistants do not need to ask relay users the name of
their carrier and consequently call set-up time is shortened. It ensures that relay users get their
relay calls billed through the same carrier they use for other calls placed from that particular
telephone line. This feature 1s a significant convenience to relay users and a time saver for both
users and CAs. This is truly the most functionally equivalent method of providing carrier of
choice available today.

Besides carrier of choice, Hamilton Telecomrmunications also offers 1010 dialing through the
relay. This service is functionally equivalent to using 1010 services when not placing calls
through the relay. Hamilton is pleased to offer this feature to Florida Relay users.

Non-Participating Carriers

If a Relay user selects a long distance company that is not available through Hamilton’s list of
participating carriers, the CA will so inform the consumer and will then call for a Supervisor for
assistance. The Supervisor will then obtain the customer’s name, telephone number and 800
number of the long distance company allowing Hamilton to contact that carrier in order to ask
them to participate in relay equal access. If a relay user selects a non-participating long distance
carrier via the customer profile, Hamilton will notify the customer that the chosen carrier is not
participating in equal access. Hamilton’s customer service always follows up with the customer
and the long distance company concerning this matter.

If a customer contacts Hamilton requesting a carrier that does not participate, Hamilton will
contact that carrier both verbally and in writing to notify them of their obligation to provide
access to TRS users and encourage them to participate.

Hamilton's Customer Service Representatives are prepared to discuss carrier of choice with relay
users and are also prepared to direct them to other telephone numbers to access more information
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from particular carriers. Hamilton keeps an updated file of the appropriate access numbers to
long distance companies that are participating in relay equal access.

Encouraging IXC Participation in TRS Equal Access

Hamilton will build a list of all certified IXC’s and dial-around services operating in the State of
Florida. Hamilton will mail all certified long distance companies in Florida a letter, which
follows, asking them to participate in Hamilton's equal access process.

Hamilton has provisioned the necessary trunks at each of its relay switching tandems so that long
distance companies participating in equal access can receive relay traffic. Hamilton works with
each company who responds to add them to Hamilton’s switch, allowing that company to pick
up relay traffic for customer billing purposes.

This process is followed for TRS and CapTel.
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Company Name
Address
City, State, Zip

RE: TRS EQUAL ACCESS PARTICIPATION

If you are certified to provide toll services in the state of Florida please read on for important
equal access information as it relates to Telecommunications Relay Service.

To ensure full compliance with FCC orders (see below), Hamilton makes every effort to give
relay users access to as many long distance carriers as possible. We are asking your company to
participate in relay equal access for intralata, interlata, or both types of toll traffic.

Hamilton’s relay switches are located in Louisiana, Nebraska, and Wisconsin.

All interlata and intralata toll traffic from the Louisiana switch is delivered to:
o AT&T Southeast’s Goodwood tandem

566 Lobdell Avenue

Baton Rouge, Louisiana 70803-6316

CLLI code - BTRGLAGWOGT

Point code — 252161001

All interlata and intralata toll traffic from the Nebraska switch is delivered to:
o Windstream tandem

1440 M Street

Lincoln, Nebraska 68508-2513

CLLI Code LNCLNEXLO04T

ICSC number in North Carolina 800.864.7188

Fax number 704.841.3231

All interlata and intralata toll traffic from the Madison, Wisconsin switch is delivered to:
o AT&T Madison Tandem
o Madison, WI
o CLLICode MDSNWII171T

All interlata and intralata toll traffic from the Milwaukee, Wisconsin switch is delivered to:
o AT&T Milwaukee Tandem
o Miiwaukee, WI
e CLLI Code MILWWI1261T

.
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A facility-based carrier (not a reseller) participating in relay equal access is responsible for
picking up its customers’ toll traffic from any of the above tandems and hauling it to the
terminating destination. Carriers must have facilities that will accept relay traffic (1+, 0+,
international, etc.) at all the tandems listed above. All certified carriers within any of the states
listed above are invited to participate in relay equal access.

To participate as a facilities-based carrier for relay you must submit an Access Service Request
{ASR) to activate your carrier code (CIC) in each tandem listed above. Additionally, send
Hamilton Relay, Inc. in Aurora, Nebraska, a Letter of Authorization (LOA) indicating every
state where you are authorized to provide toll service. The purpose of the LOA is to grant
Hamilton Relay the authority to activate you in the relay switches. Please include your
technical contact name, telephone number and email address and your customer service
contact information.

If you are a reseller with an underlying carrier that is certified in Louisiana, Nebraska, and
Wisconsin, then send an LOA to Hamilton Relay, Inc. indicating every state where you are
certified to provide toll service and what CIC to use for your traffic. Also include your
technical contact name, telephone number and email address and your customer service
contact information. The purpose of the LOA is to grant Hamilton Relay the authority to
activate you in our relay switches. It is your responsibility to provide your customer information
to your underlying carrier and/or have your underlying carrier activate your CIC in the tandems
so your carrier can identify your traffic.

Thank you for your attention to this matter. We look forward to hearing from you.

Sincerely,

JoAnne Lambert, Equal Access Coordinator
1001 12th St

Aurora, NE 68818

402-694-5101
joanne.lambert@hamiltontel.com

Hamilton Relay 239 Service To Be Required



Florida

R e l a YM State of Florida / Docket No. 110013-TP

Federal Communications Commission
Washington, D.C. 20554

In the Matter of
Telecommunications Relay Services CC Docket No. 98-67
and Speech-to-Speech Services for

Individuals with Hearing and Speech
Disabilities

e ™ g g g

ORDER ON RECONSIDERATION
Adopted: June 2, 2000 Released: June 5, 2000

page 14
(b) Technical standards.

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

Long Distance Service Provider Letterhead
Mmmm dd, yyyy

Hamilton Relay Inc

Attn: JoAnne Lambert

COC Coordinator

1006 12™ Street

Aurora, Nebraska 68818

JoAnne:

Please accept this letter of authorization to include long distance service provider name as a long distance

carrier for Relay users in the follow states:

o List all states where vour company is authorized to provide long distance services.

If your service area is nationwide, indicate if it includes the 48 continental states or

all 30 states plus territories.

Long distance service provider name is active and ready to receive Hamilton Relay users’ toll traffic at
AT&T Southeast’s Goodwood tandem (BTRGLAGWOGT) in Baton Rouge, LA, Alltel’s tandem
(LNCLNEXIL.04T) in Lincoln, NE, AT&T tandem (MDSNWI1171T) in Madison, W1, and AT&T
tandem (MILWWI1261T) in Milwaukee, WI. Please use the following technical information to configure

Hamilton’s Relay switches:

e Carrier code(s): Long distance service provider’s carrier identification code NNNN. If vou use

multiple CIC codes. please indicate the state, jurisdiction, or calling plan associated with each code

Relay customers are allowed to choose.

Underlying carrier name: Name of underlying carrier, if used

Underlying carrier code: Underlying CIC NNNN, if used

Carrier code(s) to activate in Relay switches and send with calls: CIC NNNN = LD provider or

underlying carrier codef(s)

e Technical contact: Name of technical person with whom to discuss routing issues

» Telephone: Technical contact’s telephone number

o E-mail: Technical contact’s e-mail address

Should your Relay users need to contact long distance service provider name, please have them call our

customer service number, NNN-NNN-NNNN.

Sincerely,
Authorized signature

Typed name
Title

Telephone number

Hamilton Relay
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If a customer does not select a long distance carrier (either in the customer profile or on a per-
call basis), Hamilton defaults that caller to AT&T in most of the states it serves. The FPSC can
change this default if so desired.

Default Carrier

Hamilton’s outreach and customer service teams will work to educate relay users on the
importance of pre-selecting a long distance carrier. Profiling the customer’s current long
distance company ensures that relay users are never charged at the casual user’s rate.

Beyond educating relay users on the importance of pre-selecting a carrier, Hamilton’s outreach
and customer service teams will help relay users “shop” for a carrier, to help them find a long

distance carrier and a long distance calling plan that best fits their needs.

Should the FPSC desire, Hamilton is willing to change its carrier of choice policies.
Hamilton will customize its relay service to meet the needs of Florida Relay users.

Following is the current standard of the Network Interconnections Interoperability forum.
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ATIS STANDARD

ATIS-0300084

Network Interconnection Interoperability Forum,
(NIIF)

Telecommunications Relay Service (TRS)
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ATIS is a technical planning and standards development organization that is committed to rapidly
developing and promoting technical and operations standards for the communications and related
information technologies industry worldwide using a pragmatic, flexible and open approach. Over
1,100 participants from more than 350 communications companics are active in ATIS’ 21 industry
committees, and its Incubator Solutions Program.

< hitp://www.atis.org/ >

ATIS-0300084, Telecommunications Relay Service (TRS), July 2008, Formerly NIIF-0008

ATIS-0300084, Telecommunications Relay Service (TRS), is an ATIS standard developed by the NiIF under
the ATIS OAM&P Functional Group.

Published by

Alliance for Telecommunicationa Industry Solutions
1200 G Stroeet, NW, Suite 500
Washington, DC 20005

Copyright © 2008 by Alliance for Telecommunications Industry Solutions
All rights reserved.

No part of this p ublication may be reproduced in any form, in an electronic retrieval system or otherwise, without the prior written
permission of the publisher. For information contact ATIS at 202.628.6380. ATIS is online at < hitp:/iwww atis org >.
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1.0 BACKGROUND

1.1 Intreduction

This paper presents th e current industry understanding re garding network technical issue s
associated with the implementation of Telecommunications Relay Service (TRS). Of particular
concem is the issue of carrier of choice -- the ability of the TRS user to specify the carrier the
user wishes to transport the call, an d the manner in which this feature can be provided. This
effort is a result of a ctlivity initiated at the Ind ustry Carriers Compatibility Forum (ICCF). It
represents the current industry view and may be subje ¢t to change. Any such changes,
including modifications or additions to the document will be made under the direction of the
Network Interconnection Interoperability Forum (NIIF).

Although the technical arrangements described inthe 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 im plement these arrangements, and the timetable in
which such arrangements should be deployed, is likely to be based on business an d 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.

1.2 Telecommunications Relay Service

Telecommunications Relay Service (TRS) is a t elephone 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 individu al in a manner that is fu nctionally equivalent to the ability of
an individual who does not have a hearing impairment or speech impairment.

TRS includes services t hat enable two-way communication between an individual who uses a
Text Telephone (TT) or other non-vaice 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 t hat TRS be made available. Most
significant of these actions is the Americans with Disabilities Act (ADA) which prescribes tha t
“Each common carrier ... shall ... provide ... TRS, individually, through designees, through a
competitively selected vendor, or in concerl with other carriers.” In addition, the ADA directs the
FCC to prescribe regulations that establish functional requirements, guidelines, and operations
procedures for TRS.
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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 shaill have access fo their chosen interexchange carrier
through TRS, and to alf other operator services, lo 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 single carrier, either an interexchange carrier (IC), a local exchange company (LEC), or other
{usually non- profit) organization. The regulation prescribing equal access for TR S 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 pro vider must establish the technical capability and
the administrative procedures to route the call to the designated transport carrier. Similarly, th e
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 t he call. Wit h such an

arrangement, the established connection will link the calling party to the called par ty, 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 notonly b y the T RS provider, bul also by a ny other ca rrier that is involved in
transporting the TRS call. Accordingly, ifaca |l is routed by the TRS provider to a transport
carrier, the transport carrier must be able to idenlify the callasa TR S 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 efficlent a manner as possible. The need for such efficiency implies that the transport
carrier receive, through available ne twork 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 desirea ble that any additional information
further describing the nature of the calling line (e.g., hotel/motel, payphone, etc.) be provided.

Calls not requiring operator assista nce should ba routed to the transport carrier's non-operator
switch. That is, calls w here alternate billing (ca rd, collect, third party) is not requested by the
calling party should not involve  the operator services position of the t ransport carrier. When
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aiternate billing is requested, the interaction between the CA and the ir ansport 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 functiona |
equivalency to non TRS connections.

3.0 NETWORK ARCHITECTURE

3.1 General

The suggested network architectur e to effect carrier of choice is shown in the figu re below. A
key feature of the architecture is the capability within the TRS platform which allows the platform
to outpulse in an equal access signaling format to a LEC access tandem switch. This capability
takes advantage of known access network capabilitie s and arrangements to effectively provide
connectivity to the requested transport carrier.

I?:I:Ee ;s ;'é":xfue CE Sl servce
PROVID ER
0ZZ + XXX
Il + ANI + 10D
Tolfree NXX-XXXK LEG TRAHNSPORT
ACCESS CARRIER

OF

TANDEM | Il + ANI + 10D
CHOICE

NETWORK ARCHITECTURE FOR CARRIER OF CHOICE

it is recognized that some of the capabilities described as well as the necessary access trunking
are not now in place an d will have to be deplo yed to comply with the proposed a rchitecture.
Further, it is understoo d that this network architecture cannot be used for certa in 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 arrangeme nts are deployed, are li kely to be
based on business and reguiatory concems.
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3.2 Access to the TRS Platform

Connection of the end u ser (calling party) to the TRS platform is typicall y 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 TR S provider the 10 dig it calling number (ANI}).  In addition to
the calling party number, the Toll-free service should deliver to the platform the ANI Il digit pair
associated with the calling line.

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 r equired, 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 tan dem uses a two stage outpulsing sequence with the first
stage of the form "OZZ 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.

3.4.1 The Use of Unique ANI Il Digit Pairs

It is necessary that the carrier of choice (the transport carrier) recognize the call in coming to its
network as a TRS call. To effect t his recognition through network signaling, new ANI I  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 fora
particular billing treatment, multiple ANI 1l digit pairs are necessary. Accordingly, the use of
these new ANI Il 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 |l digit pairs are given in Section 6, below.

It should be recognized that the ANI Il digit pair sent by the TRS platform to the carrier of choice
will not be the ANI Il digit pair origi nally associated with the calling line and initiaily received by
the TRS platform. Rather, the TRS Platform must map the ANI Il pair of the calling partys line
to one of the new ANI |l digit pairs assigned for TRS use.

3.5 The Use of $87 Feature Group D Signaling

The TRS Platform will route the cal | to the req uested carrier by generating an Init ial Address
Message {IAM) containing the app ropriate parameters to enable the originating LEC access
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tandem to route the call to the app ropriate IXC. The 0ZZ XXXX will be sent in the Transit

Network Selection (TNS) parameter and, as in the FGD in-band signal ing above, the 0ZZ will
indicate the trunk group type (Circuit ID} and XXXX will contain the Carrier Identifica tion 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 (1+, 0+, etc.). Since the
TNS is not passed fro m the tandem to the | XC, the NIIF recommend s 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 NIIF recommends utilizing a CSP value of 7 for TRS calls. CSP value of
7 is defined as “Selected carrier identification pre-subscription unknown (verbal) instruction s
from the calling party.” Further information on CSP values can be found in T1.113, Signaling
System No. 7 {837) - Integrated Services Digitai Network (ISDN) User Part.

The NHF recommends that the TRS platform pass the Jur isdiction 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 two-digit codes providing indicat ion of the type of station
making the call. These codes are referred to variously as "ANI Il digi  ts", “Info Digs”, and “I|
digits®, and are described below for TRS use. The NIIF recommends th at the IAM sent by the
TRS platform be populated in accordancew  ith T1.113, Signaling System No. 7 (S87)-
Integrated Services Digital Network (ISDN) User Part.

3.6 Call Flows

The following are descriptions of the cail processing necessary to establish and complete a TRS
call.

3.6.1 TRS Call Billed to the Caling Line

Consider a TRS call made from a residence line where the caller wishes to have the ca ||
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, be cause of the mannerin which th e (Tollfree) service was

provisioned, the TRS platform would receive th e calling party number (ANI} and the associate d
Il digits (in this case 00). The calling party will communicate with the CA, informing the CAo f
the called number and the choice of carrier. The CA, recognizing (throug h the 1l digits) that call
i5 made from an unrestricted li ne 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 calltot he designated carrier causing an equal access signaling
message to be transmitted from th e TRS platf orm to the appropriate LEC acce ss 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 signalin g message contains both calling and
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called party number, including the new |l digits 60 indicating that the call is a TRS call and that
there are no billing restrictions on the calling line. The call would be completed by the transport
carrier with the necessary call detall indicating th e use of TRS, thereby p ermitting the transport
carrier to apply the appropriate rate treatment.

3.6.2 TRS Call with Altermate Billing

A callwill be designated as an alternate billed call either because the call ing party has
requested such treatment or the CA, based on an indica  tion from the calling line i digits,
recognizes that the call cannot be treated as sent paid. In sither event, the call would reach the
TRS platform as previcusly described in Section 3.6.1.

The CA, after determining that alter nate billing is required, will initiate the call to th e specified
carrier as if the call were dialed 0+. Carrier identification will again be realized through the first
stage of FG D signaling through a LEC access tandem. The calling pa rty number information
will contain the necessary |l digit pairindica  ting 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

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 |l digits of the calling line

- Recognize the routing needs (e.g., 1+, 0+) of the calling party

- Map the calling line 11 digits to the TRS |l digits as appropriate

- Route the call to the carrier of ¢ch oice using FG D signaling through a LEC access
tandem switch. (Acce ss 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 pro vider to inform all ICs operating in a given state
(where the TRS provid er offers se rvice) of th e location of specific access tandem switches

Hamilton Relay 252 Service To Be Required



Florida

R e l. a y\_ State of Florida / Docket No. 110013-TP

V

through which "carrier of choice" traffic will be distributed. Moreover, the TRS pro vider is also
responsible for informing the industry relative to the activation by the TRS provider of any newly
assigned ANI Il 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 efficie nt
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 H digits

Record the necessary call detail information for rating and billing

6.0 RESPONSIBILITIES OF THE LEC

The designated architecture for carrier of choice requires that the TRS pro  vider 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 th e deployment of the re commended architecture
requires that access recording capability be available at the tandem switch which receives traffic
from the TRS provider and routes th at traffic to the transport carrier. To the extent that access
recording capabilities are not available, their development should be considered.

7.0 NEW ANI Il DIGIT PAIRS FOR TRS

It is suggested that three new Il digit pairs be a ssigned to permit the efficient implementation of
TRS and, in particular, carrier of choice.

Hamilton Relay 253 Service To Be Required



Florida

such a mapping.

Relay —

7.1 TRS H Digit Pair 60
7.2 TRS |l Digit Pair 67
7.3 TRS Il Digit Pair 66

7.4 ANI H Digit Mapping

State of Florida / Docket No. 110013-TP

V

ANI [l digit pair 60 indicates that the associated call is a TRS call delivered to a transport carrier
from a TRS provider an d that the call originated from an u nrestricted line (i.e., 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 cailing line.

ANI |l 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 originate d from a restricted line. Accordingly, sent paid
calls should notbe allowed and additional screening, if available, should be performedt o
determine the specific restrictions and type alternate billing permitted.

ANI Il digit pair 66 ndicates that the associated call is a TRS call delivered to a tran sport carrier
from a TRS provider, a nd that the call originat es from a hotel/motel. The transport carrier can
use this indication, alo ng with other information (e.g., whet her the cail was dialed 1+ or 0+) to
determine the appropriate billing arrangement (i.a., bill to room or alternate bill).

ANI |l digit pairs associated with the calling line and received by the TRS platform will have to
be mapped into the thre e |l pairs assigned for TRS).60, 66, 67. The fo llowing table suggests

ORIGINAL DESCRIPTION TRS Il DESCRIPTION
Il PAIR PAIR
00 UNRESTRICTED 60 UNRESTRICTED
-
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01 MULTIPARTY 60 UNRESTRICTED

02 ANI FAILURE &7 RESTRICTED'

06 HOTEL/MOTEL 66 HOTEL/MOTEL

07 SPECIAL 67 RESTRICTED
OPERATOR
HANDLING

20 AIOD 60 UNRESTRICTED

23 COIN/NON-COIN | 67 RESTRICTED
UNKNOWN

24 Tolifree SERVICE | 67 RESTRICTED

25 Tollfree 67 RESTRICTED

27 COIN 67 RESTRICTED

29 PRISON / INMATE | 67 RESTRICTED

61 CELLULAR 67 RESTRICTED

62 CELLULAR 67 RESTRICTED

63 CELLULAR 67 RESTRICTED

70 COoCcoT 67 RESTRICTED

93 VIRTUAL NET 60 UNRESTRICTED

8.0 Additional Technical Issues

Several additional te chnical issues must be re cognized by both the T RS providers and the

transport carriers.

iTypically, when AN 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 platform as an unrestricted call (i.e., with ANI Il AA).
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The previously described call flows indicate that the TRS provider will deliver tra ffic 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 pl atform will deliver carrier of choice traffic. Itis
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.

8.1 Trunking to the LEC Access Tandem Switch

If this were the case, at least two difficulties might arise. First, the information provided to the
transport carfrier necessarily include s the calling party number which indicate th & NPA code
associated with the originating location. Accordingly, if this call is delivered to a Pointo f
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 "foreig n" 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 1+ calling from hotels is based upon intemal 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, pre ferably from the switch that serves
the calling NPA.

8.2 Tollfree Database Access

There are two situations where Tollfree Databas e Access will provide to the TRS platform an
ANI |l digit pair which does not directly describ e the characteristic of the originating line, or will
change the |l pair associated with the calling line. 1l 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 Il 23
will occur, for example, on some calls originating from non equal access end offices.

Upon receipt of i 23 the CA should attempt to obtain the full (10 digit} AN{ 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 |l 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 li ne, or is unwilling to ta ke
responsibility for that decision, the call should be forwarded to the transport carrier with the ANI
Il digit pair for a TRS restricted call.

ANI Il 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 ll 24 is received, the CA shoul d
again attempt to determine the natu re of the calling line. More appropriately, the TRS provider
should request of its Tollfree service provider that POTS translation not be used.

Hamilton Relay 256 Service To Be Required



Florida

R e l a y¥ State of Florida / Docket No. 110013-TP

v

Clearly, the designated transport carrier of choice to which the TRS pro vider will direct the call
must have a Point of Presence {POP} in the area from whic h the call originates, and must have
in place access facilitie s from the tandem switch to which the TRS pro vider 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.

8.3 Inaccessibility of the Designated Carrier

It should be noted tha t announcement capab ity may not be availa ble at ali LEC tande m
switches that will receive TRS (carrier of choice) traffic, possibly causing call s routed to
unavailable carriers to terminate in reorder, without  explanation tothe ¢ alling party.
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 i n which a calling party making a TRS call needs to access the LEC
operator for assistance. Accordingly, the TRS platform should incorporat e and support existing
interconnection arrangements (e.g., operator inward dialing ) and procedures to accommodate
this potential need.

8.5 Transfer of TRS IntralLATA Calis to the LEC

As previously explained (Section 1.4) there ma y be situa tions where, subject to regutatory
directives, intraLATA cails 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 simpily 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 completio n, 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 a n individual
case basis. In any event, should L EC completion of intraLATA TRS calls be re quired (in some
areas, state commissions have au thorized TRS providers to complete intral ATA traffic) the
arrangements necessary to accornmodate this need shou Id be developed through one-on-cne
negotiations between the TRS provider and the LEC.

8.6 Coin Sent-Paid Calls

A recent FCC Order (CC Docket 9 0-571, released 2/25/93) ruled that TRS must accommodate
coin sent-paid calls. Current TRS access arrangements (i.e. Tollfree service) and TRS platform
capabilittes cannot adequately support coin sent-paid traffic as the necessary coin control
signaling fealures, required to moni tor the deposit and collection of coins, are not available.
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Moreover, the difficulties are compounded if the call is ha nded off from the TRS providerto 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 p aid TRS traffic would require a non-voice interface for coin
control signaling and the development of th e associated industry standards.  In addition,
changes in customer premises equipment (i.e., 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, alon g with the LEC, ma y choose not to implement
the above described capabiliities. Although less efficient, t here 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 101X00(X access. The call would be
routed to the carrier of choice with the ANl and the ANI il digits of the TRS platf orm. The
transport carrier could identify calls from a TR S provider based upon the ANI, a nd collect the
call detail for those calls in a "dow nstream" process. Call detail inf ormation, recorded by the
TRS provider, including calling party number could then be provided t o the transport carrier,
allowing calls complete d over the transport  carrier's network to be associa ted with the
appropriate calling party. Accordingly, the calls could be rated and bilied.

This arrangement would permit a TRS providar to route the call to the calling par ty's carrier of
choice, and would not require the network  modifications and access trunkin g 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 r esuit in lost data and/or
errors. Moreover, the absence of r elevant information (e.g., calling party number, relevant ||
digits) in real time during call pro cessing could inhibit the transport carrier's abilit y 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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The relay provider or its underlying telecommunications provider shall be allowed to retain
the toll revenues for all long distance calls billed by or on behalf of the relay provider or its
underlying telecommunications provider.

46. Recipient of Toll Revenues

Hamilton will not perform any long distance billing functions under this contract. All long
distance calls (i.e. intralata, interlata, and international calls) will be billed by the relay user's
carrier of choice. As a result, Hamilton will not retain any toll revenues.

47. Long Distance Call Billing

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 identifving 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 (NPA-prefix-line number)
b. Originating and terminating telephone number (NPA-prefix-line number)

¢. Originating and terminating exchange name

d Date

e. Start time

1 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 aiso fully describe
the billing system and billing process that will be used, including identification of any
subcontractors, specific duties of the subcontractors, and how the billing record detail will be
transmitted to the billing agent (if any).

Because Hamilton does not perform any long distance billing, Hamilton is not in control of these

time measurements. However, Hamilton does send all the needed information so that the long
distance carrier can perform and calculate accurate billing and time measurements.
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Hamilton’s switch is acceptable for all public phone measurements and its accuracy is
guaranteed by the manufacturer. In addition, Hamilton syncs its timing devices to the atomic
clock in Boulder on at least a weekly basis. To ensure the highest level of service, Hamilton’s
technical staff monitors all systems daily and scans all log files daily for any indication of a
potential problem. All CAs complete an observation sheet for any calls in which they experience
a technical difficulty so that technicians can analyze and identify any potential problems.
Hamilton will provide a very high level of reporting accuracy to the State of Florida.

Automated Billing System to Determine Call Jurisdiction

Hamilton makes use of an automated billing system to determine call jurisdiction. As explained
below, Hamilton marks on every billing record whether the call is local, EAS, intrastate or
interstate. This is done immediately when the call is placed. Hamilton performs a second check
of call jurisdiction during the monthly settlement process. By determining the jurisdiction of
every relay call twice, Hamilton can guarantee that call jurisdictions are established correctly and
that the FPSC will only pay for intrastate relay minutes. In addition to redundant jurisdiction
look-ups, Hamilton also accounts for every minute of relay use. This means that all reports must
balance at the end of every month in each jurisdiction category. This additional safeguard
ensures that all minutes are accounted for correctly.

Hamilton will report total interstate minutes of use to FPSC. Hamilton will bill the FPSC for all
Florida intrastate relay traffic. Hamilton will bill the Interstate TRS Fund direct for all interstate
minutes.

Call Billing Records

Hamilton uses its call billing records to generate billing to the State. Hamilton does not generate
any billing to relay users. Call Billing Records contain the following information. Hamilton’s
call billing record system is completely automated and available for audit when deemed to be
necessary.

Calling Number

Called Number

Bill Number (for card or third party)
QOutgoing Call Type (Collect, Third, etc.)
Validation Codes Completion Code
Outgoing Call Class Connect Date

Connect Time Disconnect Time
System Time Queue Time
Operator Time Charge Time
Incoming Call Type Operator ID
Operator Position

Calling Trunk Group
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All of this information is recorded in Hamilton's relay platform. This also records the following
call events as illustrated below:

Called Trunk Group

------------------- Call initiated (off-hook detected)
System Time
Call is placed in queue

Queue Time
................... Call is assigned to CA

................... Call dialed and ringing
------------------- Call completed (called party off-hook)
.................. Call breakdown (either party off-hook)

Hamilton’s System and Process for Billing the State

Hamilton performs the following functions in-house. After records have been made for each
call, this data is transmitted daily from the relay platform to the toll processing computer system.
Within this system, call jurisdictions are defined again by linking the calling and called numbers
to geographic data tables that contain NPA-NXX information. Calls are then identified as
intralata, interlata or local/EAS. This also is done at the workstation during the actual call.
(Interstate and Intrastate toll calls are sent immediately to the customer's carrier of choice for
billing via the tandem while the relay call is taking place.) Local/EAS, intrastate and interstate
call information is retained for calculation of biliable minutes. Hamilton then takes the
conversation time as recorded for each record and uses it to make its billable amount calculation
to the FPSC and to the Interstate TRS Fund Administrator for interstate relay calls.

Hamilton uses the information contained in the call billing record (see above) to prepare its
annual and monthly reports. The various “time” measurements are used to calculate answer
performance and queue time. Call records are also used to identify incoming call type (i.e. TTY,
Voice, Speech to Speech, etc.). Inbound, outgoing and completed call counts as well as billing
jurisdictions are calculated from call billing records.

Hamilton’s relay switch generates a call detail record for each relay call (call detail records
include call set-up and wrap-up time) and records each call to the nearest second. For reporting
purposes, minutes are rounded to the nearest hundredth of a minute. For example, a relay call
lasting 7 minutes and 2 seconds (including set-up and wrap-up) is reported as 7.03 minutes; a
relay call lasting 7 minutes and 7 seconds is reported as 7.12 minutes. All call minutes within a
calendar month are then added to determine the amount of time to be billed to the State.
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Hamilton’s billing accuracy is unmatched by our competitors. Hamilton measures to the
nearest 100th of a minute, thus saving the State money. Please see Hamilton’s Pricing
Proposal to learn why Hamilton is the most cost effective relay provider.

48. Special Needs

The provider is not required to provide Special Needs services. However, consideration will
be given for additional evaluation points for proposals that inciude Special Need services
(beyond any other services for basic relay described elsewhere in their RFP) as a part of the
basic relay service.

Special Needs is defined 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
Jfrom 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.g., 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 (i e., where
caller can only communicate in a language other than English or Spanish), or (3) handling
complex calls (e.g., intervening in a call with a doctor to explain a medical procedure.)

The bidder shall describe what steps will be taken to provide telecommunications assistance
fo 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.

Hamilton believes that it is essential for a relay service to employ persons who are deaf, hard of

hearing or who have difficulty speaking. Hamilton has employed individuals who are deaf or

hard of hearing in the below positions in the past and present, (as outlined in Section B.7 above)

and intends to continue to recruit and hire such individuals in the future for a variety of positions.
s Board of Directors & Vice President of Hamilton Telephone Company and President of

Relay

National Outreach Manager

Contract Manager

Relay Center Manager

Assistant Relay Center Manager

Hamilton Relay 262 Service To Be Required



Florida

R e l. a YM State of Florida / Docket No. 110013-TP

Program Manager

CapTel Product Manager

Internet Based Relay Services Product Manager
Outreach Coordinator

Customer Service Manager

Customer Service Representative

Hamilton currently employs a long list of individuals with disabilities which is explained in full
in our Executive Summary. Hamilton’s staff has a great deal of subject matter knowledge in the
area of Deaf and Deaf/Blind services. Hamilton’s Communication Assistants undergo extensive
training to ensure all relay calls are handled in a manner that is sensitive to the social/cultural
variations of relay users accessing the relay service. Hamilton’s CAs are very sensitive to the
different mannerisms that appear in relay calls and are dedicated to making sure conversation
takes place.

Hamilton will work very closely with the state to ensure that relay services for Deaf, Deaf/Blind
and Speech to Speech users are tailored to support the wide diversity of Florida’s population as
well as all consumers who require enhanced relay functionalities in their communication,
including the enhancements listed below.

Mobile CapTel®

Hamilton provides Mobile CapTel. Hamilton was the first provider to introduce single-phone
mobile CapTel service. Hamilton Mobile CapTel allows users to place and receive calls — while
reading word-for-word captions — on a single device.

Hamilton Mobile CapTel can be used anywhere on a single, mobile telephone that is capable of
supporting both voice and data simultaneously through a 3G or Wi-Fi connection. Hamilton
Mobile CapTel gives freedom to individuals who do not hear on the phone. The captioned
telephone has been available for years, but always required a special telephone. With the
introduction of Web CapTel and Mobile CapTel, Hamilton Relay is making equal access to all
individuals a reality, wherever they are. While initially available on the iPhone™ 3G, Hamilton
looks forward to quickly making Hamilton Mobile CapTel available on a variety of devices and
networks.

Hamilton will continue to meet all FCC requirements in operating its IP Captioned Telephone
and Mobile CapTel services and will abide by all FCC requirements and waivers. Today, the
Interstate TRS Fund is paying for all IP Captioned Telephone Service minutes.
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Hamilton’s slow type buffer allows the CA to type at a normal pace while sending the text to the
relay user at rates of text in increments of 5 words per minute from 10 to 45 words per minute.
Hamilton CAs have the ability to turn this feature on or off on a per call basis.

Deaf/Blind Pacing/Slow Typing Requests/Slow Type Buffer

Hamilton CAs or Customer Service will work with Deaf/Blind individuals or with the elderly
using VCO to find the right transmission speed. Hamilton CAs will make tests calls to ensure
transmission speeds are set correctly. Transmission speeds can be reset at anytime; on individual
calls or through the Customer Profile. Transmission speeds can even be reset several times
during a call. As with all aspects of Hamilton’s relay services, the customer is in control.

Verbatim Versus Transliteration

As required by the FCC, CAs are required to type and voice every word of a relay conversation
verbatim.

Verbatim typing and voicing is required on all relay calls with the following exceptions:
8 A TTY user has a “Translator Profile”
s Either one of the relay users involved in the conversation requests translation.

s The relay user requests summarization.

In any of these circumstances, the CA calls a Supervisor to ensure proper handling of the call.
As explained in the previous section, Hamilton trains its CAs and Supervisors to serve as relay
translators. The role of the translator is not to interpret ASL since American Sign Language is
not a written language. Instead their role is to “translate” the hearing person’s English into
“ASL-like” conversation and voices the “ASL-like” TTY user’s words into conversational
English without compromising meaning or intent.

Understanding and Translating Limited English or Spanish

Hamilton trains CAs to translate limited written English or Spanish to correct spoken English or
Spanish via intensive training in three areas. First, we train the CA to gain an understanding of
how deaf and hard of hearing people typically write English or Spanish and the background
behind that. This includes syntax, abbreviations, word choices, etc. Hamilton then instructs CAs
on the proper ways to translate this form of English or Spanish into correct written English or
Spanish. Finally, Hamilton’s CAs are taught how to translate from limited written English or
Spanish to correct spoken English or Spanish. By developing skills in these three areas and in
this order, Hamilton has discovered that the Communication Assistant is much more capable of
translating relay calls. Hamilton uses videos, manuals, observation and a variety of role play
scenarios to practice these skills.

Hamilton’s training process dedicates a great deal of time to learning how to translate ASL to
conventional English or Spanish. At the beginning of the training period, each Communication
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Assistant receives a manual covering syntax (see Attachment K). This manual has proved to be a
valuable tool for Communication Assistants as they develop their skills in this area. As a result of
this manual and other types of classroom training and exercises, Hamilton’s Communication
Assistants are able to translate calls from limited written English or Spanish language into English
or Spanish for the hearing user. Before translating calls, all Hamilton’s CAs must pass a
proficiency exam which tests the skills needed to meet this requirement.

Hamilton has also developed several intensive translation programs. One program was designed
by Daniel Burch, a past president of the national Registry of Interpreters for the Deaf. It goes into
great depth on how to perform translations from limited written English to correct spoken English.
Please see Attachment K for this training manual.

Another ASL Translation Training program demonstrates how Hamilton trains CAs to evaluate
the meaning of Deaf writing. Hamilton CAs are trained to carefully look at portions of a
completed conversation to find clues to understanding deaf usage of interrelated English
sentences and to focus decoding efforts on noun and verb placement and to look for hints of
“voice” that are not overtly present.

The fundamentals of ASL training include in-depth information on the deaf syntax, culture and
basic limited signing. Because understanding deaf culture is an integral part to understanding a
written conversation from a deaf person, Hamilton includes experts in deaf culture during these
training opportunities. New hires and seasoned CAs gain tremendous awareness of the logic and
history behind certain phrasing types and seemingly “odd’ uses of certain English terms. CAs
have repeatedly expressed their satisfaction with these sessions.

Hamilton does not charge for special needs services — they are included as part of Hamilton’s
base price. Hamilton’s Customer Service Team will promote any equipment that can be used by
those with physical limitations as it comes available. Hamilton’s customer service team will
serve as a resource to assist Florida relay users with all types of issues— whether temporary or
permanent.

49. Unsolicited Features in Basic Relay Service

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
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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 1o convert speech to text; (b) enhanced transmission
speed, efc.

Hamilton will provide the following features and benefits to the FPSC as part of our base price.

STS Training Line

Hamilton Relay's Speech-to-Speech (STS) User Training Line is a resource for individuals,
family, friends, medical professionals, businesses and organizations to familiarize themselves
with the proper etiquette and standard procedures of using STS. Individuals who are residents of
Florida and/or intend to use the STS Service with a Florida resident will be eligible to utilize the
training line.

On the STS User Training Line, our representatives are prepared to:

o Describe how STS calls are placed and what happens on a typical STS call

¢ Explain call handling instructions including; dictated messages, privacy options, and "first
thoughts" (information shared with the Communication Assistant before dialing)

o Explain strategies used to help clarify speech patterns

o Review and establish Customer Profile options

¢ Place practice calls

The STS User Training Line will be available 24/7 and can be reached by contacting the
Customer Service Department. This service is billed on a per minute basis.

Visually Assisted Speech to Speech

The purpose of VA-STS is to provide the STS CA with visual communication cues including lip
reading, spelling in the air, facial expressions and other physical movements that may facilitate
comprehension of what the person with a speech disability is saying.

Visual Assisted Speech To Speech (VA-STS) capability supports a STS user that is connected to
the Relay Provider via a regular STS telephorne audio call through the Public Switched
Telephone Network (PSTN). The STS user will need to have a telephone connection, as well as
compatible video equipment, and an internet connection with enough band width to enable a
clear video connection between the STS CA and the STS user.

The STS user is able to indicate automatic requests for a video connection via their STS
Customer Profile. If a STS customer has a completed Customer Profile form associated with
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their telephone number, the CA will receive this information when connected to the STS user
during the initial telephone call.

A STS user who has the required equipment will first call Florida Relay using their telephone
and connect with a STS CA via the Toll Free STS access number. Once this connection has
been established, the STS CA will place a secondary call, either by using the STS user’s IP
address or assigned 10 digit number, connecting the CAs video equipment with the STS user’s
video equipment using a high speed internet connection. This will allow the STS CA to not only
hear the STS user’s voice, but to watch facial expressions and mannerisms that may help them to
understand the STS user in a clearer manner. A STS user will not be able to initiate an inbound
call via video. The CA then places the outbound relay call via the relay workstation.

All standard STS call procedures will remain the same for VA-STS calls. This service is billed
on a per minute basis.

Account Manager

Hamilton will provide Florida Relay with a full-time, in-state Account Manager who will
manage the contract between Hamilton and the FPSC. Hamilton has included this position in
its per-minute rate. See Section B.39 above for a complete description of Hamilton’s Account
Management Team.

Remote Conference Captioning (RCC)

Hamilton provides Remote Conference Captioning (RCC), with real time captioning, to enable
text users to participate in conference calling. Hamilton offers this service in both English and
Spanish. Hamilton is including 37,500 free minutes of RCC as part of our base price. Cost
for additional hours is included in Hamilton’s cost proposal.

Hamilton will provide RCC in conjunction with Caption First, a company that has been
providing real-time captioning and CART services since 1989 and is an industry leader in this
area of service.

RCC services will include Communication Access Realtime Translation (CART) service
delivered over the Internet for use by the Florida relay users.

All CFI captioners are certified with at least one of the following certifications and many hold
multiple certifications. Details on certification qualifications can be found at

http://mcraonline.org/certification/Certification/.

RPR-Registered Professional Reporter

¢ CRR-Certified Realtime Reporter
¢ CCP-Certified CART Provider
s CBC-Certified Broadcast Captioner
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Florida relay users may request RCC services by completing a RCC Scheduling Request Form
on the Florida Relay website or by calling Florida Relay Customer Service. Hamilton guarantees
Florida relay users access to RCC Services if scheduled 24 hours in advance. Hamilton will
offer RCC Services with a two hour notice for emergency situations.

Deaf/Blind Pacing/Slow Typing Requests/Slow Type Buffer

Hamilton’s slow type buffer allows the CA to type at a normal pace while sending the text to the
relay user at rates of text in increments of 5 words per minute up to 45 words per minute. This
service is provided along with all DBS Profile features. Hamilton CAs have the ability to turn
this feature on or off on a per call basis. See B.48 above for a more complete description of this
service.

Third-Party Testing

In addition to our internal evaluations, Hamilton utilizes The Paisley Group (PGL), to provide
third-party, independent evaluations. PGL is a well respected auditing firm who is experienced
in evaluating relay performance. Hamilton carefully examines these results in order to identify
root causes. In a recent example, Hamilton noticed a competitor claiming a faster typing speed
than Hamilton. Upon due diligence, Hamilton discovered our competition’s testing was
performed in a different connection mode than Hamilton’s, providing an erroneous result.
Hamilton is careful to ensure that all testing, whether internal or provided by a third-party,
provides information that is valid, unbiased and accurate.

Please see Section B.7 above for more information on independent, third-party testing.

Extra Training

As described fully in Section B.7 and B.8 above, all of Hamilton’s relay staff, including
management, receive 20 hours of initial training devoted solely to disability issues. In addition
to training for new staff, Hamilton provides an additional 12 hours of specialized/cultural
training annually for all relay CAs and Staff. Please see Hamilton’s CA Training Manual in
Attachment K.

Error Corrections/Abbreviation Expansion

To increase typing speed and reduce conversation time, Hamilton utilizes an Error Correction
program which automatically checks words to be transmitted against our dictionary of commonly
misspelled words. If a misspelled word is found, the Spell Checking software automatically
corrects the word before it is sent to the TTY users. While the software automatically corrects
any typographical errors of commonly misspelled words, proper nouns are not affected.
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The spelling database is continually updated with new words as needed. Hamilton’s relay users
have seen the benefits as fewer typing errors are seen by the TTY user. This is one more way
Hamilton continues to bring quality service to its relay customers.

Hamilton’s workstations also utilize a software feature that allows Hamilton’s CAs to use
common abbreviations which are automatically expanded to the entire word in the transmitted
text, which speeds up the transmission of the call.

Relay users can specifically request to not use Spell Check or to not expand abbreviations via
Hamilton’s customer profile. With Hamilton, relay users can customize exactly how they want
their relay calls processed.

Speech to Speech

As described more fully in Section 24 above, Hamilton provides specially trained CAs to
process Speech to Speech calls which is available in both English and Spanish. Hamilton’s STS
Service allows individuals who have difficulty speaking to use his/her own voice or a speech
synthesizer when using the relay. STS users have the ability to communicate with any and all
relay users including but not limited to VCO, HCO, TTY, 2LVCO, other STS users or standard

phone users.

STS Profile

Following are additional Speech to Speech options that are available for STS customers. Each of
these features can established through a Customer Profile and can also be requested on a per call
basis:

e STS Relay users can set-up their profile to include contact information by hours of

availability and location. This allows a hearing user the ability to ask for the STS user by

name and be automatically connected with them at their registered location based upon

the hour of the day and day of the week.

Retained information from one inbound call for subsequent calls

411 — the ability to ask callers to call by name rather than by number

CA confirmed preferences before dialing allowing an STS user to select which CA their

call will be routed to. If the requested CA is unavailable, the call will be automatically

routed to another STS CA.

Standard message to leave on answering machines

Mute or not mute transmission of the STS user’s voice to the other party

Retain information from one inbound call for subsequent calls

Inform the CA if the STS consumer uses a voice synthesizer and Augmentative

Alternative Communication devices, as well as the brand

e Direct the CA to ask specific questions of the STS user before the call begins, including
“Shall I tell the party who is calling?”
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Determine who will explain the relay to the other party

Require the CA to confirm call handling preference before dialing the requested number
A standard message to leave on an answering machine

50 frequently called numbers that can be dialed by name or number

Inform the CA if the person the STS user is calling is familiar with Speech-to-Speech
Inform the CA if the number being dialed is a business, financial institution,
personal/social contact

e  Other special instructions

Turbo Code

As described in Section 23 above, Hamilton provides Turbo Code as part of its base price so
that relay users are able to automatically connect “Turbo Code” on every relay call type.
Hamilton’s modems auto-detect the end-user’s equipment for Turbo Code; if Turbo Code is
found, Hamiiton automatically connects in “Turbo Code” to the relay user.

Faster than Baudot (Turbo Code is similar to “real-time”), Turbo Code does not have the
limitation of ASCII. With Turbo Code, Hamilton relay users can use their Turbo Code Interrupt
feature and the CA will acknowledge the interrupt. Hamilton has secured a license from Ultratec
to use this proprietary alternate protocol in its relay modems.

Enhanced Turbo Code

Hamilton’s Enhanced Turbo Code is capable of storing user specific data (the user has total
control over this data) which is automatically transmitted to the relay at the beginning of a call,
such as whether they are VCO users, whether they’d like a male or female CA, and what long
distance carrier they’d prefer to use. Each time a relay call is placed, these details are
automatically passed on from the E-Turbo TTY to Hamilton’s Relay Service, thereby
climinating the need to “set up” the call with the CA.

Relay users who’s 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, VCO 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. E-Turbo Code
will be available from Hamilton in 2012.

Fast Relay CapTel

Hamilton offers the FPSC a trial of Fast Relay CapTel (without error correction.) Hamilton wiil
make available a trial of a “No Corrections” feature. Such a trial would involve a small group of
users who would be allowed to ask for “no corrections.” For the rest of the conversation, the CA
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would not attempt to make any corrections and would only revoice. After a period of six
months, the trialists would be asked to evaluate the feature. Depending on the outcome,
Hamilton may, at its option, offer the feature as a standard feature.

Web CapTel®

Hamilton provides Internet Protocol Captioned Telephone
Service (IP CTS). Hamilton Web CapTel is an innovative
way to access captioned telephone service via the
Internet. Hamilton Web CapTel is designed for
individuals who have difficulty hearing on the
telephone. Captions, similar to the closed
captioning provided on most television programs,
are offered to support the understanding of
telephone conversations.

Mobile CapTel

Hamilton also provides Mobile CapTel. Hamilton ~
was the first provider to introduce single-phone mobile CapTel service. Hamilton Mobile

CapTel allows users to place and receive calls — while reading word-for-word captions — on a

single device.

whnat 1s Mmopie Laplew Androia BlacKyerry whone l‘é i “? sy

SmartPhone Selector

See if your smartphane is compatible with Hamilton Mobile CapTel, Setect your preferred Mobile Netwark and Device
Operating System:

| Verizen vl

= 2.t you
ez o rsot Select Your Phane v
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Android tphone listed and you want to use Hamilton Mobile CapTel, please contact us!

Andraid OS 2 1 or higher

— B"’;"}g"g’ggo brtphone, click here for a Uist of devices that are compatible with Hamilton Mobile Cap Tel.
‘ o

Curve 8530

Curve 3G 9330

Storm2 9550
iPhone

iPhone 4

1Pcd Touch

iPad

Hamilton Mobile CapTel via free Android Application -
Exclusively from Hamilton CapTel 4
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Hamilton Mobile CapTel can be used anywhere on a single, mobile telephone that is capable of
supporting both voice and data simultaneously through a 3G or Wi-Fi connection. Hamilton
Mobile CapTel gives freedom to individuals who are unable to hear a phone conversation well.
The captioned telephone has been available for years, but always required a special telephone.

With the introduction of Web CapTel and Mobile CapTel, Hamilton Relay is making equal
access to all individuals a reality, wherever they are. Hamilton has launched Mobile CapTel via:
e The iPhone Browser and App
e The Blackberry Browser and App
¢ The Android Browser and App

Hamilton recently updated the Android application to be compatible on Tablets using the
Android mobile technology platform.

All Mobile CapTel and Web CapTel minutes are currently being charged to the Federal TRS
Fund, thus reducing costs to the State.

Other Features
In addition to the features outlined above or explained elsewhere in our response, Hamilton will
provide the below listed features which are explained in full in Attachment C.
e Alpha—Numeric Dialing
e Answering Machine Retrieval (Single-Line)
e ASCIH Split Screen
s Automated Call Routing
e Automatic Connection Mode
o C(Cellular/Wireless/PCS Phone Access
o Internet Relay
e Mobile CapTel®

¢ Iocal Exchange Carrier (LEC) Calling Services {see Section B-26 above for details on
the below features)

o True Caller ID (SS7)

Caller ID (CID) Per Line (Global) Block/CID Per Call Block
Call Screening (Call Rejection) (Call Block)

Call Acceptance

Anonymous Call Rejection

Preferred Call Forwarding

Unique Flash

o o ¢ 0 ¢ ©

Hamilton Relay 272 Service To Be Required



Flonda

R e I. a YM State of Florida / Docket No. 110013-TP

o Call Forwarding
o Call Trace
¢ Last Call Return
s Pagers
¢ Regionally Directed Toll-Free Numbers
e Regionally Restricted Toli-Free Numbers
e Roaming
e Speech Disabled Indicator
e Speech to Text Applications
o CapTel
o CapTel 8001
o 800i Features
¢ Transfer Gate Capabilities
¢ Variable Time Stamp Macro
e Voice to Voice Call Release
¢ 1010 Numbers

Hamilton is willing to customize its procedures for the FPSC and will customize its relay
service to meet the needs or desires of Florida Relay users.

Hamilton has the ideal relay platform for today’s rapidly changing technologically advanced
environment. As a result, Hamilton can quickly add new features and make changes based on
the input from relay users and from our internal evaluations. Hamilton will continue to take
advantage of innovations and technological improvements to enhance its relay service. Hamilton
will continue to design features to make the relay better for customers as well as features that
minimize the amount of time required to handle relay calls.

50. IP and Video Relay Service

If required by the FCC, the bidder shall be capable of providing Video Relay Service. If required by
the FCC, the bidder shall be capable of providing IP-Relay service.

Hamilton was a very small VRS provider and when considering our strengths in TRS, CapTel,
and Internet Relay, we made a commitment to be the best state relay provider and have used our
resources to accomplish that goal. We are still committed to providing Video Relay Service to
those states that are in need or desire to purchase those services through us. We have all of our
technical resources in place to offer the service and several interpreting resources readily
available. In addition, we have several subcontract options that we can make available.

.
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If the FCC issues an order mandating Internet Relay or if the FCC orders that States are required
to pay for Internet Relay, Hamilton ensures that the State of Florida will be prepared to offer
Relay Florida users the ability to use Internet Relay, as Hamilton is providing Internet Relay
Service from all of its TRS centers today according to all FCC requirements and will continue to
do so.

Hamilton’s advanced Internet Relay product combines the best of today’s technology with
experienced, professional CAs to create a calling experience that is simply unmatched for speed,
convenience and personalization. Hamilton makes its Internet Relay available to relay users
across the country. Please see Hamilton’s Relay Features List in Attachment C for detailed
information on Hamilton’s Internet Protocol (IP) Relay Service.

51. Redundancy

Please provide information regarding redundant coverage offered nationally, such as the
number of call centers.

Hamilton will process Florida Relay calls from a combination of its Relay Centers. Hamilton’s
TRS Centers are located in Nebraska, Maryland, Massachusetts, Wisconsin, Louisiana and
Georgia. Hamilton processes Speech to Speech and Spanish calls from its Wisconsin, Louisiana
and Maryland centers. Workstation equipment, database information, and Communication
Assistants are located in all of Hamilton’s relay centers. Hamilton is able to provide diverse call
routing options and guarantees redundancy since all six centers are geographically separated by
great distances. Because of Hamilton’s size, all call centers follow the same call procedures so
no matter where a call is handled, Florida Relay users will receive the same high quality service.

In addition to switch sites and relay platforms in Nebraska and Louisiana, Hamilton has two
geographically diverse routes connecting the workstations in Wisconsin, Maryland and
Massachusetts to the switch in Nebraska. There are also two geographically diverse routes
connecting the workstations in Georgia to the switch in Louisiana. Circuits between the
connecting facilities are redundant in both scenarios.

Hamilton’s switch is a high-speed, stand-alone, non-blocking digital switching matrix. The
system is fuily redundant to insure quality and reliable performance, making blockage or any
downtime nearly impossible. The system auto-detects any problems and moves to the secondary
system immediately if necessary.

Hamilton’s switching systems contain a fully redundant central processing unit on hot standby
with automatic failover. This is to ensure that no calls are dropped due to technical failure. It
also has a redundant power supply on hot standby. Backup control and database servers are also
on hot standby with automatic failover. All of Hamilton's back-up power systems have
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redundancy features functionally equivalent to the equipment in normal central offices including
uninterruptible power for emergency use.

Hamilton’s system utilizes a standard T1 interface and the SS7 network that enables it to be
linked to other digital switches. All cards and power supplies within the system are redundant
which gives us the flexibility to switch from one side of the switch to the other to perform
updates or to troubleshoot without interrupting call processing. The system is set up to
automatically access the secondary operating system on the switch with no human intervention.
The system auto-detects any problems and moves to the secondary system immediately if
necessary.

If one of Hamilton’s switching systems cannot be returned to service by transferring control to
redundant equipment, the calls automatically will overflow to another switching system.
Hamilton’s switching systems are designed to provide a very high level of operational security
with two fully redundant processors and power supplies in each switch. Hamilton maintains an
inventory of spare critical components for the switching system onsite to ensure that the required
levels of service are met.

Another measure Hamilton has taken is to use networks that make use of SONET survivability
technology. All of the networks controlled by Hamilton - from the point a relay user picks up
the phone in their home or business, through the relay and then back to the other phone being
called - are redundant and can survive fiber cuts and other such outages.

With multiple redundant routes even at the local loop level, the Florida TRS traffic will reach a
Hamilton relay switch for call processing. This type of configuration assures network security
for Florida Relay users 24 hours a day.

Workstations in the Maryland, Massachusetts and Wisconsin centers are controlled by the main
processing and switch unit located in Nebraska via digital telecommunications facilities which
are redundant T-1 circuits. Workstations in the Georgia Center are controlled by the main
processing and switch unit located in Louisiana via digital telecommunications facilities which
are redundant T-1 circuits.

The workstation also accesses redundant onsite database servers, on which high-speed processors
running the Windows server operating system reside. Redundant Windows servers are used to
store the database applications containing all information required to run the workstation
application. The database server provides information about call routing and user preferences.

A server is located in each of Hamilton’s TRS Centers.

All of Hamilton’s relay centers make use of an uninterruptible power source with full battery
backup to operate each center at full capacity for extended periods of time. In addition,
Hamilton’s battery back-up systems have the capability to automatically connect to a generator
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at each of its existing relay centers. The combination of battery and generator back-up allows
Hamilton to provide relay service for days and weeks at a time during power outages.

Hamilton’s back-up plan includes Disaster Recovery, a Homeland Security Action Plan, a
Pandemic Plan, a detailed description of how Hamilton makes use of alternate switching of calls
and the provision of redundant circuits to geographic areas. Please see previously in this Tab in
Section B.35 to review these plans in detail.

Hamilton’s alternate routing plans, use of redundant switches, platforms and servers, in
conjunction with Hamilton’s back up plans and redundant power supplies are all designed to
ensure continuous service to Florida Relay.

CapTel Redundancy/Switching System

The CapTel switching system includes a redundant Central Processing Unit (CPU) on “hot
stand-by” to ensure that no calls are dropped due to processor failure, a full Maintenance and
Administrative Terminal with keyboard, screen and printer capabilities, on-line monitoring, real
time programming capabilities which will not take the system off-line, the ability to perform
preventative maintenance without taking the system off-line, and an inventory of spare critical
components which are maintained on site to ensure the required levels of service are met.

The CapTel Service Relay Center is equipped with redundant systems for power. The Center
utilizes a combination of battery backup, commercial UPS supply, and/or auxiliary generator to
supply uninterruptible power to the CapTel Center for extended periods of time to the CapTel
Center. Redundant systems for power include ACD/telecom switching equipment, call
processing servers, data network servers, and LAN gear. Most equipment failures can be
corrected without complete loss of service.

It is also important to ensure that equipment and technology is tested and upgraded frequently.
Hamilton and CTI communicate frequently and review plans to ensure redundancy, including:
o Replaced servers with ones that have lower power requirements
o Going green
o Allows for longer power if back-up power is needed
¢ New servers allow for more robust monitoring to see any signs of trouble before it would
affect call processing
o All servers and core switching gear are on a sonet fiber ring at each location
o 3 diverse fiber networks

CTI has also set up an additional CapTel Center. The second CapTel call center provides
redundancy for CapTel and ensures that CapTel Relay users have continuous, uninterrupted
CapTel service. Hamilton recently added CapTel seats and workstations to its own call centers.
Hamilton was the first relay provider to launch this program on April 18, 2011. Hamilton
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currently processes CapTel calls from its Nebraska center. Hamilton is expanding this program
to its Louisiana center which will be operational early in 2012.

CTI has developed a complete plan for dealing with all types of natural and man-made problems
including but not limited to terrorism and phone line cut accidents. The plan details the level of
escalation, which will be employed to deal with the problem and restore service. CTI’s plan is
designed to ensure that no aspect of relay service is impaired.

Hamilton and its Subcontractor, CTI, have developed contingency plans for maintaining
24/7/365 operational status. Each CapTel center has the capability to house 200 CAs,
Supervisors, Technicians and support staff and also provides as back-up for the other center.

Equipped with redundant systems for power, switching equipment, call processing servers, data
network servers and LAN gear, most equipment failures can be corrected quickly at both CapTel
call centers avoiding complete loss of service.

Please see Attachment M for a more detailed explanation of Captioned Telephone, Inc.’s
Disaster Recovery Plan, Winter Emergency Preparedness Plan and Network and Data Security.

52. Performance Bond

The provider will be required to furnish an acceptable performance bond, certified or
cashiers 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.

To be acceptable to the FPSC as surety for performance bonds, a surety company shall
comply with the following provisions:

a. The surety company shall be admitted to do business in the state of Florida.

b. The surety company shall have been in business and have a record of successful
continuous operations for at least five (5) years.

c. The surety company shall have minimum Best’s Policy Holder Rating of A and
Required Financial Rating of VIII from Best’s Key Rating Guide.

d A Florida Licensed Resident agent who holds a current Power of Attorney from the
surety company issuing the bond shall sign all bonds.
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Hamilton understands and will comply with all bonding requirements. Upon contract award,
Hamilton will obtain a performance bond in form and substance acceptable to the State and will
provide it to the State upon contract award.

53. Submission of Monthly Invoice

By the 14w calendar day of the month (or the subsequent business day if the 14w falls on a
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.

Hamilton understands and will comply. Hamilton will submit the detailed invoice to the FPSC
by the 14™ of each month for the previous month’s activity. Please sce Attachment G for a
copy of Hamilton’s proposed invoice and other statistical reports. Hamilton’s invoices and
reports are calculated on a calendar month basis. Hamiiton will bill the FPSC at the rates stated
in its Price proposal. A copy of the monthly invoice will be submitted to the contract manager
at the same time it is submitted to the Administrator.

54. Travel

The provider will not be entitled to a separate payment from the FPSC or the Administrator
for any travel expenses which occurs as a result of this contract.

Hamilton understands and will comply.
55. Reporting Requirements

The provider shall provide to the contract manager and the Administrator the following
written reports by the 25 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.
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The Florida Relay Contract Manager and the Administrator will receive Hamilton’s written
reports including complaint data by the 25™ of each month for the activity in the previous month.

Hamilton can and will provide all of the below reports. Hamilton is able to meet and exceed all
requirements of call statistical reporting. Hamilton will work with the FPSC to provide all the
available data which is required.

Hamilton has provided sample reports of possible data and formats for data output in
Attachment G. Hamilton is able to provide YTD and most recent 12 month data with averages
as well as many other possible formats for the data.

Upon award of the contract, Hamilton will schedule a post award reporting meeting. This
meeting, with the Florida Relay Contract Administrator, Hamilton’s Billing and Reporting team
and Hamilton’s Account Manager for Florida is to ensure that all reporting requirements have
been interpreted correctly and to verify that the reports sent to the state answer all the statistical
questions of the FPSC.

As with all aspects of Hamilton’s relay service, its reporting capabilities can be customized. As
requirements change throughout the term of the contract, Hamilton can modify its reports so that
all of the reporting needs of the Florida Relay are met. Hamilton specializes in tailoring its relay
service until all parties involved in the process are satisfied. Reporting is no exception. As
stated before, Hamilton has included samples of reports in Attachment G.

2) Number of incoming call minutes associated with each of the categories of
incoming calls in a.l above.

Please refer to Attachment G, Report C, for a sample reporting format.
3) Number of outgoing calls (provide two breakdowns of this total: one separately
stating complelted calls and incomplete calls, and one separately stating whether calls
terminate as Baudot, ASCII or voice calls).

Please refer to Attachment G, Report D, for a sample reporting format.
4) 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.

Please refer to Attachment G, Report E, for a sample reporting format.

b. Average daily and monthly blockage rate.

Hamilton Relay 279 Service To Be Required



Florida

R e l ay\-— State of Fiorida / Docket No. 110013-TP

v

¢. Daily answer times for the month and daily number and percent of incoming calls
answered within 10 seconds for the month.

Please refer to Attachment G, Report G, for a sample reporting format.
d Total daily and monthly number of outgoing calls (including both completed and
incomplete) of the following lengths:
1) 0- 10 minutes
2} =10 20 minutes
3) =20 - 30 minutes
4) > 30— 40 minutes
5) > 40— 50 minutes
6) > 50 — 60 minutes
7) > 60+ minutes

Please refer to Attachment G, Report F, for a sample reporting format.

e. 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.)

Please refer to Attachment G, Reports I and H, for a sample reporting format.

f Number of outgoing local, intral ATA toll, intrastate, interLATA, interstate and
international calls for the month. (Total should equal total of a.3.)

Please refer to Attachment G, Report A, for a sample reporting format.
g 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.)

Please refer to Attachment G, Report B, for a sample reporting format,
h. 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
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necessary to submit to the FCC in compliance with §64.604(c)(ii), Code of Federal
Regulations by June 15 covering the previous 12 months of complaints ending May 31 of
that year.

Complaint Reporting

Hamilton will report complaint activity to the FPSC on a monthly basis regarding the number of
customer service inquiries categorized by topic areas. This includes a separate log of complaints
and complements with the date the complaint or compliment was logged, the nature of the
complaint or compliment, the date of resolution and how it was resolved (see Attachment G for
a sample report).

Hamilton will furnish the necessary written replies to inquiries by the FPSC’s staff concerning
service or other complaints received by the FPSC within fifteen (15) days from the date of the
FPSC inquiry.

Complaint Log Summaries

Hamilton will give the necessary complaint information to the Florida Relay Administrator for
the State of Florida to submit to the FCC on an annual basis. Hamilton will submit summaries of
logs indicating the number of complaints received for the 12-month period ending May 31 to the
FPSC by June 15™ cach year in order to submit to the FCC by July 1% of each year.

i. The provider shall report monthly to the FPSC and the Administrator the results of
any user evaluations conducted.

Hamilton will submit monthly reports to the FPSC. These monthly reports will include the
results of the user evaluations conducted. Please refer to the sample User Evaluation Monthly
Report in Attachment G for the suggested reporting format that Hamilton proposes to submit to
the FPSC.

j. 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.

Hamilton will comply.
k. 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).
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In its Annual Report of Operations, Hamilton outlines the major highlights of the year, including
statistical summaries of usage based on monthly report criteria, recent trends, traffic analysis,
stafting to service Florida Relay service changes, complaint categories and general resolutions,
projections of figures and costs to the FPSC for the upcoming year, any new features and
services that were implemented and any other related operation information. Graphs and other
charts will be used to visually display traffic patterns. A sample report to be used by Hamilton
can be found in Attachment G.

Annual Report

In addition to the information contained in the sample Annual Report, Hamilton will include a
summary of yearly totals and several narratives describing significant relay events and
developments throughout the fiscal year. Hamilton will submit this information to the FPSC by
March 1% of each year during the contract period.

Hamilton looks forward to working with the State to develop specific content and general
format.

. 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;
billable session minutes and service levels.

Hamilton will offer Florida state-specific CapTel reporting including the following items:
e state-specific ASA
e state-specific Service Level with and without abandons and
e state-specific abandon call information

Hamilton has included a full CapTel reporting packet in Attachment G.

m. The provider shall submit the necessary documentation to the FPSC that complies
with the state certification requirements of 47 C.F.R § 64.605 when required.

n. The provider shall provide reports to the FPSC as necessary to complete the five-year
re-certification of Florida Relay Service with the FCC.

Application for Renewal of Current Relay Certification

Hamilton will prepare on behalf of the FPSC an application for Renewal of Current Certification
to have Florida Relay be certified as a Telecommunications Relay Service pursuant to the rules
and procedures set forth by the Federal Communications Commission. All states in which
Hamilton currently provides relay, have been certified for the certification time period beginning
July 26, 2008 and ending July 25, 2013.
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Hamilton will submit any necessary documentation and/or reports to the FPSC as necessary to
comply with the state certification requirements of 47 C.F.R § 64.605 when required and as are
necessary to complete the five-year re-certification of Florida Relay Service with the FCC.

As the Florida Relay provider, Hamilton will meet all FCC standards necessary to maintain
certification as a "state program" under the ADA and FCC regulations, including full compliance
with the intent and the existing implementation guidelines set forth in Title IV of the Americans
with Disabilities Act of 1990(ADA). In fact, Hamilton continues to substantially beat the
standards established by the FCC for maintaining certification in the states it serves.

The provider shall include information on its capability and willingness to provide ad hoc
reports including new information in the bidder s database or new formats for existing
information.

Hamilton is more than willing to provide any needed ad hoc reports, including new information
Hamilton has in its system database or in new formats for existing information. As requirements
change throughout the term of the contract, Hamilton will modify its reports so that all of the
reporting needs of the FPSC are met. Hamilton specializes in tailoring its relay service until all
parties involved in the process are satisfied. Reporting is no exception.

0. A provider opting to locate a call center in Florida shall file quarterly reports with the
FPSC's contract manager demonstrating a minimum of 73 percent of Florida relay traffic
is handled by the Florida located center except when emergency conditions exist at the
Florida center.

Hamilton understands.

56. Liquidated Damages for Failure to Initiate Services on Time or to Provide Contracted
Services for the Life of the Contract

Implementation of the Florida Relay Service in a timely matter is essential. Failure by the
provider to implement the service by June I, 2012, shall be considered 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. For failure to meet answer time requirements - $3,000.

b. For failure to meet, blockage rate or transmission level requirement - 35,000
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c. For failure to meet complaint resolution requirement - $1,000

d. For failure to provide timely reports - 3500

e. 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. Such action shall only occur
upon order of the FPSC.

Hamilton understands and will comply.
57. Transfer to New Provider

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.

Hamilton understands and will comply. Hamilton will transfer the appropriate telephone
numbers and all customer profile database information to a new Relay Provider at the
termination of the contract for purposes of transfer to a new TRS provider. Hamilton will
transfer this data in a usable format within 60 days prior to its last day of service.

38. Insurance Coverage

During the term of the contract, the provider shall provide insurance coverage for itself and
all of its employees used in connection with the performance of services under this Agreement
and ensure that all subcontractors shall be similarly covered as provided herein. Such policies
shall be issued by a financially sound carrier and/or carriers duly authorized to do business in
the State of Florida. Such insurance coverage shall hold the FPSC harmless from 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 $1,000,000 per occurrence and
$2,000,000 general aggregate.
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Hamilton has included a valid certificate of insurance in Attachment H, indicating liability

insurance in the form and amounts sufficient to protect the State of Florida, its agencies, its
employees, its clients, and the general public against any such loss, damage and/or expense
related to Hamilton’s performance under the contract.

59. Optional Florida Call Center

Bidders may, at their option, elect to place a call center in Florida through which relay
traffic may be routed. Bidders proposing an optional call center shall maintain the call center
throughout the term of the contract. A minimum of 75 percent of Florida relay traffic shall be
handled by the Florida located center except when emergency conditions exist at the Florida
center. Percentage of traffic routed through the Florida relay call center shall be reported to the
FPSC's contract manager on a quarterly basis. Bidders meeting the criteria for a Florida call
center will be awarded 100 points. Partial points will not be awarded in this category.

As stated previously, Hamilton will process Florida Relay calls from a combination of its Relay
Centers located in Nebraska, Georgia, Louisiana, Maryland, Massachusetts and Wisconsin.
Hamilton processes Speech to Speech and Spanish calls from its Wisconsin, Louisiana and
Maryland centers. Because of Hamilton’s size, all call centers follow the same call procedures
so no matter where a call is handled, Florida Relay users will receive the same high quality
service. Please see Section B.3 above for more details.
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C. TECHNICAL BID PROPOSAL FORMAT

1. Format

The bidder’s proposal should be organized in the same order as the items listed in the
checklist form in Section E except Signature of Acceptance items require no response
other than a signature on the checklist. Signing means that the item has been reviewed
and the bidder agrees to comply with the item. The person signing should be the person
in the bidder's organization authorized to make the proposal. For items for which points
may be awarded, the bidder should explain how it will provide the service described in
the RFP. For pass/fail items, the bidder should provide the information requested.

Hamilton understands and has complied. Hamilton’s proposal is organized in the same order as
the items listed in the check list form in Section E.

a The original and fifteen (15) two-sided copies of the complete proposal should be
filed. The original and five (5) copies of the Price proposal should be filed.

Hamilton understands and has complied. Hamilton has submitted an original and 15, two-sided
copies of its proposal and the original and five copies of our Price Proposal to the FPSC.

b. The technical proposal should be contained in a three-ring binder 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.)

Hamilton understands and has complied. Hamilton’s technical proposal is contained in a three-
ring binder that is clearly marked with the Hamilton company name as well as the words
“Technical Proposal”. Hamilton has submitted its price proposal in a separate sealed envelope as
required in Section D of the RFP.

¢. Each page of the technical proposal should be numbered at the bottom center of each
page and each page should be consecutively numbered with no repetition of page
numbers except attachments that can be numbered A-1, B-1, etc. 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, except
for attachments as described above.

Hamilton has consecutively numbered all pages in its technical proposal. Hamilton has utilized a
different page numbering system in the Attachments as some of the manuals in the Attachments
contain their own page numbering systems. Hamilton has labeled Attachments by Letters.
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d. In the top or bottom margin of each page, the name of the company should be
identified

Hamilton understands and has complied. Hamilton has identified its company name in the
bottom margin of each page.

e. 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%x 11"~
page in a readable format may be presented on a larger page.

Hamilton understands and has complied. Hamilton has used white 8% x 11 paper throughout the
majority of its proposal.

2. Transmittal Letter

The transmittal letter on the original of the technical proposal should contain the original
manual signature of the person submitting the proposal on behalf of the bidder. The technical
proposal copies should also contain the typewritten signer’s name and title. The transmittal
letter shall clearly identify the complete legal name of the bidder. In the transmittal letter, the
bidder should state that it will comply with all requirements of the RFP. Any exceptions lo the
RFP’s terms and conditions will result in disqualification from the bid process.

FEach person signing a proposal cerlifies that he/she is the person in the bidder’s
organization authorized to make the proposal. The signer shall provide his/her affiliation with
the bidder, address, telephone and facsimile numbers. If different from the person signing the
proposal, the transmittal letter shall identify the person or persons (name, title, mailing address,
e-mail address, telephone and facsimile number) authorized to make decisions or answer
questions related to the proposal and any subsequent contract.

Hamilton understands and has complied. Hamilton has complied with all Transmittal Letter
requirements as delineated above. Specifically, the transmittal letter contained in the Master
Copy of Hamilton’s technical proposal has been signed by John Nelson, Vice President of Vice
President of Hamilton Telecommunications and President of Hamilton Relay, who is authorized
to bind Hamilton to all statements, including services and prices, contained in its proposal.
Hamilton will comply with all requirements of the RFP and has so stated in its Transmittal
Letter.

3. Public Entity Crimes Provision
Pursuant to Section 287.133, Florida Statutes, a person or affiliate who is on the convicted

vendor list following a conviction for a public crime may not submit a bid on a contract to
provide any goods or services to a public entity The person or daffiliate may not be awarded a
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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 threshold 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.

M Signature of Acceptance provided on Checklist.
4. Financial Information

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)
vears, including at a minimum:

1) statement of income and related earnings,

2) cash flow statement,

3) balance sheet, and,

4) opinion concerning financial statements from an outside CPA;
b. Primary Banking source letter of reference.

Hamilton believes that the Financial Information as contained in Attachment H is
'proprietary confidential business information' within the meaning of Section 364.183,
Florida Statutes. Hamilton is filing this section with the Clerk’s office under a claim of
confidentiality pursuant to Section 364.183(1), Florida Statutes, and Rule 25-22.006(5),
F.A.C.

Hamilton derives economic value from the information contained on such pages because it is not
known to others, including Hamilton's competitors. Hamilton maintains the secrecy of the
confidential and proprictary information by retaining sole possession and control of such
information, and by not disclosing such information to others. Hamilton respectfully requests
that the FPSC designate the confidential and proprietary information in its proposal as
confidential trade secrets.

To allow the FPSC to evaluate Hamilton’s financial responsibility, Hamilton has filed one
highlighted and two redacted copies of its financial information with the Clerk’s office. The
information submitted includes a copy of its published annual financial statements for the past
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two years including a statement of income and related earnings, cash flow statement, balance
sheet and opinion concerning financial statements from a Certified Public Accountant for
Hamilton Telephone Company and for Nedelco, Incorporated, its parent company.

Hamilton has included its primary banking source’s letter of reference further in Attachment H.

Hamilton Telecommunications has outstanding financial resources.

Hamilton has more than enough financial resources to operate Florida Relay and has the
financial wherewithal to start-up and operate Florida Relay as well as easily manage any
associated liabilities. Hamilton’s debt ratio and other pertinent numbers show Hamilton to be in
excellent financial condition.

e Hamilton has experienced strong and steady revenue growth over the past 20 years.

¢ Hamilton has shown a profit since approximately 1966.

o Hamilton has no long-term debt, and has not borrowed money since 1976.

This track record demonstrates Hamilton's capability to not only be in a position to financially
handle all operation and expansion costs for Florida Relay but also demonstrates its ongoing
ability to provide "state-of-the-art" services at reasonable prices. Hamilton’s outstanding
financial resources also ensure continued excellence in the operation of Florida Relay.

Hamilton encourages the FPSC to contact its banking reference listed below, who can attest to
Hamilton’s ability to meet any of the financial demands contained within the RFP.

Mr. Tom Darbro, President
Pinnacle Bank

1234 L Street

P.O.Box 229

Aurora, NE 68818

Ph: (402)694-2111

3. Experience and Customer References

For each state in which the bidder has or is providing relay service, the bidder shall
indicate:

a. When the bidder began operating the system.
b. The number of outgoing calls for the most recent month.
c. The total duration of the contract.
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State TRS: Louisiana Relay Service

¢ Contracting Entity
Relay Administration Board of the State of Louisiana

o Contract Details

e Hamilton began operating the Louisiana Relay Service from Baton Rouge, Louisiana
on January 15, 1998.

e Hamilton was the successful bidder as a result of a bidding process that took place in
the summer of 1997. The other bidder in this process was Sprint.

¢ Actual signing of the contract took place in October of 1997 and service start-up for
an entire new center and new technology took place on schedule, January 15, 1998.

o The term of the first contract was January 15, 1998 - January 14, 2001 with the
possibility of two one-year renewals.

¢ The RAB exercised both renewals, with the final renewal expiring January 14, 2003.

¢ Hamilton underwent another RFP process with the State of Louisiana and was
awarded its second consecutive contract, the term of which was January 15, 2003 to
January 14, 2006 with the possibility of two two-year renewals, both of which were
renewed.

e Hamilton underwent yet another RFP process with the State of Louisiana and was
awarded its third consecutive contract, the term of which is January 15, 2010 to
January 14, 2013 with the possibility of two, two-year renewals.

o TRS Call Volume
o Average of 81,828 session minutes per month
o The number of outgoing calls for the most recent month was 11,058.
o CapTel Call Volume
o The number of outgoing CapTel calls for the most recent month was 7,978

State TRS: Arizona Relay Service

o Contracting Entity
Arizona Commission for the Deaf and Hard of Hearing

o Contract Details
o Hamilton began providing Relay Services to the State of Arizona February 1, 2007.
e Hamilton was the successful bidder as a result of a bidding process that took place in
2006. Hamilton transitioned the Arizona Relay from MCI-Verizon its previous
provider. The term of the contract is from December 28, 2006 — December 27, 2009
with the possibility of two one year renewal options, both of which have been
renewed.
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e TRS Call Volume

e Average of 68,675 session minutes per month
e The number of outgoing calls for the most recent month was 7,380.
e CapTel Call Volume
e The number of outgoing CapTel calls for the most recent month was 16,754

Virgin Islands Relay Service

e Contracting Entity
Innovative Solutions

e Contract Details
e Hamilton began providing relay to the U.S. Virgin Islands on August 25, 2005.
o The term of the contract is from August 25, 2005 to August 25, 2008 with the
possibility of renewals, which have continued to renew.

e TRS Call Volume
e Average of 2,833 session minutes per month
e The number of outgoing calls for the most recent month was 59.

State TRS: Maine Relay Service

e Contracting Entity
TRS Advisory Council, State of Maine

e Contract Details
e Hamilton began providing TRS for Maine on April 20, 2004. The term of the
contract is from April 18, 2004 for a period of three years and may be extended for
additional one-year periods. Five renewals have been exercised.
e Hamilton transitioned the Maine Relay Service from AT&T, its previous relay
provider.

e Call Volume
e Average of 17,846 session minutes per month
e The number of outgoing calls for the most recent month was 2,667.
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State TRS: California Relay

¢ Contracting Entity
California Public Utilities Commission

¢ Contract Details
e As aresult of a competitive bidding process, Hamilton was selected as one of two
providers for California TRS and was selected as the exclusive provider for California
CapTel. Hamilton began providing service on June 2, 2010. The term of the contract
is from June 2, 2010 for a period of three years and may be extended for two
additional one-year terms.

¢ TRS Call Volume
e Average of 256,594 session minutes per month.
e The number of outgoing calls for the most recent month was 34,800.
e CapTel Call Volume
e The number of outgoing CapTel calis for the most recent month was 114,822,

State TRS: Georgia Telecommunications Relay Service

s Contracting Entity
George Public Service Commission

¢ Contract Details
¢ Hamilton began providing service for Georgia on April 1, 2006.
e The term of the contract is three-years beginning on April 1, 2006 and ending on
March 31, 2009, with one possible two-year extension, which has been exercised.
¢ Hamilton underwent another RFP process with the State of Georgia and was awarded
its second consecutive contract, the term of which was January 18, 2011 to January
17, 2014 with the possibility of a two-year renewal.

e Call Volume
e Average of 95,366 session minutes per month
e The number of outgoing calls for the most recent month was 11,549,
s (CapTel Call Volume
s The number of outgoing CapTel calls for the most recent month was 21,200.

.
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U.S. Territory TRS: Saipan Relay Service
(The Island of Saipan is a United States Territory).

¢ Contracting Entity
Micronesian Telecommunications Corporation d/b/a Pacific Telecom, Inc. (PTI)

¢ Contract Details
¢ Hamilton began providing relay to the Island of Saipan on October 1, 2004.
o The term of the initial contract was for two years.
¢ The term of the second contract is from October 1, 2006 to September 30, 2008, with
additional one year extension periods, three of which have been renewed.

s Call Volume
s Average of 28 session minutes per month
¢ The number of outgoing calls for the most recent month was 0.

State TRS: Idaho Relay Service

s Contracting Entity
Public Utilities Commission of the State of Idaho

s Contract Details

¢ Hamilton has provided Relay Services to the State of Idaho since December 1, 1992.

¢ The other bidder was Sprint. Actual signing of the Idaho contract took place in the
fall of 1992 and service start-up took place on Dec. 1, 1992. The Idaho Relay Service
start-up was accomplished in less than 90 days from date of award.

o The term of the first contract with the State of Idaho was from December 1, 1992 —
November 30, 1995.

s Hamilton then underwent a second RFP process with the State of Idaho and was
awarded the contract, the term of which was December 1, 1995 through November
30, 1998 with a renewal for two additional one-year terms.

¢ The Idaho PUC exercised both renewals.

¢ Hamilton then underwent yet another RFP process with the State of Idaho and was
awarded its third consecutive contract. The term of the third contract is from
December 1, 2000 through November 30, 2003 with the possibility of two one-year
renewal terms.

e Both of the renewal terms have been exercised.

s Hamilton underwent another RFP process with the State of Idaho and was awarded its
fourth consecutive contract on October 17, 2005. The term of the fourth contract is
from December 1, 2005 through November 30, 2008 with the possibility of two one
year renewal terms, both of which have been renewed.
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e Hamilton underwent another RFP process in the State of Idaho and was awarded its
fifth consecutive contract in September of 2010. The term of the fifth contract is
from December 1, 2010 through November 30, 2012 with the possibility of two one

year renewal terms.

Call Volume
e Average of 10,008 session minutes per month
e The number of outgoing calls for the most recent month was 1,286.

State TRS: Utah Telecommunications Service

Contracting Entity
Utah Public Service Commission

Contract Details

¢ Hamilton underwent a competitive bidding process with the Utah Public Service
Commission and was awarded the contract to provide TRS and CapTel and began
providing service for Utah on January 28, 2010.

¢ The term the contract is three years, beginning on January 28, 2010 and ending on
January 27, 2013 with one possible two-year extension.

TRS Call Velume

e Average of 22,757 session minutes per month

e The number of outgoing calls for the most recent month was 3,106.
CapTel Call Volume

¢ The number of outgoing CapTel calls for the most recent month was 1,823.

State TRS: Maryland Relay

Contracting Entity
Maryland Department of Information Technology

Contract Details

e Hamilton began providing service for Maryland on May 31, 2007,

e The term of the contract is effective March 1, 2007 through May 31, 2012.
¢ Hamilton was selected as the result of a competitive bidding process.

TRS Call Volume

e Average of 142,947 session minutes per month

e The number of outgoing calls for the most recent month was 16,415.
CapTel Call Volume

e The number of outgoing CapTel calls for the most recent month was 13,735.
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o Contracting Entity

New Mexico Commission for Deaf and Hard of Hearing Persons

State TRS: Relay New Mexico

o Contract Details
o Hamilton began providing service for New Mexico on July 1, 2009.
e The term of the contract is effective July 1, 2009 through June 30, 2010, with three
additional one-year renewals, the first of which has been exercised.
e Hamilton was selected as the result of a competitive bidding process.

¢ TRS Call Volume
o Average of 23,910 session minutes per month
e The number of outgoing calls for the most recent month was 3,166.
e CapTel Call Volume
¢ The number of outgoing CapTel calls for the most recent month was 6,672.

State TRS: Iowa Telecommunications Relay Service

e Contracting Entity
Iowa Utilities Board

¢ Contract Details

e Hamilton began providing service for Relay Iowa on January 1, 2005.

e The term of the contract is three-years beginning on January 1, 2005 and ending on
December 31, 2007, with one possible additional three-year extension, which has
been exercised.

e Hamilton was selected as the result of competitive bidding process over Sprint, who
had operated Relay Iowa since its inception.

e Hamilton transitioned Relay Iowa from Sprint seamlessly.

» Hamilton underwent another RFP process in the state of lowa and was awarded its
second consecutive contract in September of 2010. The term of the second contract is
from January 1, 2011 through December 31, 2013 with the possibility of one - three
year extension.

e TRS Call Volume
e Average of 34,193 session minutes per month.
e The number of outgoing calls for the most recent month was 4,674.
e CapTel Call Volume
¢ The number of outgoing CapTel calls for the most recent month was 10,972.
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State TRS: Kansas Relay Service

o Contracting Entity
Kansas Relay Service, Inc. (KRSI)

o Contract Details
e Hamilton began providing Relay Services to the State of Kansas on May 1, 2007.
¢ Hamilton was the successful bidder as a result of a bidding process that took place in
2006. Hamilton transitioned the Kansas Relay Center from SBC-AT&T its previous
provider. The term of the contract is from May 1, 2007 — April 30, 2012.

o TRS Call Volume
o Average of 48,736 session minutes per month.
o The number of outgoing calls for the most recent month was 6,166.
o CapTel Call Volume
o The number of outgoing CapTel calls for the most recent month was 9,397.

State TRS: Montana Relay Service

¢ Contracting Entity
State of Montana Department of Public Health and Human Services (DPHHS), Montana
Telecommunications Access Program (MTAP)

o Contract Details
e Hamilton began providing relay to the state of Montana on February 28, 2006.
e As the result of a competitive bidding process, Hamilton was selected over Sprint,
who had previously operated the Montana Relay Service.
e The term of the Contract is from February 28, 2006 through February 27, 2009, with
an option to renew the contract for seven - one year intervals for a total period not to
exceed ten years. Four renewals have been exercised.

s TRS Call Volume
e Average of 11,643 session minutes per month.
¢ The number of outgoing calls for the most recent month was 1,507.
o CapTel Call Volume
o The number of outgoing CapTel calls for the most recent month was 3,932.
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State TRS: Massachusetts Rela

Contracting Entity
State 911 Department

Contract Details

o Hamilton began providing service for Massachusetts on July 1, 2008.

¢ The term of the contract is effective July 1, 2008 through June 30, 2013.
e Hamilton was selected as the result of a competitive bidding process.

TRS Call Volume

e Average of 127,922 session minutes per month.

o The number of outgoing calls for the most recent month was 16,265.
CapTel Call Volume

¢ The number of outgoing CapTel calls for the most recent month was 16,064.

State TRS: Rhode Island Telecommunications Relay Service

Contracting Entity
Public Utilities Commission of the State of Rhode Island

Contract Details

s Hamilton began providing TRS for Rhode Island on August 1, 2001.

¢ Hamilton was the successful bidder as a result of a bidding process that took place in
May of 2001. Hamilton transitioned the Rhode Island Relay from AT&T its previous
provider on August 1, 2001.

¢ The term of the contract is from August 1, 2001 — July 31, 2005 with the option to
renew for the fifth year. This option was exercised.

¢ Hamilton underwent a second RFP process with the State of Rhode Island and was
awarded its second consecutive contract; the term of the contract is from November
1, 2006 — October 31, 2010 with one year extension periods. One renewal has been
exercised.

¢ Hamilton underwent yet another RFP process with the State of Rhode Island and was
awarded its third consecutive contract; the term of the contract is from November 1,
2011 — October 31, 2015 with an option to renew for the fifth year.

TRS Call Volume

e Average of 19,633 session minutes per month

e The number of outgoing calls for the most recent month was 1,752.
CapTel Call Volume

¢ The number of outgoing CapTel calls for the most recent month was 3,753.
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State CapTel: Pennsylvania Captioned Telephone

o Contracting Entity
Pennsylvania Public Utilities Commission

e Contract Details
e Hamilton began providing CapTel service to Pennsylvania on August 6, 2007.

e The term of the contract is effective August 1, 2007 through June 30, 2010 with 2-1
year options, both of which have been exercised.

o CapTel Call Volume
e The number of outgoing CapTel calls for the most recent month was 48,482.

State CapTel: Virginia Captioned Telephone

¢ Contracting Entity
Virginia Information Technologies Agency

o Contract Details
e Hamilton began providing CapTel Service to the State of Virginia on April 1, 2011.

o The term of the contract s effective April 1, 2011 through March 31, 2014 with 7-1
year options.

o CapTel Call Volume
o The number of outgoing CapTel calls for the most recent month was 24,570.

As an FCC certified TRS provider for over 19 years and the provider of TRS and/or CapTel in
19 states and U.S. Territories, Hamilton demonstrates that it has the corporate experience
relevant to this project.

By winning contracts again and receiving numerous contract renewals, Hamilton has reinforced
its position as a very high quality relay provider with the ability to respond to the needs of
customers, state regulatory bodies and other relay-related organizations efficiently and
effectively.

Hamilton is more than qualified to manage Florida Relay. Relay users will receive
personal attention from Hamilton and complete responsiveness, something our competitors
cannot deliver. Hamilton is of the size that it can individualize state TRS programs to meet
the needs of the relay users. In addition, Hamilton has all the resources needed to be
successful in Florida, we have the people, outstanding financial resources, and a strong

.
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desire to continue to deliver the best possible service to the relay and CapTel users in
Florida.

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.

The contracts in place for Hamilton’s relay service in other states do not allow Hamilton to place
INTRAstate Florida calls, However, to make a test call using Hamilton Relay Service, please
dial the appropriate toll-free number listed below. Please note that Hamilton Relay Service is an
INTERstate relay and can only process calls from one state to another.

Hamilton Relay Service

TTY: 800-833-5833

Voice: 800-833-7833

Spanish: 888-797-5281

Speech to Speech: 800-242-6558

The bidder shall provide the names of the contract administrator for the active confracts
requested above. Also provide a specific phone number and e-mail address for each contract
administrator. The FPSC will contact these administrators for customer references.

As a provider of relay and CapTel services to users in 19 States and U.S. territories, Hamilton is
able to provide numerous references, including other state PUCs, relay users, industry
associations, advisory boards and commissions and more.

Mr. Bob Dunbar (Primary interface between state
Idaho TRS Administrator and relay provider, continues

2545 N. Waggle PL. to monitor all phases of relay
Meridian, ID 83642 for the State of Idaho, member of
Voice/Fax (208) 846-8371 NASRA)

E-mail: bdunbar2@mindspring com

Ms. Bonnie Eades (Chair of the Louisiana Relay

365 Canal Street Suite 3000 Administration Board and Regulatory
New Orleans, LA 70130 Manager for AT&T in Louistana)

Voice (504) 528-2090
Fax (504) 528-9427
E-mail; bonnie.eades@att.com
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James E. Lanni (Oversees relay contract for State of RI)

Associate Public Utilities Administrator
for Operations and Consumer Affairs
State of Rhode Island, Division of
Public Utilities and Carriers

89 Jefferson Blvd.

Warwick, RI 02888

Voice (401) 780-2120

Fax (401) 941-4885

E-mail: jlanni(@ripuc.state.ri.us

William Black, Counsel {Oversees relay contract for State of Maine)
Maine Office of the Public Advocate

State House Station, #112

Augusta, ME 04333

Voice (207) 287-2445

Fax (207) 287-4317

E-mail: william.c.black@maine.gov

Tess Masga

Micronesian Telecommunications Corporation (d/b/a the PTI)
P.O. Box 500306

Saipan, MP 96950

Phone: 670-682-2614

Email: tess.masga@corp.pticom.com

Joni Nicoll (Project Manager for Relay lowa)
Iowa Utilities Board

1375 E. Court Avenue, Room 69

Des Moines, IA 50319-0069

(515) 725-7340 Voice

Email: joni.nicoll@iub.iowa.gov

Mickey Breton (Oversees Relay for the Virgin Islands)
Innovative Telephone

PO Box 6001

St. Thomas, USVI 00804

Phone: (340) 715-8341
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Relay

Connie Phelps

MTAP Executive Director
PO Box 4210

Helena, MT 59604

(406) 444-4290 voice
Email: ¢phelps@mt.gov

Michael Russell

Georgia Public Service Commission
244 Washington Street, SW
Atlanta, Georgia 30334-5701

(404) 656-0995 Voice

Fax: (404) 656-0980

Email: MIKERU@psc.state.ga.us

Sherri Collins
Executive Director

Y

(State Contract Manager/Project Manager)

(Contract Administrator for Georgia Relay Service)

{Contract Administrator for Arizona Relay)

Arizona Commission for the Deaf and the Hard of Hearing

100 N. 15™ Ave, Suite 104
Phoenix, AZ 85007

(602) 542-3383 Voice
(602) 364-0128 TTY

Fax: (602) 542-3380

Email: sherri.collins@acdhh.state.az.us

Joyce Hightower (Contract Administrator for Kansas Relay Center)

Kansas Relay Service, Inc.

4848 SW 21% Street, Suite 201
Topeka, Kansas 66604-4415

(785) 234-0200 Voice

(785) 234-0207 TTY

Fax: (785) 234-2304

Email: jhightower@kstelecom.com

Brenda Kelly-Frey
MD Department of Information Technology

(Contract Administrator for Maryland Relay)

301 West Preston Street, 10™ Floor, Suite 1008A

Baltimore, MD 21201

(410) 767-5891

Fax: (410) 767-4276

Email: Brenda.Kelly-Frey@doit.state.md.us
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Eric Jeschke (Contract Administrator for Pennsylvania CTRS)
Pennsylvania Public Utility Commission
400 North Street
Keystone Building

Harrisburg, PA 17120
Phone: 717-783-3850

Fax: 717-787-4750

Email: ejeschke(@state.pa.us

Monna R. Wallace (Contract Administrator for Massachusetts Relay)
1380 Bay Street

Taunton, MA 02780

508-828-2911 Office

Email: Monna.Wallace(@state.ma.us

Shannon E. Smith, MBA/HRM (Contract Administrator for Relay New Mexico)
Director of Technology, Training, Information & Referral

New Mexico Commission for Deaf & Hard of Hearing

2500 Louisiana NE, Suite 400

Albuquerque, NM 87110

Office Phone: V/TTY/VP: 505.881.8824

Email: shannons.peinado(@state.nm.us

Julie Orchard (Contract Administrator for Relay Utah)
Public¢ Service Commission

Heber M. Wells Bidg. 4" Floor

160 East 300 South

Salt Lake City, UT 84111

(801) 530-6713 (Voice)

Email: JORCHARD@utah.gov

Linda Gustafson (Supervisor, Public Programs Telecommunications Division)
California Public Utilities Commission

505 Van Ness Avenue, Third Floor

San Francisco, CA 94102

Office Phone: 415-703-1801

Fax: 505-881-8831

Email: llg@cPUC.ca.gov
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Patrice N. Barner (Contract Administrator for Tennessee CapTel)
Link-up/Lifeline Manager

Tennessee Regulatory Authority

Consumer services Division

460 James Robertson Parkway

Nashville, TN 37243

1-800-342-8359 ext. 179

615-741-8953 (Facsimile)

www.state.tn.us/tra

patrice.barner@state.tn.us

Clayton Bowen (Contract Administrator for Virginia CapTel)
VDDHH Relay and Technology Programs Manager

1602 Rolling Hills Drive, Suite 203

Richmond, VA 23229-5012

Phone: 800-552-7917 Voice/TTY

Office: 804-662-9704

Fax: 804-662-9718

Email: clayton.bowen@vddhh.virginia.gov

6. Subcontractors

If the bidder proposes to use subcontractors, the bidder shall identify those subcontractors
and 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.

Captioned Telephone, Inc.

Hamilton will subcontract all aspects of CapTel including the technology, equipment, and
needed captionists to Captioned Telephone, Inc. (CTI) of Madison, Wisconsin.

As stated earlier in this section, Hamilton is the prime contractor. Please see Tab 2 Section 22
for detailed information regarding Hamilton’s provision of CapTel. Please see Attachment D
for more information on CTI.

7. Bid Security Deposit

A 8500,000 bid security deposit shall be furnished to the FPSC with the original of the
proposal. 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 May 15, 2012, and is payable to the