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E X E C U T I V E  S U M M A R Y  

AT&T 
Rethink Possible 
Connecting you to your world, everywhere you live and work. 

For more than 24 years - longer than any other relay provider in the industry - AT&T 
has been connecting relay users with their world. During this time, we have consistently 
provided innovative, reliable, high-quality relay services and excellent customer service. 
Today, our commitment to be the best relay provider continues as it did when we handled 
our first call in January 1987. In the last twelve months, we have invested over 
$1,000,000 in upgrading our relay switches. In 20 12, we will deploy a brand new state of 
the art Communications Assistant (“CA”) workstation. 

This investment along with the most experienced CAS in the industry supported by the 
renown team of dedicated relay engineers and developers will bring Floridians a relay 
service that is not only the most advanced but most feature rich. For example, we’ve 
expanded our Speech to Speech service to allow callers to use video to communicate with 
the CA. We’ve also enhanced and added new features to our customer profiles for 
deafhlind users and Speech to Speech users. 

Our relay service is the only one that has Upfront Automation (UFA), a patented feature, 
which allows both TTY users and voice callers to directly enter the number they wish to 
call without having to provide it to the CA. This allows callers to spend less time 
communicating with the CA and more time communicating with the person they are 
calling. While there are many advantages to using UFA, our relay platform still allows 
those users who prefer to communicate with the CA to do so. 

Through our relationship with Ultratec, Inc., the leading provider of Captioned Telephone 
Services, we’ll also offer Floridians a CapTel@ service that meets and exceeds your 
requirements. CapTel technology was developed by Ultratec. In 2002, Ultratec licensed 
its CapTel, Inc. (“CTI”) to perform call center work for CapTel service. CTI continually 
demonstrates its ability to adapt to improvements in CapTel technology and to implement 
state-of-the-art technology in providing the service. Our relationship with Ultratec has 
spanned the time that that we have been in the relay business. 
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Through our two financially strong and technological savvy companies, we will provide a 
captioned telephone service from two well-staffed fully redundant call centers located in 
Madison and Milwaukee Wisconsin. 

We are committed to bringing Floridians a high quality relay service that meets and 
exceeds all of your requirements and complies with all of the requirements set forth by 
the Federal Communications Commission (FCC). 

AT&T 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 Relay Choice 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, and Captioned Telephone (CapTel). 

AT&T SUBMITS A NEW FLORIDA IN-STATE RELAY CALL CENTER 
OPTION FOR TRS: 

For our Pricing Proposal, AT&T is pleased to announce that we have included the 
establishment of a Traditional Relay Service Call Center located in Florida. 

The new call center, at a location still being determined, is estimated to bring 
approximately 25-35 new jobs to the state, depending on relay volumes. These will 
be new and incremental jobs for Florida and will be union-represented job titles 
with favorable wages and benefits. 

As stated in our initial response to your RFP, AT&T remains committed to bringing jobs 
and a TRS call center to the State of Florida. However, due to the now compressed 
timeline from contract award date of February 2,2012 to contract start up June 1,2012, 
AT&T will begin the service by processing calls through our existing calls centers and 
will commit to having the new AT&T Florida TRS Call Center fully operational within 
six months of contract award. 

A Florida TRS Call Center will allow the State Relay Administration and the Advisory 
Council to monitor contract performance, to work with AT&T to address any issues, 
conduct acceptance testing and audits, and to potentially collaborate on outreach and 3 

~~ ~ 
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education. In addition, hiring of Florida based relay staff will help to assure correct 
pronunciation and spelling of Florida place names and other culturally distinct 
characteristics. 

The table below highlights the features and services AT&T will provide the citizens ot 
Florida: 

AT&T Meets All Key Features and Services for Florida! 

meets or 
exceeds: AT&T I meets or Florida TRS 

exceeds: Esse n t ia I s 

Meet all FCC Standards and 

Communications for 
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Functional Equivalency: 

AT&T will provide CTS service that is Functionally Equivalent to what a voice user 
experiences. 

The relay platform used by AT&T is the most functionally equivalent in the relay 
industry today. No other current relay provider’s platform matches AT&T in terms of 
functional equivalence. Our team of engineers and developers are solely dedicated to 
supporting the relay organization which allows them “live and breathe relay.” 

Our Relay Services platform is very functionally equivalent to the telecommunications 
network used by those who do not use the relay. We continue to make advancements that 
make the differences between relay and non-relay less significant i.e. the use of SS7 
technology. 
We realize you desire to provide the most cost-effective and efficient relay service 
possible. We’ve worked tirelessly to achieve this goal in all of our states and will do the 
same in Florida. WE believe you’ll find AT&T’s relay service to be very cost efficient, 
and a service that is very functional and equivalent to standard telecommunication 
services. 

Personnel: 
We have nearly 400 AT&T employees dedicated to our Relay Service. Most of these are 
our 366 Communication Assistants (CAS) and center managers. We support them with 
Technical Staff, Operations Staff, and Marketing Staff. Our CAS are AT&T employees, 
not outsourced, and are a Union-supported workforce. 

Our CAS’ average length of service is 15 years in Relay; several CAS and 
managers have served AT&T customers for more than 30 years. 

Our CAS receive unsolicited commendations from our Relay callers that substantiate 
these individuals as the best of the best for customer assistance. We’ve included one 
testimonial here, and you will see additional commendations throughout our response. 

Our CAS personify the customer-oriented perspective that we encourage in every 
AT&T employee. 

AT&T brings you the most highly skilled and experienced Communications Assistant 
(CA) force in the industry. Our seasoned management team shares a deep heritage and 
passion for dedicated and professional service. We are ready, willing and dedicated to 
serve your state with the outstanding level of service you would expect from an industry 
leader. 

December 22,201 1 Page 4 

atstt 

3 

d 



AT&T Response to RFP No. 110013-TP 

L 
P 

December 22,201 1 Page 5 

at& 

AT&T offers robust support and available Network Management Services for your Relay 
service. With our comprehensive scope of services, AT&T can deliver the benefits of 
efficiency, streamlined coordination, common methods and processes, and responsive 
personnel. AT&T Relay Services also provides a dedicated internal technical team with 
more than 100 years of collective Relay experience. Our AT&T experts are the same 
individuals that the FCC often calls upon when seeking feedback regarding complicated 
industry issues. 

AT&T Relay is supported by an extensive team of experienced legal and regulatory 
managers. Our legal and regulatory team meets regularly with the AT&T Relay team to 
ensure that our call handling procedures are compliant with all state and federal 
requirements and that we are kept informed of any changes to regulations and 
requirements. In addition, we are required on an annual basis to certify through our 
compliance to all state and federal ruleshtatutes, and requirements. 

AT&T is constantly improving its networks and systems to ensure our technology 
remains at the top of performance and our systems are properly staged to handle any 
relay traffic patterns. Over the past few years, we have: 

0 

0 

0 

Upgraded our Avaya Switches (PBX) at $800,000 per switch 
Upgraded all of our firewalls and routers at a cost of approximately $200,000 
Completed half of our CA Position Replacement Program, with a completion 
planned for 3Q1012 at a total cost of $1,000,000 

24/7/365 Operation: 

The state's TRS and CapTel service provided by AT&T will be accessible and 
operational twenty-four (24) hours a day, seven (7) days a week, and three hundred and 
sixty-five (365) days a year. AT&T was the first to offer and provide a statewide Relay 
Service that was available 24 hours a day and 7 days a week. AT&T is proud of 
providing relay services for more than 24 years around the clock. No other provider 
equals this record. We set the benchmark that other relay providers followed. 

Compliance: 

All relay services provided by AT&T are fully compliant with all state and federal 
requirements. We exceed the requirements iterated in FCC 64.601 -64.604. Our strong 
track record, substantiated during the past two decades in the Relay Service industry, 
demonstrates our skill and reliability at implementing requirements in advance of new 
mandates and without the need to request waivers from the FCC. Florida can be assured 
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that all necessary telecommunications equipment, software and transmission circuits shall 
continue to meet or exceed FCC and state performance standards. 

AT&T Relay is supported by an extensive team of experienced legal and regulatory 
managers. Our legal and regulatory team meets regularly with the AT&T Relay team to 
ensure that our call handling procedures are compliant with all state and federal 
requirements and that we are kept informed of any changes to regulations and 
requirements. In addition, we are required on an annual basis to certify through our 
compliance to all state and federal rules/statutes, and requirements. 

L 

Our Relay Services frequently serve as “early adapters” that help set the standard for 
other providers. All Relay Services provided by AT&T are fully compliant with all state 
and federal requirements. Our strong track record, substantiated during the past two 
decades in the Relay Service industry, demonstrates our skill and reliability at 
implementing requirements in advance of new mandates and without the need to 
request waivers from the FCC. 

AT&T’s active involvement with several national organizations and industry groups 
allows us to anticipate and plan for new features and changing federal requirements. The 
following table shows just a few examples of the many times when AT&T was first to 
implement innovations - or FCC regulations prior to the date required. 

AT&T Ahead of the Curve in Relay Service 

First Provider to Offer enhanced TTY modalities such as Turbocode@ 

First Provider to Implement Interrupt Capability on Web-based Relay 

First Provider to enroll all of its state contracts in the Telephone Service Priority Program 
in 2005 

First Provider to trial and offer Relay Captioned Conference in 2002 

First Provider to implement True Caller ID across all its state contracts in 2001 

First Provider to demonstrate Internet Relay in 2000 

First Provider to complete provisioning of 71 1 Abbreviated Dialing in all its state contracts 

First Provider to offer and provide Spanish Relay in 1993 

First Provider to implement the first state-wide TRS program in 1987 
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With our comprehensive scope of services, AT&T is positioned to and will deliver the 
benefits of efficiency, streamlined coordination, common methods and processes, and 
compatible personnel to exceed your requirements for the envisioned environment for 
TRS and CTS. 

Network Reliability: 

We bring solid network services experience that enables us to best serve you: Gartner, 
Inc., a noted industry analyst, put AT&T in the Leaders quadrant for Network 
Service Providers for every region. In these uncertain economic times, some 
telecommunications providers are troubled with so many performance and financial 
issues that they no longer are invited to participate on large federal government bids. You 
can rely on AT&T, however, to support you with resources, performance, and stability 
that position us at the top of our industry. 

Relay Service, itself, was originally developed by AT&T Bell Labs with the same 
standards for reliability and performance as our main network services. 
Redundancy was a core driver in the initial design of the AT&T Special Network 
Applications Platform (SNAP) for Relay Service. 

AT&T has been serving the hearing and speech loss relay community longer than any 
other relay provider. Our experience cannot be matched by any other company. 
Additionally, our dedicated engineering and development staff has always been at the 
forefront of technical innovation raising the standards for providing functional 
equivalence. Anything offered or provided by AT&T in terms of alternative technologies 
will meet or exceed equivalent TRS standards. 

AT&T conducts ongoing research and development for emerging technology at AT&T 
Labs and conducts pilot programs with customers who wish to participate. This is one of 
the benefits of Florida selecting a provider that is a nationally recognized company not in 
Relay alone, but also in broadband, wireless, mobile devices, and Internet products. Most 
of the emerging Relay Services will be Internet and mobility-centric, and these are 
additional areas where AT&T excels. We successfully beta-tested IM (Instant 
Messaging) Relay at our Virginia Relay Center and anticipate this will be a model for 
future pilot programs in emerging technology. We'll keep the PSC advised on pilot 
programs through ongoing communication with our AT&T Program Manager. 

AT&T has a long history of maintaining a most responsive network design. AT&T 
Network Services continues this tradition with networks that are redundant and have the 
ability to self-correct and self-heal when failures occur. As a matter of fact, AT&T was 
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the first telecommunications company to adopt both the Grade-of-Service (GoS) and the 
Quality-of-Service (QoS) as key performance metrics. 

In over 24 years of service, AT&T Relay has never experienced a customer-affecting 
service issue or complaint due to network blocking. No other provider can match this 
record of performance. 

Relay Service, itself, was originally developed by AT&T Bell Labs with the same 
standards for reliability and performance as our main network services. AT&T has been a 
provider of state-wide relay service for more than 24 years. No other relay provider 
equals this record. We were the first telecommunications company to establish a 24 
hour/7 days a week service under a state funded program in State of California back in 
January 1987. We set the benchmark that other relay providers followed. 

Financial and Community Strength: 

As the largest telecommunications company in the United States and one of the largest in 
the world, AT&T has vast experience working with all sectors of business-including 
state governments and their agencies. We combine this experience with talent, 
commitment, and strength to bring you a comprehensive solution for TRS. We bring you 
excellence in significant aspects that are the hallmark of a trusted provider. 

In these uncertain economic times, some telecommunications providers are troubled with 
so many performance and financial issues that they no longer are invited to participate on 
large federal government bids. You can rely on AT&T, however, to support you with 
resources, performance, and stability that position us at the top of our industry. 

AT&T Reports Solid Earnings, Strong Cash Flow, Robust Mobile 
Broadband Sales and Improving Wireline Revenue Trends 
Dallas, Texas, October 20, 2011 

AT&T Inc. (NY SE:T) today reported third-quarter results, highlighted by solid earnings 
and free cash flow, continued strong mobile broadband growth and sequential growth in 
wireline business revenues. 

“Mobile broadband growth continues to be robust, execution was strong across the 
business, and we delivered another solid quarter,” said Randall Stephenson, AT&T 
chairman and chief executive officer. 

“Smartphones, connected devices and tablets all posted impressive gains. Our first LTE 
4G markets are up and running with terrific speeds. And we continue to work toward a 
successful completion of our planned T-Mobile USA merger. The next waves in the 
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mobile Internet revolution represent tremendous growth potential, and we are laying the 
groundwork required for that future.” 

Third-Quarter Financial Results 
For the quarter ended September 30,201 1, AT&T’s consolidated revenues totaled 
$3 1.5 billion, down $103 million, or 0.3 percent, versus the year-earlier quarter. 

Compared with results for the third quarter of 20 10, AT&T’s operating income margin 
was 19.8 percent, compared to 17.2 percent; operating expenses were $25.2 billion versus 
$26.2 billion; and operating income was $6.2 billion, up from $5.4 billion. 

Third-quarter 201 1 net income attributable to AT&T totaled $3.6 billion, or $0.61 per 
diluted share. These results compare with reported net income attributable to AT&T of 
$12.3 billion, or $2.07 per diluted share, in the third quarter of 2010, which included one- 
time gains from a tax settlement and the sale of Sterling Commerce. Excluding one-time 
gains, earnings were $0.54 in the third quarter a year ago. 

Third-quarter 201 1 cash from operating activities totaled $10.4 billion, and capital 
expenditures totaled $5.3 billion. Free cash flow - cash from operating activities minus 
capital expenditures - totaled $5.1 billion. 

Compared with results for the first nine months of 2010, year to date through the third 
quarter, cash from operating activities totaled $27.2 billion versus $25.4 billion; capital 
expenditures totaled $14.7 billion compared to $13.7 billion; and free cash flow totaled 
$12.4 billion versus $1 1.6 billion. 

Community Impact 
Making a Difference in the Community 

AT&T is more than just a company that provides 
relay services. We are also a member of your 
community. 

Corporate social responsibility is integral to AT&T’s culture; we continually engage in 
initiatives that enrich and strengthen our communities. Thanks to these efforts, we 
contributed over $4.9 million through corporate-, employee- and AT&T Foundation- 
giving programs in 2010. Other ways we are investing in Florida include but are not 
limited to: 
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The following is a summary of our investment in the great state of Florida. 

Employment 

We have more than 15,860 AT&T employees in Florida. Our payroll represented more 
than $1.1 billion in 20 10. We operate 138 company-owned retail locations in the state. 

Building for tomorrow 

Between 2008 and 2010, AT&T invested approximately $2.8 billion on its wireless and 
wired networks in Florida. The state's consumers enjoy 3G wireless service in 27 
major metropolitan areas; we also offer AT&T U-Verse@ TV, U-Verse Internet and U- 
Verse Voice Services, which are all delivered over our advanced Internet Protocol 
platform in your state. 

Local Support 

In 2009, AT&T operations in Florida generated more than $974 million in local and 
state taxes. These taxes, paid by AT&T or our customers, help support vital programs. 

Spending Where We Live 

AT&T spent more than $1.4 billion on goods and services purchased from suppliers 
based in your state in 20 10. This spending supports jobs and economic activity in 
Florida. 

People Power 

Each year, our employees and retirees work to enhance their communities by taking part 
as AT&T Pioneers and voluntary efforts. In 2009, AT&T employees and retirees in 
Florida donated more than 470,000 hours of personal time to community outreach 
activities -worth more than $10 million. 

Environmental Impact 

We strive to minimize our environmental impact in ways that are relevant to our business 
and important to the communities we serve. Finding cleaner methods of powering our 
fleet is an important step we can take in this area, and we plan to invest up to $565 
million over 10 years to deploy more fuel-efficient vehicles in our fleet. We currently 
have 72 alternative-fuel vehicles in Florida. And in 2010, we invested nearly $944,000 
in 3 12 energy-efficiency projects in the state,resulting in an expected 20.97 million 
kilowatt hours of annualized energy savings. 

d 

December 22,201 1 Page 10 

atat 



- AT&T Response to RFP No. 110013-TP 

r +!- 
-0 I' 

Giving Back 

For more than 25 years, the AT&T Foundation has been committed to advancing 
education, strengthening communities and improving lives. In 2009, AT&T and its 
employees contributed more than $4.9 million through corporate, employee, and AT&T 
Foundation giving programs in Florida. 

In 2008, we launched AT&T Aspire, a $100 million philanthropic program to help 
strengthen student success and workforce readiness. As part of this commitment, last 
year we awarded 18 single or multi-year grants in Florida, valued at $1,151,584. We 
also provided the opportunity for 4,136 students in your state to job shadow our 
employees, giving them the chance to see first-hand the skills they need for future 
success. 

Add It UP 

20 10 PAYROLL 

2009* TAXES $974,866,000 

2010 GOODS & SERVICES $1.490.426.000 

$1, I J~,OO","OO 

2010 GIVING $4,900,000 

2010 VOLUNTEER HOURS $ 10,000,000 

201 0 GRANTS $1.15 1.584 

2008-2010 NETWORK INVESTMENT $2,800,000,000 

AT&T's TOTAL FLORIDA INVESTMENT $6,415,343,584 
*Most recent data available 

AT&T appreciates the opportunity to respond to this W. We're confident that our solution meets and 
exceeds your requirements and expectations for Telecommunications Relay Services. 

With our comprehensive scope of services, AT&T can deliver the benefits of efficiency, 
streamlined coordination, common methods and processes, and responsive personnel, with solid 
experience and the best financial stability available. 
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P R O P O S A L  F O R M A T  

C. Techn ica l  Bid P r o p o s a l  F o r m a t  

C-1. Format 

e items listed in the checklist 
onse other than a 
d and the bidder agr 

foiin in Section 

a. 

3. 

C. 

d. 

e. 

The original and fifteen ( I  5 )  two-sided copies of the technical proposal should be 
filed. The original and five ( 5 )  copies of the Price proposal should be filed. 

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.) 

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 technical 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 
attachments as described above. 

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

To the extent possible, all pages of the proposal should be on 81/2 x 1 1’2 white pa 
However, individual presentations which the bidder is unable to place on an 8 112” x 
11” page in a readable format may be presented on a larger page. 

AT&T Response: 

AT&T has read, understands, and complies with a-e above. 

December 22,201 1 Page 12 



AT&T Response to RFP No. 110013-TP 

D. THE P R I C E  PROPOSAL FORMAT 

NOTE: THE PRICE P SAL SHALL B RATE SEALED 
ENVELOPE MARKE 

POSAL OPENING OFF 

AT&T Response: 

AT&T has read, understands and complies. 

Pricing is provided under separate cover in our Pricing Proposal. 

S E R V I C E  P R I C E  PER B I L L A B L E  MINUTE 

1.  Basic Relay Service 

Bid price should be on a flat rate basis per billable minute for all billable minutes and not 
vary depending upon the volume of traffic. Existing contract price for intrastate basic 
relay service is $0.89 per session minute. 

AT&T Response: 

AT&T has read, understands and complies. 

Pricing is provided under separate cover in our Pricing Proposal. 

2. Captioned Telephone 

billable minutes 

December 22,201 1 Page 13 
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w AT&T Response to RFP No. 170013-TP 

AT&T Response: 

AT&T has read, understands and complies. 

Pricing is provided under separate cover in our Pricing Proposal. 
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AT&T Response to RFP No. 110013-TP 

T R A N S M I T T A L  L E T T E R  

C.2 Transmit ta l  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 bi 
technical proposal copies should also contain the typewritten signer’s name and title. The 
transmittal letter shall clearly identify 
transmittal letter, the bidder should st 
RFP. Any exceptions to the RFP’s terms and conditions will result in disqua 
fiom the bid process. 

complete legal name of the bidder. In the 
hat it will comply with all requirements of the 

Each person signing a proposal certifies that heishe 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. 

AT&T Response: 

AT&T has read, understands and complies. 

AT&T’s Transmittal Letter follows. 

December 22,201 1 Page 15 /- 
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December 22,20 1 1 

Mr. Kevin Bloom, Chairman 
c/o Ann Cole - Director, Office of Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Re: Docket 110013-TP 

Dear Mr. Bloom: 

AT&T Corp. is pleased to respond to Florida’s Request for Proposal for Telecommunications Relay 
Service (TRS). In our submission, AT&T has crafted a dynamic offering for the state and the citizens of 
Florida. In the following pages, you will see AT&T Corp. is offering an unbeatable combination of 
service and technology. 

Unparalleled Service. AT&T Corp. brings you the most highly skilled and experienced 
Communications Assistant (CA) force in the industry. Our seasoned management team shares a deep 
heritage and passion for dedicated and professional service. We are ready, willing and dedicated to 
serve the District with the outstanding level of service you would expect from an industry leader. 

Simplified sourcing. AT&T Corp. offers robust support and available Network Management 
Services for your Relay service. With our comprehensive scope of services, we can deliver the 
benefits of efficiency, streamlined coordination, common methods and processes, and responsive 
personnel. AT&T Corp. Relay Services also provides a dedicated internal technical team with more 
than 100 years of collective Relay experience. Our experts are the same individuals that the FCC 
often calls upon when seeking feedback regarding complicated industry issues. 

Investing in Florida. In 2010, we employed more than 15,800 people in your state, with a payroll 
exceeding $1.1 billion. We spent more than $1.4 billion on goods and services purchased from Florida 
suppliers, supporting jobs and economic activity in your state. Our Florida operations generated more than 
$974 million in local and state taxes helping to support vital programs. AT&T and its employees contributed 
more than $4.9 million through giving programs in your state. Additionally, our employees and retirees 
donated more than 470,000 hours of personal time on community outreach programs worth more than $10 
million. Between 2008 and 2010, we invested more than $2.8 billion on wireless and wired networks in 
Florida. 

0 

0 

We are pleased to present our proposal in response to your specific and detailed requirements. We are 
confident that all Florida Relay users will be able to take advantage of the latest features and 
enhancements that will keep the Florida Relay Service in the forefront of the Relay industry. We’re 
committed to performing our very best with the same focus on customer care, reliability, stability and 
competitive offerings that has led to our earned title of the Most Admired Telecommunications Company 
in America over and over again. AT&T Corp. will commit premier resources to the state to ensure the 
success of this vital service for Florida Relay users. We offer solid experience and the best financial 
stability available. 

t) 
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We will comply with all requirements of the RFP. 

AT&T requests that the FPSC keep several components of its proposal Proprietary and 
Confidential and has filed a Claim of Confidentiality pursuant to Section 364.1 83( l), Florida Statutes, 
and rule 25-22.006(5) to request confidentiality of certain proprietary information. 

AT&T derives economic value from the information contained on such pages because it is not known to 
others, including AT&T’s competitors. AT&T 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. AT&T respectfully requests that the FPSC designate the confidential and 
proprietary information in its proposal as confidential trade secrets. 

AT&T seeks to protect the confidentiality of the information contained in the enclosed binder 
labeled CONFIDENTIAL DOCUMENTS. The documents include: 

0 CA Initial Training Modules and Participant Guides 
0 CA Manual (Position Tool) 

CA Observation Form 
Emergency Action Plan 

Additionally, we seek to protect the confidentiality of our pricing which has been provided in a separately 
sealed Price Proposal folder. 

The undersigned is an officer with AT&T Services, Inc., an AT&T company, and is authorized to make this 
proposal on behalf of AT&T Corp. Ms. Johnson is located at 208 S. Akard St., Dallas. TX 75202. Her contact 
numbers are (0) 214-757-7940, and (F) 214-746-2353. 

Our contact person authorized to answer questions related to this proposal is Sidney Minnick, Senior Marketing 
Manager, Customer Mormation Services, AT&T Services, Inc. Mr. Minnick is located at 3 11 S. Akard St., 
Room 21-10, Dallas, TX 75202. His contact information is: (0) 214464-6858,O;) 214-7454802, and 
Sidney. minnick,i r@att. coin. 

Our contact person authorized to make decisions and answer questions related to any subsequent contract is 
Gregory P. Smith, Director-Market Development, Customer Information Services, AT&T Services, Inc. Mr. 
Smith is located at 208 S Akard St., Room 923, Dallas, TX 75202. His contact information is: (0) 214-757- 
7995, (F) 2 14-746-2364, and gsmith@,att.com. 

AT&T appreciates the opportunity to respond to this RFP. We’re confident that our solution meets and exceeds 
your expectations for Telecommunications Relay Services. 

Sincerely, 

Susan Johnson 
Senior Vice President-Customer Information Services 
AT&T Services, Inc. 



F l o r i d a  

B uilding R E LAYionships 

AT&T‘s Response to State of Florida’s R F P  Docket  NO. 110013-TP for 
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Sidney Minnick, Jr. 
Senior Marketing Manager 
Customer Information Services 
AT&T Operations, Inc. 
311 S.  Akard, Room 21-10 
Dallas, TX 75202 

214-534-2591 (Cell) 
si d n e y . m i n nick . i r@.a tt . co m 

214-464-6858 (OfC) 
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Proposal Validity Period-The information and pricing contained in this proposal is valid for a period of one hundred twenty (120) days from the date written on 
the proposal cover page unless rescinded or extended in writing by ATBT Cow. 
Providers of Service-Subsidiaries and affiliates of ATBT Inc. provide products and services under the AT&T brand. ATBT Corp., an ATBT company, is the 
proposer for itself and on behalf of its service-providing affiliates: 
Copyright Notice and Statement of Confidentiality4 201 1 ATBT Intellectual Property. All rights reserved. AT&T, the ATBT logo, and all other AT&T marks 
contained herein are trademarks of ATBT Intellectual Property andlor ATBT affiliated companies. All other marks contained herein are the property of their 
respective owners. The contents of this document are unpublished, proprietary, and confidential and may not be copied, disdosed, or used, in whole or in part, 
without the express written permission of ATBT Intellectual Property or affiliated companies, except to the extent required by law and insofar as is reasonably 



AT&T Response to RFP No. 710073-TP 

L 
1 
'1 

C H E C K  L I S T  & E V A L U A T I O N  

C.8 Check L i s t  of Proposal Content  

As a part of the bidder's proposal, the transmittal letter should be followed by the 
evaluation checklist in Section E. In the blank beside each item on the checklist, except 
items requiring a Signature of Acceptance, the company contact person who is 
responsible for the proposal and any subsequent contract and who signs the transmittal 
letter should initial (not check) each item in the check list which is contained within the 
proposal. The person initialing the checklist should ensure that each item in the checklist 
is also contained in its proposal and in the same order as the item appears in the checklist. 
The bidder should also indicate beside each item in  the checklist the page number in its 
proposal where the item in the checklist can be found. 

For items requiring a Signature of Acceptance, the same person should sign each item 
indicating that the item has been reviewed and the bidder agrees to comply with the item. 

AT&T Response: 

AT&T has read, understands, and complies. 

Our completed Check List follows. 
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Florida Relay Service 
Section E 

Item No. 

1 .  

b- 

Initials of 
Bidder's 
Contact 
Person 

- NA 

- NA 

- NA 

- NA 

FILING CHECK LIST 

Brief Title 

Format (RFP ref. Section C-1 and D) 

Transmittal Letter, Address, contact Person, Tel. and Fax No,, Legal Name 
of Bidder, and Statement of Compliance with or lack of Compliance with 
RFP requirements (RFP ref. C-2) 

Check List (RFP ref. C-8 and E) 

FCC Authority to Provide Relay Services (RFP ref. A-5) 

Conflict of Interest (RFP ref. A-25) - State Name(s) or None Below 

Name(s) Disclosed: None 

Commencement Date (RFP ref. B-2) 

Term of Contract (RFP ref. B-3) 

Scope of Service (RFP ref. 8-41 

Attachment A 

Page No. 
of 

Bidder's 
Proposal 

Pass/Fail 
Or 

Sirnature 
- Or 

Maximum 
Points 

N/A 

12 

N/A 

P/F 

A1 



Florida Relay Service 
Section E 

Attachment A 

Check List 
Item No. 

9. 

10. 

11. 

12. 

13. 
14. 

15. 

16. 

17. 

Initials of 
Bidder's 
Contact 
Person 

- NA 

- NA 

- NA 

Brief Title 

Access Numbers (RFP ref. B-5) 

Availability of System to Users (RFP ref. B-6) 

Minimum CA Qualifications and Testing (RFP ref. B-7) 

CA Training (RFP ref. B-8) 

Staff Training (RFP ref. B-9) 

Counseling of CAS and Staff (RFP ref. B- 10) 

Procedures for Relaying Communications (RFP ref. B-1 1) 

Languages Served (RFP ref. B- 12) 

Additional Languages Served (RFP ref. B- 13) 

Shift Advisor/ Consultant (RFP ref. B-14) 

Confidentiality of Calls (RFP ref. B-15) 

Page No. 
of 

Bidder's 
Proposal 

PassiFail 
Or 

Signature 
- Or 

Maximum 
Points 

Signature of Acce tan -1 
I 4 3  

58 100 I 
I 

72 I 25 

I 100 I 74  

98 125 



111 

113 

114 

121 

50 

50 

50 

100 

-I 

13 I. 

164 

165 

173 

175 

177 

100 

1 00 

100 

100 

1 00 

25 

Attachment A Florida Relay Service 
Section E 

Page No. I PasGail 1 Initials of 
Bidder's 
Contact 
Person 

Brief Title 
of 

Bidder's 
Proposal 

Or 
Signature 
- or 

Maximum 
Points 

Item No. 

20. 

21. 

22. 

- NA Types of Calls to be Provided (RFP ref. B- 16) 

110 150 I Call Release Functionality (RFP ref, B- 17) 

Speed Dialing (RFP ref. B- 18) 

Three-way Calling Functionality (RFP ref. B-19) 

Voice Mail and Interactive Menus (RFP ref. B-20) 

Voice and Hearing Carry-Over (RFP ref. B-2 1) 

Captioned Telephone Voice Carry-Over (RFP ref. B-22) 

Turbocode'M (RFP ref. B-23) 

I 26. 

127. 
128.7 I Speech to Speech (RFP ref. B-24) 

Access to Pay Per Call Services (RFP ref. B-25) 

Caller ID (RFP ref. B-26) 
Last Number Redial (RFP ref. B-27) 

l- Obscenity Directed at the Operator (RFP ref. B-28) 

Emergency Calls (RFP ref. B-29) 

Blockage (RFP ref. B-30) 183 I200 



Florida Relay Service 
Section E 

Check List 
Item No. 

35. 

36. 

At t ac hmen t A 

Initials of Brief Title 
Bidder's 
Contact 
Person 

e* 
Answer Time (RFP ref. B-3 1) 

Equipment Compatibility (RFP ref. B-32) 
b 

- NA 

37. - NA Transmission Levels (RFP ref. B-33) 

38. Measuring Equipment Accuracy (RFP ref. B-34) 

Page No, 
of 

Bidder's 
Proposal 

PassfFail 

Maximum 
Points 

Si me of Acce tan S I  
I --- I 

&I 



Florida Relay Service 
Section E 

228 

Attachment A 

50 

Check List Initials of 
Item No. Bidder's 

Contact 
Person 

234 

250 

Brief Title 

25 

200 

Charges for Incoming Calls (RFP ref. B-41) 

Billing Arrangements (RFP ref. B-42) 

End User Billing for Intrastate Calls (RFP ref. B-43) 

Relaying Interstate and International Calls (RFP ref. B-44) 

End User Selection of Carrier (RFP ref. B-45) 

Recipient of toll revenues (RFP ref. B-46) 

Long Distance Call Billing (RFP ref. B-47) 

Special Needs (RFP ref. B-48) 

Unsolicited Features in Basic Relay Service (RFP ref. B-49) 

[P and Video Relay Service (RFP ref. B-W 

Redundancy (RFP ref. B-5l) 

Performance Bond (RFP ref. B-S2) 

Page No. 
of 

Bidder's 
Proposal 

PasdFail 
Or 

Signature 
- Or 

Maximum 
Points 

22 1 1 50 
224 I 50 

I 50 227 

- 
232 I 5 O  

258 



Florida Relay Service 
Section E 

NA 

NA 

Attachment A 

Travel (RFP ref. I3-B 

Reporting Requirements (RFP ref. B-55) 

Liquidated Damages (RFP ref, B-56) 

Item No. 

57. 

58. 

59. 

60. 

61. 

62. 

63. 

64. 

65. 

Initials of 
Bidder ' s 
Contact 
Person 

Brief Title 

NA I Submission of Monthly Invoice (RFP ref. B-2)  

NA Transfer to New Provider (RFP ref. B-57) 

I 

NA I Insurance Coverage (RFP ref. B-3)  

Optional Florida Call Center (RFP ref. B-59) w 
Public Entity Crimes (RFP ref. C-3) 

/ I- - Financial Information (RFP ref. C-4) 

Page No. 
of 

Bidder's 
Proposal 

or 
Signature 
- or 

Maximum 
Points 

265 I 
I I 

277 I p/F I 



Florida Relay Service 
Section E 

Check List 
Item No. 

67. 

69, 

170. 

Initials of 
Bidder’s 
Contact 
Person 

U E 

Brief Ti tie 

Experience and Customer References (RFP ref. C-5) 

Subcontractors (RFP ref. C-6) 

Bid Security Deposit (RFP ref. (2-7) 

PRICE PROPOSAL (RFP ref. Section D) Must be filed in a separate 
sealed envelope marked: “Sealed - To Be Opened Only BY the FPSC - -  
Proposal Opening Officer.’’ 
MAXIMUM TOTAL POINTS 

Attachment k 

Page No. 
of 

Bidder’s 
Proposal 

281 

295 

295 

2 97 

Pasflail 
Or 

Simture 
- Or 

Maximum 
Points 

200 

50 

P/F 

See RFP 
Sec. D & 
E. 
3,125 



ATBT Response to RFP No. 110013-TP 

E. Evaluation Method to be used and Filing Check 
List 
Technical proposals will be evaluated using a pass or fail criteria for some elements, a 
point rating criteria for some elements, and a signature of 
The PRC Chairperson reserves, at his discretion, the right to notify and allow a bidder a 
minimum time period to cure minor irregularities in items rated on a passifail basis. 
Failure to cure such miiior irregularities may result in elimination of the proposal from 
further evaluation. For items that are rated on a point basis, each member of the PRC will 
rate each item giving it a rating of between zero and the niaximum point rating shown on 
the check list on the following pages with the exception of checklist item number 63 
(RFP ref. B59). 

eptance for some eleme 

The technical ratings will be based on the PRC member’s evaluation of the evaluated 
item using the following scale. 

Total points from each PRC evaluator on the technical proposal will be added together 
for a total technical score. Proposals that do not receive at least 75% of the total available 
technical points in  aggregate to achieve a level of Excellent, will be eliminated from 
further evaluation and the bidder’s price proposal will not be considered. The technical 
score totals for each bidder will be compared by using the point total for the bidder with 
the highest point total as the denominator of a fraction with each bidder’s individual point 
total as the numerator. Each bidder’s percentage will then be multiplied by 50% to arrive 
at the weighted score for each bidder’s technical proposal. Next, a weighted score for 
each eligible bidder’s price proposal shall be calculated as follows. Each eligible bidder’s 
price will be compared by using the lowest eligible bidder’s bid price for basic relay 
service as the numerator of a fraction with each eligible bidder’s price as the 
denominator. Each eligible bidder’s percent 
at the weighted percentage score for each eligible bidder’s price proposal. The same 
procedure will be used to evaluate Captioned Telephone or its equivalent service using 
23.3% to arrive at the weighted percentage score. 

will then be multiplied by 26.7% to arrive 

December 22,201 1 Page 17 
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AT&TResponse to RFP No. 110013-TP 

Each eligible bidder’s weighted percentage score for its technical proposal and for its 
price proposal will be added together and the eligible bidder with the highest total will be 
recommended by the PRC to the FPSC. However, tlie FPSC reserves the right to reject 
the PRC’s recommendation, and reject all bids. 

AT&T Response: 

AT&T has read and understands. 

E valuation Example 

The following is an example of how tlie PRC would ate the bidders if the total 
technical points a1 7,500. The numbers re strictly for illustrative 
purposes and not in 
the price, price r 

guidance in ternis of what the FPS 
or usage levels to be. 

Assumptions: 

a) Sum of total technical points by all evaluators: 
Bidder A (7,500 points) - 7,500/7,500 = 1 .OOO x 50% = SO00 
Bidder B (7,000 points) - 7,000/7,500 = .9333 x 50% = .4667 
Bidder C (5,500 points) - 5,500/7,500 = .7333 x 50% = .3667 

In the example above, Bidder C failed to obtain a score equal to 75% of the total 
technical points available and as a result, Bidder C’s price proposal would not be 
considered. 

b) Bidders’ price proposals for basic relay service. 
Bidder A - $.55 per billable minute 
Bidder B - $.60 per billable minute 

c) Bidders’ price proposals for Captioned Telephone service: 
Bidder A - $1 .OO per billable minute 
Bidder B - $1.20 per billable minute 

The technical evaluation is as follows: 

Bidder A (7,500 points) - 7,500/7,500 = 1 .OOO x 50% = SO00 
Bidder B (7,000 points) - 7,000/7,500 = .9333 x 50% = .4667 

3 

d 



- AT&T Response to RFP No. 110013-TP 

The price evaluation for TRS is as follows: 

Bidder A ($.55 per billable minute) - $.55/$.55 = .1.000 x 26.7% = 2670 
Bidder B ($.60 per billable minute) - $.55/.$60 = .9167 x 26.7% = .2448 

The price evaluation for Captioned Telephone (CT) service is as follows: 

Bidder A - ($1 .OO per billable minute) - $1 .OO/$l .OO = 1 .OOO x 23. 
Bidder B - ($1.20 per billable minute) - $1.00/$1.20 = .8333 x 23.3% = .1942 

The total is calculated as follows: 

Bidder A - .5000 (technical) + .2670 ( 
Bidder B - .4667 ( 

ce CT) = 1 .OOO 
ce CT) = .9057 hnical) + .2448 (pri 

AT&T Response: 

AT&T has read and understands. 
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AT&T Response to RFP No. 110013-TP 

A .  A D M I N I S T R A T I V E  
R E Q U I R E M E N T S  A N D  
P R  OC E DUR E S 

5. F C C  Authority to Provide Relay Services 

The provider shall have the necessary FCC authority or only use, for relay se 
telecommunications prov that have the nec ary FCC authority to prov 
and international service. 

AT&T Response: 

AT&T has read, understands, and will comply 

Please see Checklist. 

25. Conflict o f  Interest 

The award hereunder is subj 
Officers and Emplo 
officer, director, or 
agencies. Further, a 
directly or indirectly, an interest of five 
branches. 

to the provisions of Ch r 1 12, Florida Statutes, (Public 
- All bidders shall disclose with their bid the name of any 
, who is also an employee of the state of 

name of any state e 
bidder’s firm or any of its 

AT&T Response: 

Please see Checklist. 

AT&T affirms that, to the best of our knowledge: 
No officer, director, or agent is an employee of the state of Florida or any of its 
agencies. 
No state employee owns, directly or indirectly, an interest of five percent or more 
in our firm or our branches. 
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AT&T Response to RFP No. 110013-TP 

B .  T H E  S E R V I C E  T O  B E  P R O V I D E D  

2. Commencement Date 

The cnmmencemeiit 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. 

AT&T Response: 

AT&T has read and will meet this requirement. 

We will be poised to provide the complete Relay service by June 1,2012. 

AT&T is 100% confident in our ability to transition the processing of Florida relay calls 
from the current vendor to our organization within the confines of the required 
timeframe. We have a dedicated team of employees with excellent experience and 
organizational abilities. We have successfully transitioned very large relay contracts with 
extremely tight timeframes to our organization. AT&T guarantees a smooth transition to 
our relay services. Our dedicated team of inhouse Engineers, Managers, Trainers, and 
CAS will allow us to orchestrate a highly efficient transition meeting all of your required 
deadlines. 

Please see the following timeline which describes critical areas for implementation 
following award of the contract and through the requested in-service date of June 1,2012. 

AT&T is the most experienced relay provider in the industry. We have successfully 
transitioned relay contracts for over 24 years. Recently, we successfully transitioned the 
California Relay Service from three providers to two providers along with more than 25 
toll free numbers and several thousand customer profiles. The service was transitioned on 
time and as scheduled with no interruption in service. 

Upon award of the Florida contract, we will immediately assign an experienced project 
manager who will help ensure a timely and successful transition of service. 
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AT&T Response to RFP No. 110013-TP 

1. DATE 

Florida Telecommunications Relay Servic 
Hioh I , P V P I  Imnlpmontatinn Timplina 

TASK I 

Jan 17,2012 Contract is awarded to AT&T. 

Project Manager assigned. 

AT&T internal Relay Project Team is assigned and project kick-off started. 

Jan 18,2012 

Jan 25,201 2 

Feb 2.2012 Submit Performance Bond; Certificate of Insurance. 

Feb I O ,  2012 Contract finalized and signed by all parties. 

Work intake: 

Feature Development + Identify work + Estimate work + Schedule work 

Network Development + Identify work -+ Estimate work + Schedule work 

Reports Development -+ Identify work + Estimate work -+ Schedule work 

i) 
Feb 15,2012 

CIS biz team completes deconstruction of RFP for business requirements. 

IT team completes deconstruction of RFP for technical recluirements. Feb 22,201 1 

Feb 29,2012 Proiect Plan released and funded 

Mar 7,2012 IT release commitment 

Mar 7,2012 IT solution baselined 

Begin RESPORG process to swing toll free numbers from incumbent provider to 
AT&T. Mar 7, 2012 

Mar 14,2012 Requirements baselined 

3 
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L 
Apr 6, 2012 

, - .  , 

IT Design complete. 

AT&T Response to RFP No. 110013-TP 

Apr 20, 2012 

Apr 27, 201 2 

May 16, 2012 

May 16, 2012 

May 23, 2012 

Development complete - Features and Network. 

Unit testing and regression testing complete. 

ORT (Operational Readiness Testing) complete. 

Position drops and CA Training complete 

Develop customer notification piece and brochure. 

May 30’ 2012 

Jun 1,201 2 

Distribute customer notification letter and brochure to relay users and update 
relay web pages. 

Flash service cutover. 

AT&T has sufficient capacity to accommodate Florida Relay traffic in our existing relay 
facilities. Because of this, we will not need to hire CAS or do many of the other startup 
activities that are sometimes required when new contracts are acquired. AT&T has the 
required hardware, software, call centers and personnel necessary for the provision of 
Florida Relay. We will route Florida relay 800 numbers to our centers and begin to 
process Florida Relay calls on the contract start date. 

We anticipate a flawless cutover as we have witnessed with our attainment and transition 
of many other State relay contracts over the preceding 24 years. 

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 
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period is due to expire on May 3 1, 2015, the provider should notify the FPSC by June 1, 
20 14, that it desires a one year extension of service. 

AT&T Response: 

AT&T has read, understands, and will comply. 

AT&T understands and agrees to the term of the contract. As required, AT&T will begin 
providing Florida Relay Service on June 1,2012. We understand that the contract may 
allow for the term to be extended for up to four additional one year periods. AT&T will 
notify the Florida Public Service Commission of its desire to extend service by June lst 
the year before the current service period expires. 

Please see checklist. 

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 teleconimunications network with a non-TTY user (and vice-versa) through the 
use of the relay system. The service shall also provide other telecommunications services 
to persons with hearing and speech disabilities as further described below. 

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

AT&T Response: 

AT&T has read, understands, and will comply. 

AT&T relay services are designed to offer a means by which a deaf, hard of hearing, 
speech or dual sensory impaired person using a TTY can communicate over the existing 
telecommunications network with a non-TTY (Voice) user (and vice-versa) through the 
use of a skilled Communication Assistant and our state-of-the-art relay architecture. 

AT&T understands that the underlying premise of relay is to provide functional 
equivalence in telecommunications with what a non-relay user experiences. We work to 

3 

3 
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incorporate customer and state feedback to ensure that our relay customers are provided 
excellent service that is functionally equivalent. 

Please see checklist. 

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, etc.). 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 “71 1 ”  which shall point to the 800/955-8770 number. 

AT&T Response: 

AT&T understands and will comply with all Florida Relay access number requirements. 
We will transition existing Florida relay toll free numbers to our centers on June 1,2012 
per contract specifications. 

AT&T will utilize the current number associated with 71 1 translations as well as the toll 
free numbers for both TTY and Voice callers. AT&T understands that FPSC authority 
must be requested to obtain other toll-free numbers for use with Florida Relay customers. 

7-1-1 
When dialing 7- 1- 1 and reaching our relay centers, profiled customers who have indicated 
a connection preference will have their call automatically setup in the correct connection 
mode. This creates an efficient call process as the CA is aware of the caller’s mode and 
can communicate effectively without changing any settings. 

If the relay user has no customer profile associated with the number they are calling from, 
the call will default to a voice connection during our upfront automation process. If no 
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response is received, the system will begin to communicate with the caller by TTY. This 
allows for an efficient setup of relay calls. 

All relay services are available and accessible through 7- 1 - 1 dialing. 

Please see checklist. 

6. Availability of the System to Users 

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. 

AT&T Response: 

AT&T has read and complies. 

AT&T is proud to offer reliable relay service that is available 24/7 every day of the year. 
Additionally, AT&T offers customer service that is also available 24/7. We will relay 
local, intrastate, interstate and international calls that originate or terminate in the state of 
Florida. 

Please see checklist. 

N o  restrictions shall be placed on the length or number of calls placed by customers 
through the relay center. 

AT&T Response: 

AT&T has read and complies. 

AT&T does not place any restrictions on the length or number of calls place by 
customers through the relay center. Callers are in control of their communications and 
can converse for as long as they wish while on a relay call. AT&T CAS are trained to 
sequence calls as many times as the caller would like. We offer full functional 
equivalence. 

Please see checklist. 

3 
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7. Minimum C A  QuaIifications/Testing 

The provider shall adequately supervise and train its employees to always be courte 
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. 

AT&T Response: 

AT&T has read, understands and complies. 

AT&T recognizes the importance of selecting highly-qualified individuals for the 
Communication Assistant position. Our Human Resource/ Staffing organization is 
skilled at hand-selecting premium candidates for our CA positions. We are so selective 
in our hiring process for this position, that when hiring for a recent contract win, our hire 
rate was near 4%. For every one hundred applicants we received, we selected only 4 to 
become employees and fill the CA positions that we had available. Prior to being hired, 
perspective employees must qualify on several tests including a Telephone Ability test, 
an Oral Typing Skills Test, and an Oral Proficiency Interview. AT&T is proud of our 
candidate selection process that has enabled us to hire and retain and qualified and skilled 
workforce in relay services for over 23 years. From a caller in Virginia on 

10/19/11 The customer testimonials you’ll see in this part of our 
response are unsolicited and tell you in the caller’s own “ne CA was profess~ona~, 
words how exceptionally proficient and committed our patient, and kept parties updated 
CAS are. on call progress/status; 

appropriately asked for 
The basic premise underlying all of AT&T’s extensive verification of various acronyms.” 
training is to teach employees how to process relay 

This comment was unsolicited. calls while being courteous, considerate, and efficient 
in dealing with our customers and the general public. 
AT&T regularly evaluates CAS. Our centers are designed in a fashion that requires our 
Manager’s cubicles to be in very close proximity to the CA production floor, in most 
cases, only a matter of a few feet to the nearest CA position. This allows Managers to 
constantly evaluate CA performance and to ensure that CAS are courteous, considerate, 
and efficient. Managers are routinely circulating in the call center and observe CA call- 
processing on a near constant basis. 
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OBSERVATIONS: 

AT&T regularly evaluates CAS by doing “official” written observations a minimum of 
once per month for each CA. Typical observations will include approximately five calls. 
Relay calls are observed by a manager who completes a call sheet and provides 
immediate feedback after completion of a call. 

Please see the binder labeled CONFIDENTIAL DOCUMENTS for the AT&T CA 
Performance Observation Form used to evaluate Communication Assistants. 

CAS are evaluated on proficiency in call processing, professionalism, appropriate tone of 
voice for subject matter, grammar, spelling, ASL interpretation, etiquette, and knowledge 
and skill required to process relay calls. 

Observation forms provide valuable feedback and coaching opportunities. When 
necessary, employees are scheduled for follow-up training to improve in areas they 
require development. Observation scores are also used for AT&T’s Pay for Performance 
plan that provides substantial monetary payouts for quality observations and other 
important metrics such as attendance. 

MONTHLY QUALITY ASSURANCE TEST CALLS: 

AT&T has an organization external to Relay Services that conducts monthly test calls to 
evaluate CA performance. This is referred to as our 
World Class Customer Care (WCCC) organization. 
Members of that organization develop scripted 
relay calls to place to each of our centers. The 
WCCC team members are well-versed in relay 
requirements and place test calls to evaluate the 
quality of our service and to provide feedback to 
CAS. This organization is external to Relay 
Services and totally unbiased. Results from these 
test calls are used for a portion of AT&T’s 
generous Pay for Performance plan. AT&T 
recognizes the importance of providing quality 
service and reinforces that through our Pay for 
Performance. 

At AT&T, our people are our 
greatest asset. 
Our Relay callers tell you why. 

From a caller in Virginia, 

“I want to commend the CA for 
processing my call efficiently. Like I 
told Mom, you guys in Virginia are 
great! You’re much better than the 
Ohio operators.” 

3 

3. 
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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: 

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 cominunications. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T is proud of the comprehensive training our CA team has received. 

Proficiency Requirements 

AT&T CAS are proficient in processing all types of relay calls. CAS are able to quickly 
and accurately type TDD messages to the relay user. AT&T is adept at using valid and 
unbiased tests to ensure that our CAS have the 
skill sets necessary to process relay calls 
accurately and efficiently. AT&T CAS are 
sufficiently trained to meet the specialized 
communication needs of individuals with 
hearing or speech disabilities. 

After being selected during a rigorous 
employment screening process, AT&T CAS 
are observed and tested (either pre or post 
employment) to ensure they: 

Here are comments about our CAS’ 
accuracy and speed from a caller in 
Pennsylvania, 

“CA 5356 gets the 5 star award for excellent 
service tonight. She types at the speed of 
sound and was very pleasant throughout the 
call. I speak rather fast, and she kept up. I 
believe she typed at 90 words a minute.” 

From another Pennsylvania caller, 

“I want to give the CA a grand compliment. She 
did not have one typing mistake for as long as 
we were on the call. She was extremely 
thorough. She was truly amazing. She relayed 
the call with extreme professionalism.” 

These comments were unsolicited. 

Possess clear and articulate voice 
communication 
Type a minimum of 60 words per 
minute on an oral typing test 
Have required grammar and spelling 
skills 
Are able to interpret typewritten ASL 
Are familiar with speech disability culture, languages, and etiquette 
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Our CAS are specifically trained to provide a functionally-equivalent service to what a 
voice user would experience without the use of relay. They convey the full content, 
context and intent of the communication they translate. CAS are taught to be as 
transparent as possible on calls and do not intervene in the communication process. CAS 
are given macros to assist in informing the caller of background noise and other activities 
that may occur during a relay call. 

Prior to graduating from initial training, CAS are required to pass a series of written and 
skills-demonstration tests and to process live calls unassisted. If a trainee cannot pass 
these tests, they will be given additional instruction and coaching to make sure they are 
ready to place live relay calls; 

Relay Training for CAS - Deaf Cross Culture Training 

AT&T has an extensive Disability AwarenesdDeaf Cross Culture Training program. All 
of our relay staff, including management, receive 20 hours of initial training devoted 
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, This training 

Read what our Relay 
Service callers say 
about our 
Communication 
Assistants. 

From a caller in 
Pennsylvania, 

“The CA wasn’t doing her 
job just to do it. She had 
excellent typing speed 
and was pleasant 
throughout my very long 
and rather boring call. She 
has wings and a halo.” 

This comment was unsolicited. 

is presented through face-to-face instruction, videos, 
participation in simulated role play calls, and various 
exercises to ensure learning has occurred. AT&T CAS are 
thoroughly trained to meet the communication needs of our 
relay customers. 

Following please see the high-level outline of the 

d 

AT&T recognizes the need for ongoing training, and 
develops an additional Disability Awareness training of 12 
hours each year. 

AT&T’s Deaf culture Training encompasses all requirements 
noted in the above question including topics of ASL “gloss” 
and grammar, deaf culture, and the special needs of hard of 
hearing, late-deafened, deaf-blind and speech disabled users. 

We implement our training programs to ensure objectivity, 
sensitivity, and confidentiality in relaying calls. 

3 
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introductory Deaf/HOH Cross Cultural Training Outline. A more detailed agenda is 
available upon your request. 

This is the first training every new relay employee receives when hired as a 
Communication Assistant. The training is delivered by one of our AT&T Relay Account 
Team managers, a member of the Deaf and Hard of Hearing community. The training is 
participatory, and for most participants is a fun and memorable introduction to the world 
of relay. 

This initial introduction into deaf culture is for two days. The focus of the initial training 
program then pivots to the “technical” portion of the training, i.e. how to successfully 
complete relay calls. The concepts introduced during deaf cross-cultural training are then 
integrated into and reinforced throughout the next eight days of procedural instruction. 

Day One Day Two Days Three through Ten 
Introduction to the Methods of Fundamental Instruction in Technology and 
Communicatively Communication for the Procedures for Relay Service 
Challenged Community Communicatively 

Challenged Community 

DEAF CULTURE OUTLINE 

I 
Initial Training of Communication Assistants, Days One & Two 

1 ADA & FCC Requirements for Relay Service 
7 FfT? Rnni iirnmnntc - KA KnA fnr RnlBw Dnrcnnnnl 

II. Methods of Communication: Day Two 

A. 
B. 

C. ASL Gloss 

Introduction to American Sign Language (ASL) 
ASL Guidelines and Grammar Rules 
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D. Understanding ASL Translation/lnterpretation 
1. 

2. 

Idioms in Deaf Culture - English and ASL 

ASL Translation/lnterpretation as the Default 
Identifying Translation/lnterpretation preferences - Relay Choice Profile 

E. 

F. Procedures for obtaining Relief 
Additional Resources: Books, Tapes and Websites Related to 
DeafnesdHard of Hearing 

At various points in our Deaf Culture training, written knowledge checks occur, ensuring 
that CAS have grasped the pertinent details of the module just covered. An ASL 
diagnostic is given and must be passed for a CA to process live calls. This diagnostic 
covers ASL translation and interpretation. AT&T will gladly share the specific test upon 
request. 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

All AT&T Relay CAS are high school graduates, or have passed an equivalency 
examination. New hires must demonstrate their verbal ability during a personal interview 
and are also required to pass a written grammar test that is an excellent indicator of 
grammar proficiency. A background check and drug testing are also required elements of 
the hiring process. Other pre-employment tests include customer service orientation, 
basic general aptitude testing, and spelling skills, as well as testing for skill in grammar, 
spelling, and logic equivalent to a high school graduate level. 

During initial training, CAS process simulated calls that require them to have adequate 
reading and spelling skills. After employment, AT&T continues to enhance and develop 
our CAS spelling skills by giving tests such as the one below that ensure they have 
spelling skills at a 12'h grade level. 

A B C 
1 adimant adamant adament 

3 
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I40 I mikroscotw I microscotw I microscatw 
41 mut moot moote 
42 nocturnal nocternal nocturnol 
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In an effort to continually improve, AT&T intermittently conducts skill-based contests 
such as the “Relay Olympics” that CAS participate in to win prizes. These skill-based 
contests reinforce typing speed and accuracy, spelling, and other necessary relay skills. 

c. A niinimum 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. 

AT&T Response: 

AT&T has read and exceeds this requirement. 

Our typing test for potential employment as an AT&T 
CA requires applicants to successfully type at a 
minimum of 60 words per minute with a maximum 
error rate of no greater than five percent using an audio- 
typing test. 

CAS are tested three times Der vear on audio-typing test 
and also observed during live calls by Supervisors to 
ensure they maintain a typing speed above the required 
60wpm. 

Here’s what our Relay Service 
callers say about our 
Communication Assistants. 

From a caller in Virginia, 

“The CA was amazing. She had 
excellent inflection, gave 
continuous updates for the 
hearing party, and appropriately 
verified spelling of uncommon 
names. I was seriously 
impressed.” 

This comment was unsolicited. 

Unlike some competitors, our typing tests do not use 
technological aids to assist in meeting the required wpm 
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scores. Our software counts the total number of characters including spaces and divides 
that number by five to determine the words per minute. 

If a CA does not meet the 60 wpm requirement, the CA is taken off line for further 
training that includes various typing exercises to improve typing speed and accuracy. 

AT&T has a team of very skilled and experienced typists! 

The average typing speed of our current CA Team is over 73 -WITHOUT 
TECHNOLOGICAL AIDS. 

This is an average of our entire CA team. Some relay providers may indicate a word per 
minute score that was observed by independent test callers that reached only a small 
subset (as low as ten percent) of their CA workforce. AT&T’s 73 wpm indicated here is 
an average of all of AT&T CAS including our newest CAS. 

The chart below shows our typing speed breakdown for ALL of our centers combined. 
Over 50% of our employees type at a rate over 70 wpm. 

I Typing Speed 
Percentage of Current 
AT&T Relav CAS 

8.3% 

Some relay competitors may share third party independent studies comparing typing 
speed. As with any statistical study, it is imperative to ensure that comparable 
measurements are evaluated. Questions for consideration to ensure a level comparison 
may include: 

1. Does each provider have ALL of their centers processing these calls? -For 
example, if a large provider has multiple centers and a large CA team, the sample 
should reflect a large percentage of their CA base (greater than 25%). 

2. Typing evaluation based on verbatim versus abbreviated words. Are typing scores 
evaluated accurately considering abbreviations? Independent testers may be 
scoring abbreviations as fully-typed words. (i.e. rep has three characters or .6 of a 
word, representative has 14 characters or 2.8 words). This provides a statistical 
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advantage to CAS abbreviating extensively. AT&T does not allow CAS to 
abbreviate unless the customer abbreviates a specific word first. This ensures that 
the caller controls the call and understands all that is being typed. AT&T can 
abbreviate on Florida Relay calls at the direction of the FPSC. 

L 

Now, using the same text with abbreviations-this version has a total of 159 
characters including spaces, or 3 1.8 words per minute if typed in one minute. 

“If u require a rep to assist u with ur request, pls call back during normal business 
hrs. We r open Mon thru Fri from 8 AM to 6 PM and from 8 AM to noon on Sat”. 

CAS typing abbreviated words will be given an extra 10 words per minute in their 
typing score. This is not a “true” depiction of typing ability since typing words 
per minute should be based on key strokes and not abbreviated versions of words 
with full credit for all characters, even those not typed. 

Although abbreviations may not seem to have a huge impact, consider the short 
verse below. This short verse has a total of 209 characters including spaces, or 
41.8 words per minute if typed in one minute. 

“If you require a representative to assist you with your request, please call back 
during normal business hours. We are open Monday through Friday from eight 
AM to six PM and from eight AM to noon on Saturday.” 

3 

AT&T is confident in typing ability of our CAS. We receive unsolicited commendations 
regarding the quality and speed of our CAS when typing during relay calls. Our current 
average Word Per Minute score is 73 with acceptable accuracy as required. 

Typing Improvement: 

AT&T recognizes the impact that typing speed has on a relay call. We have computers 
available in each of our centers for CAS to use to improve their typing skills. We’ve 
provided software such as Mavis Beacon teaches typing and also provide a list of various 
websites that can be used for accessing typing games that improve typing skills. This 
provides variety and fun for our CAS as they develop this fundamental relay skill. CAS 
can use computers in our centers to do this and to enhance their typing skills. 

AT&T also initiates skill-based competitions at various times to improve typing speed. 
CAS compete with each other to be the “champion” in events such as our themed Relay 
Typing Tournaments. These friendly competitions encourage the enhancement of typing 
skills as well as other relevant skill sets such as spelling and grammar. 
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d. Ethics, e.g., how a CA deals with situations he may encounter. 

AT&T Response: 

AT&T has read and exceeds this requirement. 

CAS are trained to deal effectively and professionally with all situations they might 
encounter on a relay call. AT&T CAS are always courteous and polite, and do their best 
to assist callers whenever possible. Our relay centers are designed for ease of electronic 

access to a supervisor when required. CAS are 

This CA exemplifies our effort to 
provide outstanding customer 
service. 

From a caller in Pennsylvania, 

“CA 7302 was wonderful. She was 
smooth and relaxing, and she had a 
nice speed of talking. I didn’t realize 
that I was on the phone for over 45 
minutes with my sister. This was the 
most pleasant CA I have ever had.” 

This comment was unsolicited. 

well versed in methods and procedures, and solicit 
the assistance of a supervisor when needed. 

AT&T has always placed a strong emphasis on 
customer privacy, protection and customer 
confidentiality. Confidentiality and customer 
protection is at the forefront of our corporate 
ethics and values. Confidentiality of Relay Service 
is as strong a priority for AT&T as it is for the 
Florida Public Service Commission and Florida 
Relay users. 

1 AT&T recognizes Florida Relay callers must know 
their confidentiality and privacy is protected at all 

times. When a CA or manager is hired by AT&T, we require all AT&T CAS and managers 
sign and comply with a Pledge of Confidentiality and a CA Code of Ethics. We 
emphasize the critical nature of confidentiality, adherence to FCC regulations, and State 
contractual requirements in our training and coaching discussions. The Pledge of 
Confidentiality is posted in each Relay Center. The CA Code of Ethics and Pledge of 
Confidentiality are regularly reviewed as part of CA performance plans. These codes have 
served to underscore the importance of customer privacy and protection. 

We are proud to share that in over 23 years in the relay community we’ve never received 
a concern about CA confidentiality. AT&T is proud of a record that is clear of any 
allegation of a breach of confidentiality. 

AT&T views any breach of confidentiality as an extremely serious matter. Albeit rare and 
unlikely, a CA or supervisor who after a thorough investigation, is found to have violated 
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the confidentiality rules and regulations will either be terminated immediately or given a 
disciplinary warning, depending on the severity of the violation. 

CA Code of Ethics 

3 

AT&T CAS are well versed in our Code of Ethics and our Pledge of Confidentiality. 
From the beginning of their Initial training and continually throughout their career, 
Communication Assistants are trained on the importance of confidentiality and abiding 
by the CA Code of Ethics. These documents are reviewed and resigned on an annual 
basis. When reviewing these documents, hypothetical situations are provided to teach 
basic policies and procedures and to ensure that CAS have a appropriate level of ethical 
decision making. Trainees are asked to address relay situations that make them feel 
uncomfortable and are encouraged to learn strategies to the situations tactfully and 
effectively. 

The CA Code of Ethics includes the following rules presented and discussed in this 
training segment: 

3 
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CA CODE OF ETHICS 

AT&T Relay Services 
CA CODE OF ETHICS 

1. 

2. 

3. 

4. 

5 .  

6. 

Communications Assistants will keep all call information strictly confidential. 
The only exception to this is if a call has to be transferred to another CA or the 
In-Charge Desk. 

Communications Assistants must never give out telephone numbers. 

Communications Assistants must never give out information about themselves 
except their gender and CA number. 

Communications Assistants will convey the content and spirit of the speaker. 

Communications Assistants will not counsel, advise nor express personal 
opinions except the tone of voice of the voice person. 

Communications Assistants, as employees of AT&T, will strive to maintain high 
professional standards in compliance with the Code of Ethics and AT&T’s Code 
of Business Conduct. 

I have read and understand each of the Codes and I hereby pledge to abide and 
uphold the Code of Ethics. 

Name (sign) 

Name (print) 

Date 

This Code of Ethics, and the following CA Pledge of Confidentiality, is reviewed with each 
Communications Assistant annually, and during performance reviews occurring monthly and semi- 
annually. AT& T Communications Assistants understand their important role in the communication 
process, and the expectation for absolute confidentiality. AT&T Communications Assistants 
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understand that breaches of confidentiality -even if unintentional or a first-time offense- have 
serious ramifications, such as dismissal. 

e. Confidentiality. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has a strong corporate history of protecting customer privacy and customer 
information. Protecting customers and honoring their privacy is a value that is deeply 
embedded in all we do, in every job performed at AT&T. Our corporate guidelines for 
business ethics and behavior, called the AT&T Code of Business Conduct, specifically 
cite protection of customer information and privacy as a paramount responsibility of 
every employee. We re-train and re-commit every AT&T employee every year 
regarding the confidentiality of our customers’ information; all our employees 
serving relay callers make this commitment. 

The following document, “CA Pledge of Confidentiality,” is reviewed with 
Communications Assistants annually, and during performance reviews occurring monthly 
and semi-annually. AT&T CAS understand their important role in the communication 
process, and the expectation for absolute confidentiality. AT&T Communications 
Assistants understand that breaches of confidentiality -even if unintentional or a first- 
time offense- have serious ramifications, such as dismissal. 

Florida Relay Service 
Confidentiality Agreement 

I do hereby recognize the serious and 
confidential nature of the Florida 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. I will not disclose to any individual, including fellow Communications Assistants 
(CAS) Customer Service Representatives and supervisors, the identity of any 
caller or information I may acquire about a caller while relaying hidher 
conversation, except if the user is in life threatening circumstances or causes an 
emergency situation, or in instances of resolving a complaint. 
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2. 

3. 

4. 

5.  

6. 

7.  

8. 

9. 

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 VRS 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 Communications Assistant 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. 

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: 

December 22,201 1 Page 41 e atat 



December 22,201 1 Page 42 

atat 

AT&T Response to RFP No. 110013-TP 

Every CA is required to adhere to the rules of confidentiality during all training sessions. 
Trainers are trained to present scenarios and procedures without revealing names or 
specifics about the callers. 

All CAS are then required to sign the Pledge of Confidentiality previously discussed, 
promising not to disclose the identity of any caller, fellow relay operator, or any 
information learned during the course of relay calls. This applies to all Relay Service 
personnel during the period of employment and after termination of employment. 

The Pledge of Confidentiality, along with the Code of Ethics, is posted at each 
workstation within the call center and in all reference tools. The Relay Team fully 
understands the serious ramifications for violations of the Confidentiality responsibilities 
placed upon them. We are pleased to report we have received no allegations of 
confidentiality breaches to date. 

AT&T does not maintain a written or electronic script of any type beyond the duration of 
the call. We place great emphasis on maintaining the confidentiality of relay users. All 
typed text scrolls off of the screen, so that nothing is retrievable after a call is complete. 
Billing records are sent electronically by our automated CA platform, and thus no billing 
records are retained onsite or at the CA position. This eliminates any possibility for a 
confidentiality breech of this type of information. 

AT&T facilities are designed with confidentiality in mind. Each CA is assigned a locker 
in a separate area of the building for personal items and cell phones to be kept while they 
are working. 

AT&T is well-versed on customer privacy. To raise awareness and emphasize 
compliance, our employees receive annual training on maintaining customer privacy. 

AT&T will carefully protect all personal information. 

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

AT&T Response: 

AT&T has read, understands and will comply. 

Any person who has not passed the tests referenced above will not be used as an AT&T 
Relay CA. 
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8. C A  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 telecomniuiiicatioiis equipment, how to handle 
hearing and Voice Carry-Over, ethics, confidentiality aiid other requirements of the 
provider‘s operating policies and procedures. Training shall include both simulated aiid 
live on-line call handling. 

AT&T Response: 

AT&T has read and exceeds this requirement. 

Here’s what Relay callers 
say about our CAS’ 
explaining Relay Service. 

From a caller in Michigan: 

”I have never placed a relay 
call before. You did a great job 
of explaining how it works. This 
is a great service.” 

From a Pennsylvania caller: 

“This was my first relay call, 
and the CA did an excellent job 
of explaining what the call was 
about and relaying the 
conversation.” 

AT&T’s extensive training portfolio given to CAS is 
focused on providing functionally equivalent service to 
our Relay customers. During initial training, important 
foundational relay principles such as “relaying verbatim 
regardless of content” are introduced and emphasized so 
that our new future employees understand that they need 
to relay ALL calls regardless of content or intent, and in a 
tone of voice appropriate for the subject matter being 
relayed. Instructors then follow-up with role-play and 
coaching throughout initial training period and 
subsequent employment to ensure our customers receive a 
quality relay experience. 

When arriving in the Relay center for initial training, 
employees are greeted and training begins with the review 

5 
c of Confidentiality and Code of Ethics documents as noted 
*’ in number 7 above. Each of these documents are 

These comments were unsolicited. 

thoroughly reviewed, with scenario questions presented 
and commentary added by an experienced instructor. As 
a fundamental requirement for every relay call, this topic 

is emphasized throughout training. 
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AT&T considers the training and continued development of our CAS as an investment. 
Although CAS are trained in small group formats (typically 5-7 CAS), each CA is given 
individual attention by the instructor to ensure they are grasping all concepts presented. 
Our Initial training program completed by all CAS includes instructor-led training in a 
classroom environment, computer-based training, simulated call-handling, observing call- 
handling with a seasoned CA, videos and various interactive modules. While completing 
initial training, and prior to processing live calls, CAS must complete a number of 
assessments designed to ensure they have gained the knowledge and comfort level to 
successfully process relay calls. CAS who cannot demonstrate proficiency are not 
permitted to process live relay calls. 

Relay Platform - Special Network Accessibility Platform (SNAP) 

AT&T has a “smart” platform that CAS use for processing relay calls. The system is 
intuitive and guides the CAS in processing all types of relay calls. Our sophisticated relay 
platform automatically sets up the call type based on customer preferences. This includes 
any Carrier of Choice information as well as the appropriate mode of communication 
such as TTY, Voice, VCO, HCO, etc. 

From the moment the call arrives on a CAS screen, the platform, SNAP guides the CA by 
suggesting what they should say (or type) to the caller. Our screen has the appropriate 
announcement phrase displayed for the service the customer has dialed in on. CAS 
simply read from the screen to begin processing the call or press only two keys to send 
the suggested typed phrase to the caller. This enables AT&T to have the quickest call 
setup, as indicated by third-party studies, for our relay customers. 

Our intelligent Upfront Automation Process enters the number dialed by the caller and 
sends it to the CA. CAS then press only one key to dial out to the designated number, 
creating an efficient call experience unique to AT&T and not offered by other relay 
providers. After dialing, our “smart” platform gives suggested phrases such as “ringing 
1, .  .2.. . 3 . .  .” making it intuitive for the CA to process the call. Once the call is answered, 
our “smart” platform gives the CA the correct announcement phrase to read to the person 
who has answered the phone. 

Our sophisticated platform with its state of the art features makes training our CAS to 
process relay calls an easy task. 

Initial Training 

AT&T can fill multiple binders with thousands of pages of training that we’ve developed 
and shared with our CAS. This includes initial training as well as Disability 
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AwarenesdDeaf Culture Training, Speech-To-Speech Training, General Customer 
Service Training, and Specific Methods Related Training. We have a highly-skilled and 
experienced workforce. 

AT&T’s workforce is highly experience. Over 50% of our existing CA workforce has 
15+ years of experience. These CAS welcome the opportunity to process relay calls for 
Florida citizens. 

Relay CAS participate in a two-week initial training period of 80 hours. Our 
training stresses all the basic steps for processing relay calls, cross-cultural training, and a 
variety of other related topics. The training encompasses simulated calls to help the CAS 
learn the material and follow appropriate call-handling steps. After this initial training 

Here’s another great customer 
commendation. 

From a caller in Virginia, 

“I enjoyed the tone of CAS voice; she was 
very polite during the processing of the call. 
I’m happy that the CA was patient with my 
son while he is learning how to use relay. The 
CA did not mind his slow typing. Please don’t 
ever let her go; she is great, and I would love 
to have her on every relay call.” 

This comment was unsolicited. 

program, CAS receive subsequent instruction 
as we coach them while processing live calls 
in the relay environment. Readily available 
trainers and coaches will field any questions 
and provide feedback as CAS begin to 
process Relay calls. We’re certain that our 
current Initial Training program 
meetdexceeds the requirements for Florida 
TRS initial training. 

Our training encompasses all requirements 
noted in the above question including 
desired time frame and topics of ASL 
“gloss” and grammar, deaf culture, and the 

special needs of hard of hearing, late-deafened, deaf-blind and speech disabled users. 

We implement our training programs to ensure objectivity, sensitivity, and confidentiality 
in relaying calls. 

Please see in the binder labeled CONFIDENTIAL DOCUMENTS for our complete 
Initial Training Modules and Participant Guides. 

Relay T ra in ing  f o r  C A S  - Deaf  Cross  Cu l tu re  T r a i n i n g l l n i t i a l  T ra in ing  

Following please see the high-level outline of the introductory DeaflHOH Cross Cultural 
Training Outline. All of AT&T CAS and relay managers receive this training. We take 
the time to be certain that each employee has an awareness of Deaf Culture and is able to 
translate ASL to conversational English. A more detailed agenda is available upon your 
request. Our Deaf Cross Culture Training includes such topics as: variety of disability 
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issues including ASL “gloss,” ASL grammar, appropriate tone of voice, an awareness of 
hearing and speech disabled cultures, appropriate TTY etiquette, and other pertinent 
information about the needs of people who are deaf, hard-of-hearing or have difficulty 
speaking. The role of the CA is emphasized again to include the necessity of relaying 
verbatim and non-intrusion on a relay call. 

This is the first training every new relay employee receives when hired as a 
Communication Assistant. As previously mentioned, the training is delivered by one of 
our AT&T Relay Account Team managers, a member of the Deaf and Hard of Hearing 
community. The training is participatory, and for most participants is a fun and 
memorable introduction to the world of relay. 

This initial introduction into deaf culture is for two days. The focus of the initial training 
program then pivots to the “technical” portion of the training, i.e. how to successfully 
complete relay calls. The concepts introduced during deaf cross-cultural training is then 
integrated into and reinforced throughout the next eight days of procedural instruction. 

Schedule for Initial Training of Communication Assistants 

Day One 

Introduction to the 
Communicatively 
Challenged Community 

Day Two 

Methods of 
Communication for the 
Communicatively 
Challenged Community 

Days Three through Ten 

Fundamental Instruction in Technology and 
Procedures for Relay Service 

:y and,  Day One 

A. The Role of the CA and Customer Diversity 

6. History of Deaf Culture, Education, and Sign Language 

C. In The Spotlight: 
Notable Deaf individuals and their accomplishments 

D. Common Questions about Deafness 

E. Americans with Disabilities Act (ADA) 

1 ADA & FCC Requirements for Relay Service 
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7 FCC Rnn~ iiremnnts - 64.604 for Relav Personnel 

I II. Methods of Communication: Day Two I 
A. Introduction to American Sign Language (ASL) 

B. ASL Guidelines and Grammar Rules 

C. ASLGloss 

D. Understanding ASL Translation/lnterpretation 

1. ASL Translation/lnterpretation as the Default 

2. Identifying Translation/lnterpretation preferences - Relay Choice Profile 

E. Idioms in Deaf Culture - English and ASL 

F. Procedures for obtaining Relief 
Additional Resources: Books, Tapes and Websites Related to 

DeafnesdHard of Hearing 

After our Deaf/ Cross Cultural training is presented and employees have a thorough 
understanding of the material they have learned, we continue with the remainder of our 
initial training program. 

Here is the outline of our initial training program for CAS. 

I 
Initial Training Outline For AT&T Communicati 

Madule 1 - lntraductian ta Relav Service -- 
a. Explanation of Relay Service 

b. 

c. 

d. 

e. 

f. 

g. Availability of Relay Services 
h. 

Identifying Customers Who Use The Relay Service 

Explanation of How Relay Service Works 

The Role of the Communications Assistant (CA) 

The Customers’ Expectations For Relay Service 

Comparison of a Relay Call to a Call with an Operator 

Code of Ethics - Rules for Relaying Calls - Relaying Verbatim, Appropriate 
tone for content and intent of conversation 
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I II. Module 2 - lntroducfion to the TTY 

I I a. I Background of the TTY 

1 I b. I PartsoftheTTY 

c. 

d. 

e. 

Connecting a TTY to a Telephone System 

Explanation of How a TTY Works 

How to Use a TTY To Place a Call 
. .. - . 

I Ill. Module 3 - lntroducfion to the CA Work Station and Call Conditions 

a. 

b. 

C. 

d. 

Eauioment Used bv CAS 
~ 

Customer Information Disolaved for Call Processing 
~ 

Preparing Billing Records 

Basic Call Process Steps 

1. TTY-Voice, Voice-TTY 

2. In Call Replacement 

3. CA Relief Procedures 

4. Gender Requests 

5. Relay Choice Profile (RCP) 

6. Personal Memory Dial (PMD) 

I IV. Module 4 - ASL Translation/lnterRretation 

a. Department for the Deaf and Hard of Hearing 

I b. I Relay Customers 

c. 

d. ASL Grammar Rules 

e. Understanding ASL Translation/lnterpretation 

f. Explanation of ASL Gloss 

g. 
h. Procedures for Obtaining Relief 

ASL Translation/lnterpretation as the Default 

CA Proficiency Requirements in ASL/PSE Translation/lnterpretation 

1 V. Module 5 - lntroduction to Voice Carry-Over (VCO) Calls I 
a. 

b. 

Explanation of Voice Carry-Over Calls 

Procedures for Processing VCO Calls 

1. Profiled 
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. .,. 
. _.) 1 

2. Not Profiled 

3. TTY tovoice 

. Voice to TTY 

- 
a. 

b. 

c. 

d. 

Recorded Messages/ PBD (Play Back Device) Usage 

Procedures for Placing Calls to Beepers/Pagers 

Toll Free Number Completion (800, 888, 866, 877) 

Directory Assistance (DA) Call Completion 

VII. Module 7 - CSIDS I 
a. 

b. CSIDS Quick Reference 

c. Emergency Number Retrieval 

d. Domestic “General” Rate Quote 

e. Domestic “Computed” Rate Quote 

f. International “General” Rate Quote 

g. International “Computed” Rate Quote 
h. 

i. Canada 

j .  

Review of Commonly Used CSlDS Keys 

Collect/Calling Card Billing to International Countries 

Frequently Asked Questions & Key Actions 
I, V...n....rA U..In 

W 1. v Calls .- 
=I 

Module 9 - Alternate Billing 
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I i. I Coin Phone 
. . . - .  . .-.. . 

I Module I O  - Carrier of Choice 

a. 

b. 

Indentifying Carrier of Choice (COC) Calls 

Relay Choice Profile Includes COC 

c. 

d. Using COC Calling Card 

e. Current Listing of COC 

f. Procedures for Non-participating COC 

g. Billing Procedures for COC 
Module 11 - Specialty Call Typed Call Processing 

COC Requested During Call Set Up 

a. 

b. 
- 
- 
C. 

d. 

e. 
- 
- 

f. 

711 Dialing 

Spanish Voice and TTY Transfers 

900 Pay Per Call 

1. 900 Number Requests 

2. 

3. 

4. 

900 Number Terminates to Recorded Message 

900 Number Answered by Live Person 

Calls That Can Not Be Comdeted to 900 Numbers 

511 Calls 

STS Overview 

1. Identifying Speech-To-Speech Calls 

2. Processing STS Calls 

Telebraille Customers (Pacing) 

Hearing Carry-Over (HCO) 

1. Explanation of HCO Calls 

2. 

3. 

Comparison of HCO to VCO 

Procedures for Processina HCO Calls 
~~ 

Specialty Call Types 

1. 

2. 

3. 

4. Voice to Voice (VTV) 

5. Voice to TTY (VTT) 

Two-Line VCO or Voice Translation 

Reverse Two-Line VCO or Voice Translation 

Two-Line HCO or Hearing Translation 

3 

d 
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I, 
I. 

j. 

k. 

I. 

m. 

n 

6. 
7. 

8.  

9. 

10. 

11. 

12. 

13. 

VCO Privacy 

HCO Privacy 

Hearing to Hearing (HTH) 

VCO to HCO (VTH) 

Touch Tone Carry-Over (TCO) 

3-way Calling 

Revised SLAM Procedures 

SLAM Procedures 
~~ 

International Calls 

Calls Terminating to Another Relay Center 

Hold Guidelines 

Customer Contact Process (Requests for Supervisor or Customer Care) 

Internet Relay 

Instant Mesnnne Relnv 

XII. Module 12 - DNlS Switched Calls 

a. rroceaures Tor I I Y IO I I Y c;aiis 

1. Relay to OSD 

I 2. Relay to OSD to Relay 

L I 3. OSD to Relay 

a. 

b. 

c. 

Explanation of Operator Services for Deaf (OSD) 

Comparison of OSD to Relay Service 

Type of Calls That are Permitted Through OSD and Availability 

AT&T CAS are given the tools they need to be successful in processing relay calls. 
To reinforce training, we equip each AT&T workstation with an extensive CA Manual 
(Position Tool) of over 100 pages in length that covers most topics reviewed in Initial 
Training including: 

0 how to handle emergency and crisis calls, 

confidentiality, and 

0 

0 

0 Alternate billing 

detailed instructions for processing every relay call type requested by customers 

Using appropriate tone of voice 
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0 Carrier of Choice 

0 Customer Service Skills 

0 Appropriate Phrases 

0 Reference numbers 

And many more topics. 

The Position Tool also includes information on billing, line restrictions, and other 
pertinent information. Our position tool is an excellent guide for all CAS, and reinforces 
concepts learned during initial training. 

Please see the binder labeled CONFIDENTIAL DOCUMENTS for the complete 
Position Tool. 

I I I 

AT&T Speech-to-Speech Training Outline 

Q Module 1: History of STS 

o Module 2: CA Role and Traits 

o Module 3: Processing STS Calls 
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o Module 5:  Accurate Instructions and Dictation 

o Module 4: Relay Choice Profiles 

o Module 6: Call Conditions 

o Module 7: Voice Disorders 

o Module8: Stuttering 

o Module 9: Laryngectomy 

o Module 10: Slow Speech 

o Module 1 1 : Dealing with STS Anxiety 

o Module 12: CA Techniques and Strategies 

o Module 13: Dysarthria 

o Module 14: Aphasia 

o Module 15: Traumatic Brain Injury andor Short-Term 
Memory Deficit 

Q Module 16: Augmentative and Alternative Communication 
(AAC) 

o Module 17: Speech-to-Speech, A Vital Service 

o Module 18: STS CBT Module One 

o Module 19: STS Requirements 

o Module 20: STS Training Segments 

o STS Diagnostic 

o STS Evaluation 

December 22,201 1 Page 53 

at&t 



AT&T Response to RFP No. 110013-TP 

3 

L 

d 

AT&T’s STS training is delivered by individuals with experience related to Speech 
Disabilities and/or consumer experts in the field. All AT&T training is designed to 
support the adult learning environment. 

Eight hours of our STS training was developed and is facilitated by Speech Pathologist, 
Joe Sonnenberg. This part of the training introduces and educates CAS to many of the 
speech disorders a STS customer may have, for example, Dysarthria, Apraxia of Speech, 
Voice Disorders, Stuttering, and Laryngectomy. The training also consists of many video 
segments and interviews with individuals discussing their speech disorders and the many 
challenges they encounter in their daily activities. CAS are particularly responsive to this 
training and come away with a heightened sensitivity for our Speech-To-Speech 
customers. 

ONGOING TRAINING 

In addition to Initial training as noted below, AT&T 
provides regular ongoing training to all CAS. AT&T 
considers ongoing training of our CAS and investmen We 
view our CAS as valued partners in providing excellent relay 
service. 

AT&T has a very minimal turnover rate among our 
Communication Assistants. Most of our CA team has a 
tenure with Relay of over 15 years. Most individuals 
currently employed as a CAS intend to have Relay Services 
as their career. 

AT&T compensates CAS well and ensures that they have 
abundant training, support, and skills required to process 
relay calls effectively. This is one of the many reasons the 
quality of our service is so high. AT&T enjoys a strong 
union partnership with our workforce. Our employees are 
compensated well, allowing us to attract highly intelligent 
and motivated individuals who have a desire to work in the 
Relay industry. Many of our CAS have college degrees. 
AT&T also offers a lucrative tuition assistance program that 

Here are more Relay callers’ 
comments about our 
Communication Assistants. 

From a caller in Virginia, 

“At the end of the call the voice 
customer said to the CA, ‘You 
did a wonderful job of 
interpreting. When you 
laughed, it was just like 
hearing her laugh!’. ” 

From another Virginia caller: 

“Thank you, relay operator. 
You did a great job recording 
the receiver’s voice and mood. 
Great job.. .thanks for being a 
great relay professional. 
These comments were unsolicited. 

allows CAS to attain a college degree while being employed as a CA. Many CAS use this 
benefit to further their education. 

AT&T employees receive 10 hours of annual relay refresher training. These training 
sessions include a wide variety of topics including: 
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Reviews of Infrequent Call Types 
Reviews of Focus Areas Indicated by Quality Assurance Calls 
Reviews of Focus Areas Noted in Customer Commendations and/or Complaints 
ASL Review/ Interpretation 
Spelling and Grammar Review 
Typing Speed Enhancement 
New Methods and Procedures 
State Contractual Requirements 
FCC and ADA Principles 

In addition to our 10 hours of annual relay refresher training, CAS also participate in 12 
hours of annual Disability Awareness Training. We actively include channel 
managers and members of the Deaf Community in developing training that is valuable 
and comprehensive. AT&T recognizes that understanding Deaf culture is an integral part 
of providing a quality relay service. Managers and staff members working in the relay 
centers also participate in this training 

As an additive to AT&T Relay’s training, AT&T CAS are all participants in corporate 
training. This training includes such topics as: 

Relay callers often commend our 
Communication Assistants for how 
well they keep callers informed. 

From a caller in California, 

AT&T Code of Business Conduct including Business Ethics and Integrity 
ADA Compliance 
Ergonomics Training 
Section 255/ Disability Awareness 
Customer Information and Privacy Protection 
AT&T Customer Rules! Customer Service 
Training 
Corporate Safety Training 
Others 

As a unionized environment, AT&T has an Alliance 
program that provides plentiful opportunities for CAS 
to enhance their skills. Alliance classes are arranged at 
the center level to meet the needs and requests of the 
employees in a specific center. They are offered free- 
of-charge for the CAS and are jointly-supported by 
AT&T and the Union. Recent class offerings, just in 
20 1 1, include: 

“CA was professional, made sure the 
spelling of key names and locations 
were accurate and appropriately kept 
us informed of call status during hold 
periods for obtaining assignment 
information .” 

This comment was unsolicited. 
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Class 
~ ~~ 

Word 2007 

Professionalism in 
the Workplace 

Powerpoint 2007 

Virtual Spanish 

Resume Writing 

CART 

Electronic 
Medical Records 

Creative Writing 
Revisited 

Building 
Engagement and 
Renewal 

o Teaches participants basic functions of Word 

o Seminar is designed to teach participants to 
actively address issues such as health care, 
social networks, new careers 

o Teaches participants to create professional 
presentations, electronic slide shows, charts, 
diagrams, and other formatting options 

Introduces the participant to the Spanish 
language and culture. Participants practice 
vocabulary, grammar, reading, writing, and 
basic conversation. 

o 

o Course provides guidance for updating and 
writing resumes 

C 

o Communication Access Realtime Translation 
0 

o Course teaches Medical coding, billing, and 
transcription 

0 

A series of three Creative Writing Seminars 

o Introduces participants to ways to self 
motivate in order to achieve personal and 
professional renewal. Seminar focuses on the 
ways in which physical, emotional, and 
spiritual health can contribute to a new-found 
sense of satisfaction both on the job and in 
other arenas 

o How to maintain contacts, multiple email 
accounts, install and delete apps, add music, 
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L 

A 

A 
Getting to Know 
your iPhone 

Wellness Program 

Adobe Photoshop 
Elements 

Memory Mixer 

Genealogist 

Photography 
I 

manage photos, text and media messages and 
how to update your iPhone with iTunes to get 
the full use of the iPhone 

o Employees learn ways to be healthier and the 
long-term benefits of exercise related calorie- 
burning and body-energizing 

o Hands-on course that teaches participants to 
discover the basics of photo editing and 
sharing with Adobe Photoshop Elements. 

o Course teaches participants how to install and 
use software to create scrapbooks, photo 
albums, DVDs, and Calendars 

o Teaches Genealogial research 

o Courses teach participants about editing 
digital photos, creating photo calendars and 
other projects 

AT&T recognizes that our employees are one of our biggest assets. We continually invest 
in our employees, offering onsite classes such as those noted above, as well as a tuition 
reimbursement program that enables employees to further their education and pursue 
college degrees. Many current AT&T employees are attending classes through this 
program or have earned college degrees with the financial assistance that AT&T has 
provided through this valuable program. 

AT&T CAS undergo extensive training to ensure that all relay calls are handled 
accurately, courteously, efficiently, and in a manner that is sensitive to the needs of relay 
users. 
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AT&T has a very dedicated CA workforce who do an 
exemplary job processing relay calls for all of our 
customers. They look forward to and are excited about 
the opportunity to provide quality service to Florida 
Relay callers! 

As mentioned earlier, please see our binder labeled 
CONFIDENTIAL DOCUMENTS for a complete copy 
of our Initial Training curriculum, as well as the CA 
Manual (Position Tool). We also include a detailed CA 
Observation Form for your review. 

Read what our Relay callers say 
about our CAS and their 
excellence. 

From a caller in Pennsylvania: 

“The CA was very helpful on two 
calls where we had never used 
relay before. She made everything 
seamless, was detail oriented and a 
very good typist. 

These comments were unsolicited. 

3 

9. S t a f f  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 fi-ames 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. 

.3 

AT&T Response: 

AT&T has read and meets this requirement. 

All of AT&T’s relay staff, including management, receive 20 hours of initial training 
devoted solely to disability issues. This ensures that managers have up-to-date relay 
training to support their CA team members. Topics include but are not limited to: 

ASL “gloss”, 
ASL style and grammar, 
Tone of voice, 
Hearing and speech disabled cultures, 
TTY etiquette, 
Relay telecommunications equipment. 
Pertinent information about the needs of individuals who are deaf, hard-of- 
hearing or have difficulty speaking, 
CA Role (including training to relay the contents of a call as accurately as 
possible without intervening in communication) and 3 
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AT&T understands that in order to provide a quality relay service, our employees must 
understand and be sensitive to the cultural needs, background, language and needs of the 
customers it serves. With 24 years of Relay experience, AT&T recognizes the unique 
requirements necessary to serving the needs of individuals with a hearing or speech loss. 

Our training is participative in nature and is accomplished through face-to-face 
instruction, videos, training seminars with staff members who are members of Deaf/HOH 
community, simulated calls, live call observation, and role-playing. 

Staff members and AT&T managers also receive ongoing Disability Awareness Training 
of 12 hours annually. This training ensures that Managers and staff members are kept 
current on changes in the industry and are sensitized to the needs of relay users. AT&Ts 
entire training manual is available for confidential review upon request. 

AT&T's Relay Product Management and outreach staff regularly interact with our center 
CA teams, and are an important part of our Disability Awareness Training development. 
Their insights into the Deaf/HOH community are valuable and are capitalized on in our 
training sessions. Our Relay Product Managers include: 

Gail Sanchez - Over 25 years in customer service/ Relay Services. Gail has a 
national profile for expertise in the relay industry. She participates on relay 
council advisory panels. 

Matt Myrick - Over 7 years experience as a Relay Channel Manager responsible 
for outreach and education in our relay states. Matt is fluent in American Sign 
Language (ASL) and has industry-wide experience in working with hearing and 
speech loss communities. 

Doug Burasco - Over 8 years experience as a Relay Channel Manager responsible 
for outreach and education in our relay states. Doug is fluent in American Sign 
Language (ASL) and has industry-wide experience in working with state relay 
agencies. 

Kenya Lowe - Over 8 years experience in Relay Outreach and Channel 
Management. Kenya fluent in ASL and has industry -wide experience in 
working with individuals with diverse communication challenges and barriers. 
Kenya is AT&Ts Deaf/Blind Expert. 

April Lindbergh - New to our Channel Management team, April has been 
instrumental in leading our Outreach and educations efforts in Cailfornia. As a 
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former Communications Assistant, April has vast experience in working with the 
deaf and hard of hearing community. 

Ken Arcia - Over 8 years experience in Relay Services, Ken is our Social Media 
marketing lead, responsible for developing unique programs to educate the public 
via Facebook, Twitter, and other social media forums. 

AT&T also consults with Subject Matter Experts in the development and facilitation of 
our training. Recent individuals included Winston Ching, AT&T’s Subject Matter Expert 
for our Speech-To-Speech service along with Dr. Joseph Sonenberg, a Licensed and 
Certified Speech Language Pathologist. 

Our current CA staff is skilled in excess of Florida Relay requirements, and is ready and 
able to process your calls upon award of the contract. 

AT&T will partner with the FPSC, Florida TRS Administrator, the Florida Association 
for The Deaf, and other organizations representing the relay user community to ensure 
our training and CAS are prepared to meet the needs of Florida Relay users. 

Upon award of the contract AT&T’s Outreach managers will become actively involved 
with the Florida relay community and Florida-based organizations, soliciting feedback 
and suggestions. 

We are proud on the comprehensive training our CAS, Staff, and Managers have 
received, and we’ll describe our current deaf culture training program for your awareness 
and review: 

ETHICS AND CONFIDENTIALITY - Including FCC, ADA, State Contracts, Relay 
Call, and corporate AT&T requirements for customer privacy, confidentiality and 
business integrity. 

All AT&T Staff and Managers receive Ethics and Confidentiality training. Our specific 
AT&T Code of Business Conduct, CA Code of Ethics, and Relay Pledge of 
Confidentiality are reviewed annually with all CAS, Managers, and Staff in the relay 
organization. 

Our comprehensive review of Ethics and Confidentiality includes presentation, 
discussion, and situational role play. 

AT&T has always placed a strong emphasis on customer privacy, protection and 
customer confidentiality. All Relay Managers, Staff, and CAS receive this training. 
Confidentiality and customer protection is at the forefront of our corporate ethics and 

3 

3 

December 22,201 1 Page 60 

at&t 



AT&T Response to RFP No. 710013-TP 

values. Confidentiality of Relay Service is as strong a priority for AT&T as it is for the 
Florida Public Service Commission and Florida Relay users. 

AT&T recognizes Florida Relay callers must know their confidentiality and privacy is 
protected at all times. When a CA or manager is hired by AT&T, we require all AT&T 
CAS, Staff, and Managers sign and comply with a Pledge of Confidentiality and a CA 
Code of Ethics. Compliance with AT&T’s broader AT&T Code of Business Conduct is also 
required for employment. We emphasize the critical nature of confidentiality, adherence to 
FCC regulations, and State contractual requirements in our training and coaching discussions. 
The Pledge of Confidentiality is posted in each Relay Center. The CA Code of Ethics and 
Pledge of Confidentiality are regularly reviewed as part of CA performance plans. These 
codes have served to underscore the importance of customer privacy and protection. 

AT&T views any breach of confidentiality as an extremely serious matter. Albeit rare and 
unlikely, a CA or supervisor who after a thorough investigation, is found to have violated 
the confidentiality rules and regulations will either be terminated immediately or given a 
disciplinary warning, depending on the severity of the violation. 

CA Code of Ethics 

AT&T CAS, Staff, and Managers are well versed in our Code of Ethics and our Pledge of 
Confidentiality. The CA Code of Ethics is posted at the entrance to the CA workfloor, 
underscoring the importance of protecting customer privacy and confidentiality. A copy 
of the Code of Ethics is in the Procedure Manual at every CA workstation. 

From the beginning of their Initial training and continually throughout their career, 
Communication Assistants, Staff, and Managers are trained on the importance of 
confidentiality and abiding by the CA Code of Ethics. These documents are reviewed and 
resigned on an annual basis. When reviewing these documents, hypothetical situations 
are provided to teach basic policies and procedures and to ensure that CAS have a 
appropriate level of ethical decision making. Trainees are asked to address relay 
situations that make them feel uncomfortable and are encouraged to learn strategies to 
effectively deal with situations in a tactful manner. 

The CA Code of Ethics includes the following rules presented and discussed in this 
training segment: 
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CA CODE OF ETHICS 

AT&T Relay Services 
CA CODE OF ETHICS 

1 Communications Assistants will keep all call information strictly confidential. The 
only exception to this is if a call has to be transferred to another CA or the In-Charge 
Desk. 

3. Communications Assistants must never give out telephone numbers. 

4. Communications Assistants must never give out information about themselves 
except their gender and CA number. 

5.  Communications Assistants will convey the content and spirit of the speaker. 

6. Communications Assistants will not counsel, advise nor express personal 
opinions except the tone of voice of the voice person. 

7. Communications Assistants, as employees of AT&T, will strive to maintain high 
professional standards in compliance with the Code of Ethics and AT&T’s Code 
of Business Conduct. 

I have read and understand each of the Codes and I hereby pledge to abide and 
uphold the Code of Ethics. 

Name (sign) 

Name (print) 

Date 

This Code of Ethics, and the following CA Pledge of Confidentiality, are reviewed with 
each Communications Assistant, Relay staff member, and Manager annually, and during 
performance reviews occurring monthly and semi-annually. AT&T employees 
understand their important role in the communication process, and the expectation for 
absolute confidentiality. AT&T Communications Assistants, Staff, and Management 3 
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personnel understand that breaches of confidentiality -even if unintentional or a first-time 
offense- have serious ramifications, such as dismissal. 

AT&T has a strong corporate history of protecting customer privacy and customer 
information. Protecting customers and honoring their privacy is a value that is deeply 
embedded in all we do, in every job performed at AT&T. Our corporate guidelines for 
business ethics and behavior, called the AT&T Code of Business Conduct, specifically 
cite protection of customer information and privacy as a paramount responsibility of 
every employee. We re-train and re-commit every AT&T employee every year 
regarding the confidentiality of our customers’ information; all our employees 
serving relay callers make this commitment. 
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Florida Relay Service 
Confidentiality Agreement 

I do hereby recognize the serious and 
confidential nature of the Florida 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 1. I will not disclose to any individual, including fellow Communications Assistants 
(CAS) Customer Service Representatives and supervisors, the identity of any 
caller or information I may acquire about a caller while relaying hisher 
conversation, except if the user is in life threatening circumstances or causes an 
emergency situation, or in instances of resolving a complaint. 

12. Under no circumstances will I act upon any information I may acquire while 

13. I will not allow any individual to watch or listen while processing actual calls, 

14. Except when performing Speech-to-Speech or Captioned Telephone Service 

relaying conversations. 

except for authorized training and quality-monitoring purposes. 

relay, I will not bring any recording devices, including but not limited to, pens, 
pencils and Personal Digital Assistants (PDAs), into relay workspace. 

15. 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. 

16. 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. 

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. 

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. 

19. 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. 

17. I will not register my company as the caller’s VRS relay provider of choice 

18. Under no circumstances will I reveal my Communications Assistant number in 
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20. 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: 

The Pledge of Confidentiality, along with the Code of Ethics, is posted at each 
workstation within the call center and in all reference tools. The Relay Team fully 
understands the serious ramifications for violations of the Confidentiality responsibilities 
placed upon them. We are pleased to report we have received no allegations of 
confidentiality breaches to date. 

AT&T facilities are designed with confidentiality in mind. Each CA is assigned a locker 
in a separate area of the building for personal items and cell phones to be kept while they 
are working. 

AT&T is well-versed on customer privacy. To raise awareness and emphasize 
compliance, our employees receive annual training on maintaining customer privacy. All 
AT&T employees, including Managers and Staff, are also covered annually on AT&T’s 
Code of Business Conduct. This is an extensive document and annual training is 
conducted via CBT to ensure that all employees are familiar with AT&T’s Code of 
Business Conduct. This training includes confidentiality of customer information as well 
as protection of proprietary information. It is a thorough training that presents employees 
with scenarios that they must chose the ethical and correct response to. This reinforces 
concepts in our CA code of ethics as well as in our Pledge of Confidentiality and also 
includes many more important topics. 

Relay Training for CAS, Relay Staff, Managers - Deaf Cross Culture Training 

AT&T’s Deaf culture Training encompasses all requirements noted in the above question 
including topics of ASL “gloss” and grammar, deaf culture, and the special needs of hard 
of hearing, late-deafened, deaf-blind and speech disabled users. 
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We implement our training programs to ensure objectivity, sensitivity, and confidentiality 
in relaying calls. 

Following please see the high-level outline of the introductory Deaf/HOH Cross Cultural 
Training. The entire training package is considered proprietary and can be confidentially 
reviewed upon request. 

This is the first training every new relay employee receives when hired as a 
Communication Assistant, Staff Personnel, or Manager. As previously mentioned, the 
training is delivered by one of our AT&T Relay Outreach Team managers, a member of 
the Deaf and Hard of Hearing community. The training is participatory, and for most 
participants is a fun and memorable introduction to the world of relay. 

This initial introduction into deaf culture is for two days. The focus of the initial training 
program then pivots to the “technical” portion of the training, i.e. how to successfdly 
complete relay calls. The concepts introduced during deaf cross-cultural training are then 
integrated into and reinforced throughout the next eight days of procedural instruction. 

AT&T understands that in order to provide a quality relay service all of our employees 
must be sensitive to the culture, background, language and needs of our customers. 

AT&T routinely consults with industry experts when developing training. Our Training 
has been developed utilizing various Deaf/HOH Agencies as consultants. Recent 
Disability Awareness Training included information and advice from various agencies 
including: 

Rochester Institute of Deaf 
Center of Independent Living 
Deaf/Blind Agencies 

0 

National Technical Institute for Deaf 

AT&T Advisory Panel on Access and Aging.(AAPAA) 

AAPAA is composed of national leaders in assistive technology, aging and cross- 
disability issues. It provides advice and counsel to AT&T’s subsidiaries and leadership 
team regarding issues of interest and concern. AAPAA meets quarterly to discuss these 
relevant issues AAPAA participants consist of leaders in marketing, accessible technology, 
senior living and disability, as well as those engaged in public policy development and senior 
organizations, including: 

1. Alliance for Technology Access 
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2. American Foundation for the Blind 
3. National Asian Pacific Center on Aging 
4. Carl & Ruth Shapiro Family National Center for Accessible Media at WGBH 
5 .  American Association of People with Disabilities 
6 .  California State University System Chancellor's Office (Accessible Technology 

Initiative) 
7. National Council on Independent Living 
8. SeniorNet 
9. The OASIS Institute 
10. Telecommunications for the Deaf and Hard of Hearing Inc. 
1 1. Inclusive Technologies 
12. National Hispanic Council on Aging 

Accessibility Resources 

k 
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3 

Introduction to the 
Communicatively 
Challenged Community 

Day Two 
Methods of 
Communication for the 
Communicatively 
Challenged Community 

Days Three through Ten 
Fundamental Instruction in Technology and 
Procedures for Relay Service 

DEAF CULTURE OUTLINE 

Initial Training of Communication Assistants, Days One & Two 
Introduction to the Deaf Communitv and Relav: Dav One 

A. 
B. 

C. In The Spotlight: 

D. Common Questions about Deafness 
E. 

The Role of the CA and Customer Diversity 

History of Deaf Culture, Education, and Sign Language 

Notable Deaf individuals and their accomplishments 

Americans with Disabilities Act (ADA) 
1 

2. 
ADA & FCC Requirements for Relay Service 

FCC Requirements - 64.604 for Relay Personnel 

I wo 

A. 

B. 

C. ASL Gloss 
D. Understanding ASL Translation/lnterpretation 

Introduction to American Sign Language (ASL) 
ASL Guidelines and Grammar Rules 

1. 

2. 

Idioms in Deaf Culture - English and ASL 

ASL Translation/lnterpretation as the Default 

Identifying Translation/lnterpretation preferences - Relay Choice Profile 
E. 
F. Procedures for obtaining Relief 

Additional Resources: Books, Tapes and Websites Related to 
Deafness/Hard of Hearing 

Disability Awareness Training 

AT&T has extensive Disability Awareness Training. We have contracted with Subject 
Matter Experts for the development of Disability Awareness Training to capitalize on 
their first-hand experience with members of the disabled community. We'll tailor on- 
going CA training based on customer & FPSC feedback, CA inquiries and manager 3 
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observations of CA call-handling. Disability Awareness Training will focus on all topics 
relative to individuals with disabilities including new assistive devices/technology. 

Individuals facilitating training will vary based on the content and could include: 

0 Experienced AT&T Trainers 

AT&T Outreach Managers who are members of the Deaf/Hard of Hearing 
Community 

J Subject matter experts based on the topics being covered 

Here is a high-level outline of the disability training we’ve conducted on the Relay team. 

While general disability awareness is discussed and reinforced, we delve into the relay 
community disabilities in an in-depth way. The training is given in modules for 
flexibility, and so not to inundate the learner with too much information at any given 
time. We find our employees retain the information longer when given in modules over 
time, versus in one longer workshop setting. These workshops are shown in Section I11 of 
the outline. The individual workshops are considered proprietary, but we’ll gladly 
provide them to you upon request. 

Disability Awareness Training and Section 255 Responsibilities 

. Opening & Introductory Comments 

A. What is Section 255? 

B. Why is it Important? 

O It’s the Law. 

O It’s Good Business Practice. 
O 

O 

It’s the Right Thing To Do. 

Why is it Important to You? 

Ill. Disabilitv Awareness - Tvaes of Disabilities 

A. Legal Definition of Disability 

B. Common types of Disabilities 

O Intellectual - Definition, Statistics 

O Vision - Definition. Statistics 
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O 

O Hearing - Definition, Statistics 

Deaf Blind Specialty Training Module (workshop ) 

Deaf Culture SDecialtv Trainina Module (workshoD1 

Speech - Definition, Statistics 
STS Specialty Training Module (workshop) 

O Dexteritv - Definition. Statistics 

O Seniors - Definitions, Statistics 

I IV. Workina with Customers Havina Disabilities I 
A. The Basics 

O TIPS - Review B-A-S-I-C 

O Vocabularv of ResDect 

O Use of Handicapped 

B. Communicating with People with Disabilities 

O Communication Tips and Techniques 

O Ask 

O Methods of communication 

C. Services, Product Features, and Functions 

I V. Review and Quiz - Test vaur Awareness! 

In-house Training Support and Development 

Training is developed by AT&T staff members with years of experience in Relay. AT&T 
uses in-house trainers to deliver much of the training. This includes AT&T Relay 
managers and Relay Staff Managers, AT&T Outreach Managers, as well as our own 
center expert personnel who have in-depth knowledge of Relay Services. Our Outreach 
managers deliver ongoing disability and deaf-related training. These workshops are 
highly successful, and our CAS appreciate learning directly from managers who interact 
with our customers on a regular basis. 

We develop the performance of CAS who demonstrate prowess and excellence in their 
job, grooming them for additional responsibilities. We believe the best trainer for CAS 
is an outstanding CA whose performance is well-documented. We've found that 
practical experience outperforms theoretical experience every time. 
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Our Relay CAS are professional, compassionate, intuitive, and highly skilled. So this is a 
winning “formula” that has served us well. Please see an example of the criteria and 

The purpose of this part -time function is to consistently, accurately, and effectively deliver 
training and individual coaching required in the relay center. Given the ever-changing 
environment of relay, the TDA needs to professionally interface with the TDS, center 
management staff, and the PS&M staff to ensure ongoing training delivery and individual 
coaching needs are met. 

Major challenges of this position include, but are not limited to: 

O Responding to procedural questions 
O Keeping up to date on new methods/procedures and training programs 

Assisting in supporting RAs and other TDAs 

O 

O 

O 

O 

O 

O 

In-depth knowledge of Deaf culture and Deaf community 

ASL skill and/or CODA experience is strong preference 

Exceptional knowledge of SNAP and TRS/OSD procedures 

Outstanding Satisfactory attendance and appraisal rating 

Complete Training Certification (will be administered) 

Functioning as a trainer when and as designated by the TDS, Center 

B. Qualifications for Trainers 

A m -  a - . .  a..... - -  
O Possesses interpersonal skills, personal flexibility, ability to get along with wide 

range of diverse people 
O 

O 

Able to manage multiple tasks 

Has facilitation or training delivery experience (desirable) 
O Is willing to work a variety of shifts when scheduled as a Trainer 

Some training will be provided to prepare the Trainer to meet the demands of the position. 
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Mainr  Recnnncihil i t iec 

I 
As a Trainer in the relay center, you will: 

O 

O 

O 

Consult with management for ongoing coaching and development of specific CAS 

Review customer inquiries for training review focus issues 

ParticiDate in develoDmental trials of newhevised materials 

O Participate in train-the-trainer sessions 

Assist Trainers in delivery of monthly training, technical upgrades, written and 
hands-on diagnostics, other training & developmental information 

Coach CAS during training to determine developmental needs 

Work cooperatively with the Trainers, center management team, and PS&M Staff 

Help create customized Ongoing Disability Awareness Training 

O 

O 

Besides participating in formal training, our CAS, Staff, and Managers are encouraged to 
participate in Outreach Events in their community and surrounding locales, to help ensure 
their ongoing connection to/engagement with the relay users in their state. 

-3 
IO. Counseling of C A S  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. 

AT&T Response: 

AT&T has read and exceeds this requirement. 

For the past two decades we’ve developed and retained the most dedicated customer 
service team in the relay community; the average years of service for our CAS - 15 
years -testifies to their expertise. We’ve retained our highly skilled workforce 
because we ensure they receive the ongoing support needed to remain attentive and 
responsive to our relay callers. 

3 
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A classical case in point was our Relay personnel’s response to the tragic occurrences of 
September 1 1,200 1. Our Relay teams worked many overtime hours to support the surge 
of worried callers trying to reach family and friends. Managers worked alongside the 
CAS, relieving them as needed and supporting them through difficult calls. We provide 
relief and support for our CAS in several ways: 

Informal Stress Relief Breaks: 

All AT&T supervisors and Managers are trained to work with employees and provide 
assistance on difficult or emotional calls. If a CA has a difficult call, they can 
electronically summons a Supervisor to assist with the call. Supervisors and Managers 
will be supportive as the CA completes the call, or will make the decision to get a relief 
CA if required. 

If after placing an emotional distressing call a CA appears visibly upset, AT&T managers 
will support them. Communications Assistants (CA) requests for a break after a 
particularly emotional or challenging call will signal their supervisor and a break will be 
provided. These informal breaks are available on request, and the CA can ask to speak 
with a manager, or a peer, during this break if desired. 

One on one consultations are always available for employees after challenging calls. 
These discussions are conducted off the work floor in a private manner to preserve the 
employee and customer confidentiality. These discussions always maintain the 
confidentiality required of all Relay personnel. Often times this informal “stress 
break” can restore the employee’s equilibrium and readiness to complete calls. 

AT&T’s professional counseling resources are available to every relay CA via two 
programs. If a Supervisor determines a CA needs additional counseling, they will 
encourage the CA to contact our Employee Assistance Program (EAP). 

AT&T’s Employee Assistance Program: AT&T’s counseling program, called the 
Employee Assistance Program, is available to every CA. This program is available via a 
24-hour hotline and is staffed by professional counselors who work with employees in 
complete confidentiality. These professional counselors are licensed and knowledgeable 
about the relay environment, the trust involved, and the necessity of confidentiality. 
Employees can consult with the counselor regarding work-related or other concerns. The 
counselors will refer employees to other local professionals as needed or requested. Our 
Employee Assistance Program is highly successful in assisting relay CAS to cope with 
work-related and other stressors. 
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At no time during any counseling session does the CA provide the names of the 
callers involved. This protects the confidentiality of customers as required. 

AT&T Health Benefit Program: AT&T offers one of the most generous health care 
benefit programs in the United States. Relay employees can utilize their own private 
health-care professionals to ensure they receive the counseling desired for quality 
performance as a CA. 

11. Procedures for Relaying Communications 

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

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS are trained to relay all aspects of a call i.e. verbatim, background noises, and 
other sounds heard on the call. This ensures functional equivalence similar to what a 
Hearing person would experience on a direct-dialed call. All of our training emphasizes 
the importance of intent and providing a functionally equivalent relay call experience. 

AT&T CAS adopt conversational tones for intonation, content, and spirit. We train CAS 
extensively on these skills during initial and subsequent training to help CAS develop an 
appropriate conversational tone of voice and pace so they read with intonation and 
fluency. CAS are trained to use an appropriate tone for the subject matter being discussed 
on a relay call. TTY users always have control of the call and, if necessary, may request 
a CA to use a different tone while relaying. AT&T CAS understand the importance of 
conveying the full content of the communication to make the service as functionally 
equivalent as possible for our relay users. 

As required by the FCC and State Relay contracts, AT&T provides a fully-transparent 
relay service that leaves control of each call with the relay user. Every AT&T CA is 
trained to convey the full content, context and intent of the relayed conversation. Our 
training emphasizes that the CA cannot edit or omit any part of the relay conversation. 
The customer is always in control of every call. 

3 
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Customer Profiles 

AT&T’s extensive options available in our customer profile make it easier for relay 
customers to indicate their preferences. We’ve included the various screens of our profile 
options in the next few sections for review. AT&T believes that our options are more 
comprehensive than those of other relay providers. In addition to all the basic settings, 
AT&T offers a few advanced features such as: 

1. Extensive Speed Dial List - Callers can enter 100 + frequently called 
numbers in their personal speed dial list. 

2. Find Me Feature - Under Additional Numbers tab of profile, this 
functionality allows our system to electronically select the appropriate 
number to contact a relay user at based on time of day and day of week. 
Individuals can enter their home/work/vacation information in their profile 
and when someone contacts them through our service, our system will 
automatically dial the correct home/work/vacation number regardless of 
the number the caller originally dialed. 

3. Call By Name Feature - Relay user indicates a call me “name”. Caller 
tells CA the name to call and our sophisticated relay platform 
automatically enters the correct number of the person associated with the 
call me “name” that was entered. This assists relay users who have 
difficulty speaking and might be challenged to give someone their 
complete telephone number. 

4. Multi-User Relay Choice Profile (MURCP)- This feature is beneficial 
when more than one relay user resides at a particular telephone number. It 
allows both relay users to set up their own profiles. When dialing through 
relay, they provide a personal 4-digit code number that allows the CA to 
view their specific relay preferences. 

This feature is also used when a relay user dials in from a telephone line 
other than their own. They can provide the CA with their telephone 
number and personal 4-digit code and the CA can pull their relay 
prefences that are indicated on their home or business line. 
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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. 

AT&T Response: 

,M!L 
-01‘ 

L; c 

AT&T has read and meets this requirement. 

AT&T Relay CAS never provide their name to any relay user. CAS are assigned a four 
digit identification number. The CA ID number and CA Gender (“M’ if male and “F” if 
female) is provided at the beginning and end of every relay call, as well as when there is 
a change of CAS during a call. 

Our sophisticated Special Network Accessibility Platform (SNAP) automatically 
provides the CA ID number and gender to the TTY user when the call arrives at the CA 
position. This feature ensures the CA ID and gender is provided on every call prior to the 
forward number being dialed. 

CAS also have a macro that transmits their CA ID and gender to the TTY user. This can 
be used at any time during the call if their ID is requested. The CA voices their CA ID 
number to the voice user. In addition, CAS will provide their ID whenever requested by 
the caller. 

3 
AT&T’s assigned CA IDS are easily associated with a specific CA and call center. In the 
event that a commendation or concern is received, the CA and their location is 
determined. 

AT&T has an internal process that identifies CAS by number so that appropriate feedback 
can be given when a CA receives a commendation or a complaint. 

b. The user shall be kept info 
busy, disconnected, or on 

ck to callers on the 
number to call and continue to provide feedback until the call is answered. 

s of the call, such as dialing, ri 
oughout the call se 
s within 10 seconds 

AT&T Response: 

AT&T has read and meets this requirement. 

3 
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a 

AT&T CAS are trained to keep the user informed of call status as required. AT&T has a 
sophisticated platform inclusive of “smart” messages, which sets us apart from other 
relay providers. Our system intuitively knows at what point in the call a CA is. Our 
platform automatically suggests appropriate update phrases that the CA can transmit with 
two simple key strokes. For example, after dialing the call, our smart message will 
suggest dialing be sent to the caller. Once the line begins to ring, our smart message will 
suggest ringing.. . 1.. . 2. .  . to be sent to the caller. The system automatically counts the 
rings to keep the caller informed, so the CA does not have to do this manually. Smart 
messages, offered exclusively by AT&T, create a very efficient process for CAS to 
continually keep the caller informed of call status. 

In addition to smart messages, AT&T has macros (pre-programmed keys) which assist 
the CA in providing updates to inform Relay callers of the progress of their calls. Our 
list of macros includes more than 30 phrases in both English and Spanish to notify 
callers of a wide variety of circumstances affecting call progress, e.g. (ringing l), 
(number busy), (holding), (hung up), (waiting to select your menu option), (entering 
numbers now please hold). We’ll gladly provide a full list of our macros at your request. 

For situations not covered by our automated messages, CAS will manually type the 
information to the TTY user. CAS will also keep Voice customers informed of causes for 
apparent delay, such as “Your caller is still typing.” 

We train our CAS to keep the caller informed throughout periods of holding. Unless 
otherwise instructed by a relay user, CAS will provide call status updates to the TTY and/or 
voice user every 10 - 15 seconds. AT&T CAS maintain focus on their call and will follow any 
instructions provided by the caller while holding for the other person to return to the line. 

AT&Ts sophisticated architecture allows hearing callers (Voice or HCO or STS) to hear 
the forward line as it is ringing. There is no need for the CA to keep the customer 
informed as they can hear what is occurring on the line. 

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. 

AT&T Response: 

December 22,201 1 Page 77 ,- 



L 

AT&T Response to RFP No. 110013-TP 

AT&T has read and meets this requirement. 

At AT&T, the relay customer is in control of their call at all times. AT&T CAS are 
trained to follow all instructions provided by the customer. 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. CAS will respect and comply with all customer instructions such as “DO 
not announce relay,” “Do not explain relay,” “DO not type message just give me a beep 
when its time to talk,” “Do not type options just get me live rep,” or any other direct 
request. 

A caller can provide the CA instructions prior to placing a call, or customers may have 
information already set up in their Relay Choice Profile (RCP). As previously shared in 
the beginning of this section, AT&T Relay Choice Profiles provide great customization 
for relay users. The profile benefits customers and CAS as they enable customers to select 
their call preferences. Once set, these preferences can then be used for all of their relay 
calls. RCP instructions assist CAS in setting up relay calls according to customer 
specifications as some of the profile options are automatically acted on by the SNAP 
platform ( i.e. Carrier of Choice, VCO/HCO carry-over preference). 

Some of the many possible options available in customer profiles include; 

0 Do Not Announce: For the CA not to announce Relay 

0 Do Not Explain: For the CA not to explain how the Relay service works, which 
allows the caller to explain 

0 Announce Specific Greeting: For the CA to read a customer-specific greeting 

The RCP has six different tabs for possible customer use. Those tabs are labeled as: 

1. AboutMe 
2. Call Settings 
3. Speed Dials 
4. Account Settings 
5. Additional Numbers 
6. Special Needs 

L) 

L) 

These categories are designed to assist customers in entering the information that they 
need for their relay calls. 

3 
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AT&T’s Relay Choice Profile is very user-friendly. We make it easy for relay users to 
establish a profile and to modify it when needed. Customers may establish their 
profile through customer service, by mail, fax, e-mail or via AT&T Relay’s website 
Customers may contact our Relay Customer Care Staff (24/7/365), and a representative 
will assist them with setting up a Relay Choice Profile. 

When a customer chooses to complete and submit their RCP online via our website, 
additional information related to available options of the RCP can be obtained by clicking 
“learn more” located to the right of the option. 

Please see the following: 
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3 

The About Tab has the following fields: 

angu 

3. The third tab in the profile is the Speed Dials Tab: 
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Speed Dials 
_ .  __ ___ 

earn more 

ate 

Account Setting- 

ng method 
Long Distance c a d r  learn mwe 

6. The final tab in the profile, the Special Needs Tab: 
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ngsmll only beavculabk 
Long Hdd T h m  Reqws 

Customer Profile Security 

Florida Relay users can be confident in the security of all information contained in the 
Relay Choice Profile. AT&T’s Customer Profile database was designed with security and 
confidentiality in mind. Our database was designed by our highly-skilled inhouse IT team 
of engineers. The customer profile database can only be accessed internally on our relay 
platform. 

Multi User Relay Choice Profile (MURCP) 

AT&T also offers a Multi-User Relay Choice Profile (MURCP). A MURCP allows 
multiple relay users in the same household to have their own private profile choices and 
speed dial numbers. In addition, a MURCP is a profile that can be accessed from any 
location. 

Speech To Speech 

Specific setting and profile options are available for every relay call type. This includes 
sections applicable exclusively to STS service. If not profiled, AT&T CAS will ask the 
STS caller if they would like the CA to take an active or passive role. STS users are able 
to use profile instructions to let the CA know how to announce or explain the service 
according to their needs. 

At AT&T, every CA understands the customer controls their call. 

d. When the call is first answered, and at all times du 
shall type to the TDD user or verbalize to the non-TDD user verbatim what is said or 

the conversation, the m 
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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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T Relay CAS will not summarize unless specifically instructed by the caller. If the 
CA follows instructions to summarize, the CA will inform both parties that the call is 
being summarized. 

The default for all relay calls is to relay (both type and read) verbatim. If ASL Gloss 
translation to correct spoken English is required, the CA will translate as requested. 

Callers may also prefer to add instructions regarding “relay verbatim instead of 
translating” to their personal profile. This will ensure that CAS receiving the call will 
have this information in advance, and callers won’t need to inform the CA of this prior to 
placing their calls. CAS will translate the hearing person’s English back to the TTY user 
at a level the deaf person can understand. 

izes that the cal 
11 instructions o atim, to translate conversation, 

or to summarize the conversation. Our 
absolute necessity of relaying w 
process. If requested to summ 
request and will inform bath parties that the call is bei 

eive extensive training on the 

STS CALLS 

When processing a Speech-to-Speech (STS) call, a STS CA is permitted to intervene and 
facilitate conversation to ensure successful communication between the STS user and 
voice/hearing person. The STS CA’s involvement in the call will be based on the 
facilitation role the STS user requests. The STS CA will “repeat all of the STS user’s 
conversation” or “only conversation that is not understood”. For convenience, the STS 
user may include CA correct spelling facilitation preference and other call handling 
instructions in their Relay Choice Profile. This will eliminate the need for the STS user 
to provide instructions on every call. 
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e. When the CA is asked to explain 
“explaining relay” to the other user on the call to let them 
rather than transmitting all of 

ay to a user, the CA shall express the t 
what is happening 

lanation. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS can use a pre-programmed macro key (CA here explaining relay) when 
needed to notify the TTY user they are explaining relay to the other person. This allows 
the CA to keep the TTY user informed at all times, while providing the explanation. 

Should a CA need to explain relay to a TTY user, the CA will update the hearing person 
with “CA here explaining relay . . .one moment please.” 

AT&T CAS use general explanations for explaining relay to users unfamiliar with the 
service: 

Sample Explanation Phrase: “The caller is using our service to communicate. I ’I1 be 
voicing what they type, and then typing what you say and anything else I hear. ’’ 

If additional explanation is necessary, the CA will further explain, “The caller may have 
a hearing or speech loss and is unable to contact you directly. Please speak directly to 
the caller and say go ahead when you are finished speaking. 

AT&T welcomes input from the FPSC regarding these phrases, and will modify as 
requested. 

AT&T welcomes input from the FPSC regarding these phrases, and will modify as 
requested. AT&T does not typically ask the Voice person if they have received a relay 
call before. This practice can be intrusive and may impede progress on a call with a 
voice person who converses frequently via the relay service. AT&T is flexible with this 
and can accommodate phrases that the FPSC deems appropriate. 

f. When speaking for the TDD u , the CA shall adopt a conversational tone of voice 
to the type of call being made and co 
e CA shall also indicate identifiable 

parentheses, (e.g., he’s laughing, he’s crying). A 
shall be relayed to the TDD user in pa . The CA shall identify to the TDD 

3 

3 
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user, ifidentifiable, 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. 

AT&T Response: 

AT&T has read and meets this requirement. 

Conversational Tone of Voice 

AT&T CAS adopt conversational tones for intonation, content, and spirit. Our CAS 
have excelled in appropriate voice tone, inflection, and pitch pertinent to the 
conversation. We require our CAS to sign a Code of Ethics statement which 
includes, “CAS will convey the content and the spirit of the speaker.” We train CAS 
extensively on these skills. We use role-playing during initial and subsequent training to 
help CAS develop an appropriate conversational tone of voice and pace so they read with 
intonation and fluency. We train our CAS to use an appropriate tone for the subject 
matter being discussed on a relay call. 

Conveying Tone of Voice to TTY User 

AT&T recognizes the importance of conveying “tone of voice’’ to the TTY user. Our 
CAS are trained to provide this information to the TTY user and to describe the person’s 
tone of voice based on concrete sounds and always in parentheses. Some acceptable 
descriptions would include: 

(sounds mad speaking very loud), 

(sounds happy laughing), 

(sounds upset..crying) or 

(sighing.. talking to someone else). 

AT&T is willing to make changes or add acceptable descriptions for conveying tone of 
voice to the TTY user as directed by the FPSC. 

Background Noise 

We also train CAS to type background noise as heard during the call. AT&T has several 
macros designed to assist our CAS in giving background noises. These macros include 
items such as 
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0 (phone ringing), 

0 (coughing), 

0 (sneezing), 

0 (speaking to someone else), 

0 (yelling), 

0 (doorbell), 

(laughing), 

0 (dog barking), 

0 as well as many others. 

Use of macros enables our CAS to provide background noise while continuing to relay 
verbatim the conversation as it is spoken. As shown above, background noises are 
always typed in parentheses. If a relay user does not wish to be provided background 
noises during a particular call, they may instruct the CA not to provide this information. 
This is also an option in the Relay Choice Profile. We’ll gladly provide a h l l  list of our 
macros at your request. 

Gender of Voice Users 

AT&T CAS are trained to provide the gender of the hearinghoice user. The CA uses a macro 
key (pre-programmed message) to inform the TTY user of the voice/hearing person’s gender, 
(male) or (female), at the beginning of every call. Our CAS are also trained to provide the 
voice/hearing person’s gender to the TTY user when a different person comes on the line 
during the call. If a CA is unsure of the voicehearing person’s gender, the CA will indicate 
the gender, (female??) or (male??) to indicate the uncertainty of the gender. CAS will also 
advise the TTY user when a child is on the line (child). 

g. CAS shall i 

AT&T Response: 

AT&T has read and meets this requirement. 

cate to the user, if known, if another p comes on the line. 

3 
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AT&T CAS will advise the TTY caller when a new or additional person becomes part of 
the conversation. Our CAS are trained to provide the gender of the person who joined the 
line such as , (male) or (female). 

h. All cominents 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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T relays in parentheses all comments directed to either party by the CA or to the CA 
by either party. As required, AT&T puts this information in parentheses to keep the caller 
informed. Hearing callers have the option to listen during call setup. 

AT&T CAS are trained to use parentheses to make the TTY user aware of any 
conversation directed to them from the voice person during the relay call, for example, 
(ca can you give me their phone number). CAS are also trained to use parentheses when 
conversing with the TTY user, for example (ca here waiting to enter your information). 

If a TTY user has communicated billing information to the CA prior to placing a call, the 
CA will not relay this information to the other person unless it is necessary for securing 
billing of the call, for example, a collect call where the name must be given. 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

CAS will politely request the spelling of proper nouns, addresses and numbers to ensure 
accurate and verbatim messages are relayed. 
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AT&T CAS recognize the vital importance of relaying drug prescription 
information and medical and legal terminology correctly. They are trained to verify 
appropriately to ensure that all information is relayed accurately. 

j .  CAS shall stay on the line for a minimum of ten ( 10) minutes before allowing a 
change in CAS. For STS calls, the CA must stay on the line a minimum of fifteen ( I  5 )  
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. 

AT&T Response: 

AT&T has read and meets this requirement. 
As a matter of practice, AT&T minimizes transfers and reliefs to the extent possible. 
AT&T CAS only transfer calls when necessary. A change never takes place until either 
the calling or called party has completed their part of the 

conversation (typed or stated GA). Prior to transferring, CAS will ensure that they have 
been processing a call for a minimum of ten (1 0) minutes for traditional relay and fifteen 
(15) minutes for Speech-to-Speech Service. The only exception is when a customer 
requests to be transferred to a different CA. Requests for the same CA to relay the entire 
conversation will be honored whenever possible. 

When it is necessary to transfer a relay call, AT&T’s sophisticated relay platform allows 
for a fully electronic transfer of the call. This takes only seconds and is done at not- 
intrusive junctions on a call that has already met minimum time requirements. Other relay 
provider platforms do not have the ability to transfer a call electronically. A manual 
relieve takes much longer to occur given that CAS must change seats and plug in new 
headsets before assuming the call. Our electronic transfer ability allows for full transition 
of the call including any notes indicated by the CA in their scratchpad for processing of 
the call. This is a highly efficient process that does not disrupt the call underway. 

Due to the complexity of Speech-to-Speech calls, CA reliefs are “manual” reliefs only. 
The relief STS CA will go to the CA position to complete the remainder of the call. 

When a call is transferred to a relief CA, TTY customers are notified by the macro 
bearing the relief CA’s identification number and gender. Voice customers are notified 
by the announcement, “relief ca XXXX continuing your call.” These notifications are 
provided promptly when the call is transferred, which takes place only at non-disruptive 
junctures between the TTY and Voice parties’ conversation. 
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If a gender request has been made, every effort will be taken to transfer the call to a relief 
CA of the requested gender. 

During call transfers, call detail information that has been provided by the TTY user and 
Customer Profile information remains available to the relief CA. 

ty or legality of any messages. Furthermore, the 
ions with anyone calling the 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS do not counsel, advise, or interject personal opinions or additional 
information into any relay call. CAS are explicitly trained to be neutral and non- 
participative in all relay conversations, as specified in the CA Code of Ethics. They are 
also trained not to release any personal information about themselves or other relay 
center employees. If a customer (usually a customer new to relay) persists in attempting 
personal conversation, CAS are trained in strategies to avoid conversation in a courteous 
fashion. While relaying calls, our CAS relay verbatim and do not make any value 
judgments on the profanity or obscenity or legality of any messages they relay. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS do not require or request any caller to provide their names or the name of the 
person they are calling. If the caller provides this information, it is used only for call 
completion and no record or call details are retained or recorded. 
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If a caller is requesting alternate billing of a relay call (collect, person-to-person, third 
number billing), the CA will request the necessary information to secure billing of the 
call. If a caller chooses not to provide their full name or the full name of the person they 
are calling, the CA will not refuse to place the call. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS relay in real time and convey the full content, context, and intent of all 
communication. AT&T transmits conversations between TTY and voice callers in real 
time. . 

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

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS do not impose limits on the number of calls or the length of calls made. Our 
CAS are prohibited from refusing single or sequential calls, or limiting the length of calls 
utilizing relay services. All call requests are processed immediately without any delay. 
With AT&T, the relay user is in control of their call at all times. 

3 

i) 

0. If a user requests that a CA of a specific gender be used, 
e when a call is initiate 
transferred to another CA. 

AT&T Response: 

AT&T has read and meets this requirement. 

3 
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AT&T recognizes that relay users may desire a CA of a specific gender to relay their call. 
We have been accommodating gender requests for many years and will continue to make 
our best effort to honor all requests. 

AT&T CAS only transfer calls when necessary. Prior to transferring, CAS will ensure that 
they have been processing a call for a minimum of ten (1 0) minutes for traditional relay 
and fifteen (1 5 )  minutes for Speech to Speech Service. The only exception is when a 
customer requests to be transferred to a different CA. 

When a call is transferred to a relief CA, TTY customers are notified by the macro 
bearing the relief CA’s identification number and gender. Voice customers are notified 
by the announcement “relief ca XXXX continuing your call.” These notifications are 
provided promptly when the call is transferred, which takes place only at non-disruptive 
junctures between the TTY and Voice parties’ conversation. 

If a gender request has been made, every effort will be taken to transfer the call to a relief 
CA of the requested gender. 

During call transfers, call detail information that has been provided by the TTY user and 
the Customer Profile information remain available to the relief CA. 

AT&T has a sophisticated relay platform that allows for an expedient and fully-electronic 
transfer of relay calls to a relief CA. Other relay providers platforms may not have this 
electronic functionality. 

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 c pelled to do so by lawful 
order. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has a strong legacy of protecting the privacy and confidentiality of customer 
information. This includes are Relay Choice Profile customer database and the 
information contained therein. 
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As previously mentioned, we refer to our customer profile as our Relay Choice Profile 
(RCP). AT&T’s customer profile offers one of the most comprehensive and feature rich 
profiles in the industry. With the AT&T Relay Choice Profile, Florida Relay users will 
have many more options to personalize their relay calls than they have with your current 
relay provider. In addition, relay users will still have complete control of their profile 
data and can choose to add, change, or delete the data at any time. 

Enhanced features offered by AT&T’s profile in addition to the basic offerings of other 
relay providers include: 

1. Extensive Speed Dial List - Callers can enter 100 + frequently called 
numbers in their personal speed dial list. 

2. Find Me Feature - Under Additional Numbers tab of profile, this 
functionality allows our system to electronically select the appropriate 
number to contact a relay user at based on time of day and day of week. 
Individuals can enter their home/work/vacation information in their profile 
and when someone contacts them through our service, our system will 
automatically dial the correct home/work/vacation number regardless of the 
number the caller originally dialed. 

3. Call By Name Feature - Relay user indicates a call me “name”. Caller tells 
CA the name to call and our sophisticated relay platform automatically 
enters the correct number of the person associated with the call me “name” 
that was entered. This assists relay users who have difficulty speaking and 
might be challenged to give someone their complete telephone number. 

4. Multi-User Relay Choice Profile (MURCP)- This feature is beneficial 
when more than one relay user resides at a particular telephone number. It 
allows both relay users to set up their own profiles. When dialing through 
relay, they provide a personal 4-digit code number that allows the CA to 
view their specific relay preferences. 

This feature is also used when a relay user dials in from a telephone line 
other than their own. They can provide the CA with their telephone 
number and personal 4-digit code and the CA can pull their relay 
prefences that are indicated on their home or business line. 
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5.  Text Pacing - Offered for all relay customers, this feature allows the pace 
of the text transmission to be set to meet the needs of the caller. Pacing can 
be set at various levels including 30,40 or 50 wpm. Customers can indicate 
their preference for slow transmission speed and the pacing will be set. 
This is particularly beneficial for Deaf/Blind customers but can be used for 
all relay calls. 

Additionally AT&T profiles have a MURCP (multi user relay choice profile) option that 
enables multiple relay users in the same household to each set their own preferences. 
MURCPs also allow remote access to a profile for a customer that uses relay from a 
telephone other than their profiled line. Please see Relay Choice Profile information 
noted earlier in this section for additional information. 

All TRS callers with a profile can temporarily change or suspend their choices-with 
AT&T, customers are in control of their call. The TRS relay caller should inform the CA 
of specific instructions for the present call, and the CA will comply with the instructions. 

Our RCP technology allows us to automatically set the desired modality of each line 
according to caller preferences. In cases where the modality is unknown, we use 
automated searching (voice, ASCII, TurboCode’ and Baudot) to determine the correct 
modality while also allowing the CA to override or change the modality when necessary. 

Upon request, we will distribute caller profile forms to all TRS users. We’ll provide 
unique forms for: 

9 General users, 

Speech-to-Speech users, and 

Deaf-Blind Relay Service users. 

We’ll provide the forms in English and Spanish. 

AT&T recognizes the value-added service enabled by customers completing a profile. 
We’ll accept TRS customer profile database information by hand delivery, mail, fax, 
email, other electronic transmission, and in all modes of relay (voice, TTY, STS, DBS, et 
cetera.) Callers may elect to complete their own profile by visiting our new interactive 
website to enter their information. 

A caller can provide the CA instructions prior to placing a call, or customers may have 
information already set up in their Relay Choice Profile (RCP). Profiles benefit 
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customers and CAS as they enable customers to select call preferences once and these 
preferences can then be used for all of their relay calls. RCP instructions assist CAS in 
setting up relay calls according to customer specifications as some of the profile options 
are automatically activated on by the AT&T Relay platform ( i.e. Carrier of Choice, 
VCO/HCO carry-over preference ). 

The RCP has six different tabs for possible customer use. Those tabs are labeled as: 
7. AboutMe 
8. Call Settings 
9. Speed Dials 
10. Account Settings 
1 1. Additional Numbers 
12. Special Needs 

These categories are designed to assist customers in entering the information that they 
need for their relay calls. When a customer chooses to complete and submit their RCP 
online via our website, additional information related to available options of the RCP can 
be obtained by clicking “learn more” located to the right of the option. 

3 

3 

2. Fields on the Call Settings Tab: 

3 
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This box will expand as a customer enters information and can accomr 
more than 100 speed dial listings. 

ettings Tab has the following fieldq- 

ccount Settinas 

A&ow Redial of Last Num 
USWS  em m e  

5.The My Other Numbers Tab has the f o l l o w m  

nodate 
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My Other Numbers 

Such data may not be 

distributed, shared or 

AT&T Response: 

AT&T has read and meets this requirement. 

Information obtained through the course of relay communications is confidential. As 
such, we don’t use data for any purpose other than to connect the relay user with the 
called party(s) they desire to reach. Information obtained is not sold, distributed, shared, 
or revealed by the relay center or its employees unless instructed by a lawful order. 

3 
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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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T offers relay services in English and Spanish as well as translation from ASL 24/7 
365 days a year. Service in each of these languages is always available. 
Our bilingual CAS are trained to meet the specific needs of Spanish-speaking Relay 
community. They are fluently bilingual and are able to understand various dialects. 

As discussed previous in our responses, AT&T provides extensive training in ASL 
translation. Florida Relay will be staffed at all times with CAS who have been trained to 
translate limited written English to correct spoken English. 

AT&T will provide Intrastate Spanish to Spanish and Interstate Spanish to Spanish 
service, meeting FCC requirements. All Interstate minutes are billed to the Interstate fund 
and will not be billed to the State of Florida. To facilitate call-processing, relay users can 
select their language as “English” or “Spanish” on their Customer Profile. 

All call types processed through our English relay service are also available through our 
Spanish Relay. This includes TTY, VCO, HCO, ASCII, STS and 900 calls. 

All Spanish CAS are required to be fluent in Spanish. They are tested prior to 
employment and are further evaluated during initial training. 

Please see checklist. 
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3 

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 
Haitian Creole, etc.). Additional languages should be identified. 

AT&T Response: 

AT&T has read and understands. 

As previously described, AT&T offers very skilled and fluent Relay services in English, 
Spanish and ASL. 

14. Shift AdvisorKonsuItant 

On each shift the provider s 
highly knowledgeable of ASL in order to serve as an advisor/consult 

comiiiunication. 

11 employ in the relay center at 1 

and properly communicating t 

AT&T Response: 

AT&T has read and meets this requirement.. 

AT&T will ensure a Supervisor fluent in ASL translation is on duty at the relay center at 
all times to assist CAS with ASL translation. All CAS are trained to be able to effectively 
translate ASL Gloss to conversational English. If they need assistance, AT&T will 
ensure that a Supervisor is available on all shifts to assist as required. 

AT&T understands the importance of properly communicating the full content of the 
communication. We will ensure that all requests for ASL translation are handled 
appropriately and that the calls are relayed verbatim with regard to intent of the message. i) 
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Please see checklist. 

15. Confidentiality of Calls 

As required by Section 427.704( l)(c), Florida Statutes, all calls 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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has a strong corporate history of protecting customer privacy and customer 
information. Protecting customers and honoring their privacy is a value that is deeply 
embedded in all we do, in every job performed at AT&T. Our corporate guidelines for 
business ethics and behavior, called the AT&T Code of Business Conduct, specifically 
cite protection of customer information and privacy as a paramount responsibility of 
every employee. We re-train and re-commit every AT&T employee every year 
regarding the confidentiality of our customers’ information; all our employees 
serving relay callers make this commitment. 

The following document, “CA Pledge of Confidentiality,’’ is reviewed with 
Communications Assistants annually, and during performance reviews occurring monthly 
and semi-annually. AT&T CAS understand their important role in the communication 
process, and the expectation for absolute confidentiality. AT&T Communications 
Assistants understand that breaches of confidentiality -even if unintentional or a first- 
time offense- have serious ramifications, such as dismissal. 
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Florida Relay Service 
Confidentiality Agreement 

I do hereby recognize the serious and 
confidential nature of the Florida 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. 

2. 

3. 

4. 

5 .  

6. 

7. 

I will not disclose to any individual, including fellow Communications Assistants 
(CAS) Customer Service Representatives and supervisors, the identity of any 
caller or information I may acquire about a caller while relaying hidher 
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 VRS 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. 

3 

3 
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8. Under no circumstances will I reveal my Communications Assistant 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. 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. 

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: 

Every CA is required to adhere to the rules of confidentiality during all training sessions. 
Trainers are trained to present scenarios and procedures without revealing names or 
specifics about the callers. 

All CAS are then required to sign the Pledge of Confidentiality previously discussed, 
promising not to disclose the identity of any caller, fellow relay operator, or any 
information learned during the course of relay calls. This applies to all Relay Service 
personnel during the period of employment and after termination of employment. 

The Pledge of Confidentiality, along with the Code of Ethics, is posted at each 
workstation within the call center and in all reference tools. The Relay Team fully 
understands the serious ramifications for violations of the Confidentiality responsibilities 
placed upon them. We are pleased to report we have received no allegations of 
confidentiality breaches to date. 

AT&T does not maintain a written or electronic script of any type beyond the 
duration of the call. We place great emphasis on maintaining the confidentiality of 
relay users. All typed text scrolls off of the screen, so that nothing is retrievable after a 
call is complete. Billing records are sent electronically by our automated CA platform, 
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and thus no billing records are retained onsite or at the CA position. This eliminates any 
possibility for a confidentiality breech of this type of information. 

AT&T facilities are designed with confidentiality in mind. Each CA is assigned a locker 
in a separate area of the building for personal items and cell phones to be kept while they 
are working. 

AT&T is well-versed on customer privacy. To raise awareness and emphasize 
compliance, our employees receive annual training on maintaining customer privacy. All 
AT&T employees are also covered annually on AT&T's Code of Business Conduct. 
This is an extensive document and annual training is conducted via CBT to ensure that all 
employees are familiar with AT&T's Code of Business Conduct. This training includes 
confidentiality of customer information as well as protection of proprietary information. 
It is a thorough training that presents employees with scenarios that they must chose the 
ethical and correct response to. This reinforces concepts in our CA code of ethics as well 
as in our Pledge of Confidentiality and also includes many more important topics. 

AT&T will carefully protect all personal information. 

Please see checklist. 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

Every CA is required to adhere to the rules of confidentiality during all training se 
Trainers are trained to present scenarios and procedures without revealing names or 

si ns . 

specifics about the callers. Confidentiality is regularly reinforced in our relay centers. 
Trainers never reveal callers names, originating or terminating points of specific calls, or 
other specific information relayed on a relay call. Trainers do role play scenarios with 

3 

3 
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fictitious information to highlight call processing steps as required for training new 
employees. 

Please see checklist. 

b. CAS shall not disc 
specifics of any re1 
bill processing 
situation with w 
particular type 
without reveali 

es or their supervisors, any names or 
ces of resolving complaints, 

urposes. CAS may discuss a g 

11 that will identify the caller. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS do not discuss with anyone the names or specifics of any relay call. The only 
exceptions are when resolving complaints, bill processing, or emergencies. For training 
purposes, general scenarios are discussed and reviewed without sharing any specific call 
information. 

AT&T CAS are trained to share general scenarios when assistance is needed or when they 
have a question about processing a call. No customer specifics or call information other 
than fundamental call processing steps are discussed. This protects the confidentiality of 
the relay user. 

Please see checklist. 

c. Watching or listening to actual calls by anyone other than the CA is prohibited except 
for training or monitoring purposes or other purposes specifically authorized by the 
Coinmission. FPSC staff shall be permitted to observe live calls for monitoring 
purposes, but shall also comply with the confidentiality provisions above. 

AT&T Response: 

AT&T has read and meets this requirement. 
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A 

AT AT&T Relay, no one is allowed to watch or listen to actual calls other than the CA. 
The only exceptions are for training, monitoring, or other purposes specifically 
authorized by the Commission. AT&T will permit FPSC staff to observe live calls for 
monitoring purposes with the understanding that confidentiality provisions will be 
complied with. 

Please see checklist. 

d. A copy of the Confidentiality Policy shall be provided to a user upon request and at 
no cost. 

AT&T Response: 

AT&T has read and meets this requirement. 

Copies of our Pledge of Confidentiality are always available at no cost to relay users. 

Please see checklist. 

16. Types of  Ca l l s  to be Provided: 

a. Text-to-voicehoice-to-text. The provider shall transmit conversations between TTY 
and voice callers in real time. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has been providing relay services longer than any other provider. Text-to-voice/ 
voice-to-text calls were the first relay call types to be available. We have years of 
experience in processing all relay call types. 

AT&T will process all Text-to-voice/ Voice-to-text calls enabling individuals who are 
deaf, HOH, or speech disabled to communicate with non-TTY users with the assistance 
of a Communication Assistant. 
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AT&T transmits conversations between TTY and voice callers in real time. TTY users 
may request a relay call to a non-TTY user, also known as the Voice person. The 
Communications Assistant voices the TTY user’s typed conversation and then types 
verbatim the Voice person’s response back to the TTY user. A Voice person may request 
to place a relay call to a TTY user. The CA types the Voice person’s conversation to the 
TTY user and then relays the TTY user’s typed responses back to the Voice caller. 

AT&T uses equipment and software that are capable of full and normal communication 
with relay equipment commonly in use and at speeds generally at used. 

Please see checklist. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

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. AT&T 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 we connect the call. Voice users do not hear tones during a VCO call. 

We provide and support, both acoustic and direct connect modes, for callers who wish to 
use Voice Carry Over (VCO). VCO will always include the option to either use the TTY 
to enter the number to be called or to directly speak the number to the CA. 

Our call set-up for Voice Carry Over (VCO) invokes automatically, saving time and 
avoiding potential errors. 

Our platform automatically establishes the carry-over bridge for customers profiled as 
VCO or HCO callers. Our relay platform will immediately set up the VCO feature when 
profiled VCO callers initiate a relay call or receive a relay call, whether they dial 71 1 or 
dial one of the designated toll-free numbers. No other relay provider offers this 
functionality . 

December 22,201 1 Page 105 

at&t 



AT&T Response to RFP No. 110013-TP 

AT&T provides and supports both acoustic and direct connect modes for callers who 
wish to use Hearing Carry Over (HCO). Our sophisticated Relay platform will 
automatically set up the HCO capability when profiled HCO users initiate a relay call or 
receive a relay call, whether they dial 71 1 or dial one of the designated toll-free 8YY 
numbers. No other relay provider offers this functionality. The CA will activate the 
HCO Privacy feature upon request and shall not be able to hear those portions of the call. 

As mentioned in our Executive Summary, our relay service is the only one that has 
Upfi-ont Automation (UFA), a patented feature, which allows both TTY users and voice 
callers to directly enter the number they wish to call without having to provide it to the 
CA. This allows callers to spend less time communicating with the CA and more time 
communicating with the person they are calling. While there are many advantages to 
using UFA, our relay platform still allows those users who prefer to communicate with 
the CA to do so. 

Users can easily type VCO in Up Front Automation to activate the feature. 

VCO-HCO and HCO-VCO 

We provide this service to VCO and HCO users who call another HCO or VCO user 
through the relay. The VCO user voices hidher conversation directly to the HCO user. 
The HCO user’s typing goes directly to the VCO user. 

Speech to SpeechNCO 

STSNCO 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 hidher own voice or voice synthesizer and read everything 
said by the voice caller on a TTY or VCO telephone. 

VCO to Speech-to-Speech 

Another service we provide is VCO to Speech-to-Speech 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-TTY and TTY-VCO 

We provide this service in which VCO users can call a TTY user (or vice versa) through 
the relay. The VCO user voices hidher conversation which the CA types to the TTY user. 
The TTY user types hisher conversation directly to the VCO user. In addition, AT&T 

3 

3 
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will provide VCO to TTY or ASCII services as well as all other combination of call types 
involving 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 

TRS callers can choose Two-Line VCO through selections in their customer profiles. 
The Two-Line VCO user needs two phone lines, one for the TTY connection and one for 
the Voice connection. The following is a brief outline of the call flow: 

e 

e 

The Two-Line VCO user dials 7 1 1 or TTY number for FRS 

Caller requests Two-Line VCO, and provides number to dial 

CA dials number provided, which is the Two-Line VCO caller’s own voice line 
telephone number 

Two-Line VCO user answers the incoming call from the Relay, and uses a local 
service’s conferencing feature to dial and add the person they wish to talk with on 
the phone 

During the call, the CA remains silent and types whatever the called party says 
back to the Two-Line VCO user 

Reverse Two-Line VCO 

AT&T’s Two-line VCO feature also works in the reverse when a voice user places a call 
to a two-line VCO user through relay. It is then called Reverse Two-line VCO. 

The Two-Line VCO caller may place as many calls as desired. The CA completes one 
billing record for all calls. 

2-Line HCO/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 and 
having the CA voice the conversation for them. If the HCO user chooses to voice hisher 
conversation and becomes tired or is having difficulty being understood, he/she can type 
hidher 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. 
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VCO with Privacy 
3 

AT&T 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. 

Please see checklist. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

Hearing Carryover (HCO) 

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 

A variety of HCO call types are available through AT&T relay. 

AT&T provides and supports both acoustic and direct connect modes for callers who 
wish to use Hearing Carryover (HCO). Our sophisticated Relay platform will 
automatically set up the HCO capability when profiled HCO users initiate a relay call or 
receive a relay call, whether they dial 71 1 or dial one of the designated toll-free 8YY 
numbers. No other relay provider offers this functionality. The CA will activate the 
HCO Privacy feature upon request and shall not be able to hear those portions of the call. 

HCO to HCO 

This service allows two HCO users to contact each other through the relay. AT&T 
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 another great relay 
enhancement for Florida relay users. 

3 
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HCO to Speech-to-Speech 

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 hidher conversation directly to the HCO user or can call on the CA to “re- 
voice” as needed. 

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. 

2-Line HCO/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 and 
having the CA voice the conversation for them. If the HCO user chooses to voice hidher 
conversation and becomes tired or is having difficulty being understood, he/she can type 
hidher 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. 

HCO with Privacy 

We provide 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. 

Please see checklist. 

Also, please see section 22 for a detailed description of AT&T’s provision of CapTel 
service. 
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17. C a l l  Release Functionality. 

Call release functionality is a feature that allows the CA to sign-off or “release” froin the 
telephone line after the CA has set up a telephone call between the originating TTY caller 
and a called TTY party, such as when a TTY user must go through a TRS facility to 
contact another TTY user because the called TTY party can only 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 iiiactive for more than thirty (30) seconds. 

AT8T Response: 

AT&T has read and meets this requirement. 

TTY to TTY 

AT&T will provide the feature that allows the CA to sign-off or be “released” from the 
telephone line after the CA has set up a telephone call between the originating TTY 
caller, and a called TTY party. This feature is used to process TTY to TTY calls 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. 

Another scenario where this feature is used is when a TTY user is billing to a calling card 
that is accessed through an 800 number. Our CAS dial and interact with the toll free 
number prompts and then release the call once they are sure direct communication 
between the TTY users is taking place. CAS press two keys to transmit a message 
indicating “ANSWERED BY TTY . . .ONE MOMENT CONNECTING YOUR CALL” 
and then “CONNECTION COMPLETE”. CAS then ensure that communication is taking 
place between the TTY users and release the call from their position allowing them to be 
available for another relay call. 

Voice to Voice 

If a Voice originated call dials to line answered by Voice with no TTY available, AT&T 
CAS will politely excuse the ring and ask the caller to dial their call directly. Although 
our platform is capable of connecting to Voice users, this is not the intent of relay service. 
To protect the integrity of relay service for those who require it, AT&T chooses to inform 
the caller that they may dial that number directly without the assistance of relay services. 3 
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This also ensures relay resources are always available for prompt response to actual relay 
customers. 

By discouraging Voice-to-Voice call release, AT&T prevents the State of Florida from 
incurring session minute costs for non-relay users. Since long distance charges through 
relay are offered at a highly discounted rate, the service may be appealing for Voice 
callers who wish to save on their long distance bills. AT&T recognizes this, and provides 
a polite turn back phrase asking the Voice Person to dial their call directly. 

AT&T’s call release functionality is fully compliant with FCC requirements 

AT&T CAS immediately release calls when a TTY user has been 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 
“short-hand” name or number for the user’s most frequently called telephone numbers. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T offers a more extensive speed dial list than any other relay provider. 

100 SPEED DIAL LISTINGS 

Our Relay Choice Profile allows customers to enter up to 100 speed dial listings in their 
Relay Choice Profile. This information is presented to the CA when they place a relay 
call. We provide Speed Dialing for our Relay users and offer an expanded speed dialing 
list size of 100 numbers. 

Callers can then ask the CA to dial based on the name entered for that telephone number 
in the speed dial list such as “call mom” or “please call the dentist” or call “Charlie”. 

Callers can also provide the number of the listing in their speed dial list such as call 
number 22. CAS then press a single key to have the telephone number entered from the 

~~~ ~ 
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caller’s speed dial list. The CA does not need to manually copy the number over to 
the dialing field. This eliminates the possibility of CA error in entering the number to 
dial. 

ENHANCED SPEED DIAL OPTIONS 

AT&T offers a number of enhanced speed dial options. Please refer to the sample speed 
dial list entry form below. This form expands as users enter information, allowing up to 
100 speed dial numbers to be entered. 

Speed Dials 
Ie91p morP 

MANY OPTIONS FOR FLORIDA RELAY USERS 

Relay users have several fields they can elect to complete for each of their speed dial 
listings. These fields include: 

1. 

2. 

3. 

4. 

5 .  

6 .  

Name - Can be real name or nick name 

Phone Number - Inclusive of area code 

Communication Mode - Specifies communication mode of the person they are 
calling. This allows CA to set the call up appropriately prior to the phone being 
answered. Options include voice, baudot, Baudot VCO, Baudot HCO, STS, 
Turbocode, Turbocode VCO, Turbocode HCO, Ascii, or IM. 

Familiar With Relay - Yes/No field. Indicates to the CA that they may be 
familiar with relay and CA won’t need to ask- creating a more efficient call setup. 

Call Type - Options include: General, Business, Personal, Financial. Social. 

Special Instructions - This is a freeform field that allows the relay customer to 
enter special instructions such as “Ask for Mary” or “Please press two to retrieve 
messages” or other special instructions associated with that telephone number. 
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EMERGENCY CALLS 

I 
B 

AT&T’s allowance of 100 speed dial numbers allows customers the choice to enter 
emergency numbers in their speed dial lists without limiting their personal contacts. They 
can be entered under basic names such as “fire” “ambulance” “police” or can be entered 
under a general term such as “emergency.” Many times individuals use a listing of “ICE” 
standing for “In Case of Emergency”. This can include the name & number of a close 
relative as well as emergency agency numbers. 

AT&T’s Enhanced Speed Dial Features are used extensively by our relay customers. We 
are confident that Florida Relay users will be impressed by their expanded options and 
will adopt usage of our additional profile fields not currently offered by other providers. 

CALL BY NAME 

In addition to speed dial listings, AT&T offers a “Call By Name” feature for STS users 
who may have difficulty conveying their complete phone number to individuals who may 
wish to call them. After profiling their “call name”, a customer can ask the CA to dial it 
by saying “Call Suzie” or “Call Mr. Thomas”. CAS type the call name in the appropriate 
field and our sophisticated relay platform automatically pulls up the persons telephone 
number to be dialed. 

This feature, not available through all relay providers, assists our customers with 
highly-efficient call processing and is especially appreciated by our customers with 
speech disorders. 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T offers three-way calling functionality that allows more than two parties to be on 
the telephone line at the same time with the CA. 
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BASIC THREE WAY CALLING 

AT&T has provided this feature for many years. Customers who have purchased the 
three-way calling feature from their LEC can dial in to reach one of AT&T’s skilled CAS 
and they can then conference in an additional person on their three-way calling line. CAS 
will be able to communicate with both the caller and the third-party on the same line and 
will be able to type to the caller on the additional line (forward number). This three-way 
calling feature is available for use by all relay customers including our STS users who 
especially appreciate this feature. 

Another option is for the caller to dial in to another relay connection with the forward 
number, allowing for an additional party to be joined on the line. Customers have the 
option to choose how to connect, either with another relay line or directly through their 
own connection. 

Although three-way calling functionality has two customers on the line, end users and the 
state of Florida are billed for just one relay call. 

CONFERENCE CALLS 

AT&T CAS are skilled at placing conference calls and do so regularly. Callers provide 
the CA with the bridge and access number to dial in to the conference call and CAS 
connect to the bridge. CAS then announce the person calling and ensure that conference 
participants are familiar with the relay service. CAS type the name of each participant as 
they speak and capture what is said. CAS then voice what the caller types at appropriate 
intervals on the conference call. 

20. Voicemail and Interactive Menus 

3 

3 

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 lias 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. 

3 
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AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has been processing calls to Interactive Menus and Voice Mails for many years. 
AT&T was one of the first provider to begin asking customers if they wanted to have the 
entire recording typed or if they preferred to hold for a live representative. We recognize 
that Relay callers are looking for an efficient call that meets their requirements for 
information and access to a live representative. 

MACROS 

All CA positions are equipped with macro keys (pre-programmed messages) that are used 
when a recorded message is reached. When CAS reach a recorded message, they transmit 
a macro indicating (recorded msg). If the recorded message is an interactive menu, CAS 
transmit this macro: 

(would you like complete msg typed or hold for spec@ dept or live rep). 

This macro allows the customer to have full control of their call at all times. 
Customers can also elect to have the entire recording typed to them verbatim. CAS 
follow customer instructions at all times (either holding for a specific department or live 
rep or typing the options). 

KEEP CALLER INFORMED 

CAS keep the caller informed while selecting any menu prompts as directed by the 
customer. CAS type updates such as (pressing 2 for balance inquiry) or (pressing 0 for 
live rep). This ensures that the caller is always in control of the call and can select 
additional prompts if they would like. 

ANSWERING MACHINE RETRIEVAL 

CAS are trained to retrieve voice and TTY messages from voice processing systems and 
answering machines, and relay the message to the relay caller in the caller’s 
communication mode (voice, TTY, ASCII, etc.). 

RECORDING DEVICE 
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CA positions are equipped with a Play Back Device (PBD) that enables the CA to capture 
recorded messages in their entirety without the need to redial. The CA has the ability to 
play back to any point in the recording, which allows the CA to provide continuous 
message transcription to the TTY user. All messages recorded on the PBD are erased as 
soon as the customer disconnects, ensuring confidentiality requirements are met. 

NO ADDITIONAL CHARGE 

AT&T will not impose any charges for additional calls, if needed, in order to complete 
calls involving recorded or interactive messages. Relay callers are only billed for one 
complete call. This provides a functionally equivalent billing scenario comparable to that 
of a direct-dialed call. 

CONFIDENTIALITY 

In keeping with confidentiality requirements, all recorded messages are deleted after the 
completion of a relay call. AT&Ts sophisticated relay architecture removes all call 
information from the CA position after a call has been completed. No records of the call 
are kept other than the basic billing records that are stored and transmitted electronically 
immediately following the completion of the relay call. 

The bidder shall explain how message 
machines and how interaction with voi 
should explain how any access c 
handled. 

left on or retrieved from a 
nse units will be accompli 

used to retrieve ssages will be confidentially 

AT&T Response: 

AT&T has read and meets this requirement. 

LEAVING A MESSAGE ON ANSWERING MACHINE 

The following is a brief outline of the CA’s process for retrieving and leaving a message 
on an answering machine or voice processing system. 

3 
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on Answering Machine 7 
1. CA Dials to the requested number and reaches answering machine. 

~ 

2. Recording Device (PBD) is activated to record message in its entirety. 

3. CA uses macro keys to advise TTY caller, “(recorded msg) (one moment pls) (and I 
will relay complete message).” 

4. Complete message is relayed and TTY caller is informed, “(beep. .. hung up.. . would 
you like to leave a message q) ga.” 

5. CA redials without creating another billing record to leave message. 

6. CA either types or voices message to be left. 

7. Once message has been left, CA will advise, “(message has been left) (hung up) ga 
or sk.” 

CAS will always leave the message in the format of the called messaging system. 
Customers with voicing capabilities (VCO/Speech to SpeecWVoice) will be permitted to 
voice their messages. Customers with hearing ability will be able to hear the recorded 
message and will then be able to provide their message for the CA to voice on the 
answering machine. All messages recorded on the PBD are erased as soon as the 
customer disconnects. 

RETRIEVING MSGS FROM ANSWERING MACHINE 

The following is a brief outline of the CA’s process for retrieving messages from an 
answering machine or voice processing system. 

I a - -  .. a I -  - a  T *  - -  a -  a 7 - -  

1. Caller requests message retrieval and provides CA with appropriate phone number 
and access codes to retrieve messaqes. 

2. CA enters access codes in electronic scratchpad that allows them to be available for 
only the current call. The electronic scratchpad ensures confidentiality as it is 
automatically deleted when the call is complete. 

CA Dials to the reauested number and reaches answerina machine. 3. 

4. CA enters appropriate access codes from electronic scratchpad. 

5. Recording Device (PBD) is activated to record new messages left on the customer’s 
answering machine. (NOTE: If only one message or a short message, will be 
relayed real time and will not require recording device.) 

6. Complete messages are typed to the caller and caller is given the option to save or 
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delete messages. 

7. CA redials without creating another billing record to delete or save each individual 
message at the direction of the caller. 

8. Access code information in the electronic scratchpad is automatically deleted at the 
completion of the call. 

As with all things relay, AT&T protects the confidentiality of access codes that may be 
used to retrieve messages. 

PROCESSING CALLS TO INTERACTIVE MENUS 

The following is a brief outline of the CA’s steps for processing calls to interactive voice 
ml\n.rn 

Voice Interactive Menu I 
1. Caller requests CA to dial to a toll free number that terminates in automated voice 

menu. 

2. CA gives macro asking if caller would like complete menu typed or hold for a specific 
department or live rep. CA follows instructions as noted by caller. 

3. CA dials the number, gives macros keeping customer informed such as (dialing), 
(ringing), (recorded msg) (holding to music) (waiting to select your menu option) 
(holding for live rep). 

If caller requested entire menu options to be typed, CA goes to step 4. 

CA activates recordina device (PBD) to record menu options. 4. 

5. CA begins to type automated menu and then gives macros indicating (recorded 
msg) (one moment pls) ( and I will relay complete msg). 

6. CA types entire message to customer so they can select options from the available 
menu. 

7. CA enters options to be selected in electronic scratchpad since many automated 
menus have several tiers of options to select from. 

CA redials without creating another billing record to select options as instructed by 
caller. 

8. 

9. CA continues to select tiered options until caller has completed their communication. 

I O .  Only one call is billed to the caller regardless of the number of callbacks required to 
reach information requested by the caller. 

3 

i) 

STAYING ON LINE WHILE TYPING INTERACTIVE MENU OPTIONS 

AT&T understands that some relay providers may elect to stay on the line while typing 
out the menu options even though the relay customer has not asked them to do so. We 3 
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feel this is contradictory to allowing a relay customer to be in control of their call at all 
times. AT AT&T, we stress functional equivalence and ensure that our CAS allow relay 
callers to be in control of THEIR call at all times. AT&T’s architecture allows us to type 
the automated message to the customer while still holding on the line at the toll free 
number. If preferred, AT&T can alter our procedure to meet the needs of the FPSC and 
Florida Relay Users. 

SAFE GUARDING PRIVACY AND CONFIDENTIALITY 

AT&T recognizes that Relay callers must know their confidentiality and privacy is 
protected. Written or electronic records or notes will not be kept beyond the duration of 
the call except as provided for elsewhere in the RFP. 

We do not maintain written or electronic scripts of any conversation. CA and TTY typing 
appears on the screen only during the conversation and is automatically cleared when the 
conversation is terminated. Our platform records the minimum information necessary for 
billing purposes only. 

AT&T has a strong corporate history of protecting customer privacy and customer 
information. Protecting customers and honoring their privacy is a value that is deeply 
embedded in all we do, in every job performed at AT&T. Our corporate guidelines for 
business ethics and behavior, called the AT&T Code of Business Conduct, specifically 
cite protection of customer information and privacy as a paramount responsibility of 
every employee. We re-train and re-commit every AT&T employee every year 
regarding the confidentiality of our customers’ information; all our employees 
serving relay callers make this commitment. 

The bidder should explain if and how 
machine if the originating 
answering machine. For example, if a per 
from his own answering 
message and relaying the i 
one telephone line exists 

AT&T Response: 

AT&T has read and meets this requirement. 
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AT&T is able to retrieve answering machine messages for callers that are in the same 
location as the answering machine and have only one telephone line. We refer to this as 
Single Line Answering Machine (SLAM) procedure. 

This procedure is utilized when a TTY caller needs to check messages on the same line 
they are dialing from. The TTY caller may remain on the line while the messages are 
retrieved if the answering machine and TTY are located in the same room. 

If the answering machine and TTY are located in different rooms or on a telephone 
company's voice mail system, the CA receiving the request will ask the caller to please 
hang up so that their messages can be retrieved. The CA then dials back to the number, 
enters the pass code or other necessary information provided by the caller, and retrieves 
messages. The CA, then calls back a second time and relays the messages to the 
customer. 

Steps for processing these Single-Line Answering Machine message retrieval calls are 
below. The first table is for when the answering machine is in the same room. 

I Single Line Answering Machine Message Retrieval (Answering Machine In Same 
Room As Caller) 

1. CA receives request to retrieve answering machine messages. Caller indicates they 
are on the same telephone line that has the messages recorded. 

2. CA asks caller to place telephone by answering machine and press button on 
machine to play messages. 

3. CA activates recording device (PBD) and records all messages while they play. 

4. After recording all messages, caller again puts phone on the TTY and CA types all 
messages from their PBD. 

5. Caller provides CA with instructions if they wish to delete messages and CA will call 
back in to follow the instructions for deleting messages. 

3 

The table below is for when the answering machine is connected to the same telephone 
number the caller is using but is either in a different room, or is a LEC answering 
machine service that must be accessed remotely. 

3 
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% ... Single Line Answering Machine Message Retrieval q&l&& 
(Answering Machine In Different Room or Remote Location) 

1. CA receives request to retrieve answering machine messages. Caller indicates they 
are on the same telephone line that has the messages recorded. 

2. CA requests appropriate access instructions and codes and types them in electronic 
scratchpad. 

3. CA tells caller that they will call back in to retrieve messages and to please not 
answer the phone so that they can retrieve answering machine messages. 

The CA indicates they will then call back a second time, and the caller should 
answer the line so the CA can t w e  the messaaes to them. 

~~ 

4. Caller DroDs the line. 

5. CA calls back to the caller’s number and enters appropriate access codes to retrieve 
messaaes. 

6. CA activates recording device (PBD) to record all messages. 

7. CA droDs the line. 

8. CA dials back to the customer’s number and customer answers the line. 

9. CA announces the call and relays the answering machine messages they have 
recorded. 

I O .  CA follows customer instructions to call back and delete messages if required. 

AT&T CAS are very experienced in retrieving messages for customers and in processing 
calls to interactive voice messaging systems. Florida relay users can be confident that 
their access codes and message contents are held to our strict confidentiality and privacy 
standards. 

21. Voice and Hearing Carry-Over 

The provider shall provide both voice aiid hearing Carry-Over upon request of the user. A 
TDD user may request voice Cai-ry-Over (VCO) which will allow Iiim/her to speak 
directly to the telephone user and receive tlie message typed back 011 the TDD. I n  
addition. a TDD user may request hearing Cairy-Over (HCO) which will enable tlie TDD 
~ 1 s t ‘ ~  to directly hear what the telephone user is saying aiid type back his/her message, 
which mi11 be spoken by the operator. 
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AT&T has read and meets this requirement. 

AT&T processes VCO calls where the caller can use their voice to speak directly to the 
person they are conversing with and can read the response as the CA types what the 
person they are communicating with says. 

Permanent Branding 

Our platform automatically establishes the carry-over bridge for customers profiled as 
VCO or HCO callers. Our relay platform will immediately set up the VCO feature when 
profiled VCO callers initiate a relay call or receive a relay call, whether they dial 7 1 1 or 
dial one of the designated toll-free numbers. 

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. AT&T 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 we connect the call. Voice users do not hear tones during a VCO call. 

We provide and support, both acoustic and direct connect modes, for callers who wish to 
use Voice Carry Over (VCO). VCO will always include the option to either use the TTY 
to enter the number to be called or to directly speak the number to the CA. 

Our call set-up for Voice Carry Over (VCO) invokes automatically, saving time and 
avoiding potential errors. 

Our platform automatically establishes the carry-over bridge for customers profiled as 
VCO or HCO callers. Our relay platform will immediately set up the VCO feature when 
profiled VCO callers initiate a relay call or receive a relay call, whether they dial 7 1 1 or 
dial one of the designated toll-free numbers. No other relay provider offers this 
functionality. 

AT&T provides and supports both acoustic and direct connect modes for callers who 
wish to use Hearing Carry Over (HCO). Our sophisticated Relay platform will 
automatically set up the HCO capability when profiled HCO users initiate a relay call or 

3 

3 
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EP PROCESS I 

receive a relay call, whether they dial 7 1 1 or dial one of the designated toll-free 8YY 
numbers. No other relay provider offers this functionality. The CA will activate the 
HCO Privacy feature upon request and shall not be able to hear those portions of the call. 

As mentioned in our Executive Summary, our relay service is the only one that has 
Upfront Automation (UFA), a patented feature, which allows both TTY users and voice 
callers to directly enter the number they wish to call without having to provide it to the 
CA. This allows callers to spend less time communicating with the CA and more time 
communicating with the person they are calling. While there are many advantages to 
using UFA, our relay platform still allows those users who prefer to communicate with 
the CA to do so. 

Users can easily type VCO in Up Front Automation to activate the feature. 

BASIC VCO CALL STEPS 

1. 
2. 

3. 

4. 

5.  

Dial 71 1 or the toll free FRS number 
When the message “FRS NBR CALLING PLS GA” appears on your TTY 
display screen, type “VCO” to verbally give the CA the number you wish to call 
or type the telephone number you are calling followed by ‘VCO GA” 

NOTE: If you have created a Relay Choice Profile for VCO, all your VCO calls 
will be automatically set up for VCO and you do not need to request this. This is 
sometimes referred to as PERMANENT BRANDING. You save time on every 
call you place if you have a profile, as you will automatically be connected with 
VCO activated. 
CA will type “VCO ON” and automatically dial the number you have entered. 

If you have not given the number, please begin to verbally give the number to 
dial after the CA types “VCO ON GA” 
CA will dial the call and keep you informed with macros such as (dialing), 
(ringing 1 . .  ..2.. .3.. .) , (answered) (female) and will type what the line was 
answered with.. . . 
CA announces the relay call to the person who answers by saying: 
“This is the Florida Relay Service CA #### with a Voice Carryover Relay Call” 

If the call recipient is not familiar with relay, the CA will offer to explain relay 
and will transmit the macro (explaining relay) to keep you informed. 
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CA explanation of relay will be: 

“The caller is using our service to contact you. You will hear their voice and then 
I will type all that you say and anything else I hear to them 

Additional Explanation if needed: 
“The caller may have a hearing loss but is able to speak. When you hear them 
say Go Ahead, it is your turn to respond. Please say Go Ahead when you are 
finished talking and ready for a response.” 

Note: AT&T welcomes FPSC input and will revise phrases as FPSC prefers. 

VCO-HCO and HCO-VCO 

We provide this service to VCO and HCO users who call another HCO or VCO user 
through the relay. The VCO user voices hidher conversation directly to the HCO user 
The HCO user’s typing goes directly to the VCO user. 

Speech to SpeechNCO 

STSNCO 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 hidher own voice or voice synthesizer and read everything 
said by the voice caller on a TTY or VCO telephone. 

VCO to Speech-to-Speech 

Another service we provide is VCO to Speech-to-Speech 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. 

Speech-to-Speech-VCO 

AT&T also processes STS to VCO calls. This allows an individual with a speech 
disorder to communicate with a person who can speak but has difficulty hearing. The 
STS user is able to hear the VCO user speak, and the STS CA types what the STS user 
says to the VCO customer. 

VCO-TTY and TTY-VCO 
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I 

We provide this service in which VCO users can call a TTY user (or vice versa) through 
the relay. The VCO user voices hisher conversation which the CA types to the TTY user. 
The TTY user types hidher conversation directly to the VCO user. In addition, AT&T 
will provide VCO to TTY or ASCII services as well as all other combination of call types 
involving VCO. 

VCO with Privacy 

VCO callers have the option to request that their call be private. Although relay calls are 
always confidential by law, a customer may feel more comfortable if the Communication 
Assistant is not listening in while waiting for a VCO caller to say "GA" 

If this is the case, VCO uses type or verbally say "Privacy VCO" letting the CA know 
they request this feature. The Communication Assistant will electronically remove their 
headset from your line by pressing a button when you are speaking to the person you 
have called. When the VCO user is finished speaking, they type "GA" signaling the 
Communication Assistant to put their headset back on the line to type the hearing 
person's response. 

Many VCO users like the privacy feature and we welcome the opportunity to provide this 
service to Florida Relay users. 

Voice-VCO (Incoming VCO Calls) 

AT&T processes calls from Voice users to VCO users. The Voice user contacts relay 
and provides the number to dial. CAS dial the call and if the VCO user is profiled, the 
line will already be active with a VCO bridge when answered. If the called person is not 
profiled, they will need to type VCO pls when they answer the line so that the CA can 
press a button to activate the VCO bridge. CAS will announce the call to the person 
called with the basic relay announcement unless the called party is profiled. IF the called 
party is profiled, the CA will add VCO ON to the announcement phrase so that the 
individual who answered the line is aware that VCO bridge has been activated. 

Hearing Carryover (HCO) 

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 
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3 
transmission being processed by the CA. The CA then voices any conversation typed by 
the HCO user to the other party 

A variety of HCO call types are available through AT&T relay. 

AT&T provides and supports both acoustic and direct connect modes for callers who 
wish to use Hearing Carryover (HCO). Our sophisticated Relay platform will 
automatically set up the HCO capability when profiled HCO users initiate a relay call or 
receive a relay call, whether they dial 71 1 or dial one of the designated toll-free 8YY 
numbers. No other relay provider offers this functionality. The CA will activate the 
HCO Privacy feature upon request and shall not be able to hear those portions of the call. 

HCO to HCO 

This service allows two HCO users to contact each other through the relay. AT&T 
provides HCO to HCO service where the CA voices to both parties, preventing the HCO 
users fkom having to read the other party’s conversation. This is another great relay 
enhancement for Florida relay users. 

HCO to Speech-to-Speech 

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 hisker conversation directly to the HCO user or can call on the CA to “re- 
voice” as needed. 

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 with Privacy 

Although relay calls are always confidential by law, you may feel more comfortable if 
the Communications Assistant is not listening in while the person you have called is 
speaking. 

If this is the case, callers can type “Privacy HCO” and then follow the step-by-step 
instructions for HCO Relay Calls. The Communication Assistant will disconnect their 
headset while the person you have called speaks. When your typing appears again, the 3 
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Communication Assistant will reconnect and read your message to the person you have 
called. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

The AT&T Relay platform supports a caller's request for Two-Line VCO, or "2LVCO". 
We've made this capability available for the last 10 years. 

Permanent Branding 

TRS callers can choose Two-Line VCO through selections in their customer profiles. 

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 

The Two-Line VCO user needs two phone lines, one for the TTY connection and one for 
the Voice connection. The following is a brief outline of the call flow for outgoing two- 
line VCO calls: 

The Two-Line VCO user dials 71 1 or TTY number for FRS 

Caller requests Two-Line VCO, and provides their second number to dial 

CA dials number provided, which is the Two-Line VCO caller's own voice line 
telephone number 

Two-Line VCO user answers the incoming call from the Relay, and uses a local 
service's conferencing feature to dial and add the person they wish to talk with on 
the phone 

During the call, the CA remains silent and types whatever the called party says 
back to the Two-Line VCO user 

Incoming 2LVCO Calls 
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AT&T’s Two-line VCO feature also works in the reverse when a voice user places a call 
to a 21LVCO user through relay. It is then called Reverse Two-line VCO. 

AT&T processes Two Line VCO calls. Two Line VCO, also known as “voice 
translation,” allows interactive communication between the VCO user who has some 
degree of residual hearing, and the voice person. It provides a more “real time” 
conversation between the VCO user and the Voice person. Reverse is when the Voice 
person originates the call to the VCO user. VCO user then dials Voice number for the 
Relay, conferences CA on line and has CA place a call to hidher TTY line 

3 

2-Line HCO/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 and 
having the CA voice the conversation for them. If the HCO user chooses to voice hidher 
conversation and becomes tired or is having difficulty being understood, he/she can type 
hidher 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. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

The relay service for Florida will include both VCO to VCO, and HCO to HCO. 

vco to vco 

This service allows two VCO users to contact each other through the relay. AT&T 
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 that 
we’re pleased to offer to Florida relay users. 

3 
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Call S 

Step 

1 .  

2. 

3. 

4. 

5 .  

PS for VCO-VCO Calls are noted below. 

VCO -VCO (VTV) Process 

Caller dials 71 1 or toll free number for FRS. 

When message “FRS NBR CALLING PLS GA” appears on TTY display, type 
area code and telephone number to call followed by “VTV GA”. 

OPTIONAL: VTV callers can elect to give the number to dial verbally instead of 
entering it on their TTY. To do so, just type “VTV GA” and verbally give the 
CA the number to dial. 

PROFILED CUSTOMERS will have their call automatically set up as VCO and 
do not need to request VCO. If the number they are calling to is not profiled, 
they will still need to inform CA it is a VTV call to expedite call set up. 

If you have typed the number to dial, the CA will type “VTV ON.” If you have 
not typed the number the CA will type “VTV ON GA” to signal you to provide 
the number verballv. 

CA will dial your call keeping you informed with macros such as (dialing), 
(ringing 1.. .2.. .3) (answered) (female) 

When the other VCO user answers, the CA will announce the call by saying: 

“This is the Florida Relay Service CA #### with a VTV call.” 

CA will explain relay and VTV if required although generally not necessary on a 
VTV call since both parties are relay users. CA will keep you informed with 
macros such as (explaining relay) if required. 

HCO to HCO 

This service allows two HCO users to contact each other through the relay. AT&T 
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 another great relay 
enhancement for HCO users. 
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ps for HCO-HCO calls are noted below: 

HCO-HCO Calls (HTH) Process 

Caller dials 71 1 or toll free number for FRS. 

When message “FRS NBR CALLING PLS GA” appears on TTY display, ty 
area code and telephone number to call followed by “HTH GA”. 

PROFILED CUSTOMERS will have their call automatically set up as HCO 
do not need to request HCO. If the number they are calling to is not profiled, 
they will still need to inform CA it is a HTH call to expedite call set up. 

If you have typed the number to dial, the CA will type “HTH ON.” If you ha 
not typed the number the CA will type “HTH ON MAY I HAVE THE NBR 
YOU WISH TO CALL PLS GAY’ to signal you to provide the number. 

CA will dial your call and you will hear all that occurs on the line including t 
ringing. If a person answers, the Communication Assistant will announce the 
by typing: 

“this is the Florida Relay Service CA #### with a “hearing-to-hearing” call” 

The CA will then verbally ask you to begin typing your message. 

Replace the handset and type your message. When you have finished typing 
your message and are ready for a response, pick up the handset. 

The CA will read what you have typed to the person you have called. The C. 
will then read what they type in response so that you can hear it. 

Continue this process throughout the duration of your call. When you are rea 
to hang up type “SK” then pick up your handset to hear the CA say “goodbyc 
typed by the person you were conversing with. 

3 

3 
December 22,201 1 Page 130 

at& 



. -  L J  AT&T Response to RFP No. 110073-TP 

VCO to HCO and HCO to VCO 

We also provide a service to VCO and HCO users who call another HCO or VCO user 
through the relay. The VCO user voices hidher conversation directly to the HCO user. 
The HCO user's typing goes directly to the VCO user. r \"- 

-0 I' 
22. Capt ioned Telephone Voice Carry-Over 

e 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T will provide the captioned telephone relay service (CTS) required in this RFP 
through an existing agreement with Ultratec / CapTel, Inc. We look forward to gaining 
experience with CTS as AT&T works with the same subcontractor utilized by other 
CTS providers. Ultratec is the leading provider of caption telephone service. They have 
years of experience in both the development of their product called CapTel and the day to 
day management of the CTS call center operation. Their CapTel experience combined 
with AT&T's extensive history as a first-class relay provider makes us the ultimate 
choice for delivering a quality CTS experience. AT&T has been a provider of state-wide 
relay service (TRS) for more than 24 years. No other relay provider equals our record. 
We were the first telecommunications company to establish a 24 hour/7 days a week 
service under a state funded program in State of California back in January 1987. We set 
the benchmark that other relay providers followed. 

Building on its long term relationship with Ultratec, AT&T will provide caption 
telephone service through CapTel, Inc. (CTI), an Ultratec company. CapTel Service is 
provided in 49 of the 50 states. It is the leading captioning telephone service in the 
industry today. 
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Background/History 
3 

CapTel technology was developed by Ultratec, 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. 

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

CapTel Relay Service works by incorporating the very latest in Voice-Recognition 
Technology into a system that allows for complete user control. CapTel users place calls 
in the same manner as a traditional call. The CapTel telephone automatically connects 
CapTel Service to a CapTel Communications Assistant (CA). CapTel service allows the 
following: 

No call set-up 

High Accuracy Rate 
High speed of transcription 

Natural conversational flow with invisible/transparent CA 

WebCapTel 

AT&T Web CapTel allows users who are hard of hearing but can speak to almost 
simultaneously hear and read the captions of the other party. The captions are transmitted 
through an Internet connection while the actual conversation is on the Public Switched 
Telephone Network. The captioning center establishes the connection between the user’s 
voice telephone service (wireless, POTS, etc.) and the person s/he wishes to call. 
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AT&T Mobile CapTel 

AT&T Mobile CapTel Service is a form of telecommunications relay service (TRS) that 
permits an individual who can speak but who has difficulty hearing over the telephone to 
use a mobile smart phone to simultaneously listen to the standard telephone user and read 
captions of what is being spoken. With AT&T Mobile CapTel, the connection carrying 
the captions between the caption relay center and Mobile CapTel user is via the mobile 
telephone network or WiFi, rather than the public switched telephone network. 

The AT&T Mobile CapTel service transmits in nearly real time the captions of the 
standard voice user’s conversation through a specially trained communication assistant 
also known as a “CA”. The captions are displayed on the user’s computer screen or 
other Internet-enabled device while allowing the Mobile CapTel user to also 
simultaneously hear the standard telephone users voiced conversation. 

AT&T Mobile CapTel is under development and is expected to be available during the 
first quarter of 2012. 

SUMMARY OF CAPTEL SERVICE DELIVERY PROCESSES 

CTI is the only company that supplies a captioning telephone service over the Public 
Switched Telephone Network (PSTN). CapTel service uses the CapTel phone (developed 
by Ultratec), a telecommunications platform to route the calls to a CA, and a special 
transcription application that allows the CA to transcribe the call in real-time. 

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

L 

You talk to the 
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for you to hear: 
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There are two types of CapTel Service: One-Line and Two- Line CapTel. AT&T will 
supply BOTH one-line and two-line CapTel Service to the state of Florida. 

One-Line CapTel: This system provides both voice and captioning services on a 
single telephone line. For outgoing calls, the CapTel user simply dials the desired 
phone number of the other party, and a Captioning Assistant (CA) is immediately 
connected to the call. 

The captioned call begins when the 
other party answers the phone. If 
the other party wishes to call the 
CapTel user, the process requires 
one more step: The other party 
must first dial a toll-free number to 
access a CA and then dial the 
number of the CapTel user. 
When the CapTel user answers the 
CapTel phone the call proceeds with 
captioned service. 

Two-Line CapTel: This 
system eliminates the need 
for the other party to first dial 
the toll-free number. This is 
because the voice 
transmission for the call is 
fed through one line, with a 
second line set up specifically 
for the captioning service. 
With two-line CapTel, either 
party can call one another 
directly. 

As with one-line CapTel, a CA is 
connected at the start of the call, 

'b!# ua 

. .. . 
WlxyLs 

e I 

I 

I 

which progresses without interruption. ' 
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911 Emergency procedures for CapTel Service 

3 

1-Line CapTel200/800 Users 

To reach help as quickly as possible in an emergency, all 1-Line CapTel200/800 calls 
placed to 9- 1-1 will connect directly to Emergency 9- 1 - 1 Services. 9-1 - 1 calls will not be 
routed through the captioning service. This means: 

There are no delays in accessing emergency personnel, as the call is directly 
connected to a 9-1-1 call center. 

Emergency 9- 1 - 1 calls are not captioned in the same manner that regular CapTel 
calls are because the call is not routed through the CapTel Captioning Service. 

Emergency 9-1-1 calls are treated as Voice Carry Over (VCO) calls during which 
the 9- 1 - 1 call-taker can hear everything spoken, and then types their response that 
appears on the CapTel display screen. 

The CapTel user speaks directly into the handset, as they would with any other 
CapTel call. The 9- 1 - 1 call-taker will hear everything spoken. The CapTel user 
may not be able to hear the call-taker, but the call-taker can type instructions to 
the user, which will appear on the CapTel display screen. 

Emergency 9-1-1 Services will know the number the CapTel user called from and 
be able to locate them and send appropriate help, based on the location from 
which the CapTel call is placed. 

How does a CapTel set up, in 1-Line mode, make calls to 9-1-l? 

In order to provide 1-Line CapTel200/800 users with the most reliable and fastest 
possible access to 9-1-1 service, 9-1-1 calls dialed on a CapTel phone with a 1-Line set 
up that carries both voice and text are not routed through the captioning relay service, but 
instead go directly to the most appropriate PSAP just like any other telephone would 
place the call. This ensures that the CapTel user will receive the benefits of calling 9-1-1 
directly, including the fastest possible access to the most appropriate PSAP, immediate 
telephone access to a 9- 1 - 1 call-taker, and automatic number identification (ANI). 

This means, however, that the CapTel user will not receive captions from the captioning 
relay service. Instead, as soon as 9-1-1 is dialed, the CapTel phone becomes a VCO 
phone and the incoming call to 9-1-1 must be handled as a VCO call. 

L) 

3 
~~ 
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Basics of CapTel9-1-1 Calls 

In a CapTel9-1-1 call where the unit is set up in 1-Line mode, the CapTel user speaks 
directly to the 9-1-1 call-taker, but may not be able to hear what the call-taker says just 
like other VCO calls. The 9-1-1 call-taker must type messages back to the CapTel user 
using a TTY (or TTY-equivalent device that transmits in Baudot code), then listen for a 
spoken response from the CapTel user. The CapTel user reads typed messages from the 
9- 1 - 1 call-taker, and then responds by speaking over their phone. 

It is important to note that the CapTel user does not have a keyboard to type on. The only 
way the CapTel user can communicate to the 9- 1 - 1 call-taker is to speak with their voice. 

When a 1-Line CapTel user dials 9-1-1 on a CapTel phone, the following sequence of 
events takes place: 

1-1 inn C'anTol 9 1  1 limcrnonrxi P a l l  Prnrcrrinn 

1. The CapTel call comes in to the 9-1-1 call-taker the same way it would for any 
voice call. The 9-1-1 call-taker will be able to hear the CapTel user, as well as any 
background noises. 

2. Depending on the CapTel user's level of hearing loss, the CapTel user may be able 
to hear the 9-1-1 call-taker well enough to continue the call as a "normal" voice 
telephone call. In that case, the 9-1-1 call-taker follows the normal operating 
procedure for any standard voice call. 

~~~~ ~ 

3. If the CapTel user cannot hear well enough to understand the 9- 1 - 1 call-taker: 

o The CapTel phone display instructs the user to ask for "captions" by pressing a 
button on the CapTel phone. Upon pressing the button, the CapTel phone 
converts to a VCO phone. 

o The CapTel phone automatically sends a TTY text message to alert the 9-1-1 
call-taker to the need for VCO (TTY one way, voice the other way) 
communication. Every eight seconds the CapTel phone sends a message similar 
to "VCO GA". This TTY message may trigger TTY detection equipment at the 
call-taker's station. 

o The automatic "VCO GA" message is repeated every eight seconds until the 9- 
1 - 1 call-taker responds by typing on a TTY. The 9- 1 - 1 call-taker should type a 
message to the CapTel user such as: "91 1 HERE GA" or "9-1 -1 HERE WHAT 
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3 
0 

0 

0 

IS YOUR EMERGENCY GA" 

The CapTel phone will then automatically send back a TTY message to 
confirm that the 9- 1 - 1 TTY message has been received and to explain how the 
call should be handled. The CapTel phone will send a message similar to: "USE 
VCO YOU MUST TYPE TO ME ON TTY 1 WILL TALK TO YOU BY 
VOICE GA" 

It is important to note that even though the CapTel phone has sent an automatic 
message using TTY code, the CapTel user does not have a keyboard and cannot 
type messages back to 9- 1- 1 .  The CapTel user can only use their voice to talk 
to 9-1-1 at all times. 

The 9-1-1 call-taker should leave the audio on throughout the call (except when 
the TTY messages are being transmitted) in order to hear what the caller is 
saying by voice 

CapTel200/800 2- Line Supported & CapTel 8OOi Calls 

CapTel200/800 users who set up their phones in 2-Line mode with 2 separate phone 
lines, and CapTel 800i users who set up their unit with a phone line and Internet 
connection do receive their captions via the captioning relay service. The difference is 
the voice path connection to the 9-1-1 PSAP is established on the primary phone line 
allowing direct connection to the most appropriate answering point. The second phone 
line or the Internet connection carries the data connectiodcaptions. This configuration 
allows the user and the 9- 1- 1 call-taker to stay connected over the primary phone line 
even if there is a data connection loss on line 2 or the Internet which carries the captions. 
In these set up circumstances the call does not convert to a VCO call. These calls are 
solely supported by the captioning relay service. 

Captel Service / Service Reliability 

The switching system for CTI Captel centers shall include 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. 
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CTI shall provide a combination of battery backup, commercial UPS supply, and/or 
auxiliary generator to supply uninterruptible power to the Captel Centers for a minimum 
of twelve (1 2) hours. 

CTI will provide TRS Provider with 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. CTI will notify TRS Provider within 15 minutes if a major problem or total 
loss of service in excess of 15 minutes occurs. The plan shall detail the level of 
escalation, which will be employed to deal with the problem and restore service. The plan 
shall be designed to ensure that no aspect of Captel Service is impaired. 

CTI will notify TRS Provider of any disruption in service that lasts more than 30 minutes. 
CTI shall provide such notification within three hours of the time the disruption begins or 
by 8:30 a.m. on the next business day if the disruption occurs outside normal business 
hours, which are defined as being from 8 a.m. to 5 p.m., Central Time, Mondays through 
Fridays. 

In its notification of service disruption, CTI shall explain to TRS Provider how the 
problem will be corrected and give an approximate time and date when relay service will 
be in full operation. 

See disaster recovery plan outlined below: 

Captel Service Disaster Recovery Plan 

Notification Procedure 

Captel, Inc. (CTI) will notify the TRS Provider immediately if there is any type of natural 
or man-made problem that causes complete (100 percent) loss of the Captel Service 
Relay Center. Notification will occur after confirmation by CTI that the center is 
experiencing a problem of such magnitude. Performance at the Captel Service relay 
center is monitored continuously 24 hours a day, seven days a week. 

CTI also will notify TRS Provider immediately of any partial loss of service in excess of 
15 minutes that is service-affecting. Examples of such a loss in service include an 
accidental switch rebooting, loss of transmission facilities either through the telephone 
network, terrorist attack, bomb threat or other Communication Assistant (CA) work 
stoppage, or sudden loss of CA position capabilities. 
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3 
CTI plans to provide the Captel service to the TRS Provider from its Captel Service 
Relay Centers. Captel service centers are currently located in Madison and Milwaukee, 
WI. 

The Captel Service Relay Center is equipped with redundant systems for power, 
ACDhelecom switching equipment, call processing servers, data network servers, and 
LAN gear. Most equipment failures can be corrected without complete loss of service. 

Complete (100%) Loss of Service Procedure 

CTI will assess the problem and contact with the TRS Provider’s Technical 
Representative will be made by telephone (CTI will leave a message for a call back if the 
Technical Representative is unavailable). After the incident, CTI’s contract/program 
manager will send a follow-up letter andor email to the Technical Representative to 
document the occurrence. 

Partial Loss of Service Procedure 

In cases of partial loss of service, such as several inoperable CA positions, local area 
network outages, CTI’s on-site technician will notify CTI’s Captel Service relay center to 
schedule repair. Only those partial losses of service that are service affecting in excess of 
15 minutes will be called into the TRS Provider’s Technical Representative. 

Disaster Recovery Follow-Up 

If the problem is within CTI’s relay center, maintenance can usually be performed by 
CTI’s on-site technicians. CTI retains hardware spares at its Captel Service center to 
allow for the most common type of repair required without the ordering of additional 
equipment. 

Time Frames for Service Restoration 

Complete loss of service 

Due to CTI Equipment 

d 

Normal business day - A technician is on site during the normal business day. 
The technician will provide parts and / or resources necessary to expedite repair 
of the most common problems within TWO hours. 
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Outside of the normal business day - A technician (either CTI's or a contractor) 
will be on-site within FOUR hours. The technician will then provide parts and /or 
resources necessary to expedite repair of the most common problems within TWO 
hours. 

Due to Utilities or Disaster at the Center - Service will be restored as soon as the utility is 
restored provided the CTI Equipment was not damaged. If the equipment was damaged 
then refer to the timing in the statement previous (Due to CTI Equipment). 

Due to Telco Facilities Equipment - It will be at CTI's discretion to dispatch a technician. 
The normal Telco escalation procedures will apply: 

0 two hours at first level, 

0 four hours at second level, and 

0 eight hours at third level. 

These hours of Telco escalation are all during the normal business day, so a trouble ticket 
may be extended from one day to the next. 

Partial loss of service 

Due to CTI Equipment 

0 Normal business day - A technician is on site during normal business hours. The 
technician will provide parts and / or resources necessary to expedite repair of the 
most common problems within FOUR hours. 

Outside of the normal business day - A technician (either CTI's or a contractor) 
will be on-site within EIGHT hours. The technician will then provide parts and/or 
resources necessary to expedite repair of the most common problems within 
FOUR hours. 

0 

Due to CTI Position Equipment - A technician (either CTI's or a contractor) will be on- 
site within EIGHT hours, provided there are not enough positions working to process the 
forecasted traffic volumes. The technician will provide parts and /or resources necessary 
to expedite repair within 48 hours. If there are enough positions functional to process the 
forecasted traffic the equipment will be repaired at CTI's discretion. 

Due to Telco Facilities Equipment - It will be at CTI's discretion to dispatch a technician. 
The normal telco escalation procedures for a partial outage will apply: 
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eight hours at first level 

twenty-four hours at second level. 

These hours of Telco Facility escalation are all during the normal business day, so a 
service request may be extended from one day to the next. 

Due to the destruction of a Captel Call Center - Captel has established contingency plans 
in the event of a complete and extended loss of a Captel call center. The plan includes a 
number of steps based on the estimated duration of the outage and takes advantage of the 
relative short travel time between the Madison Wisconsin and Milwaukee Wisconsin call 
centers. 

The first phase is organized to initiate the recovery process within hours and can be fully 
completed within days. This involves expanding service into available space in the 
operating call center locations and other Captel facilities 

All training seats are configured and immediately ready to take production traffic. 

Establish additional production seats in unused and available space within the 
existing facilities. 

Establish regular shuttle services to transport qualified CAS and staff from the 
outage area to and from the expanded facilities. 

3 
The recovery plan includes a second phase for extended outages. To support this longer 
duration, Captel has identified additional disaster recovery locations with appropriate 
facilities in the metropolitan area of each of the call centers. 

Trouble Reportiw Procedures 

The following information will be required by when reporting any trouble to the CTI 
Customer Service, during normal business hours: 

a. Callers Name 
b. Contact Number 
c. Calling to / Calling from if applicable 
d. Description of the trouble 

Non-service affecting trouble calls. Report non-service affecting trouble to CTI 
Customer Service during normal business hours, 7:OO a.m. to 7:OO p.m., Monday through 
Friday. This does not include Saturday, Sunday, and holidays. 
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Hours outside the normal business day are 7:OO p.m. to 7:OO a.m., Monday through 
Friday. This does not include Saturday, Sunday, and holidays. 

CapTel Service Escalation Procedures 

Level Escalation Procedure Point of Contact Phone Number 

(POC) 
1 Trouble Call Customer Service Agent 1-888-269-7477 

1. Pam Holmes 

2. Deb Fortman 
~~ ~~ ~~ ~~ 

2 CTI’s Call Center Director Call Center Director 1-877-437-4660 
will call TRS Provider’s 
Technical Representative 

Pam Frazier 

All calls concerninp service issues should be placed by dialing the Captel Customer 
Service Agent at 1-888-269-7477. A CTI Customer Service agent will take information 
concerning the callers’ location, telephone number; number caller is attempting to dial, 
and any recorded messages that might have been played. The CTI Customer Service 
agent will generate a trouble ticket to track the issues. 

For service affecting issues, the Call Center Director will then coordinate with any of the 
CTI Captel Service Relay Center Supervisors and the CTI Relay On-site Technician. 

For issues affecting service as defined in Section 1. NOTIFICATION PROCEDURE, the 
CTI Call Center Director will contact the TRS Technical Representative. 
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Confidential & Proprietary 
CTI Winter Emergency Preparedness Plan 

2011-2012 Season 

Occasionally throughout a winter season in Wisconsin, the Captel Call Centers are faced 
with inclement weather that affects our staffs’ ability to arrive to work. In most cases, 
with minor adjustments, CTI is able to still meet the call volume demand with enough 
staff coverage in a wide range of snow fall amounts. However, there are times where the 
projected or actual snowfall amount causes the local bus transit system to close or stop 
running for a period of time. In this instance, CTI will institute the following tactics, as 
necessary, to motivate, encourage, and enable CAS to be present or to pick up additional 
hours so that CTI can meet its service level requirements. 

Depending on the extent of the event and the amount of pre-planning time available, CTI 
will apply the following as needed: 

- 
- 

Open OT restrictions (no limits on amount of OT a CA can log during the period) 
Utilize the CA “on-call’’ list to bring in more staff 

- Currently researching the use of Twitter to get the message out to all On- 
Call employees more quickly with more information 

- Provide free food & snacks 
- Provide water and free coffee 
- Provide Attendance Point rewards 
- In the event bus transit service is cancelled, CTI will announce the use of pre- 

established pick up points in the Madison area where Captel management will 
utilize CTI company vehicles to pick up groups of employees at certain times. 
Coordinate ride share with employees for arrivals and departures 
Provide some blankets and allow employees to sleep in the lst floor break room so 
that split shifts can be utilized 

- 
- 
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SUMMARY OF CAPTEL PLATFORM ARCHITECTURE 

The Captel service depends on interaction between the Captel phone, a 
telecommunications platform to route the calls to a captionist, and a special transcription 
application that allows the CA to transcribe the call in real-time. 

The Captel platform automatically accepts calls from the PSTN, enforces the appropriate 
state’s jurisdiction rules, locates an available Captel CA with the appropriate skills, 
places the outbound call, and creates a CDR for each call to support the state’s billing and 
reporting requirements. 

Calls arrive from the PSTN at a Captel Data Center. A Captel Data Center houses the 
SS7 network interface equipment, the databases that check and enforce the state 
jurisdiction rules, ACD gear to select and route the call to an appropriate agent, and 
databases that collect call detail records for billing and reporting. Captel operates two 
data centers one located in Madison Wisconsin and the other in Brookfield Wisconsin in 
a telecommunications collocation facility (telecom bunker). Each of these data centers 
includes redundant equipment so that should one piece of equipment fail or need routine 
maintenance the data center can continue to service calls. Each Captel Data Center also 
has connections to various network providers, access tandems to support carrier of choice 
selections, and specialized monitoring equipment to issue alarms and report problems that 
develop. 

Captel calls flow from the PSTN cloud to a Captel Data Centers and then to a Captel Call 
Center. Captel Call Centers provide the captioning for each call. The call centers include 
the CA workstations, CA recruiting and training facilities, quality monitoring personnel, 
and management offices. Each Captel Call Center is connected to both of the Captel 
Data Centers. Should a Captel Call Center loose its connection to a Captel Data Center it 
can continue to process calls using the other data center. 

The Captel platform also includes a Network Operations Center (NOC) that monitors the 
health of the equipment, facilities, and service level performance. The NOC uses 
specialized software applications to issue alerts, alarms, and informational messages to 
the Captel Operations staff. The staff also uses the NOC to control the routing of Captel 
calls between the data centers and call centers. 
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Figure 2 

SUMMARY OF DYNAMIC CALL ROUTING 

The Captel platform is normally configured to balance the call traffic between the two 
Captel Data Centers and the Captel Call Centers. In this mode each Captel Call Center 
receives approximately fifty percent of the traffic from each of the two Captel Data 
Centers. Captel uses preconfigured automatic routing rules or can manually adjust how 
the calls flow from the PSTN to the Data Centers and from the Data Centers to the Call 
Centers. These routing controls are used to respond to network failures, equipment 
issues, local emergencies, or for maintenance events. Captel will use these facilities and 
tools to control how Florida Captel calls are distributed to the Captel call centers. 

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 
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3 
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. 

Captel operates two data centers one located in Madison Wisconsin and the other in 
Brookfield Wisconsin in a telecommunications collocation facility (telecom bunker). 
Each of these data centers includes redundant equipment so that should one piece of 
equipment fail or need routine maintenance the data center can continue to service calls. 
Each Captel Data Center also has connections to various network providers, access 
tandems to support carrier of choice selections, and specialized monitoring equipment to 
issue alarms and report problems that develop. 

The Captel platform also includes a Network Operations Center (NOC) that monitors the 
health of the equipment, facilities, and service level performance. The NOC uses 
specialized software applications to issue alerts, alarms, and informational messages to 
the Captel Operations staff. The staff also uses the NOC to control the routing of Captel 
calls between the data centers and call centers. 

The Captel platform is normally configured to balance the call traffic between the two 
Captel Data Centers and the Captel Call Centers. In this mode each Captel Call Center 
receives approximately fifty percent of the traffic from each of the two Captel Data 
Centers. Captel uses preconfigured automatic routing rules or can manually adjust how 
the calls flow from the PSTN to the Data Centers and from the Data Centers to the Call 
Centers. These routing controls are used to respond to network failures, equipment 
issues, local emergencies, or for maintenance events. Captel will use these facilities and 
tools to control how Florida Captel calls are distributed to the Captel call centers. 

CapTel users will receive hnctionally 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. 

Additionally, all circuits comply with a grade-of-service of P.0 1, which provides a 
functionally equivalent probability of a fast busy as one might encounter on the overall 
voice network. 

Each Captel Data Center also has connections to various network providers, access 
tandems to support carrier of choice selections, and specialized monitoring equipment to 
issue alarms and report problems that develop. 3 
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Carrier of Choice 

AT&T helped develop the COC solution and fully complied by the mandated date. 

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 
10-1 0-XXXX to access carrier of choice). 

CTS callers who place a toll, interLATA, or interstate call and have not designated a 
particular carrier for their call will have their call defaulted to AT&T. If the caller 
requests a list of available carriers for billing of the call, we will provide a list. 

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. Please see our special rate below. 

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. 

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. 

AT&T has been the providing carrier of choice since July 26, 1993 and was one of the 
original carriers who worked on the industry solution for providing carrier of choice for 
TRS calls. This experience, coupled with CapTel’s COC platform will provide a perfect 
solution for CTS users. 

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 
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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. 

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. 

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 
Call Type - One-line, Two-line, Voice-in, Data-in, English, Spanish, 
Answering Machine) 
CA ID 

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 
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10-1 0-XXXX to access carrier of choice). All participating carriers available through 
TRS are also available through Captioned Telephone. 

CTS callers who place a toll, interLATA, or interstate call and have not designated a 
particular carrier for their call will have their call defaulted to AT&T. If the caller 
requests a list of available carriers for billing of the call, we will provide a list. 

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. Please see our special rate below. 

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. 

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. 

Callers may request that a specific carrier be used as long as the carrier is a participant in 
the industry’s standard solution for carrier of choice calls. Upon receiving a request to 
use another carrier, the CA selects the caller’s choice from an available menu and then 
hits the call completion keys, enabling the call to be carried and billed by the requested 
carrier’s network. The AT&T Relay platform automatically routes the call to a LEC 
access tandem, which forwards the call directly to the chosen carrier’s network along 
with billing information over a special Feature Group D type circuit. The chosen carrier’s 
network completes the call and creates a billing record. When the call is connected to the 
called party, the end-user billing timer starts and the CA begins to relay the conversation. 

As the CTS provider for Florida, we’ll happily provide intrastate long distance rates and 
interstate rates for CTS calls that are lower than those currently offered by any other 
provider. The CTS Rate Plan that AT&T would adopt allows any CTS caller who has 
chosen AT&T as their COC (hearing or TTY) to enjoy a flat rate of $0.07 per minute 
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for any long distance call whether the caller subscribes to AT&T or not. Customers 
not subscribed to AT&T would not be assessed casual user fees or any additional fees to 
place relay calls through AT&T. AT&T subscribers with optional calling plans would be 
billed according to their plans (i.e. Unlimited users would not be billed for any calls). If a 
caller is a subscriber to an AT&T calling plan, then the rates in effect for that plan will 
take precedence. 

Key Personnel 

Captioned Telephone Service will be provided by CapTel, Inc. (CTI) of Madison, 
Wisconsin. Key personnel for CTI who will be involved with the operation of Florida 
CTS are: 

L 

Pam Frazier - Call Center 

Jayne M. Turner - Operations, Technical, Finance 

Roaming and Guest Options 

Roaming and Guest Options will not be allowed with the CapTel service. 

Special Features 

FCC compliant Three-way calling will be available to Florida CTS users. 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 hidher 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. 

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 3 
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button next to the “Memory DiaVRedial” 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. 

Captel allows the CapTel user and the voice user to speak directly to each other 
regardless of the caption stream. Users can interrupt each other at any time. The 
conversation path is open thereby providing a natural ability to allow for Call Interrupt. 

Additional Features: 

Call-waiting is supported by 2-line CapTel. When the CapTel user hears (or reads in the 
captions) the “beep” telling h i d e r 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, if7when 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. AT&T ensures that all CapTel users in Florida will have access to audiotext, 
interactive voice response units and answering machines including message retrieval 
services. 

FCC compliant Caller ID services will be provided to CapTel users of Florida. CTI has 
been providing True Caller ID which passes along the 1 0-digit number of the person 
calling since August 1,2005. 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, hnctionally 
equivalent to a normal telephone call. 

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. 
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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. 

The CapTel user simply calls into their voice maiVanswering 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. 

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: 

With the handset hung up, press the menu button until “Caption External 
Answering 
Machine Messages” is displayed. 
Press the button next to “OK”. 
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. 
In this mode, CapTel will automatically dial the captioning service. Watch the 
display to see when a connection is established. 
Start playing the voice messages aloud on your external answering machine. 
Watch the CapTel display to see captions of the voice messages. 
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. 

Customer ServiceKomplaints 

Customers can also call AT&T CapTel Customer Service, which is available 24 hours a 
day seven days a week. We are always available to customers. 

CapTel Customer Service provides customer support to the nation’s clientele by phone, 
email, Live Chat, fax and U.S. mail. This well trained, dedicated team provides 
education, troubleshooting, set up tips, carrier of choice registration, information and 
referral and any necessary follow up to assist callers remotely in achieving successful 
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CapTel use. CapTel Customer Service is known to go "above and beyond" the norm of 
customer support with extensive follow up practices. All service contacts are 
documented in a CapTel Customer Database with reports generated monthly for state 
distribution. The department's philosophy is to provide immediate assistance and works 
to resolve issues the same day, when feasible for the customer. 
AT&T and CTI will respond to all complaints and service, network or equipment 
inquiries from users andor the PSC in a timely and professional manner. AT&T will 
maintain customer contact information for handling and escalating complaints and 
service, network or equipment failures. 

CTI has established procedures for handling complaints regarding CapTel Service and 
will report all complaints to us. 

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 CTI'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. 

All complaints will be resolved - if CTS users contact the CapTel Customer Service 
Department directly, if they contact the AT&T Relay Customer Service Department, or 
the PSC. We'll 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. 

AT&T is always available to customers-period! 

Some CapTel users will automatically contact CTI directly rather than our Customer 
Service Department. However, if a CTS customer contacts AT&T, 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 PSC on a monthly basis regarding the number 
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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 or compliment, the date of resolution and how it was resolved. 

AT&T’s Complaint Resolution procedures and FCC complaint processes are described 
on all of AT&T’s TRS websites and will also be included on the Florida CapTel pages as 
well. 

Communications Assistants (CAS) 

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 parties. The evaluation process includes the quality of voice, 
clarity of speech and correct use of words and sentence structure. 

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. 

i) 

d 
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. 

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. 

3 
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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: 
0 

0 

0 

0 

0 

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; 
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; 
CapTel personnel will have the requisite experience, expertise, skills, 
education, knowledge and training to perform CapTel Services in a 
professional manner. 

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: 

0 

0 

0 

More than 10 minutes past scheduled break or lunch time 
More than 10 minutes past the end of a shift 
CA is observed having extreme difficulty processing the call 
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 
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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. 

All CapTel CAS will adhere to strict policies of confidentiality, which comply with all 
FCC confidentiality requirements. AT&T 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. 

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. 

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. 

All CapTel CAS will adhere to strict policies of confidentiality, which comply with all 
FCC confidentiality requirements. AT&T will collect only that personal information 
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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. 

CTI CAS do not limit the length of calls nor do they limit the number of calls. CAS will 
stay with a call for a minimum of 10 minutes when answering and placing a call. 

The situations in which a CA would change during a call would include: 
More than 10 minutes past scheduled break or lunch time 
More than 10 minutes past the end of a shift 
CA is observed having extreme difficulty processing the call 
Call has been in progress more than 30 minutes with difficult call content 
or speed, or 60 minutes or more of an average call 

0 

0 

0 

0 

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. 
When calling 91 1 in emergency situations using 2-Line CapTel, one line is routed 
directly to the appropriate 91 1 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. 

When calling 91 1 in emergency situations, the sinale line CapTel users’ call will be 
automatically routed to the appropriate 9 1 1 center because the call was placed from the 
user’s home line. 91 1 calls will not be routed through the captioning service. This means: 

There are no delays in accessing emergency personnel, as calls are directly 
connected to a 91 1 call center. 
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Emergency 91 1 calls are not captioned in the same manner that regular CapTel 
calls are because the call is not routed through the CapTel Captioning Service. 
Emergency 91 1 calls are treated as VCO calls during which the 91 1 call-taker can 
hear everything the CapTel user says, and then types their response (on a TTY) 
that appears on the CapTel display screen. 
The CapTel user speaks directly into the handset, as with any other CapTel call. 
The 91 1 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. 
Emergency 91 1 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. 

Marketing 

There will be no limits on the number of CTS users who can be added each month. We’ll 
work closely with CapTel on our marketing plans so they are kept abreast of the activities 
we are pursuing to increase the CTS base. 

The transition from TRS to CTS is very straightforward and easy for the relay user. 

Who Benefits from CapTel? 

0 Anyone with some degree of hearing loss, who finds it difficult to understand 
telephone conversations 

3 

People who use hearing aids or assistive listening devices 

0 People who are deaf or hard of hearing and voice for themselves 

Potential CTS customers will be provided with the benefits of CapTel service; 

0 Calls are made in a natural manner by simply dialing the telephone number 
directly for the person you are calling 

0 Users enjoy natural telephone conversations, and can check the captions for 
clarity 

3 
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Everyone can use the CapTel phone, by simply turning off the captions feature to 
use it as a traditional telephone 

Captions appear nearly simultaneously with the spoken words 

CapTel includes amplified handset and tone control for clarity 

Working with the customer, we first determine what type of CTS will best meet 
their communications needs: 

Standard CapTel Service: 

Requires a CapTel telephone 

Requires one standard (analog) phone line 

CTSR user must dial the toll free Voice-in number first. They will be prompted 
to enter the called-to party's number 

Captions and voice are provided across one telephone line 

Call Waiting may not be used during a captioned call 

Automatic call-back ("69) cannot be used 

Calls to 91 1 and 71 1 are treated as Voice Cany Over call and routed to 91 I and 
relay directly. The 9 1 1 or relay operator's typed messages appear on the CapTel 
phone display, but there will be no sound over the phone line while receiving 
captions 

Callas are automatically routed through the Captioning Service on outgoing calls 
only 

2-Line CapTel Service: 

Requires a CapTel telephone 

Requires two standard phone lines 

Users may dial the called-to party directly 
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Conversations are carried on one line and captions are provided on a second 
telephone line 

Captions can be turned on or off on demand, at any point in a conversation 

Incoming call are automatically captioned. 

Call Waiting can be used during a captioned call 

Automatic call-back (*69) is supported 

Call to 91 1 and 71 1 are captioned through the Captioning Service on the second 
line. The conversation is conducted on the first line, providing both sound and 
captions on the call 

Calls are direct between parties. On every call (outgoing or incoming), the 
Captioning Service is connected automatically through the second phone line 

Others can pick up an extension and share the call without interrupting captions 

2-Line CapTel Service truly enhances the functional equivalency and quality of CapTel 
Service. 

3 

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 91 1 alls 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 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 91 1 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. 

3 
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Next, we determine the type of phone that will best serve the customer: 

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 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. 

There are two types of CapTel phones; the 800 and the 800i. 

The CapTel8OOi is a captioned telephone that combines the convenience of a telephone 
with the text capabilities of the Internet. The 800i shows captions of phone conversations, 
which are provided by a service that automatically connects to every call via the 
telephone’s Internet connection. 

Features of the CapTel8OOi include: 
0 

0 

0 

Requires telephone service and high-speed Internet access 
Captions can be turned on or off as needed 
Callers dial your phone number directly 
Adjustable font sizes and colors 
Phone book to store frequently called numbers (95+ names) 

Once the new customer has their CapTel phone connected, they can immediately begin 
enjoying the many benefits of Captioned Telephone Relay Service. 

We look forward to providing the great state of Florida with a family suite of services 
including both Telecommunications Relay Service and Captioned Telephone Service. 
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23. TurbocodeTM 

The provider shall provide TurbocodeTM, or its functionally equivalent, service that 
allows the relay user to iiitei-rupt the CA or other TDD user as pal? of the basic relay 
system. 

AT&T Response: 

AT&T has read and meets this requirement. 

We provide TurboCode@ with our relay service, which allows the user to interrupt the CA 
or other TDD user. 

We use UltratecTM modems exclusively. These modems were designed in joint 
cooperation between UltratecTM and AT&T Bell Laboratories to meet the stringent 
AT&T data transmission quality requirements. By partnering with UltratecTM, the 
industry leader in ASCWBaudot modems, attributes such as Turbocode@ become 
available to our customers immediately after introductions. AT&T relay centers are 
equipped and capable of handling any modem speed generally in use. 

AT&T’s Relay platform automatically detects the customers mode of communication 
(turbocode, baudot, ascii) and connects appropriately so that communication can occur. 

AT&T has a long and successful relationship with Ultratec, the industry leader in 
manufacturing and providing ASCIVBaudot modems. This partnership enabled us to be 
the first relay provider to provide enhanced modalities like Turbocode@ and the 
“interrupt” capability to all our customers across all our contracts. We did this without 
incidental charges that would “nickel and dime” our state customers. AT&T will continue 
to explore opportunities to enhance the communication modalities of TTY users and relay 
users to improve their relay call experience and move them closer to functional 
equivalence. 

Our Ultratec modems support the auto-detect feature which lets them switch back and 
forth between Turbocode and TTY modes as necessary. The modems auto-detect the 
end user’s equipment for Turbocode; if Turbo Code is found, we automatically connect 
in Turbocode to the relay user. 

Pricing for this service shall be included in the ic relay price in  the bidder’s price 

3 

3 

3 
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AT&T Response: 

AT&T has read and meets this requirement. 

Turbocode' is included in our basic relay price. 

24. S peech to S peech 

The provider must offer Speech to Speech (STS) users the option to maintain at the relay 
center a list ofnames 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 infoimation must be transferred to any new STS 
provider. 

AT&T Response: 

AT&T has read and meets this requirement. 

We were the first relay provider to implement Speech-to-Speech service nationally and in 
each of our state relay contracts, ahead of the mandatory implementation date of March 1, 
200 1. We have a highly skilled and experienced pool of Speech-to-Speech CAS who 
stand ready to process calls from Speech-to-Speech callers in Florida in full compliance 
with FCC requirements. The average tenure of AT&T STS CAS is approximately 
eighteen years of service. Our experienced group of STS CAS have chosen Relay 
Services as their career. 

I We will provide a I comprehensive STS Relay service through: 
~~ - 

0 Specially trained and highly skilled STS CAS with more than ten ( I O )  years STS call 
processing experience 

A dedicated toll free phone number for STS calls - Routes directly to our skilled STS CAS 
for ease of processing 

A dedicated and quiet STS environment - feedback from a recent visit by a contract 
administrator group highlighted the quiet environment and the ease of processing STS 
calls without any ambient environmental noise 

STS outreach and educational elements 

0 

0 

0 
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STS marketing 

Dedicated and enhanced caller profile form for STS callers that offers more features 
than are currently available through your current relay provider. Special features 
commonly used by STS users include: 

ENHANCED PROFILE OPTIONS FOR STS USERS 

Our extensive profile options have a category specific to our STS and Deaf/Blind 
Customers. The following graphic shows some of our profile fields for STS users. 

AT&T Relay 
Pro file 

ong Hold Times Requested I- - 1 
low Reader Patience Required 
low Talking CA 1 ~ ~ 7  
ute Speech impaired Party 
low Pause of CA Revoicina hmae 

I 

etain Inbound Information 

ell Who is Calling lermmae 

Voice Augmentation Device (Blank ifN0r-I 

her Numb 

R The speed dial was not saved, because it did not have IO-digiI number. tea,p 4 
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Fields specialized for STS users include: 

r \"- -/I\ 
L 

Long Hold Times Requested - If you want to inform the CA you would like long 
holding times, select ''Yes''. If you don't require long holding times, select "No". 

Slow Talking CA - If you would like the CA to speak slowly, please select ''Yes''. 
Otherwise, select "No" and the CA will speak at her regular pace. 

Mute Speech-Impaired Party -If you are a Speech-to-Speech user, you can specify 
whether you want the CA to mute your voice to the other party. If you would like your 
voice muted, select ''Yes". If you want the other party to hear your voice, select "No". 

Allow Pause of CA Revoicing - Do you want the CA to give either party the option to 
stop or continue re-voicing during the conversation? If so, select yes. If not, select no. 

Tell Who is Calling - If you want the CA to tell the called party you are calling, select 
yes. If you would rather the CA did not inform the called party that you are calling, select 
no. 

Confirm Calling Preferences - As a Speech-to-Speech or Deaf-Blind user, you can have 
the CA confirm your saved special requests before each Relay call is placed. If you 
would like the CA to tell you what you have saved as your call handling preferences, 
select ''Yes'' for this field. If you do not wish to hear them before each call, select "NO". 

Retain Inbound Information - If you will be making one call after another and want to 
retain the same information from call to call, select "Yes" for this. Example: The doctor 
calls you to tell you what medication you need to buy at the pharmacy. The CA retains 
this information and then when you call the pharmacy she can easily ask the pharmacist if 
the required medication is available. This saves you from having to type or voice the 
request again since the CA has already retained the information from the previous call. 

Visually Assisted STS IP Number - If you use some type of visually assisted Speech-to- 
Speech device, please give us its telephone number or the IP address it uses. If you don't 
use any such device, leave the field blank. 
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Voice Augmentation Device - If you use any kind of voice augmentation aid, like a 
voice synthesizer, during a Speech-to-Speech call, please tell us what you use by typing it 
in the "Voice Augmentation Aid" field. 

Special Communication Device - If you use any type of special communication device 
and want to inform the CA of that, select one of the options in the pulldown menu. Your 
choices are None, Amplified Handset, Cochlear Implant, Hearing Aid, Large Display 
TTY, Other, PC, and Telebraille 

r ' l  a- 

Standard First Thoughts - This is the first thing you might always say during all your 
Relay calls. Example: "Hi. This is Steve Hill calling". 

SPEED DIALS 

STS customers have the option to maintain a list of frequently called numbers through the 
AT&T Relay Customer Profile. The AT&T Relay Customer Profile will allow STS users 
to create a list of over 100 frequently called number which can be arranged in 
alphabetical order of the first name, with each entry having a number with the first entry 
assigned the number one and the number of each subsequent entry increasing one (1,2,3. 
4.. .). Whenever a STS users elects to place a call to an entry in their Relay Customer 
Profile, the CA will state the name and number of the requested person to the STS user 
prior to dialing the number. 

VISUALLY ASSISTED SPEECH-TO-SPEECH 

Is an exciting new enhancement for STS service. AT&T would like to offer this new 
option to STS users in Florida. AT&T is currently trialing this new and exciting feature 
for use by STS callers. 

3 

3 

Visually Assisted STS allows a STS user to connect via Skype so that the 
Communication Assistant can see the STS user as well as hearing them. Feedback from 
STS users currently trialing this feature has been 100% positive. CAS have shared that 
the visually aspect of the call assists them greatly in understanding STS users that have 
extensive Speech disorders. Visual queue cards and other visual aids are extremely 
helpful in allowing the communication to occur in an efficient manner. 

3 
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AT&T looks forward to providing our Visually Assisted STS service to Florida Relay 
users. 

Visually Assisted Speech to Speech Relay Calls 
Key Elements 

Speech to Speech 
user* 

Normal SDeech 

STS User Assisted 

7 

An AT&T Relay Communications 
Assistant (CA) hears STS user and 
sees video image of STS user. CA 
uses these two sources to provide 
assisted speech to the hearing party. 

*Note: 
STS User should be profiled C 
STS and for Visually Assisted 

Communications 
Assistant 

Hearing 

I 

DUAL STS VOICING 

AT&T provides dual voicing when a STS caller wishes to call another STS user. One 
CA can accommodate the request and revoice for both individuals on the call, or if 
preferred, another STS CA can be added to the line and revoice for one of the individuals. 

RETAIN INFORMATION FOR SUBSEQUENT CALL 

AT&T allows STS users to retain information from one STS call to be used on a 
subsequent call. STS users can take quite some time to provide CAS with upfront 
information to be said when the person answers the call. If the line is busy and the 
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communication does not occur, AT&T allows the STS user to retain the information at 
the Relay center for a minimum of two hours, but longer if requested by the STS user. 

STS users appreciate our willingness to do this as it facilitates their communication and 
eliminates the need for them to provide information multiple times when a busy line or 
no answer condition is reached. 

We currently use a specialized pool of Communication Assistants in the Norton, Virginia 
Call Center who have been specially trained to handle STS calls and have more than ten 
(10) years STS call processing experience. We’ve carefully screened these CAS to ensure 
that they are qualified and proficient in handling and processing calls from people with a 
variety of speech patterns. 

$3 

HEARING TESTS 

To be qualified to process STS calls, our CAS are required to pass a stringent hearing test. 
This ensures that our CAS have the capacity to relay conversations for customers with 
speech disorders. Some STS customers speak in very low volumes or whispered tones 
that require CAS to have sensitized hearing acuity. These specialized CAS have 
undergone stringent hearing screening tests to ensure they can discern the voice tones and 
patterns of the STS customer base and we intend to use these same experienced STS CAS 
to handle STS calls from Florida. 

STS TRAINING 

3 

Our STS CAS have completed over 40 hours of dedicated STS training. We based our 
STS training on the foundational recommendations from Dr. Segalman in 200 1. Since 
then, we’ve utilized speech language pathologists and Speech-To-Speech Subject Matter 
Experts to expand and enhance our STS training. Our comprehensive training consists of 
40 hours of which 10 hours is facilitated by a speech language pathologist. A brief 
outline of our training is below: 

3 
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Module 1 : History of STS 

Module 2: CA Role and Traits 

Module 3: Processing STS Calls 

Module 4: Relay Choice Profiles 

Module 5: Accurate Instructions and Dictation 

Module 6:  Call Conditions 

Module 7: Voice Disorders 

Module 8: Stuttering 

Module 9: Laryngectomy 

Module 10: Slow Speech 

Module 1 1 : Dealing with STS Anxiety 

Module 12: CA Techniques and Strategies 

Module 13 : Dysarthria 

Module 14: Aphasia 

Module 15: Traumatic Brain Injury andor Short-Term Memory Deficit 

Module 16: Augmentative and Alternative Communication (AAC) 

Module 17: Speech-to-Speech, A Vital Service 
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Module 18: STS CBT Module One 

Module 19: STS Requirements 

Module 20: STS Training Segments 

STS Diagnostic 

STS Evaluation 

STS SKILL ASSESSMENT AND PROFICIENCY 

At the conclusion of STS training, AT&T CAS are motivated and confident in their 
ability to provide excellent STS service to customers. We ensure their proficiency at the 
conclusion of training by conducting STS diagnostics to evaluate performance on STS 
calls and to ensure all key concepts from training have been understood by the CA. In 
order to assess their proficiency, at various intervals during training CAS are tested by 
transcribing from recorded STS conversations. At the conclusion of training each CA 
goes through a diagnostic and proficiency examination. This includes such topics as: 

Speech samples from various STS users that the CA must be able to revoice 
successfully 

0 Identification of tool to assist in understanding what a STS user is saying 

0 Military Alphabet 

Identification of basic speech disorders and successful strategies for processing 
each of these calls 

QUARTERLY STS EVALUATION 

AT&T evaluates STS CAS with a diagnostic test done quarterly. This helps to ensure that 
CAS continue to provide the quality of service required by our STS customers. 
Diagnostics review basic STS concepts and reinforce appropriate tools used for 
successful STS call completion. 

PARTNERING FOR SUCCESSFUL STS FACILITATION 

3 

3 
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Although AT&T CAS receive extensive STS training and are the most-qualified in the 
industry, there are times when a particular CA may have an easier time understanding an 
individual STS customer. If an AT&T CA is having difficulty understanding a STS 
caller, they are encouraged to request a “buddy”. Another CA will be assigned to listen 
in as well and assist with the STS call. Sometimes, the skills of two CAS teaming 
together can complement each other and benefit the customer in facilitation of their STS 
call. 

STS OUTREACH AND EDUCATION 

AT&T provides outreach and education for STS and potential STS users. Our 
Customer Care team is available 24/7 and are all trained on processing STS calls. 
They regularly assist STS callers in setting up profiles are always available to do 
“sample” calls demonstrating STS service and how it is used. 

AT&T’s website is a valuable r 
our website and highlights some of the tools 

rce for STS users. The screen shot below is from 
ailable for STS. 

Information from the customer profile would be transferred to a new provider. 

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

AT&T Response: 

AT&T has read and meets this requirement. 

STS services will be included in our basic relay service price. 

25. Access to Pay Per C a l l  Services ( Le. 900/976) 

The provider shall provide access to pay per call services such as 9001976 numbers. 

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 

December 22,201 1 Page 173 

at&t 



AT&T Response to RFP No. 110013-TP 

3 
charges incurred from 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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T Relay Services is able to process calls to 900,976, and other Pay-Per-Call 
numbers as requested by customers. We process these call types through our traditional 
relay service number without requiring the customer to dial a special access number for 
Pay-Per-Call service. 

STS and TTY customers may dial the toll free number or 71 1 to access FRS and request 
900 Pay-Per-Call. If the caller has a 900 block, then the CA will not complete the call. If 
the caller does not have a 900 block, the CA will inform that there may be a charge to 
complete the call. Once the 900 number is dialed, the call will be processed as any other 
relay call. If a preamble is heard stating there will be a charge to continue the call, the 
forward line will be dropped before billing begins. The preamble message will be typed 
to the caller “pay per call msg, you will be charged for each redial do you want to 
continue q ga.” The CA will follow the caller’s instructions. Alternate billing is not 
accepted for 900 Pay-Per-Call Service. 

AT&T has an established process for receiving and responding to customer complaints, 
inquiries and comments. 

AT&T Customer Care for the TRS contract will be available to both English and 
Spanish-speaking customers. We will host 24-hour availability to respond to callers on a 
timely basis. Customers can contact an AT&T TRS Customer Service Representative in 
any of the following ways: 

By requesting a Supervisor while on a TRS Relay Call 

0 By dialing our designated TTY Customer Service Line at 1-800-682-8786 

By dialing our designated Voice Customer Service Line at 1-800-682-8706 

0 By Fax: 1-800-288-2 184 

0 By Email: rm-attcustomercare@,att.com 

3 
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By accessing Website: www.att.com/relav and filling out an E-feedback form 

When AT&T Relay Customer Care receives an inquiry about an erroneous bill, the bill is 
reviewed to determine if the charges were incurred through the Relay Service or through 
standard telephone services. If it is determined the charges were the result of the 
incorrect billing of a Relay Call, steps are taken to initiate a customer credit. If it is 
determined the charges were for calls not processed through the Relay Service, the 
customer is provided contact information to inquirehequest a credit to their account. 
AT&T as a certified relay provider is required to adhere to the policies and procedures 
established by the FCC regarding separation and billing of interstate and intrastate calls. 
Accordingly, AT&T uses the formula the Interstate TRS Fund Administrator has 
established and which has been approved by the FCC that allows state relay providers to 
bill 5 1% of 900 pay-per-call minutes to be billed to the state relay program and 49% 
billed to the interstate TRS fund. 

26. Caller ID 

Wlien a TRS facility is able to transmit any calling party identifying information to the 
public network, the provider must pass through, to the called party, at least one of the 
following: The number of the TRS facility, 7 1 1, or the 1 0-digit number of the calling 
party. 

AT&T Response: 

AT&T has read and meets this requirement. 

We were the first provider to implement True Caller ID across all its state contracts in 
2001. 

Relay users who subscribe to Caller ID services can view the originating telephone 
number of an incoming call, rather than the phone number of the Relay Service. The 
feature also permits Relay users (Caller ID and non-Caller ID subscribers alike) to choose 
Caller ID preferences (e.g. block my number, send relay number, etc.). To subscribe to 
Caller ID services, contact your local telephone company. 

We offer one additional feature with our True Caller ID solution - this feature is not 
currently available through any other relay provider. Profiled callers may select which 
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number they wish to be transmitted to the called party. Profiled callers may have 
their telephone number sent or the Relay Service’s generic telephone number sent. 
We developed this feature because many relay customers prefer to give the called party a 
“forewarning” that the call is coming through relay. 

AT&T uses Signaling System 7 (SS7) as an out-of-band signaling method, ensuring that 
all calls are routed quickly and accurately. In addition, we use Integrated Services Digital 
Network (ISDN) Primary Rate Interface (PRI) protocol between the 4ESS switch and the 
relay center’s PBX. 

The communication between our Intelligent Call Router (ICR) and the AT&T network is 
all SS7. This protocol provides Automatic Number Identification (ANI), Calling Party 
Number (CPN), Originating Line Screening (OLS), and privacy or blocking information 
for all inbound calls in the same manner as non-relay callers who reach the regular “0” or 
“00” operator. 

The following diagram illustrates our Relay Service Network Configuration: 
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rlatform 
LEC AT&T 

AT&T can provide fully functional SS7 capability for calls within our network, thereby 
possessing the ability to transfer calls in full compliance with 47CFR 564.1600 of the 
FCC's Rules to achieve functional equivalence. 

27. L a s t  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. 

AT&T Response: 

AT&T has read and meets this requirement. 

We provide Last Number Redial for relay users who have a Relay Profile and have opted 
in for the service. Callers may ask the CA to redial the last number called through relay 
service without having to give the number to the CA. 
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28. Obsceni ty Directed a t  the Operator 

C A S  do not have to tolerate obscenity directed at them. A proposal should specify how 
the provider will handle these situations. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T CAS are trained to deal with situations in which obscenity is directed toward them 
before, during, or after a relay call. Regardless of the situation, the importance of 
remaining calm, professional, and polite at all times is stressed to our employees. 

CAS do not make a value judgment on the profanity, obscenity or legality of any 
messages: 

CAS are trained to remain non- judgmental toward customers and to refrain from 
developing or acting on opinions about a customer’s messages. 

Obscenity included in the conversation between the inbound and outbound 
parties, even if it is referring to a CAY is not construed as obscenity directed at the 
CA. 

CAS are rigorously trained to remain transparent throughout the call, even in the event 
of abusive remarks that refer to them. 

Escalation procedures for Obscenity/Abuse are in place. It is acceptable to 
transfer callers using obscenities directed toward the operator to a supervisor. 
In the event that abuse is actually directed at - as opposed to referring to - the 
CA, the following escalation procedure is in place: 

Customer is informed, “Please refrain from making obscene remarks toward me. 
Would you like to place a call now?” 

If customer continues making unacceptable remarks, the CA will advise the 
customer a second time to please refrain from making the remarks and ask if s/he 
would like to speak with a supervisor, or would you like to place your call now?” 
Once again, the CA is attempting to get the focus of the customer on placing a 
call. 

If the customer continues making unacceptable remarks, the CA informs 
customer, “Transferring you to a supervisor, please hold.” The CA will contact 
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the Customer Resource Center (CRC), provide call details, and transfer the 
customer to the supervisor. 

Once the call is transferred, the supervisor will offer assistance. If the customer continues 
to use profanity or make obscene remarks, the supervisor will inform the caller that s/he 
will be disconnected. 

Customer is disconnected. Supervisor will document details. 

We consider our CA team members to be our best competitive asset for providing high 
quality relay service. We do not tolerate the intentional harassment of our team members. 
While very infrequent, from time to time a customer, or “prankster”, will call into relay 
service and intentionally say hurtful or derogatory things specifically to the CA. In many 
cases, these callers appear to be engaged in juvenile pranks and games. 

When this occurs, the CA will politely attempt to focus the customer on placing a relay 
call. We ask the CA to make their best effort to maintain their composure and 
professionalism, and to not respond to any negative or obscene remarks. 

If unable to focus the customer, the CA will notify their Supervisor, and electronically 
transfer the call to the Supervisor’s workstation. The Supervisor will then attempt to 
redirect the customer back to placing a relay call. After several attempts (3x) to politely 
redirect the offensive customer, the Supervisor will advise the customer they are 
disconnecting the call, and ask them to call back when ready to complete a relay call. If 
needed the Supervisor will physically walk to the workstation and take over the call for 
the CA. 

CAS are skilled at dealing with many types of customers and many different emotionally 
charged situations. We request their professionalism on actual relay calls between relay 
users. We do not require our CAS to tolerate the intentional harassment from individuals 
not interested in completing relay calls. If our CA requires a stress-relief break after such 
an incident, a break is immediately granted until the CA is ready to go back to the 
works tation. 

We will work with the FPSC in the event we see a lot of these calls. Fortunately at this 
time, we do not experience a great number of these calls. 
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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 9 1 1 directly, or a PSAP that is capable of enabling the 
dispatch of emergency services to the caller in an expeditious wanner. 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. 

AT&T Response: 

AT&T has read and exceeds this requirement. 

AT&T’s emergency call handling procedures are compliant and in accordance with the 
FCC’s mandates and requirements which stipulates that emergency calls be transferred to 
the most appropriate PSAP. 

We encourage relay users to dial 9 1 1 directly; however, the Procedure for CA processing 
a 91 1 call is as follows: 

Emergency Call Handling 

1. CAS can directly access a database with emergency agency listings based on the 
caller’s Automatic Number Identification (ANI). In the rare occurrence that the agency 
number doesn’t appear in the database, the CA contacts Directory Assistance. After 
getting the number, the CA needs only two key strokes to immediately access the 
emergency agency. 

2. Our Caller ID technology enables the emergency agency to receive the relay caller’s 
ANI directly, eliminating the time and potential inaccuracy of number transmission by 
the CA. 

3. When the agency answers, the CA informs the dispatcher that the call is coming 
through Relay Service, provides their CA number, and indicates whether the caller is 
TTY or voice. The CA then remains available to the emergency agency to provide any 
information or assistance to support emergency service. The call is given the CAS 
undivided attention - call transfer is strictly prohibited - and a supervisor is typically 
summoned to provide support to the CA until the call ends when the agency 
disconnects. 
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4. Emergency calls are treated differently from a confidentiality perspective. CAS are 
trained and prepared to provide any and all information requested to the PSAP agency 
to ensure the relay caller receives expeditious emergency services. These may include 
the Billing Telephone Number (BTN) and any information stated by the caller before 
connection, etc. It is our goal to get the caller assistance as quickly as possible. 

AT&T CAS notify their supervisor and solicit the supervisor’s support when processing 
Emergency calls. 

AT&T’s emergency call-handling procedures explicitly instruct the CA to contact the 
PSAP agency if a caller disconnects from Relay prior to reaching the emergency agency. 
CAS contact the PSAP and provide them with the caller’s telephone number and other 
pertinent information shared by the caller prior to disconnection. Quick action by our 
CAS has made the difference between life and death for some of our relay callers. 

CAS are trained to stay on the line with emergency calls as long as required to ensure that 
emergency services are rendered. CAS will stay on the line until the PSAP hangs up or 
tells the CA to drop the line. Transferring of emergency calls to other CAS in not 
permitted. 

When receiving a call that a CA suspects may be an emergency, the CA will treat that 
call as an emergency call. AT&T CAS will not attempt to question the caller about the 
exact nature of the emergency, other than to determine whether fire, police, or ambulance 
is required. CAS will let the professionally trained PSAP Operator question appropriately 
deal with the emergency. 

AT&T will train all CAS and Supervisors to process emergency calls. Following are our 
procedures for processing 9 1 1 Emergency calls: 

11 Emergency Call Processing ~~~~~;~ 
,%. - 

Get assistance: 

If you receive a call that: 
0 

0 

Relay customers may use our service to get Emergency assistance. 

Arrives on the Emergency DNlS (shown in upper left corner of screen). 

Is identified by the Caller as an “emergency” or “91 1”. 

Position tool: You’ll see emergency call under the red “Emergency Tab” in the 
Position Tool. 
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3 
~ ~~ 

Determine 
required Info: 

While waiting for a supervisor to assist, carefully review your screen to 
determine what information is provided. The information listed below is 
required to get emergency assistance for the caller. If the caller or the 
system has not provided this information, ask (by speaking if voice, by 
typing if TTY) the caller for the following: 

- Nature of Emergency (police, fire, ambulance) 

- NPNNXX (area code and prefix) to access CSIDS 
(Note: phone number may be on screen) 

Process call: 0 After getting appropriate information from the caller, process the call 
as indicated below. 

Access Call Database: 
After getting appropriate caller information process the call as follows: 

0 

0 

Press F5 (info key) to access Call Information Database. 

Press E for emergency file. 
0 

0 

0 

Enter NAPNXX (area code & first three numbers of phone number). 

Press Shift + Continue (Enter). 

Press the letter that corresponds to correct city (press Ctrl 5 for 
additional options). 

0 

0 

If more than one listing, ask caller what city or town. 

Press CTRL + B and enter number for emergency agency in FWD field 
on billing window. 

I Reminders: 
Comply with emergency dispatcher’s inquiries; provide any 
information requested to render emergency services. 

If Call Information Database doesn’t have correct number 
to dial, call directory assistance to get appropriate number. 

If caller hangs up before emergency agency is reached, 
process call and share details with dispatcher. Inform 
dispatcher that caller has hung up. 

If Voice caller needs 91 1, Press C/O key (F7) and select 
STS before dialing. This will allow Voice person to talk 
directly to emergency dispatcher. 

0 

0 

0 

A fully automated (“electronic”) system to handle emergency services for each call type 
is not currently trusted or used by AT&T. AT&T Relay’s emergency call handling 
system has been optimized over the years to support the wide variety of call types 
handled through the platform with concierge care and accuracy. Since Relay call types 
vary significantly (e.g. POTS lines, wireless phones, payphones, voice users, data users, 

‘3 
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STS users, and wireline TTYs), this optimization comes in the form of a CA determining 
the most appropriate handling method for each E91 1 instance. A more automated system 
is trusted and used for AT&T IM/IP users. 

30. B lockage 

The provider is responsible for ensuring that 99 
provider’s relay center per day 
Calls that are blocked must receive a network 
im inu te. 

ent of all calls reaching the 
either answered or continue to receive a ringing signal. 

11al of 120 intemptions per 

AT&T Response: 

AT&T has read and meets this requirement. 

We maintain a P.01 SLA (Service Level Agreement) between AT&T Network Services 
and AT&T Relay Service. 

A “Grade of Service Level of P.01” is specific to the Neal-Wilkinson Theory of blocking 
probabilities and also discussed as a statistical measurement called “Erlangs.” Given that 
P.01 is a requirement on network blockage, Relay Services routing diagrams and staffing 
will have no direct implication or correlation to a network blockage rate of P.0 1. The 
P.01 SLA is maintained between AT&T Network Services and AT&T Relay Services. 
Regarding blockage rates between the network and Relay Services, traffic is managed 
through a trunk design that designates at least two-times (2X) the maximum expected 
inbound call load. Thusly, blockage has never been experienced between the AT&T 
Network and AT&T Relay Services. This design fluctuates based on the changing needs 
of the business. 

AT&T has a long history of maintaining a most responsive network design. AT&T 
Network Services continues this tradition with networks that are redundant and have the 
ability to self-correct and self-heal when failures occur. As a matter of fact, AT&T was 
the first telecommunications company to adopt both the Grade-of-Service (GoS) and the 
Quality-of-Service (QoS) as key performance metrics. 

In 24 years of service, AT&T Relay has never experienced a customer-affecting service 
issue or complaint due to network blocking. No other provider can match this record of 
performance. 
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When AT&T brings up new Relay Service for a State, we more that double the network 
facilities needed to handle peak busy-hour traffic. After watching the traffic for a period 
of time, AT&T starts releasing the underused circuits back into the larger network. A 
P.01 grade of service is a level of service that we are very confident in meeting; our track 
record substantiates this capability. 

Our AT&T Network Operations Center (NOC) has numerous systems and “tools” for 
monitoring and measuring blockage in the network. These are the same systems and 
experts that monitor or vast telephony network. 

AT&T Network Services measures blockage every minute of every day. 

Peak heiflow T m k  Groiy 

Grade 
Of 

Service 

Served In 
P;mdorn Orda 
- 

Serviced Calls 
1119 1 

Calls that are blocked receive the network standard blockage signal of 120 interruptions 
per minute. 

31. Answer Time 

3 

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 from the time inbound calls reach the relay switch. In calculating the 
percentage of calls meeting the answer time standard, the numerator shall be the total 
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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 not be reported as an average speed of answer or by using a weighted 
service level. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T commits to answering 85% of calls within 10 seconds or less. 

We have never had a problem with performance on answering calls. Currently we’re 
successfully serving relay callers in another state that requires more stringent answering 
standards than those cited in your requirement. 

AT&T uses highly advanced “Upfront Automation,” UFA, to speed callers through call 
setup if they so choose. AT&T was the first provider to employ this technology which 
dramatically lessens the time it takes callers to reach their destination party. Along 
with the design of this advanced front and back end automation, AT&T can divide and 
differentiate the call-state timing, which enhances reporting capabilities and consequently 
provides improved performance. 

While other relay providers assert that our speed of call set-up is merely a function 
of reduced volume of calls for traditional TRS, we know that our upfront 
automation is responsible for the documentable reduction of time for call set-up, 
regardless of call volume. 

An example of the effect UFA can have on answer performance is a situation we 
encountered in one of our other states. One of the relay 8YY numbers was being 
incorrectly used by people trying to reach a state office. Without UFA, these calls would 
have tied up our CAS and prevented them from being available to answer true relay calls. 
However, with our UFA, these callers were able to hang up before reaching a CA and 
thus keeping our call center fully available for relay traffic. 

Far Party Connect Speed 

Speed of Answer is only half the picture for connecting calls because it states how 
quickly a CA joins the call. While it is a measurable and easily understood metric, the 
focus should be on the Far Party answer time. There is no point in getting to a CA in 10 
seconds if it still takes more than a minute to start the far party conversation. 
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AT&T's platform technology allows our callers to connect faster. While not an official 
metric, we strive toward a Far Party Connect goal to assure our customers achieve the 
fastest connect time possible. We are constantly exploring and putting into place various 
technologies to provide enhancements toward this goal. We support and provide for Far 
Party Connect as it is better than the standard metric. 

In 2010 our highest ASA was only 2.87 seconds, and our lowest a blazingly fast 0.05 
seconds. 

Centralized Call Routing System 

We maximize speed of answer by networking all our call centers together and having a 
central call routing system that monitors call answer conditions in each center. Our 
central database reporting system allows us to report on a particular call type no matter 
where that call was handled in the system. Having a single point of call routing at the 
front-end of the system and a single point of call routing at the back-end of the system 
enables us to treat the entire call center complex as a single virtual call center. Other 
providers may claim to be the only one who can support your relay traffic if a call center 
fails, but this is simply not true. AT&T can certainly accommodate, with no perceptible 
effect, the loss of a call center. 

32. Equipment Compatibility 

I t  is necessary for the systcin to be capable of receiving and transmitting in  both Baudot 
and ASCII 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 ASCII. All 
equipment shall be compatible with the basic protocol of TDDs distributed in Florida 
through the Administrator. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T will furnish all necessary telecommunications equipment and software capable of 
full and normal communication with inbound callers and outbound called parties 
compatible with relay equipment commonly used and at speeds generally used for the 
duration of the contract. This includes support for TTY, voice, and computer users via 
these protocols: voice (inc. STS), public switched network TTY, Baudot TTY, 
Turbocode*, ASCII Computer, and ASCII. AT&T's equipment automatically adjusts to 

3 
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match the protocol and speed of the TRS user's equipment. No manual intervention by 
the CA is required for our system to effectively communicate with the TRS user. 

Our Relay service is not device centric and is compatible with the basic protocol of 
TDDs. 

Please see checklist. 

33. Trans miss ion Levels 

Transmission levels must be maintained within industry standards as outlined in the 
American National Standards Institute - Network Perfoiinance - Switched Exchange 
Access Network Transmission specifications (ANSI T1 S06- 1997). The provider must 
provide updates to those standards as amended by ANSI during the tern1 of the contract 
and must meet the amended standards. 

AT8T Response: 

AT&T has read and meets this requirement. 

The network and facilities that support our Relay Service meets all the following 
measures and standards for transmission characteristics: 

American National Standards Institute/Electronic Industries Association 
(ANSUEIA) PBX standard TINEIA - 464B. 

American National Standards Institute- Network Performance- Switched 
Exchange Access Network Transmission Specifications (ANSI T 1 S06- 1997) 

ANSI T1.508-1998 Revision, re-designation and consolidation of ANSI TI S08- 
1992 and ANSI T1.508a- 1993 << American National Standards for 
Telecommunications Loss Plan for Evolving Digital Networks Secretariat 
Alliance for Telecommunications Industry 

Updates will be provided to standards that are amended by ANSI throughout the contract 
period; we will meet any amended standards. 

Please see checklist. 
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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 traff'c information shall 
be tested prior to its installation and shall be accurate 97 percent of the time to within a 
one second grace period. All equipment shall be maintained i n  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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T's metering, recording, and ticketing device as well as call detail record (CDR) is 
accomplished by a single AT&T application called SNAP, or the Special Network 
Accessibility Platform. By consolidating all of these hnctions into one application, it 
guarantees both accuracy and consistency well beyond 97%. This application runs in a 
parallel fashion across 24 servers in four (4) locations synchronized to the l / l O O t h  second 
each evening. 

After daily synchronization to the national timekeeper clock in Colorado, SNAP does a 
complete diagnostic auto-test for equipment accuracy and reports out to the Centralized 
Operations Intelligence (COI) system if something is malfunctioning. 

Please see checklist. 

35. E mergency Operations and Uninterruptible 
Power 

ln 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 unintenuptible power system shall support 
the switch system and its peripherals, switch room environmental (air conditioning, fire 
suppression system, emergency lights and system alarms), operator console 
operator worksite emergency lights, and Call Detail Record recording. Provisions shall be 
made to meet emergencies resulting from failure of power service, sudden and prolonged 

3 
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I 

increases in traffic, stoims, 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. 

AT&T Response: 

AT&T has read and exceeds this requirement. 

The AT&T Relay Unintermptible Power System (UPS) will keep the call centers’ 
switches (PBX), peripherals, TRS platform security, CNsupervisor positions, and call 
detail recording active as well as security lighting, fire suppression, environmental 
controls, and limited lighting until commercial power resumes. All systems and services 
required to keep the call center active will not suffer a power outage, due to the call 
center’s UPS design. 

We provide a combination of battery backup, commercial UPS supply, and/or auxiliary 
generator to supply uninterruptible power to the call centers for a minimum of twelve 
(12) hours. 

Our Relay Service is as reliable as our award-winning main network services. In 23 years 
of providing Relay Service, we have never experienced a customer-affecting service issue 
due to network blocking. 

Relay Service, itself, was originally developed by AT&T Bell Labs with the same 
standards for reliability and performance as our main network services. Redundancy was 
a core driver in the initial design of the AT&T Special Network Applications Platform 
(SNAP) for Relay Service. 

Redundancy of equipment in the call centers supports uninterrupted Relay Service, too. 
Within each call center is a bank of servers that manage the various resources required to 
complete any type (text-based) Relay call. Each call center has 4,6,  or 8 fully cloned, 
fully redundant service control units - or servers. The system is so intelligent that, if 
power were removed from a server, its workload would be automatically re-allocated 
among the remaining servers in that call center, all without losing even one call. 

These call centers are also equipped with redundant network circuit feeds; redundant 
controllers; and redundant power supported by large battery banks that auto-switch to a 
diesel generators during long commercial power outages. Our software engineers for 
Relay service are always on call for assistance when needed, as well. 
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AT&T Relay Services follows the stringent Disaster Recovery Guidelines set forth by the 
AT&T Information Technology Office and Customer Information Services. These 
guidelines are called the AT&T Emergency Action Plan (EAP). 

The EAP is a comprehensive plan that provides all Relay stakeholders a clear escalation 
path to recovery in the event of an emergency or outage of any nature. The EAP is tested 
twice each year via table-top exercises, and is edited on a quarterly basis. It involves all 
aspects of each application and of AT&T rendered service. 

In addition, we developed a condensed version called the EAP Booklet. This is provided 
to each employee so they have emergency information directly available to them. 

Please see our binder labeled CONFIDENTIAL DOCUMENTS for the complete 
EAP and EAP Booklet. 

Telecommunications Service Priority Program 

AT&T is proud to have been the first relay provider in the industry to ensure that all of its 
relay call centers were enrolled in the Telecommunications Service Priority (TSP) 
program. We completed this process in less than six months from the date of November 
1,2004 when the Federal Communications Commission first announced the initiative to 
encourage TRS Facilities to participate in this program. 

AT&T’s relay network is designed to reroute traffic to other AT&T Relay centers, which 
are geographically separated by great distance, to ensure unintempted 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, AT&T’s active participation in the TSP program requires local exchange carriers to 
restore service to the affected AT&T Relay Center as quickly as possible consistent with 
the priority status assigned to the center. 

The next section details our Emergency Action Plan and procedures. 

The bidder shall describe its plan for dealing with all types of natural and man-made 
problems (e.g., hurricanes, lightning str , fires, etc.) which either isolate the relay 
center and prevent calls from reaching 
operate. Ln addition, the plan should detail the steps which will be taken to deal with the 
problem and restore relay service. 

the center to be unable to 
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AT&T Response: 

AT&T has read and meets this requirement. 

Emergencies can happen at any time, any place, and more often than not, without 
warning. Planning is essential if an emergency is to be handled in an efficient manner 
and provide for the safety of employees, protection of property, and provision of 
Customer Information Services (CIS) to our customers. 

We are poised to act-and act swiftly in the event of any natural or man-made disaster 
which may damage or isolate our call centers or otherwise cause one or more to become 
inoperable. Our EAP processes specifically detail emergency action in the event of 

Bomb Threat/Explosives 
Chemical Spill/Gas Leak/Noxious Fumes 
Civil Disturbance 
Earthquake 
Fire 
Flood 
Hostage 
Hurricane/Tropical S t o d H i g h  Winds 
Power 
Tornado 

Included in our proposal is the most recent update of the Customer Information Services 
Emergency Action Plan - Relay. These plans were developed to assist in the coordination 
of the many groups within Customer Information Services which must work together to 
deal with the broad aspects of an emergency. The primary objective of the Emergency 
Action Plan is to safeguard the health and welfare of AT&T employees, protect company 
property and to maintain a reasonable level of services to the general public and to local 
emergency services organizations. 

We have developed a specific, detailed plan for each of the natural and man-made 
problems shown above. 

The Customer Information Services Emergency Action Plan Binder has three major 
sections as follows: 

Introductory Material 
Emergency Plans by Category 
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Supporting Documentation 

Each section is individually numbered so that updates can be easily managed. The 
information was designed for use in conjunction with the building level AT&T Building 
Emergency Action Plan. The material should be located in the OSCs and Customer 
Information Services locations so it is readily available to supervisory personnel in the 
event of an emergency. 

Contingency plans are also in place for pandemic events. In addition to a required annual 
review and update by Plan Sponsors, annual Table Top exercises are conducted to ensure 
understanding of roles and responsibilities during Emergency Situations. The latest CIS 
(Customer Information Services) Table Top Exercise was held in October 201 1, with all 
CIS team personnel participating in a scenario that included severe weather conditions 
leading to center unavailability and employee evacuations. The CIS Team received high 
marks for all aspects of preparedness activities. 

CIS has a team dedicated to being the communications link during all emergency 
situations: the OSCAR (Operations Support Centralized Administrative Reporting) 
Business Unit Emergency Management Center. The CIS-OSCAR EMC can be activated 
if a significant emergency arises as indicated in the CIS EAP binder or if there is a major 
disruption of services which meets the Service Disruption Reporting Criteria. The CIS- 
OSCAR EMC functions to provide centralized capability of notifying the Leadership 
Team of the situation, to provide a forum in which the appropriate decision makers can 
discuss the situation, coordinate the collection of decision making data related to the 
occurrence, and to provide from the Leadership coordinated direction to handle the 
occurrence. The CIS-OSCAR EMC is equipped with facilities monitoring and 
communications equipment to perform the typical functions as follows: 

- 
- 

Functions as the central coordinatingpoint for all aspects of an emergency 
Monitors severe weather radios or other weather information sources to obtain 
current status of emergency weather situations 
Follows standard trouble resolution/escalation procedures 
Monitors (along with Force) answers, deflected call counts, and abandoned call 
counts during the occurrence to provide information to the Leadership Team 
Coordinates with the AT&T Emergency Management Organizations 
Follows standard escalationhotification procedures to involve Leadership Team 
in the decision making/communications process 

- 
- 

- 
- 
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Establishes telephone conference bridge so Leadership Team and OSCs can 
provide and obtain current information regarding the emergency 
Provides periodic status updates to appropriate management groups handling the 
emergen cy 
Implements or directs media contact as indicated in the “Media Relations 
section 
Establishes and maintains communication with Local Emergency Management 
Authorities (Primary) 
If notified that Local Emergency Management Authorities recommend evacuation, 
notipes Director immediately. Also implements escalatiodnotijkation procedures 
and establishes conference bridge 
Maintains current emergency contact directory information on OSCs, Leadership 
Team, Vendors and Service Departments as appropriate 
Coordinates process evaluation meetings after the emergency 

Organization Business Continuity Plans are developed, maintained and exercised every 
year for critical business functions, sites and systems as defined in AT&T Operating 
Practice 999. These plans document strategies, procedures and resources utilized to 
respond and recover from a substantial incident. 

This year, CIS completed a major maintenance cycle with the merger of the Relay and 
OSPS Plans into the larger CIS Operations Plan. Recertification of the CIS Operations 
Plan was completed in September. 

With all recertification requirements met and the plan exercised, CIS met the 
operational readiness criteria for the “Gold’? rating again in 201 1. 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 
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AT&T will notify the FPSC contract manager whenever any major interruptions to the 
relay center beyond five minutes duration. We’ll also notify the contract manager if any 
portion of the state becomes isolated from the relay center for more than five minutes. 
We’ll provide a follow-up written or email report after restoration. 

Although i t  is not mandatory, the FPSC urges the provider to subscribe qualifying 
facilities for priority restoration under the Telecominunicatio1is Service Priority Prograin. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T is proud to have been the first relay provider in the industry to ensure that all of its 
relay call centers were enrolled in the Telecommunications Service Priority (TSP) 
program. We completed this process in less than six months fiom the date of November 
1, 2004 when the Federal Communications Commission first announced the initiative to 
encourage TRS Facilities to participate in this program. 

36. Intercept Messages 

Appropriate intercept messages shall be provided if a system failure occurs. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T currently has standard intercept messages that are recorded and on stand-by in the 
event of a system failure or any impact to service delivery. We will be happy to work 
with you to determine if our current intercept messages meet the needs of the State and 
reword them as needed. 

Messages will be provided in voice and text. Minutes associated with accessing these 
messages are not included in billable minutes. 
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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. 

AT&T Response: 

AT&T has read and meets this requirement. 

Our current National Relay Team is totally scalable and currently has the capacity to 
handle twice the number of calls we handle today. 

Our SNAP platform is also fully scalable. We currently handle more than 12M minutes 
and we have the capability to handle twice that amount. Considering the decline in TRS 
minutes, along with our scalability, we don’t anticipate any technical concerns with 
meeting this contractual requirement. 

1. 

2. 

3. 

Initially, we look at the spare capacity of our platform in steady-state operation. 
This includes CA positions, floor space availability, back office computing, 
power, circuits and networking, and finally the availability of trained CA staff. 

Secondly, we overlay the new Florida contract requirements and the estimated 
traffic expectations over the course of the contract. We complete mathematical 
modeling while adjusting for time-zone differences; evaluating what our new 
busy-hour requirements and system loads will be. 

Finally, we provision whatever elements we need to continue operating with the 
new contracted traffic again at no more than a 50% peak capacity. That may 
include anything from more modems, more CPUs, more UPS capacity, additional 
networks (trunking), new CA hires, and possibly even a new call center. 

By following this fundamental engineering build-out philosophy, AT&T’s technical 
topology continues to have the ability to accept new customers and contracts without 
massive disruptions in service or delays in provisioning new equipment or software. In 
over 24 years, AT&T Relay has never had a service outage due to engineering or scaling 
changes (up or down) within our national relay complex. 
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Throughout this proposal AT&T 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, AT&T 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 AT&T brings to Florida 
Relay and Florida relay users will allow AT&T to excel in the overall customer 
experience. 

Today, our commitment to be the best relay provider continues as it did when we handled 
our first call in January 1987. In the last twelve months, we have invested over 
$1,000,000 in upgrading our relay switches. In 2012, we will deploy a brand new state of 
the art Communications Assistant (“CA”) workstation. 

Staffing for Call Volume and Usage Patterns 

AT&T 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. AT&T generates 
historical data reports that are reviewed hourly, daily, monthly, quarterly, and annually. 
These reports are used to build “projection” tables, which AT&T 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 AT&T to ensure that projected demand is met each day. 

Capacity 

As stated earlier, we operate at no more than a 50% capacity. At 50%, we can afford to 
lose half of our system and still handle all calls. At a higher capacity level, say 75%, you 
can only lose 25% of the system to be able to handle all calls. We have a very detailed 

December 22,201 1 Page 196 

atat 



AT&T Response to RFP No. 110013-TP 

L 

'I 

expansion plan model we use for annual planning to look at total traffic and capacity and 
if our projections show that we will exceed 50% capacity we put plans into place to 
increase capacity as necessary. 

We currently have capacity to accommodate additional workstations in each of our 
centers as follows: 

0 Augusta, GA has 43 workstations in operation with the capacity for an additional 
42 workstations 
Newcastle, PA has 65 workstations in operation with the capacity for an 
additional 52 workstations 
San Antonio, TX Spanish call center has 6 workstations in operation with the 
capacity for an additional 6 workstations 
Norton, VA has 21 workstations in operation with the capacity for an additional 
23 workstations 

0 

0 

0 

The above plans shall allow the provider to be able to maintain all standards listed in the 
RFP. 

It is important to note that AT&T will not charge the state for any expansion needed to 
run the relay business. 

We also take into account our established back-up plans and emergencies and disasters, 
and we have included our detailed EAP in the previous section. 

38. New Technology 

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 when new enhancements are available and at what price, and to 
provide the FPSC the opportunity to purchase such enhancements or upgrades to the 
sew i c e. 

AT&T Response: 

AT&T conducts ongoing research and development for emerging technology at AT&T 
Labs in Austin and conducts pilot programs with customers who wish to participate. This 
is one of the benefits of Florida selecting a provider that is a nationally recognized 
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company not in Relay alone, but also in broadband, wireless, mobile devices, and Internet 
products. Most of the emerging Relay Services will be Internet and mobility-centric, and 
these are additional areas where AT&T excels. We successfully beta-tested IM (Instant 
Messaging) Relay at our Virginia Relay Center and anticipate this will be a model for 
future pilot programs in emerging technology. We’ll keep the State advised on pilot 
programs through ongoing communication with our AT&T Program Manager. 

AT&T has been serving the hearing and speech loss relay community longer than any 
other relay provider. Our experience cannot be matched by any other company. 
Additionally, our dedicated engineering and development staff has always been at the 
forefront of technical innovation raising the standards for providing functional 
equivalence. The technical and engineering teams are always looking at ways for 
improving the service and adding new features that can enhance the user experience. 
Although they are fully dedicated to relay, the engineering team are a part of the total 
AT&T IT0 organization which enables them to leverage enhancements and 
improvements in other parts of the business. This is something that none of the other 
relay providers can do! Anything offered or provided by AT&T in terms of alternative 
technologies will meet or exceed equivalent TRS standards. 

Our network platform enables us to quickly make changes or implement new features by 
our internal relay technical (IT) team. Our SNAP (Special Network Applications 
Platform) is a proprietary relay application fully designed, architected, and maintained by 
AT&T for over twenty-two years. We don’t use third-party outsourcing for any portion 
of relay. 

AT&T is constantly improving its networks and systems to ensure our technology 
remains at the top of performance and our systems are properly staged to handle any 
relay traffic patterns. Over the past few years, we have: 

Upgraded our Avaya Switches (PBX) at $800,000 per switch 
Upgraded all of our firewalls and routers at a cost of approximately $200,000 
Completed half of our CA Position Replacement Program, with a completion 
planned for 3 4  10 12 at a total cost of $1,000,000 

Regarding CapTel Service, CTI remains committed to providing improvements in 
communications equipment technology and acquiring leading edge technology for the 
provision of CapTel Service. 

We will keep the FPSC and Administrator apprised of any new enhancements and/or 
upgrades and work with you on pricing and delivery. 

3 
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Please see checklist. 

39. Consumer Input and Participation in Advisory 
Committee and F P S C  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. 

AT&T Response: 

AT&T has read and meets this requirement. 

We believe all telephone users should have input into the quality of service delivery. 
Please see our plan below on how we will include the Commission and its Advisory 
Committee in evaluating our services. 

Channel Manager 

We’ll provide one of our Outreach Channel Managers (Account Manager) to perform 
outreach activities, conduct promotional campaigns and education in the state. Our 
Channel Manager will be physically located in another state, but we have a longstanding 
successful process where outreach activities are performed in several states by the same 
manager. 

Our highly experienced Channel Managers are deaf or hard of hearing and are users of 
relay services. They are the state’s primary contact and will have primary responsibility 
for managing the contract for the Florida relay program. This will include interacting 
with the FPSC and attending meetings as required maintaining an active relationship with 
the FPSC and its Advisory Committee. 
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We have not included travel or per diem costs of the FPSC or its Advisory Committee in 
our bid price. 

The Florida Account Manager will: 

Work closely with the Commission, the Advisory Committee, and the community 
on a regular basis. 

Serve as AT&T primary Point of Contact on issues pertaining to Florida Relay 
Services. 

Attend all meetings of the Advisory Committee, FPSC workshops and hearings 
relating to Relay services, unless otherwise directed by the Contract Manager. 

Inform the Commission and the Advisory Committee of any findings from 
surveys of the Relay system. 

Be available to receive input from Telephone Relay users verbally or through our 
web link 

Act as a liaison between the Relay Centers and Florida Relay users. 

Compile a detailed monthly report which outlines all feedback gathered from 
Consumer Survey cards, the website, as well as those collected in community 
forums and activities. 

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

Customer Survey 

We’ll develop a pre-paid survey card that will be used for evaluations of Florida Relay 
Service, and provide it to relay users at outreach events we host. Cards will also be 
distributed at community forums, town hall meetings, and various customer events 
whenever and wherever appropriate. Consumers will have the opportunity to fill out the 
cards on the spot and the designated coordinating POC will collect them at the conclusion 
of each event. 

Our Channel Manager will also work with various disability organizations in Florida such 
as the Florida Association of the Deaf, Florida Self-Help for Hard of Hearing, Florida 
Coordinating Council for the Deaf and Hard of Hearing to assist in the distribution of 
Consumer Survey cards. 

We will coordinate with FTRI in supporting and attending relay events across the State 
throughout the life of the Contract. Upon award of the contract we will appoint a Channel 
Manager to work with the FPSC and TASA in devising a detailed plan of activities and 

3 

3 
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events that AT&T will support for the purpose of promotion and education, and obtaining 
consumer input. 

We will develop a state-specific micro-site for Relay Florida if it is desired by the FPSC. 
We have included pricing under separate cover in our Pricing Proposal. 

We have developed a wide variety of brochures, informational packets, and 
promotional giveaways for our other states, which we can duplicate or revise as 
needed for Florida. We also have developed several videos for our interactive web site 
which we can link to the Florida web site. 

Please Appendix 1 for a sample of our collateral. 

AT&T Website - CRM 

AT&T has developed new Proprietary CRM (Customer Relationship Management) 
Technology. The new integrated platform is a customizable, interactive AT&T Relay 
one-stop shop for all relay products, current and future, and a destination for current and 
new customers. The platform is a dynamic web tool that provides a rich user experience 
including: 

State-specific microsite (if desired) which will match State messaging, with 
features that include: 
o Specialized user accounts 
o Calendar of events 
o Business Alliance accounts 

Online Survey Tool provides the ability to provide feedback, comments and 
suggestions 

A direct link to the FPSC web site 

Multitude of features and expandability for the future 

Post captioned videos to promote state programs 

Our plan for Florida will include the following: 

The AT&T Relay website for sharing educational and informational programs for 
the experienced TRS user, new TRS users, and the general public. Website 
content will include material and collateral for download, instructional videos, 
and explanations of TRS call processing, and Frequently Asked Questions 
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(FAQs). This will include information developed for service start-up and updated 
throughout the term of the contract. 

Links to the Outreach/Education Manager for individual support and contact as 
desired. 

TRS user “Contact Us” feature and TRS user survey for providing comments and 
suggestions. We’ll use visitor tracking and downloaded material requests to gauge 
effectiveness of marketing effort and materials. 

At all outreach and trade show events, we’ll include sharing TRS-related 
materials such as brochures, information about our website and content. We’ll 
provide contact information and means for user feedback via website. 

User feedback surveys, designed to make providing feedback easy, fast, and 
anonymous if desired. Survey content will include opportunities for users to 
suggest new features, suggest improvements, and to suggest new website content 
they would like to see. AT&T would primarily use the internet and website for 
such surveys, but these are available in paper format at above-referenced outreach 
events as well. 

Email and phone contact information provided by TRS users at outreach events 
will be used (with their permission only) for obtaining feedback. 

d 

3 
We’ll report the results of all service quality evaluations to the FPSC office within 15 
calendar days after the last month in each quarter. 

Outreach Budget 

We are pleased to announce that we are including a budget for outreach, education, 
and advertising to support TRS and CTS for Florida. 

Bidders are encouraged to include in the consunier 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 conjunctioii with organizations serving people with hearing and speech loss. 

AT&T Response: 

AT&T has read and meets this requirement. 

3 
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Our Channel Manager will coordinate, manage, and support specific outreach activities 
and programs that will serve to increase awareness of and use of relay service through the 
state. This will include conducting presentations to the hearing and hearing lodspeech 
loss community, conducting and facilitating training on how to place and receive relay 
calls, informational sessions on various types of technologies used by relay service 
providers, and other work activities that will ensure success of the relay state program 
including responding to service delivery issues/concerns and interacting with other 
statewide advocacy agencies that support the deaf/hearing loss and speech loss 
community. 

Community forums will take place at least once every quarter. Potential community 
service agencies and organizations may include, but are not limited to: 

Florida Telecommunications Relay, Inc. - Tallahassee 

Florida Association of the Deaf - Spring Hill 

Florida Self-Help for the Hard-of-Hearing 

Florida State Vocational Rehabilitation - Tallahassee 

Florida School for the Deaf and Blind - St. Augustine 

Deaf Service Center Association, Inc 

Deaf Services Bureau -Miami 

League for the Hard of Hearing - Oakland Park 

DSC of Palm Beach County -West Palm Beach 

Delray Beach RDC - Delray Beach 

Deaf and Hard of Hearing Services - Daytona Beach 

Independent Living Resource Center of NE FL -Jacksonville 

Deaf and Hard of Hearing Services of NW FL - Pensacola 

Citrus Hearing Impaired Program Services - Crystal River 

DHHS of Pasco/Hernando - Port Richey 

Deaf and Hearing Connection for Tampa Bay - Seminole 

DSC of SW Florida - Ft. Myers 

CIL of Central Florida -Winter Park 

Central Florida Speech and Hearing Center - Lakeland 

Space Coast CIL - Cocoa Beach 
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Deaf Wings, Inc. 

HIP in Charlotte County - Punta Gorda 

DSC of Lake and Sumter Counties, Inc. - Leesburg 

Broward County Association of the Deaf 

Greater Daytona Association of the Deaf 

Greater Tampa Bay Association of the Deaf 

These forums will be excellent opportunities for the Channel Manager to interact with the 
community in general and Relay users specifically, to obtain input, suggestions, and 
overall feedback to the Florida Relay Service. 

The provider shall pa 
workshops and lieari 

pate in all meetings of the Advisory 
elating to relay service unless excused by the contract manager. 

mifiee and all FPSC 

AT&T Response: 

The Florida Channel Manager will attend and participate in all meetings of the Advisory 
Committee and all FPSC workshops and hearings related to relay service, unless 
otherwise directed by the contract manager. 

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 
still online during a relay call. All complaints received by supervisors, or in writing, shall 
be documented, including their 
Commission upon request. In addition, the relay center shall have a toll-free Customer 

plaint will be able to reach a sup 

lution, and kept on fil 

isor or adininis 

d available to the 

telephone number available tatewide for the 

received, the CA identification number, the nature of the complaint, the result of any 
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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 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 (1 5) days from the date of the Commission 
inquiry . 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has a dedicated Customer Care team focused on serving customer needs 24/7/365. 
We handle several thousand contacts each year, with the majority of our communication 
focused on basic inquires about relay, inquiries about state services, explanations of 
different equipment and services. For many customers, our Customer Care team provides 
their first learning about relay. The smallest percentage of contacts involves (less than 
1%) involves complaints, a fact in which we take great pride. We are here to support the 
relay customers of Florida, and will provide a caring environment to assist them during a 
transition to a new provider. 

AT&T Relay always takes customer comments - questions, comments and concerns of 
every kind -very seriously, and provide several ways to access our dedicated customer 
service team, the Relay Customer Care Live team. We welcome feedback and 
suggestions regarding the Relay Services we provide. We know that customer feedback is 
a direct line to product and service enhancement and is responsible for many innovative 
ideas that shape our industry. 

REACH SUPERVISOR DURING A CALL: AT&T’s architecture enables CAS to 
transfer a caller to a supervisor while still on line during a relay call. There is no need for 
a caller to drop the line and dial back in to reach a supervisor. This feature ensures that 
customers wishing to file a complaint are directly connected with a supervisor. When the 
customer has completed their conversation with the supervisor, the supervisor can send 
the call back out to a CA for additional relay calls if requested. 

DEDICATED RELAY CUSTOMER CARE LIVE TEAM: AT&T’s Customer Care 
Team is comprised of highly-trained CAS who staff the Customer Service desk. These 
CAS have participated in all Relay training inclusive of Speech-To-Speech call 
processing, VCO, HCO, and all other call types. They have CA work stations available 
for using these communication modes when required to assist a caller trying to reach our 
Customer Service Team. Our Customer Care Team is adept in fielding all types of 
inquiries and is knowledgeable in a wide range of topics related to Relay Services. 
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AT&T has an established process for receiving and responding to customer complaints, 
inquiries and comments. 

MULTIPLE WAYS TO ACCESS CUSTOMER CARE TEAM: AT&T Customer 
Care for the TRS contract will be available to both English and Spanish-speaking 
customers. We provide 24-hour availability to respond to callers on a timely basis. 
Customers can contact an AT&T TRS Customer Service Representative in any of the 
following ways: 

TOLL FREE NUMBER: By dialing our designated Voice Customer Service 
Line at 1-800-682-8706 

By Fax: 1-800-288-2 184 

By Email: rm-attcustomercare@att.com 
0 By accessing Website: www.att.com/relav and filling out an E-feedback form 

AT&T provides excellent customer service to all relay callers. TRS customer contacts are 
answered quickly and efficiently by a knowledgeable representative sensitive to resolving 
the issue. In fact, our internal response times show the majority of contacts are resolved 
within 24 hrs! 

Responses will mirror a customer's mode of communication (i.e. If the customer contacts 
us via TTY, we respond to them via TTY, etc.) unless the customer requests a different 
manner of response. All signed letters of complaint will receive a written response within 
fifteen days as required. 

Here is our process for responding to customer requests: 

FLORIDA RELAY USER REQUESTS SUPERVISOR DURING A 
RELAY CALL 

AT&T Relay Center Service Supervisor Response 

1. Document the customer's comments in full on the Customer 
Contact form. 

2. Consider the complaint from the customer's point of view. 
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FLORIDA RELAY USER REQUESTS SUPERVISOR DURING A 
RELAY CALL 

3. Resolve the criticism, issue, or problem as quickly and 
satisfactorily as possible. 

4. Escalate the complaint to the Relay Center Management Team 
and to the Relay Customer Care Live Team. 

5. Center Manager will address any training or coaching issue, take 
appropriate action as required. 

Most of our relay customer contacts are handled within the Relay Center 

as indicated above. The Center documents the contact and sends it to the Relay Customer 
Care Live Team, who documents the information in the Relay database. 

If a relay user in Florida chooses to call the AT&T Relay Customer Care Live desk 
directly, the process is similar and is handled as follows: 

FLORIDA RELAY USER CALLS DIRECTLY TO RELAY 
CUSTOMER CARE LIVE SERVICE TEAM 

Relay Customer Care Live Team Response: 

1. Document the customer’s comments with as much detail as 
possible, requesting name, address and contact information. 

2. Respond to the contact - providing information as requested, or 
escalating as required. 

3. Provide response to customer after investigation is concluded. 

4. Document investigation, and resolution. 

5. Follow up with the customer as requested; provide written 
response to ensure satisfaction and closure of contact. 

6. Enter contact into AT&T’s database - Commendation Inquiry & 
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FLORIDA RELAY USER CALLS DIRECTLY TO RELAY 
CUSTOMER CARE LlVE SERVICE TEAM 

I I Complaint System - for appropriate tracking and reporting purposes. 

AT&T’s Customer Care Live team works to resolve each contact as soon as possible, 
often being able to provide immediate resolution. Most contacts with customers are 
resolved within twenty-four hours. Written responses are provided upon request, with 
most responses provided in the modality used to contact us. 

We can provide each customer case record to you daily if wanted. These case records 
from the database can easily be sent to you via email for your convenience. 

RELAY CUSTOMER CONTACT DATABASE: AT&T has a special database which 
stores every customer contact received by the Relay Customer Care Team. Our database, 
the Commendation, Inquiry & Complaint System (CICS) houses all contacts received 
from customers during a given month, enabling us to provide detailed monthly 
summaries to you regarding contacts received from relay customers in Florida. The 
database captures all elements required by Florida Relay. This will help you gauge how 
well AT&T Relay is providing relay to the constituents of Florida. This database also 
assists us in preparing the FCC’s TRS Annual Consumer Complaints Summary log each 
year. We are happy to provide you with examples of the CICS case documentation, and 
monthly reports we use elsewhere. AT&T Relay will partner with you to provide 
contact report summaries in the format you require. 

INFORMATION RETENTION: We will retain all customer contact information from 
Florida for the life of the contract, and for a minimum of twelve months upon expiration 
of the contract. 

COMPLIANCE WITH FCC COMPLAINT REPORTING: AT&T’s procedures for 
resolving customer complaints are in full compliance with the FCC’s complaint reporting 
and resolution process as described in sections 64.604(~)(1), (2), and (6) of Part 64, 
Subpart F of Title 47 of the Code of Federal Regulations. AT&T will comply with future 
FCC amendments. As required by FCC guidelines, AT&T will distribute information 
about the Commission and FCC’s complaint process in all brochures, websites and other 
materials. 
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A complaint log compliant with the FCC reporting requirements shall be provided to the 
FPSC’s contract manager in a timely manner for filing with the FCC. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has a dedicated Customer Care team focused on serving customer needs 24/7/365. 
We handle several thousand contacts each year, with the majority of our communication 
focused on basic inquires about relay, inquiries about state services, explanations of 
different equipment and services. For many customers, our Customer Care team provides 
their first learning about relay. The smallest percentage of contacts involves (less than 
1%) involves complaints, a fact in which we take great pride. We are here to support the 
relay customers of Florida, and will provide a caring environment to assist them during a 
transition to a new provider. 

AT&T Relay always takes customer comments - questions, comments and concerns of 
every kind -very seriously, and provide several ways to access our dedicated customer 
service team, the Relay Customer Care Live team. We welcome feedback and 
suggestions regarding the Relay Services we provide. We know that customer feedback is 
a direct line to product and service enhancement and is responsible for many innovative 
ideas that shape our industry. 

REACH SUPERVISOR DURING A CALL: AT&T’s architecture enables CAS to 
transfer a caller to a supervisor while still on line during a relay call. There is no need for 
a caller to drop the line and dial back in to reach a supervisor. This feature ensures that 
customers wishing to file a complaint are directly connected with a supervisor. When the 
customer has completed their conversation with the supervisor, the supervisor can send 
the call back out to a CA for additional relay calls if requested. 

DEDICATED RELAY CUSTOMER CARE LIVE TEAM: AT&T’s Customer Care 
Team is comprised of highly-trained CAS who staff the Customer Service desk. These 
CAS have participated in all Relay training inclusive of Speech-To-Speech call 
processing, VCO, HCO, and all other call types. They have CA work stations available 
for using these communication modes when required to assist a caller trying to reach our 
Customer Service Team. Our Customer Care Team is adept in fielding all types of 
inquiries and is knowledgeable in a wide range of topics related to Relay Services. 

AT&T has an established process for receiving and responding to customer complaints, 
inquiries and comments. 

December 22,201 1 Page 209 

at&t 



AT&T Response to RFP No. 770013-TP 

3 
MULTIPLE WAYS TO ACCESS CUSTOMER CARE TEAM: AT&T Customer 
Care for the TRS contract will be available to both English and Spanish-speaking 
customers. We provide 24-hour availability to respond to callers on a timely basis. 
Customers can contact an AT&T TRS Customer Service Representative in any of the 
following ways: 

TOLL FREE NUMBER: By dialing our designated Voice Customer Service 
Line at 1-800-682-8706 

0 

0 By Fax: 1-800-288-2184 

By Email: rm-attcustomercare@,att.com 

By accessing Website: www.att.com/relav and filling out an E-feedback form 

AT&T provides excellent customer service to all relay callers. TRS customer contacts are 
answered quickly and efficiently by a knowledgeable representative sensitive to resolving 
the issue. In fact, our internal response times show the majority of contacts are resolved 
within 24 hrs! 

Responses will mirror a customer’s mode of communication (i.e. If the customer contacts 
us via TTY, we respond to them via TTY, etc.) unless the customer requests a different 
manner of response. All signed letters of complaint will receive a written response within 
fifteen days as required. 

Here is our process for responding to customer requests: 

FLORIDA RELAY USER REQUESTS SUPERVISOR DURING A 
RELAY CALL 

AT&T Relay Center Service Supervisor Response 

1. Document the customer’s comments in full on the Customer 
Contact form. 

2. Consider the complaint from the customer’s point of view. 

3. Resolve the criticism, issue, or problem as quickly and 
satisfactorily as possible. 
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FLORIDA RELAY USER REQUESTS SUPERVISOR DURING A 
RELAY CALL 

4. Escalate the complaint to the Relay Center Management Team 
and to the Relay Customer Care Live Team. 

5. Center Manager will address any training or coaching issue, take 
appropriate action as required. 

Most of our relay customer contacts are handled within the Relay Center 

as indicated above. The Center documents the contact and sends it to the Relay Customer 
Care Live Team, who documents the information in the Relay database. 

If a relay user in Florida chooses to call the AT&T Relay Customer Care Live desk 
directly, the process is similar and is handled as follows: 

~~ ~ 

FLORIDA RELAY USER CALLS DIRECTLY TO RELAY 
CUSTOMER CARE LIVE SERVICE TEAM 

Relay Customer Care Live Team Response: 

1. Document the customer's comments with as much detail as 
possible, requesting name, address and contact information. 

2. Respond to the contact - providing information as requested, or 
escalating as required. 

3. Provide response to customer after investigation is concluded. 

4. Document investigation, and resolution. 

5. Follow up with the customer as requested; provide written 
response to ensure satisfaction and closure of contact. 

6. Enter contact into AT&T's database - Commendation Inquiry & 
Complaint System - for appropriate tracking and reporting purposes. 
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AT&T’s Customer Care Live team works to resolve each contact as soon as possible, 
often being able to provide immediate resolution. Most contacts with customers are 
resolved within twenty-four hours. Written responses are provided upon request, with 
most responses provided in the modality used to contact us. 

We can provide each customer case record to you daily if wanted. These case records 
from the database can easily be sent to you via email for your convenience. 

RELAY CUSTOMER CONTACT DATABASE: AT&T has a special database which 
stores every customer contact received by the Relay Customer Care Team. Our database, 
the Commendation, Inquiry & Complaint System (CICS) houses all contacts received 
from customers during a given month, enabling us to provide detailed monthly 
summaries to you regarding contacts received from relay customers in Florida. The 
database captures all elements required by Florida Relay. This will help you gauge how 
well AT&T Relay is providing relay to the constituents of Florida. This database also 
assists us in preparing the FCC’s TRS Annual Consumer Complaints Summary log each 
year. We are happy to provide you with examples of the CICS case documentation, and 
monthly reports we use elsewhere. AT&T Relay will partner with you to provide 
contact report summaries in the format you require. 

INFORMATION RETENTION: We will retain all customer contact information from 
Florida for the life of the contract, and for a minimum of twelve months upon expiration 
of the contract. 

3 

COMPLIANCE WITH FCC COMPLAINT REPORTING: AT&T’s procedures for 
resolving customer complaints are in full compliance with the FCC’s complaint reporting 
and resolution process as described in sections 64.604(~)(1), (2), and (6) of Part 64, 
Subpart F of Title 47 of the Code of Federal Regulations. AT&T will comply with future 
FCC amendments. As required by FCC guidelines, AT&T will distribute information 
about the Commission and FCC’s complaint process in all brochures, websites and other 
materials. 

A complaint log compliant with the FCC reporting requir 
contract manager in a timely manner for filing with the FCC. 

I1 be provided to the 

AT&T Response: 

AT&T has read and meets this requirement. 

3 
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We will maintain a log of consumer complaints, including all complaints about TRS in 
the State, whether filed with AT&T or the State; we'll retain the log until the next 
application for certification is granted. 

To comply with FCC regulations and to improve our performance, we maintain a central 
database with all customer contact information. We document every customer contact 
with a Supervisor or CA and enter it in the database. We distribute customer contact 
reports to appropriate parties within 24 hours. Appropriate parties may include Account 
Managers, Center Managers, network support, and state or district agencies. We use data 
gathered in this central database as the basis for the formation of the annual complaint 
logs required by FCC regulations. 

Below please find two examples of monthly State reports that AT&T will submit to the 
State. You will see that both reports provide CA commendations, complaints, and 
inquiries. 
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***SAMPLE* ** 
FLORIDA RELAY SERVICE 

Customer Contact Report 
(January 2011) 

I. Commendations Voice TTY Total 

CNOPR Related 2 3 5 

Relay/OSD Related 

Other 

I Total Commendations 

I 11. Complaints I Voice I TTY 1 Total 

I I I. Inquiries/Comments Voice TTY Total 

General Information 1 

Outreach/Marketing 

3 

3 
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Explain Relay 4 1 5 

TTY Distrib/Purchase 2 2 

LEC Service 1 1 

Billing/Rate 

Computer Settings 

Technical Related 

Other 3 1 4 

Total Inauiries/Comments 11 2 13 

Grand Total 13 I 1 8  
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***SAMPLE* * * 

Florida Relay Service 

January, 2011 

Commendations 

Voice January 3,201 1 

The customer commended the CA for being helpful. 

Category: CNOPR Related 

TTY January 6,2011 

The customer commended the CA for hidher efficiency. 

Category: CNOPR Related 

TTY January 7,2011 

The customer commended the CA for hidher efficiency. 

Category: CNOPR Related 

TTY January 20,2011 

The customer commended the CA for being patient. 

Category: CA/OPR Related 

Voice January 24,2011 

The customer commended the CA for hidher efficiency. 

Category: CNOPR Related 
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I 1.1 

Complaints 

InquiriesKomments 

Voice January 4,201 1 

The caller asked where or how to obtain a TDD/TTY. 

Category: TTY Distrib/Purchase 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Referred the caller to the Department for the Deaf and Hard of Hearing. 

Contact Closed: January 4,20 1 1 

TTY January 7,2011 

The customer wanted to update hidher profile. 

Category: Other 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Updated the customer's profile. 

Contact Closed: January 7,201 1 

Voice January 10,2011 

The caller requested information about Verizon. 

Category: Other 

Escalation: Received by the National Customer Care Center and handled by the same. 

Resolution: Provided contact information for Verizon. 

Contact Closed: January 10,201 1 

December 22,201 1 Page 21 7 
' atat 



AT&TResponse to RFP No. 110013-TP 

Voice January 10,2011 

The caller asked where or how to obtain a TDD/TTY. 

Category: TTY Distrib/Purchase 

Escalation: Received by the National Customer Care Center and handled by the same. 

Resolution: Referred the caller to the Department for the Deaf and Hard of Hearing. 

Contact Closed: January 10,20 1 1 

Voice January 11,201 1 

The caller requested information on the relay service. 

Category: Explain Relay 

Escalation: Received by the National Customer Care Center and handled by the same. 

Resolution: Explained relay. 

Contact Closed: January 1 1,20 1 1 

Voice January 15,2011 

The caller requested the telephone number for Directory Assistance. 

Category: General Information 

Escalation: Received by the National Customer Care Center and handled by the same. 

Resolution: Provided caller with requested telephone number. 

Contact Closed: January 15,20 1 1 

Voice January 16,2011 

The caller does not want any relay calls placed to hidher number. 

Category: LEC Service 
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Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Explained relay and FCC regulations - Referred caller to the LEC. 

Contact Closed: January 16,201 1 

Voice January 19,2011 

The caller asked how to place a relay call. 

Category: Explain Relay 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Explained relay. 

Contact Closed: January 19,201 1 

TTY January 20,2011 

The customer requested information about relay. 

Category: Explain Relay 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Explained relay. 

Contact Closed: January 20,20 1 1 

Voice January 20,2011 

The customer requested assistance with hidher TTY/TDD. 

Category: Other 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Referred the caller to the Department for the Deaf and Hard of Hearing. 

Contact Closed: January 20,201 1 
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Voice January 24,2011 

The caller requested information on the relay service. 

Category: Explain Relay 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Explained relay.- Referred the caller to the Department for the Deaf and 
Hard of Hearing. 

Contact Closed: January 24,201 1 

Voice January 26,2011 

The customer requested assistance with hidher TTY/TDD equipment. 

Category: Other 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: Referred the caller to the Department for the Deaf and Hard of Hearing. 

Contact Closed: January 31,201 1 

Voice January 31,2011 

The caller requested information on the relay service. 

Category: Explain Relay 

Escalation: Received by the Florida Relay Center and handled by the same. 

Resolution: 

Contact Closed: 
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41. Charges for Incoming Calls 

The provider shall make no charge to the users for making calls (incoming) to the relay 
service. 

AT&T Respanse: 

AT&T has read and meets this requirement. 

We do not charge users for making incoming calls to the relay service. 

Please see checklist. 

42. Billing Arrangements 

The provider shall bill for charges for collect calls, per n-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. 

AT&T Response: 

AT&T has read and meets this requirement. 

Relay callers will be able to place toll, long distance and international calls using direct 
bill (i.e., sent paid) or alternative billing arrangements that include but are not limited to: 

collect 

0 bill to third number 

calling card 
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commercial credit card (MasterCard, AmEx, Diner’s Club) 

prepaid calling cards 

auto-collect 

Calls to and fiom hotel rooms 

The relay service we provide to our state customers is capable of handling any type of 
call normally provided by telecommunications carriers with the exception of Coin Sent 
Paid calls which the Federal Communications Commission has deemed as “not 
technologically feasible” and, as a result, has provided an indefinite waiver for this type 
of call. We process calls from coin paid phones by allowing all local calls to be 
completed with no charge. 

AT&T will accept any non-proprietary LEC calling card for billing. We also accept other 
IXC’s calling cards through our Carrier of Choice platform or by completing the call 
through the carrier’s toll free number provided by the customer. 

The AT&T relay platform was engineered to automatically capture more than 100 pieces 
of information for every relay call that is processed. AT&T will create a virtual call 
record for each relay-assisted call and creates an Exchange Message Interface (EMI) 
record as described in Bellcore Publication SRISD 000320. The EM1 prepared by AT&T 
meets all industry standards. The EM1 record is then transmitted to the appropriate 
billing contractor or LEC via existing electronic transmission procedures so that callers 
can be billed in accordance to their existing calling plans. The billing function for relay 
is all done in house and is not sub-contracted or outsourced. 

The following is a sample bill format: 

J 

d 

3 
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Msy 1,200X 

XYZ TELEPHONE COMPANY 

XXX-555-1212-123 

AT&T DETAIL OF ITFAIIZED CALLS 

NO. DATE TIME P U C E  AREA-NUMBER 

1 APRl  1015AM TOVIAREJAY MD MI-XXX-XXXX 

2 APRl  223F'M TOATfANTA NJ 404-XxX-xxxX 

3 APRS 947PM TOVIARELAY MT 406-xxX-XXXX 

4 APR9 1034PM TOORLAND0 €L 305-XXX-XxXX 

1 APRl  1015AM TOVIARELAY NJ 2 0 1 - x x X - ~  
FRWASMNGTON DC 202-XXX-XXXX 

2 APR12 444- TOBROOIUYW NY 718-XXX-XXXX 
F R A N m w N  DC 202-XXX-XXXX 

KEY *-RkTE APPLIED: 
D -DAY E -EVENING 
N -NIGHT/WKEND DC -DAY CALL CARD 
EC -EVENING CALL CARD 

AT&T TOTAL ITEMIZED CALL CHARGES 

* M N  

E 

E 

N 

E 

EC 

DC 

15 

5 

5 

5 

8 

18 

Page X 

AMT 

x xx 
x xx 
x xx 
x xx 

x xx 

xxx 
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AT&T has an established process for receiving and responding to customer complaints, 
inquiries and comments. 

AT&T Customer Care for the TRS contract will be available to both English and 
Spanish-speaking customers. We will host 24-hour availability to respond to callers on a 
timely basis. Customers can contact an AT&T TRS Customer Service Representative in 
any of the following ways: 

By requesting a Supervisor while on a TRS Relay Call 

By dialing our designated TTY Customer Service Line at 1-800-682-8786 

0 By Fax: 1-800-288-2184 

By dialing our designated Voice Customer Service Line at 1-800-682-8706 

By Email: rm-attcustomercare@,att.com 

0 By accessing Website: www.att.com/relav and filling out an E-feedback form 

When AT&T Relay Customer Care receives an inquiry about an erroneous bill, the bill is 
reviewed to determine if the charges were incurred through the Relay Service or through 
standard telephone services. If it is determined the charges were the result of the 
incorrect billing of a Relay Call, steps are taken to initiate a customer credit. If it is 
determined the charges were for calls not processed through the Relay Service, the 
customer is provided contact information to inquirehequest a credit to their account. 

43. End U s e r  B i l l i n g  for I n t r a s t a t e  C a l l s  

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 S O  percent of the provider’s rate for 
non-relay calls. An additional 10 percent discount (60 percent total discount) shall apply 
to calls to or fi-om the dual-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. 

AT&T Response: 

3 

AT&T has read and exceeds this requirement. 
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If we’re selected as a relay provider for Florida, we’ll happily provide intrastate long 
distance rates and interstate rates for relay calls that are lower than those currently 
offered by any other provider. The TRS Rate Plan that AT&T would adopt allows any 
relay caller (hearing or TTY) to enjoy a flat rate of $0.07 per minute for any long 
distance call whether the caller subscribes to AT&T or not. Customers not subscribed 
to AT&T would not be assessed casual user fees or any additional fees to place relay calls 
through AT&T. AT&T subscribers with optional calling plans would be billed according 
to their plans (i.e. Unlimited users would not be billed for any calls). If a caller is a 
subscriber to an AT&T calling plan, then the rates in effect for that plan will take 
precedence. 

This low flat rate will be enjoyed by all Relay users, including dual-sensory 
impaired. 

The Florida Relay user will only be billed for conversation time (which does not include 
call set-up time, time between calls, and wrap-up time) on long distance calls. 

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 five hours of usage per month, the bidder should explain how a subscriber to that 
service would be billed for any relay calls made during the month. 

AT&T has read and exceeds this requirement. 

Florida Relay users will be able to enjoy a single flat rate of $0.07 per minute without 
having to meet any minimum call or usage threshold. 

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.). 

AT&T Response: 

AT&T has read and meets this requirement. 

December 22,201 1 Page 225 

at&t 



AT&T Response to RFP No. 710013-TP 

AT&T Relay does not charge users for local or non-toll call. 

Our system generates automatic billing records which are sent to the appropriate LEC. If 
a relay caller has a specific calling plan or directory assistance package, the LEC will 
identify that and bill appropriately after receiving the billing record. AT&T creates 
appropriate billing records and electronically sends them to a customer’s Carrier of 
Choice for appropriate billing. 

This type of billing allows customers who participate in extended community coverage 
plans, optional calling plans, or any other specific call-type plans to be billed according to 
their plan details. 

AT&T subscribers with optional calling plans would be billed according to their plans 
(i.e. unlimited users would not be billed for any calls). If a caller is a subscriber to an 
AT&T calling plan, then the rates in effect for that plan will take precedence. Customers 
not subscribed to AT&T would not be assessed casual user fees or any additional fees to 
place relay calls through AT&T. 

i-y billing information and turn 
billing information over to the end 
company can bill for re1 
approach is taken, the p 
in an industry standard 
correctly format the billing information so that the 1 

pany so that the end user’s local 
f this alternative 

the provider shall incur whateve 
1 company can bill the calls. 

AT&T has read and meets this requirement. 

We comply with all LEC calling plans and we don’t charge a customer more for placing a 
call through Relay than if they had placed a non-Relay call. 

bill calls and the oiitract manager whenever it 

AT&T Response: 

AT&T has read and meets this requirement. 
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The AT&T relay platform was engineered to automatically capture more than 100 pieces 
of information for every relay call that is processed. AT&T will create a virtual call 
record for each relay-assisted call and creates an Exchange Message Interface (EMI) 
record as described in Bellcore Publication SRISD 000320. The EM1 prepared by AT&T 
meets all industry standards. The EM1 record is then transmitted to the appropriate billing 
contractor or LEC via existing electronic transmission procedures so that callers can be 
billed in accordance to their existing calling plans. The billing function for relay is all 
done in house and is not sub-contracted or outsourced. 

We will notify the contract manager in advance should there be any changes to our 
current billing methodologies. 

44. Relaying Interstate and International Ca l l s  

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

Florida Relay users 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 the state. 

The state is not invoiced for any minutes associated with relaying interstate or 
international calls. We will report the total interstate minutes-of-use and all interstate and 
international calls will be billed to the Interstate TRS Fund, and will not be billed to the 
State. 

AT&T will report total interstate minutes-of-use for CapTel service and bill to the 
Interstate TRS Fund and not bill the State. 

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 
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interstate and int 
any discounts or additional charges will apply to interstate and international relay calls. 

ational calls will compare to the rate for lion-relay calls and whether 

AT&T has read and meets this requirement. 

If we're selected as a relay provider for Florida, we'll happily provide interstate rates for 
relay calls that are lower than those currently offered by any other provider. The TRS 
Rate Plan that AT&T will implement allows any relay caller (hearing or TTY) to enjoy a 
flat rate of $0.07 per minute for any long distance call whether the caller subscribes 
to AT&T or not. Customers not subscribed to AT&T would not be assessed casual user 
fees or any additional fees to place relay calls through AT&T. AT&T subscribers with 
optional calling plans would be billed according to their plans (i.e. Unlimited users would 
not be billed for any calls). If a caller is a subscriber to an AT&T calling plan, then the 
rates in effect for that plan will take precedence. 

The low $0.07 per minute rate would apply for both traditional relay calls and captioned 
telephone service calls completed through AT&T. 

International calls are billed at the same rate as non-relay users. There are no additional 
charges or fees assessed on callers who place international calls. We bill Relay users in 
the same way as hearing customers who place calls without using Relay. 

We bill Relay users in the same way as hearing customers who place calls without using 
Relay. 

45. End User Selection of Carrier 

The provider shall allow a caller to select an available interexchange conipany other than 
the provider for completion of toll calls and billing purposes. The provider must meet 
current and subsequent requirements of the Network Interconnection lnteroperability 
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. 

AT&T Response: 

AT&T has read and exceeds this requirement. 
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I 

AT&T has been the providing carrier of choice since July 26, 1993 and was one of the 
original carriers who worked on the industry solution for providing carrier of choice for 
TRS calls. 

Other providers may erroneously claim to have been the only Interexchange Carrier 
(IXC) and Relay provider who had fully implemented Carrier-of-Choice (COC) 
functionally by the FCC-mandated date. 

AT&T helped develop the COC solution and fully complied by the mandated date. 

Relay callers who place a toll, interLATA, or interstate call and have not designated a 
particular carrier for their call will have their call defaulted to AT&T. If the caller 
requests a list of available carriers for billing of the call, we will provide a list. 

Callers may request that a specific carrier be used as long as the carrier is a participant in 
the industry’s standard solution for carrier of choice calls. Upon receiving a request to 
use another carrier, the CA selects the caller’s choice from an available menu and then 
hits the call completion keys, enabling the call to be carried and billed by the requested 
carrier’s network. The AT&T Relay platform automatically routes the call to a LEC 
access tandem, which forwards the call directly to the chosen carrier’s network along 
with billing information over a special Feature Group D type circuit. The chosen carrier’s 
network completes the call and creates a billing record. When the call is connected to the 
called party, the end-user billing timer starts and the CA begins to relay the conversation. 

AT&T will work with all the registered carriers in Florida to become industry 
participants for carrier of choice. This will be accomplished through: 

Educating carriers on the FCC Order 

Frequent and ongoing contacts (e.g. via phone, email, letter) 

0 Providing a collaborative effort and technical support, as needed 

The diagram below depicts AT&Ts Carrier of Choice platform. 
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TRS - Carrier of Choice Outgoing Architecture 

CO-LOCATED 
800 Number 

IXC'S .-____l 

MW m- -4 TEL 

E 

REMOTE 

IXC'S -- 

800 Number CO-LOCATED 

- IXC'S 

3 

3 
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Following is a list of providers that currently' participate on the AT&T Carrier of Choice 
(COC) platform and may be available for Florida Relay users' 

Adelphia 

Adelphia Business Solutions Allegiance 

Alliance 

Alliance Group Services 

AmeriVision Communications 

AT&T 

BellSouth 

Broadwing Communications 

Business Telecom 

Choice 5 Talk 

Citizen Communication 

Close Call America 
Clearchoice5 

Comcast 

COMTECH 21 

Core Communications 

Cox Residential 

Cox Business 

Eastern Telecommunications 

Easton Telecom Services 

Excel Telecommunications 

Excel- 10 10 

Frontier 

Global Crossing 

'List is current as of March 3 1.201 1 

LDDS 

LDMS Systems 

LightYear 

Matrix Telecom 

MCI 

Mcleod USA 

Metromedia 

Network 
North American Telephone 

One Call Communications 

Open Band 

Opex Communications Clear 

Phone Tel Technologies 

Primus Telecommunications 

Qwest 

SBC (Maine excepted) 

Sprint 

Talk America 

Telecom 

Telecom Management 

Touch 1 Communications 

Vartec 

Verizon 

VSSI 

Participation of Carriers in Florida is dependent on whether carrier is authorized to provide service in 
Florida and connectivity to the AT&T Access Tandem in the state. 
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Hardy Tel 

I-Link Communications 

Incomnet Communications 

LD Wholesale 

WilTel 

Worldwide Network Services 

W orldXchg 

Zone Telecom 

Z-Tel 

We meet current and subsequent requirements of the Network Interconnection 
Interoperability Forum for handling end user requests for a carrier other than the 
provider. We will provide updates to the FPSC should the NIIF be revised. 

Please see Appendix 2 for a copy of the current NIIF Standard. 

46. R e c i p i e n t  of Toll R e v e n u e s  

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 telecomniunications provider. 

AT&T Response: 

AT&T has read, understands, and will comply. 

Please see checklist. 

47. Long D i s t a n c e  C a l l  B i l l i n g  

Operator handled calls shall be carefully supervised and d 
check of the timing be made at least once each 
ensure that the cloc hronized and that the time i 

. Bidders shall s 
d documenting long distance and toll calls 

contain, at a minimum, the following information: 

a. Telephone number or credit card number to be billed (NPA- fix-line number) 

3 

3 
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I e 

3. Originating and terminating telephone number (NPA-prefix-line number) 

;. Originating and terminating exchange name 

d. Date 

e. Start time 

T. Call duration to the full second (the time in between start time and end time) 

4T&T Response: 

AT&T has read and meets this requirement. 

In Relay Services, all CAPS and SNAP SCUs are synchronized once per 24-hour period 
at 3:45 am ET. SNAP queries a master AT&T time server in Denver, CO. 

Based on years of watching the drift associated with the various servers and PCs, the 
daily correction during sync is typically +/- 2 seconds. 

CAS are closely supervised by center management staff. Our CAS are able to see the 
correct time on their terminal at all times. The billing timer for a relay call automatically 
begins when the forward number is answered. The timing of a relay call, for billing 
purposes, stops immediately when either line-1 or line-2 disconnects. Manual CA 
intervention to startktop the billing timer is only required on collect or person to person 
calls. AT&T's timers are accurate and are synchronized with our overall network clocks. 

The AT&T relay platform was engineered to automatically capture more than 100 pieces 
of information for every relay call that is processed. AT&T will create a virtual call 
record for each relay-assisted call and creates an Exchange Message Interface (EMI) 
record as described in Bellcore Publication SRISD 000320. The EM1 prepared by AT&T 
meets all industry standards. The EM1 record is then transmitted to the appropriate 
billing contractor or LEC via existing electronic transmission procedures so that callers 
can be billed in accordance to their existing calling plans. The billing function for relay is 
all done in house and is not sub-contracted or outsourced. 

Our billing records include, at a minimum, the following information: 

0 

0 

0 

Telephone number or credit card number to be billed (NPA-prefix-line number) 

Originating and terminating telephone number (NPA-prefix-line number) 

Originating and terminating exchange name 
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Date 

Start time 

0 Call duration to the full second (the time in between start time and end time) 

e calls billed to sub gically and reflect the 

AT&T Response: 

AT&T has read and meets this requirement. 

Long distance calls are listed chronologically, reflecting the connect time based on the 
appropriate time zone. 

In Relay Services, all CAPS and SNAP SCUs are synchronized once per 24-hour period 
at 3:45 am ET. SNAP queries a master AT&T time server in Denver, CO. 

Based on years of watching the drift associated with the various servers and PCs, the 
daily correction during sync is typically +/- 2 seconds. 

AT&T will create a virtual call record for each relay-assisted call and creates an 
Exchange Message Interface (EMI) record as described in Bellcore Publication SRISD 
000320. The EM1 prepared by AT&T meets all industry standards. The EM1 record is 
then transmitted to the appropriate billing contractor or LEC via existing electronic 
transmission procedures so that callers can be billed in accordance to their existing 
calling plans. 

The billing function for relay is all done in house and is not sub-contracted or outsourced. 

48. Special Needs 

The provider is not required to provide S 
will be given for additional evaluation points for prop 

a1 Needs services. How 

3 

3 
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services (beyond any other services for basic relay described elsewhere in their RFP) as a 
part of the basic relay service. 

AT&T Response: 

AT&T has read and understands. 

Please see our response below. 

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 from using basic relay service. Special Needs includes: (1 ) physical limitations, 
either temporary or permanent, which preclude use of a TDD with or without adaptations 
for persons with manual dexterity limitations (e.&., paralysis, severe arthritis, broken 
fingers) and (2) markedly limited ability either to read or write English or Spanish which 
precludes the user from being able to use the relay service. (It  should be understood that 
relay service does not include translation from one language to another for the Special 
Needs population or for any other consumers). Special Needs does not include: ( 1 ) 
unavailability of telephone service at the caller's home or business, (2) inability to 
communicate in either English or Spanish (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). 

AT&T Response: 

AT&T has read and understands. 

AT&T has integrated accessibility into its activities, 
from product development, human resources and 
talent retention to recruitment, marketing and 
customer service. AT&T's achievements result 
from a combination of factors-a rich history of 
developing products for persons with disabilities 
that dates back to our founder, Alexander Graham 
Bell, a commitment to Universal Design, and a 
desire to involve persons with disabilities in these 
internal processes. 

Human Factors Group 

Alexander Graham Bell - An 
Accessibility Pioneer 

Alexander Graham Bell, the inventor of 
the telephone and the founder of the 
company that would become AT&T, was 
a teacher of deaf people. His father, 
grandfather and brother all studied 
elocution and speech, and both his mother 
and his wife were deaf. All of this exerted 
a profound influence on Bell. In fact, 
Bell's invention of the telephone in 1876 
- P X . ~  nwt nf hie effnvtc tn ,ie.relnn the fivct 
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AT&T has established a “Human Factors Group” to test many of the company’s designs 
in order to evaluate the accessibility and usability of products and services. When 
appropriate, the team invites aging adults and persons with disabilities to take part in 
these studies. AT&T professionals have experience with accessibility issues and 
frequently participate in local accessible technology groups. 

AT&T does not develop or manufacture customer equipment such as handsets, although 
it does resell products from third-party vendors. Nevertheless, we are committed to 
offering a range of equipment operating on our network that is accessible and usable to 
customers both with and without disabilities. Besides applying accessibility rules 
embedded in its own product development processes, AT&T collaborates with handset 
manufacturers and third-party accessibility, aging, technology and disability 
organizations to collect input on optimum accessibility specifications. 

The Human Factors Group conducts customer research, analysis, design and usability 
testing to help develop products and services that are accessible, useful and usable for 
customers with and without disabilities. Most of that research is conducted in the Human 
Factors Labs, located in Austin, Texas, and Atlanta, Georgia. 

Universal Design 

“Universal Design” is at the center of AT&T’s strategy 
to ensure that new communications products and 
services are accessible to and usable by customers with 
disabilities. Universal Design is the practice of 
designing products, services and applications that are 
usable by the broadest possible range of consumers in 
the widest possible array of circumstances, including 
when physical, cognitive or sensory access to the 
handset or device is limited. Whether the limitation is 
short-term or long-term or related to vision, hearing, 
speech, cognition or dexterity, mobile products and 
applications need to be designed to enhance 
accessibility and usability. 

While Universal Design methodologies provide a solid 
foundation for the company’s product and services 
accessibility efforts, its culture of inclusion and 
management processes involving persons with 
disabilities deserves much credit for its 
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accomplishments. Three processes help the company stay focused on accessibility and 
aware of accessibility challenges and opportunities: 

The AT&T Advisory Panel on Access & Aging (AAPAA) 

The Citizenship & Sustainability Expert Team-Access and Aging 

Developing an employee base that includes persons with disabilities 

Each is a unique source of continuous innovations and refinements to serve customers 
and employees with disabilities. 

AT&T Advisory Panel on Access & Aging (AAPAA) 

AT&T's Advisory Panel on Access & Aging (AAPAA) meets three times a year with key 
decision makers from the our major business divisions and provides recommendations on 
issues impacting customers and employees: emerging accessible and usable technologies, 
current products and services, customer service, strategic marketing and employment 
issues. 

A recent example of this collaboration resulted in the development of a stylus to be 
utilized by customers for capacitive touch-screen devices in 2010. AAPAA members 
provided feedback on the rise of the smart phone market with touch-screen devices and 
how these products impact customers with disabilities. Within a few months, we were 
able to source a stylus to be utilized on all capacitive touch-screen devices and have it on 
the market at a competitive price. In fact, AT&T introduced the stylus at the next 
AAPAA meeting in the summer of 2010. 

The Stylus suggested by the AAPAA 

Citizenship & Sustainability Expert Team Access and Aging 

AT&T strives to keep all members of the communities that it serves connected with their 
world, including those who have communications difficulties and disabilities. Through 
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our Citizenship & Sustainability Expert Team on Access and Aging, the we bring 
together constituents who drive the most important accessibility initiatives. Corporate 
sustainability is woven into the fabric of the way we do business. Our view of 
sustainability is broad. It includes environmental stewardship, as well as encompasses a 
wide variety of issues the company believes are integral to be a good corporate citizen - 
fostering an inclusive workplace and offering customers with disabilities products and 
services that support them to live more sustainable and independent lives. 

AT&T’s Mobile Accessibility and Assistive Technologies at a Glance 

As mobile devices and services expanded, AT&T systematically developed and 
introduced accessibility and assistive features in cooperation with a variety of third 
parties. Key features which significantly enhanced the usability of mobile phones by 
persons with disabilities and aging adults include: 

Audible prompts to assist persons with low vision. AT&T was the first major 
wireless carrier to offer screen-reading software, which makes handsets accessible 
to persons who are blind via voice output. This software reads basic handset 
functions aloud, such as battery life and network strength, as well as Caller ID, 
the calendar, text messages and e-mail. 

Voice input and voice output for many of the handset functions such as key echo 
or dialing from a contact list, or for handsets that speak aloud each dialed number. 

Mobile Speak by Code Factory allows a user to have access to all elements of a 
mobile phone screen and functions and can enable customers with qualifying 
disabilities to read books in a specialized format (such as DAISY) designed for 
persons who are blind or have reading impairments. 

Mobile Magnifier by Code Factory enlarges the font size on the screen of the 
phone. 

Voice command software that allows customers to use verbal commands to dial a 
number or retrieve information such as the date and time. 

TTY-Compatible Phones: AT&T supports phones that are teletypewriter (TTY) 
compatible. The TTY device enables visual communication via a one-line or two- 
line electronic display between two users both equipped with TTY devices. When 
used in combination with a TTY-compatible wireless phone, customers with 
speech or hearing disabilities can stay in touch while on the go. TTY-compatible 
wireless phones have a 2.5mm port that accommodates the 2.5mm audio jack 
connector on the TTY device. 

3 

3 
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Hearing Aid Compatibility: AT&T works closely with handset vendors to 
improve the user experience of customers who have hearing aids. Pursuant to 
FCC guidelines, handsets are tested and rated for Hearing Aid Compatibility 
(HAC). These HAC ratings, or “M-Ratings” and “T-Ratings,” help hearing aid 
users find the best phone for them. 

Customized Services for Persons with Disabilities 

Beyond accessible and assistive solutions offered on handsets, customized services were 
created and marketed to customers with disabilities that meet their specific requirements: 

0 Video Relay Services (VRS) connect individuals with an interpreter who 
translates between American Sign Language (ASL) and spoken English. Users 
can download free VRS videophone software called Video Link. Video Link is 
only available for persons who are deaf or living with a hearing loss and can be 
accessed at www.att.com/vrs An iPhone VRS application is also available in the 
iPhone App Store. 

Instant Message (IM) Relay www.att.com/relay is a text-based solution for 
individuals who are deaf or have a speech or hearing loss and that has been ported 
on many mobile devices. Customers can also use an Internet connection and an 
AOL Instant Messenger (AIM) account. To relay with one-step dialing, users 
send the phone number they are calling via instant message to a screen name 
“ATTRelay.” An AT&T Relay operator calls the phone number and translates the 
text to voice to the other party. There is no charge to use this service, but users 
must register. Aside from using IM relay on personal computers, IM relay is 
accessible on the many mobile platfonns on which AOL is available such as 
iPhone, Android, iPad, Blackberry, and Windows Mobile. Customers can also get 
their own personal 10-digit phone number and people can call them via the IM 
Relay. AT&T is the only provider that provides increased font size on IM 
Relay. 

AT&T 41 1 Info lets users dial 4-1-1 from their wireless phone for live directory 
information, send a text message with the listing and connect at no additional fee. 
AT&T 41 1 Info can also find a business near the user’s location. It also offers 
movie showtimes, turn-by-turn driving directions, reverse lookup and business 
category search, all with access to live operators 24/7. 

Text Accessibility Plans (TAPS) were developed for persons who are deaf or have 
a speech disability and/or hearing loss and who use almost exclusively text 
messages rather than voice calls. Those data plans were designed with input from 
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users via focus groups. Rates are more favorable than those of voice plans with 
similar text usage, and voice calls are charged by the unit if needed. 

AT&T has been providing Operator Services for the Deaf (OSD) since before relay was 
mandated by federal law. OSD is accessible via the nationwide toll free number of 800- 
855-1 155 and allows TTY users the ability to place operator assisted calls (i.e. Collect, 
Bill to Third, CallingKredit Card, Time and Charges, Person to Person) to other TTY 
users. This is not a relay call because other than announcing the call and securing 
acceptance of the billing, the operator is not needed to relay since both parties on the call 
are TTY users. This service is not the same as “Call Release” required under the TRS 
rules which simply requires providers to release a call when on a voice to TTY call (or 
TTY to Voice call), the relay operator is used to by-pass a switchboard or voice 
processing system before allowing the call originator to directly communicate with the 
called party. 

Directory Assistance Exemption Program 

Providing helpful dialing assistance 

AT&T recognizes that directory assistance services can provide helpful dialing assistance 
for customers with significant visual, cognitive, and physical disabilities. That’s why 
we’re pleased to waive the per call charge to AT&T 411 Info for those with 
qualifying disabilities. 

Dial 4-1-1 for listings and more 

AT&T lets you DIAL 4-1-1 from your wireless phone for information on the go. Dial 4- 
1 - 1 to quickly and easily get local and national numbers and addresses. Receive a text 
message with the listing and connect at no additional fee. 4-1-1 Info can utilize your 
location to find a business near you. It also offers movie showtimes, turn-by-turn driving 
directions, reverse lookup, and business category search - all with access to live operators 
24/7. Get the info you need. Dial 4-1-1 today. 

3 

With each call, you can receive up to four requests and we’ll connect you at no additional 
charge. The rate for AT&T 41 1 Info is normally $1.99 per call, plus airtime, roaming, 
and applicable long distance. Additional surcharges may apply when off the AT&T 
wireless network. 

3 
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Who qualifies? 

To learn if they qualify for our Directory Assistance Exemption Program, or to obtain 
application and certification forms by mail, relay users may call the National Center for 
Customers with Disabilities at: 

Voice calls: 1-866-24 1-6568 
TTY calls: 1-866-241-6567 

AT&T Accessibility Resources 

Florida Relay customers may take advantage of our special web site that provides 
Solutions for Customers with Disabilities http://www.att.com/gen/general?pid= 10 190. 
The site includes information on: 

0 Vision Solutions 

0 Hearing Solutions 

Mobility Solutions 

Speech Solutions 

0 Accessible Equipment 

0 Universal Design Policy 

Telecommunications Relay Services 

0 Wireless Accessibility Solutions 
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The following is a screen shot of the home page: 

mar--- 

Solutions for Customers with Disabilities 

u m - m n  
* ~ .,. ,ii 
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The following is a screen shot of our Wireless Disability Resources web site, which 
provides wireless products and services your relay users may benefit from: 

Accessibility Resources 

- I  
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Relay users with Special Needs may use their Relay Choice Profile to establish a range of 
setting to fit their needs. 

The RCP has six different tabs for possible customer use. Those tabs are labeled as: 
1. About Me 
2. Call Settings 
3. Speed Dials 
4. Account Settings 
5. Additional Numbers 
6. Special Needs 

These categories are designed to assist customers in entering the information that they 
need for their relay calls. When a customer chooses to complete and submit their RCP 
online via our website, additional information related to available options of the RCP can 
be obtained by clicking "learn more" located to the right of the option. 

The Special Needs Section 6 provides the following helpful options: 
1. Long hold times requested 
2. Slow reader patience required 
3. Slow talking CA 
4. Mute speech impaired party 
5.  Allow pause of STS CA 
6. Tell who is calling 
7. Confirm calling preferences 
8. Retain inbound information 
9. Visually Assisted STS 
10. Voice augmentation Aid 
1 1 .  Special Communication device 

Specialized Fields Include: 

Long Hold Times Requested - If you want to inform the CA you would like long 
holding times, select "Yesr'. If you don't require long holding times, select "No". 

Slow Talking CA - If you would like the CA to speak slowly, please select "Yes". 
Otherwise, select "NO" and the CA will speak at her regular pace. 
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Mute Speech-Impaired Party -If you are a Speech-to-Speech user, you can specify 
whether you want the CA to mute your voice to the other party. If you would like your 
voice muted, select "Yes". If you want the other party to hear your voice, select "No". 

Allow Pause of CA Revoicing - Do you want the CA to give either party the option to 
stop or continue re-voicing during the conversation? If so, select yes. If not, select no. 

Tell Who is Calling - If you want the CA to tell the called party you are calling, select 
yes. If you would rather the CA did not inform the called party that you are calling, select 
no. 

Confirm Calling Preferences - As a Speech-to-Speech or Deaf-Blind user, you can have 
the CA confirm your saved special requests before each Relay call is placed. If you 
would like the CA to tell you what you have saved as your call handling preferences, 
select "Yes" for this field. If you do not wish to hear them before each call, select "No". 

Retain Inbound Information - If you will be making one call after another and want to 
retain the same information from call to call, select "Yes" for this. Example: The doctor 
calls you to tell you what medication you need to buy at the pharmacy. The CA retains 
this information and then when you call the pharmacy she can easily ask the pharmacist if 
the required medication is available. This saves you from having to type or voice the 
request again since the CA has already retained the information from the previous call. 

Visually Assisted STS IP Number - If you use some type of visually assisted Speech-to- 
Speech device, please give us its telephone number or the IP address it uses. If you don't 
use any such device, leave the field blank. 

Voice Augmentation Device - If you use any kind of voice augmentation aid, like a 
voice synthesizer, during a Speech-to-Speech call, please tell us what you use by typing it 
in the "Voice Augmentation Aid" field. 

Special Communication Device - If you use any type of special communication device 
and want to inform the CA of that, select one of the options in the pulldown menu. Your 
choices are None, Amplified Handset, Cochlear Implant, Hearing Aid, Large Display 
TTY, Other, PC, and Telebraille 
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Standard First Thoughts - This is the first thing you might always say during all your 
Relay calls. Example: “Hi. This is Steve Hill calling”. 

Additional features include: 

1. 

2. 

3. 

4. 

5 .  

Extensive Speed Dial List - Callers can enter 100 + frequently called 
numbers in their personal speed dial list. 

Find Me Feature - Under Additional Numbers tab of profile, this 
functionality allows our system to electronically select the appropriate 
number to contact a relay user at based on time of day and day of week. 
Individuals can enter their home/work/vacation information in their profile 
and when someone contacts them through our service, our system will 
automatically dial the correct home/work/vacation number regardless of the 
number the caller originally dialed. 

Call By Name Feature - Relay user indicates a call me “name”. Caller tells 
CA the name to call and our sophisticated relay platform automatically 
enters the correct number of the person associated with the call me “name” 
that was entered. This assists relay users who have difficulty speaking and 
might be challenged to give someone their complete telephone number. 

Multi-User Relay Choice Profile (MURCP)- This feature is beneficial 
when more than one relay user resides at a particular telephone number. It 
allows both relay users to set up their own profiles. When dialing through 
relay, they provide a personal 4-digit code number that allows the CA to 
view their specific relay preferences. 

This feature is also used when a relay user dials in from a telephone line 
other than their own. They can provide the CA with their telephone 
number and personal 4-digit code and the CA can pull their relay 
prefences that are indicated on their home or business line. 

Text Pacing - Offered for all relay customers, this feature allows the pace 
of the text transmission to be set to meet the needs of the caller. Pacing can 
be set at various levels including 30,40 or 50 wpm. Customers can indicate 
their preference for slow transmission speed and the pacing will be set. 

3 

3 
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This is particularly beneficial for Deaf/Blind customers but can be used for 
all relay calls. 

Special lnstrudbnr 

3. The third tab in the profile is the Speed Dials Tab: 

to CI 
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This box will expand as a customer enters information and can accommodate 
more than 100 speed dial listings. 

5.The Mv Other Numbers Tab has the followina fields: 
Other Nurnbei 
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The bidder shall describe what steps will be taken to provide telecommunications 
assistance to persons with hearing, speech and dual-sensory impairments who have 
special needs. This description shall include the types of services that would be provided, 
the prices to end users (if any) for those services, how those services would operationally 
be provided, how parties other than the provider would be involved in providing Special 
Needs services and how the provider would assure that those parties would fulfill their 
portion of the service obligation. 

AT&T Response: 

AT&T has read and meets this requirement. 

As part of our outreach and education plans, we will work with all relay users, including 
those with Special Needs, to identify the best solution for their individual needs. Our 
Channel Manager supporting Florida Relay will have the ability to walk users through the 
various communications solutions available and help them reach decisions on what will 
best address their particular need. 

We’ll include information on special resources mentioned above in our collateral we 
develop for Florida, upon approval by the FPSC. 

Prices for certain services or equipment are dependant upon which item the relay user 
may choose. We’ll work with the individual and help them determine which device or 
service best meets their needs and financial circumstances, and help them through the 
ordering process. 
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AT&T will provide all services mentioned above; we do not subcontract to any other 
provider. 

Please see the previous section for the many Special Needs areas we address and the 
options we provide. 

49. Unsolicited Features in B a s i c  Relay Service 

The bidder 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. 

AT&T Response: 

AT&T has read and understands. 

Any additional features not described elsewhere in the RFP, and which the bidder is 
including in its basic relay service and price proposal, which a bidder would like to 
propose should be fully described indicating how the feature would work, how it would 
improve the system, which users would benefit from the feature and any other 
information which would allow the FPSC and PRC to evaluate the feature. Examples 
might include features such as: video interpreting; use of speech synthesis equipment 
instead of a CA to convert text to speech; use of voice recognition equipment instead of a 
CA to convert speech to text; or enhanced transmission speed. 

AT&T Response: 

AT&T has read and meets this requirement. 

Following are several additional features that AT&T will provide to the State of Florida 
in our basic relay service and price proposal: 

Feature Name: 
Feature Description: 

Multi-user Relay Customer Profile (MU-RCP) 
Standard customer profiles provided by other providers are tied to 
the ANI (calling telephone number) restricting the profile to only one 
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How Feature Works: 

How it Improves System: 

Users who could Benefit: 

Feature Name: 
Feature Description: 

How Feature Works: 

How it Improves System: 

Users who could Benefit: 

unique user. The MU-RCP allows for the creation of multiple 
profiles, each with its own set of preferences while tied to the same 
telephone number. 
Each member of the household would create their own and unique 
customer profile selecting the options they prefer to use. The MU- 
RCP would be tied to the user's telephone number but accessible 
to any relay operator simply by providing the password. 
Users are not tied to only one profile per telephone number. 
Additionallv. each user can establish their own meed dial list. 
Households with different types of relay users. For example, maybe 
one person is a VCO user and the other is an HCO user. Or, one 
person may be a hearing relay user while the spouse might be a 
TTY user. 

SDanish to Enalish translation 
Allows a customer who speaks English and a customer who speaks 
Spanish to communicate with each other through the relay service. 
The AT&T Relay Platform is fully bilingual allowing the CA to move 
between English and Spanish including the hot keys and 
programmed messages. This allows for our bilingual CAS the 
flexibility to provide both English and Spanish on the same call 
simply by toggling a key on the CA work station. 
Allows a caller who may begin a call in Spanish to continue with 
hidrelay call if the called number answers in English without having 
to hana UD. 

Spanish-speaking relay users who have friends or family that speak 
English only or use ASL gloss. Hearing loss is more prominent 
among Hispanics and this feature provides one more way that 
AT&T helps Spanish-speaking parents communicate with their 
deaf/hoh children who mav learn ASL in the deaf schools. 

Feature Name: 
Feature Description: 

Visual Assisted Speech to Speech Service 
Allows a customer who has difficulty being understood on the 
telephone due to a speech disability to communicate visually with 
the CA who will see the caller's gestures, facial expressions, and 
other communication modes to communicate. 
The STS user will need to have a separate internet connection, a 
web camera or videophone, and a free account with Skype. The 

How Feature Works: 
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How it Improves System: 

Users who could Benefit: 

STS user would create a profile that provides information for the CA 
to contact the VA-STS via a one-way video connection through 
SKYPE. The CA would then place the outbound call from the STS 
user to the desired called number via the Public Switched 
Telephone Network. 
Reduces frustration from STS users and STS CAS by providing 
another way to facilitate call details and conversation. 
Many STS users with Cerebral Palsy, stutters, and the people who 
communicate with them. 

State Specific Website 

We will develop a state-specific micro-site for Florida Relay if it is desired by the FPSC. 

Pricing for a state-specific microsite is located under separate cover in our Pricing 
Proposal. 

We have developed a wide variety of brochures, informational packets, and 
promotional giveaways for our other states, which we can duplicate or revise as 
needed for Florida. We also have developed several videos for our interactive web site 
which we can link to the Florida web site. 

3 

Please see Appendix 1 for a sample of our collateral. 

AT&T has developed a new Proprietary CRM (Customer Relationship 
Management) Technology. The new integrated platform is a customizable, interactive 
AT&T Relay one-stop shop for all relay products, current and future, and a destination 
for current and new customers. The platform is a dynamic web tool that provides a rich 
user experience including: 

0 State-specific microsite (if desired) which will match state messaging, with 
features that include: 
Q Specialized user accounts 
01 Calendar of events 
8 Business Alliance accounts 

0 Online Survey Tool provides the ability to provide feedback, comments and 
suggestions 

A direct link to the FPSC web site 0 

3 
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Multitude of features and expandability for the future 

Post captioned videos to promote state programs 

December 22,201 1 

Our plan for Florida will include 

Use the AT&T’s Relay website for sharing educational and informational 
programs for the experienced TRS user, new TRS users, and the general public. 
Website content will include material and collateral for download, instructional 
videos, and explanations of TRS call processing, and Frequently Asked Questions 
(FAQs). This will include information developed for service start-up and updated 
throughout the term of the contract. 

Include links to the OutreacWEducation Manager for individual support and 
contact as desired. 

Include TRS user “Contact Us” feature and TRS user survey for providing 
comments and suggestions. We’ll use visitor tracking and downloaded material 
requests to gauge effectiveness of marketing effort and materials. 

At all outreach and trade show events, we’ll include sharing TRS-related 
materials such as brochures, information about our website and content. We’ll 
provide contact information and means for user feedback via website. We’ll use 
this feedback and report it to the State. 

User feedback surveys, designed to make providing feedback easy, fast, and 
anonymous if desired. Survey content will include opportunities for users to 
suggest new features, suggest improvements, and to suggest new website content 
they would like to see. AT&T would primarily use the internet and website for 
such surveys, but these are available in paper format at above-referenced outreach 
events as well. We will also track and report site visitation and results to the State 
for ongoing feedback. 

Email and phone contact information provided by TRS users at outreach events 
will be used (with their permission only) for obtaining feedback. 

AT&T views all customer feedback as a valuable tool for improving our service. Our 
Customer Contact database houses all relay customer feedback received; and we will 
share the customer case file with you, as well as evaluations on a semi-annual basis. 

WebCapTel 

AT&T Web CapTel allows users who are hard of hearing but can speak to almost 
simultaneously hear and read the captions of the other party. The captions are transmitted 
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Feature Name: 
Feature Description: 

How Feature Works: 

through an Internet connection while the actual conversation is on the Public Switched 
Telephone Network. The captioning center establishes the connection between the user’s 
voice telephone service (wireless, POTS, etc.) and the person s/he wishes to call. 

Touch Tone Carry Over (TTCO) 
Allows a customer to enter their own touch tone numeric 
information rather than having to provide the numbers to the CA to 
enter for them in an interactive voice menu. 
CA activates touch tone carrvover and customer then enters their 

AT&T Mobile CapTel 

AT&T Mobile CapTel Service is a form of telecommunications relay service (TRS) that 
permits an individual who can speak but who has difficulty hearing over the telephone to 
use a mobile smart phone to simultaneously listen to the standard telephone user and read 
captions of what is being spoken. With AT&T Mobile CapTel, the connection carrying 
the captions between the caption relay center and Mobile CapTel user is via the mobile 
telephone network or WiFi, rather than the public switched telephone network. 

The AT&T Mobile CapTel service transmits in nearly real time the captions of the 
standard voice user’s conversation through a specially trained communication assistant 
also known as a “CA”. The captions are displayed on the user’s computer screen or 
other Internet-enabled device while allowing the Mobile CapTel user to also 
simultaneously hear the standard telephone users voiced conversation. 

AT&T Mobile CapTel is under development and is expected to be available during the 
first quarter of 2012. 

Deaf/Blind Text Pacing 

AT&T’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. CAS have the 
ability to turn this feature on or off on a per call basis. 

The following are just a few of the additional featuredservices we’ll provide Relay 

Florida users at no additional cost to the State: 
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Feature Name: 
Feature Description: 

How it Improves System: 

Last Number Redial 
Allows a customer to call back to the relay center to place a call to 

Users who could Benefit: 

How Feature Works: 
How it Improves System: 

numeric data on their telephone keypad rather than having the CA 
enter the information for them. 
Heightens customer confidentiality as they can enter personal 
information such as credit card numbers, social security numbers, 
or other private information rather than having the CA touchtone it 
for them. 

again. 
CA retrieves last number dialed from caller’s profile. 
Improves functionally equivalent customer experience by simulating 
“redial” functionality on most telephone sets. 

All 

Feature Name: 
Feature Description: 

How Feature Works: 

How it Improves System: 

Users who could Benefit: 

Expanded Speed Dial List (100 Numbers) 
Allows a customer to save up to 100 speed dial listings in their 
profile. Listings contain more than just telephone numbers. 
Includes special instructions for each number as well as mode of 
communication, familiarity with relay, and other pertinent 
information pertaining to the number. 
CA is presented with Speed Dial list when customer dial in to relay. 
CA selects appropriate listing and presses a single key to enter 
forward number from speed dial list to dial. 
Provides functional-equivalence as most telephones contain speed 
dial lists that can be activated to place calls. Allows relay users a 
similar and expanded use of this feature. 
All Relay users. Especially enjoyed by STS users who may have 
difficulty voicing numbers. 

I the last number they dialed through relay without giving the number 

~~ ~ ~ I Users who could Benefit: I All 

Call by Name for STS users 
I Feature Name: 1 Call By Name 1 
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Feature Description: 

How Feature Works: 

How it Improves System: 

Users who could Benefit: 

0 Find Me Feature 
Feature Name: 
Feature Description: 

How Feature Works: 

How it Improves System: 

Users who could Benefit: 

Allows a customer to call in to relay and provide a “call name” for a 
person to call. This eliminates the needs for the caller to provide 
the telephone number of the person. 
CA is given call name and types it in call field. Our Relay platform 
automatically searches and populates correct telephone number 
associated with the call name entered. This is similar to looking up 
a number in a telephone book. 
Improves accessiblility for individuals who have difficulty speaking 
and giving their telephone number to others. 
STS users especially benefit from this expanded service offering. 

Find Me Feature 
Allows a customer to enter availability information by day of week 
and time of day in their profile associated with correct access 
numbers for each time. When someone attempts to contact them 
via relay, no matter what number they provide to dial, our system 
automatically calls the relay user at the appropriate access number 
for the time of day/ day of week. 
Caller provides a number to dial and system researches Find Me 
options in profiles. Correct access number is automatically entered 
to dial. 
Expanded functionality not offered by some relay providers. Assists 
in contacting customer at either work/ home/ vacation] etc. Similar 
to call forwarding services available through LEC. 
All Relay Users 

0 Speech-To-Speech User Training Materials - 
Feature Name: 
Feature Description: 

Extensive STS User Training Materials 
Extensive video and resource materials for Speech-To-Speech 
relay users and members of the general public to educate on STS 
service and how to place or receive a STS calls. 
Website availability fo reference at customer convenience. 
STS relay users and the general public become informed and 
familiar with STS relay service. 
All Relay Users 

How Feature Works: 
How it Improves System: 

Users who could Benefit: 
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Automatic call routing and next available agent technology 
Auto-connect feature with modems capable of adjusting to mode of incoming call 
Compatibility with LEC services 
Enhanced Caller ID where relay user elects to transmit their ANI, Relay center 
ANI (SS7) 
Mobile apps for relay 
Call Forwarding (Find Me Feature) 
Last Number Redial 
Cellular/ Wireless/ PCS access 
Regionally directed / Restricted Toll Free Numbers 
CapTel 

0 Extra CA Training 

As described throughout this RFP, AT&T’s employees including management received 
20 hours of Disability Awareness Training. Additionally, we provide ongoing disability 
awareness training to ensure CAS, Staff, and Managers are all current on issues facing the 
Disability Community. 

Spell Check/ Error Correction 

AT&T’s architecture allows for spell check to be done automatically while a CA is 
typing on a relay call. Spell Check Words that are misspelled are auto-corrected and 
transmitted to the TTY user with the correct spelling. 

Turbocode 

AT&T utilizes modems that auto-identify and correct in the appropriate modality. This 
allows users of turbocode functionality to connect to our system and have transmission 
occur at a greater rate of speed. 

Other Features: 

In addition to the features already noted above, AT&T offers a full complement of other 
functionality not previously discussed. Some of these are indicated below for your 
awareness. AT&T strives to make our relay service the most functionally-equivalent of 
all relay providers. 
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WebCapTel 
IM Relay 

AT&T offers all of the above-mentioned enhanced features included in our price offered 
to the State of Florida. There is no additional charge for these features. 

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. 

AT&T Response: 

AT&T has read and understands. 

Video Relay Service 

Recent regulatory changes imposed on the VRS industry by the Federal Communications 
Commission (FCC) have had a significant impact on traditional relay providers’ ability to 
provide VRS. In the unlikely event that the FCC imposes requirements for the states to 
provide VRS, we will work closely with the Florida PSC for the best way to help meet 
the requirement. 

IP Relay Service 

AT&T not only has the capability of providing internet relay - WE INVENTED IT and 
we have the patents to prove it. It was AT&T who first introduced IP Relay to the relay 
industry back in Portland, Oregon at the National Association of State Relay 
Administrators conference held in October 2000. One of the inventors of IP Relay is the 
current Director of the engineering and technology team that supports our relay service. 
Currently, the IP Relay Service we provide is through AOL’s Instant Messenger Service 
(“AIM’). We would be happy to provide a branded buddy for Florida Relay. 
Additionally, we would work closely with the FPSC and the Advisory Board on 
developing specific report for Florida. 

Our IM Relay Service has features that are not available through any other relay provider. 
For example, the AT&T IM Relay Service provides: 

3 

‘3 

3 
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Real Time IM Relay. Instead of getting blasts or chunks of typed message, Real 
Time users will get word for word transmission providing a more even and 
smoother flow of conversation. 

Ability to increase the FONT size 

Retrieval of Voice Mail messages left on the user’s IM account 

History feature which allows users to view history of recent calls placed and 
received 

AT&T would offer all of these features as part of the Florida IM Relay Service. 

Pricing for Internet Protocol Relay is located under separate cover in our Pricing 
Proposal. 

51. Redundancy 

Please provide information regarding redundant coverage offered nationally, such as the 
number of call centers. 

AT&T Response: 

AT&T has a long history of maintaining a most responsive network design. AT&T 
Network Services continues this tradition with networks that are redundant and have the 
ability to self-correct and self-heal when failures occur. As a matter of fact, AT&T was 
the first telecommunications company to adopt both the Grade-of-Service (GoS) and the 
Quality-of-Service (QoS) as key performance metrics. 

The AT&T Relay Uninterruptible Power System (UPS) will keep the call centers’ 
switches (PBX), peripherals, TRS platform security, CNsupervisor positions, and call 
detail recording active as well as security lighting, environmental controls, and limited 
lighting until commercial power resumes. All systems and services required to keep the 
call center active will not suffer a power outage, due to the call center’s UPS design. 

Our Relay Service is as reliable as our award-winning main network services. In 24 years 
of service, AT&T Relay has never experienced a customer-affecting service issue or 
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complaint due to network blocking. No other provider can match this record of 
performance. 

Relay Service, itself, was originally developed by AT&T Bell Labs with the same 
standards for reliability and performance as our main network services. Redundancy was 
a core driver in the initial design of the AT&T Special Network Applications Platform 
(SNAP) for Relay Service. 

Redundancy of equipment in the call centers supports uninterrupted Relay Service, too. 
Within each call center is a bank of servers that manage the various resources required to 
complete any type (text-based) Relay call. Each call center has 4,6, or 8 fully cloned, 
fully redundant service control units - or servers. The system is so intelligent that, if 
power were removed from a server, its workload would be automatically re-allocated 
among the remaining servers in that call center, all without losing even one call. 

These call centers are also equipped with redundant network circuit feeds; redundant 
controllers; and redundant power supported by large battery banks that auto-switch to a 
diesel generators during long commercial power outages. Our software engineers for 
Relay service are always on call for assistance when needed, as well. 

AT&T is constantly improving its networks and systems to ensure our technology 
remains at the top of performance and our systems are properly staged to handle any 
relay traffic patterns. Over the past few years, we have: 

0 

0 

0 

Upgraded our Avaya Switches (PBX) at $800,000 per switch 
Upgraded all of our firewalls and routers at a cost of approximately $200,000 
Completed half of our CA Position Replacement Program, with a completion 
planned for 3Q1012 at a total cost of $1,000,000 

Additionally, AT&T is proud to have been the first relay provider in the industry to 
ensure that all of its relay call centers were enrolled in the Telecommunications Service 
Priority (TSP) program. We completed this process in less than six months from the date 
of November 1,2004 when the Federal Communications Commission first announced the 
initiative to encourage TRS Facilities to participate in this program. 

AT&T currently provides TRS in Pennsylvania, Michigan, Virginia, California, and 
Washington, DC. Relay traffic is handled from the following centers: 

0 Pennsylvania - Newcastle, PA and Augusta, GA 

0 Michigan - Newcastle, PA and Augusta, GA 
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0 Virginia - Norton, VA 

0 California - Newcastle, PA and Augusta, GA 

0 Washington, DC - Norton, VA 

Spanish relay traffic for all states is handled from our call center in San Antonio, TX. 

The following will provide details of the traditional relay center operations: 

Newcastle Relay Center 

100 S. Jefferson Street, Newcastle, PA 
129 CAS 
4 Supervisors 
1 Area Manager 

Augusta Relay Center 

2528 Center W. Parkway, Augusta, GA 
84 CAS 
4 Supervisors 
1 Area Manager 

San Antonio Spanish Center 

41 19 Broadway Street, Room 140, San Antonio, TX 
16 CAS 
1 Supervisor 
1 Area Manager 

The following will provide information on the buildings and security: 

The structural arrangement for the Augusta, GA call center is as follows: 

0 The center is located in a stand-alone building with no other businesses, therefore 
access is secured to relay personnel only 

The center is on the first floor and is approximately 25,589 square feet. 

The structural arrangement for the Newcastle, PA call center is as follows: 

0 The center is in a shared occupancy building, accessible to relay personnel only. 

The center is approximately 25,017 square feet. 
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The structural arrangement for the San Antonio, TX Spanish call center is as follows: 

The center is located in a multi-housed building with only AT&T workgroups, 
additionally the center is in its own enclosedsecure room separate from the other 
workgroups . 
The center is on the ground floor and is approximately 1,272 square feet. 

The center main entrance requires secure ID access for entry 

All of our call centers are accessible by telephone on a toll-free basis. 

AT&T SUBMITS A NEW FLORIDA IN-STATE RELAY CALL CENTER 
OPTION FOR TRS: 

For our Pricing Proposal, AT&T is pleased to announce that we have included the 
establishment of a Traditional Relay Service Call Center located in Florida. 

The new call center, at a location still being determined, is estimated to bring 
approximately 25-35 new jobs to the state, depending on relay volumes. These will 
be new and incremental jobs for Florida and will be union-represented job titles 
with favorable wages and benefits. 

3 

3 
As stated in our initial response to your RFP, AT&T remains committed to bringing jobs 
and a TRS call center to the State of Florida. However, due to the now compressed 
timeline from contract award date of February 2,2012 to contract start up June 1,2012, 
AT&T will begin the service by processing calls through our existing calls centers and 
will commit to having the new AT&T Florida TRS Call Center fully operational within 
six months of contract award. 

A Florida TRS Call Center will allow the State Relay Administration and the Advisory 
Council to monitor contract performance, to work with AT&T to address any issues, 
conduct acceptance testing and audits, and to potentially collaborate on outreach and 
education. In addition, hiring of Florida based relay staff will help to assure correct 
pronunciation and spelling of Florida place names and other culturally distinct 
characteristics. 

3 
December 22,201 1 Page 262 

at&t 



AT&T Response to RFP No. 110073-TP 

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 first year price of the 
contract. The bond may be renewed annually and shall be in effect for the entire duration 
of the contract and provided to the FPSC upon execution of the contract or upon request 
of the FPSC’s contract manager. 

AT&T Response: 

AT&T has read, understands, and will comply. 

Upon execution of the contract, we will provide a Performance Bond for the duration of 
the initial contract term of three (3) years, as clarified in the state’s response to questions. 
We understand that each successive one year contract period may be separately renewed 
for an amount to cover that specific year. 

Please see checklist. 

To be acceptable to the FPSC as surety for performaiice 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. 

5. The surety company shall have been in business and have a record of successful 
continuous operations for at least five ( 5 )  years. 

;. The surety company shall have minimum Best’s Policy Holder Rating of A and 
Required Financial Rating of VI11 from Best’s Key Rating Guide. 

d. A Florida Licensed Resident agent who holds a current Power of Attorney from the 
surety company issuing the bond shall sign all bonds. 

AT&T Response: 

AT&T has read, understands, and will comply. 

Our Performance Bond will comply with subsections a-d above. 
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Please see checklist. 
3 

53. S ubmission of Monthly Invoice 

lendar day of the month (or the subsequent business day if the 14th falls on 
a Saturday, Sunday, or holiday), the provider shall submit a detailed invoice 
billable minutes and rates) to the Administrator [defined in Section 427.703( I)] at the 
contracted price for the previou 
monthly invoices shall be the calendar month. Payment shall not exceed the prices 

such a way as to allow the Administrator or the FPSC to 
monthly invoice shall be submitted to the contract manager at the same time it is 
submitted to the Administ 

onth’s activity. The ountillg period used to prepare 

tation sliall be prepared in 
he invoice. A copy of the 

ntained in the contract. The invoice and supporting doc 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T will provide a monthly invoice, via electronic media acceptable to the State, by no 
later than the 14th calendar day following the month of service, or in the event that the 
14th calendar day falls on a weekend or on a holiday recognized by the State, the 
information will be provided on the subsequent business day. The information provided 
will be reconcilable to source data, e.g., Network reports, and will further be supported 
by reports. 

The detailed invoice will include billable minutes and rates, and will use an accounting 
period of the calendar month. The invoice will be provided to the Administrator as 
referenced in Section 427.703( l), with a copy provided to the contract manager. We will 
prepare the invoice and supporting documentation in a manner to allow the Administrator 
or the FPSC to audit the invoice. 

3 

Please see checklist. 

3 
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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. 

AT&T Response: 

AT&T has read, understands, and will comply. 

We do not expect any separate payments from the state for travel expenses. 

Please see checklist. 
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55.  Reporting Requirements 

The provider shall provide to the contract manager and the Administrator the following 
written reports by the 25th calendar day of each month reporting data for the previous 
month. More frequent or more detailed reports shall also be provided upon request. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has designed and developed its own sophisticated reporting system called 
“SARG’ (Special Aggregated Reports Generator). The specialized and proprietary 
program used with SARG enables AT&T to capture more than 130 unique bits of 
information on every single call detail record and for every kind of relay call handled 
through AT&T. This reporting system facilitates our ability to easily provide all the 
different types of reports requested by the state in this section and enables us to be able to 
support any other ad hoc reports that the state might request in the future. 

The SARG data repository continuously pulls call data from AT&T Relay centers to a 
highly secured AT&T Terabyte data center in Wayne, PA. Once there, the data is 
organized, aggregated, and securely stored for the next billing cycle. This data is then 
warehoused for 24 months and then ultimately vaulted in an off-site location. However, 
this data is still retrieval if needed. 
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The accuracy of our reports has been thoroughly tested over the years and has sustained 
detailed audits by federal agencies such as the National Exchange Carrier Association 
and state relay administrators. 

For Caption Telephone service, AT&T will provide the required reports and data. CTI 
shall supply sufficient information to AT&T so that AT&T can supply the required 
information to the State of Florida. 

AT&T does not use any subcontractors to handle billing for Relay calls. 

We'll be able to provide all the reports required in this RFP. We will also work with the 
state to develop ad hoc reports should you request them. 

Please see our responses for each section that follows. 

a. Total daily and monthly 

(1) Number of incoming calls (se 
Baudot, ASCII or voice calls, and also 
is English, Spanish, or o 
calls which are general 

whether iiicoming calls originate as 
ely stating whether each type of call 
calls). The number of incoming 
e footnoted on the report. 

Number of incoming call mi 
ming calls in (a. 1) 

ted with each of 

(3)Nuniber of outgoing calls (prov two breakdowns ofthis total: one separately 
stating completed calls and incomplete calls, and one separately 
calls terminate as Baudot, ASCII or v 

(4)Number and percentage of incoming Florida calls received at each relay center 
dling Florida calls. Totdl should equal the number of incoming calls in 

(a. 1 above. 

AT&T Response: 

AT&T has read and meets this requirement. 

We will provide the following written reports to the contract manager and the 
Administrator by the 25'h calendar day of each month following data for the previous 
month: 

~ ~~ 
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a) Total daily and monthly 

1) Number of incoming calls separately stated as originating as: 

a. Baudot 

b. ASCII 

c. Voice - separately stated as: 

i. English 

ii. Spanish 

iii. Other foreign language 

d. Number of incoming General Assistance calls which will be 
footnoted. 

2) Number of incoming call minutes associated with each of the categories of 
incoming calls in a. 1 above. 

3) Number of outgoing calls broken down by: 

a. Completed calls and incomplete calls 

b. Calls terminating to: 

i. Baudot 

ii. ASCII 

... 
111. Voice 

4) Number and percentage of incoming Florida calls received at each relay 
center handling Florida calls.. Total will equal the number of incominjg 
calls in a.1 above. 

b. Average daily and monthly blockage rate. 

c 
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AT&T Response: 

AT&T has read and meets this requirement. 

We will include in our reports to the state the average daily and monthly blockage rate. 

c. Daily answer tim for the month and daily number and 
red within ten (10) seconds 

AT&T Response: 

AT&T has read and meets this requirement. 

Our reports to the state will include the daily answer times for the month and daily 
number and percent of incoming calls answered within 10 seconds for the month. 

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 

AT&T Response: 

AT&T has read and meets this requirement. 

We will include in our reports to the state the total daily and monthly number of outgoing 
calls (including both completed and incomplete) of the following lengths: 3 
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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 

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).) 

AT&T Response: 

AT&T has read and meets this requirement. 

Our reports to the state will include, on a daily basis for the month, the number of 
outgoing calls and average length of calls by hour of day; the total will equal the total of 
a.3 above. 

f. Number of outgoing local, intraLATA toll, intrastate interLATA, interstate and 
international calls for the month. (Total should equal total of (a.3).) 

AT&T has read and meets this requirement. 

We will include in our reports to the state the number of outgoing local, intraLATA toll, 
intrastate interLATA, interstate, and international calls for the month. The total will 
equal the total of a.3 above. 

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).) 
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AT&T Response: 

AT&T has read and meets this requirement. 

The reports we provide to the state will include the number of outgoing calls and average 
length of completed outgoing calls originated by TDD users and voice users, identified 
separately. The total will equal the total of a. 1 above. 

11. The provider 
Administrator regarding the n of complaints rece 

. The provider shall also provide a complaint s 
sary to submit to the FCC in compliance with 
lations by June 15 covering the previous 12 

FPSC in the format 

3 1 of that year. 

AT&T Response: 

AT&T has read and meets this requirement. 

We’ll provide monthly summary reports to the FPSC and the Administrator regarding the 
number of complaints received categorized by topic areas. 

By June 15th of each year, we will submit a report covering the previous 12 months of 
complaints ending May 3 1 of that year, to the FCC on accordance with $64.604(c)(ii), 
Code of Federal Regulations. 

i. The provider shall report monthly to the FPSC and the Administrator the resul 
any user evaluations conducted. 

AT&T Response: 

AT&T has read and meets this requirement. 

We will provide a monthly report of results from user evaluations to the FPSC and the 
Administrator. 
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L 

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. 

AT&T Response: 

AT&T has read and meets this requirement. 

We’ll report on a monthly basis any new subcontractors being used for the provision of 
Relay service, and we’ll identify their scope and relationship to us. 

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). 

AT&T Response: 

AT&T has read and meets this requirement. 

We will provide forecasted relay usage figures and costs to the contract manager and the 
Administrator by March 1 for the upcoming fiscal year of July 1 - June 30. 

1. 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. 

AT&T Response: 

AT&T has read and meets this requirement, 

We’ll provide a monthly report on Captioned Telephone, or its equivalent, listing the 
following: 

Daily answer time 

0 Minutes of use for: 
o International 
o Interstate 
o Intrastate 
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o Billable session minutes 
x3 Service levels 

m. The provider shal 
with the state cert 

it the necessary d 
n requirements of 47 C.F.R 0 64.605 when required. 

mentation to the FPSC that complies 

AT&T Response: 

AT&T has read and meets this requirement. 

When required, we'll submit the necessary documentation to the FPSC that complies 
with the state certification requirements of 47 C.F.R 6 64.605. 

11. The provider shall provide reports to the FPSC as necessary to complete the five-year 
re-certification of Florida Relay Service with the FCC. 

AT&T Response: 

AT&T has read and meets this requirement. 

We will coordinate with the FPSC to develop and provide all the necessary data and 
reports to complete the five-year re-certification of Florida Relay Service with the FCC. 

J 

i) 

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 75 percent of Florida relay 
traffic is handled by the Florida located center except when emergency conditions 
exist at the Florida center. 

AT&T Response: 

AT&T has read, understands, and will comply. 

3 
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The bidder 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 
in foiiiia ti on. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T has designed and developed its own sophisticated reporting system called 
“SARG” (Special Aggregated Reports Generator). The specialized and proprietary 
program used with SARG enables AT&T to capture more than 130 unique bits of 
information on every single call detail record and for every kind of relay call handled 
through AT&T. 

This reporting system facilitates our ability to easily provide all the different types of 
reports requested by the state in this section and enables us to be able to support any other 
ad hoc reports that the state might request in the future. 

56. Liquidated Damages for Failure to Initiate 
Services on Time or to Provide Contracted 
Services for the Life o f  the Contract 

Implementation of the Florida Relay Service in a timely matter is essential. Failure by the 
provider to implement the service by June 1,2012, 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 up to the following amounts per day for each violation. 

a. For failure to meet answer time requirements - $5,000 

b. For failure to meet, blockage rate or transmission level requirement - $5,000 

c. For failure to meet complaint resolution requirement - $1,000 

d. For failure to provide timely reports - $500 
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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. 

AT&T Response: 

AT&T has read, understands, and will comply. 

Please see checklist. 

57. Transfer to New Provider 

When relay service is transferred to a new provider, the provider shall make 
to ensure that service is transferred to the new provider so that relay users do not 

erience an interruption in service. The relay service and consumer service 800 or 
ephone numbers shall be made available to the new provider, with the new 
paying any costs associated with transferri 
of customer profile data to the incoming 

e numbers to the new provider. 
er shall be provided at least 

sixty (60) days prior to the outgoing provider's last day of service. 

AT&T Response: 

AT&T has read, understands and will comply. 

Please see checklist. 

58. 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 subcontr 
herein. Such policies shall be issued by a financially sound camer and/or carriers duly 

ors shall be similarly covered as provided 
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authorized to do business in the State of Florida. Such insurance coverage shall hold the 
FPSC haiinless 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. 

AT&T Response: 

AT&T has read, understands and will comply. 

Please see checklist. 

59. Optional Florida C a l l  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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T SUBMITS A NEW FLORIDA IN-STATE RELAY CALL CENTER 
OPTION FOR TRS: 

For our Pricing Proposal, AT&T is pleased to announce that we have included the 
establishment of a Traditional Relay Service Call Center located in Florida. 

The new call center, at a location still being determined, is estimated to bring 
approximately 25-35 new jobs to the state, depending on relay volumes. These will 
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3 
be new and incremental jobs for Florida and will be union-represented job titles 
with favorable wages and benefits. 

As stated in our initial response to your RFP, AT&T remains committed to bringing jobs 
and a TRS call center to the State of Florida. However, due to the now compressed 
timeline from contract award date of February 2,2012 to contract start up June 1,2012, 
AT&T will begin the service by processing calls through our existing calls centers and 
will commit to having the new AT&T Florida TRS Call Center fully operational within 
six months of contract award. 

A Florida TRS Call Center will allow the State Relay Administration and the Advisory 
Council to monitor contract performance, to work with AT&T to address any issues, 
conduct acceptance testing and audits, and to potentially collaborate on outreach and 
education. In addition, hiring of Florida based relay staff will help to assure correct 
pronunciation and spelling of Florida place names and other culturally distinct 
characteristics. 

A minimum of 75% of TRS relay traffic will be handled though the new Florida center, 
except in those situations where emergency situations arise. 

Each quarter, we will provide the FPSC contract manager with a report showing the 
percentage of traffic through the Florida center. 
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C .  T E C H N I C A L  B I D  P R O P O S A L  
F O R M A T  

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 affiliate may 
not be awarded a contract or perfomi 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 287.01 7 
for Category Two ($1 1,000) for a period of 36 months from the date of being placed on 
the convicted vendor list. 

AT&T Response: 

AT&T has read, understands and will comply. 

Please see 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) €or the most recent two (2) years, 
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; 
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AT&T Response: 

AT&T has read and meets this requirement. 

AT&T Reports Solid Earnings, Strong Cash Flow, Robust Mobile 
Broadband Sales and Improving Wireline Revenue Trends 
Dallas, Texas, October 20, 2011 

AT&T Inc. (NY SE:T) today reported third-quarter results, highlighted by solid earnings 
and free cash flow, continued strong mobile broadband growth and sequential growth in 
wireline business revenues. 

“Mobile broadband growth continues to be robust, execution was strong across the 
business, and we delivered another solid quarter,” said Randall Stephenson, AT&T 
chairman and chief executive officer. 

“Smartphones, connected devices and tablets all posted impressive gains. Our first LTE 
4G markets are up and running with terrific speeds. And we continue to work toward a 
successful completion of our planned T-Mobile USA merger. The next waves in the 
mobile Internet revolution represent tremendous growth potential, and we are laying the 
groundwork required for that future.” 

Third-Quarter Financial Results 
For the quarter ended September 30,20 1 1, AT&T’s consolidated revenues totaled 
$3 1.5 billion, down $103 million, or 0.3 percent, versus the year-earlier quarter. 

Compared with results for the third quarter of 20 10, AT&T’s operating income margin 
was 19.8 percent, compared to 17.2 percent; operating expenses were $25.2 billion versus 
$26.2 billion; and operating income was $6.2 billion, up from $5.4 billion. 

Third-quarter 201 1 net income attributable to AT&T totaled $3.6 billion, or $0.61 per 
diluted share. These results compare with reported net income attributable to AT&T of 
$12.3 billion, or $2.07 per diluted share, in the third quarter of 2010, which included one- 
time gains from a tax settlement and the sale of Sterling Commerce. Excluding one-time 
gains, earnings were $0.54 in the third quarter a year ago. 

Third-quarter 20 1 1 cash from operating activities totaled $10.4 billion, and capital 
expenditures totaled $5.3 billion. Free cash flow - cash from operating activities minus 
capital expenditures - totaled $5.1 billion. 

Compared with results for the first nine months of 2010, year to date through the third 
quarter, cash from operating activities totaled $27.2 billion versus $25.4 billion; capital 

3 

3 
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expenditures totaled $14.7 billion compared to $13.7 billion; and free cash flow totaled 
$12.4 billion versus $1 1.6 billion. 

Please see Appendix 3 for AT&T’s Annual Report for the past two years which 
includes: 

Statement of income and related earnings 

Cash flow statement 

Balance sheet 

Opinion concerning financial statements from an outside CPA 

Community Impact 
Making a Difference in the Community 

AT&T is more than just a company that provides 
relay services. We are also a member of your 
community. 

Corporate social responsibility is integral to AT&T’s culture; we continually engage in 
initiatives that enrich and strengthen our communities. Thanks to these efforts, we 
contributed over $4.9 million through corporate-, employee- and AT&T Foundation- 
giving programs in 2010. Other ways we are investing in Florida include but are not 
limited to: 

The following is a summary of our investment in the great state of Florida. 

Employment 

We have more than 15,860 AT&T employees in Florida. Our payroll represented more 
than $1.1 billion in 2010. We operate 138 company-owned retail locations in the state. 

Building for tomorrow 

Between 2008 and 2010, AT&T invested approximately $2.8 billion on its wireless and 
wired networks in Florida. The state’s consumers enjoy 3G wireless service in 27 
major metropolitan areas; we also offer AT&T U-Verse@ TV, U-Verse Internet and U- 
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3 
Verse Voice Services, which are all delivered over our advanced Internet Protocol 
platform in your state. 

Local Support 

In 2009, AT&T operations in Florida generated more than $974 million in local and 
state taxes. These taxes, paid by AT&T or our customers, help support vital programs. 

Spending Where We Live 

AT&T spent more than $1.4 billion on goods and services purchased from suppliers 
based in your state in 2010. This spending supports jobs and economic activity in 
Florida. 

People Power 

Each year, our employees and retirees work to enhance their communities by taking part 
as AT&T Pioneers and voluntary efforts. In 2009, AT&T employees and retirees in 
Florida donated more than 470,000 hours of personal time to community outreach 
activities -worth more than $10 million. 

Environmental Impact 

We strive to minimize our environmental impact in ways that are relevant to our business 
and important to the communities we serve. Finding cleaner methods of powering our 
fleet is an important step we can take in this area, and we plan to invest up to $565 
million over 10 years to deploy more fuel-efficient vehicles in our fleet. We currently 
have 72 alternative-fuel vehicles in Florida. And in 2010, we invested nearly $944,000 
in 3 12 energy-efficiency projects in the state,resulting in an expected 20.97 million 
kilowatt hours of annualized energy savings. 

Giving Back 

For more than 25 years, the AT&T Foundation has been committed to advancing 
education, strengthening communities and improving lives. In 2009, AT&T and its 
employees contributed more than $4.9 million through corporate, employee, and AT&T 
Foundation giving programs in Florida. 

In 2008, we launched AT&T Aspire, a $100 million philanthropic program to help 
strengthen student success and workforce readiness. As part of this commitment, last 
year we awarded 18 single or multi-year grants in Florida, valued at $1,151,584. We 
also provided the opportunity for 4,136 students in your state to job shadow our 3 
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employees, giving them the chance to see first-hand the skills they need for future 
success. 

Add It UP 

r AT, in Florida 1 
2010 PAYROLL $1,134,000,000 

2009" TAXES $974.866.000 

2010 GOODS & SERVICES $1,490,426,000 

20 10 GIVING $4,900,000 

2010 VOLUNTEER HOURS $ 10.000.000 

2010 GRANTS $1,15 1,584 

2008-20 10 NETWORK INVESTMENT $2,800,000,000 

AT&T's TOTAL FLORIDA INVESTMENT $6,415,343,584 
*Most recent data available 

b. Primary Banking source letter of reference. 

AT&T Response: 

AT&T has read and meets this requirement. 

Please see Appendix 4 for our Primary Banking source letter of reference. 

5. Experience and Customer References 
For each state in  which the bidder 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. 

December 22,201 1 Page 281 

at&t 



AT&T Response to RFP No. 110013-TP 

AT&T Response: 

A I  
AT&T has read and meets this requirement. 

AT&T has provided relay services in accordance to the FCC mandated requirements for 
the following states and jurisdictions: 
Contract 

Wash. D.C. 7-1 3-201 1 
To 

7-12-2012 

Wash. D.C. 10-24-201 1 
CapTel To 

12-23-201 2 

California 6-2-20 1 0 
To 

6-1 -201 3 

Michigan 5-29-1 991 
To 

Unlimited 

To 
Unlimited 

Pennsylvania 9-24-1 990 

Virginia 2-1-1991 
To 

7-31-2014 

Alabama 2-27-1 989 
To 

2-29-2004 
Delaware 1-1-1 991 

To 
12-31 -2005 

Georgia 4-1-1991 
To 

3-31 -2006 

Illinois 6-1 0-1 990 
To 

I Duration o umber of Outgoing Calls for Most Recent 
Contract Month 

Current 2,145 

Current N/A 

1 Year 34,008 

20 Years 29.591 

21 Years 37,681 

20 Years 32,333 

5 Years 54,483 

4 Years 7,943 

5 Years 69,225 

1 10 Years N/A* 

I I 
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Kentucky 

Mariana Islands 

Maine 

Maryland 

Mississippi 

New Jersey 

Puerto Rico 

Rhode Island 

Tennessee 

Vermont 

Virgin Islands 

Washington 

1-31 -2000 
10-1 -1 991 7 Years N/A* 

To 
9-20-1 998 
7-1 -2003 1 Year 176 

To 
9-30-2004 
12-1 4-1 990 14 Years 9,613 

To 
4-1 8-2004 
6-1 -2002 5 Years 44,921 

To 
5-31 -2007 
1 1 -1 -1 999 4 Years N/A* 

To 
6-30-2003 
12-1 5-1 991 15 Years 61,926 

To 
1-31 -2006 
7-12-1993 8 Years N/A* 

To 
9-3-2001 

7-1 -1 995 6 Years N/A* 
To 

7-31 -2004 

9-24-1 990 2 Years N/A* 
To 

9-25-2001 

7-1 -1 99 1 11 Years N/A* 
To 

6-30-2002 

7-12-1993 12 Years 948 
To 

8-25-2005 

6-27-1 993 5 Years NIA 
To 

6-26-1 998 

December 22,201 1 Page 283 

at&t 



AT&T Response to RFP No. 110013-TP 

West Virginia 8-7-1 992 15 Years 49,561 
To 

1-31 -2007 

*Data not available beyond 7 year retention period. 

AT&T has been a provider of state-wide relay service for more than 23 years. No other 
relay provider equals this record. We were the first telecommunications company to 
establish a 24 hour/7 days a week service under a state funded program in State of 
California back in January 1987. We set the benchmark that other relay providers 
followed. 

We bring solid network services experience that enables us to best serve you. Gartner, 
Inc., a noted industry analyst, put AT&T in the Leaders quadrant for Network Service 
Providers for every region. In these uncertain economic times, some telecommunications 
providers are troubled with so many performance and financial issues that they no longer 
are invited to participate on large federal government bids. You can rely on AT&T, 
however, to support you with resources, performance, and stability that position us at the 
top of our industry. 

Relay Service, itself, was originally developed by AT&T Bell Labs with the same 
standards for reliability and performance as our main network services. Redundancy was 
a core driver in the initial design of the AT&T Special Network Applications Platform 
(SNAP) for Relay Service. 

3 

3 

AT&T's active involvement with several national organizations and industry groups 
allows us to anticipate and plan for new features and changing federal requirements. The 
following table shows just afew examples of the many times when AT&T was first to 
implement innovations or FCC regulations prior to the date required. 

AT&T is constantly improving its networks and systems to ensure our technology 
remains at the top of performance and our systems are properly staged to handle any 
relay traffic patterns. Over the past few years, we have: 

0 

0 

Upgraded our Avaya Switches (PBX) at $800,000 per switch 
Upgraded all of our firewalls and routers at a cost of approximately $200,000 
Completed half of our CA Position Replacement Program, with a completion 
planned for 3Q1012 at a total cost of $1,000,000 

3 
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i: 

I 

I First Provider to Offer enhanced TTY modalities such as TurboCodeB I 
First Provider to Implement Interrupt Capability on Web-based Relay 

First Provider to enroll a l l  of its state contracts in the Telephone Service Priority Program 
in 2005 

First Provider to trial and offer Relay Captioned Conference in 2002 

First Provider to implement True Caller ID across all its state contracts in 2001 

First Provider to demonstrate Internet Relay in 2000 

First Provider to complete provisioning of 711 Abbreviated Dialing in all its state contracts 

I First Provider to offer and provide Spanish Relay in 1993 I 
1 First Provider to implement the first state-wide TRS program in 1987 I 

AT&T has provided relay services in accordance to the FCC mandated requirements for 
the states and jurisdictions shown in Section C-5. 

Our Traditional Relay Services are handled through the Customer Information Services 
(CIS) organization. The CIS units supporting Relay include Operations, Marketing, Force 
Management, Channel Management, Systems and Processes, Methods and Procedures. 
We are also supported by other AT&T organizations, including Finance, Information 
Technology, Regulatory, Legal and External Affairs. 

AT&T's relay platform employs a very sophisticated system architecture that enables 
flexible configuration while maintaining a high degree of reliability. This architecture has 
been field-proven by more than 20 years of experience providing relay to numerous states 
and NECA. 

,11 

AT&T Relay Service Technical Infrastructure At Work I 
1. Our platform takes customer dialed calls (7-1-1 or 800 numbers) and routes them to the 

call center best suited to perform and the CA best trained to handle the particular call type. 

2. At our call center, we use both a customer profile database (voluntary for callers) and 
automated systems to determine how best to handle the call and the forward number 
desired before the call routes to the CA. 

3. TvDicallv, we dial the forward number in less than three seconds, and we connect the I 
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parties almost immediately. 

4. After the call, our system sends a call detail record with more than 130 fields to a central 
database computer that compiles records from all AT&T call centers. This assures flexible 
and integrated real-time reports enabling call center managers to monitor performance and 
immediately adjust staffing as necessary. 

AT&T Relay Service Technical Infrastructure 

I I I 

AT&T's Relay Service Technical Infrastructure: Redundancy and agility built into 
our infrastructure deliver outstanding performance for average speed of answer and far 
party connection. These attributes support functional equivalency for your relay callers. 
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I e 

The benefits of our flexible configuration include the ability to 

Quickly react with any modification necessary to meet your requirements because 
we maintain a staff of in-house software developers who support the relay 
platform. 

0 Customize our system to meet caller needs expeditiously, without the time and 
cost associated with a special development project. 

Maximize speed of answer by networking all our call centers together and having 
a central call routing system that monitors call answer conditions in each center. 
Our central database reporting system allows us to report on a particular call type 
no matter where that call was handled in the system. Having a single point of call 
routing at the front end of the system and a single point of call routing at the back 
end of the system enables us to treat the entire call center complex as a single 
virtual call center. Other providers may claim to be the only one who can support 
your relay traffic if a call center fails, but this is simply not true. AT&T can 
certainly accommodate, with no perceptible effect, the loss of a call center. 

0 

0 Instantly route calls away from a center that is undergoing a service recovery 
event. One example of a service recovery event is when a fire drill forces the CAS 
to evacuate their positions. When CAS log off their positions, the central call 
router automatically routes this traffic to another relay center. 

0 Route calls based on call type and caller profile information. This ensures that the 
call is routed to a properly trained CA and that the CA has the information needed 
to handle the call. 

With our comprehensive scope of services, AT&T is positioned to and will deliver the 
benefits of efficiency, streamlined coordination, common methods and processes, and 
compatible personnel to exceed your requirements for the envisioned environment for 
Florida Relay. 

AT&T uses equipment and software that are capable of full and normal communication 
with relay equipment commonly in use and at speeds generally at use. 

AT&T will furnish all necessary telecommunications equipment and software capable of 
full and normal communication with inbound callers and outbound called parties 
compatible with relay equipment commonly used and at speeds generally used for 
duration of the contract. This includes support for TTY, voice, and computer users via 
these protocols: voice (inc. STS), public switched network TTY, Baudot TTY, 

~~ ~ 
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3 
Turbocode@, 1 TTY, ASCII Computer, and ASCII. AT&T’s equipment automatically 
adjusts to match the protocol and speed of the TRS user’s equipment. No manual 
intervention by the CA is required for our system to effectively communicate with the 
TRS user. 

We use UltratecTM modems exclusively. These modems were designed in joint 
cooperation between UltratecTM and AT&T Bell Laboratories to meet the stringent 
AT&T data transmission quality requirements. By partnering with UltratecTM, the 
industry leader in ASCII/Baudot modems, attributes such as Turbocode@ become 
available to our customers immediately after introductions. AT&T relay centers are 
equipped and capable of handling any modem speed generally in use. 

AT&T has a long and successful relationship with Ultratec, the industry leader in 
manufacturing and providing ASCIUBaudot modems. This partnership enabled us to be 
the first relay provider to provide enhanced modalities like Turbocode@ and the 
“interrupt” capability to all our customers across all our contracts. We did this without 
incidental charges that would “nickel and dime” our state customers. AT&T will continue 
to explore opportunities to enhance the communication modalities of TTY users and relay 
users to improve their relay call experience and move them closer to functional 
equivalence. 

AT&T uses Signaling System 7 (SS7) as an out-of-band signaling method, ensuring that 
all calls are routed quickly and accurately. In addition, we use Integrated Services Digital 
Network (ISDN) Primary Rate Interface (PRI) protocol between the 4ESS switch and the 
relay center’s PBX and Automatic Call Distributor (ACD). 

The communication between our Intelligent Call Router (ICR) and the AT&T network is 
all SS7. This protocol provides Automatic Number Identification (ANI), calling party 
number (CPN), originating line screening (OLS), and privacy or blocking information for 
all inbound calls in the same manner as non-relay callers who reach the regular “0” or 
“00” operator. The TRS caller’s phone number is not passed on to the called party if the 
calling party has Caller ID blocking invoked by hisher local telephone company. 
Following is a diagram which further illustrates the call flow we describe here. 

3 
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AT&T provides fully functional SS7 capability for calls within our network, thereby 
possessing the ability to transfer calls in full compliance with 47CFR $64.1600 of the 
FCC’s Rules to achieve functional equivalence. 

We offer one additional feature with our True Caller ID solution -- this feature is not 
currently available through any other relay provider. Profiled callers may select which 
number they wish to be transmitted to the called party. Profiled callers may have their 
telephone number sent or the Relay Service’s generic telephone number sent. We 
developed this feature because many relay customers prefer to give the called party a 
“forewarning” that the call is coming through relay. 

The network and facilities that support our Relay Service will meet all the following 
measures and standards for transmission characteristics: 

American National Standards Institute/Electronic Industries Association 
(ANSVEIA) PBX standard TINEIA - 464B. 

American National Standards Institute- Network Performance- Switched 
Exchange Access Network Transmission Specifications (ANSI T1.506- 1997) 

ANSI T1.508-1998 Revision, re-designation and consolidation of ANSI T1.508- 
1992 and ANSI T1.508a- 1993 << American National Standards for 
Telecommunications Loss Plan for Evolving Digital Networks Secretariat 
Alliance for Telecommunications Industry 

The circuits that we will provide are ISDN MegaCom 800, which will transverse on the 
Software Defined Network (SDN) within the AT&T telecommunications architecture. 
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'3 
These circuits comply with a grade-of-service of P.0 1, which provides a functionally 
equivalent probability of a fast busy as one might encounter on the overall voice network. 

Redundancy and agility built into our infrastructure deliver outstanding performance for 
average speed of answer and far party connection. These attributes support functional 
equivalency for your relay callers. 

AT&T is constantly improving its networks and systems to ensure our technology 
remains at the top of performance and our systems are properly staged to handle any 
relay traffic patterns. Over the past few years, we have: 

0 Upgraded our Avaya Switches (PBX) at $800,000 per switch 
Upgraded all of our firewalls and routers at a cost of approximately $200,000 
Completed half of our CA Position Replacement Program, with a completion 
planned for 3Q1012 at a total cost of $1,000,000 

Here is a list of the equipment we now include in our system architecture for the AT&T 
Relay Service Private Network: 

0 More than 350 Communications Assistant positions, including those for training 
and monitoring 

3 Avaya Aura telephony switches 0 

o 6 Avaya Call Control Servers 

o 6CTIServers 

o Remote AVAYA G-450 Media Gateway 

Cisco Intelligent Call Routing System deployed on multiple redundant VMware 
servers. 

0 

0 2 CSIDS Servers. Shared Operator Service functions providing Directory 

4 Avaya adjuncts supporting COC feature 

Assistance and emergency number access 

Network Firewalls: interface with the IP/IM (Internet) Call Servers and Relay 
Call Centers: 
o 5 SonicWall200 
o 

0 

8 SonicWall Pro 230 (4 as spares) 

0 Network Servers: 
o 4 General Use Installation Servers. IBM XSERIES 3650 , OS= Linux RHEL5 

i) 
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o 20 Service Control Units (SCU) for use as Call Center Servers. IBM 
XSERIES 3650,0S= Linux RHEL5 

o 3 IP Development Servers. HP ProLiant DL360, OS = RedHat Linux, CPU = 

Pentium 3 
1 Customer Interface Server. HP ProLiant DL360, OS = Windows, CPU = 

Pentium 3 
o 2 Billing Servers. SUN FIRE V880, OS = Solaris 5.9 
a 13 Internet Call Servers, 

o 

. 10 IM Call Servers. HP ProLiant DL360, OS = RedHat Linux, CPU = 

Pentium 
3 IM Internet Control Servers. IBM XSERIES 3650 , OS= Linux RHELS . 

Network Routers: 
o 17 Cisco 2600 Routers/ISDN/T1/56K cards 
o 3 Cisco 3600 Routers ISDN PRVT1 cards 

Network SwitchedHubs: 
o 4 Cisco 2900 series switches (4 for WAN, plus call center LAN switches) 

The benefits of our flexible configuration include the ability to 

Quickly react with any modification necessary to meet your requirements because 
we maintain a staff of in-house software developers who support the relay 
platform. 

Customize our system to meet caller needs expeditiously, without the time and 
cost associated with a special development project. 

Maximize speed of answer by networking all our call centers together and having 
a central call routing system that monitors call answer conditions in each center. 
Our central database reporting system allows us to report on a particular call type 
no matter where that call was handled in the system. Having a single point of call 
routing at the front-end of the system and a single point of call routing at the 
back-end of the system enables us to treat the entire call center complex as a 
single virtual call center. Other providers may claim to be the only one who can 
support your relay traffic if a call center fails, but this is simply not true. AT&T 
can certainly accommodate, with no perceptible effect, the loss of a call center. 

Instantly route calls away from a center that is undergoing a service recovery 
event. One example of a service recovery event is when a fire drill forces the CAS 

December 22,201 1 Page 291 

atat 



AT&T Response to RFP No. 110013-TP 

to evacuate their positions. When CAS log off their positions, the central call 
router automatically routes this traffic to another relay center. 

Route calls based on call type and caller profile information. This ensures that the 
call is routed to a properly trained CA and that the CA has the information needed 
to handle the call. 

The relay platform used by AT&T is the most functionally equivalent in the relay 
industry today. No other current relay provider’s platform matches AT&T in terms of 
functional equivalence. Our team of engineers and developers are solely dedicated to 
supporting the relay organization which allows them “live and breathe relay.” As a 
result, the relay platform was engineered with the goal of enabling the highest level of 
functional equivalence. For example, our upfront automation allows the TTY caller to 
directly enter the number she  wishes to call in the same manner as a standard voice caller 
would dial the number s h e  wishes to call. The number entered by the relay user then 
automatically populates on the call detail record allowing for a speedier call setup and, at 
the same time, decreases the potential for Communications Assistant error in entering the 
number to be dialed. 

The following chart illustrates our relay call step-by-step procedure from point of 
initiation to completion: 

l T Y  RELAY CALL FLOW DIAGRAM 

UFA Ends (“GA“ of Erncaul) 

CA Anwets 
m 

Bill Timer Starts. Rela w i n s  m 
Back Party Drops 111 Na Sequcnce Call! 
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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. 

AT&T Response: 

AT&T has read and meets this requirement. 

We welcome the FPSC to make test calls through several of our call centers, by calling 
toll free at 800-855-288 1. This is the Voice number which may be dialed anywhere 
within Florida. 

The bidder shall provide the names of the contract administrator for the active contracts 
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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T currently provides relay services in five states. We’ve provided references from 
State Administrators for the Commonwealth of Virginia, the Commonwealth of 
Pennsylvania, the state of California, the state of Michigan, and the District of Columbia. 
Each reference is from a highly-respected State Administrator who is a member of and 
active in the National Association for State Relay Administration organization and has 
years of experience with relay issues and the relay community. 

Detailed contact information for each of our references is as follows: 

Pennsylvania. 
Mr. Eric Jeschke, Analyst 
Pennsylvania Public Utility Commission 
Bureau of Fixed Utility Services 
Telecommunications Group 
P.O. Box 3265 
Harrisburg, PA 17105-3265 
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Voice (717) 783-3850 
ejeschke@,state.pa.us 

Michigan: 
Robin P. Ancona, Director 
MPSC - Telecommunications Division 
6545 Mercantile Way 
Lansing, MI 4891 1 
Phone: (517) 241-3627 
anconar 1 @,michigan.gov - 

Susana Woolcock 
MPSC - Telecommunications Division 
6545 Mercantile Way 
Lansing, MI 4891 1 
Phone: (5 17) 24 1-6240 
woolcocks 1 @,michigan.gov 

Virginia: 
Mr. Clayton Bowen 
Business Manager 
Virginia Dept Deaf and Hard of Hearing 
1602 Rolling Hills Drive, #203 
Richmond, VA 23229-50 12 
Phone: (804) 662-9704 
Email: clayton.bowen@,vddhh.virginia.gov 

California: 
David Weiss 
CA Relay Service Contract Administrator 
1333 Broadway, Suite 500 
Oakland, CA 94612 
Phone: (5 10) 302- 1 100 
Email: dweiss@,ddtp.org 

District of Columbia: 
Jesse P. Clay 
Deputy Executive Director for Administrative Matters 
Public Service Commission of the District of Columbia 
1333 H Street, NW, 2"d Floor, West Tower 
Washington, DC 20005 
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Phone: (202) 626-5 145 
jclay@,psc.dc.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. 

AT&T Response: 

AT&T has read and meets this requirement. 

AT&T will subcontract all aspects of CapTel including the technology, equipment, and 
needed captionists to Captioned Telephone, Inc. (CTI) of Madison, Wisconsin. 

As is well known by those in the TRS industry, there is currently only one traditional 
captioned telephone service provider (CapTel S) who provide the service through 
certified TRS providers. Captel began operations in 2003. They currently provide service 
for 49 states along with the Federal CapTel service. 

As is well known by those in the TRS industry, there is currently only one traditional 
captioned telephone service provider (CapTel S) who provide the service through 
certified TRS providers. Captel began operations in 2003. They currently provide service 
for 49 states along with the Federal CapTel service. 

7. Bid Security Deposit 

A $500,000 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 15,20 12, and is payable to 
the Florida Telecommunications Relay, lac. The bid security deposit will be held without 
cashing. 

December 22,201 1 Page 295 

atat 
F;r( 



cl 

- AT&T Response to RFP No. 110013-TP 

If a bond is used, the bond shall be issued from a reliable surety company acceptable to 
o do business in the state of Florida and shall be signed by a Florida 

cuting the bond on behalf of the surety 
ent. Such a bond shall be accompanied by a duly authenti 

g that the person 
had the authority to do so on the date of the bond. Please clearly identify the expiration 
date of the bond, if a bond is submit as the bid security instrument. 

The uns 
thirty (30) days after disqualification, withdrawal, or signing of the contract with the 
successful bidder. The successhl bidder’s bid security shall be returned, without interest, 

t and furnishing the Performance Bond as specified herein. If 

citied herein, the bid security shall 

urity deposits shall be returned, without interest, within 

signing of the cont 
ccessful bidder fails to sign a contract within thirty (30) days after the Letter of 

Intent or fails to deliver the Performance Bond as 
be forfeited to the Florida Telecominunications Access Sy 

AT&T Response: 

AT&T has read, understands, and complies. 

Please see Appendix 5 for our Bid Security Deposit in bond form. 

The original of the Bid Security Deposit is located in the Original binder. 
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D. T H E  P R I C E  P R O P O S A L  F O R M A T  
le minute for all services 

in item B.22. The price per billable 
. A format similar to 

NOTE: THE PRICE PROPOSAL SHALL BE FILED IN A 
ENVELOPE MARKED: “SEAL 
PROPOSAL OPENING 

A U T E  SEALED 
- TO BE OPENED ONLY BY THE FPSC 

AT&T Response: 

AT&T has read and meets this requirement. 

Pricing for the items listed above is provided under separate cover in our Pricing 
Proposal. 

SERVICE PRICE PER B I L L A B L E  MINUTE 

1. B a s i c  R e l a y  S e r v i c e  

Bid price should be on a 
vary depending 
relay service is $0.89 pe 

r billable minute for a 
e of traffic. Existi 

AT&T Response: 

AT&T has read, understands, and complies. 

Pricing for the items listed above is provided under separate cover in our Pricing 
Proposal. 
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3 
2. Captioned Telephone 

uld be on a rate per billable minute for all billable minutes and may vary 
011 the voluiiie of traffic. Existing contract price for in 

telephone service is $1.54 per sessioo minute. 

AT&T Response: 

AT&T has read, understands, and complies. 

Pricing for the items listed above is provided under separate cover in our Pricing 
Proposal. 

3 
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T T Y  R e l a y  
Text Telephone Relay Services, or TTY, 

allows users t o  type their conversation to  a 

Communication Assistant who w i l l  convey 

the messages back and forth. In addition t o  

TTY service, AT&T offers Voice Carry Over 

(VCO) for individuals who can speak but have 

a hearing loss, Hearing Carry Over (HCO) for 

individuals who can hear but cannot speak, 

and Speech to  Speech (STS) service for 

individuals who have difficulty speaking. 

I M  R e l a y *  & 
Instant Message (IM) Relay allows users to 

make calls using AOL Instant MessengerTM 

(AIM). To use IM Relay just  send an instant 

message with the phone number you want 

t o  dial to  the screen name, "ATTRelay" 

on AIM. Its that easy! If you have AIM on 

your wireless device you can also use AIM 

wirelessly too! We also offer real-time IM 

relay that no provider currently offers. AT&T 

wi l l  provide you with your own 10 digit 

phone number for easy and quick connection 

to  your calls and '911' emergency calls. 

A d d i t i o n a l  Resources 
e 800-682-8706 

rca re@att.com 

was the first company t o  
provide a s tate funded TRS program for deaf 

and hard of hearing consumers. We are excited 
t o  serve the community. We are committed t o  
providing the highest quality customer service 
so every individual can communicate in their 
own way no matter if they are deaf, hard of  

I I 
1 

e 

i 

er Required for IM 
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R e a l - T i m e  R e l a y  
Real Time IM allows you to receive the text of the voice 
caller on a word by word basis rather than waiting for the 
complete text message to be sent. AT&T is the only provider 
to offer this service, available only on PC desktop or laptop. 

H i s t o r y  
Allows you to see your most recent calls. 

i C a l l  
Allows you to provide instructions to communication assistant 
to  expedite your calling. 

F o n t  S ize  
AT&T is currently the only provider to offer this service. This 
feature allows visually challenged consumers to increase or 
decrease font size while communicating. 

Address  
This feature allows consumers to  update your e911 profile in 

the event of an emergency. 

To use IM Relayjust send an instant message to  
“ATTRelay” on your AOL Instant MessengerTM. 

In an emergency, TTY users should dial 911 directly. Press space bar a few times to identify that you are a TTY user 
Remember, dialing 911 directly can save valuable time and allow the emergency personnel to locate your address 
faster 

Caution Please use your telephone or TTY to call 911 directly AT&T is not liable for damages for emergency calls placed over the IP 
Relay or VRS Internet (“IP”) and Video Relay Service (“VRS”) are NOT for emergency calls If you use IP Relay or VRS to call 911, AT&T 
cannot automatically recognize your physical location. and, thus AT&T cannot forward your location to  the 911 center 

As of 1/1/2009, VRS and IP Relay users are required to  register their address and to  obtain a ten digit telephone number Users can 
change providers at any time and retain the same number Users should keep their address information updated for emergency 911 
calls For more details please visit att com/relay/crs 

0 2010 AT&T Intellectual Properly A l l  rights reserved AT&T, the AT&T logo and a l l  other 
AT&T marks contained herein are trademarks of AT&T Intellectual Properly and/ or AT&T 
affiliated companies 

ATTR011 



Make a call now! 
Dial 1-800-229-5746 using any standard phone. A profess- 
ional Communications Assistant (CA) will connect your call. 

Tell the CA the area code and phone number to call, or 
select a name from your personal speed-dial list. 

Decide what role you want the CA to play in your call. 
Active Role: CA repeats everything you say to the person 
you've called. 
Passive Role: CA gets involved in the conversation only if 
requested by you or the person you've called. 

everything said after the call is answered. 

assume either the Active or Passive role as you've requested. 

ask if you wish to make another. 

The CA dials the call. You can hear the line ringing and 

Talk directly to the person you have called. The CA will 

After saying goodbye, the CA will disconnect the call and 

The service is free. 
distance charges. 
frequency of calls 

-5746 to make call using 5 1 S or visit us 
online to learn more about STS at www.att.com/relay 

AT8T Customer Care: 
1-800-682-8706 (Voice) 
1-800-682-8786 (TTY) 

Ernail 
rm-aPtcustornercare@att.com 

AT&T Internet Relay: 
www.relaycall.com 

AT&T Video Relay: 
www.attvrs.com 

NEW AND CHANGING ESl l / lO-D IGIT  NUMBERING FCC REQUIREMENTS MAY FORCE 
ADDITIONS TO THIS AREA. Please call for more information. 

rstandable phone conv 

P 
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AT&? Speech-to-Speech Relay S?S 

people who have difficulty being understood on 
lecting names from your 

I standard phone. 

I stomer service in the industry. Maybe that's why more an 

voice synthesizer, voice enhancer, sound board, o 
larynx to call anyone you wa 

heard - and to be yourself. You're always in control. 
person you call will 

Y dialing 1-866-260-9470. 

ou can have it all. Just ask 

the different wa 
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in tro d u c in g introducing 
AT&TVideo Link AT&TVideo Link 

Videophone Software 0 Videophone Soft ware 
h -  

~ . C " r n / V + y  1 Free downoad at: Free downoad at: 
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Video Call a friend or Video Call a friend or use VRS 
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A 
T T Y  R e l a y  
Text Telephone Relay Services, or TTY, allows users to type their 

conversation to a Communication Assistant who will convey the 

messages back and forth. In addition to TTY service, AT&T offers 

Voice Carry Over (VCO) for individuals who can speak but have 

a hearing loss, Hearing Carry Over (HCO) for individuals who can 

hear but cannot speak, and Speech to Speech (STS) service for 

individuals who have difficulty speaking. If AT&T is not your state 

relay provider, dial 1-800-855-2880 to have an experienced AT&T 

relay operator complete your interstate calls. 

I M  R e l a y  
Instant Message Relay allows users to make calls using wireless 

devices and computers. This one-step dialing lets users IM a 

phone number. We also offer real-time IM relay that no provider 
currently offers. AT&T will provide you with your own 10 digit 

number for easy and quick connection to your calls and ‘911’ 
emergency calls. To use IM Relay just send an instant message to 

ATTRelay on your AOL Instant MessengerM. 

V R S  R e l a y  
Video Relay Service (VRS) is for Deaf and Hard of Hearing 

individuals who prefer to use American Sign Language to 

communicate. Try AT&T VRS today. 

a t t . co m/re 1 ay 
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I About This User's Guidc 
r 

Welcome to AT&TVRSand Video Link software. We know that you're excited to start placing calls, so we created this 
guide to give you an overview of the basics o fv ideo Link and using AT&TVRS. After reading this guide, you will b e  able 
to use Video Link to place calls to all of your friends, family and business contacts. 

Quick Look At  Video Link Screen 

r' 

My Contact 

LED Status 

I Minimize 

r Mac)/Quit (for PC) 

AT&T Video Link 

Settings 
Call History Presentation 

I 
Video Recorder Main Viewing Screen 

Status 

AT&TRelay. IM. VRS. TTY 

/ LineA 
~ Line B 

- MCU 

. Picture in Picture 
(Pip) Screen 
(visible only 
during three- 
way calls) 

- Resize Handle 

Mu te/U n mu te  



7 Using Manual Dialing to Place Video Calls 

Type the phone number you wish to call in the white field at  the top of the screen, then 
click the orange "CALL" button. 

To hang up, click the rec' " - N D  button. 

AT&TRelay. IM. VRS. TT tt.com/r 
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Using My  Contacts to Place Video Calls 
- -  

When your cursor rolls over "MY CONTACTSon the left side of the main viewing screen, you'll 
notice that the orange button turns blue. When the button is blue, click your mouse and your list of 
contacts will appear.There are two columns in this box, to show the contact's name and the type of 
call (VRS, point-to-point, VCO or Spanish). 

f" 

1 1 '  

I 
ATkT Video 1111. k 

I 

Use the scroll bar along the right side of the My Contacts window or the up and down arrows on your 
computer keyboard to find the contact you would like to call. 

Double click on that person's name to automatically place the call. 

AT&T Relay. IM. VRS. TTY 
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Editing My Contact: 

Adding a Contact 

In t h e  M y  Contacts screen, click or, , ., 

I NAME: 

NUMBER: 

'to access the  "ADD CONTACT" box. 

ADD 

Type the  name of your contact in the  ' I .  ., ....-" field. 

Select t he  call type by clicking on t h e  appropriate radio button: 

VRS = 
SPA = 
vco = 
P2P = 

Video Relay Service 
HolaVRS (Espatiol) 
Voice Carry-Over 
Point-to-Point 

Click the  " utton at  t he  bottom to save the  contact. 

AT&TRe/ay. IM. VRS. TTY. att.com/relay 1 
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Editing My Contacts A 
r 

Editing a Contact 

r- 
I 

1 CANCEL 

If you would like to make changes to an existing contact in My Contacts, click on 
"EDIT" to access the "EDIT CONTACT" box. r' 
Select the contact you would like to edit by using the scroll bar along the right side of the My Contacts window 
or the up and down arrows on your computer keyboard until the contact is highlighted blue. 

Make the changes by typing in the appropriate field or clicking on the appropriate radio button. 

When you are finished making your changes, click the "EDIT" button at the bottom to save the changes. 

AT&TRelay. IM. VRS. TTY att.com/relay 1 3 
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Editing My Contack 
I 

Deleting a Contact 

NAME: 

NUMBER: c 
55555555112 I 

I ,-.JCEL i 
In the My Contacts screen, click on "DELETE" to access the "DELETE CONTACT" box. 

Select the contact you would like to delete by using the scroll bar along the right side of the My 
Contacts window or the up and down arrows on your computer keyboard until the contact is 
highlighted blue. 

Click the "DELETE" button a t  the bottom to delete the contact. 

AT&TReluy. IM. VRS. TTY. att.com/relay 



Handling Incoming Calls 

The call box below appears when you receive an incoming call: 

W 
5555551152 

I 
Audio/Vidco 

0 Enable Video Privacy I 
RUECT - n I ACCEPT I 

To accept the call, press the "ACCEPT" button to connect to the call. 

If you do not want to accept the call, press the "REJECT" button. 

Settings 

You will also notice that you have two options when answering an incoming call: 

AudioNideo (default): Unless you select "Enable Video Privacy,"audio/video will automatically be 
enabled when you accept an incoming call.This means you will be able to see the person calling you 
and the other caller will be able to see you. 

Enablevideo Privacy: If you choose this option, the incoming call will be connected when you click 
"Accept,"and you will be able to see the person calling you. However, the other caller will see your video 
privacy screen until you disable it. 

NOTE: The audio stream remains enabled during video privacy. 
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Resizing The Main Viewing Screen 

To resize your main viewing screen at any time, click and hold on the resize handle in the lower right corner 
and drag to expand or minimize the screen. 

During a call, you can instantly expand the main viewing screen to display full size on your computer 
screen. Simple press the "ESC" key on your computer keyboard to toggle back and forth between full 
screen and regular views. NOTE: This option works ONLY during LIVE calls. 
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Using Video Privacy 

During a call, you have the  option of enabling video privacy. Simply click on the blue "VIDEO PRIVACYicon 
m th@ right side of the self-view screen. (It will turn orange when your cursor rolls over it.) 

Once you have clicked, video privacy is enabled. Although you can still see the other caller, s/he can no longer 
see you. Instead, the other caller will see a video privacy screen: 

U 

4 1 
5% 

To disable video privacy, click on the blue "VIDEO PRlVACt Icon again. 

NOTE: The audio stream remains enabled during video privacy. 

Shortcut: You can also enable and disable video privacy simply by  tapping the spacebar on your 
computer keyboard. 

NOTE: Video privacy can be enabled ONLY during a LIVE call. 

r" 
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Placing Three- Way Video Calls 

With Video Link, you have t h e  abil ity to view up to two other video screens, allowing you to place three-way 
video calls. To start a three-way video call, place a call to the  first person by dialing manually or using M y  
Contacts. This person becomes Caller A. 

To invite a second caller, click on t h e  "LINE B" icon.This puts Caller A on hold, and a"Call Is O n  Hold" 
privacy screen will appear on his/her screen. 

P 1 

I -* 

CALL I S  
O N  HOLD 

Place a call to the  second person b y  dialing manually or  using M y  Contacts. This person becomes Caller B. 

Once Caller B is connected, you have the  option of talking to either caller separately simply by clicking on 
the appropriate icon. Clicking on the  Line A icon allows you to talk to Caller A alone and puts Caller B on 
hold. Clicking on the  Line B icon allows you to talk to Caller B alone and puts Caller A on hold.The caller 
who is on hold will see a "Call Is O n  Hold" privacy screen. 

To connect to both callers at t he  same time, click on the  "MCU" icon, which will link all three calling parties 
together on the  same screen. Your image will continue to b e  displayed in the  self-view screen. Callers A 
and B will b e  viewed in the  main viewing screen and picture in picture (Pip) screen. 

Click on the  Line A or  B icons to switch views of the  other two callers. Clicking on the  Line A icon moves 
Caller A to the  main v iewing screen, with Caller B in the  PIP screen. Clicking on t h e  Line B icon moves Caller 
B to the  main viewing screen, with Caller A in t h e  Pip screen. 

AT&T Relay. I M. VRS. TTY. 
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Video Link has the ability to  display presentations from your computer screen to the person you are calling by 
using its presentation feature. During a video call, click the "PRESENTATION" icon to enable the feature. 
NOTE: This feature will only work during a LIVE video call. 

Using Video Sharing 
In the "PRESENTATION" screen, you will see a drop down menu at the top of the screen. This menu has two 
options: "Video Sharing" and "None." 

I 

4 Video Sharin 

Video Sharing: This is  the default setting, which will be enabled each time you open the presentation feature. 
When video sharing is enabled, the other caller will see your presentation, but they cannot see you. 

None: When using the presentation feature, disable video sharing by choosing "None"from the drop down 
menu.This will allow the other caller to see you and the presentation will no longer be visible. 

Toggle between "Video Sharing"and "None"to alternate displaying your presentation and displaying yourself 
to the other caller. 

~ 
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Using the Presentation Feature 7 
A J 

Selecting Your Presentation 
Most of the "PRESENTATION" screen is occupied by a list of all of your computer's open applications. 

I 

r 
D f !  

Application 

I 

I 

Select the file you would like to display by using the scroll bar along the right side of the Presentation 
screen and clicking on the file name so that it is highlighted blue. 

Once you click on the selected file, all calling parties will be able to see your presentation, including 
yourself. Keep in mind that once your presentation goes live, the other callers can no longer see you. 
To change the view so that your callers can see you again, you will need to disablevideo Sharing. (See 
instructions on the previous page for toggling between Video Sharing and call views.) 

NOTE: Remember to select "None"in the Video Sharing drop down menu once you've completed your 
presentation. Simply clicking the Presentation icon to close the Presentation window will not disable the 
Presentation feature. Your other callers will continue to see the presentation (and be unable to see you) 
until you manually disable Video Sharing by selecting "None." 
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'/ideo Recorder 

Recording a Call 
If you wish to record a call, first connect to the other caller(s).You will notice a red button to the right of the 
self-view screen. 

Click the red "RECORD A CALL" button to begin recording.The button will turn blue to indicate it is recording. 
NOTE: The other caller(s) will see a message indicating that the call is being recorded: 

I 

To stop recording the call, press the blL, RECORD A CALL" button. 

Video Recorder Window 
To access your recorded calls, click on the "VIDEO RECORDER" icon to open the Video Recorder screen. 
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In the Video Recorder window, there are four columns for each recording. Use the scroll bar along the bottom 
of the Video Recorder window to scroll right and left to see all of them: Name, Date, Time and Duration. 

There are also four different functions listed along 
the left side of the Video Recorder window: 

Play = View selected recording 
Edit = Change name of selected recording 
Export = 
Delete = Delete selected recording 

Save a copy of selected recording to another location 

Viewing a Recorded Call 
To play a recorded call, first use the up and down arrows on your computer keyboard or the scroll bar to 
find the recording you would like to view so that it is highlighted blue. NOTEA scrollbar willautomatically 
appear along the right side of the Video Recorder window once you have more recorded calls than will fit in 
the window. 

Click 
three more iunction buttons in the lower left corner: Play, Pause and Stop. 

'and a Playback window will open.The Playback window displays the selected recording and 

P 5555551152 

PLAYBACK 

Play: Your recording will automatically start playing after you have selected it in the Video Recorder 
window. In the Playback window, you can press the " 
paused or stopped the recording or if the recording h d S  ptdyed through to the end. 

button to restart the message if you have 

Pause: Clicking this button will temporarily pause the recording. Click "PAUSE" again or click 
start playing the recording from the same point where it was paused. 

I AT&T Relay. IM. VRS. TTY. at t .co m / re I a- 

Stop: If you want to start the message over from the beginning, click "STOP" a t  any time and then click 
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Editing a Recorded Call 

To help manage your recorded calls, you have the ability to change the name of the recording. First use the 
up and down arrows on your computer keyboard or the scroll bar to find the recording you would like to edit 
so that it is highlighted blue. NOTEA scrollbar willautomatically appear along the rightsideof the Video 
Recorder window once you have more recorded calls than will fit in the window. 

Click "EDIT" in the Video Recorder window to access the recorded call details box. 

Name PI 
Notes 

Date 

Duration 
Size (bytes} 

Rem. Party 

Rem. M c e  

k 5 5  5 5 5 1  lS2I I 
r w i n g  up on catering I 

r9252 15 I 
15555551 152 I 
PTctgic PSEMZ 4.4.12 

Fields marked with p) are required. 
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After typing in the new name, click the 
automatically close the box. 

button at  the bottom of the screen to save the new name and 

Below the ' 
informatioi I you'd like to remember about the recording. Click the " O K  button to save your notes. 

7' field, you will also notice an optional "NOTES" field, where you can type in additional 

I 
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Video Recorder 

Exporting a Recorded Call 

If you would like to save a copy of the recording to another location, first use the up and down arrows on your 
computer keyboard or the scroll bar to find the recording you would like to export so that it is highlighted blue. 
NOTE: A scroll bar will automatically appear along the right side of the Video Recorder window once you have 
more recorded calls than will fit in the window. 

Click "EXPORT" to open an exporting screen: 

Save As: 

Where: 

Format: 

L 

Mac Exporting Screen (top) and PC Exporting Screen (bottom) 

Type in the name of the recording, select where to save it and choose the format, then click "Save." 

Deleting a Recorded Call 

To delete a recording, first use the up and down arrows on your computer keyboard or the scroll bar to find the 
recording you would like to delete so that it is highlighted blue. NOTE: Ascrollbar willautomatically appear 
along the right side of the Video Recorder window once you have more recorded calls than will fit in the window. 

Click "DELETE" to immediately delete the selected recording. 

NOTE: To delete several recordings at once, you can select a recording, then press and hold the "Shift" key on your 
computer keyboard to highlight multiple recordings. 
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Click the L 

mlssed call.. 
'- HISTORY" icon to access information about all of your calls, including outgoing, incoming and 

.- e I El 
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In the Call History window, there are four columns for each call. Use the scroll bar along the bottom of 
the Call History window to scroll right and left to see all of them: Name, Date,Time and Duration. 

There are also six different functions listed along the left side of the Call History window: 

AI I 
Outgoing 
Incoming 
Missed 
Add 
Delete 

Displays all calls 
Displays ONLY outgoing calls 
Displays ONLY incoming calls 
Displays ONLY missed calls 
Add a caller to your Video Link My Contacts 
Delete a call from Call History 

Viewing Your Call History 
You can quickly and easily review all of your Video Link calls. Choose "ALL" to view all outgoing, 
incoming and missed calls. You can identify whether the call was outgoing, incoming or missed by the 
color: blue, green or red. 

Blue represents outgoing calls. You can also click "OUTGOING to view a list of only the calls that you 
placed from Video Link to other callers. 

Green represents incoming calls. You can also click"INC0MING to view a list of all incoming calls that 
you answered on Video Link. 

f l  Red represents missed calls.To view a list of incoming calls to your Video Link that were not answered, 
click "MISSED" I 
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Using Call History to Add a Contact 

If you place or receive a call and that person is not listed in My Contacts yet, you can easily add him or her from 
the Call History screen. First, use the up and down arrows on your computer keyboard or the scroll bar along the 
right side of the Call History window to find the phone number of the contact you would like to add so that it is 
highlighted blue. NOTE: A scroll bar willautomatically appear along the right side of the Call History window once 
you have more calls than will fit in the window. 

C1ick”ADD” to automatically access an Add Contact window in My Contacts. 

NAME: 
I 

NUMBER: 
I 

The phone number will automatically be listed. Simply type in the contact’s name, select the call type and click 
”ADD“ to save the information in My Contacts. 

Deleting a Call From Call History 

Use the up and down arrows on your computer keyboard or the scroll bar along the right side of the Call History 
window to find the call you would like to delete so that it is highlighted blue. N0TE:Ascrollbar willautomatically 
appear along the right side of the Call History window once you have more calls than will fit in the window. 

Click ”DELETE” to immediately delete the selected call. 

NOTE: To delete several calls at once, you can select a call, then press and hold the “SHIFT“ key on your computer 
keyboard to highlight multiple calls. 
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Co n fig u r a t io n s 

Video Link software comes with all configurations preset, so you should b e  ready to place calls immediately. If 
you are unable to place calls, it is recommended that  you contact AT&T Customer Care for assistance: 

VIDEOPHONE: help.attvrs.tv or 877.642.0837 

EMAIL: help@attvrs.com 

VOICE: 800.296.3808 

iPhone: 888.642.4877 
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Product and Service Features 

t 

AT&T VRS 

Place and receive telephone calls 
to and from any hearing person 
utilizing our top, nationally 
certified interpreters 24 hours a 
day, 7 days a week. 

My Mail 

Your free personal answering 
machine when you are 
unavailable to answer the 
phone. Get your video mail 
for VRS and point-to-point 
calls via email! 

Dual Tone Multi- 
Frequency (DTMF) 

DTMF allows you to enter your PIN, 
bank account or other numerical 
automated menu options directly. 
No need to sign the numbers to 
the video interpreter; you can type 
them in yourself. 

T&T Relay. IM. VRS. TTY 

HolaVRS (Espaiiol) vco Plus 

You can communicate with 
hearing Spanish speakers-no 
barriers! With HolaVRS (EspaAol), 
a video interpreter translates 
between ASL and spoken Spanish 
anywhere in the US. and over 45 
countries. 

Voice carry-over (VCO) is perfect 
for those who prefer to speak for 
themselves! Our exclusive VCO 
Plus offers single-line technology 
for a smoother, more natural call 
process. No need for a second 
phone-simply speak directly 
into your Video Link videophone. 

My Alert 

You don’t have to worry about 
missing a call if you are in the next 
room, down the hall or anywhere 
in the vicinity of your videophone. 
Sign up for AT&T’s innovative 
notification service, My Alert, and 
receive text message notification 
when your call is about to come 
through. 

No more struggling to enter 
contacts on the videophone 
keypad! Use your computer 
keyboard to type in the numbers 
for family, friends and business 
contacts- both hearing and 
videophone numbers-on our 
secured website. Or, the next time 
you place a call to someone who 
is not listed, simply ask the video 
interpreter to save the contact to 
your My Contacts for you. Best of 
all, you can access My Contacts 
to place AT&TVRS calls from any 
other VRS provider’s videophone. 
Simply call AT&TVRS and tell the 
interpreter whom you want to 
call. If the person is listed in your 
My Contacts list, the interpreter 
can connect you. 

1 att.com/relay 
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1.0 BACKGROUND 

1.1 Introduction 

This paper presents the current industry understanding regarding network technical issues 
associated with the implementation of Telecommunications Relay Service (TRS). Of particular 
concern is the issue of carrier of choice -- the ability of the TRS user to specify the carrier the 
user wishes to transport the call, and the manner in which this feature can be provided. This 
effort is a result of activity initiated at the Industry Carriers Compatibility Forum (ICCF). It 
represents the current industry view and may be subject to change. Any such changes, 
including modifications or additions to the document will be made under the direction of the 
Network Interconnection lnteroperability Forum (NIIF). 

Although the technical arrangements described in the document should be considered the 
product of industry consensus regarding the ultimate network solution to the stated issues, there 
should be no inference relating to the implementation of the proposed architectures by any TRS 
service provider. That is, the decision to implement these arrangements, and the timetable in 
which such arrangements should be deployed, is likely to be based on business and regulatory 
concerns, and will vary accordingly. Moreover, nothing in this document precludes the use of 
alternative arrangements which may include some or none of the features described. 

1.2 Telecommunications Relay Service 

Telecommunications Relay Service (TRS) is a telephone transmission service that provides the 
ability for an individual who has a hearing or speech disability to engage in communication by 
wire or radio with a hearing individual in a manner that is functionally equivalent to the ability of 
an individual who does not have a hearing impairment or speech impairment. 

TRS includes services that enable two-way communication between an individual who uses a 
Text Telephone (TT) or other non-voice terminal and an individual who does not use such a 
device. 

1.3 Key Regulatory and Legislative Rulings 

Several regulatory and legislative actions have mandated that TRS be made available. Most 
significant of these actions is the Americans with Disabilities Act (ADA) which prescribes that 
“Each common carrier ... shall ... provide ... TRS, individually, through designees, through a 
competitively selected vendor, or in concert with other carriers.” In addition, the ADA directs the 
FCC to prescribe regulations that establish functional requirements, guidelines, and operations 
procedures for TRS. 
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In its ?rder in Docket 90-571 , the Commission provided such regulations. Key among them is a 
technical standard that prescribes equal or equivalent access to interexchange carriers. 
Specifically, it is stated that "TRS users shall have access to their chosen interexchange carrier 
through TRS, and to all other operator services, to the same extent that such access is provided 
to voice users." 

1.4 Carrier of Choice 

In each state, TRS is provided, after a selection/certification or competitive bidding process, by 
a single carrier, either an interexchange carrier (I C), a local exchange company (LEC), or other 
(usually non- profit) organization. The regulation prescribing equal access for TRS has been 
interpreted to require that the TRS provider offer the TRS user the ability to designate the carrier 
to transport the call. Accordingly, the TRS provider must establish the technical capability and 
the administrative procedures to route the call to the designated transport carrier. Similarly, the 
transport carrier must be able to recognize the TRS call, complete the call to its destination, and 
obtain sufficient call detail information to accurately rate and bill the call. With such an 
arrangement, the established connection will link the calling party to the called party, through 
the TRS platform and the facilities of the transport carrier. The Communications Assistant (CA) 
of the TRS provider will provide the relay function . 

2.0 NEEDS AND OBJECTIVES 

2.1 Rating of TRS Calls 

Several State Commissions have mandated that TRS calls be discounted. Such discounts must 
be provided not only by the TRS provider, but also by any other carrier that is involved in 
transporting the TRS call. Accordingly, if a call is routed by the TRS provider to a transport 
carrier, the transport carrier must be able to identify the call as a TRS call in order that the 
appropriate discount can be applied . 

2.2 Efficiency 

It is desireable that the TRS provider be able to route the call to the designated transport carrier 
in as efficient a manner as possible. The need for such efficiency implies that the transport 
carrier receive, through available network signaling, all necessary information to complete the 
call. This information includes the identification of the call as a TRS call, the end user calling 
nurnber, and the called number. Moreover, it is desireable that any additional information 
further describing the nature of the calling line (e.g., hotel/motel, payphone, etc.) be provided. 

Calls not requiring operator assistance should be routed to the transport carrier's non-operator 
switch. That is, calls where alternate billing (card, collect, third party) is not requested by the 
calling party should not involve the operator services position of the transport carrier. When 
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,- alternate billing is requested, the interaction between the CA and the transport carrier operator 
should be kept to a minimum. Again, as much information as possible should be provided to the 
operator services position of the transport carrier through network signaling. 

Efficient provision of routing to the transport carrier will minimize the call set-up time associated 
with the TRS call. Minimal call set-up is necessary to better meet the requirement of functional 
equivalency to non TRS connections. 

3.0 NETWORK ARCHITECTURE 

3.1 General 

The suggested network architecture to effect carrier of choice is shown in the figure below. A 
key feature of the architecture is the capability within the TRS platform which allows the platform 
to outpulse in an equal access signaling format to a LEC access tandem switch. This capability 
takes advantage of known access network capabilities and arrangements to effectively provide 
connectivity to the requested transport carrier. 

i t  I 

I I. r I ,  .. 
4 SERVICE I 

PROVIDER I 
ozz + xxx I' II + ANI + 10D 

I 

Tollfree NXX-XXXX TR ANSP 0 R T 
CARRIER ACCESS 

It is recognized that some of the capabilities described as well as the necessary access trunking 
are not now in place and will have to be deployed to comply with the proposed architecture. 
Further, it is understood that this network architecture cannot be used for certain calls (see 
Section 7.5). Finally, as stated in the introduction (Section 1 .l) the decision to implement these 
arrangements and the timetable in which these arrangements are deployed, are likely to be 
based on business and regulatory concerns. 
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3.2 Access to the TRS Platform 

Connection of the end user (calling party) to the TRS platform is typically provided through the 
use of an Toll-free number. The Toll-free service which routes the call to the platform should 
be configured to deliver to the TRS provider the 10 digit calling number (ANI). In addition to 
the calling party number, the Toll-free service should deliver to the platform the ANI" 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 required, if any, and, if 
desired, the carrier the caller wishes to route the call . 

3.4 The Use of MF Feature Group D Signaling 

The TRS Platform will route the call to the requested carrier by generating an equal access (FG 
D) signaling message to an appropriate, originating LEC access tandem switch . Originating FG 
D signaling through an access tandem uses a two stage outpulsing sequence with the first 
stage of the form "Oll XXX" where Oll is used to specify a particular trunk group and XXXX is 
the carrier code. The calling number (ANI) including the ANI" digits and the called number are 
provided in the second stage of outpulsing. 

3.4.1 The Use of Unique ANI II Digit Pairs 

It is necessary that the carrier of choice (the transport carrier) recognize the call incoming to its 
network as a TRS call. To effect this recognition through network signaling, new ANI" digit 
pairs must be defined and assigned to identify TRS calls. Because the transport carrier requires 
information regarding the nature of the calling line, reflecting, for example, the need for a 
particular billing treatment, multiple ANI" digit pairs are necessary. Accordingly, the use of 
these new ANI" 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" digit pairs are given in Section 6, below. 

It should be recognized that the ANI" digit pa ir sent by the TRS platform to the carrier of choice 
will not be the ANI II digit pair originally associated with the calling line and initially received by 
the TRS platform. Rather, the TRS Platform must map the ANI" pair of the calling party's line 
to one of the new ANI" digit pairs assigned for TRS use. 

3.5 The Use of SS7 Feature Group D Signaling 

The TRS Platform will route the call to the requested carrier by generating an Initial Address 
Message (lAM) containing the appropriate parameters to enable the originating LEC access 
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,I- tandem to route the call to the appropriate IXC. The OZZ XXXX will be sent in the Transit 
Network Selection (TNS) parameter and, as in the FGD in-band signaling above, the OZZ will 
indicate the trunk group type (Circuit ID) and XXXX will contain the Carrier Identification Code 
(CIC) of the preferred carrier. The LEC tandem will use the information in the TNS to route the 
call to the appropriate IXC trunk group and to indicate the type of call (I+, 0+, etc.). Since the 
TNS is not passed from the tandem to the IXC, the NllF recommends the Carrier Information 
Parameter (CIP) of the IAM must contain the CIC of the Preferred Inter-exchange Carrier (PIC). 

The Pre-subscribed or Casual Call status of the call is indicated in the Carrier Selection 
Parameter (CSP). The NllF recommends utilizing a CSP value of 7 for TRS calls. CSP value of 
7 is defined as “Selected carrier identification pre-subscription unknown (verbal) instructions 
from the calling party.” Further information on CSP values can be found in T I  .I 13, Signaling 
System No. 7 (SS7) - Integrated Services Digital Network (ISDN) User Part. 

The NllF recommends that the TRS platform pass the Jurisdiction Information Parameter (JIP). 
Currently, the TRS platform does not send JIP but TRS providers are willing to have their 
platforms pass JIP if it was sent on the inbound call. JIP should not be created by the TRS 
platform for a call where the originating office was not capable of sending it. The Originating 
Line Information (OLI) codes are the two-digit codes providing indication of the type of station 
making the call. These codes are referred to variously as “ANI II digits”, “Info Digs”, and “I1 
digits”, and are described below for TRS use. The NllF recommends that the IAM sent by the 
TRS platform be populated in accordance with T1.113, Signaling System No. 7 (SS7) - 
Integrated Services Digital Network (ISDN) User Part. 

3.6 Call Flows 

The following are descriptions of the call processing necessary to establish and complete a TRS 
call. 

3.6.1 TRS Call Billed to the Calling Line 

Consider a TRS call made from a residence line where the caller wishes to have the call 
completed over a specific carrier’s network, and not the network of the TRS provider. Moreover, 
the call is to be billed to the calling line. 

Typically, the calling party would access the TRS Platform by dialing an Tollfree number. The 
call would be completed and, because of the manner in which the (Tollfree) service was 
provisioned, the TRS platform would receive the calling party number (ANI) and the associated 
II digits (in this case 00). The calling party will communicate with the CA, informing the CA of 
the called number and the choice of carrier. The CA, recognizing (through the II digits) that call 
is made from an unrestricted line and that no alternate billing (e.g., card, collect) has been 
requested would assume that the call is to billed to the originating line. 

The CA would initiate the call to the designated carrier causing an equal access signaling 
message to be transmitted from the TRS platform to the appropriate LEC access tandem 
switch. Contained within the signaling message is the information indicating the carrier to which 
the call should be routed. The second stage of the signaling message contains both calling and 
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called party number, including the new" 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 detail indicating the use of TRS, thereby permitting the transport 
carrier to apply the appropriate rate treatment. 

3.6.2 TRS Call with Alternate Billing 

A call will be designated as an alternate billed call either because the calling party has 
requested such treatment or the CA, based on an indication from the calling line " digits, 
recognizes that the call cannot be treated as sent paid. In either event, the call would reach the 
TRS platform as previously described in Section 3.6.1 . 

The CA, after determining that alternate billing is required, will initiate the call to the specified 
carrier as if the call were dialed 0+. Carrier identification will again be realized through the first 
stage of FG 0 signaling through a LEC access tandem. The calling party number information 
will contain the necessary " digit pair indicating a TRS call from either a restricted or 
unrestricted line. Because the call was dialed 0+, the call will be routed to the operator services 
position of the designated carrier where the appropriate call treatment (card, collect, third party) 
can be provided . 

4.0 CAPABILITIES OF THE TRS PROVIDER 

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" digits of the calling line 

Recognize the routing needs (e.g., 1+,0+) of the calling party 

Map the calling line II digits to the TRS II digits as appropriate 

Route the call to the carrier of choice using FG 0 signaling through a LEC access 
tandem switch . (Access facilities to connect the TRS platform to the appropriate 
access tandem must be in place) 

Provide all necessary additional information to the carrier of choice (e.g., card number, 
collect, third party) 

In addition, it is the responsibility of the TRS provider to inform all ICs operating in a given state 
(where the TRS provider offers service) of the location of specific access tandem switches 
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/- through which "carrier of choice" traffic will be distributed. Moreover, the TRS provider is also 
responsible for informing the industry relative to the activation by the TRS provider of any newly 
assigned ANI II digit pairs which will necessarily be forwarded to a selected carrier of choice. 

5.0 CAPABILITIES OF THE TRANSPORT CARRIER 

Similarly, the transport carrier must also support several features to allow the efficient 
implementation of carrier of choice. 

- 

- 

- 

- 

Provision access facilities from the appropriate access tandems 

Receive FG D signaling at all POPS designated to collect TRS traffic 

Receive and recognize the unique TRS II digits 

Record the necessary call detail information for rating and billing 

,.- 

6.0 RESPONSIBILITIES OF THE LEC 

The designated architecture for carrier of choice requires that the TRS provider route traffic 
through a LEC access tandem switch for delivery to the end user's chosen carrier. Accordingly, 
access facilities should be made available by the LEC to provide the necessary connectivity 
from the TRS platform to the designated access tandem. 

In addition, the LEC should understand that the deployment of the recommended architecture 
requires that access recording capability be available at the tandem switch which receives traffic 
from the TRS provider and routes that traffic to the transport carrier. To the extent that access 
recording capabilities are not available, their development should be considered. 

7.0 NEW ANI II DIGIT PAIRS FOR TRS 

It is suggested that three new II digit pairs be assigned to permit the efficient implementation of 
TRS and, in particular, carrier of choice. 

.- 
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7.1 TRS II Digit Pair 60 

ANI II digit pair 60 indicates that the associated call is a TRS call delivered to a transport carrier 
from a TRS provider and that the ca ll originated from an unrestricted 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 calling line. 

7.2 TRS II Digit Pair 67 

ANI II digit pair 67 indicates that the associated call is a TRS call delivered to a transport carrier 
from a TRS provider and that the call originated from a restricted line . Accordingly, sent paid 
calls should not be allowed and additional screening, if available, should be performed to 
determine the specific restrictions and type alternate billing permitted. 

7.3 TRS II Digit Pair 66 

ANI II digit pair 66 ndicates that the associated call is a TRS call delivered to a transport carrier 
from a TRS provider, and that the call originates from a hotel/motel. The transport carrier can 
use this indication, along with other information (e.g., whether the call was dialed 1+ or 0+) to 
determine the appropriate billing arrangement (i.e., bill to room or alternate bill) . 

7.4 ANI II Digit Mapping 

ANI II digit pairs associated with the calling line and received by the TRS platform will have to 
be mapped into the three II pairs assigned for TRS).60, 66, 67 . The following table suggests 
such a mapping. 

ORIGINAL DESCRIPTION TRS II DESCRIPTION 
II PAIR PAIR 

00 UNRESTRICTED 60 UNRESTRICTED 
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60 

67 

66 

67 

60 

67 

,- 

UNRESTRICTED 

RESTRICTED' 

HOTEL/MOTEL 

RESTRICTED 

UNRESTRICTED 

RESTRICTED 

01 

02 

06 

07 

20 

23 

24 

25 

27 

29 

61 

62 

63 

70 

93 

67 

67 

67 

67 

67 

MULTIPARTY 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

RESTRICTED 

ANI FAILURE 

60 

HOTEUMOTEL 

UNRESTRICTED 

SPECIAL 
OPERATOR 
HANDLING 

AlOD 

COIN/NON-COIN 
UNKNOWN 

Tollfree SERVICE 

To1 lfree 

COIN 

PRISON / INMATE 

CELLULAR 

CELLULAR 

CELLULAR 

COCOT 

VIRTUAL NET 

67 I RESTRICTED 

I 67 

I 67 

8.0 Additional Technical Issues 

Several additional technical issues must be recognized by both the TRS providers and the 
transport carriers. 

i Typically, when ANI failure occurs, the call is directed to an operator for collection of the calling party number. If the 
calling party number is successfully obtained, and if it is dertermined that the calling line is unrestricted, the call may 
be forwarded from the TRS platform as an unrestricted call (Le., with ANI I I  M). 

13 



8.1 Trunking to the LEe Access Tandem Switch 

The previously described call flows indicate that the TRS provider will deliver traffic to the 
designated carrier of choice through a LEC access tandem switch. Because the TRS platform 
may be physically distant from the state it serves, an issue that must be addresed is the location 
of the LEC access tandem to which the TRS platform will deliver carrier of choice traffic. It is 
possible that such traffic could be offered at a tandem switch and delivered to the designated 
carrier outside the state in which the call was made. 

If this were the case, at least two difficulties might arise. First, the information provided to the 
transport carrier necessarily includes the calling party number which indicate the NPA code 
associated with the originating location. Accordingly, if this call is delivered to a Point of 
Presence (POP), and ultimately to a switch of the transport carrier in a state far distant from the 
location of the calling party, that switch will receive and must recognize "foreign" NPA codes 
which it typically is not expecting. Therefore, screening in these switches, at least on those trunk 
groups which receive TRS calls, will have to allow such "foreign" codes. 

Second, the ANI based screening required to determine specific call treatment (e .g., collect 
only) or to validate 1 + calling from hotels is based upon internal databases which are regionally 
deployed . Accordingly, if the call is delivered to the transport carrier at a location distant from 
the calling party, the relevant information necessary to perform screening may not be present. 

It is therefore suggested that routing arrangements be considered so that calls routed from the 
TRS provider to the designated carrier of choice are delivered to that carrier from a LEC access 
tandem switch in the state from which the call originated , preferably from the switch that serves 
the calling NPA. 

8.2 Tollfree Database Access 

There are two situations where T ollfree Database Access will provide to the TRS platform an 
ANI II digit pair which does not directly describe the characteristic of the originating line, or will 
change the" pair associated with the calling line. "23 will be received by the TRS platform if 
the access provider cannot determine if the originating line is coin or non-coin. Receipt of II 23 
will occur, for example , on some calls originating from non equal access end offices. 

Upon receipt of " 23 the CA should attempt to obtain the full (10 digit) ANI of the calling party 
and the nature of the calling line. If the CA determines that the call can be billed to the calling 
line, the ANI" digit pair forwarded to the transport carrier could be that associated with a TRS 
unrestricted call. If the CA is not certain of the nature of the calling line, or is unwilling to take 
responsibility for that decision, the call should be forwarded to the transport carrier with the ANI 
" digit pair for a TRS restricted call . 

ANI " digit pair 24 is used to indicate that T ollfree access includes a POTS number translation 
and will therefore be received by the TRS platform on every call if the T ollfree service provider 
has selected this option from the Tollfree access supplier. If " 24 is received, the CA should 
again attempt to determine the nature of the calling line. More appropriately, the TRS provider 
should request of its Tollfree service provider that POTS translation not be used . 
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,,,- 8.3 Inaccessibility of the Designated Carrier 

Clearly, the designated transport carrier of choice to which the TRS provider will direct the call 
must have a Point of Presence (POP) in the area from which the call originates, and must have 
in place access facilities from the tandem switch to which the TRS provider routes the call. If 
such access facilities are not in place, the call cannot be directed to the transport carrier and 
should be routed to the appropriate announcement. 

It should be noted that announcement capability may not be available at all LEC tandem 
switches that will receive TRS (carrier of choice) traffic, possibly causing calls routed to 
unavailable carriers to terminate in reorder, without explanation to the calling 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 in which a calling party making a TRS call needs to access the LEC 
operator for assistance. Accordingly, the TRS platform should incorporate and support existing 
interconnection arrangements (e.g., operator inward dialing) and procedures to accommodate 
this potential need. 

8.5 Transfer of TRS IntraLATA Calls to the LEC 

As previously explained (Section 1.4) there may be situations where, subject to regulatory 
directives, intraLATA calls handled by a TRS provider must be routed to the LEC for completion. 
The network solution described herein cannot be used for such calls. Alternatively, intraLATA 
calls could be forwarded to the LEC simply by sending the called number to the LEC tandem or 
end office switch. (If calls are routed by the TRS provider to the LEC for completion, the calls 
may have to be delivered to a tandem switch in the LATA in which the call originated). 
Associated billing arrangements, if required, would have to be accommodated on an individual 
case basis. In any event, should LEC completion of intraLATA TRS calls be required (in some 
areas, state commissions have authorized TRS providers to complete intraLATA traffic) the 
arrangements necessary to accommodate this need should be developed through one-on-one 
negotiations between the TRS provider and the LEC. 

8.6 Coin Sent-Paid Calls 

A recent FCC Order (CC Docket 90-571, released 2/25/93) ruled that TRS must accommodate 
coin sent-paid calls. Current TRS access arrangements (Le. Tollfree service) and TRS platform 
capabilities cannot adequately support coin sent-paid traffic as the necessary coin control 
signaling features, required to monitor the deposit and collection of coins, are not available. 
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Moreover, the difficulties are compounded if the call is handed off from the TRS provider to a 
transport carrier. In this situation, the coin control capabilities would necessarily have to be 
transferred to the transport carrier -- a capability that again, is not available. 

Further, full support of coin sent paid TRS traffic would require a non-voice interface for coin 
control signaling and the development of the associated industry standards. In addition, 
changes in customer premises equipment (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, along with the LEC, may choose not to implement 
the above described capabiliities. Although less efficient, there are alternatives to the network 
solution which could provide the basic carrier of choice feature. 

Simplistically, upon a calling party request for transport service from a designated carrier, the 
TRS provider could launch the call to that carrier using 101 XXXX access. The call would be 
routed to the carrier of choice with the ANI and the ANI II digits of the TRS platform. The 
transport carrier could identify calls from a TRS provider based upon the ANI, and collect the 
call detail for those calls in a "downstream" process. Call detail information, recorded by the 
TRS provider, including calling party number could then be provided to the transport carrier, 
allowing calls completed over the transport carrier's network to be associated with the 
appropriate calling party. Accordingly, the calls could be rated and billed. 

This arrangement would permit a TRS provider to route the call to the calling party's carrier of 
choice, and would not require the network modifications and access trunking additions 
described above. This arrangement, however, requires the transfer of billing information outside 
the normal, automated processes. The use of essentially manual input to an otherwise 
automated process is administratively burdensome and is prone to result in lost data and/or 
errors. Moreover, the absence of relevant information (e .g., calling party number, relevant II 
digits) in real time during call processing could inhibit the transport carrier's ability to properly 
treat the call, and could potentially increase the possibility of fraud. Accordingly, at least for use 
in the long term, this alternate arrangement is not recommended. 
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To Our Investors: 
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In 2009, we extended our unmatched track record of leadership in delivering innovative 
solutions that allow our customers to  connect in new and better ways. In the process, we 
achieved solid financial and operating results and positioned your company to  lead the 
next wave of communications growth. 

Our significant investments in advanced, innovative networks and products have established 
AT&T as a leader in providing mobile broadband access t o  the Internet - a powerful 
communications force that impacts every aspect of how people Live and how companies 
do business around the world. 

Despite a challenging economy, our focused strategy and solid execution enabled us to finish 
2009 in a position of unsurpassed financial strength among our telecommunications peers and 
poised for continued growth in key areas: 

- We invested more than $17 billion in capital to move our business forward and deploy 
innovative network technologies that will drive new and better customer solutions. 

We led the industry in several growth categories, including mobile broadband 
and wireless, where we added more than 7 million subscribers - equaling our 
best year ever and the best performance in the U.S. wireless market. 

Net income attributable to  AT&T exceeded $12.5 billion, while cash from 
operating activities reached $34.4 billion - the highest total in our history. 

We returned a record $9.7 billion to stockholders through dividends. And in 
December, we raised our quarterly dividend for the 26th consecutive year. 

- 
- 
= 

But these accomplishments don't just demonstrate our financial strength and ability t o  
execute. Just as important, they validate our strategy and our deep commitment to  building 
long-term value for you, our owners. 

Randall 
Stephenson 
Chairman, Chief 
Executive Officer 
and President 
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True to our heritage, we are a company of people innovating for people. Last year, we 
introduced new capabilities that are pushing the boundaries of communications and 
defining its future. In this report, you can read stories of how our customers count on AT&T 
to deliver the connectivity they need. But first, here are highlights of our 2009 performance: 
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Mobile broadband 
Mobility driving growth. Mobility is the driving force behind our industry's growth around 
the globe. And AT&T is ahead of the competition, leading the worldwide mobile broadband 
revolution that is transforming lives, businesses and economies. Leadership in this high- 
growth market was a goal we set several years ago; we've achieved that and will continue to 
build upon it. AT&T delivers the nation's most advanced mobile broadband experience. And 
in 2009, we began working to make the nation's fastest 3G network even faster with next- 
generation technology that will double our theoretical peak 3G speeds and prepare us to 
deploy even faster and more powerful LTE mobile service in 2011.l AT&T's network supports 
more 3G HSPA broadband customers than any other carrier worldwide. Our early leadership, 
experience and expertise in this important area give us a distinct advantage going forward as 
more consumers and businesses adopt mobile broadband, applications and devices. 

Smartphone leadership. As the mobile broadband leader with the best lineup of devices, 
we significantly expanded our smartphone subscriber base. Compared with our closest 
U.S. competitor, twice as many smartphone users have chosen AT&T - one of the key 
factors driving wireless revenue growth of nearly 9 percent. 

Emerging devices. We extended our industry leadership in emerging devices that depend 
on wireless connectivity, such as eReaders, netbooks, navigation devices and health care 
monitors, by certifying more than 750 wireless specialty consumer and machine-to-machine 
devices to  date on AT&T's network. These devices - more than 2 million of which are 
connected to our network today - represent the next wave of growth in wireless. Most 
of the major emerging device brands - including Apple - are choosing AT&T as their 
mobile broadband network provider. 
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Mobile solutions for businesses. Devices like smartphones, laptops and netbooks enable 
companies to  extend sophisticated mobile capabilities to their employees around 
the world. To create even more customer value, AT&T is  deploying mobile-enabled 
applications that are transforming companies - and even entire industries - with 
solutions like wireless energy metering, fleet management and GPS. 

AT&T U-verse 
U-verse scale. Three years ago, we launched the nation's largest deployment of Internet 
Protocol (IP) TV technology. Today, our AT&T U-verseSM platform is deployed to approximately 
23 million living units, and we've nearly doubled our subscribers in the past year. U-verse 
is on track to be a $3 billion annual revenue stream in 2010. And AT&T U-verse TV ranked 

"Highest in Residential Television Service Satisfaction in the South and West Regions 
Two Years in a Row" by J.D. Power and Associates.2 

.. U-verse is a powerful platform for bundled services. More than 
3u pr i ce i i i  u-vclJe TV customers bundle high speed Internet, and nearly 70 percent 
add IP voice. It's a great example of how our strategic investments in innovation are 
transforming our customers' lives, offering them an unmatched bundle of wireless and 
wired services that makes content and applications portable across all three screens 
people use most - TVs, computers and mobile devices. 

IP networks and data services 
Premier products and services. AT&T is a global leader in designing, building and managing 
advanced IP technologies and networks for businesses of all sizes. For our customers, 
connectivity - anytime, anywhere - is the lifeblood of their businesses. Empowering 
employees to work from anywhere and improving communications with their customers, 
vendors and partners helps businesses increase productivity and operate more efficiently. 
We're also delivering the advanced IP technologies customers need, when they need them. 
These include bandwidth on demand, information storage and hosting from our Internet 
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Dividends Per 
Common Share 
For 26 consecutive 
years, AT&T has 
demonstrated its 
commitment to 
stockholders with 
increases in its 
quarterly dividend, 
and our dividend has 
increased more than 
20 percent in the 
past three years. 

data centers, and network security - all delivered with the world-class reliability AT&T 
is known for. We're managing and operating complex IP networks and technologies 
for our customers so they don't have to, allowing them to focus on what they do best - 
running their businesses. And on top of the connectivity we provide businesses, we offer 
industry-leading local business search and advertising capabilities - online, mobile, IPTV 
and print - to help businesses increase their sales. 

Unmatched global reach. AT&T not only offers customers solutions to run their businesses 
in the US., we also offer them connectivity around the globe. Our network reaches 
countries representing 97 percent of the world's economy. With our global communications 
capabilities - widely regarded as the best in the industry - AT&T is a leader in serving 
large business customers, including all of the Fortune 1000, on six continents. 

Investing in our future 
We lead in all these areas because we have the largest and most advanced IP network 
infrastructure in the world. This infrastructure supports our next-generation growth platforms - 
both wireless and wired - which are taking to the next level what our customers can do on 
the internet, such as download videos to mobile devices or conduct High Definition (HD) video 
conferences with their colleagues around the world. The global scale of AT&T's IP infrastructure 
not only provides users with what they need, it makes these shared solutions seamless and 
affordable for all our customers - from consumers and small businesses to multinational 
corporations. As a result, we're seeing an explosion in customers' data usage on our network 
for example, mobile data traffic has grown more than 5,000 percent in the past three years. 

Approximately 70 percent of our revenues now come from wireless, wireline data and 
managed services, up from 60 percent in the fourth quarter of 2007. These are the 
growth engines of our future. And we have built an unsurpassed set of capabilities to 
deliver on their potential. 

Besides our market leadership in key growth areas, our financial results last year reflect 
our disciplined management in tough economic times. We moved quickly to adjust our 
cost structure and increase efficiencies across the board, giving us the ability to increase free 
cash flow, raise our dividend and strengthen our balance sheet, while continuing to invest 
aggressively in our network and associated growth opportunities. 

We made $17.3 billion in capital investments in 2009, bringing our total over the past 
three years to more than $55 billion - more than any of our US. competitors. We also 
signed or completed nearly $5.5 billion in acquisitions in 2009, nearly all to  expand our 
mobile broadband coverage and capabilities. 

Setting ourselves apart 
Our leadership in mobile broadband - increasingly critical for consumers and businesses - 
sets AT&T apart from our competitors and is the fundamental basis for our growth going 
forward. Mobility is  our No. 1 investment priority, including a planned increase of 
approximately $2 billion in 2010 in wireless network and backhaul investment. It's 
at the center of the integrated communications solutions that give our customers the 
power of the nation's most advanced mobile broadband experience. I'm confident that 



our investments will pay off in sustained leadership and growth for AT&T. And I couldn't 
be more optimistic about our future. The underlying global demand for connectivity is 
growing - and no company is better positioned to meet it than AT&T. 

f l  

A commitment to sustainability 
I also want to share highlights of our continued commitment to invest in the sustainability 
of our communities, our business practices and our workforce: 

Through our $100 million AT&T Aspire initiative, we're working with educators, 
students and parents to address the high school dropout crisis that threatens the 
future of our nation's workforce. Funds from this program support efforts across the 
country to help our young people succeed in school and go on to good careers. 

In 2009, we announced a planned $565 million commitment to add more than 
15,000 alternative fuel vehicles to our fleet over a 10-year period. 

We continue to invest in our workforce, providing good-paying high-tech jobs with 
affordable health care and great training opportunities. What's more, we've ratified or 
reached tentative agreements with nearly all of our labor unions on new contracts 
that allow us to continue providing some of the best wages and benefits in the nation. 

Positioned to lead for the long term 
I am excited about the opportunities ahead, and I am confident in our ability to make 
the most of them. 

We already have set ourselves apart with leading-edge products and services across every 
customer segment. Now, as the economy shows signs of recovery, we have the financial 
strength, the IP network capabilities, the investment strategy and the innovative, 
customer-focused solutions to accelerate our growth in key areas and further differentiate 
our company in the marketplace. 

We'll continue to execute on our strategy of connecting more people and machines to our 
global IP network infrastructure - so we can deliver innovative solutions that enable our 
customers to do more in more places. We have the plan - and the capabilities - to deliver 
on that strategy and to continue to lead our industry for the long term. 

Just as important, we have a terrific team of talented and committed employees. 
They are the ones who give life to the words "people innovating for people." 

Finally, my thanks to you, AT&T's stockholders. I appreciate your continued trust in our 
company and in our team's ability to innovate and deliver results. We'll continue to work 
hard every day on your behalf. 

Since rely, 

Randall Stephenson 
Chairman, Chief Executive Officer and President 
February 17, 2010 
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Sharolyn Farmer and Jeff Cassanova 
are part of the AT&T team responsible 
for developing innovative products 
and experiences delivered through the 
three screens - TVs, computers and 
mobile devices - that people use to 
connect to their world. Their passion 

help consumers get more from their 
entertainment experience, at home 
and on the road. Want to program your 
DVR from your smartphone? Need a 
customized HD traffic map on your T\r 
to speed your commute? How about 
interactive gaming with no game 

nsole? Or 3-D TV right in your own 
ing room? Chances are, this tea 

something in the works foi 

is developing integrated features thal U 
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Industry-Leading 
Wireless Growth 
In 2009, AT&T led the 
industry in attracting 
customers, who chose 
AT&T for the nation's 
most advanced mobile 
broadband experience, 
feature-rich devices 
and broad access to 
mobile applications 
and content. 

Consumer Solutions 
Our customers want to connect to the people, content and applications most important 
to them - from more places. And AT&T brings together mobility, TV, Internet and voice 
communications to create innovative, integrated solutions that enhance people's Lives. 

Our customers benefit from the nation's most advanced mobile broadband experience, 
with the fastest 3G speeds, the most popular smartphones, the ability to simultaneously 
talk and browse the Web with 3G and access to more than 140,000 mobile applications! 
We're a leading innovator in mobile broadband, and we invested aggressively in 2009 to 
make our customers' experience even better. 

In hundreds of U.S. markets, we nearly doubled the 3G spectrum serving our wireless 
customers. And our 3G network - the nation's fastest - is getting faster in 2010 and 
2011, thanks to  next-generation technology. We expect that the majority of our mobile 
broadband traffic will benefit from these advanced speeds by the end of 2010. 

AT&T was recognized on t h e  2009 BusinessWeek l is t  of 
"5 0 M os t I n n ova t i ve C o m p a n i es." 

AT&T's company-owned and -operated Wi-Fi network is the country's l a rge~ t .~  That's a key 
advantage as more Wi-Fi enabled consumer electronics are introduced. And because our 
wireless services use the global standard technology, when our wireless customers travel, 
they get the best international coverage of any U.S. wireless provider. 

At the same time, we're working to connect more devices to our mobile broadband network. 
Major eReaders, netbooks and other consumer electronics depend on AT&T's wireless 
network to connect to the Internet. By one estimate, 1.5 billion non-handset data-centric 
devices wil l be in use worldwide by 2014.5 And our leadership here is just beginning. 

We also deliver a great video and broadband experience at home, with AT&T's award-winning 
U-verse TV, U-verse Voice and U-verse High Speed Internet services. IP technology allows 
customers to benefit from new and improved features, and we're rolling out faster Internet 
speeds - up to 24 Mbps downstream. Thanks to advanced capabilities and higher speeds, 
more than 2 million customers have chosen U-verse. 
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Integrated Device Penetration 
In 2009, AT&T added 14 million integrated devices - wireless devices with full Internet and texting 
capabilities - on its network, driving strong wireless data revenue growth. Today, more than 46 percent 
of our postpaid subscribers have integrated devices. 

Niblock Family 
Alpharetta, Ga. 
AT&T brings our customers innovations that make life easier. That includes offering them 
the most popular smartphones and access to 140,000-plus applications on their wireless 
devices3 Here's how AT&T customer Jodi Niblock puts it all to work on a daily basis: 

As a stay-at-home mom to Lexi, 10, and Brady, 7, Jodi Niblock is equal parts CEO and cruise 
director when it comes to managing her family's busy life. Fortunately, Jodi has a secret 
weapon: her iPhone. She uses the calendar and notes functions to keep her schedule, 
grocery list and to-do l ist close at hand. But that's just the beginning. 

+-. "This phone is with me 24 hours a 
that I can manage our Lives, wheth on the road.'# 

Most kids get squirmy during a long wait at the pediatrician's office. Not Lexi and Brady. 
Jodi downloads games from the App Store to keep the kids entertained. Brady prefers 
Madden NFL 10; Lexi enjoys taking care of her virtual puppies on Touch Pets Dogs. 

When Lexi's cheerleading takes the family to new cities, Jodi uses the map function to 
chart the course. Since Brady also plays sports - at least one per season - Jodi and her 
iPhone-toting husband, Kevin, are under pressure to keep the kids' proud grandparents up 
to date. Photos are easy to send via e-mail or MMS. And when the tiniest details are too 
precious to lose, Jodi and Kevin use an app that lets them zoom in extra close - up to 4X. 

In her "spare" time, Jodi volunteers for her kids' elementary school. As chair of the 
school's annual book fair, she depends on her iPhone to  schedule meetings and keep 
in touch with committee members. 

The real magic? Jodi makes it look easy. "As a family that's constantly on the move, 
our lives are so much easier with the iPhone - and AT&T's network," she says. 
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Text messages on AT&T's 
wireless network in 2009 

AT&T U-verse TV ranked "Highest in Residential Television Service Satisfaction in the South 
and West Regions Two Years in a Row" by J.D. Power and Associates.2 

Eason Family 
Plantation, Fla. 
Some families worry that technology eats into their quality time together. But more and more 
families are using technology to connect with one another. From the security offered by the 
best international coverage of any U.S. wireless provider to the flexibility of AT&T U-verse Total 
Home DVR, which lets subscribers record up to four shows at once - an ability unmatched by 
any other major provider - the Eason family depends on AT&T Here's their story: 

Rod Eason knows he can rely on AT&T to keep his active family connected - and free 
to enjoy life on their own terms. 

For example, Rod feels safer, thanks to AT&T's wireless coverage. When he and his family - 
wife Jennifer and sons Rod IV, 4, and Jake, 2 - set sail in their boat, Rod says he enjoys the 
peace of mind that comes from wireless coverage in the coastal waters around Florida and 
the Bahamas. And when Jennifer's car had a flat tire on the freeway and was then hit by 
another vehicle, she was thankful to have her mobile phone nearby - she called 911 and 
knew that emergency personnel would arrive quickly. 

"For 1 5  years, AT&T has always been there for my family and me.'' 
- Rod EUSOn 

Meanwhile, the DVR on their AT&T U-verse TV allows the Easons to make the most of 
their Leisure time. They enjoy fishing, diving and beachcombing, and their love of sports 
takes them to local professional football games and Rod IV's soccer games. But they 
know that when they get home they can watch their favorite TV shows - whenever they 
want, at their own pace and on any TV in their home - with U-verse Total Home DVR. 

When they're not on the go, Jennifer likes to entertain the kids with selections from the U-verse 
Video On Demand library. Rod IV and Jake also enjoy seeing what's on with Kids Multiview, 
which allows them to check out four shows at once. And Jennifer is glad to know that when 
the kids are older she can still manage what they watch with U-verse's parental controls. 

"Who would have thought," says Rod, "that when I signed up for my first mobile phone 
I was starting a long-term relationship with a company that is still finding new ways to  
keep us connected and make our lives easier?" 
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4008 1- 16.3M Broadband Leadership 

Combining wired and 36 LaptopConnect cards, AT&T 
is the No. 1 provider of broadband service in the US. 

1QO9 I-. 16.7M 

2 4 0 9  1- 16.9M 

3Q09  I---- 17.1M 
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Amin Family 
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Danbury, Conn. 
More than ever, technology makes i t  easier to balance work and family. Here's how one 
busy executive counts on AT&T: 

Tushar Amin is on call 24/7/365. And, with a wife and two young children, juggling a 
heavy work and travel schedule with his responsibilities at home can be a challenge. But 
thanks to AT&T U-verse TV, High Speed Internet and Voice, along with wireless service 
from AT&T, he gets plenty of help balancing his career and family life. 

Tushar's workday rarely ends when he leaves his office Fortune 50 company. So after he 
and his wife, Meg, get the kids to bed, Tushar uses wireless access to U-verse High Speed 
Internet to catch up on work e-mails, while Meg chooses a movie from the U-verse 
Video On Demand library. And since their downtime is  so limited, they use the preview 
feature to make sure it's a movie worth watching. 

"With two kids, it's hard to get t, but U-verse Lets us multitask so 
we can stay on top of things while enjoying some entertainment." 
- Meg Amin 

When he's working on a big project at night or on the weekends, Tushar can keep up with 
his responsibilities without sacrificing quality time at home. A second U-verse Voice line 
in his home office and Internet access from home allow him to tackle important projects 
without going to the office. 

When travel takes Tushar or the family on the road, they're st i l l  connected. On a recent 
visit to the kids' grandparents, Tushar forgot to program the DVR. "We don't watch a lot of 
shows, but we don't like to miss the ones we do watch," he says. So he's a big fan of the 
U-verse feature that lets him access and program the DVR from any Internet-connected 
device. And when his work takes him farther afield to  such destinations as the Czech 
Republic, Tushar's AT&T BlackBerry smartphone offers the wireless coverage he needs to 
keep up with Meg and the kids -just as long as they can navigate the time difference!6 
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of technologies embedded in our everyday 
Lives - digital mobile phones, advanced 
teleconferencing systems and multimedia 
wireless devices. As head of AT&T Labs' 

department, Bob leads the comp? 
telehealth research. His team, inclu 

sheng Ji, works to harness the 

1 ommunications Technology Reseal 

f wireless and broadband networn1 
eliver innovative health care soluti 

such as electronic sharing of medi 
records, secure data exchange among 
physicians and remote pa 

Lusheng is helping make the doc 
patient relationship more 
developing new services with the 
potential to deliver instant feedback to 
doctors, giving patients more freedom 
and enabling more accurate diagnoses. 
Imagine a networked "pillminder," fo 
example, that would allow doctors 
to confirm that patients are taking 
their medication properly - a key 
contributor to positive outcomes. 
Or picture a networked "smart scat 
that would record patients' weight 
automatically to help physicians track 
trends remotely. This team is workin 

'wing solutions like these so Life. 
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Strategic Business 
Services Revenues 
Strategic business 
services revenues - 
from AT&T's 
advanced IP products 
and services - grew 
17.1 percent in 2009. 

Business Solutions 
Connectivity is  the lifeblood of business. Companies and their employees want to work 

smarter, move faster and serve their customers better. A t  AT&T, that's what our innovative 
business solutions deliver. 

Our global IP infrastructure and networks - and the advanced solutions and applications that 
run on them - enable and enhance commerce at every level. We give small businesses 
the same technology capabilities as much larger ones. We help multinational firms work 
more closely and efficiently with their partners, suppliers and customers. And we do it 
virtually anywhere their work takes them - down the street or around the world. 

We also find new ways to connect mobile workers to the people, information and tools they 
need. AT&T connectivity gives mobile workers real-time access to complex computer systems 
and databases. Features such as instant messaging, video, speech-to-text and GPS navigation 
increase productivity. Bottom line: mobile workers can access the resources and 
information they need. 

FORTUNE magazine named AT&T one of the 50 "World's Most Admired 
Companies" in 2009. 

AT&T solutions also help businesses work smarter. With AT&T's cloud computing offerings, 
such as Storage as a Service and Compute as a Service, companies of all sizes can 
adapt to changing needs and seasonal shifts in demand with flexible, highly secure, 
pay-as-you-go connectivity. By eliminating the need to buy and support extra equipment 
and data-storage capacity, these solutions help companies dramatically reduce computing 
costs without sacrificing speed or service quality. 

Few competitors can draw on as wide a range of proven enterprise technology and 
expertise as AT&T can to deliver innovative solutions for small and medium businesses. 
And our local business search and advertising services offer opportunities for businesses and 
consumers to connect via print, Internet, mobile device and IPTV. 

No company does a better job of connecting businesses of all sizes to  growth and 
opportunity than AT&T. 
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07 $9.68 IP Data Revenues 
As customers increasingly rely on IP communications 
solutions, AT&T's IP data revenues continue to grow 
at a strong pace - up nearly 18 percent in 2009. 

08 1- $11.18 

09 1- 513.18 

Charles Brumauld often fllls up at the Shell station on Paris' Boulevard Raspan - one of thousands sei .-- by AT& 
before meeting friends, Including Catherine Decome, at his favorite brasserie in Saint-Germain-des-Pes. 
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Wi-Fi Connections 
ATBT has the nation's 

largest Wi-Fi network, 
with more than 
20,000 hotspots." 
That Wi-Fi network 
handled 85.5 million 
connections in 2009, 
four times the number 
of connections made 
in 2008. 

For the third con ognized for the Best Mobile Phone Coverage 

TOMS Shoes 
Santa Monica, Calif. 
Because AJ&J's mobile network is built on GSM technology - the global standard - 
AJ& J offers the best international coverage of any U.S. wireless provider, with more phones 
working in more places. This gives more of our customers the freedom to stay connected, 
whether at home or in one of more than 220 countries around the globe. Here's how 
one global entrepreneur puts AJ&J's mobile service to work for his business: 

While in Argentina in 2006, Blake Mycoskie, founder and Chief Shoe Giver of TOMS Shoes, 
discovered the children he befriended had no shoes to protect their feet. To help, he 
created TOMS, a company that matches every pair of shoes i t  sells with a pair of new 
shoes for a child in need. One for One. Since its founding in 2006, TOMS has provided more 
than 400,000 children - from New Orleans to Ethiopia - with much-needed footwear. 

pends on his BL kBerry smartphone - and the AT&T wi 
- to manage his busi 

s like One D 
ss, including awarene 

Worldwide mobile connectivity is a lifesaver for Blake, who spends much of the year 
traveling the globe delivering shoes - making "Shoe Drops" as TOMS calls it. He also 
visits college campuses across the U.S. to share the One for One movement and inspire 
future entrepreneurs. "I want to show entrepreneurs that they no longer have to choose 
between earning money and making a difference in the world," he says. "1 think TOMS proves 
that conscious capitalism is a viable business model for innovators worldwide and that 
entrepreneurs can focus on being ambassadors of humanity." 

Blake credits AT&T's global wireless coverage with giving him the freedom to manage one of 
the world's fastest-growing shoe companies while also living his philosophy of doing well by 
doing good. Whether he's linking to the office with his 3G Laptopconnect card to review and 
approve designs or using the video function on his BlackBerry smartphone to document the 
students and entrepreneurs he meets on his travels, Blake relies on AT&T. 

"My passion is bringing shoes to children," says Blake. "Shoes protect kids from disease 
and make education more accessible for them. But passion always has to be balanced 
with practicality. You can't manage a business without being connected 24/7, and what we 
do just wouldn't be possible without AT&T's worldwide connectivity." 
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Jerome Webber, Katie Dugan and their 
colleagues in AT&Ps Fleet Operations 
organization work every day to put 
environmentally cleaner, more fuel- 
efficient vehicles on the road. 

Jerome directs AT&T's industry-leadin,. 
10-year initiative to deploy more than 
15,000 alternative fuel vehicles, which 
includes the largest US. corporate 
commitment to compressed natural gas 
vehicles to date. 

Building on AT&T's leadership, Katie 
works with several key entities, includin 
the U.S. Department of Energy's Clean 
Cities Program, a government-industry 
alliance committed to accelerating the 
transition to more efficient vehicles and 
domestic-fuel alternatives. 

L 



$152M 8.5M 41K 

Investing in 
Sustainable Communities 
Corporate sustainability at AT&T is about innovative practices that deliver benefits for society 
and for our business. We have pledged hundreds of millions of dollars in multiyear investments 
to strengthen our communities, stimulate economic growth and increase America's global 
competitiveness. And in 2009, we implemented programs to  achieve these goals. 

We recognize the economic and environmental implications of maintaining one of the 
nation's largest commercial fleets. That's why we announced a groundbreaking plan in 
2009 to invest, over a 10-year period, up to $565 million in alternative fuel vehicles - 
an investment that not only will reduce our fuel costs but also our carbon footprint. 

"AT&T is at the forefront of leveraging the clean and domestic 
energy sources that help the U.S. build a bridge toward greater 
energy independence and a brighter domestic energy future." 
- T. Boone Pickens, Energy Executive and Architect of the Pickens Plan 

Our employees have helped make us the No. 1 communications company in the world. In 
turn, we invest in our workforce by creating high-tech jobs that pay well, offer good benefits 
and provide training and advancement opportunities. We invested more than $260 million 
in training and development for our employees in 2009. And we cultivate managers' critical 
leadership skills with online and in-person training opportunities through AT&T University. 

We're also thinking about tomorrow. AT&T's investment in education wil l cultivate 
the next generation of U.S. innovators. AT&T Aspire is  our $100 million philanthropic 
program that addresses the high school dropout crisis and helps foster a diverse, 
globally competitive workforce. 

We know that now, more than ever, employees want to  work for a company that 
contributes to sustainable communities. We believe that our efforts help us engage 
employees for greater productivity and recruit and retain the talent we need to compete. 
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Reflecting AT&T's commitment to sustainability, the company tracks its progress against 
goals in six established focus areas: Strengthening Communities; Investing in People; 
Leading with Integrity; Minimizing our Environmental Impact; Connecting People and 
Business; and Leading Innovation and Technology. To learn more, visit www.att.com/csr 

ChaLtu Spray 
Chicago, 111. 
AT&T's commitment to innovation extends to heIping build a bright, sustainable future 
for our communities and our world. Our AT&J Aspire initiative is an investment in 
education and the development of the future workforce. Here's the story of just one 
young life that's been shaped by educational programs Aspire impacts: 

Meet Chaltu Spray. Several years ago, this 18-year-old college student was struggling 
in school. Then she came to Mercy Home for Boys & Girls. Since 1887, this innovative 
residential program in Chicago has been helping young people achieve their full potential. 
It's one of hundreds of programs around the country to receive significant funding 
from AT&T - funding that supports Mercy Home's efforts to help young people from 
challenging backgrounds catch up to their peers academically, erase achievement gaps 
and advance in school. 

It's a program that has made a big difference for Chaltu, who started college in September. 
Today, as other freshmen have just begun pondering their majors, she has a clear path 
mapped out. " I  love the law, and I love philosophy, so majoring in political science is a 
way to  combine the two," she says. "I'd like to  go on to law school and from there go 
international for my Ph.D. - London would be fantastic!" 

Meanwhile, this confident young woman is  enjoying campus life and working hard at her 
studies. "The people here make it easy and fun to learn," she says. But in the same breath 
she adds, "You know, I didn't always have fun learning." 

After she arrived at Mercy Home in 2003, tutors worked with Chaltu to build her math and 
reading abilities. Education coordinators gave her a wide range of individualized support, from 
strengthening her study skills to helping her choose a high school and accompanying her on 
college visits. And the skills she learned in Mercy Home's job-preparedness program 
helped her earn internships with Blue Cross and Blue Shield of Illinois and Harris Bank. 

"Mercy Home has taught me what it means to take responsibility for my life and never 
give up on my dreams," she says. 

When she was 18 months old, Chaltu's family adopted her from Ethiopia. Her name 
means "beautiful flower." Thanks to  her strong will and big dreams - with a great 
assist from Mercy Home - this flower is  blossoming. 
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An Hour in the Life 
of the AT&T Network 

on his iPhone and starts jogging 

down his brownstone-lined street. 

A runner cranks up the workout mix He waves at his neighbor, who has just posted 

The neiclhbor waves back. Then she ... 
and her puppy head up the street 

as she uses AT&T FamilyMap on her 

mobile phone to  check that her 

daughter got t o  school OK. 

on Twitter with her smartphone. 

She walks past a gas station, where 

another woman swipes her debit card 

at the pump - within seconds a server 

at an AT&T Internet data center has 

approved the transaction. 

Using voice-activated calling, he tells 

his business partner t o  go ahead t o  

the  Marriott hotel  for the meeting. 

This client's important, so they're using 

GoThere Virtual Meetings, enabled by 

AT&T Telepresence Solution, to meet 

"face to face." 

The business partner is working at the 

local coffee shop, catching up on news 

with his eReader over the cafe's 

AT&T-powered Wi-Fi network. 

It's a slow morning, so the assistant heads to 

the corner boutique to buy a gift she 

found on the store's AT&T-hosted 
- -4 

Web site. She just needs to check 

it out in person before buying. r- 

I' 

As he leaves for the 

meeting, he e-mails 

his assistant to let 

her know he'll be 

out of the office the 

The gift is perfect. While waiting 

for the clerk to ring it up, the 

assistant uses her wireless phone 

to set the U-verse DVR to record 

her favorite show that night. 

1 
After leaving the gas station, the driver pulls over to let another car pass, 

thinking: "He's in a hurry!" The other driver is in a hurry - he's running 

late - plus AT&T Navigator alerts him to heavy traffic ahead. 
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ie past three years 

As he enters his house, he's happy Time for 

Back at her desk, she sends a 

text to remind her roommate 

to  pick up takeout before 

meeting at  their apartment 

0 

0 : B  0 

- 
to watch the show. 

It's a date. 

Her roommate, a nurse, sits 

down a t  her PC, which is running 

much faster now that AT&T 

Tech Support 360 service has 

identified and disabled the virus 

that was slowing i t  down. 

And just in time! A paramedic treating a patient with unusual symptoms uses remote diagnostic 

monitoring to  send data to  the hospital where the nurse works. She shares the images with a doctor. 

Diagnosing a stroke, the doctor sends 

instructions so the paramedic can 

begin the appropriate treatment in the 

ambulance on the way to the hospital. 

As the ambulance roars past, 

the runner stops on his front 

stoop to  enter his workout 

stats into DailyBurn ... 

... one of more than 140,000 apps 

available on the iPhone. He's E Keep it up1 

m 
lost 5 pounds since he started 

tracking his diet and exercise. 

He doesn't know it, but his power 

company uses smart-grid technology 

over AT&T's wireless network to identify 

and fix outages quickly. 
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Selected Financial and Operating Data 
Dollars in millions except per share amounts 

At December 3 1  or for the year ended: 2009 2008 2007 20062 2005' 4 

Financial Datal 
Operating revenues $123,018 $124,028 $118,928 $ 63,055 $ 43,764 
Ope rating expenses $101,526 $100,965 $ 98,524 $ 52,767 $ 37,596 
Operating income $ 21,492 $ 23,063 $ 20,404 $ 10,288 $ 6,168 
Interest expense $ 3,379 $ 3,390 $ 3,507 $ 1,843 $ 1,456 
Equity in net income of affiliates $ 734 $ 819 $ 692 $ 2,043 $ 609 
Other income (expense) - net $ 152 $ (328) $ 810 $ 398 $ 398 
In come taxes $ 6,156 $ 7,036 $ 6,252 $ 3,525 $ 932 
Net Income $ 12,843 $ 13,128 $ 12,147 $ 7,361 $ 4,787 

Less: Net Income Attributable to 
Noncontrolling Interest $ (308) $ (261) $ (196) $ (5) s (1) 

Net Income Attributable to AT&T $ 12,535 $ 12,867 $ 11,951 $ 7,356 $ 4,786 
Earnings Per Common Share: 

Net Income Attributable to AT&T $ 2.12 $ 2.17 $ 1.95 $ 1.89 $ 1.42 
Earnings Per Common Share - Assuming Dilution: 

Net Income Attributable to AT&T $ 2.12 $ 2.16 $ 1.94 $ 1.89 $ 1.42 
Total assets $268,752 $265,245 $275,644 $270,634 $145,632 
Long-term debt $ 64,720 $ 60,872 $ 57,255 $ 50,063 $ 26,115 
Total debt $ 72,081 $ 74,991 $ 64,115 $ 59,796 $ 30,570 
Construction and capital expenditures $ 17,335 $ 20,335 $ 17,888 $ 8,393 $ 5,612 
Dividends declared per common share $ 1.65 $ 1.61 $ 1.47 $ 1.35 $ 1.30 
Book value Der common share $ 17.34 $ 16.42 $ 19.15 $ 18.58 $ 14.09 

4.50 4.80 4.95 5.01 4.11 Ratio of earnings to fixed charges 
Debt ratio7 41.3% 43.7% 35.6% 34.1% 35.9% 4 

- - 

Weighted-average common shares 

Weiahted-averaae common shares 
outstanding (000.000) 5,900 5,927 6,127 3,882 3,368 

oitstanding 4 t h  dilution (000,000) 5,924 5,958 6,170 3,902 3,379 
End of oeriod common shares outstandina (000,000) 5,902 5,893 6,044 6,239 3,877 _ .  . . I - -  ~~ ~ 

~ . .  

Operating Data 
Wireless customers (000)4 85,120 77,009 70,052 60,962 54,144 
In-region network access lines in service (000)5 49,392 55,610 61,582 66,469 49,413 
In-region broadband connections (000)6,7 17,254 16,265 14,802 12,170 6,921 
Number of employees 282,720 302,660 309,050 304,180 189,950 
lAmounts in the above table have been prepared in accordance with US. generally accepted accounting principles. 
20ur 2006 income statement amounts reflect results from BellSouth Corporation (BellSouth) and AT&T Mobility LLC (AT&T Mobility), formerly Cingular Wireless LLC. for the 
two days following the December 29, 2006 acquisition. Our 2006 balance sheet and end-of-year metrics include 100% of BellSouth and AT&T Mobility. Prior to the 
December 29, 2006, BellSouth acquisition, AT&T Mobility was a joint venture in which we owned 60% and was accounted for under the equity method. 

30ur 2005 income statement amounts reflect results from AT&T Corp. for the 43 days following the November 18, 2005, acquisition. Our 2005 balance sheet and 
end-of-year metrics include 100% of AT&T Corp. 

4The number presented represents 100% of AT&T Mobility cellular/PCS customers. 
%-region represents access lines serviced by our incumbent local exchange companies (in 22 states since the BellSouth acquisition and in 13 states prior to that 
acquisition). Beginning in 2006, the number includes BellSouth lines in service. 

6Broadband connections include in-region DSL lines, in-region U-verse High Speed Internet access, satellite broadband and 3G Laptopconnect cards. 
'Prior period amounts restated to conform to current period reporting methodology. 
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Management's Discussion and Analysis of Financial Condition and Results of Operations 
Dollars in millions except per share amounts 

For ease of reading, AT&T Inc. is referred to as "we," "us," "AT&T" or the "Company" throughout this document, and the names 
of the particular subsidiaries and affiliates providing the services generally have been omitted. AT&T is a holding company 
whose subsidiaries and affiliates operate in the communications services industry both in the United States and internationally, 
providing wireless and wireline telecommunications services and equipment as well as directory advertising and publishing 
services. You should read this discussion in conjunction with the consolidated financial statements and accompanying notes. 
A reference to a "Note" in this section refers to the accompanying Notes to Consolidated Financial Statements. In the tables 
throughout this section, percentage increases and decreases that equal or exceed 100% are not considered meaningful and 
are denoted with a dash. 

RESULTS OF OPERATIONS 
Consolidated Results Our financial results are summarized in the table below. We then discuss factors affecting our overall 
results for the past three years. These factors are discussed in more detail in our "Segment Results" section. We also discuss our 
expected revenue and expense trends for 2010 in the "Operating Environment and Trends of the Business" section. 

Percent Chanqe 

2009 2008 2007 

Operatinq Revenues $123,018 $124,028 $118,928 

2009 vs. 2008 vs. 
2008 2007 

(0.8)% 4.3% 
Operating expenses 

Cost of services and sales 50,405 49,556 46,801 
Selling, general and administrative 31,401 31,526 30,146 
Depreciation and amortization 19,114 19,883 21,577 

Total ODeratina ExDenses 101,526 100.965 98.524 

1.7 5.9 
(0.4) 4.6 

0.6 2.5 
(0.8) (7.9) 

Operating Income 21,492 23,063 20,404 (6.8) 13.0 
Income Before Income Taxes 18,999 20,164 18,399 (5.8) 9.6 
Net Income Attributable to AT&T 12,535 12,867 11,951 (2.6) 7.7 

*grh Diluted Earnings Per Share 2.12 2.16 1.94 (1.91% 11.3% 

OVERVIEW 
Operating income decreased $1,571, or 6.8%. in 2009 and 
increased $2,659, or 13.0%, in 2008. Our operating income 
margin increased from 17.2% in 2007 to 18.6% in 2008 and 
decreased to 17.5% in 2009. Operating income in 2009 
decreased primarily due to the decline in voice revenues and 
directory print advertising, an increase in pension and other 
postemployment benefits (OPEB) expense, and the higher 
cost of equipment sales in our Wireless segment attributed 
to the continued success of Apple iPhone. These changes 
were partially offset by lower employee-related costs due 
to workforce reductions, along with the continued growth 
in wireless service and wireline data revenue. In 2008, 
operating income increased primarily due to continued 
growth in wireless service and data revenues, along with a 
decrease in the amortization of merger-related intangibles. 

Operating revenues decreased $1,010, or 0.8%, in 2009 
and increased $5,100, or 4.3%, in 2008. Revenues in 2009 
reflect the continuing decline in voice revenues and a decline 
in directory revenue driven by lower print revenue. These 
declines were partially offset by continued growth in wireless 
service revenue due to an increase in average number of 
customers of 9.4%. driven in part by the continued success 

of Apple iPhone and an increase in wireline data revenue 
largely due to Internet Protocol (IP) data growth, including 
AT&T U-verseSM and broadband growth. Increases in 2008 
reflect an increase in wireless subscribers and data revenues, 
primarily related to IP data, partially offset by the continued 
decline in voice revenues. 

reflect continuing economic pressures on our customers as 
well as competition. Total retail consumer voice connections 
decreased 11.4% in 2009. Business customers also discon- 
nected switched access lines, reduced usage-based services 
and reduced print advertising. Customers disconnecting 
access lines switched to wireless, Voice over Internet Protocol 
(VolP) and cable offerings for voice and data or terminated 
service permanently as businesses closed or consumers left 
residences. While we lose the voice revenues, we have the 
opportunity to increase wireless service or wireline data 
revenues should the customer choose us as their wireless or 
VolP provider. We also continue to expand our VolP service 
for customers who have access to our U-verse video service. 

The declines in our wireline voice and advertising revenues 
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Cost of services and sales expenses increased $849, or 
1.7%, in 2009 and $2,755, or 5.9%. in 2008. The increase in 
2009 was primarily due to higher upgrade costs and higher 
equipment costs related to advanced integrated devices, along 
with an increase in pension/OPEB expenses. Pension/OPEB 
expense increased due to lower-than-expected return on 
assets and an increase in amortization of actuarial losses, 
both primarily from investment losses in 2008. Partially 
offsetting these increases were decreases in employee-related 
costs primarily driven by workforce reductions. The increase 
in 2008 was primarily due to higher equipment costs related 
to increased sales of advanced integrated devices. Also 
increasing 2008 expenses was severance associated with 
announced workforce reductions and hurricane-related 
expenses affecting both the Wireless and Wireline segments. 

Selling, general and administrative expenses decreased 
$119, or 0.4%. in 2009 and increased $1,380, or 4.6%. in 
2008. The decrease in 2009 was primarily due to declines in 
employee-related costs (excluding pension/OPEB) due to 
workforce reductions, decreases in materials and supplies 
expense along with decreases in wireless advertising and 
promotions expense. These decreases were partially offset 
by an increase in pension/OPEB expense, and higher 
commissions, customer service costs and IT/lnterconnect 
costs resulting from wireless subscriber growth along with 
increased support for data services and integrated devices. 
The increase in 2008 was primarily due to higher commissions 
and residuals due to the growth in wireless subscribers, and 
higher severance associated with announced workforce 
reductions. Partially offsetting these increases in 2008 were 
merger-integration costs recognized in 2007 and not in 2008. 

Depreciation and amortization expenses decreased $169, 
or 0.8%, in 2009 and $1,694, or 7.9%. in 2008. The decrease 
in 2009 was primarily due to the declining amortization of 
identifiable intangible assets, primarily customer relationships, 
partially offset by increased depreciation resulting from capital 
additions. The decrease in 2008 was primarily due to lower 
amortization expense on intangible assets. 

4 Interest expense decreased $11, or 0.3%, in 2009 and 
$117, or 3.3%. in 2008. Interest expense decreased slightly 
during 2009 due to an increase in interest charged during 
construction, which is capitalized instead of expensed. In 
2008, interest expense declined primarily due to a decrease 
in our weighted-average interest rate and an increase in 
interest charged during construction, partially offset by an 
increase in our average debt balances. 

Equity in net income of affiliates decreased $85, or 
10.4%, in 2009, primarily due to foreign currency translation 
losses at America Movil S.A. de CY. (America Movil), Telefonos 
de Mexico, S.A. de C.V. (Telmex) and Telmex Internacional, 
S.A.B. de C.V. (Telmex Internacional), partially offset by 
improved results at America Movil. Equity in net income of 
affiliates increased $127, or 18.4%. in 2008, primarily due to 
improved results from our investments in America Movil. 
Telmex and Telmex Internacional, partially offset by foreign 
currency translation losses. 

Other income (expense) - net We had other income 
of $152 in 2009, other expense of $328 in 2008 and other 
income of $810 in 2007. Results for 2009 included a $112 
gain on the sale of investments, $100 of interest and 
leveraged lease income, and $42 of gains on the sale of a 
professional services business, partially offset by $102 of 
asset impairments. 

Other expense for 2008 included losses of $467 related 
to asset impairments, partially offset by $156 of interest and 
leveraged lease income. Other income for 2007 included 
$810 related to a $409 gain on a spectrum license exchange, 
$215 of interest and leveraged lease income and a $161 gain 
on the sale of non-strategic assets and investments. 

Income taxes decreased $880, or 12.5%, in 2009 and 
increased $784, or 12.5%. in 2008. The decrease in 2009 was 
due to lower income before taxes and the recognition of 
benefits related to audit issues and judicial developments, 
while the increase in 2008 was primarily due to higher income 
before taxes. Our effective tax rate in 2009 was 32.4%, 
compared to 34.9% in 2008 and 34.0% in 2007. The decrease 
in our effective tax rate in 2009 was primarily due to the 
recognition of benefits related to audit issues and judicial 
developments. The increase in our effective tax rate in 2008 
was primarily due to higher income before taxes, which 
resulted in a greater percentage of our income being taxed 
at marginal rates. 
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Segment Results 
Our segments are strategic business units that offer different 
products and services over various technology platforms and 
are managed accordingly. Our operating segment results 
presented in Note 4 and discussed below for each segment 
follow our internal management reporting. We analyze our 
various operating segments based on segment income before 
income taxes, reviewing operating revenues, expenses 
(depreciation and non-depreciation) and equity income for 
each segment. We make our capital allocations decisions 
primarily based on the network (wireless or wireline) providing 
services. Interest expense and other income (expense) - 
net are managed only on a total company basis and are, 
accordingly, reflected only in consolidated results. Each 
segment's percentage of total segment operating revenue 
and income calculations is derived from our segment results 
table in Note 4 and reflects amounts before eliminations. 
We have four reportable segments: (1) Wireless, (2) Wireline, 
(3) Advertising Solutions and (4) Other. 

The Wireless segment accounted for approximately 43% 
of our 2009 total segment operating revenues as compared 
to 39% in 2008 and 60% of our 2009 total segment income 
as compared to 46% in 2008. This segment provides wireless 
voice and advanced data communications services across the 
United States. 

The Wireline segment accounted for approximately 52% 
of our 2009 total segment operating revenues as compared 
to 55% in 2008 and 36% of our 2009 total segment income 
as compared to 47% in 2008. This segment uses our regional, 
national and global network to provide consumer and 
business customers with landline voice and data communi- 
cations services, AT&T U-verseSM TV, high-speed broadband 
and voice services (U-verse) and managed networking to 
business customers. Additionally, we offer satellite television 
services through our agency arrangements. 

F- 

The Advertising Solutions segment accounted for 
approximately 4% of our 2009 and 2008 total segment 
operating revenues and 6% of our 2009 total segment income 
as compared to 7% in 2008. This segment includes our 
directory operations, which publish Yellow and White Pages 
directories and sell directory advertising, Internet-based 
advertising and local search. 

The Other segment accounted for approximately 1% of 
our 2009 total segment operating revenues as compared to 
2% in 2008 and less than 1% of our 2009 and 2008 total 
segment income. This segment includes results from Sterling 
Commerce, Inc. (Sterling), customer information services, 
payphone, and all corporate and other operations. Also, 
included in the Other segment are impacts of corporate-wide 
decisions for which the individual operating segments are not 
being evaluated. During 2008, we announced our intention 
to discontinue our retail payphone operations previously 
included in this segment. Additionally, this segment includes 
our portion of the results from our international equity 
investments and charges of $550 and $978 associated 
with our workforce reductions in 2009 and 2008. 

The following tables show components of results of 
operations by segment. We discuss significant segment results 
following each table. We discuss capital expenditures for each 
segment in "Liquidity and Capital Resources." 
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Wire1 ess 4 
Segment Results 

Percent Chanqe 

2009 vs. 2008 vs. 
2009 2008 2007 2008 2007 

Segment operating revenues 
Service $48.657 $44,410 $38,678 9.6% 14.8% 
Equipment 4,940 4,925 4,006 0.3 22.9 

Total Segment Operating Revenues 53,597 49,335 42,684 8.6 15.6 
Segment operating expenses 

Operations and support 34,561 32,481 28,585 6.4 13.6 
Depreciation and amortization 5,765 5.770 7,079 (0.1) (18.5) 

Total Segment Operating Expenses 40,326 38,251 35,664 5.4 7.3 
Segment Operating Income 13,271 11,084 7,020 19.7 57.9 
Equity in Net Income of Affiliates 9 6 16 50.0 (62.5) 
Segment Income $13,280 $11,090 $ 7,036 19.7% 57.6% 

Centennial Acquisition 
In November 2009, we acquired Centennial Communications, 
Corp. (Centennial), a regional provider of wireless and 
wired communications services with approximately 865,000 
customers as of December 31, 2009, and its operations 
have been included in our consolidated results since the 
acquisition date. 

Wireless Properties Transactions 
In May 2009, we announced a definitive agreement to 
acquire certain wireless assets from Verizon Wireless (VZ) 
for approximately $2,350 in cash. The assets primarily 
represent former Alltel Wireless assets. We will acquire 
wireless properties, including licenses and network assets, 
serving approximately 1.5 million subscribers in 79 service 
areas across 18 states. In October 2009, the Department 
of Justice (DOJ) cleared our acquisition of Centennial, 
subject to the DOJ's condition that we divest Centennial's 
operations in eight service areas in Louisiana and Mississippi. 
We are in the process of finalizing definitive agreements and 
seeking regulatory approvals to sell all eight Centennial 
service areas ultimately identified in that ruling. We anticipate 
we will close the sales during the first half of 2010. As of 
December 31, 2009, the fair value of the assets subject 
to the sale. net of related liabilities, was $282. Since the 
properties we will acquire use a different network technology 
than our Global System for Mobile Communication (GSM) 
technology, we expect to incur additional costs to convert 
that network and subscriber handsets to our GSM technology. 

Dobson Acquisition 
In November 2007, we acquired Dobson Communications 
Corporation (Dobson). Dobson marketed wireless services 
under the Cellular One brand and had provided roaming 
services to AT&T subsidiaries since 1990. Dobson had 
1.7 million subscribers across 17 states, mostly in rural 
and suburban areas. Dobson was incorporated into our 
wireless operations subsequent to i ts acquisition. 

Wireless Customer and Operating Trends 
As of December 31, 2009, we served 85.1 million wireless 
customers, compared to 77.0 million at December 31, 2008, 
and 70.1 million at December 31, 2007. Approximately 59% 
of our wireless customer net additions in 2009 were postpaid 
customer additions which were lower than the impact in the 
prior year, as we saw a significant increase in gross and net 
additions in our reseller customer business in 2009. Sales of 
emerging devices, such as netbooks and eReaders, are largely 
included in our reseller customer base. We expect continued 
growth in sales of emerging devices. Improvement in our 
postpaid churn levels since 2007 contributed to our net 
additions and retail customer growth in 2009 and 2008. 
This improvement was attributable to network enhancements, 
attractive products and services offerings, including Apple 
iPhone, customer service improvements, and continued high 
levels of advertising. 

Gross customer additions were 21.4 million in 2009 and 
2008. Postpaid customer gross additions have continued 
to increase due to attractive plan offerings and exclusive 
product offerings such as Apple iPhone, and unique quick 
messaging devices. 

4 
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As the wireless industry continues to mature, we believe 
that future wireless growth will become increasingly depen- 
dent on our ability to offer innovative services, which will 
encourage existing customers to upgrade their current 
services and devices and will attract customers from other 
providers, as well as on our ability to minimize customer 
churn. Average service revenue per user (ARPU) in 2009 was 
flat compared to 2008 after increasing 1% in 2008 compared 
to 2007 primarily due to increased data services ARPU growth 
offsetting declining voice and other service ARPU. ARPU 
from postpaid customers increased 2.7% in 2009 and 3.7% 
in 2008, reflecting usage of more advanced handsets, such 
as Apple iPhone 3GS. by these customers, evidenced by a 
23.5% increase in postpaid data services ARPU in 2009 and 
a 36.4% increase in postpaid data services ARPU in 2008. 
The continued increase in postpaid data services revenue was 
related to increased use of text messaging, Internet access, 
e-mail and other data services. We expect continued growth 
from data services, as more customers purchase advanced 
integrated devices and other emerging devices, such as 
netbooks, eReaders, and mobile navigation devices, and 
broadband laptop cards, and as we continue to expand our 
network. The growth in data services ARPU in 2009 was offset 
by a 6.7% decline in voice ARPU and the growth in data 
services ARPU in 2008 was partially offset by a 6.5% decline 
in voice and other service ARPU. Voice and other service 
ARPU in 2009 and 2008 declined due to lower access 
charges, roaming revenues, and long-distance usage. Increases 
in our FamilyTalk" and reseller customer base, which have 
lower ARPU than traditional postpaid customers, have also 
contributed to these declines. For 2009, roaming revenues 
were lower due to a decline in domestic roaming activity. 
For 2008, roaming revenues were lower due to acquisitions 
and rate negotiations as part of roaming cost savings 
initiatives, which slowed international growth, and lower 
regulatory cost recovery charges. We expect continued 
pressure on voice and other service ARPU. 

The effective management of customer churn is also 
critical to our ability to maximize revenue growth and to 
maintain and improve margins. Customer churn is calculated 
by dividing the aggregate number of wireless customers who 
cancel service during each month in a period by the total 
number of wireless customers at the beginning of each month 
in that period. Our customer churn rate was 1.48% for 2009, 
down from 1.68% for 2008 and 1.67% for 2007. The churn 
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rate for postpaid customers was 1.16% for 2009 and 1.19% 
for 2008, down from 1.27% for 2007. The decline in postpaid 
churn reflects network enhancements and broader coverage, 
more affordable rate plans and exclusive devices, and free 
mobile-to-mobile calling among our wireless customers. 

Wireless Operating Results 
Our Wireless segment operating income margin was 24.8% 
in 2009, 22.5% in 2008 and 16.4% in 2007. The higher margin 
in 2009 was primarily due to revenue growth of $4,262, while 
the higher margin in 2008 was primarily due to revenue 
growth of $6,651. Each revenue increase exceeded the 
corresponding operating expense increase of $2.075 in 2009 
and $2,587 in 2008. The expense increase for 2008 is net of 
a decrease in depreciation and amortization of $1,309. 

Service revenues are comprised of local voice and data 
services, roaming, long-distance and other revenue. Service 
revenues increased $4,247, or 9.6%, in 2009 and $5,732, or 
14.8%, in 2008. The increases consisted of the following: 

Data service revenue increases of $3,539, or 33.4%, in 
2009 and $3,647, or 52.5%, in 2008. The increases were 
primarily due to the increased number of subscribers and 
heavier usage by subscribers of advanced handsets and 
other data-centric emerging devices, such as netbooks, 
eReaders, and mobile navigation devices. The increases 
in data service ARPU of 22.0% in 2009 and 33.8% in 
2008 reflect this trend. Our significant data growth also 
reflects an increased number of subscribers using our 
3G network. Data service revenues represented approxi- 
mately 29.0% and 23.9% of our Wireless segment service 
revenues in 2009 and 2008. 

2.1%. in 2009 and $2.085, or 6.6%, in 2008. The increase 
in 2009 was due to a 9.4% increase in the average number 
of wireless customers, down from 14.0% in 2008. Voice 
and other service ARPU declined 6.7% in 2009 and 6.5% 
in 2008. 

Voice and other service revenue increases of $708, or 

Equipment revenues increased $15, or 0.3%, in 2009 and 
increased $919, or 22.9%, in 2008. The lower incremental 
increase in 2009 was due to lower traditional handset sales, 
offset by sales of more advanced integrated devices. The 
increase in 2008 was due to higher handset revenues, 
reflecting higher gross customer additions, and customer 
upgrades to more advanced devices. 
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Operations and support expenses increased $2,080, or 
6.4%, in 2009, compared to an increase of $3,896, or 13.6%, in 
2008. The increase in 2009 was primarily due to the following: 

equipment cost increases of $1,246, reflecting the higher 
cost of acquiring more advanced integrated devices 
compared to prior periods; 
Interconnect, universal service fee (USF) and reseller 
expense increases of $426 due to higher network traffic 
and revenue growth; 
upgrade commissions and residual expense increases of 
$313 due to sales and upgrades to more advanced 
devices; 

growth; and 

$306. 

customer service cost increases of $214 due to customer 

Finance, IT, and other administrative cost increases of 

These increases were partially offset by selling expense 
decreases of $337, attributable to lower traditional handset 
sales exceeding the impact of the sale of more advanced 
integrated devices and roaming expense decreases of $165 
due to usage and rate declines. Total equipment costs 
continue to be higher than equipment revenues due to the 
sale of discounted devices in connection with promotions. 

The increase in 2008 was primarily due to the following: 
equipment sales expense increase of $2,005; 
upgrade commissions and residual expense increases 

selling expense increase of $362 and customer service 

USF increase of $204 and reseller expense increase of 

Finance, IT, and other administrative cost increases 

The increase in equipment sales expense, commission 

of $745; 

cost increase of $159; 

$145; and 

of $538. 

expense, and selling expense resulted from an increase in 
sales of higher-cost 3G devices, the introduction of Apple 
iPhone 3G handsets in 2008, an increase in the number of 
handset accessory sales, lower per-unit accessory costs 
compared to 2007, and higher handset upgrade volume. 
The increase in commission expense is also attributable to 

Wireless Supplementary Operating and Financial Data 

higher commission rates. Interconnect and other costs also 
increased by $141 due to increased usage and integration 
costs related to the 2007 acquisition of Dobson. The increase 
in reseller costs in 2008 was attributable to higher license, 
maintenance and other reseller costs, partially offset by cost 
reductions from the migration of network usage from the 
T-Mobile USA (T-Mobile) network in California and Nevada 
to our networks in these states. 

These increases were partially offset by incollect roaming 
cost decreases of $249 and network system cost decreases 
of $132. The decrease in network system costs was the 
result of benefits from network and systems integration 
and cost-reduction initiatives of $218, decreases in data 
processing and payroll costs of $109, partially offset by 
incremental rents related to Dobson and general building 
expense increases of $124, and hurricane and other 
incremental network cost increases of $99. 

Depreciation and amortization decreased $5, or 0.1%, in 
2009 and decreased $1,309, or 18.5%. in 2008. Amortization 
expense decreased $450, or 21.8%. in 2009 due to lower 
amortization of intangibles attributable to the BellSouth 
acquisition, partially offset by amortization of intangible assets 
attributable to subscribers added in the November 2009 
acquisition of Centennial and the 2007 acquisition of Dobson. 
Depreciation expense increased $445, or 12.0%. in 2009 due 
to ongoing capital spending for network upgrades and 
expansion, partially offset by certain network assets becoming 
fully depreciated. 

Depreciation expense decreased $539, or 12.7%, in 2008. 
Depreciation expense decreased $695 in 2008 due to certain 
network assets becoming fully depreciated and decreased 
$612 due to Time Division Multiple Access (TDMA) assets 
being depreciated on an accelerated basis through 2007. 
These decreases were partly offset by incremental depre- 
ciation on capital assets placed in service during 2008. 
Amortization expense decreased $770, or 27.2%. in 2008 
due to declining amortization of identified intangible assets, 
most of which are amortized using the sum-of-the-months- 
digits method of amortization, partially offset by Dobson 
intangible assets acquired by AT&T Mobility. 

.r*) 
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Percent Change 

2009 vs. 2008 vs. 
2009 2008 2007 2008 2007 

Wireless customers (000) 85,120 77,009 70,052 10.5% 9.9% 
Net Customer Additions (000) 7,278 6,699 7,315 8.6 (8.4) 
Total Churn 1.48% 1.68% 1.67% (20) bps 1 bps 

Postpaid Customers (000) 65,146 60,098 55,310 8.4% 8.7% 
Net Postpaid Customer Additions (000) 4,323 4,634 3,982 (6.7) 16.4 
Postpaid Churn 1.16% 1.19% 1.27% (3) bps (8 )  bps 
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Wireline 
Segment Results 

Percent Change 

2009 ws. 2008 vs. 
2009 2008 2007 2008 2007 

Segment operating revenues 
Voice 533,082 $38,198 $41,630 (13.4)% (8.2)% 
Data 26,723 25,353 24,075 5.4 5.3 
Other 5,865 6,304 5,878 (7.0) 7.2 

Total Segment Operating Revenues 65,670 69,855 71,583 (6.0) (2.4) 
Segment operating expenses 

Operations and support 44,646 45,440 46,177 (1.7) (1.6) 
Depreciation and amortization 13,093 13,206 13,416 (0.9) (1.6) 

Total Segment Operating Expenses 57,739 58,646 59,593 (1.5) (1.6) 
Segment Operating Income 7,931 11,209 11,990 (29.2) (6.5) 
Equity in Net Income of Affiliates 18 19 31 (5.3) (38.7) 
Segment Income s 7,949 $11,228 $12,021 (29.2)% (6.61% 

Operating Margin Trends 
Our Wireline segment operating income margin was 12.1% 
in 2009, compared to 16.0% in 2008 and 16.7% in 2007. 
Results for 2009 and 2008 reflect revenue declines that 
exceeded expense declines. Our Wireline segment operating 
income decreased $3,278, or 29.2%. in 2009 and decreased 
$781, or 6.5%, in 2008. Our operating income continued 

rcL4 to be pressured by access line declines due to economic 
pressures on our consumer and business wireline customers 
and competition, as customers either reduced usage or 
disconnected traditional landline services and switched 
to alternative technologies, such as wireless and VolP. 
Our strategy is to offset these line losses by increasing 
non-access-line-related revenues from customer connections 
for data, video and voice. Additionally, we have the 
opportunity to increase Wireless segment revenues if 
customers choose AT&T Mobility as an alternative provider. 
Wireline operating margins are declining primarily due to 
reduced voice revenue, partially offset by continued growth in 
data revenue. Also contributing to pressure on our operating 
margins was increased pension/OPEB expense in 2009. 

Voice revenues decreased $5,116, or 13.4%. in 2009, 
and decreased $3,432, or 8.2%, in 2008 primarily due to 
continuing economic pressures and declining demand for 
traditional voice and other legacy services by our consumer 
and business customers. Included in voice revenues are 
revenues from local voice, long-distance and local wholesale 
services. Voice revenues do not include VolP revenues, which 
are included in data revenues. 

Local voice revenues decreased $2,763, or 12.2%, in 
2009 and decreased $1,887, or 7.7%, in 2008. The 
decrease in 2009 was driven primarily by an 11.2% 
decline in switched access lines and a decrease in 
average Local voice revenue per user. The decrease 
in 2008 was driven primarily by a loss of revenue of 
$1,230 from a decline in access lines and by $422 
from a decline in our national mass-market customer 
base acquired from AT&T Corp. (ATTC). We expect our 
local voice revenue to  continue to be negatively 
affected by increased competition from alternative 
technologies, the disconnection of additional lines 
and economic pressures. 
Long-distance revenues decreased $2,133, or 15.3%. in 
2009 and decreased $1,195, or 7.9%. in 2008 primarily 
due to decreased demand from business and consumer 
customers, which decreased revenues $1,583 in 2009 
and $532 in 2008. and a net decrease in demand for 
long-distance service, due to expected declines in the 
number of national mass-market customers, which 
decreased revenues $546 in 2009 and $677 in 2008. 

Data revenues increased $1,370, or 5.4%, in 2009 and 
increased $1,278, or 5.3%, in 2008. Data revenues accounted 
for approximately 41% of wireline operating revenues in 2009, 
36% in 2008 and 34% in 2007. Data revenues include transport, 
IP and packet-switched data services. 
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IP data revenues increased $1,969, or 17.8%. in 2009 and 
increased $1,537, or 16.1%, in 2008 primarily driven by AT&T 
U-verse expansion and growth in IP-based strategic business 
services, which include Ethernet, virtual private networks 
(VPN), application and managed services. Strategic business 
service revenues increased $603 in 2009 and $741 in 2008, 
driven mostly by VPN, and U-verse video service increased 
$980 in 2009 and $402 in 2008. Broadband high-speed 
Internet access increased IP data revenues $300 in 2009 and 
$497 in 2008. The increase in IP data revenues in 2009 and 
2008 reflects continued growth in the customer base and 
migration from other traditional circuit-based services. 

Traditional packet-switched data services, which include 
frame relay and asynchronous transfer mode services, 
decreased $536, or 20.8%, in 2009 and $423, or 14.1%, in 
2008. This decrease is primarily due to lower demand as 
customers continue to shift to IP-based technology such as 
VPN, DSL and managed Internet services, and the continuing 
economic recession. We expect these traditional, circuit-based 
services to continue to decline as a percentage of our overall 
data revenues. 

Other operating revenues decreased $439, or 7.0%. in 
2009 and increased $426, or 7.2%. in 2008. Major items 
included are integration services and customer premises 
equipment, government-related services and outsourcing, 
which account for more than 60% of total revenue for all 
periods. Equipment sales and related network integration 
revenues decreased $405 in 2009 primarily due to 
economic pressures, and increased $260 in 2008, driven 
by an increase in management services partially offset by 
reduced equipment sales and related network integration. 
Governmental professional services revenue decreased 
$116 in 2009 driven by the divestiture of a professional 
services business in 2009 and increased $100 in 2008 
driven by growth across various contracts. 

Operations and support expenses decreased $794, or 
1.7%, in 2009 and $737, or 1.6 %, in 2008. Operations and 
support expenses consist of costs incurred to provide our 
products and services, including costs of operating and 
maintaining our networks and personnel costs, such as salary, 
wage and bonus accruals. Costs in this category include our 
repair technicians and repair services, certain network 
planning and engineering expenses, operator services, 
information technology and property taxes. Operations and 
support expenses also include bad debt expense; advertising 
costs; sales and marketing functions, including customer 
service centers; real estate costs, including maintenance and 

utilities on all buildings; credit and collection functions; and 
corporate support costs, such as finance, legal, human 
resources and external affairs. Pension and postretirement 
costs, net of amounts capitalized are also included to the 
extent that they are associated with these employees. 

The 2009 decrease was primarily due to lower employee- 
related costs of $918, primarily related to workforce 
reductions. Other cost reductions included decreases in traffic 
compensation (related to lower international long-distance 
revenues and lower volume of calls from our declining 
national mass-market customer base), including portal fees, 
of $655, nonemployee-related expenses, such as bad debt 
expense, materials and supplies costs, of $441 and $134 
related to contract services. 

Partially offsetting these decreases was an increase in 
pension/OPEB expense of $1,370 due to a lower-than- 
expected return on assets and an increase in amortization 
of actuarial losses, both primarily from investment losses 
in 2008. See Note 11 for more information related to 
pension/OPEB expense. 

The major decreases in 2008 were $633 in traffic 
compensation (related to lower international long-distance 
revenue, and lower volume of calls from our declining 
national mass-market customer base), including portal fees, 
and $618 of pension/OPEB expense. Other cost reductions 
included decreases in other support cost of $616 primarily 
due to higher advertising costs incurred in 2007 for brand 
advertising and rebranding related to the BellSouth acquisition 
and lower compensation expense of $420 reflecting shifts of 
workforce levels to sales organizations. 

Partially offsetting these decreases, operation and support 
expenses increased by $1,135, related to higher nonemployee- 
related expenses, such as contract services, agent commissions 
and materials and supplies. Other increases were salary and 
wages of $423; and higher cost of equipment sales and 
related U-verse network integration of $60. 

Depreciation and amortization expenses decreased 
$113, or 0.9%, in 2009 and $210, or 1.6%, in 2008. The 2009 
decrease was primarily related to lower amortization of 
intangibles for the customer lists associated with ATTC, 
BellSouth and Yahoo! partially offset by the inclusion of 
Centennial related depreciation starting in the fourth quarter 
of 2009. The 2008 decline was a result of decreasing intangible 
amortization partially offsetting increased depreciation 
resulting from capital additions. 

.~r/ 
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Supplemental Information 
Telephone, Wired Broadband and Video Connections Summary Our switched access lines and other services provided by 
our Local exchange telephone subsidiaries a t  December 31, 2009, 2008 and 2007, are shown below and trends are addressed 
throughout this segment discussion. 

(9.3) (11.3) 

Percent Change 

2009 vs. 2008 vs. 
(in 000s) 2009 2008 2007 2008 2007 
Switched Access Lines1 
Retail consumer 26,378 30,614 35,009 (13.8)% (12.6)% 
Retail businessZ 

Retail Subtotal2 46,484 52,424 57,804 
20,106 21,810 22,795 (7.8) (4.3) 

Percent of total switched access Lines 94.1% 94.3% 93.9% 

Percent of total switched access Lines 5.7% 5.5% 5.7% 
Wholesale Subtotal* 2,826 3,068 3,527 (7.9) (13.0) 

Payphone (Retail and Wh~lesa le )~  82 118 251 (30.5) (53.0) 

Total Switched Access Lines 
Percent of total switched access lines 0.2% 0.2% 0.4% 

49,392 55,610 61,582 (11.2) (9.7) 

Total Retail Consumer Voice Connections6 27,332 30,838 35,009 (11.4) (11.9) 

Satellite services 2,174 2,190 2,116 (0.7) 3.5 
ll-verse video 2,065 1,045 231 97.6 - 

Total Wired Broadband Connections4 15,789 15,077 14,156 4.7 6.5 

Video Connections 4,239 3,235 2,347 31.0% 37.8% 
'Represents access lines served by AT&T's Incumbent Local Exchange Carriers (ILECs) and affiliates. 
2Prior period amounts restated to conform to current period reporting methodology. 
"evenue from retail payphone lines is reported in the Other segment. We are in the process of ending our retail payphone operations. 
4-rotal wired broadband connections include DSL, U-verse High Speed Internet access and satellite broadband. 
5!jatellite service includes connections under our agency and resale agreements. 
61ncludes consumer U-verse Voice over IP connections. 

*" = 
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Management's Discussion and Analysis of Financial Condition and Results of Operations (continued) 
Dollars in millions except per share amounts 

Advertising Solutions e 
Segment Results 

Percent Chanqe 

2009 vs. 2008 vs. 
2009 2008 2007 2008 2007 

Total Segment Operating Revenues $4,809 $5,502 $5.851 (12.6)% (6.0)% 

Segment operating expenses 
Operations and support 2,922 2,998 3,066 (2.5) (2.2) 
Depreciation and amortization 649 789 924 (17.7) (14.6) 

Total Segment Operating Expenses 3,571 3,787 3.990 (5.7) (5.1) 
Segment Income $1,238 $1,715 $1,861 (27.8)% (7.8)% 

Operating Results 
Our Advertising Solutions segment operating income margin 
was 25.7% in 2009, 31.2% in 2008 and 31.8% in 2007. 
The decrease in the segment operating income margin in 
both 2009 and 2008 was primarily the result of decreased 
operating revenues. 

Operating revenues decreased $693, or 12.6%, in 2009 
largely driven by continuing declines in print revenue of 
$774 and lower sales agency revenue of $34 due to the sale 
of the independent line of business segment of the L.M. Berry 
Company. This decrease was partially offset by internet 
advertising revenue growth of $132. The ongoing economic 
recession has reduced demand for advertising and customers 
have continued to shift to internet-based search services, 
although the recession has also curbed search usage by 
consumers. Operating revenues decreased $349, or 6%. in 
2008 largely driven by continuing declines in print revenue 

Other 
Seament Results 

of $453 and lower sales agency revenue of approximately $113 
due to the sale of the independent line of business segment of 
the L.M. Berry Company. This decrease was partially offset by 
increased Internet advertising revenue of $196. 

Operating expenses decreased $216, or 5.7%, in 2009 
largely driven by decreases in depreciation and amortization 
expense of $140, product related costs of $74, advertising 
costs of $44, and professional and contracted expense of $17. 
These expense decreases were partially offset by an increase 
in pension/OPEB and other benefit costs of $66. Operating 
expenses decreased $203, or 5.1%. in 2008 largely driven by 
decreased depreciation and amortization of $135 resulting 
from use of an accelerated method of amortization for the 
customer list acquired as part of the BellSouth acquisition, 
and lower employee, professional and contract related 
expenses. These expense decreases were partially offset by 
increased YELLOWPAGES.COM, LLC (YPC) expansion costs. 

d 

Percent Chanqe 

2009 vs. 2008 vs. 
2009 2008 2007 2008 2007 

Total Segment Operating Revenues $1,731 $2,042 $2,229 (15.2)% (8.4)% 
Total Segment Operating Expenses 2,678 2,986 2,040 (10.3) 46.4 
Segment Operating Income (Loss) (947) (944) 189 (0.3) 
Equity in Net Income of Affiliates 706 794 645 (11.1) 23.1 
Segment Income (Loss) 

- 

$ (241) S (150) $ 834 (60.7)% - 

Our Other segment operating results consist primarily of 
Sterling, customer information services (primarily operator 
services and payphone), corporate and other operations. 
Sterling provides business-integration software and services. 

Operating revenues decreased $311, or 15.2%, in 2009 
and $187, or 8.4%, in 2008. The decrease in 2009 is primarily 
due to reduced revenues from our operator services, retail 
payphone operations and Sterling. The 2008 decline is 

primarily related to lower revenues from operator services 
and retail payphone operations. 

Operating expenses decreased $308, or 10.3%. in 2009 
and increased $946, or 46.4%. in 2008. The changes were 
primarily due to charges of $550 and $978 associated with 
our workforce reductions in 2009 and 2008 as a result of the 
restructure of our operations from a collection of regional 
companies to a single national approach. 
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Our Other segment also includes our equity investments 
in international companies, the income from which we report 
as equity in net income of affiliates. Our earnings from foreign 
affiliates are sensitive to exchange-rate changes in the value 
of the respective local currencies. Our foreign investments 
are recorded under generally accepted accounting principles 
(GAAP), which include adjustments for the equity method 
of accounting and exclude certain adjustments required for 
local reporting in specific countries. Our equity in net income 
of affiliates by major investment is listed below: 

2009 2008 2007 

America Movil $505 5469 5381 
Telmex 133 252 265 
Telmex lnternacional 72 72 - 
Other (4) 1 (1) 
Other Segment Equity in 

Net Income of Affiliates $706 $794 $645 

Equity in net income of affiliates decreased $88 in 2009. 
Our investment in Telmex and Telmex lnternacional 
decreased $119, reflecting lower operating results and 
currency translation losses, partially offset by $36 of improved 
operating results at America Movil. The $149 increase in 2008 
reflects improved operating results at America Movil, as well 
as lower depreciation and tax expenses, and improved results 
at Telmex and Telmex lnternacional. On January 13, 2010, "- America Movil announced that its Board of Directors had 
authorized it to submit an offer for 100% of the equity of 
Carso Global Telecom, S.A. de C.V. (CGT), a holding company 
that owns 59.4% of Telmex and 60.7% of Telmex lnternacional, 
in exchange for America Movil shares; and an offer for 
Telmex lnternacional shares not owned by CGT, to be 
purchased for cash or to be exchanged for America Movil 
shares, at the election of the shareholders. 

OPERATING ENVIRONMENT AND TRENDS OF THE BUSINESS 

2010 Revenue Trends We expect our operating environ- 
ment in 2010 to remain challenging as the economic 
recession continues, competition remains strong and the 
federal regulatory framework may or may not remain 
receptive to investment. Despite this environment, we expect 
our operating revenues in 2010 to remain stable, reflecting 
c:ontinuing growth in our wireless and broadband/data 
services. We expect our primary driver of growth to be 
wireless, especially in sales and increased use of advanced 
handsets and emerging devices (such as netbooks, eReaders 
and mobile navigation devices) and that all our major 
customer categories will continue to increase their use 
of Internet-based broad band/data services. We expect 
continuing declines in traditional access lines and in 
advertising from our print directories. Where available, our 
LJ-verse services are proving effective in stemming access 
line losses, and we expect to continue to expand our 
U-verse service offerings in 2010. ,F-. 

2010 Expense Trends We expect a challenging operating 
environment for 2010. We will continue to focus sharply on 
cost-control measures, including areas such as organizational 
and systems integration. We will continue our ongoing 
initiatives to improve customer service and billing so we 
can realize our strategy of bundling services and providing a 
simple customer experience. We expect our 2010 operating 
income margin to be stable with the opportunity to improve 
margins, in the event the US. economy improves. We do not 
expect significant pension funding requirements in 2010. 
Expenses related to growth areas of our business, especially 
in the wireless area, will apply some pressure to our operating 
income margin. 

mortgage markets and the banking system in general 
experienced some stabilization compared with 2008 as the 
year progressed, although bank lending and the housing 
industry remained weak. The ongoing weakness in the general 
economy has also affected our customer and supplier bases. 
We saw lower demand from our residential customers as well 
as our business customers at all organizational sizes. Some of 
our suppliers continue to experience increased financial and 
operating costs. To a large extent, these negative trends were 
offset by continued growth in our wireless and IP-related 
services. While the economy appears to have stabilized at 
a weakened level at year-end, we do not expect a quick 
return to growth during 2010. Should the economy instead 
deteriorate further, we likely will experience further pressure 
on pricing and margins as we compete for both wireline 
and wireless customers who have less discretionary income. 
We also may experience difficulty purchasing equipment in 
a timely manner or maintaining and replacing warranteed 
equipment from our suppliers. 

Included on our consolidated balance sheets are assets 
held by benefit plans for the payment of future benefits. 
The losses associated with the securities markets declines 
during 2008 are not expected to have an impact on the ability 
of our benefit plans to pay benefits. We do not expect to 
make significant funding contributions to our pension plans 
in 2010. However, because our pension plans are subject to 
funding requirements of the Employee Retirement Income 
Security Act of 1974, as amended (ERISA), a continued 
weakness in the markets could require us to make 
contributions to the pension plans in order to maintain 
minimum funding requirements as established by ERISA. 
In addition, our policy on recognizing losses on investments 
in the pension and other postretirement plans accelerated 
the recognition of losses in 2009 earnings (see "Significant 
Accounting Policies and Estimates"). 

Market Conditions During 2009, the securities and 

OPERATING ENVIRONMENT OVERVIEW 

AT&T subsidiaries operating within the U.S. are subject to 
federal and state regulatory authorities. AT&T subsidiaries 
operating outside the US. are subject to the jurisdiction 
of national and supranational regulatory authorities in 
the markets where service is provided, and regulation is 
generally limited to operational licensing authority for the 
provision of services to enterprise customers. 
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Management's Discussion and Analysis of Financial Condition and Results of Operations (continued) 
Dollars in millions except per share amounts 

In the Telecommunications Act of 1996 (Telecom Act), 
Congress established a national policy framework intended 
to bring the benefits of competition and investment in 
advanced telecommunications facilities and services to all 
Americans by opening all telecommunications markets to 
competition and reducing or eliminating regulatory burdens 
that harm consumer welfare. However, since the Telecom Act 
was passed, the Federal Communications Commission (FCC) 
and some state regulatory commissions have maintained 
certain regulatory requirements that were imposed decades 
ago on our traditional wireline subsidiaries when they 
operated as legal monopolies. Where appropriate, we are 
pursuing additional legislative and regulatory measures to 
reduce regulatory burdens that inhibit our ability to compete 
more effectively and offer services wanted and needed by 
our customers. For example, we are supporting regulatory 
and legislative efforts that would offer new video entrants 
a streamlined process for bringing new video services to 
market and for offering more timely competition to traditional 
cable television providers. With the advent of the Obama 
Administration, the composition of the FCC has changed, 
and the new Commission appears to be more open than the 
prior Commission to maintaining or expanding regulatory 
requirements on entities subject to its jurisdiction. In addition, 
Congress, the President and the FCC all have declared a 
national policy objective of ensuring that all Americans have 
access to broadband technologies and services. To that end, 
Congress has charged the FCC with developing a National 
Broadband Plan and delivering that plan to Congress in early 
2010. The Commission has issued dozens of notices seeking 
comment on whether and how it should modify i ts rules and 
policies on a host of issues, which would affect all segments 
of the communications industry, to achieve universal access 
to broadband. These issues include rules and policies relating 
to universal service support, intercarrier compensation and 
regulation of special access services, as well as a variety of 
others that could have an impact on AT&T's operations and 
revenues. However, at this stage, it is too early to assess 
what, if any, impact such changes could have on us. 

In addition, states representing a majority of our local 
service access lines have adopted legislation that enables 
new video entrants to acquire a single statewide or state- 
approved franchise (as opposed to the need to acquire 
hundreds or even thousands of municipal-approved 
franchises) to offer competitive video services. We also 
are supporting efforts to update and improve regulatory 
treatment for retail services. Passage of legislation is 
uncertain and depends on many factors. 

Our wireless operations operate in robust competitive 
markets but are likewise subject to substantial governmental 
regulation. Wireless communications providers must be 
licensed by the FCC to provide communications services at 
specified spectrum frequencies within specified geographic 
areas and must comply with the rules and policies governing 
the use of the spectrum as adopted by the FCC. The FCC has 
recognized the importance of providing carriers with access 
to adequate spectrum to permit continued wireless growth 

and has begun investigating how to develop policies to 3' 
promote that goal. While wireless communications providers' 
prices and service offerings are generally not subject to state 
regulation, an increasing number of states are attempting to 
regulate or legislate various aspects of wireless services, such 
as in the area of consumer protection. 

AT&T has previously noted that the broadband marketplace 
is robustly competitive and that we do not block consumers 
from accessing the lawful Internet sites of their choice. 
We therefore believe that prescriptive "net neutrality" rules 
are not only unnecessary but also counterproductive to the 
extent they would restrict broadband Internet access providers 
from developing innovative new services for consumers 
and/or content and application providers. Nor do we believe 
that wireless providers should be prohibited from entering into 
exclusive arrangements with handset manufacturers or that 
government should regulate wireless early termination fees 
as is currently being proposed. It is widely recognized that 
the wireless industry in the United States is characterized by 
innovation, differentiation, declining prices and extensive 
competition among handset manufacturers, service providers 
and applications. For this reason, additional broadband 
regulation and new wireless requirements are unwarranted. 

Expected Growth Areas 
We expect our wireless services and data wireline products to 
remain the most significant portion of our business and have 
also discussed trends affecting the segments in which we 

Results" and "Wireline Segment Results"). Over the next few 
years, we expect an increasing percentage of our growth to 
come from: (1) our wireless service and (2) data/broadband, 
through existing and new services. We expect that our previous 
acquisitions will enable us to strengthen the reach and 
sophistication of our network facilities, increase our large- 
business customer base and enhance the opportunity to 
market wireless services to that customer base. Whether, or 
the extent to which, growth in these areas will offset declines 
in other areas of our business is not known. 

Wireless Wireless is our fastest-growing revenue stream 
and we expect to deliver continued revenue growth in the 
coming years. We believe that we are in a growth period of 
wireless data usage and that there are substantial 
opportunities available for next-generation converged services 
that combine wireless, broadband, voice and video. 

Our Universal Mobile Telecommunications System/High- 
Speed Downlink Packet Access 3G network technology covers 
most major metropolitan areas of the U.S. This technology 
provides superior speeds for data and video services, and it 
offers operating efficiencies by using the same spectrum and 
infrastructure for voice and data on an IP-based platform. 
Our wireless networks also rely on digital transmission 
technologies known as GSM, General Packet Radio Services 
and Enhanced Data Rates for GSM Evolution for data 
communications. As of December 31, 2009, we served 
85.1 million customers. We have also announced plans 
to transition from 3G network technology to a higher 

report results for these products (see "Wireless Segment 4 

4 
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transmission speed technology called Long-Term Evolution. 
We expect to test this technology this year and then deploy 
it beginning in 2011, as we expect network equipment and 
handsets to become more widely available. 

As the wireless industry continues to mature, we believe 
that future wireless growth will become increasingly depen- 
dent on our ability to offer innovative services that will 
encourage existing customers to upgrade their services, either 
by adding new types of services, such as data enhancements, 
or through increased use of existing services, such as through 
equipment upgrades. These innovative services should attract 
customers from other providers, as well as minimize customer 
churn. We intend to accomplish these goals by continuing to 
expand our network coverage, improve our network quality 
and offer a broad array of products and services, including 
exclusive devices such as Apple iPhone 3G and free mobile- 
to-mobile calling among our wireless customers. Minimizing 
customer churn is critical to our ability to maximize revenue 
growth and to maintain and improve our operating margins. 

deployment of U-verse high-speed broadband and TV services. 
As of December 31, 2009, we have passed 22.8 million living 
units (constructed housing units as well as platted housing 
lots) and are marketing the services to almost 72 percent of 
those units. Our deployment strategy is to enter each new 
area on a limited basis in order to ensure that all operating 
and back-office systems are functioning successfully and then 
expand within each as we continue to monitor these systems. 
Our rate of expansion will be slowed if we cannot obtain all 
required local building permits in a timely fashion. We also 
continue to work with our vendors on improving, in a timely 
manner, the requisite hardware and software technology. 
Our deployment plans could be delayed if we do not receive 
required equipment and software on schedule. 

We believe that our U-verse TV service is subject to 
federal oversight as a "video service" under the Federal 
Communications Act. However, some cable providers and 
municipalities have claimed that certain IP services should 
be treated as a traditional cable service and therefore subject 
to the applicable state and local cable regulation. Certain 
municipalities have delayed our request or have refused us 
permission to use our existing right-of-ways to deploy or 
activate our U-verse-related services and products, resulting 
in litigation. Pending negotiations and current or threatened 
litigation involving municipalities could delay our deployment 
plans in those areas. In July 2008, the U.S. District Court for 
Connecticut affirmed its October 2007 ruling that AT&T's 
U-verse TV service is a cable service in Connecticut. We have 
appealed that decision on the basis that state legislation 
rendered the case moot. Petitions have been filed at the FCC 
alleging that the manner in which AT&T provisions "public, 
educational, and governmental" (PEG) programming over its 
U-verse TV service conflicts with federal law, and a lawsuit has 
been filed in a California state superior court raising similar 

,- allegations under California law. If courts having jurisdiction 
where we have significant deployments of our U-verse 
services were to decide that federal, state and/or local cable 

U-verse Services We are continuing to expand our 

e 

regulation were applicable to our U-verse services, or if the 
FCC, state agencies or the courts were to rule that AT&T must 
deliver PEG programming in a manner substantially different 
from the way it does today or in ways that are inconsistent 
with AT&T's current network architecture, it could have a 
material adverse effect on the cost, timing and extent of 
our deployment plans. 

REGULATORY DEVELOPMENTS 

Set forth below is a summary of the most significant 
developments in our regulatory environment during 2009. 
While these issues, for the most part, apply only to certain 
subsidiaries in our Wireline segment, the words "we," "AT&T" 
and "our" are used to simplify the discussion. The following 
discussions are intended as a condensed summary of the 
issues rather than as a precise legal description of all of 
these specific issues. 

International Regulation Our subsidiaries operating 
outside the U.S. are subject to the jurisdiction of regulatory 
authorities in the market where service is provided. 
Our licensing, compliance and advocacy initiatives in foreign 
countries primarily enable the provision of enterprise 
(i.e., large business) services. AT&T is engaged in multiple 
efforts with foreign regulators to open markets to 
competition, reduce network costs and increase our 
scope of fully authorized network services and products. 

Federal Regulation A summary of significant 2009 
federal regulatory developments follows. 

Net Neutrality On October 22, 2009, the FCC adopted 
a Notice of Proposed Rulemaking (NPRM) seeking comment 
on six proposed "net neutrality" rules that are intended to 
preserve the "free and open Internet." The proposed rules 
apply to providers of "broadband Internet access service" 
and state that, subject to "reasonable network management," 
such a provider: 

May not prevent any of its users from sending or receiving 
the lawful content of the user's choice over the Internet. 
May not prevent any of i ts users from running the lawful 
applications or using the lawful services of the user's 
choice. 
May not prevent any of its users from connecting to and 
using on its network the user's choice of lawful devices 
that do not harm the network. 
May not deprive any of its users of the user's entitlement 
to competition among network providers, application 
providers, service providers and content providers. 
Must treat lawful content, applications and services in 
a nondiscriminatory manner. 
Must disclose such information concerning network 
management and other practices as is reasonably 
required for users and content, application and service 
providers to enjoy the protections specified in these rules. 
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Dollars in millions except per share amounts 

The NPRM states that the proposed rules would apply 
to all platforms over which broadband Internet access 
services are provided, including mobile wireless broadband, 
while recognizing that different platforms involve significantly 
different technologies, market structures, patterns of 
consumer usage and regulatory history. The comment 
cycle on the NPRM concludes in the first quarter of 2010. 
We are unable to determine the impact of this proceeding 
on our operating results and financial condition at this time. 

COMPETIT ION 

Competition continues to increase for telecommunications 
and information services. Technological advances have 
expanded the types and uses of services and products 
available. In addition, lack of or a reduced level of regulation 
of comparable alternatives (e.g., cable, wireless and VolP 
providers) has lowered costs for these alternative communi- 
cations service providers. As a result, we face heightened 
competition as well as some new opportunities in significant 
portions of our business. 

Wireless 
We face substantial and increasing competition in all aspects 
of our wireless business. Under current FCC rules, six or 
more PCS licensees, two cellular licensees and one or more 
enhanced specialized mobile radio licensees may operate 
in each of our service areas, which results in the potential 
presence of multiple competitors. Our competitors are 
principally three national (Verizon Wireless, Sprint Nextel Corp. 
and T-Mobile) and a larger number of regional providers of 
cellular, PCS and other wireless communications services. 
More than 95% of the U.S. population lives in areas with 
three mobile telephone operators and more than half the 
population lives in areas with at least five competing carriers. 

that provide similar services using other communications 
technologies and services. While some of these technologies 
and services are now operational, others are being developed 
or may be developed in the future. We compete for customers 
based principally on price, service offerings, call quality, 
coverage area and customer service. 

We may experience significant competition from companies 

Wireline 
Our wireline subsidiaries expect continued competitive 
pressure in 2010 from multiple providers, including wireless, 
cable and other VolP providers, interexchange carriers 
and resellers. In addition, economic pressures are forcing 
customers to terminate their traditional local wireline service 
and substitute wireless and Internet-based services, 
intensifying a pre-existing trend toward wireless and Internet 
use. At this time, we are unable to quantify the effect of 
competition on the industry as a whole or financially on this 

segment. However, we expect both losses of revenue share 
in local service and gains resulting from business initiatives, 
especially in the area of bundling of products and services, 
including wireless and video, large-business data services 
and broadband. In most markets, we compete with large 
cable companies, such as Comcast Corporation, Cox 
Communications, Inc. and Time Warner Cable Inc., for local, 
high-speed Internet and video services customers and 
other smaller telecommunications companies for both 
long-distance and local services customers. 

Our wireline subsidiaries generally remain subject to 
regulation by state regulatory commissions for intrastate 
services and by the FCC for interstate services. In contrast, 
our competitors are often subject to less or no regulation in 
providing comparable voice and data services or the extent 
of regulation is in dispute. Under the Telecom Act, companies 
seeking to interconnect to our wireline subsidiaries' networks 
and exchange local calls enter into interconnection agree- 
ments with us. Any unresolved issues in negotiating those 
agreements are subject to arbitration before the appropriate 
state commission. These agreements (whether fully agreed- 
upon or arbitrated) are then subject to review and approval 
by the appropriate state commission. 

In a number of the states in which we operate as an ILEC, 
state legislatures or the state public utility commissions have 
concluded that the voice telecommunications market is 
competitive and have allowed for greater pricing flexibility 
for nonbasic residential retail services, including bundles, 
promotions and new products and services. While it has been 
a number of years since we have been allowed to raise local 
service rates in certain states, some of these state actions 
have been challenged by certain parties and are pending 
court review. 

above, our wireline subsidiaries (excluding rural carrier 
affiliates) operate under state-specific elective "price-cap 
regulation" for retail services (also referred to as "alternative 
regulation") that was either legislatively enacted or authorized 
by the appropriate state regulatory commission. Under 
price-cap regulation, price caps are set for regulated services 
and are not tied to the cost of providing the services or to 
rate-of-return requirements. Price-cap rates may be subject 
to or eligible for annual decreases or increases and also may 
be eligible for deregulation or greater pricing flexibility if the 
associated service is deemed competitive under some state 
regulatory commission rules. Minimum customer service 
standards may also be imposed and payments required 
if we fail to meet the standards. 

We continue to lose access lines due to competitors 
(e.g., wireless, cable and VolP providers) who can provide 
comparable services at lower prices because they are not 
subject to traditional telephone industry regulation (or the 

.J) 

In addition to these rates and service regulations noted 
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extent of regulation is  in dispute), utilize different technol- 
ogies, or promote a different business model (such as 
advertising based) and consequently have lower cost 
structures. In response to these competitive pressures, 
for several years we have utilized a bundling strategy 
that rewards customers who consolidate their services 
(e.g., local and long-distance telephone, high-speed Internet, 
wireless and video) with us. We continue to focus on bundling 
wireline and wireless services, including combined packages 
of minutes and video service through our U-verse service and 
our relationships with satellite television providers. We will 
continue to develop innovative products that capitalize on 
our expanding fiber network. 

Additionally, we provide local, domestic intrastate and 
interstate, international wholesale networking capacity and 
switched services to other service providers, primarily large 
Internet Service Providers using the largest class of nationwide 
Internet networks (Internet backbone), wireless carriers, 
Competitive Local Exchange Carriers, regional phone ILECs, 
cable companies and systems integrators. These services 
are subject to additional competitive pressures from the 
development of new technologies and the increased 
availability of domestic and international transmission capacity. 
The introduction of new products and service offerings and 
increasing satellite, wireless, fiber-optic and cable transmission 
capacity for services similar to those provided by us continues 
to provide competitive pressures. We face a number of 
international competitors, including Equant, British Telecom 
and SingTel as well as competition from a number of large 
systems integrators, such as Electronic Data Systems. 

Advertising Solutions 
Our Advertising Solutions subsidiaries face competition 
from approximately 100 publishers of printed directories in 
their operating areas. Competition also exists from other 
advertising media, including newspapers, radio, television and 
direct-mail providers, as well as from directories offered over 
the Internet. Through our wholly-owned subsidiary, YPC, we 
compete with other providers of Internet-based advertising 
and local search. 

ACCOUNTING POLICIES A N D  STANDARDS 

Critical Accounting Policies and Estimates Because of 
the size of the financial statement line items they relate to, 
some of our accounting policies and estimates have a more 
significant impact on our financial statements than others. 
The following policies are presented in the order in which 
the topics appear in our consolidated statements of income. 

allowance for doubtful accounts for estimated losses that 
result from the failure of our customers to make required 
payments. When determining the allowance, we consider the 
probability of recoverability based on past experience, taking 
into account current collection trends as well as general 
economic factors, including bankruptcy rates. Credit risks 

Allowance for Doubtful Accounts We maintain an 

are assessed based on historical write-offs, net of recoveries, 
and an analysis of the aged accounts receivable balances 
with reserves generally increasing as the receivable ages. 
Accounts receivable may be fully reserved for when specific 
collection issues are known to exist, such as pending 
bankruptcy or catastrophes. The analysis of receivables is 
performed monthly, and the bad-debt allowances are adjusted 
accordingly. A 10% change in the amounts estimated to be 
uncollectible would result in a change in uncollectible 
expense of approximately $120. 

estimates of retiree benefit expense and the associated 
significant weighted-average assumptions are discussed in 
Note 11. One of the most significant of these assumptions is 
the return on assets assumption, which was 8.50% for the 
year ended December 31, 2009. In setting the long-term 
assumed rate of return, management considers capital 
markets’ future expectations and the asset mix of the plans’ 
investments. The actual long-term return can, in relatively 
stable markets, also serve as a factor in determining future 
expectations. However, the dramatic adverse market 
conditions in 2008 have skewed the calculation of the 
long-term actual return; the actual 10-year return was 3.67% 
through 2009 and 4.21% through 2008, compared with 9.18% 
through 2007. The severity of the 2008 losses will make the 
10-year actual return less of a relevant factor in manage- 
ment’s evaluation of future expectations. In 2009, we 
experienced actual returns on investments much greater 
than what was expected, creating a reduction in pension 
and postretirement expense for 2010. Based on future 
expectations and the plans’ asset mix, management has left 
unchanged the long-term assumed rate of return for 2010. 
If all other factors were to remain unchanged, we expect that 
a 1.0% decrease in the assumed long-term rate of return 
would cause 2010 combined pension and postretirement cost 
to increase $639. Under GAAP, the expected long-term rate 
of return is calculated on the market-related value of assets 
(MRVA). GAAP requires that actual gains and losses on 
pension and postretirement plan assets be recognized in the 
MRVA equally over a period of up to five years. We use a 
methodology, allowed under GAAP. under which we hold the 
MRVA to within 20% of the actual fair value of plan assets, 
which can have the effect of accelerating the recognition of 
excess actual gains and losses into the MRVA in less than 
five years. This methodology did not have a material impact 
on our 2008 or 2007 combined net pension and post- 
retirement costs. 

reflects the hypothetical rate at which the projected benefit 
obligations could be effectively settled or paid out to 
participants. We determined our discount rate based on a 
range of factors, including a yield curve comprised of the 
rates of return on several hundred high-quality, fixed-income 
corporate bonds available at the measurement date and the 
related expected duration for the obligations. These bonds 

Pension and Postretirement Benefits Our actuarial 

Our assumed discount rate of 6.50% at December 31, 2009, 
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were all rated at least Aa3 or AA- by one of the nationally 
recognized statistical rating organizations, denominated in 
U.S. dollars, and neither callable, convertible nor index linked. 
For the year ended December 31, 2009, we decreased our 
discount rate by 0.50%. resulting in an increase in our pension 
plan benefit obligation of $2,065 and an increase in our 
postretirement benefit obligation of $1,847. For the year 
ended December 31, 2008, we increased our discount rate 
by 0.50%, resulting in a decrease in our pension plan benefit 
obligation of $2,176 and a decrease in our postretirement 
benefit obligation of $2,154. Should actual experience differ 
from actuarial assumptions, the projected pension benefit 
obligation and net pension cost and accumulated post- 
retirement benefit obligation and postretirement benefit cost 
would be affected in future years. Note 11 also discusses the 
effects of certain changes in assumptions related to medical 
trend rates on retiree health care costs. 

Depreciation Our depreciation of assets, including use of 
composite group depreciation and estimates of useful lives, is 
described in Notes 1 and 5. We assign useful lives based on 
periodic studies of actual asset lives. Changes in those lives 
with significant impact on the financial statements must be 
disclosed, but no such changes have occurred in the three 
years ended December 31, 2009. However, if all other factors 
were to remain unchanged, we expect that a one-year 
increase in the useful lives of the largest categories of our 
plant in service (which accounts for more than three-fourths 
of our total plant in service) would result in a decrease of 
approximately $2,420 in our 2010 depreciation expense and 
that a one-year decrease would result in an increase of 
approximately $3,480 in our 2010 depreciation expense. 

Asset Valuations and Impairments We account for 
acquisitions using the acquisition method as required by GAAP. 
Under GAAP, we allocate the purchase price to the assets 
acquired and liabilities assumed based on their estimated fair 
values. The estimated fair values of intangible assets acquired 
are based on the expected discounted cash flows of the 
identified customer relationships, patents, tradenames and FCC 
licenses. In determining the future cash flows, we consider 
demand, competition and other economic factors. 

Customer relationships, which are finite-lived intangible 
assets, are primarily amortized using the sum-of-the-months- 
digits method of amortization over the period in which those 
relationships are expected to contribute to our future cash flows. 
The sum-of-the-months-digits method is a process of allocation, 
and reflects our belief that we expect greater revenue 
generation from these customer relationships during the earlier 
years of their lives. Alternatively, we could have chosen to 
amortize customer relationships using the straight-line method, 
which would allocate the cost equally over the amortization 
period. Amortization of other intangibles, including patents and 
amortizable tradenames, is determined using the straight-line 
method of amortization over the expected remaining useful 
lives. We do not amortize indefinite-lived intangibles, such as 
wireless FCC licenses or certain tradenames (see Note 6). 

Goodwill and wireless FCC licenses are not amortized 
but tested annually for impairment, as required by GAAP. 
We conduct our impairment tests as of October 1. 
Goodwill is tested on a reporting unit basis, and our 
reporting units generally coincide with our segments, 
except for certain operations in the Other segment. 
The carrying amounts of goodwill, by segment (which is 
the same as reporting unit for Wireless, Wireline and 
Advertising Solutions), at December 31, 2009 were: 
Wireless $35,037; Wireline $31,608; Advertising Solutions 
$5,731; and Other $883. At December 31, 2008, the carrying 
amounts of goodwill by segment were: Wireless $33,851; 
Wireline $31,381; Advertising Solutions $5,694; and 
Other $903. Within the Other segment, goodwill associated 
with our Sterling operations was $477 for 2009 and 2008. 
Additionally, FCC licenses are tested for impairment on an 
aggregate basis, consistent with the management of the 
business on a national scope. These annual impairment 
tests resulted in no material impairment of indefinite-lived 
goodwill or FCC licenses. If there are indications of 
significant decreases in fair value of these assets, testing 
may also be done more frequently than the annual test. 
There were no indications of a significant decrease in fair 
value in 2009. We review other long-lived assets for 
impairment whenever events or circumstances indicate 
that the carrying amount may not be recoverable over 
the remaining life of the asset or asset group. 

Goodwill impairment testing is a two step process. 
The first step involves determining the fair value of the 
reporting unit and comparing that to the book value. 
If the fair value exceeds the book value, then no further 
testing is required. If the fair value is less than the book 
value, then a second step is performed. 

In the second step, the fair values of all of the assets and 
liabilities of the reporting unit, including those that may not 
be currently recorded, are determined. The difference between 
the sum of all of those fair values and the overall reporting 
unit's fair value is a new implied goodwill amount that is 
compared to the recorded goodwill. If implied goodwill is 
less than the recorded goodwill, then an impairment to the 
recorded goodwill is recorded. The amount of this impairment 
may be more or less than the difference between the overall 
fair value and book value of the reporting unit. It may even be 
zero if the fair values of other assets are less than their book 
values. Goodwill is the only asset that may be impaired when 
testing goodwill. 

As shown in Note 6, more than 98% of our goodwill resides 
in the Wireline, Wireless and Advertising Solutions segments. 
For each of those segments, publicly traded companies whose 
services are consistent with those primarily offered by the 
segment exist, giving a market indication of enterprise value. 
Enterprise value is the sum of a company's equity and debt 
values. One standard valuation technique is to determine 
enterprise value as a multiple of a company's operating 
income before depreciation and amortization. We determined 

- 
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the multiples of the public companies and then calculated a 
weighted-average of those multiples. Using those weighted- 
averages, we then calculated fair values for each of those 
segments to determine if additional testing was required and, 
in all circumstances, no additional testing was required. In the 
event of a 10% drop in the fair values of the reporting units, 
the fair values would have st i l l  exceeded the book values of 
the reporting units and additional testing would st i l l  have not 
been required. 

Consistent with prior years, we performed our test of the 
fair values of FCC licenses using a discounted cash flow model 
(the Greenfield Approach). The Greenfield Approach assumes 
a company is started, owning only the wireless FCC licenses, 
and then makes investments required to build an operation 
comparable to the one in which the licenses are presently 
utilized. We utilized a 17-year discrete period to isolate cash 
flows attributable to the licenses including modeling the 
hypothetical build out. The projected cash flows are based 
on certain financial factors including revenue growth rates, 
Operating Income Before Depreciation and Amortization 
(OIBDA) margins, and churn rates. Wireless revenue growth is 
expected to trend down from our 2008 growth rate of 15.6% 
to a long-term growth rate that reflects expected long-term 
inflation trends. Our churn rates are expected to continue 
declining from 1.68% in 2008, in line with expected trends in 
the industry but at a rate comparable with industry-leading 
churn. OIBDA margins should continue to increase from the 
2008 level of 38.0% to more than 40.0%. 

This model then incorporates cash flow assumptions 
regarding investment in the network, development of 
distribution channels and the subscriber base, and other 
inputs for making the business operational. The assumptions 
which underlie the development of the network, subscriber 
base and other critical inputs of the discounted cash flow 
model were based on a combination of average marketplace 
participant data and our historical results, trends and business 
plans. Operating metrics such as capital investment per 
subscriber, acquisition costs per subscriber, minutes of use 
per subscriber, etc. were also used to develop the projected 
cash flows. Since the cash flows associated with these other 
inputs were included in the annual cash flow projections, 
the present value of the unlevered free cash flows of the 
segment, after investment in the network, subscribers, etc., is 
attributable to the wireless FCC licenses. The terminal value of 
the segment, which incorporates an assumed sustainable 
growth rate, is also discounted and is likewise attributed to 
the licenses. The discount rate of 9.0% used to calculate the 
present value of the projected cash flows is based on the 
optimal long-term capital structure of a market participant 
and its associated cost of debt and equity. The discount rate 
utilized in the analysis is also consistent with rates we use 
to calculate the present value of the projected cash flows 
of licenses acquired from third parties. 

If either the projected rate of growth of cash flows or 
revenues were to decline by 1%. or if the discount rate were 
to increase by 1%, the fair values of the wireless FCC licenses, 
while less than currently projected, would st i l l  be higher than 
the book value of the licenses. The fair value of the licenses 
exceeded the book value by more than one-fourth. 

We review other long-lived assets for impairment under 
GAAP whenever events or circumstances indicate that the 
carrying amount may not be recoverable over the remaining 
life of the asset or asset group. In order to determine that the 
asset is recoverable, we verify that the expected future cash 
flows directly related to that asset exceed its fair value, which 
is based on the undiscounted cash flows. The discounted cash 
flow calculation uses various assumptions and estimates 
regarding future revenue, expense and cash flows projections 
over the estimated remaining useful life of the asset. 

Cost investments are evaluated to determine whether 
mark-to-market declines are temporary and reflected in other 
comprehensive income, or other than temporary and recorded 
as an expense in the income statement. This evaluation is 
based on the length of time and the severity of decline in the 
investment's value. At the end of the first quarter of 2009 and 
at the end of 2008, we concluded the severity of decline had 
led to an other-than-temporary decline in the value of assets 
contained in an independently managed trust for certain 
BellSouth employee benefits. 

Income Taxes Our estimates of income taxes and the 
significant items giving rise to the deferred assets and 
liabilities are shown in Note 10 and reflect our assessment 
of actual future taxes to be paid on items reflected in the 
financial statements, giving consideration to both timing and 
probability of these estimates. Actual income taxes could vary 
from these estimates due to future changes in income tax law 
or the final review of our tax returns by federal, state or 
foreign tax authorities. 

In 2007, we adopted new GAAP rules and began 
accounting for uncertain tax positions under those provisions. 
As required, we use our judgment to determine whether it 
is more likely than not that we will sustain positions that we 
have taken on tax returns and, if so, the amount of benefit 
to initially recognize within our financial statements. 
We regularly review our uncertain tax positions and adjust 
our unrecognized tax benefits in light of changes in facts 
and circumstances, such as changes in tax law, interactions 
with taxing authorities and developments in case law. 
These adjustments to our unrecognized tax benefits may 
affect our income tax expense. Settlement of uncertain tax 
positions may require use of our cash. 

..- 
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New Accounting Standards 
Revenue Arrangements with Multiple Deliverobles In 
October 2009, the Financial Accounting Standards Board 
(FASB) issued "Multiple-Deliverable Revenue Arrangements" 
(Accounting Standards Update (ASU) 2009-13), which 
addresses how revenues should be allocated among all 
products and services included in our sales arrangements. It 
establishes a selling price hierarchy for determining the selling 
price of each product or service, with vendor-specific 
objective evidence (VSOE) at the highest level, third-party 
evidence of VSOE at the intermediate level, and a best 
estimate at the lowest level. It replaces "fair value" with 
"selling price" in revenue allocation guidance, eliminates the 
residual method as an acceptable allocation method, and 
requires the use of the relative selling price method as the 
basis for allocation. It also significantly expands the disclosure 
requirements for such arrangements, including, potentially, 
certain qualitative disclosures. ASU 2009-13 will be effective 
prospectively for sales entered into or materially modified in 
fiscal years beginning on or after June 15, 2010 (i.e., the year 
beginning January 1, 2011, for us). The FASB permits early 
adoption of ASU 2009-13, applied retrospectively, to the 
beginning of the year of adoption. We are currently evaluating 
the impact on our financial position and results of operations. 

Software In October 2009, the FASB issued "Certain 
Revenue Arrangements That Include Software Elements" 
(ASU 2009-14). which clarifies the guidance for allocating and 
measuring revenue, including how to identify software that is 
out of the scope. ASU 2009-14 amends accounting and 
reporting guidance for revenue arrangements involving both 
tangible products and software that is "more than incidental 
to the tangible product as a whole." That type of software and 
hardware will be outside of the scope of software revenue 
guidance, and the hardware components will also be outside 
of the scope of software revenue guidance and may result in 
more revenue recognized at the time of the hardware sale. 
Additional disclosures will discuss allocation of revenue to 
products and services in our sales arrangements and the 
significant judgments applied in the revenue allocation 
method, including impacts on the timing and amount of 
revenue recognition. ASU 2009-14 will be effective prospec- 
tively for revenue arrangements entered into or materially 
modified in fiscal years beginning on or after June 15, 2010 
(i.e., the year beginning January 1, 2011, for us). ASU 2009-14 
has the same effective date, including early adoption 
provisions, as ASU 2009-13. Companies must adopt 
ASU 2009-14 and ASU 2009-13 at the same time. We are 
currently evaluating the impact on our financial position 
and results of operations. 

accounting standards. 
See Note 1 for a discussion of recently issued or adopted 

OTHER BUSINESS MATTERS 4 
Retiree Phone Concession Litigation In May 2005, we were 
served with a purported class action in U.S. District Court, 
Western District of Texas (Stoffels v. SBC Communications Inc.), 
in which the plaintiffs, who are retirees of Pacific Bell 
Telephone Company, Southwestern Bell and Ameritech, 
contend that the telephone concession provided by the 
company is, in essence, a "defined benefit plan" within the 
meaning of ERISA, as amended. In October 2006, the Court 
certified two classes. The issue of whether the concession 
is an ERISA pension plan was tried before the judge in 
November 2007. In May 2008, the court ruled that the 
concession was an ERISA pension plan. We asked the court to 
certify this ruling for interlocutory appeal, and in August 2008, 
the court denied our request. In May 2009, we filed a motion 
for reconsideration with the trial court. That motion is 
pending. A trial on the appropriate remedy has been set for 
June 1, 2010. We believe that an adverse outcome having 
a material effect on our financial statements in this case 
is unlikely, but we will continue to evaluate the potential 
impact of this suit on our financial results as it progresses. 

that we and other telecommunications carriers unlawfully 
provided assistance to the National Security Agency (NSA) in 
connection with intelligence activities that were initiated 
following the events of September 11, 2001. In the first filed 
case, Heptinq et a1 v. AT&T Corp., AT&T Inc. and Does 1-20, 
a purported class action filed in U.S. District Court in the 
Northern District of California, plaintiffs alleged that the 
defendants disclosed and are currently disclosing to the 
U.S. Government content and call records concerning 
communications to which Plaintiffs were a party. Plaintiffs 
sought damages, a declaratory judgment, and injunctive relief 
for violations of the First and Fourth Amendments to the 
United States Constitution, the Foreign Intelligence 
Surveillance Act (FISA), the Electronic Communications Privacy 
Act, and other federal and California statutes. We filed a 
motion to dismiss the complaint. The United States asserted 
the "state secrets privilege" and related statutory privileges 
and also filed a motion asking the court to dismiss the 
complaint. The Court denied the motions, and we and the 
United States appealed. In August 2008, the U.S. Court of 
Appeals for the Ninth Circuit remanded the case to the district 
court without deciding the issue in light of the passage of the 
FISA Amendments Act, a provision of which addresses the 
allegations in these pending lawsuits (immunity provision). 
The immunity provision requires the pending lawsuits to be 
dismissed if the Attorney General certifies to the court either 
that the alleged assistance was undertaken by court order, 
certification, directive, or written request or that the telecom 

NSA Litigation Twenty-four lawsuits were filed alleging 
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entity did not provide the alleged assistance. In September 
2008, the Attorney General filed his certification and asked 
the district court to dismiss all of the lawsuits pending against 
the AT&T Inc. telecommunications companies. The court 
granted the Government's motion to dismiss and entered final 
judgments in July 2009. In addition, a lawsuit seeking to 
enjoin the immunity provision's application on grounds that 
it is unconstitutional was filed. In March 2009, we and the 
Government filed motions to dismiss this lawsuit. The court 
granted the motion to dismiss and entered final judgment in 
July 2009. All cases brought against the AT&T entities have 
been dismissed. In August 2009, plaintiffs in all cases filed an 
appeal with the Ninth Circuit Court of Appeals. 

Management believes these actions are without merit and 
intends to continue to defend these matters vigorously. 

Labor Contracts As of January 31, 2010, we employed 
approximately 281,000 persons. Approximately 58 percent 
of our employees are represented by the Communications 
Workers of America (CWA), the International Brotherhood 
of Electrical Workers (IBEW) or other unions. Contracts 
covering approximately 120,000 collectively bargained wireline 
employees expired during 2009. As of January 31, 2010, the 
Company and approximately 86,000 employees, covered by 
these expired collectively bargained wireline contracts, have 
ratified new labor agreements. In the absence of an effective 
contract, the union is entitled to call a work stoppage. 

For approximately 60,000 employees covered by ratified 
agreements, the agreements provide for a three-year term 
and, for the vast majority of those covered employees, a 
3 percent wage increase in years one and two, a wage 
increase in year three of 2.75 percent, and pension band 
increases of 2 percent for each year of the agreement. 
For both wage and pension band increases, there is a 
potential cost-of-living increase based on the consumer price 
index for the third year. These agreements also provide for 
continued health care coverage with reasonable cost sharing. 

For the remaining approximately 26,000 employees covered 
by ratified agreements, the agreement provides for a four-year 
term. The provisions of the tentative agreement are substan- 
tially similar to the provisions of the ratified agreements 
discussed above, with a wage increase in year four of 
2.75 percent and a potential cost-of-living increase in year 
four instead of in year three. 

On February 8, 2010, the Company and the CWA 
announced a tentative agreement covering approximately 
30,000 core wireline employees in the nine-state former 
BellSouth region, subject to ratification by those covered 
employees. The tentative agreement provides for a three-year 
term and, for the vast majority of those covered employees, 
a 3 percent wage increase in years one and two, a wage 
increase in year three of 2.75 percent, and pension band 

.- 

increases of 2 percent for each year of the agreement. 
These agreements also provide for continued health care 
coverage with reasonable cost sharing. 

and prescription drug benefits to certain active and retired 
employees under various plans. In 2009, the US. Senate and 
House of Representatives each passed comprehensive health 
care reform legislation. It is unclear if differences between 
these bills can be reconciled and a final bill passed in 2010. 
Among the major provisions of the bills are the taxation of 
the Medicare Part D subsidy, Medicare payment reforms, an 
excise tax on "Cadillac" plans as well as mandates for 
providing coverage and other requirements for delivery 
of health care to employees and retirees. The final outcome 
of the legislation could cause negative impacts to our results 
and bring uncertainty to our future costs. 

judicial and administrative proceedings brought by various 
governmental authorities under federal, state or local 
environmental laws. Although we are required to reference in 
our Forms 104 and 10-K any of these proceedings that could 
result in monetary sanctions (exclusive of interest and costs) 
of one hundred thousand dollars or more, we do not believe 
that any of them currently pending will have a material 
adverse effect on our results of operations. 

Health Care Legislation We provide a variety of medical 

Environmental We are subject from time to time to 

L I Q U I D I T Y  A N D  C A P I T A L  RESOURCES 

We had $3,802 in cash and cash equivalents available at 
December 31, 2009. Cash and cash equivalents included cash 
of $437 and money market funds and other cash equivalents 
of $3,365. Cash and cash equivalents increased $2,010 since 
December 31, 2008. During 2009, cash inflows were primarily 
provided by cash receipts from operations and the issuance of 
long-term debt. These inflows were partially offset by cash 
used to meet the needs of the business including, but not 
limited to, payment of operating expenses, funding capital 
expenditures, dividends to stockholders, repayment of debt 
and payment of interest on debt. We discuss many of these 
factors in detail below. 

Cash Provided by or Used in Operating Activities 
During 2009, cash provided by operating activities was 
$34,445 compared to $33,656 in 2008. Our higher operating 
cash flow reflects decreased tax payments of $836, partially 
offset by reduced net income and increased interest payments 
of $146. During 2009, our payments for current income taxes 
were lower than 2008 due primarily to changes in law 
impacting the timing of payments. The timing of cash 
payments for income taxes is governed by the IRS and other 
taxing authorities and differs from the timing of recording 
tax expense, which is reported in accordance with GAAP. 
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The decrease in current tax payments was partially offset 
by an increase in audit-related payments in 2009. 
We anticipate using approximately $2,350 of cash in 2010 
to complete the acquisition of various assets from Verizon 
that it was required to divest as part of its acquisition 
of Alltel. 

During 2008, our primary source of funds was cash from 
operating activities of $33,656 compared to $34,242 in 2007. 
Operating cash flows decreased primarily due to increased 
tax payments of $1,294 partially offset by improvement in 
operating income excluding depreciation. During 2008, tax 
payments were higher primarily due to increased income. 

Cash Used in or Provided by Investing Activities 
During 2009, cash used in investing activities consisted o f  

$16,595 in capital expenditures, excluding interest during 

$740 in interest during construction. 
$787, net of cash acquired, related to the acquisition of 

$111 related to spectrum and licenses. 
$85 related to other acquisitions. 

During 2009, cash provided by investing activities consisted of: 
$287 from dispositions of non-strategic assets. 
$55 from the sale of securities, net of investments. 
$51 related to other activities. 

Our capital expenditures are primarily for our wireless 
and wireline subsidiaries' networks, our U-verse services, and 
support systems for our communications services. Total capital 
spending in 2009 was $16,595, which was a $3,081 decrease 
from 2008. Capital spending in our Wireless segment, 
excluding interest during construction, only increased 1% 
for 2009; the modest increase in capital spending reflected a 
6% increase in network expenditures, tempered by reductions 
in non-network spending. Expenditures were used for network 
capacity growth, integration and upgrades to our Universal 
Mobile Telecommunications System/High-Speed Packet Access 
network, as well as for IT and other support systems for our 
wireless service. Capital expenditures in our Wireline segment, 
excluding interest during construction, which represented 
64.3% of our capital expenditures, decreased 21% for 2009, 
reflecting decreased spending on U-verse services as the 
upgrades to our existing network become more mature. In 
addition, capital expenditures decreased due to less spending 
on wireline voice services, and lower DSL and High Capacity 
volumes. The Other segment capital expenditures were less 
than 2% of total capital expenditures for 2009. Included in 
the Other segment are equity investments, which should be 
self funding as they are not direct AT&T operations; as well 
as corporate, diversified business and Sterling operations, 
which we expect to fund using cash from operations. 
We expect to fund any Advertising Solutions segment 
capital expenditures using cash from operations. We expect 
total 2010 capital investment to be in the $18 billion to 
$19 billion range. This level of investment is framed by the 

construction. 

Centennial. 

expectation that regulatory and legislative decisions relating 
to the telecom sector will continue to be sensitive to 
investment. 

-r/ 

Cash Used in or Provided by Financing Activities 
We paid dividends of $9,670 in 2009, $9,507 in 2008 and 
$8,743 in 2007, reflecting dividend rate increases. In 
December 2009, our Board of Directors approved a 2.4% 
increase in the quarterly dividend from $0.41 to $0.42 per 
share. This follows a 2.5% dividend increase approved by 
AT&T's Board in December 2008. Dividends declared by our 
Board of Directors totaled $1.65 per share in 2009, $1.61 per 
share in 2008 and $1.47 per share in 2007. Our dividend 
policy considers both the expectations and requirements of 
stockholders, internal requirements of AT&T and long-term 
growth opportunities. It is our intent to provide the financial 
flexibility to allow our Board of Directors to consider dividend 
growth and to recommend an increase in dividends to be paid 
in future periods. All dividends remain subject to approval by 
our Board of Directors. 

During 2009, we received net proceeds of $8,161 from the 
issuance of $8,228 in long-term debt. Debt proceeds were 
used for general corporate purposes, including the repayment 
of maturing debt. Long-term debt issuances consisted of: 

$1,000 of 4.85% global notes due in 2014. 
$2.250 of 5.80% global notes due in 2019. 
$2,250 of 6.55% global notes due in 2039. 
f 750 of 5.875% global notes due in 2017 (equivalent to 

f 1,100 of 7.0% global notes due in 2040 (equivalent to 

We entered into cross-currency swaps to exchange the 
above foreign currency proceeds and the future principal and 
interest payments to U.S. dollars. 

consisted o f  

$1,107 when issued). 4 

$1,621 when issued). 

During 2009, debt repayments totaled $13,236 and 

$8,633 in repayments of long-term debt (includes 

$4,583 in repayments of commercial paper and short- 

$20 in repayments of other debt. 
At December 31, 2009, we had $7,361 of debt maturing 

within one year, which included $7,328 of long-term debt 
maturities and $33 of other borrowings. Debt maturing within 
one year includes the following notes that may be put back to 
us by the holders: 

$1,000 of annual put reset securities issued by BellSouth 
Corporation can be put each April until maturity in 2021. 
An accreting zero-coupon note may be redeemed each 
May, excluding May 2011, until maturity in 2022. If the 
zero-coupon note (issued for principal of $500 in 2007) 
is held to maturity, the redemption amount will be 
$1,030. 

repayment of $1,957 for Centennial debt). 

term bank borrowings. 

We have a five-year credit agreement with a syndicate of 
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investment and commercial banks. In June 2009, one of the 
participating banks, Lehman Brothers Bank, Inc., which had 
declared bankruptcy, terminated its lending commitment of 
$535 and withdrew from the agreement. As a result of this 
termination, the outstanding commitments under the agree- 
ment were reduced from a total of $10,000 to $9,465. 
We still have the right to increase commitments up to an 
additional $2,535 provided no event of default under the 
credit agreement has occurred. The current agreement will 
expire in July 2011. We also have the right to terminate, in 
whole or in part, amounts committed by the lenders under 
this agreement in excess of any outstanding advances; 
however, any such terminated commitments may not be 
reinstated. Advances under this agreement may be used for 
general corporate purposes, including support of commercial 
paper borrowings and other short-term borrowings. There is 
no material adverse change provision governing the 
drawdown of advances under this credit agreement. 
This agreement contains a negative pledge covenant, 
which requires that, if at any time we or a subsidiary pledges 
assets or otherwise permits a lien on its properties, advances 
under this agreement will be ratably secured, subject to 
specified exceptions. We must maintain a debt-to-EBITDA 
(earnings before interest, income taxes, depreciation and 
amortization, and other modifications described in the 
agreement) financial ratio covenant of not more than three- 
to-one as of the last day of each fiscal quarter for the four 
quarters then ended. We comply with all covenants under 
the agreement. At December 31, 2009, we had no borrowings 
outstanding under this agreement. 

occurred: 

.- 

During 2009, the following other financing activities 

We received $483 related to derivative collateral; $261 
was a return of collateral we posted to derivative 
counterparties in 2008 and $222 was collateral we 
collected from counterparties in 2009. 
We paid $275 to minority interest holders. 
We received proceeds of $28 from the issuance of 
treasury shares related to the settlement of share-based 
awards. 

We plan to fund our 2010 financing activities through a 
combination of cash from operations and debt issuances. 
The timing and mix of debt issuance will be guided by credit 
market conditions and interest rate trends. The emphasis 
of our financing activities will be the payment of dividends, 
subject to approval by our Board of Directors, and the 
repayment of debt. 

Other 
Our total capital consists of debt (long-term debt and debt 
maturing within one year) and stockholders’ equity. Our 
capital structure does not include debt issued by our inter- 
national equity investees. Our debt ratio was 41.3%. 43.7% 
and 35.6% at December 31, 2009, 2008 and 2007. The debt ,- ratio is affected by the same factors that affect total capital. 

Total capital increased $2,665 in 2009 compared to a decrease 
of $8,121 in 2008. The 2009 total capital increase was due 
to increased retained earnings and an increase in other 
comprehensive income, partially offset by a $2,910 decrease 
in debt, all factors which lowered the debt ratio in 2009. 

debt ratio was the $16,677 increase in accumulated other 
comprehensive loss that reflected a decrease in retirement 
plans funded status and an increase in debt of $10,876 
related to our financing activities. Our stockholders’ equity 
balance was down $19,020 primarily due to the decrease in 
retirement plan funded status. 

The primary factor contributing to the increase in our 2008 

C O N T R A C T U A L  O B L I G A T I O N S ,  
C O M M I T M E N T S  A N D  C O N T I N G E N C I E S  

Current accounting standards require us to disclose our 
material obligations and commitments to making future 
payments under contracts, such as debt and lease 
agreements, and under contingent commitments, such as debt 
guarantees. We occasionally enter into third-party debt 
guarantees, but they are not, nor are they reasonably likely 
to become, material. We disclose our contractual long-term 
debt repayment obligations in Note 8 and our operating lease 
payments in Note 5. Our contractual obligations do not 
include expected pension and postretirement payments as we 
maintain pension funds and Voluntary Employee Beneficiary 
Association trusts to fully or partially fund these benefits 
(see Note 11). In the ordinary course of business, we routinely 
enter into commercial commitments for various aspects of 
our operations, such as plant additions and office supplies. 
However, we do not believe that the commitments will have a 
material effect on our financial condition, results of operations 
or cash flows. 

Our contractual obligations as of December 31, 2009, are 
in the following table. The purchase obligations that follow 
are those for which we have guaranteed funds and will be 
funded with cash provided by operations or through 
incremental borrowings. The minimum commitment for certain 
obligations is based on termination penalties that could be 
paid to exit the contract. Since termination penalties would 
not be paid every year, such penalties are excluded from the 
table. Other long-term liabilities were included in the table 
based on the year of required payment or an estimate of the 
year of payment. Such estimate of payment is based on a 
review of past trends for these items, as well as a forecast 
of future activities. Certain items were excluded from the 
following table as the year of payment is unknown and could 
not be reliably estimated since past trends were not deemed 
to be an indicator of future payment. 
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Substantially all of our purchase obligations are in our 
Wireline and Wireless segments. The table does not include 
the fair value of our interest rate swaps. Our capital lease 
obligations and bank borrowings have been excluded from the 
table due to the immaterial value at December 31, 2009. 
Many of our other noncurrent liabilities have been excluded 
from the following table due to the uncertainty of the timing 
of payments, combined with the absence of historical trending 
to be used as a predictor of such payments. Additionally, 
certain other long-term liabilities have been excluded since 

settlement of such liabilities will not require the use of cash. 
However, we have included in the following table obligations 
which primarily relate to benefit funding and severance due 
to the certainty of the timing of these future payments. 
Our other long-term liabilities are: deferred income taxes 
(see Note 10) of $23,803; postemployment benefit obligations 
(see Note 11) of $27,849; and other noncurrent liabilities 
of $13,350, which included deferred lease revenue from 
our agreement with American Tower of $509 (see Note 5). 

Contractual Obligations 
Payments Due By Period 

Less than 1-3 3-5 More than 
Total 1 Year Years Years 5 Years 

Long-term debt obligation9 S 70,021 $ 7,328 $12,372 510.614 S 39,707 
66,233 4,178 7,318 5,990 48,747 
20,534 2,429 4,322 3,560 10,223 
5,181 299 - - 4,882 
10,228 2.890 4.095 2,549 694 

Interest payments on Long-term debt 
Operating lease obligations 
Unrecognized tax benefits2 

Total Contractual Obligations S172,197 $17,124 528,107 
'Represents principal or payoff amounts of notes and debentures at maturity or, for putable debt, the next put opportunity. 
2The non-current portion of the unrecognized tax benefits is included in the "More than 5 Years" column, as we cannot reasonably estimate the timing or amounts of additional 
cash payments, if any, at this time. See Note 10 for additional information. 

'We calculated the minimum obligation for certain agreements to purchase goods or services based on termination fees that can be paid to exit the contract If we elect to exit 
these contracts, termination fees for all such contracts in the year of termination could be approximately $404 in 2010, 5469 in the aggregate for 2011 and 2012, $113 in the 
aggregate for 2013 and 2014 and $3 in the aggregate, thereafter. Certain termination fees are excluded from the above table, as the fees would not be paid every year and the 
timing of such payments, if any, is uncertain. 

Purchase obligations3 .~ ~ ~ 

$22,713 $104,253 

MARKET RISK 
We are exposed to market risks primarily from changes in 
interest rates and foreign currency exchange rates. These risks, 
along with other business risks, impact our cost of capital. It is 
our policy to manage our debt structure and foreign exchange 
exposure in order to manage capital costs, control financial 
risks and maintain financial flexibility over the long term. In 
managing market risks, we employ derivatives according to 
documented policies and procedures, including interest rate 
swaps, interest rate locks, foreign exchange contracts, and 
combined interest rate foreign exchange contracts (cross- 
currency swaps). We do not use derivatives for trading or 
speculative purposes. We do not foresee significant changes in 
the strategies we use to manage market risk in the near future. 

Interest Rate Risk 
The majority of our financial instruments are medium- and 
Long-term fixed rate notes and debentures. Changes in 
interest rates can lead to significant fluctuations in the fair 
value of these instruments. The principal amounts by expected 
maturity, average interest rate and fair value of our liabilities 
that are exposed to interest rate risk are described in Notes 8 
and 9. In managing interest expense, we control our mix of 
fixed and floating rate debt, principally through the use of 

interest rate swaps. We have established interest rate risk 
limits that we closely monitor by measuring interest rate 
sensitivities in our debt and interest rate derivatives portfolios. 

All our foreign-denominated debt has been swapped from 
fixed-rate foreign currencies to fixed-rate U.S. dollars at 
issuance through cross-currency swaps, removing interest 
rate risk and foreign currency exchange risk associated with 
the underlying interest and principal payments. Likewise, 
periodically we enter into interest rate locks to partially 
hedge the risk of increases in the benchmark interest rate 
during the period leading up to the probable issuance of 
fixed-rate debt. We expect gains or losses in our cross- 
currency swaps and interest rate locks to offset the losses 
and gains in the financial instruments they hedge. 

interest rate risk as of December 31, 2009. The interest rates 
illustrated below refer to the average rates we expect to pay 
based on current and implied forward rates and the average 
rates we expect to receive based on derivative contracts. 
The notional amount is the principal amount of the debt 
subject to the interest rate swap contracts. The fair value 
asset (liability) represents the amount we would receive (pay) 
if we had exited the contracts as of December 31, 2009. 

Following are our interest rate derivatives subject to material 
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Maturity 

Fair Value 
2010 2011 2012 2013 2014 Thereafter Total 12/31/09 

Interest Rate Derivatives 
Interest Rate Swaps: 

Weighted-Average Variable Rate Payable1 3.1% 4.4% 4.8% 5.6% 6.1% 6.4% 
Weighted-Average Fixed Rate Receivable 5.8% 5.7% 5.3% 5.6% 5.6% 5.6% 
'Interest payable based on current and implied forward rates for One, Three or Six Month London Interbank Offered Rate (LIBOR) plus a spread ranging between approximately 
36 and 654 basis points. 

Receive Fixed/Pay Variable Notional Amount Maturing - $3,200 $3,050 $1,750 - $1,000 $9,000 $399 

Foreign Exchange Risk 
We are exposed to foreign currency exchange risk through our 
foreign affiliates and equity investments in foreign companies. 
We do not hedge foreign currency translation risk in the net 
assets and income we report from these sources. However, 
we do hedge a large portion of the exchange risk involved in 
anticipation of highly probable foreign currency-denominated 
transactions and cash flow streams, such as those related to 
issuing foreign-denominated debt, receiving dividends from 
foreign investments, and other receipts and disbursements. 

Through cross-currency swaps, all of our foreign- 
denominated debt has been swapped from fixed-rate 
foreign currencies to fixed-rate U.S. dollars at issuance, 
removing interest rate risk and foreign currency exchange 
risk associated with the underlying interest and principal 

d- payments. We expect gains or losses in our cross-currency 
swaps to offset the losses and gains in the financial 
instruments they hedge. 

In anticipation of other foreign currency-denominated 
transactions, we often enter into foreign exchange contracts 
to provide currency at a fixed rate. Our policy is to measure 
the risk of adverse currency fluctuations by calculating 

the potential dollar losses resulting from changes in exchange 
rates that have a reasonable probability of occurring. 
We cover the exposure that results from changes that 
exceed acceptable amounts. 

For the purpose of assessing specific risks, we use a 
sensitivity analysis to determine the effects that market 
risk exposures may have on the fair value of our financial 
instruments and results of operations. To perform the 
sensitivity analysis, we assess the risk of loss in fair values 
from the effect of a hypothetical 10% depreciation of the 
U.S. dollar against foreign currencies from the prevailing 
foreign currency exchange rates, assuming no change in 
interest rates. For foreign exchange contracts outstanding at 
December 31, 2009, the change in fair value was immaterial. 
Furthermore, because our foreign exchange contracts are 
entered into for hedging purposes, we believe that these 
losses would be largely offset by gains on the underlying 
transactions. 
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Issuer Equity Repurchases 
On December 10, 2007, our Board of Directors authorized a share repurchase plan of 400 million shares that expired at 
December 31, 2009. During 2009, we repurchased 133 thousand shares at a cost of $3. We anticipate concentrating on 
reducing debt levels in 2010. 

Total Number of Maximum Number 
of Shares that May 

Yet Be Purchased 
Total Number of Average Price Announced Plans Under the Plans 

Purchase Period Shares Purchased Paid per Share1 or Programs or Programs 

Februarv 1. 2009 - Februarv 28. 2009 133.334 $25.16 133.334 0 

Shares Purchased as 
Part of Publicly 

~ 

Total 133.334 $25.16 133.334 0 
'Average Price Paid per Share excludes transaction costs. 

STOCK PERFORMANCE GRAPH 
Comparison of Five Year Cumulative Total Return 
AT&T Inc., S&P 500 Index, and S&P 500 Integrated Telecom Index 
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The comparison above assumes $100 invested on December 31, 2004, in AT&T common stock, Standard & Poor's 500 Index 
(S&P 500). and Standard 81 Poor's 500 Integrated Telecom Index (Telecom Index). Total return equals stock price appreciation 
plus reinvestment of dividends. 
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RISK FACTORS 
In addition to the other information set forth in this document, 
including the matters contained under the caption "Cautionary 
Language Concerning Forward-Looking Statements," you 
should carefully read the matters described below. We believe 
that each of these matters could materially affect our business. 
We recognize that most of these factors are beyond our ability 
to control and therefore we cannot predict an outcome. 
Accordingly, we have organized them by first addressing 
general factors, then industry factors and, finally, items 
specifically applicable to us. 

A worsening US. economy would magnify our customers' 
and suppliers' current financial difficulties and could 
materially adversely affect our business. 

and small businesses in the United States and to larger 
businesses throughout the world. The current economic 
recession in the U.S. has adversely affected our customers' 
demand for and ability to pay for existing services, especially 
local landline service, and their interest in purchasing new 
services. Our suppliers are also facing higher financing and 
operating costs. Should these current economic conditions 
worsen, we likely would experience both a further decrease in 
revenues and an increase in certain expenses, including 
expenses relating to bad debt and equipment and software 
maintenance. We also may incur difficulties locating financially 
stable equipment and other suppliers, thereby affecting our 
ability to offer attractive new services. We are also likely to 
experience greater pressure on pricing and margins as we 
continue to compete for customers who would have even less 
discretionary income. While our largest business customers 
have been less affected by these adverse changes in the US. 
economy, if the continued adverse economic conditions in the 
U.S., Europe and other foreign markets persist or worsen, 
those customers would likely be affected in a similar manner. 

We provide services and products to consumers and large 

n 

Adverse changes in medical costs and the U.S. securities 
markets and interest rates could materially increase our 
benefit plan costs. 

Our pension and postretirement costs are subject to 
increases, primarily due to continuing increases in medical 
and prescription drug costs, and can be affected by lower 
returns in prior years on funds held by our pension and other 
benefit plans, which are reflected in our financial statements 
over several years. Investment returns on these funds depend 
largely on trends in the U.S. securities markets and the U.S. 
economy. In calculating the annual costs included on our 
financial statements of providing benefits under our plans, we 
have made certain assumptions regarding future investment 
returns, medical costs and interest rates. If actual investment 
returns, medical costs and interest rates are worse than those 
previously assumed, our annual costs will increase. 

The FASB requires companies to recognize the funded 
status of defined benefit pension and postretirement plans as 
an asset or liability in our statement of financial position and 
to recognize changes in that funded status in the year in 
which the changes occur through comprehensive income. 
Therefore, an increase in our costs will have a negative effect 
on our balance sheet. 

The ongoing uncertainty in global financial markets could 
materially adversely affect our ability and our Larger 
customers' ability to access capital needed to fund 
business operations. 

The recent instability in the global financial markets and 
ongoing uncertainty affecting these markets have resulted in 
extreme volatility in the credit, equity and fixed income 
markets. This volatility has limited, in some cases severely, 
most companies' access to the credit markets, leading to 
significantly higher borrowing costs for companies or, in many 
cases, the inability of these companies to fund their ongoing 
operations. As a result, our larger customers, who tend to be 
heavy users of our data and wireless services, may be forced 
to delay or reduce or be unable to finance purchases of our 
products and services and may delay payment or default on 
outstanding bills to us. In addition, we contract with large 
financial institutions to support our own treasury operations, 
including contracts to hedge our exposure on interest rates 
and foreign exchange and the funding of credit lines and 
other short-term debt obligations, including Commercial paper. 
While we have been successful in continuing to access the 
credit and fixed income markets when needed, a financial 
crisis could render us unable to access these markets, severely 
affecting our business operations. 

Changes in available technology could increase 
competition and our capital costs. 

The telecommunications industry has experienced rapid 
changes in the last several years. The development of 
wireless, cable and IP technologies has significantly increased 
the commercial viability of alternatives to traditional wireline 
telephone service and enhanced the capabilities of wireless 
networks. In order to remain competitive, we have begun to 
deploy a more sophisticated wireline network and continue 
to deploy a more sophisticated wireless network, as well as 
research other new technologies. If the new technologies 
we have adopted or on which we have focused our research 
efforts fail to be cost-effective and accepted by customers, 
our ability to remain competitive could be materially 
adversely affected. 

AT&T09  AR 55 



Management's Discussion and Analysis of Financial Condition and Results of Operations (continued) 

Dollars in millions except per share amounts 

Changes to federal, state and foreign government 
regulations and decisions in regulatory proceedings could 
materially adversely affect us. 

Our wireline subsidiaries are subject to significant federal 
and state regulation while many of our competitors are not. 
In addition, our subsidiaries and affiliates operating outside 
the U.S. are also subject to the jurisdiction of national and 
supranational regulatory authorities in the market where 
service is provided. Our wireless subsidiaries are regulated 
to varying degrees by the FCC and some state and local 
agencies. Adverse rulings by the FCC relating to broadband 
issues could impede our ability to manage our networks and 
recover costs and lessen incentives to invest in our networks. 
The development of new technologies, such as IP-based 
services, also has created or potentially could create 
conflicting regulation between the FCC and various state 
and local authorities, which may involve lengthy litigation 
to resolve and may result in outcomes unfavorable to us. 
In addition, increased public focus on alleged changes in 
the global climate has led to proposals at state, federal and 
foreign government levels to increase regulation on various 
types of emissions, including those generated by vehicles 
and facilities consuming large amounts of electricity. 

Increasing competition in our wireline markets could 
adversely affect wireline operating margins. 

to continue to intensify. We expect this competition will 
continue to put pressure on pricing, margins and customer 
retention. A number of our competitors that rely on alternative 
technologies (e.g., wireless, cable and VolP) and business 
models (e.g., advertising-supported) are typically subject to 
less (or no) regulation than our wireline and ATTC subsidiaries 
and therefore are able to operate with lower costs. These 
competitors also have cost advantages compared to us, due 
in part to a nonunionized workforce, lower employee benefits 
and fewer retirees (as most of the competitors are relatively 
new companies). We believe such advantages can be offset 
by continuing to increase the efficiency of our operating 
systems and by improving employee training and productivity; 
however, there can be no guarantee that our efforts in these 
areas will be successful. 

We expect competition in the telecommunications industry 

Increasing competition in the wireless industry could 
adversely affect our operating results. 

On average, we have three to four other wireless 
competitors in each of our service areas and compete for 
customers based principally on price, service/device 
offerings, call quality, coverage area and customer service. 
In addition, we are likely to experience growing competition 
from providers offering services using alternative wireless 
technologies and IP-based networks as well as traditional 
wireline networks. We expect market saturation may cause 
the wireless industry's customer growth rate to moderate 

in comparison with historical growth rates, leading to 
increased competition for customers. We expect that the 
availability of additional 700 MHz spectrum could increase 
competition and the effectiveness of existing competition. 
This competition will continue to put pressure on pricing and 
margins as companies compete for potential customers. 
Our ability to respond will depend, among other things, on 
continued improvement in network quality and customer 
service and effective marketing of attractive products and 
services, and cost management. These efforts will involve 
significant expenses and require strategic management 
decisions on, and timely implementation of, equipment 
choices, marketing plans and financial budgets. 

Equipment failures, natural disasters and terrorist attacks 
may materially adversely affect our operations. 

Major equipment failures or natural disasters, including 
severe weather, terrorist acts or other breaches of network 
or IT security that affect our wireline and wireless networks, 
including telephone switching offices, microwave links, third- 
party owned local and long-distance networks on which we 
rely, our cell sites or other equipment, could have a material 
adverse effect on our operations. While we have insurance 
coverage for some of these events, our inability to operate 
our wireline or wireless systems, even for a limited time 
period, may result in significant expenses, a loss of customers 
or impair our ability to attract new customers, which could 
have a material adverse effect on our business, results of 
operations and financial condition. 

The success of our U-verse services initiative will depend 
on the timing, extent and cost of deployment; the 
development of attractive and profitable service offerings; 
the extent to which regulatory, franchise fees and 
build-out requirements apply to this initiative; and the 
availability and reliability of the various technologies 
required to provide such offerings. 

The trend in telecommunications technology is to shift 
from the traditional circuit- and wire-based technology to 
IP-based technology. IP-based technology can transport voice 
and data, as well as video, from both wired and wireless 
networks. IP-based networks also potentially cost less to 
operate than traditional networks. Our competitors, many 
of which are newer companies, are deploying this IP-based 
technology. In order to continue to offer attractive and 
competitively priced services, we are deploying a new 
broadband network to offer IP-based voice, data and video 
services. Using a new and sophisticated technology on a very 
large scale entails risks but also presents opportunities to 
expand service offerings to customers. Should deployment of 
our network be delayed or costs exceed expected amounts, 
our margins would be adversely affected and such effects 
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could be material. Should regulatory requirements be different 
than we anticipated, our deployment could be delayed, 
perhaps significantly, or limited to only those geographical 
areas where regulation is not burdensome. In addition, should 
the delivery of services expected to be deployed on our 
network be delayed due to technological or regulatory 
constraints, performance of suppliers, or other reasons, or the 
cost of providing such services becomes higher than expected, 
customers may decide to purchase services from our 
competitors, which would adversely affect our revenues and 
margins, and such effects could be material. 

Continuing growth in our wireless services will depend on 
continuing access to adequate spectrum, deployment of new 
technology and offering attractive services to customers. 

The wireless industry is undergoing rapid and significant 
technological changes and a dramatic increase in usage, in 
particular demand for and usage of data and other non-voice 
services. We must continually invest in our wireless network 
in order to continually improve our wireless service to meet 
this increasing demand and remain competitive. Improvements 
in our service depend on many factors, including continued 
access to and deployment of adequate spectrum. We must 
maintain and expand our network capacity and coverage as 
well as the associated wireline network needed to transport 
voice and data between cell sites. Network service 
enhancements may not occur as scheduled or at the cost 
expected due to many factors, including delays in determining 
equipment and handset operating standards, supplier delays, 
regulatory permitting delays or labor-related delays. 
Deployment of new technology also may adversely affect the 
performance of the network for existing services. If the FCC 
does not allocate sufficient spectrum to allow the wireless 
industry in general, and the company in particular, to increase 
its capacity or if we cannot deploy the services customers 
desire on a timely basis or at adequate cost while maintaining 
network quality levels, then our ability to attract and retain 
customers, and therefore maintain and improve our operating 
margins, could be materially adversely affected. 

Unfavorable litigation or governmental investigation 
results could require us to pay significant amounts or 
lead to onerous operating procedures. 

We are subject to a number of lawsuits both in the U.S. 
and in foreign countries, including, at any particular time, 
claims relating to antitrust, patent infringement, wage and 
hour, personal injury, and our advertising, sales and billing 
and collection practices. We also spend substantial resources 
complying with various government standards, which may 
entail related investigations. As we deploy newer 
technologies, especially in the wireless area, we also face 
current and potential litigation relating to alleged adverse 
health effects on customers or employees who use such 
technologies including, for example, wireless handsets. 
We may incur significant expenses defending such suits or 
government charges and may be required to pay amounts or 
otherwise change our operations in ways that could materially 
adversely affect our operations or financial results. 

A majority of our workforce is represented by labor unions. 
Absent the successful negotiation of certain agreements 
that expired during 2009, we could experience lengthy 
work stoppages. 

unions as of year-end 2009. Labor contracts covering many of 
the employees expired during 2009. Approximately 75 percent 
of employees covered by expired contracts have ratified new 
agreements. We experienced a work stoppage in 2004 when 
the contracts involving our wireline employees expired, and 
we may experience additional work stoppages in 2010. 
A work stoppage could adversely affect our business 
operations, including a loss of revenue and strained 
relationships with customers, and we cannot predict the 
length of any such strike. We cannot predict what wil l be 
the provisions for a new contract nor the impact of a new 
contract on our financial condition. 

A majority of our employees are represented by labor 
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C A U T I O N A R Y  L A N G U A G E  C O N C E R N I N G  

Information set forth in this report contains forward-looking 
statements that are subject to risks and uncertainties, and 
actual results could differ materially. Many of these factors are 
discussed in more detail in the "Risk Factors" section. We 
claim the protection of the safe harbor for forward-looking 
statements provided by the Private Securities Litigation 
Reform Act of 1995. 

F O R W A R D - L O O K I N G  STATEMENTS 

The following factors could cause our future results to 
differ materially from those expressed in the forward-looking 
statements: 

Adverse economic and/or capital access changes in the 
markets served by us or in countries in which we have 
significant investments, including the impact on customer 
demand and our ability and our suppliers' ability to 
access financial markets. 

changes, including product substitutions and deployment 
costs. 
Increases in our benefit plans' costs, including increases 
due to adverse changes in the U.S. and foreign securities 
markets, resulting in worse-than-assumed investment 
returns and discount rates, and adverse medical cost 
trends and unfavorable health care legislation and 
regulations. 

Commission and other federal agency proceedings and 
reopenings of such proceedings and judicial review, if 
any, of such proceedings, including issues relating to 
access charges, broadband deployment, E911 services, 
competition, net neutrality, unbundled loop and transport 
elements, wireless license awards and renewals and 
wireless services. 
The final outcome of regulatory proceedings in the states 
in which we operate and reopenings of such proceedings 
and judicial review, if any, of such proceedings, including 
proceedings relating to Interconnection terms, access 
charges, universal service, unbundled network elements 
and resale and wholesale rates, broadband deployment 
including our U-verse services, net neutrality, 
performance measurement plans, service standards and 
traffic compensation. 

regulatory and tax laws and regulations pertaining to our 
subsidiaries and foreign investments, including laws and 
regulations that reduce our incentive to invest in our 
networks, resulting in lower revenue growth and/or 
higher operating costs. 

competition, including offerings that use alternative 
technologies (e.g., cable, wireless and VolP) and our 
ability to maintain capital expenditures. 
The extent of competition and the resulting pressure on 
access line totals and wireline and wireless operating 
margins. 

Changes in available technology and the effects of such 

The final outcome of Federal Communications 

Enactment of additional state, federal and/or foreign 

Our ability to absorb revenue losses caused by increasing 

Our ability to develop attractive and profitable product/ 
service offerings to offset increasing competition in our 
wireless and wireline markets. 

offerings at lower prices due to lower cost structures and 
regulatory and legislative actions adverse to us, including 
state regulatory proceedings relating to unbundled 
network elements and nonregulation of comparable 
alternative technologies (e.g., VolP). 

services; the development of attractive and profitable 
service offerings; the extent to which regulatory, 
franchise fees and build-out requirements apply to this 
initiative; and the availability, cost and/or reliability of 
the various technologies and/or content required to 
provide such offerings. 
Our continued ability to attract and offer a diverse 
portfolio of devices, some on an exclusive basis. 
The availability and cost of additional wireless spectrum 
and regulations relating to licensing and technical 
standards and deployment and usage, including network 
management rules. 

including network quality. 

including patent and product safety claims by or against 
third parties. 
The impact on our networks and business of major 
equipment failures, our inability to obtain equipment/ 
software or have equipment/software serviced in a 
timely and cost-effective manner from suppliers, severe 
weather conditions, natural disasters, pandemics or 
terrorist attacks. 
Our ability to successfully negotiate new collective 
bargaining contracts and the terms of those contracts. 
The issuance by the Financial Accounting Standards 
Board or other accounting oversight bodies of new 
accounting standards or changes to existing standards. 
The issuance by the Internal Revenue Service and/or 
state tax authorities of new tax regulations or changes to 
existing standards and actions by federal, state or local 
tax agencies and judicial authorities with respect to 
applying applicable tax laws and regulations and the 
resolution of disputes with any taxing jurisdictions. 
Our ability to adequately fund our wireless operations, 
including payment for additional spectrum; network 
upgrades and technological advancements. 
Changes in our corporate strategies, such as changing 
network requirements or acquisitions and dispositions, to 
respond to competition and regulatory, legislative and 
technological developments. 

Readers are cautioned that other factors discussed in this 
report, although not enumerated here, also could materially 
affect our future earnings. 

The ability of our competitors to offer product/service 

The timing, extent and cost of deployment of our U-verse 

Our ability to manage growth in wireless data services, 

The outcome of pending or threatened litigation, 

JC 
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Consolidated Statements of Income 
Dollars in millions except per share amounts 

2009 2008 2007 

Operating Revenues 
Wireless service $ 48,563 $ 44.249 5 38,568 
Voice 32,314 37,321 40,798 
Data 25,454 24,373 23,206 
Directory 4,724 5,416 4,806 
Other 11,963 12,669 11,550 
Total operating revenues 123,018 124,028 118,928 

Operating Expenses 
Cost of services and sales (exclusive of depreciation and 

amortization shown separately below) 50,405 49,556 46,801 
Selling, general and administrative 31,407 31,526 30,146 
Depreciation and amortization 19,714 19,883 21,577 
Total operating expenses 101,526 100,965 98,524 
Operating Income 21,492 23,063 20,404 

Other Income (Expense) 
Interest expense (3.379) (3,390) (3,507) 
Equity in net income of affiliates 734 819 692 
Other income (expense) - net 152 (328) 810 
Total other income lexDense) (2.493) (2.899) (2,005) 

,- ~ 

- 

Income Before Income Taxes 18,999 20,164 18,399 
Income taxes 6,156 7,036 6,252 
Net Income 12,843 13,128 12,147 

Less: Net Income Attributable to Noncontrolling Interest (308) (261) (196) 
Net Income Attributable to AT&T $ 12,535 $ 12,867 $ 11,951 

$ 2.12 $ 2.17 $ 1.95 Basic Earnings Per Share 
Diluted Earnings Per Share $ 2.12 $ 2.16 $ 1.94 
The ,accompanying notes are an integral part of the consolidated financial statements. 

f i  

F 

AT&T09  AR 59 



Consolidated Balance Sheets 
Dollars in millions except per share amounts 

December 31, 

2009 2008 
Assets 
Current Assets 
Cash and cash equivalents $ 3,802 $ 1,792 
Accounts receivable - net of allowances for doubtful accounts of $1,205 and $1,270 14,978 16,047 
Prepaid expenses 1,572 1,538 
Deferred income taxes 1,274 1,014 
Other current assets 2,708 2,165 
Total current assets 24,334 22,556 
Property, Plant and Equipment - Net 100,093 99,088 
Goodwill 73,259 71,829 
Licenses 48,759 47,306 
Customer Lists and Relationships - Net 7,420 10,582 
Other Intangible Assets - Net 5,644 5,824 
Investments in Equity Affiliates 2,921 2,332 
Other Assets 6.322 5,728 

Total Assets $268,7 5 2 $265,245 

Liabilities and Stockholders' Equity 
Current Liabilities 
Debt maturing within one year $ 7,361 $ 14,119 
Accounts payable and accrued liabilities 20,999 20,032 
Advanced billing and customer deposits 4,170 3,849 
Accrued taxes 1,696 1,874 
Dividends payable 2.479 2,416 
Total current liabilities 36,705 42,290 
Lonq-Term Debt 64,720 60,872 
Deferred Credits and Other Noncurrent Liabilities 
Deferred income taxes 
Postemployment benefit obligation 
Other noncurrent liabilities 

23,803 19,196 
27.849 31,930 
13.350 14,207 

Total deferred credits and other noncurrent liabilities 65,002 65,333 
Stockholders' Equity 
Common stock ($1  par value, 14,000,000,000 authorized at December 31, 2009 

and 7,000,000,000 authorized at December 31, 2008: 
issued 6,495,231,088 at December 31, 2009 and 2008) 6,495 6,495 

Additional paid-in capital 91,707 91,728 
Retained earnings 39,366 36,591 
Treasury shares (593,300,187 at December 31, 2009, 

and 602,221,825 at December 31, 2008, at cost) (21,260) (21,410) 
Accumulated other comprehensive loss (14,408) ( 1  7,057) 
Noncontrolling interest 425 403 
Total stockholders' equity 102,325 96,750 
Total Liabilities and Stockholders' Equity 5268,752 $265,245 

The accompanying notes are an integral part of the consolidated financial statements. 

d 

d 
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Consolidated Statements of Cash Flows 
Dollars in millions, increase (decrease) in cash and cash equivalents 

2009 
F -  

Operating Activities 
Net income $ 12,843 
Adjustments to reconcile net income to net cash provided by operating activities: 

Depreciation and amortization 19,714 
Undistributed earnings from investments in equity affiliates (419) 
Provision for uncollectible accounts 1,763 
Deferred income tax expense (benefit) 2,104 
Net (gain) loss from impairment and sale of investments 
Gain on license exchange 
Changes in operating assets and liabilities: 

Accounts receivable 
Other current assets 
Accounts payable and accrued liabilities 
Share-based payment excess tax benefit 

Net income attributable to noncontrolling interest 
Other - net 

Tot a l ad i us t men t s 

~ 

2008 2007 

$ 13,128 $ 12,147 

19.883 21,577 
(654) (297) 
1,796 1,617 
5,889 
517 

21,602 20,528 22,095 
Net Cash Provided by Operating Activities 34,445 33,656 34,242 
lnvesting Activities 
Construction and capital expenditures: 

Capital expenditures (16,595) (19,676) (17,717) 
Interest during construction (740) (659) (171) 

Acquisitions, net of cash acquired (983) (10,972) (2,873) 
Dispositions 287 1,615 1,594 
Sales of securities, net of investments 55 68 455 
Sale of other investments - 436 
Other 5 1  45 36 
Net Cash Used in investing Activities (17,925) (29,143) (18,676) 
Financing Activities 
Net change in short-term borrowings with original 

maturities of three months or less (3,910) 2,017 (3.411) 
Issuance of long-term debt 8,161 12,416 11,367 
Repayment of long-term debt (8,654) (4,010) (6.772) 

(6,077) (10,390) 
Issuance of treasury shares 28 319 1,986 
Dividends paid (9.670) (9,507) (8,743) 
Share-based payment excess tax benefit - 15 173 
Other (465) 136 (224) 
Net Cash Used in Financing Activities (14,510) (4,691) (16,014) 
Net increase (decrease) in cash and cash equivalents 2,010 (178) (448) 
Cash and cash equivalents beginning of year 1,792 1,970 2,418 
Cash and Cash Equivalents End of Year $ 3,802 $ 1,792 $ 1,970 

l h e  accompanying notes are an integral part of the consohdated financial statements. 

- 

I.-- - 

Purchase of treasury shares - 
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Consolidated Statements of Changes in Stockholders' Equity 
Dollars and shares in millions except per share amounts 

2009 2008 2007 

Shares Amount Shares Amount Shares Amount 

4 Common Stock 
Balance at beginning of year 6,495 $ 6,495 6,495 $ 6,495 6,495 S 6.495 
Issuance of shares 
Balance at end of year 6,495 $ 6,495 6,495 $ 6,495 6,495 $ 6,495 

Additional Paid-In Capital 
Balance at beginning of year $ 91,728 $ 91,638 $ 91,352 
Issuance of treasury shares 29 87 225 
Share-based payments (50) 3 61 
Balance at end of year $ 91,707 $ 91,728 $ 91,638 

Retained Earnings 
Balance at beginning of year $ 36,591 $ 33,297 $ 30,375 
Net income attributable to AT&T 
($2.12, $2.16. and $1.94 per share) 12,535 12,867 11,951 

Dividends to stockholders 
($1.65, $1.61, and $1.47 per share) (9.733) (9.506) (8.945) 

Adoption of FASB guidance related to 
(50) unrecognized tax benefits - - 

Other (27) (67) (34) 
Balance at end of year $ 39,366 $ 36,591 $ 33,297 

- - - - - - 

Treasury Shares 
Balance at beginning of year 
Purchase of shares 
Issuance of shares 

(602) $(21,410) (451) S(15.683) (256) $ (7,368) 
- - (164) (6,077) (267) (10,390) 
9 150 13 350 72 2,075 

Balance at end of year (593) $(21,260) (602) $(21,410) (451) $(15,683) 
The accompanying notes are an integral part of the consolidated financial statements. 4 
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Consolidated Statements of Changes in Stockholders' Equity (continued) 

Dollars and shares in millions except per share amounts 

rrl 2009 2008 2007 

Amount Amount Amount 

Accumulated Other Comprehensive Income (Loss) 

Balance at beginning of year 
Foreign currency translation adjustments, 

net of taxes of $72, $(239), and $10 
Net unrealized gains (losses) on available-for-sale securities: 

Unrealized gains (losses), net of taxes of 

Less reclassification adjustment realized in net income, 

Attributable to AT&T, net of tax: 

$84, $(139), and $35 

net of taxes of $23, $(9), and $(19) 

Unrealized gains (losses), net of taxes 

Less reclassification adjustment realized in net income, 

Net unrealized gains (losses) on cash flow hedges: 

of $329, $(148), and $(38) 

net of taxes of $8, $9, and $9 
Defined benefit postretirement plans (see Note 11): 

benefit (cost) arising during period, net of taxes 
of $1,044, $(9,298), and $3,411 

Amortization of net actuarial gains (losses) and prior 
service benefit (cost) included in net income, 
net of taxes of $157, $474). and $125 

Net actuarial gains (losses) and prior service 

4,734 (15,582) 1,397 

252 (120) 206 
(1) 

Balance at end of year $ (14,408) $ (17,057) $ (380) 

Balance at beginning of year $ 403 $ 380 $ 386 
Net income attributable to noncontrolling interest 308 261 196 

(285) (260) (205) Distributions 
Translation adjustments applicable to 

- Other - 
Other comprehensive income (loss) attributable to AT&T 2,649 (16,677) 4,934 

'- Noncontrolling Interest: 

noncontrollincl interest. net of tax 111 22 3 

$ (17,057) 

151 

176 

48 

610 

15 

$ (380) 

(443) 

$ (5,314) 

19 

65 

(35) 

Balance at end of year $ 425 $ 403 $ 380 
Total Stockholders' Equity at beginning of year $ 96,750 $115,747 $115,926 
Total Stockholders' Equity at end of year $102,325 $ 96,750 $115,747 

Total Comprehensive Income (Loss), net of tax: 
Net income attributable to AT&T 
Other comprehensive income (loss) attributable to 

AT&T per above 

$ 12,535 $ 12,867 $ 11,951 

2.649 (16,677) 4.934 
Comprehensive income (loss) attributable to AT&T $ 15,184 $ (3,810) $ 16,885 

$ $ Net income attributable to noncontrolling interest 308 $ 261 196 
Other comprehensive income (loss) attributable to 

noncontrolling interest per above (1) 22 3 
Comprehensive income attributable to noncontrolling interest $ 307 $ 283 $ 199 

Total Comprehensive Income (Loss) $ 15,491 $ (3,527) $ 17,084 
The accompanying notes are an integral part of the consolidated financial statements. 

'C- 
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Notes to Consolidated Financial Statements 
Dollars in millions except per share amounts 

NOTE 1. SUMMARY OF SIGNIFICANT ACCOUNTING POLICIES 

Basis of Presentation Throughout this document, AT&T Inc. 
is referred to as "ATST," "we" or the "Company." The consolidated 
financial statements have been prepared pursuant to 
Regulation S-X and other applicable rules of the Securities 
and Exchange Commission. The consolidated financial 
statements include the accounts of the Company and our 
majority-owned subsidiaries and affiliates. Our subsidiaries 
and affiliates operate in the communications services industry 
both domestically and internationally, providing wireless and 
wireline communications services and equipment, managed 
networking, wholesale services, and advertising solutions. 

All significant intercompany transactions are eliminated 
in the consolidation process. Investments in partnerships 
and less-than-majority-owned subsidiaries where we have 
significant influence are accounted for under the equity 
method. Earnings from certain foreign equity investments 
accounted for using the equity method are included for 
periods ended within up to one month of our year-end 
(see Note 7). 

The preparation of financial statements in conformity with 
U.S. generally accepted accounting principles (GAAP) requires 
management to make estimates and assumptions that 
affect the amounts reported in the financial statements and 
accompanying notes, including estimates of probable losses 
and expenses. Actual results could differ from those estimates. 
We have reclassified certain amounts in prior-period financial 
statements to conform to the current period's presentation. 

Recent Accounting Standards 
Accounting Standards Codification 
Financial Accounting Standards Board (FASB) issued standards 
that established the FASB Accounting Standards Codification 
(ASC or Codification) as the source of authoritative GAAP by 
the FASB for nongovernmental entities. The ASC supersedes 
all non-SEC accounting and reporting standards that existed 
at the ASC's effective date. The FASB uses Accounting 
Standards Updates (ASU) to amend the ASC. We refer to 
ASUs throughout our interim and annual reports where 
deemed relevant and make general references to pre- 
Codification standards (e.g., GAAP standards for acquisitions). 
These standards were effective for interim and annual periods 
ending after September 15, 2009 (i.e., the quarterly period 
ended September 30, 2009, for us). 

standard that established general standards of accounting 
for and disclosing events that occur after the balance sheet 
date but before financial statements are issued or are 
available for issuance. They were effective for interim and 
annual periods ending after June 15, 2009 (i.e., the quarterly 
period ended June 30, 2009, for us). In preparing the 
accompanying audited consolidated financial statements, 
we have reviewed all known events that have occurred after 
December 31, 2009, and through February 25, 2010, the 
filing date of our Annual Report on Form 10-K, for inclusion 
in the financial statements and footnotes. 

In June 2009, the 

Subsequent Events In May 2009, the FASB issued a 

Noncontrolling Interests Reporting In December 2007, the u/ 
FASB issued a standard that requires noncontrolling interests 
held by parties other than the parent in subsidiaries to be 
clearly identified, labeled, and presented in the consolidated 
balance sheets within stockholders' equity, but separate from 
the parent's equity. For us, the new standard became 
effective January 1, 2009, with restatement of prior financial 
statements. Instead of including noncontrolling interest in 
Other income (expense) - net in our consolidated statements 
of income, we disclose three measures of net income: net 
income, net income attributable to noncontrolling interest, 
and net income attributable to AT&T, and our operating cash 
flows in our consolidated statements of cash flows reflect 
net income. Furthermore, we continue to base our basic 
and diluted earnings per share calculations on net income 
attributable to AT&T. 

In January 2010, the FASB issued guidance that amends 
accounting and disclosure requirements for a decrease in 
ownership in a business under existing GAAP standards for 
consolidations. It also clarifies the types of businesses that 
are in the scope of these consolidations. As required by this 
guidance, we retroactively applied the amendments as of 
January 1, 2009, which did not have a material impact on 
our financial statements or footnote disclosures. 

Fair Value Measurements and Disclosures In April 2009, 
the FASB issued staff positions that require enhanced 
disclosures, including interim disclosures, on financial 
instruments, determination of fair value in turbulent markets, 

impairments. These staff positions were effective for interim 
and annual reporting periods beginning in our second quarter 
of 2009. They increased our interim disclosures but have 
not had a material impact on our financial position or 
results of operations. 

In August 2009, the FASB issued "Measuring Liabilities at 
Fair Value" (ASU 2009-05). which amends existing GAAP for 
fair value measurement guidance by clarifying the fair value 
measurement requirements for liabilities that lack a quoted 
price in an active market. Per the Codification, a valuation 
technique based on a quoted market price for the identical or 
similar liability when traded as an asset or another valuation 
technique (e.g., an income or market approach) that is 
consistent with the underlying principles of GAAP for fair 
value measurements would be appropriate. ASU 2009-05 
also clarifies that a reporting entity is not required to add or 
adjust valuation inputs to compensate for transfer restrictions 
on in-scope liabilities. ASU 2009-05 was effective August 
2009, the issuance date, and has not had a material impact 
on our financial position or results of operations. 

In September 2009, the FASB issued "Investments in 
Certain Entities That Calculate Net Asset Value per Share 
(or Its Equivalent)" (ASU 2009-12). which provides guidance 
for an investor on using the net asset value per share 
provided by an investee to estimate the fair value of an 
alternative investment when the fair value for the primary 
investment is not readily determinable. It affects certain 

and recognition and presentation of other-than-temporary d 
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investments that are required or permitted by GAAP to be 
measured or disclosed at fair value on a recurring or 
nonrecurring basis. It requires disclosures by major category 
of investment about certain attributes (e.g., applicable 
redemption restrictions, unfunded commitments to the issuer 
of the investments, and the investment strategies of that 
issuer). ASU 2009-12 was effective for interim and annual 
periods ending on or after December 15, 2009 (i.e., the year 
ended December 31, 2009, for us). See Note 11 for the 
impact of our adoption of ASU 2009-12. 

and Disclosures-Improving Disclosures about Fair Value 
Measurements" (ASU 2010-06), which requires new 
disclosures and reasons for transfers of financial assets and 
liabilities between Levels 1 and 2. ASU 2010-06 also clarifies 
that fair value measurement disclosures are required for each 
class of financial asset and liability, which may be a subset of 
i3 caption in the consolidated balance sheets, and those 
disclosures should include a discussion of inputs and valuation 
techniques. It further clarifies that the reconciliation of Level 3 
measurements should separately present purchases, sales, 
issuances, and settlements instead of netting these changes. 
With respect to matters other than Level 3 measurements, 
ASU 2010-06 is effective for fiscal years and interim periods 
beginning on or after December 15, 2009 (Le., the quarter 
ending March 31, 2010, for us). New guidance related to 
Level 3 measurements is effective for fiscal years and interim 
periods beginning on or after December 15, 2010 (Le., the 
quarter ending March 31, 2011, for us). We are currently 
evaluating the impact of ASU 2010-06 on our disclosures. 

See Note 9 for fair value measurements and disclosures 
for our investment securities and derivatives. 

Derivative Instruments and Hedging Activities Disclosures 
In March 2008, the FASB amended the disclosure 
requirements for derivative instruments and hedging activities. 
The new guidance requires enhanced disclosures about an 
entity's derivative and hedging activities to improve the 
transparency of financial reporting. We adopted the new 
guidance as of January 1, 2009, which increased our 
quarterly and annual disclosures but did not have an impact 
on our financial position and results of operations. See 
Note 9 for a comprehensive discussion of our derivatives 
and hedging activities, including the underlying risks that 
we are managing as a company, and the new disclosure 
requirements under GAAP. 

December 2008, the FASB issued a staff position that 
amended an employer's disclosure requirements for pensions 
and other postretirement benefits. The new guidance replaced 
the requirement to disclose the percentage of fair value 
of total plan assets with a requirement to disclose the fair 
value of each major asset category. It also amended GAAP 
standards for fair value measurements to clarify that defined 
benefit pension or other postretirement plan assets were 
not subject to other prevailing GAAP standards for fair value 

In January 2010, the FASB issued "Fair Value Measurements 

Pension and Other Postretirement Benefits In 

disclosures. We adopted the new guidance for the year ended 
December 31, 2009. This guidance significantly increased the 
amount of annual disclosures for plan assets in our annual 
report, and it will increase our future interim disclosures in 
that regard (see Note 11). 

Business Combinations In December 2007, the FASB 
amended GAAP for acquisitions, requiring that costs incurred 
to effect the acquisition (i.e., acquisition-related costs) be 
recognized separately from the acquisition. Under prior 
guidance, restructuring costs that the acquirer expected but 
was not obligated to incur, which included changes to benefit 
plans, were recognized as if they were a liability assumed at 
the acquisition date. Amended GAAP for acquisitions requires 
the acquirer to recognize those costs separately from the 
business combination. We adopted the new guidance as of 
January 1, 2009, and applied it to acquisitions consummated 
after 2008, including the Centennial Communications, Corp. 
(Centennial) acquisition, as discussed in Note 2. 

2008, the Emerging Issues Task Force (EITF) reached a 
consensus on new clarification guidance regarding the 
application of the equity method. It states equity method 
investments should be recognized using a cost accumulation 
model. It also requires that equity method investments as 
a whole be assessed for other-than-temporary impairment 
in accordance with existing GAAP for equity method 
investments. The new guidance was effective, on a 
prospective basis, for initial or additional equity method 
investments transactions and subsequent impairments 
recognized in interim and annual periods that began on or 
after December 15, 2008 (i.e., as of January 1, 2009, for us). 
The new guidance did not have a material impact on our 
financial position or results of operations. 

Revenue Arrangements with Multiple Deliverables In 
October 2009, the FASB issued "Multiple-Deliverable Revenue 
Arrangements" (ASU 2009-13), which addresses how revenues 
should be allocated among all products and services included 
in our sales arrangements. It establishes a selling price 
hierarchy for determining the selling price of each product 
or service, with vendor-specific objective evidence (VSOE) 
at the highest level, third-party evidence of VSOE at the 
intermediate level, and a best estimate at the lowest level. 
It replaces "fair value" with "selling price" in revenue 
allocation guidance, eliminates the residual method as an 
acceptable allocation method, and requires the use of the 
relative selling price method as the basis for allocation. 
It also significantly expands the disclosure requirements for 
such arrangements, including, potentially, certain qualitative 
disclosures. ASU 2009-13 will be effective prospectively 
for sales entered into or materially modified in fiscal years 
beginning on or after June 15, 2010 (Le., the year beginning 
January 1, 2011, for us). The FASB permits early adoption 
of ASU 2009-13, applied retrospectively, to the beginning of 
the year of adoption. We are currently evaluating the impact 
on our financial position and results of operations. 

Equity Method investments Accounting In November 
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Notes to Consolidated Financial Statements (continued) 

Dollars in millions except per share amounts 

Software In October 2009, the FASB issued "Certain 
Revenue Arrangements That Include Software Elements" 
(ASU 2009-14), which clarifies the guidance for allocating 
and measuring revenue, including how to identify software 
that is out of the scope. ASU 2009-14 amends accounting 
and reporting guidance for revenue arrangements involving 
both tangible products and software that is "more than 
incidental to the tangible product as a whole." That type 
of software and hardware will be outside of the scope of 
software revenue guidance, and the hardware components 
will also be outside of the scope of software revenue 
guidance and may result in more revenue recognized at the 
time of the hardware sale. Additional disclosures will discuss 
allocation of revenue to products and services in our sales 
arrangements and the significant judgments applied in the 
revenue allocation method, including impacts on the timing 
and amount of revenue recognition. ASU 2009-14 will be 
effective prospectively for revenue arrangements entered 
into or materially modified in fiscal years beginning on or 
after June 15, 2010 (i.e., the year beginning January 1, 2011, 
for us). ASU 2009-14 has the same effective date, including 
early adoption provisions, as ASU 2009-13. Companies must 
adopt ASU 2009-14 and ASU 2009-13 at the same time. 
We are currently evaluating the impact on our financial 
position and results of operations. 

Valuation and Other Adjustments Included in the 
current liabilities reported on our consolidated balance sheets 
are acquisition-related accruals established prior to 2009. 
The liabilities include accruals for severance, lease termi- 
nations and equipment removal costs associated with our 
acquisitions of AT&T Corp. (ATTC), BellSouth Corporation 
(BellSouth), and Dobson Communications Corporation 
(Dobson). Following is a summary of the accruals recorded 
at December 31, 2008, cash payments made during 2009, 
and the adjustments thereto: 

~~ 

12/31/08 Cash Adjustments 12/31/09 
Balance Payments and Accruals Balance 

Severance accruals 
paid from: 
Company funds 
Pension and 

postemployment 
benefit plans 

Lease terminations1 
Equip men t removal 

and other 

$140 $(loa) $ (26) S 6 

103 
387 

(5) 
(53) 

98 
212 

related costs 88 (38) (27) 23 
Total $718 $(204) S(175) $339 
'Adjustments and accruals include a $106 reversal of BellSouth lease termination costs. 
with an offset to goodwill. 

4 Employee Separations In accordance with GAAP, we 
established obligations for expected termination benefits 
provided under existing plans to former or inactive 
employees after employment but before retirement. 
These benefits include severance payments, workers' 
compensation, disability, medical continuation coverage, 
and other benefits. At December 31, 2009, we had 
severance accruals of $676 and at December 31, 2008, 
we had severance accruals of $752. 

consensus on new guidance related to the accounting for 
endorsement split-dollar life insurance arrangements and 
collateral assignment split-dollar life insurance arrangements. 
The new guidance covers split-dollar life insurance 
arrangements (where the company owns and controls the 
policy) and provides that an employer should recognize a 
liability for future benefits in accordance with GAAP standards 
for an employer's accounting for postretirement benefits 
other than pensions. The new guidance became effective for 
fiscal years that began after December 15, 2007 (i.e., as of 
January 1, 2008, for us), and we recorded additional 
postretirement liabilities of $101 and a decrease, net of 
taxes, to retained earnings of $63. 

taxes, as amended, as of January 1, 2007. With our adoption 
of those amended standards, we provide deferred income 
taxes for temporary differences between the carrying amounts 
of assets and liabilities for financial reporting purposes and 
the computed tax basis of those assets and liabilities (per the 
amended standards). Under the amended standards, the tax 
basis of assets and liabilities are based on amounts that meet 
the recognition threshold and are measured pursuant to the 
measurement requirement in those standards. To the extent 
allowed by GAAP, we provide valuation allowances against 
the deferred tax assets for which the realization is uncertain. 
We review these items regularly in light of changes in federal 
and state tax laws and changes in our business. 

We report, on a net basis, taxes imposed by governmental 
authorities on revenue-producing transactions between us and 
our customers in our consolidated statements of income. 

highly-liquid investments with original maturities of three 
months or less, and the carrying amounts approximate fair 
value. At December 31, 2009, we held $437 in cash and 
$3,365 in money market funds and other cash equivalents. 

to our investment securities, including available-for-sale 
securities. 

Revenues derived from wireless, 
local telephone, long-distance, data and video services are 
recognized when services are provided. This is based upon 
either usage (e.g., minutes of traffic processed), period of time 
(e.g., monthly service fees) or other established fee schedules. 

Split-Dollar Life Insurance In 2007, the EITF ratified the 

Income Taxes We adopted GAAP standards for income 

Cash Equivalents Cash and cash equivalents include all 

Investment Securities See Note 9 for disclosures related 

Revenue Recognition 
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Our wireless service revenues are billed either in advance, 
arrears or are prepaid. Our wireless Rollover@ rate plans 
include a feature whereby unused anytime minutes do not 
expire each month but rather are available, under certain 
conditions, for future use for a period not to exceed one year 
from the date of purchase. Using historical subscriber usage 
patterns, we defer these revenues based on an estimate of 
the portion of unused minutes expected to be utilized prior 
to expiration. 

We record an estimated revenue reduction for future 
adjustments to customer accounts, other than a provision for 
doubtful accounts, at the time revenue is recognized based on 
historical experience. Service revenues also include billings to 
our customers for various regulatory fees imposed on us by 
governmental authorities. Cash incentives given to customers 
are recorded as a reduction of revenue. When required as part 
of providing service, revenues and associated expenses related 
to nonrefundable, upfront service activation and setup fees 
are deferred and recognized over the associated service 
contract period or customer life (for wireless). If no service 
contract exists, those fees are recognized over the average 
customer relationship period. Associated expenses are 
deferred only to the extent of such deferred revenue. 
For contracts that involve the bundling of services, revenue 
is allocated to the services based on their relative fair value. 
We record the sale of equipment to customers as gross 
revenue when we are the primary obligor in the arrangement, 
when title is passed and when the products are accepted by 
customers. For agreements involving the resale of third-party 
services in which we are not considered the primary obligor 
of the arrangement, we record the revenue net of the 
associated costs incurred. For contracts in which we provide 
customers with an indefeasible right to use network 
capacity, we recognize revenue ratably over the stated life 
of the agreement. 

directories on the amortization method, which recognizes 
revenues and expenses ratably over the life of the directory 
title, typically 12 months. 

and assumptions to determine the amount of traffic 
compensation expenses recognized during any reporting 
period. Switched traffic compensation costs are accrued 
utilizing estimated rates by product, formulated from historical 
data and adjusted for known rate changes and volume levels. 
Such estimates are adjusted monthly to reflect newly-available 
information, such as rate changes and new contractual 
agreements. Bills reflecting actual incurred information are 
generally not received until three to nine months subsequent 
to the end of the reporting period, at which point a final 
adjustment is made to the accrued switched traffic 
compensation expense. Dedicated traffic compensation 
costs are estimated based on the number of circuits and 
the average projected circuit costs. These costs are adjusted 
to reflect actual expenses over the three months following 
the end of the reporting period as bills are received. 

We recognize revenues and expenses related to publishing 

Traffic Compensation Expense We use various estimates 

Allowance for Doubtful Accounts We maintain an 
allowance for doubtful accounts for estimated losses that 
result from the failure or inability of our customers to make 
required payments. When determining the allowance, we 
consider the probability of recoverability of accounts 
receivable based on past experience, taking into account 
current collection trends as well as general economic factors, 
including bankruptcy rates. Credit risks are assessed based on 
historical write-offs, net of recoveries, as well as an analysis 
of the aged accounts receivable balances with allowances 
generally increasing as the receivable ages. Accounts 
receivable may be fully reserved for when specific collection 
issues are known to exist, such as pending bankruptcy or 
catastrophes. The analysis of receivables is performed 
monthly, and the allowances are adjusted accordingly. 

current assets" on our consolidated balance sheets, were 
$885 at December 31, 2009, and $862 at December 31, 2008. 
Wireless handsets and accessories, which are valued at the 
lower of cost or market value (determined using current 
replacement cost) were $790 as of December 31, 2009, 
and $749 as of December 31, 2008. The remainder of our 
inventory includes new and reusable supplies and network 
equipment of our local telephone operations, which are 
stated principally at average original cost, except that 
specific costs are used in the case of large individual items. 
inventories of our other subsidiaries are stated at the lower 
of cost or market. 

equipment is stated at cost, except for assets acquired using 
acquisition accounting, which are recorded at fair value (see 
Note 2). The cost of additions and substantial improvements 
to property, plant and equipment is capitalized. The cost of 
maintenance and repairs of property, plant and equipment is 
charged to operating expenses. Property, plant and equipment 
is depreciated using straight-line methods over their 
estimated economic lives. Certain subsidiaries follow 
composite group depreciation methodology; accordingly, when 
a portion of their depreciable property, plant and equipment 
is retired in the ordinary course of business, the gross book 
value is reclassified to accumulated depreciation - no gain or 
loss is recognized on the disposition of this plant. 

Property, plant and equipment is reviewed for recoverability 
whenever events or changes in circumstances indicate that 
the carrying amount may not be recoverable. An impairment 
loss shall be recognized only if the carrying amount of a 
long-lived asset is not recoverable and exceeds its fair value. 
The carrying amount of a long-lived asset is not recoverable if 
it exceeds the sum of the undiscounted cash flows expected 
to result from the use and eventual disposition of the asset. 

obligation is recorded in the period in which it is incurred if 
a reasonable estimate of fair value can be made. In periods 
subsequent to initial measurement, period-to-period changes 
in the liability for an asset retirement obligation resulting from 
the passage of time and revisions to either the timing or the 

Inventory Inventories, which are included in "Other 

Property, Plant and Equipment Property, plant and 

The fair value of a liability for an asset retirement 
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amount of the original estimate of undiscounted cash flows 
are recognized. The increase in the carrying value of the 
associated long-lived asset is depreciated over the 
corresponding estimated economic life. 

Software Costs It is our policy to capitalize certain costs 
incurred in connection with developing or obtaining internal- 
use software. Capitalized software costs are included in 
"Property, Plant and Equipment" on our consolidated balance 
sheets and are primarily amortized over a three-year period. 
Software costs that do not meet capitalization criteria are 
expensed immediately. 

represents the excess of consideration paid over the fair value 
of net assets acquired in business combinations. Goodwill 
and other indefinite-lived intangible assets are not amortized 
but are tested at least annually for impairment. We have 
completed our annual goodwill impairment testing for 2009, 
which did not result in an impairment. 

over their useful lives, a weighted-average of 8.1 years. 
Customer relationships are amortized using primarily the 
sum-of-the-months-digits method of amortization over the 
expected period in which those relationships are expected 
to contribute to our future cash flows based in such a way as 
to allocate it as equitably as possible to periods during which 
we expect to benefit from those relationships. 

A significant portion of intangible assets in our Wireless 
segment are Federal Communications Commission (FCC) 
licenses that provide us with the exclusive right to utilize 
certain radio frequency spectrum to provide wireless 
communications services. While FCC licenses are issued for a 
fixed time (generally 10 years), renewals of FCC licenses have 
occurred routinely and at nominal cost. Moreover, we have 
determined that there are currently no legal, regulatory, 
contractual, competitive, economic or other factors that limit 
the useful lives of our FCC licenses, and therefore the FCC 
licenses are indefinite-lived intangible assets under the 
GAAP standards for goodwill and other intangible assets. 

In accordance with GAAP, we test wireless FCC licenses 
for impairment on an aggregate basis, consistent with the 
management of the business on a national scope. During the 
fourth quarter of 2009, we completed the annual impairment 
tests for indefinite-lived wireless FCC licenses. These annual 
impairment tests resulted in no material impairment of 
indefinite-lived wireless FCC licenses. We recorded an 
immaterial $18 impairment to wireline licenses we no 
longer plan to use. 

Advertising Costs Advertising costs for advertising 
products and services or for promoting our corporate image 
are expensed as incurred. 

foreign currency exchange risk through our foreign affiliates 
and equity investments in foreign companies. Our foreign 
subsidiaries and foreign investments generally report their 
earnings in their local currencies. We translate our share of 
their foreign assets and liabilities at exchange rates in effect 

Goodwill and Other Intangible Assets Goodwill 

Intangible assets that have finite useful lives are amortized 

Foreign Currency Translation We are exposed to 

at the balance sheet dates. We translate our share of their 
revenues and expenses using average rates during the year. 
The resulting foreign currency translation adjustments are 
recorded as a separate component of accumulated other 
comprehensive income in the accompanying consolidated 
balance sheets. We do not hedge foreign currency translation 
risk in the net assets and income we report from these 
sources. However, we do hedge a large portion of the 
foreign currency exchange risk involved in anticipation of 
highly probable foreign currency-denominated transactions, 
which we explain further in our discussion of our methods 
of managing our foreign currency risk (see Note 9). 

NOTE 2. ACQUISITIONS, DISPOSITIONS, A N D  
OTHER ADJUSTMENTS 

Acquisitions 
Centennial 
of Centennial, a regional provider of wireless and wired 
communications services with approximately 865,000 
customers as of December 31, 2009. Total consideration of 
$2,961 included $955 in cash for the redemption of 
Centennial's outstanding common stock and liquidation of 
outstanding stock options and $2,006 for our acquisition of 
Centennial's outstanding debt (including liabilities related to 
assets subject to sale, as discussed below), of which we repaid 
$1,957 after closing in 2009. The preliminary fair value 
measurement of Centennial's net assets at the acquisition 
date resulted in the recognition of $1,276 of goodwill, $647 
of spectrum licenses, and $273 of customer lists and other 
intangible assets for the Wireless segment. The Wireline 
segment added $339 of goodwill and $174 of customer lists 
and other intangible assets from the acquisition. The 
acquisition of Centennial impacted our Wireless and Wireline 
segments, and we have included Centennial's operations in 
our consolidated results since the acquisition date. As the 
value of certain assets and liabilities are preliminary in nature, 
they are subject to adjustment as additional information is 
obtained about the facts and circumstances that existed at 
the acquisition date. When the valuation is final, any changes 
to the preliminary valuation of acquired assets and liabilities 
could result in adjustments to identified intangibles and 
goodwill. See Notes 6 and 8 for additional information 
regarding the impact of the Centennial acquisition on our 
goodwill and other intangibles and our long-term debt 
repayment for 2009. 

announced a definitive agreement to acquire certain wireless 
assets from Verizon Wireless (VZ) for approximately $2,350 
in cash. The assets primarily represent former Alltel Wireless 
assets. We will acquire wireless properties, including 
licenses and network assets, serving approximately 
1.5 million subscribers in 79 service areas across 1 8  states. 
In October 2009, the Department of Justice (DOJ) cleared 
our acquisition of Centennial, subject to the DOJ's condition 
that we divest Centennial's operations in eight service areas 
in Louisiana and Mississippi. We are in the process of 

In November 2009, we acquired the assets 

Wireless Properties Transactions In May 2009, we 

4 

4 
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finalizing definitive agreements and seeking regulatory 
approvals to sell all eight Centennial service areas ultimately 
identified in that ruling. We anticipate we wil l close the sales 
during the first half of 2010. As of December 31, 2009, the 
fair value of the assets subject to the sale, net of related 
liabilities, was $282. These net assets include property, plant 
and equipment, spectrum licenses, customer lists and other 
intangible assets, and working capital, which are not deemed 
material for isolated presentation as assets held for sale and 
liabilities related to assets held for sale in our consolidated 
balance sheet as of December 31, 2009, and we included 
these net assets in our Other current assets balance. 

approximately $2,500. Under the purchase method of 
accounting, the transaction was valued, for accounting 
purposes, at $2,580. Our December 31, 2007 consolidated 
balance sheet included the preliminary valuation of the fair 
value of Dobson's assets and liabilities, including goodwill 
of $2,623, FCC licenses of $2,230, customer lists of $517 
and other intangible assets totaling $8 associated with this 
transaction. Final adjustments to the preliminary valuation 
included an increase to goodwill of $990, a decrease in 
licenses of $781 and a decrease in customer lists of $12. 
The resulting balances are $3,613 for goodwill, $1,449 for 
licenses and $505 for customer lists. Adjustments were 
primarily related to changes in the valuation of certain 
licenses and an increase in the estimate of relative obso- 
lescence of property, plant and equipment resulting in a 
decrease in value and shorter average remaining economic 
life, and an adjustment to the value of the markets included 
in the divestiture order by the FCC. Pursuant to the order, 
we exchanged certain properties, spectrum and $355 in cash 
for other licenses and properties. Deferred tax adjustments 
are associated with the above mentioned items. Dobson 
marketed wireless services under the Cellular One brand and 
had provided roaming services to AT&T subsidiaries since 
1990. Dobson had 1.7 million subscribers across 17 states. 
Dobson's operations were incorporated into our wireless 
operations following the date of acquisition. 

of mobile application solutions and a security consulting 
business for a combined $50 before closing costs. The fair 
value of the acquired businesses' net assets resulted in the 
recognition of $41 of goodwill and $3 in customer lists and 
other intangible assets. 

During 2008, we acquired Easterbrooke Cellular 
Corporation, Windstream Wireless, Wayport Inc. and the 
remaining 64% of Edge Wireless for a combined $663, 
recording $449 in goodwill. The acquisitions of these 
companies are designed to expand our wireless and 
Wi-Fi coverage area. 

During 2007, we acquired Interwise", a global provider of 
voice, Web and video conferencing services to businesses, 
for $122 and Ingenio", a provider of Pay Per Call" technology 
for directory and local search business, for $195, net of cash. 
We recorded $304 of goodwill related to these acquisitions. 

Dobson In November 2007, we acquired Dobson for 

Other Acquisitions During 2009, we acquired a provider 

Dispositions 
In 2009, we sold a professional services business for $174 
and eliminated $113 of goodwill. 

In April 2008, we sold to Local Insight Regatta Holdings, 
Inc., the parent company of Local Insight Yellow Pages, the 
Independent Line of Business segment of the L.M. Berry 
Company for $230. 

a national provider of wireless broadband Internet access, 
education broadband service spectrum and broadband radio 
service spectrum valued at $300. Sale of this spectrum was 
required as a condition to the approval of our acquisition 
of BellSouth. 

In May 2007, we sold to Clearwire Corporation (Clearwire), 

Other Adjustments 
As ATTC and BellSouth stock options that were converted 
at the time of the respective acquisitions are exercised, the 
tax effect on those options may further reduce goodwill. 
During 2008, we recorded $ 1  in related goodwill reductions 
for ATTC and $9 for BellSouth. 

NOTE 3. EARNINGS PER SHARE 

A reconciliation of the numerators and denominators of basic 
earnings per share and diluted earnings per share for 
income from continuing operations for the years ended 
December 31, 2009, 2008 and 2007, are shown in the 
tab le below: 

Year Ended December 31, 2009 2008 2007 

Numerators 
Numerator for basic earnings 
per share: 
Net income attributable 

Dilutive potential common shares: 
to AT&T $12,535 $12,867 $11,951 

Other share-based payment 10 9 8 
Numerator for diluted 
earnings per share $12.545 $12,876 $11,959 

Denominators (000,000) 
Denominator for basic earnings 
per share: 
Weighted-average number 

Dilutive potential common shares: 
of common shares outstanding 5,900 5,927 6,127 

Stock options 3 9 24 
Other share-based Davment 21 22 19 

Denominator for diluted 
earnings per share 5,924 5,958 6,170 

Basic earnings per share $ 2.12 $ 2.17 S 1.95 
Diluted earnings per share S 2.12 $ 2.16 $ 1.94 
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At  December 31, 2009, 2008 and 2007, we had issued and 
outstanding options to purchase approximately 178 million, 
204 million and 231 million shares of AT&T common stock. 
The exercise prices of options to purchase a weighted-average 
of 163 million, 144 million and 93 million shares in 2009, 
2008, and 2007 were above the average market price of 
AT&T stock. Accordingly, we did not include these amounts 
in determining the dilutive potential common shares for the 
respective periods. At December 31, 2009, the exercise price 
of 19 million share options was below market price. 

NOTE 4. SEGMENT INFORMATION 

Our segments are strategic business units that offer different 
products and services over various technology platforms and 
are managed accordingly. Our operating segment results 
presented in Note 4 and discussed below for each segment 
follow our internal management reporting. We analyze our 
various operating segments based on segment income 
before income taxes. Interest expense and other income 
(expense) - net are managed only on a total company basis 
and are, accordingly, reflected only in consolidated results. 
Therefore, these items are not included in the calculation 
of each segment‘s percentage of our consolidated results. 
The customers and long-lived assets of our reportable 
segments are predominantly in the United States. 
We have four reportable segments: (1) Wireless, (2) Wireline, 
(3) Advertising Solutions and (4) Other. 

The Wireless segment uses our nationwide network to 
provide consumer and business customers with wireless 
voice and advanced data communications services. 

The Wireline segment uses our regional, national and 
global network to provide consumer and business customers 
with landline voice and data communications services, AT&T 
U-verseSM TV, high-speed broadband and voice services 
(U-verse) and managed networking to business customers. 
Additionally, we offer satellite television services through 
our agency arrangements. 

The Advertising Solutions segment includes our directory 
operations, which publish Yellow and White Pages directories 
and sell directory advertising and Internet-based advertising 
and local search. This segment includes the results of 
YELLOWPAGES.COM, LLC (YPC), which was a joint venture with 
BellSouth prior to the December 29, 2006 acquisition and is 

4 now a wholly-owned subsidiary of AT&T. For segment 
reporting disclosure, we have carried forward the deferred 
revenue and deferred cost balances for BellSouth at the 
acquisition date in order to reflect how the segment is 
managed. This is different for consolidated reporting purposes 
where BellSouth deferred revenue and expenses from 
directories published during the 12-month period ending with 
the December 29, 2006 acquisition date, are not recognized 
and therefore were not included in the opening balance sheet. 
For management reporting purposes, we continue to amortize 
these balances over the life of the directory. Thus, our 
Advertising Solutions segment results in 2007 include revenue 
of $964 and expenses of $308, related to directories 
published in the Southeast region during 2006, prior to our 
acquisition of BellSouth. These amounts are eliminated in 
the consolidation and elimination column in the following 
reconciliation. 

Commerce, Inc. (Sterling), customer information services and 
all corporate and other operations. This segment includes 
our portion of the results from our international equity 
investments. Also included in the Other segment are impacts 
of corporate-wide decisions for which the individual operating 
segments are not being evaluated. 

are reconciled to our consolidated results reported in 
accordance with GAAP. The Wireless, Wireline, Advertising 
Solutions and Other columns represent the segment results 

elimination column adds in those line items that we manage 
on a consolidated basis only: interest expense and other 
income (expense) - net. This column also eliminates any 
intercompany transactions included in each segment’s results 
as well as the Advertising Solutions revenue and expense in 
2007 related to directories published in the Southeast region 
during 2006, mentioned previously. In the Segment assets line 
item, we have eliminated the value of our investments in our 
fully consolidated subsidiaries and the intercompany financing 
assets as these have no impact to the segments’ operations. 

The Other segment includes results from Sterling 

In the following tables, we show how our segment results 

of each such operating segment. The consolidation and 4 
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Segment results, including a reconciliation to  AT&T consolidated results, for 2009, 2008 and 2007 are as follows: 

At December 31, 2009 or for the year ended 
Advertising Consolidation Consolidated 

Wireless Wireline Solutions Other and Elimination Results 

-$123718 

Total seqment operatinq revenues 53,597 65,670 4,809 1.731 (2.789) 123.018 

Revenues from external customers 5 53,504 $ 63,331 $4,724 $ 1,459 $ - 
lntersegment revenues 93 2,339 85 272 (2,789) - 
Operations and support expenses 34,561 44,646 2,922 2,471 (2,788) 81,z2 
Depreciation and amortization expenses 5,765 13,093 649 207 - 19,714 
Total segment operatinq expenses 40.326 57,739 3,571 2.678 (2.788) 101.526 
Segment operating income 13,271 7,931 1,238 (947) (1) 21,492 

- - - 3,379 3,379 Interest expense - 
Equity in net income of affiliates 9 18 - 706 1 734 - - 152 152 Other income (expense) - net - - 
Segment income before income taxes S 13,280 S 7,949 $1,238 S (241) $ (3,227) $ 18,999 
Segment assets $115,282 $163,028 $9,782 $13,567 S(32.907) $268,752 
Investment in equity method investees 4 - - 2,917 - 2,921 
Expenditures for additions to long-lived assets 5,921 11,166 22 226 - 17,335 

Advertising Consolidation Consolidated 
At December 31, 2008 or for the year ended Wireless Wireline Solutions Other and Elimination Results 

Revenues from external customers S 49,174 S 67,669 $ 5,417 $1,768 s -  $124,028 

Total seament oaeratina revenues 49.335 69.855 5.502 2.042 (2.706) 124.028 

lntersegment revenues 161  2,186 85 274 (2,706) - 

Operations and support expenses 32,481 45,440 2,998 2,868 (2,705) 81,082 
Depreciation and amortization expenses 5,770 13,206 789 118 - 19,883 

100,965 Total seament oaeratina exaenses 38.251 58.646 3,787 2,986 (2.705) 
Segment operating income 11,084 11,209 1,715 (944) (1) 23,063 
Interest expense - - - - 3,390 3,390 
Equity in net income of affiliates 6 19 - 794 - 819 
Other income (expense) - net - - - - (328) (328) 
Segment income before income taxes S 11,090 $ 11,228 $ 1,715 5 (150) S (3,719) S 20,164 

Segment assets $112,146 S157,501 $11,038 $8,769 S(24.209) $265,245 
Investment in equity method investees 2 - - 2,330 - 2,332 
Expenditures for additions to long-lived assets 5,869 14,129 20 317 - 20,335 

~~ ~~ ~~~ ~~ 

Advertising Consolidation Consolidated 
At December 31, 2007 or for the year ended Wireless Wireline Solutions Other and Elimination Results 

Revenues from external customers $ 42,574 S 69,571 S 5,771 $1,976 S (964) $118,928 

Total segment operating revenues 42,684 71,583 5,851 2,229 (3.419) 118,928 
Operations and support expenses 28,585 46,177 3,066 1,882 (2,763) 76,947 
Depreciation and amortization expenses 7,079 13,416 924 158 - 21,577 
Total segment operating expenses 35,664 59,593 3,990 2,040 (2,763) 98,524 
Segment operating income 7,020 11,990 1,861 189 (656) 20,404 
Interest expense - - - - 3,507 3,507 
Equity in net income of affiliates 16 3 1  - 645 - 692 

- - - 810 810 
Segment income before income taxes S 7,036 S 12,021 $ 1,861 S 834 $43,353) S 18,399 

Segment assets $103,559 $158,338 513.103 $2,859 S(2.215) $275,644 
t- Investment in equity method investees 13 - - 2,257 - 2,270 

Expenditures for additions to long-lived assets 3,840 13,767 25 256 - 17,888 

lntersegment revenues 110 2,012 80 253 (2.455) - 

Other income (expense) - net - 
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NOTE 5. PROPERTY, PLANT AND EQUIPMENT 

Property, plant and equipment is summarized as follows at 
December 31: 

Lives (years) 2009 2008 

Land - S 1,724 S 1,730 
Buildings 35-45 24,271 23,372 
Central office equipment 3-10 78,314 75,054 
Cable, wiring and conduit 10-50 74,325 72,109 
Other equipment 5-15 39,918 34,434 
Software 3-5 8,841 8,348 
Under construction - 3,159 3,532 

230,552 218,579 
Accumulated depreciation 

and amortization 130.459 119,491 
~ 

Property, plant and 
equipment - net $100,093 S 99,088 

Our depreciation expense was $15,959 in 2009, $15,313 in 
2008 and $15,625 in 2007. 

Certain facilities and equipment used in operations are 4 
leased under operating or capital leases. Rental expenses 
under operating leases were $2,889 for 2009, $2,733 for 
2008 and $2,566 for 2007. At December 31, 2009, the future 
minimum rental payments under non-cancelable operating 
Leases for the years 2010 through 2014 were $2,429, $2.276, 
$2.057, $1,859 and $1,707, with $10,230 due thereafter. 
Certain real estate operating leases contain renewal options 
that may be exercised. Capital leases are not significant. 

American Tower Corp. Agreement 
In August 2000, we reached an agreement with American 
Tower Corp. (American Tower) under which we granted 
American Tower the exclusive rights to lease space on a 
number of our communications towers. In exchange, we 
received a combination of cash and equity instruments as 
complete prepayment of rent with the closing of each leasing 
agreement. The value of the prepayments was recorded as 
deferred revenue and recognized in income as revenue over 
the life of the leases. The balance of deferred revenue was 
$509 in 2009, $539 in 2008 and $569 in 2007. 

NOTE 6. GOODWILL AND OTHER INTANGIBLE ASSETS 

Changes in the carrying amounts of goodwill, by segment, for the years ended December 31, 2009 and 2008, are as follows: 

Advertising 
Wireless Wireline Solutions Other Total 

Balance as of January 1, 2008 S 32,713 S 31,301 S 5,788 s 911 
Goodwill acquired 264 185 - - 
Goodwill adjustments for prior-year acquisitions 

and tax adjustments 990 (95) (26) - 
Other (116) (10) (68) (8 )  
Balance as of December 31, 2008 33,851 31,381 5,694 903 
Goodwill acquired 1,276 344 36 - 
Other (90) (117) 1 (20) 

$ 70,713 
449 4 

869 

71,829 
1,656 
(226) 

(202) 

Balance as of December 31, 2009 $35.037 $31.608 $5,731 $883 $73,259 

Goodwill and wireless FCC licenses are not amortized but 
tested annually as of October 1 for impairment as required 
by GAAP. The carrying amounts of goodwill, by segment 
(which is the same as reporting unit for Wireless, Wireline and 
Advertising Solutions), at December 31, 2009 were Wireless 
$35,037; Wireline $31,608; Advertising Solutions $5,731; 
and Other $883 and at December 31, 2008 were Wireless 
$33,851; Wireline $31,381; Advertising Solutions $5,694; and 
Other $903. Within the Other segment, goodwill associated 
with our Sterling operations was $477 for 2009 and 2008. 
Additionally, FCC licenses are tested for impairment on an 
aggregate basis, consistent with the management of the 
business on a national scope. These annual impairment 
tests resulted in no impairment of indefinite-lived goodwill 

or wireless FCC licenses in 2009 and 2008. Goodwill in the 
Other segment as of January 1, 2008, is net of a $1,791 
impairment that was recognized in a prior period. We review 
other long-lived assets for impairment whenever events or 
circumstances indicate that the carrying amount may not 
be recoverable over the remaining life of the asset or 
asset group. 

Centennial and a provider of mobile application solutions 
(see Note 2). Changes to goodwill include adjustments 
totaling $90 related to wireless liabilities in connection with 
a business combination and disposition of a wireline entity 
for 5117 in 2009. 

Goodwill acquired relates primarily to the acquisition of 
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Our other intangible assets are summarized as follows: 

December 31, 2009 - 
Gross Carrying Accumulated 

Other Intangible Assets Amount Amortization 

Amortized intangible assets: 
Customer lists and relationships: 

AT&T Mobility $ 5,804 $ 3,097 

ATTC 3,134 2,377 
Other 926 588 

BellSo u t h 9,215 5,597 

December 31, 2008 

Gross Carrying Accumulated 
Amount Amortization 

$10,429 $ 6,409 
9,215 4,062 
3,100 2,038 

788 441 
Subtotal 19,079 11,659 23,532 12,950 

Other 1,176 767 1,724 1,130 
rota( $20,255 $12,426 $25,256 $14,080 

~ ~ 

Indefinite-life intangible assets not subject to amortization: 

Trade name 5.235 
Licenses 548,759 $47,306 

5.230 
'rota[ $53.994 $52,536 

Amortized intangible assets are definite-life assets, and as NOTE 7. EQUITY METHOD INVESTMENTS 
such, we record amortization expense based on a method that 
most appropriately reflects our expected cash flows from 
these assets with a weighted-average amortization period of 
8.1 years (8.0 years for customer lists and relationships and 
9.6 years for other). Amortization expense for definite-life 
intangible assets was $3,755 for the year ended December 
31, 2009, $4,570 for the year ended December 31, 2008, and 
$5,952 for the year ended December 31, 2007. Amortization 
expense is estimated to be $2,977 in 2010, $1,994 in 2011, 
$1,315 in 2012, $730 in 2013 and $346 in 2014. In 2009, 
Mobility wrote off $4,889 in fully amortized intangible assets 
(primarily customer lists). 

Licenses include wireless FCC licenses of $48,650 at 
December 31, 2009, and $47,267 at December 31, 2008, 
that provide us with the exclusive right to utilize certain radio 
frequency spectrum to provide wireless communications 
services. While FCC licenses are issued for a fixed time, renewals 
of FCC licenses have occurred routinely and at nominal cost. 
Moreover, we have determined that there are currently no legal, 
regulatory, contractual, competitive, economic or other factors 
that limit the useful lives of our FCC licenses and therefore 
we treat the FCC licenses as indefinite-lived intangible assets. 
In 2009, we recorded an immaterial $18 impairment to 
wireline licenses we no longer plan to use. 

Investments in partnerships, joint ventures and less-than- 
majority-owned subsidiaries in which we have significant 
influence are accounted for under the equity method. 

Our investments in equity affiliates include primarily 
international investments. As of December 31, 2009, our 
investments in equity affiliates included a 9.8% interest in 
Telefonos de Mexico, S.A. de C.V. (Telmex), Mexico's national 
telecommunications company, and an 8.8% interest in 
America Movil S.A. de C.V. (America Movil), primarily a wireless 
provider in Mexico with telecommunications investments in 
the United States and Latin America. In 2007, Telmex's Board 
of Directors and shareholders approved a strategic initiative 
to split off i ts Latin American businesses and its Mexican 
yellow pages business to a new holding company, Telmex 
Internacional, S.A.B. de C.V. (Telmex lnternacional). 
Our investment in Telmex lnternacional is 9.9%. We are a 
member of a consortium that holds all of the class AA shares 
of Telmex stock, representing voting control of the company. 
Another member of the consortium, Carso Global Telecom, 
S.A. de C.V. (CGT), has the right to appoint a majority of the 
directors of Telmex. We also are a member of a consortium 
that holds all of the class AA shares of America Movil stock, 
representing voting control of the company. Another member 
of the consortium has the right to appoint a majority of the 
directors of America Movil. On January 13, 2010, America 
Movil announced that i ts Board of Directors had authorized it 
to submit an offer for 100% of the equity of CGT, a holding 
company that owns 59.4% of Telmex and 60.7% of Telmex 
lnternacional, in exchange for America Movil shares; and an 
offer for Telmex lnternacional shares not owned by CGT, to be 
purchased for cash or to be exchanged for America Movil 
shares, at the election of the shareholders. 
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The following table is a reconciliation of our investments 
in equity affiliates as presented on our consolidated balance 
sheets: 

2009 2008 
Beginning of year $2,332 $2,270 
Additional investments 44 
Equity in net income of affiliates 734 819 
Dividends received (317) (164) 

- 

Currency translation adjustments 125 (574) 
Other adjustments 3 (19) 
End of year $2,921 $2,332 

Undistributed earnings from equity affiliates were $3,408 
and $2,989 at December 31, 2009 and 2008. The currency 
translation adjustment for 2009 and 2008 reflects the effect 
of exchange rate fluctuations on our investments in Telmex, 
Telmex lnternacional and America Movil. 

The fair value of our investment in Telmex, based on the 
equivalent value of Telmex L shares at December 31, 2009, 
was $1,492. The fair value of our investment in America Movil, 
based on the equivalent value of America Movil L shares 
at December 31, 2009, was $6,741. The fair value of our 
investment in Telmex lnternacional, based on the equivalent 
value of Telmex lnternacional L shares at December 31, 2009, 
was $1,597. 

NOTE 8. DEBT 

Long-term debt of AT&T and its subsidiaries, including interest 
rates and maturities, is summarized as follows at December 31: 

2009 2008 

Notes and debentures 
Interest Rates Maturities1 

0.35% - 2.99% 2009 - 2010 
3.00% - 4.99% 2009 - 2014 
5.00% - 6.99% 2009 - 2095 
7.00% - 9.10% 2009 - 2097 
Other 
Fair value of interest rate swaps 

recorded in debt 

$ 3.500 
5,853 

41,331 
19,069 

136 

310 
70,199 
1,612 Unamortized Dremium. net of discount 

$ 1,500 
10,577 
37,613 
18,007 

138 

527 
68,362 
1,846 

Total notes and debentures 
Caoitalized leases 

71,811 70,208 
237 167 

~ 

Total long-term debt, including 

Current maturities of lonq-term debt (7,328) (9,503) 
current maturities 72,048 70,375 

Total long-term debt $64,720 $60.872 
'Maturities assume putable debt is redeemed by the holders at the next opportunity. 

Current maturities of long-term debt include debt that may be 4 
put back to us by the holders in 2010. 

We have $1,000 of annual put reset securities issued by 
BellSouth that can be put each April until maturity in 2021. If 
the holders do not require us to repurchase the securities, the 
interest rate will be reset based on current market conditions. 
Likewise, we have an accreting zero-coupon note that may be 
redeemed each May, excluding May 2011, until maturity in 
2022. If the zero-coupon note (issued for principal of $500 in 
2007) is held to maturity, the redemption amount will be 
$1,030. 

December 31: 
Debt maturing within one year consists of the following at 

2009 2008 
Commercial paper $ -  s 4,575 
Current maturities of long-term debt 7,328 9,503 
Bank borrowings1 33 41 
Total $7,361 $14,119 
'Outstanding balance of short-term credit facility of a foreign subsidiary. 

During 2009. we received net proceeds of $8,161 from the 
issuance of $8,228 in long-term debt. Debt proceeds were 
used for general corporate purposes, including the repayment 
of maturing debt. Long-term debt issuances consisted o f  

$1,000 of 4.85% global notes due in 2014. 
$2,250 of 5.80% global notes due in 2019. 
$2,250 of 6.55% global notes due in 2039. 
€750 of 5.875% global notes due in 2017 (equivalent to 

f1,100 of 7.0% global notes due in 2040 (equivalent to 

During 2009, debt repayments totaled $13,236 and 

$8,633 in repayments of long-term debt (includes 

$4,583 in repayments of commercial paper and short- 

$20 in repayments of other debt. 
As of December 31, 2009 and 2008, we were in 

compliance with all covenants and conditions of instruments 
governing our debt. Substantially all of our outstanding 
long-term debt is unsecured. Excluding capitalized leases, 
the aggregate principal amounts of long-term debt and the 
corresponding weighted-average interest rate scheduled 
for repayment are as follows: 

$1,107 when issued). 

$1,621 when issued). 

consisted of: 

repayment of $1,957 for Centennial debt). 

term bank borrowings. 

There- 
2010 2011 2012 2013 2014 after 

Debt 
repayments' $7,328 $7,536 $4,836 $5,825 $4,789 $39,707 

Weighted- 
average 
interest rate 3.4% 7.1% 6.6% 5.6% 5.1% 6.6% 

'Debt repayments assume putable debt is redeemed by the holders a t  the next opportunity. 
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Credit Facility We have a five-year credit agreement with a 
syndicate of investment and commercial banks. In June 2009, 
one of the participating banks, Lehman Brothers Bank, Inc., 
which had declared bankruptcy, terminated its lending 
commitment of $535 and withdrew from the agreement. 
As a result of this termination, the outstanding commitments 
under the agreement were reduced from a total of $10,000 
to $9,465. We sti l l  have the right to increase commitments 
up to an additional $2,535 provided no event of default under 
the credit agreement has occurred. The current agreement 
will expire in July 2011. We also have the right to terminate, 
in whole or in part, amounts committed by the lenders 
under this agreement in excess of any outstanding advances: 
however, any such terminated commitments may not be 
reinstated. Advances under this agreement may be used for 
general corporate purposes, including support of commercial 
paper borrowings and other short-term borrowings. 
There is no material adverse change provision governing 
the drawdown of advances under this credit agreement. 
'This agreement contains a negative pledge covenant, 
which requires that, if at any time we or a subsidiary pledges 
assets or otherwise permits a lien on its properties, advances 
under this agreement will be ratably secured, subject to 
specified exceptions. We must maintain a debt-to-EBITDA 
(earnings before interest, income taxes, depreciation and 
amortization, and other modifications described in the 
agreement) financial ratio covenant of not more than 
three-to-one as of the last day of each fiscal quarter for 
the four quarters then ended. We comply with all covenants 
under the agreement. At December 31, 2009, we had no 
borrowings outstanding under this agreement. 

Defaults under the agreement, which would permit the 
lenders to accelerate required payment, include nonpayment 
of principal or interest beyond any applicable grace period; 

,- 

failure by AT&T or any subsidiary to pay when due other 
debt above a threshold amount that results in acceleration 
of that debt (commonly referred to as "cross-acceleration") 
or commencement by a creditor of enforcement proceedings 
within a specified period after a monetary judgment above 
a threshold amount has become final; acquisition by any 
person of beneficial ownership of more than 50% of AT&T 
common shares or a change of more than a majority of 
AT&T's directors in any 24-month period other than as 
elected by the remaining directors (commonly referred to as 
a "change-in-control"); material breaches of representations 
in the agreement: failure to comply with the negative pledge 
or debt-to-EBITDA ratio covenants described above; failure 
to comply with other covenants for a specified period after 
notice; failure by AT&T or certain affiliates to make certain 
minimum funding payments under Employee Retirement 
Income Security Act of 1974, as amended (ERISA); and 
specified events of bankruptcy or insolvency. 

NOTE 9. FAIR VALUE MEASUREMENTS A N D  DISCLOSURE 

GAAP standards require disclosures for financial assets and 
liabilities that are remeasured at fair value at least annually. 
GAAP standards establish a three-tier fair value hierarchy, 
which prioritizes the inputs used in measuring fair value. 
The Fair Value Measurement and Disclosure framework 
provides a fair value hierarchy that prioritizes the inputs to 
valuation techniques used to measure fair value. The hierarchy 
gives the highest priority to unadjusted quoted prices in 
active markets for identical assets or liabilities (Level 1 
measurements) and the lowest priority to unobservable 
inputs (Level 3 measurements). The three levels of the fair 
value hierarchy under Fair Value Measurement and 
Disclosure are described below: 

I-EVEL 1 

LEVEL 2 

Inputs to the valuation methodology are unadjusted quoted prices for identical assets or liabilities in active markets 
that AT&T has the ability to access. 

Inputs to the valuation methodology include: 
Quoted prices for similar assets and liabilities in active markets; 
Quoted prices for identical or similar assets or liabilities in inactive markets; 
Inputs other than quoted market prices that are observable for the asset or liability: 
Inputs that are derived principally from or corroborated by observable market data by correlation or other means. 

If the asset or liability has a specified (contractual) term, the Level 2 input must be observable for substantially the 
full term of the asset or liabilitv. 

~ ~~~ ~ 

L.EVEL 3 Inputs to the valuation methodology are unobservable and significant to the fair value measurement. 
Fair value is often based on internallv develoDed models in which there are few, if any, external observations. 
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The asset's or liability's fair value measurement level with the 
fair value hierarchy is based on the lowest level of any input 
that is significant to the fair value measurement. Valuation 
techniques used need to maximize the use of observable 
inputs and minimize the use of unobservable inputs. 

a fair value calculation that may not be indicative of net 
realizable value or reflective of future fair values. AT&T 
believes its valuation methods are appropriate and consistent 
with other market participants. The use of different method- 
ologies or assumptions to determine the fair value of certain 
financial instruments could result in a different fair value 
measurement at the reporting date. There have been no 
changes in the methodologies used at December 31, 2009 
and 2008. See Note 11 for disclosures relating to pension 
and other postemployment benefits. 

The valuation methodologies described above may produce 

Long-Term Debt and Other Financial Instruments 
The carrying amounts and estimated fair values of our 
long-term debt, including current maturities and other 
financial instruments, are summarized as follows at 
December 31: 

2009 2008 
Carrying Fair Carrying Fair 
Amount Value Amount Value 

Notes and debentures $71,811 $75,212 $70,208 $70,955 

Bank borrowings 33 33 4 1  41  
Available-for-sale 

securities 1,885 1,885 1,632 1,632 

Commercial paper - - 4,575 4,575 

The fair values of our notes and debentures were estimated 
based on quoted market prices, where available, or on the 
net present value method of expected future cash flows 
using current interest rates. The carrying value of debt with 
an original maturity of less than one year approximates 
market va lu e. 

Investment Securities 
Our investment securities consist of available-for-sale 
instruments which include $1,574 of equities, $226 in 
government fixed income bonds and $85 of other securities. 
Substantially all of our available-for-sale securities are Level 1 
and Level 2. Realized gains and losses on these securities are 
included in "Other income (expense) - net" in the consolidated 
statements of income using the specific identification method. 
Unrealized gains and losses, net of tax, on available-for-sale 
securities are recorded in accumulated other comprehensive 
income (accumulated OCI). Unrealized losses that are 
considered other than temporary are recorded in other 
income (expense) - net, with the corresponding reduction 
to the carrying basis of the investment. 

At  the end of the first quarter of 2009 and at the end of 
2008, we concluded that the severity in the decline in market 
values of these assets had led to an other-than-temporary 
impairment, writing them down $102 in 2009 and $332 in 
2008, and recording the amount in Other Income (Expense). 

Our short-term investments, other short-term and 
long-term held-to-maturity investments (including money 
market securities) and customer deposits are recorded at 
amortized cost, and the respective carrying amounts 
approximate fair values. 

recorded in "Other current assets," and instruments with 
maturities of more than one year are recorded in "Other 
Assets" on the consolidated balance sheets. 

-,, 

Our investment securities maturing within one year are 

Derivative Financial Instruments 
We employ derivatives to manage certain market risks, 
primarily interest rate risk and foreign currency exchange risk. 
This includes the use of interest rate swaps, interest rate 
locks, foreign exchange forward contracts and combined 
interest rate foreign exchange contracts (cross-currency 
swaps). We do not use derivatives for trading or speculative 
purposes. We record derivatives on our consolidated balance 
sheets at fair value (all of our derivatives are Level 2). 
Cash flows associated with derivative instruments are 
presented in the same category on the consolidated 
statements of cash flows as the item being hedged. 

The majority of our derivatives are designated as either 
a hedge of the fair value of a recognized asset or liability 
or of an unrecognized firm commitment (fair value hedge), 
or a hedge of a forecasted transaction or of the variability 
of cash flows to be received or paid related to a recognized 
asset or liability (cash flow hedge). Only a portion of our 
foreign exchange forward contracts are not designated to 
receive hedge accounting. 

Fair Value Hedging We designate our fixed-to-floating 
interest rate swaps as fair value hedges. The purpose of these 
swaps is to manage interest rate risk by managing our mix 
of fixed-rate and floating-rate debt. These swaps involve 
the receipt of fixed rate amounts for floating interest rate 
payments over the life of the swaps without exchange of the 
underlying principal amount. Accrued and realized gains or 
losses from interest rate swaps impact interest expense on 
the consolidated statements of income. Unrealized gains on 
interest rate swaps are recorded at fair market value as assets, 
and unrealized losses on interest rate swaps are recorded at 
fair market value as liabilities. We record changes in the fair 
value of the swaps, along with the changes in the fair value of 
the hedged asset or liability that is attributable to the hedged 
risk. Changes in the fair value of the interest rate swaps offset 
changes in the fair value of the fixed-rate notes payable they 
hedge due to changes in the designated benchmark interest 
rate and are recognized in interest expense, though they net 
to zero. Realized gains or losses upon early termination of our 
fair value hedges would be recognized in interest expense. 

4 
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Cash Flow Hedging Unrealized gains on derivatives 
designated as cash flow hedges are recorded at fair value as 
assets, and unrealized losses on derivatives designated as 
cash flow hedges are recorded at fair value as liabilities, both 
for the period they are outstanding. For derivative instruments 
designated as cash flow hedges, the effective portion is 
reported as a component of accumulated OCI until reclassified 
into interest expense in the same period the hedged 
transaction affects earnings. The gain or loss on the 
ineffective portion is recognized in income from continuing 
operations in each current period. 

We designate our cross-currency swaps as cash flow 
hedges. We have entered into multiple cross-currency 
swaps to hedge our exposure to variability in expected 
future cash flows that are attributable to foreign currency 
risk generated from the issuance of our Euro- and British 
pound sterling-denominated debt. These agreements include 
initial and final exchanges of principal from fixed foreign 
denominations to fixed U.S.-denominated amounts, to be 
exchanged at a specified rate, which was determined by 
the market spot rate upon issuance. They also include an 
interest rate swap of a fixed foreign-denominated rate 
to a fixed U.S.-denominated interest rate. We evaluate 
the effectiveness of our cross-currency swaps each quarter. 
In the year ended December 31, 2009, no material 
ineffectiveness was measured. 

Periodically, we enter into and designate interest rate locks 
to partially hedge the risk of changes in interest payments 
attributable to increases in the benchmark interest rate during 
the period leading up to the probable issuance of fixed-rate 
debt. We designate our interest rate locks as cash flow 
hedges. Gains and losses when we settle our interest rate 
locks are amortized into income over the life of the related 
debt, except where a material amount is deemed to be 
ineffective, which would be immediately reclassified to 
income. In the year ended December 31, 2009, no material 
ineffectiveness was measured. Over the next 12 months, 
we expect to reclassify $21 from accumulated OCI to interest 
expense due to the amortization of net losses on historical 
interest rate locks. Our unutilized interest rate locks carry 
mandatory early terminations, the latest occurring in 
April 2012. 

We hedge a large portion of the exchange risk involved in 
anticipation of highly probable foreign currency-denominated 
transactions. In anticipation of these transactions, we often 
enter into foreign exchange contracts to provide currency at 

ncI 

a fixed rate. Some of these instruments are designated as 
cash flow hedges while others remain non-designated, largely 
based on size and duration. Gains and losses at the time we 
settle or take delivery on our designated foreign exchange 
contracts are amortized into income over the next few months 
as the hedged funds are spent by our foreign subsidiaries, 
except where a material amount is deemed to be ineffective, 
which would be immediately reclassified to income. In the 
year ended December 31, 2009, no material ineffectiveness 
was measured. 

Non-designated and Discontinued Hedging Instruments 
Changes in the fair value of non-designated derivatives are 
recorded in other income (expense) - net, along with the 
change in fair value of the underlying asset or liability, as 
applicable. When hedge accounting is discontinued, the 
derivative is adjusted for changes in fair value through other 
income (expense) - net. For fair value hedges, the swap asset 
or liability and the underlying hedged liability or asset will no 
longer be adjusted for changes in fair value, and the net 
adjustment to the hedged item at that time will be amortized 
into earnings over the remaining life of the hedged item. 
For cash flow hedges, gains and losses that were in 
accumulated OCI as a component of stockholders' equity in 
connection with hedged assets or liabilities or forecasted 
transactions will be recognized in other income (expense) - 
net, in the same period the hedged item affects earnings. 

into agreements with most of our derivative counterparties, 
establishing collateral thresholds based on respective credit 
ratings and netting agreements. At December 31, 2009, 
we held $222 of counterparty collateral (a receipt liability). 
Under the agreements, if our credit rating had been 
downgraded one rating level, we st i l l  would not have been 
required to post collateral (a deposit asset). We do not 
offset the fair value of collateral, whether the right t o  
reclaim cash collateral (a receivable) or the obligation 
to return cash collateral (a payable), against the fair value 
of the derivative instruments. 

Following is the notional amount of our outstanding 
derivative positions: 

Collateral and Credit-Risk Contingency We have entered 

December 31. 2009 

Interest rate swaps 
Cross-currency swaps 
Interest rate locks 

$9 9,000 
7,502 
3.600 

Foreign exchange contracts 293 
Total $20.395 
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Following are our derivative instruments and their related 
hedged items affecting our financial position and performance: 

Fair Value of Derivatives in the Consolidated Balance Sheet 
Derivatives designated as hedging instruments and reflected 
as other assets, other liabilities and, for a portion of interest 
rate swaps, accounts receivable. 

Asset Derivatives December 31,2009 

Cross-currency swaps 635 
Interest rate locks 150 
Foreian exchanae contracts 2 

Interest rate swaps $ 399 

Total $1,186 

Liability Derivatives December 31,2009 

Cross-currency swaps S (390) 
Interest rate locks (6) 
Foreian exchanae contracts (7) 
Total $ (403) 

The balance of the unrealized derivative gain (loss) in 
accumulated OCI was $142 at December 31, 2009, and 
$(483) at December 31, 2008. 

Effect of Derivatives on the 
Consolidated Statement of Income 

Fair Value Hedqinq RelationshiDs 
Year ended 

December 31.2009 

Interest rate swaps (Interest expense): 
Gain (Loss) on interest rate swaps $(216) 
Gain (Loss) on long-term debt 216 

In addition, the net swap settlements that accrued and settled 
in the year ended December 31, 2009, were also reported as 
reductions of interest expense. 

Cash Flow Hedging Relationships 
Year ended 

December 31.2009 

Cross-currency swaps: 
Gain (Loss) recognized in accumulated OCI 
Other income (expense) reclassified 

Interest rate locks: 
Gain (Loss) recognized in accumulated OCI 
Interest income (expense) reclassified 

from accumulated OCI into income 

Foreign exchange contracts: 
Gain (Loss) recognized in accumulated OCI 
Other income (expense) reclassified 

from accumulated OCI into income 

$738 

- 

203 

from accumulated OCI into income - 

NOTE 10. INCOME TAXES d 

Significant components of our deferred tax liabilities (assets) 
are as follows at December 31: 

2009 2008 

Depreciation and amortization S 18,796 

Employee benefits (14,220) 
Net operating loss and other carryforwards (1,846) 
Investment in wireless partnership 18,646 
Other - net (2,019) 

Intangibles (nonamortizable) 1,990 

Subtotal 21,347 
Deferred tax assets valuation allowance 1,182 

S 18,269 
1,990 

(14,825) 
(2,220) 
16,028 
(2,250) 
16,992 
1,190 

Net deferred tax liabilities $ 22,529 S 18,182 

Net long-term deferred tax liabilities $ 23,803 S 19,196 
Less: Net current deferred tax assets (1,274) (1,014) 
Net deferred tax liabilities S 22,529 S 18,182 

At December 31, 2009, we had combined net operating and 
capital loss carryforwards (tax effected) for federal income tax 
purposes of $362 and for state and foreign income tax 
purposes of $1,125, expiring through 2028. Additionally, we 
had federal credit carryforwards of $66 and state credit 
carryforwards of $293, expiring primarily through 2026. 

of available evidence, it is more likely than not that some 
portion, or all, of a deferred tax asset will not be realized. 
Our valuation allowances at December 31, 2008 and 2009, 
retate primarily to state net operating loss carryforwards. 

As required by GAAP, we recognize the financial statement 
effects of a tax return position when it is more likely than not, 
based on the technical merits, that the position will ultimately 
be sustained. For tax positions that meet this recognition 
threshold, we apply our judgment, taking into account 
applicable tax laws, our experience in managing tax audits 
and relevant GAAP, to determine the amount of tax benefits 
to recognize in our financial statements. For each position, 
the difference between the benefit realized on our tax return 
and the benefit reflected in our financial statements is 
recorded on our balance sheet as an unrecognized tax benefit 
(UTB). We update our unrecognized tax benefits at each 
financial statement date to reflect the impacts of audit 
settlements and other resolution of audit issues, expiration 
of statutes of limitation, developments in tax law and 
ongoing discussions with taxing authorities. A reconciliation 
of the change in our UT6 balance from January 1. 2009 
to December 31, 2009, and January 1, 2008 to 
December 31, 2008, is as follows: 

We recognize a valuation allowance if, based on the weight 

U# 

Non-designated Hedging Instruments 
Foreign exchange contracts (Other income) $ (1) 
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Federal, State and Foreign Tax 

Balance at beginning of year 
Increases for tax positions related 

Increases for tax positions related 

Decreases for tax positions related 

Settlements 

to the current year 

to prior years 

to prior years 

Balance at end of year 
Accrued interest and penalties 

2009 

S 6,190 

982 

877 

2008 

$ 5,901 

811 

715 

(1,237) 

6,190 
- 

1,802 
Gross unrecognized income tax benefits 7,523 7,992 
Less: Deferred federal and state 

income tax benefits (892) (998) 
Less: Tax attributable to timing items 

included above (2,542) (3,371) 
Total UTB that, if recognized, would 

impact the effective income tax rate 
as of the end of the year S 4.089 $ 3,623 

During 2009 and 2008, we made net deposits totaling $1,151 
and $191 to several taxing jurisdictions. These deposits are 
not included in the reconciliation above but reduce our 
unrecognized tax benefits balance. Net of these deposits 
and a $1,000 deposit made in 2007, our unrecognized tax 
benefits balance at December 31, 2009, was $5,181, of 
which $4,882 was included in "Other noncurrent liabilities" 
and $299 was included in "Accrued taxes" on our consolidated 
balance sheets. Our unrecognized tax benefits balance at 
December 31, 2008, was $6,801, of which $5,042 was 
included in "Other noncurrent liabilities" and $1,759 was 
included in "Accrued taxes" on our consolidated balance 
sheets. 

We record interest and penalties related to federal, state 
and foreign unrecognized tax benefits in income tax expense. 
Accrued interest and penalties included in unrecognized tax 
benefits were $1,539 as of December 31, 2009, and $1,802 
as of December 31, 2008. Interest and penalties included in 
our consolidated statements of income were $(215) for 2009, 
$152 for 2008, and $303 for 2007. 

The Company and our subsidiaries file income tax returns 
in the U.S. federal jurisdiction and various state and foreign 
jurisdictions. Our income tax returns are regularly audited 
and reviewed by the IRS as well as by state and foreign 
taxing authorities. 

The IRS has completed field examinations of AT&T's tax 
returns through 2005, and all audit periods prior to 1998 
are closed for federal purposes. We were unable to reach 
agreement with the IRS regarding treatment of Universal 
Service Fund receipts on our 1998 and 1999 tax returns and, 
as a result, we filed a refund suit in U.S. District Court 
(District Court). In July 2009, the District Court granted the 
Government's motion for summary judgment and entered ,,,.-. final judgment for the Government. We appealed the final 

*L4 

judgment to the U.S. Court of Appeals for the Fifth Circuit. 
We are engaged with the IRS Appeals Division (Appeals) in 
settling our 2000 - 2002 returns and expect to reach a 
resolution of most issues in early 2010. We do not expect the 
resolution to have a material impact on our unrecognized tax 
benefits. In early 2009, the IRS completed its field examination 
of our 2003 - 2005 income tax returns and issued its final 
Revenue Agent's Report (RAR). This RAR assessed additional 
taxes related primarily to the timing of certain deductions 
related to our network assets. We made a deposit of $650 to 
reduce the accrual of interest while we continue to work with 
Appeals to resolve the contested issues. The IRS began its 
examination of our 2006 - 2008 income tax returns in 2009. 
During 2010, we expect to reach an accelerated resolution 
with the IRS for depreciation and amortization deductions 
claimed on our 2008 return related to a restructuring of our 
wireless operations. At this time, we are unable to estimate 
the impact of a resolution on our unrecognized tax benefits. 
The IRS has completed the examination of all acquired 
entity tax returns through 2003 (ATTC and AT&T Mobility 
through 2005) and, with the exception of BellSouth, all years 
through 2001 are closed. We expect the IRS to complete its 
examination of the BellSouth 2004 - 2005 income tax returns 
during 2010. 

The components of income tax expense are as follows: 

2009 2008 2007 

Federal: 
Current 
Deferred - net 

$2,852 $1,160 $5,872 
2,194 5,163 (413) 
5.046 6.323 5.459 

State, local and foreign: 
Current 
Deferred - net 

1,200 (13) 621 
(90) 726 173 

1,110 713 794 
Total S6,156 $7,036 $6,253 

A reconciliation of income tax expense and the amount 
computed by applying the statutory federal income tax rate 
(35%) to income before income taxes, income from 
discontinued operations, extraordinary items and cumulative 
effect of accounting changes is as follows: 

2009 2008 2007 

Taxes computed at federal 

Increases (decreases) in 
statutory rate S 6,649 $7.057 56.440 

income taxes resulting from: 
State and local income taxes - 

net of federal income 
tax benefit 559 497 549 

Other - net (1.0521 (518) (737) 
Total S 6.156 $7.036 $6.252 
Effective Tax Rate 32.4% 34.9% 34.0% 
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NOTE 11. PENSION A N D  POSTRETIREMENT BENEFITS 

Pension Benefits and Postretirement Benefits 
Substantially all of our U.S. employees are covered by one of 
our noncontributory pension and death benefit plans. Many of 
our management employees participate in pension plans that 
have a traditional pension formula (i.e., a stated percentage 
of employees' adjusted career income) and a frozen cash 
balance or defined lump sum formula. In 2005, the 
management pension plan for those employees was amended 
to freeze benefit accruals previously earned under a cash 
balance formula. Each employee's existing cash balance 
continues to earn interest at a variable annual rate. After this 
change, those management employees, at retirement, may 
elect to receive the portion of their pension benefit derived 
under the cash balance or defined lump sum as a lump sum 
or an annuity. The remaining pension benefit, if any, will be 
paid as an annuity if its value exceeds a stated monthly 
amount. Management employees of former ATTC, BellSouth, 
AT&T Mobility and new hires after 2006 participate in cash 
balance pension plans. Nonmanagement employees' pension 
benefits are generally calculated using one of two formulas: 
benefits are based on a flat dollar amount per year according 
to job classification or are calculated under a cash balance 
plan that is based on an initial cash balance amount and 
a negotiated annual pension band and interest credits. 
Most nonmanagement employees can elect to receive their 
pension benefits in either a lump sum payment or an annuity. 

We also provide a variety of medical, dental and life 
insurance benefits to certain retired employees under various 
plans and accrue actuarially determined postretirement 
benefit costs as active employees earn these benefits. 

On December 31, 2009, the AT&T Pension Plan and the 
Cingular Wireless Pension Plan were merged into the AT&T 
Puerto Rico Pension Benefit Plan. At November 1, 2008, 
BellSouth pension plans and U.S. Domestic ATTC bargained 
employees were merged into the AT&T Pension Benefit Plan. 
At  December 31, 2007, defined benefit pension plans formerly 
sponsored by Ameritech Publishing Ventures and AT&T 
Mobility were merged in the AT&T Pension Benefit Plan. 

During 2009, union contracts covering 120,000 collectively 
bargained wireline employees expired. As of January 31, 2010, 
86,000 employees covered by these expired collectively 
bargained wireline contracts have ratified new labor contracts. 
In the absence of an effective contract, the union is entitled 
to call a work stoppage. 

For approximately 60,000 employees covered by these 
ratified agreements, the agreements provide for a three-year 
term and, for the vast majority of those covered employees, 
a 3 percent wage increase in years one and two, a wage 
increase in year three of 2.75 percent, and pension band 
increases of 2 percent for each year of the agreement. 

For both wage and pension band increases, there is a 
potential cost-of-living increase based on the Consumer 
Price Index for the third year. These agreements also 
provide for continued health care coverage with reasonable 
cost sharing. 

agreement provides for a four-year term with provisions 
substantially similar to the provisions of the ratified 
agreements discussed above, with a wage increase in year 
four of 2.75 percent and a potential cost-of-living increase 
in year four instead of in year three. 

On February 8, 2010, the Company and the CWA 
announced a tentative agreement covering approximately 
30,000 core wireline employees in the nine-state former 
BellSouth region, subject to ratification by those covered 
employees. The tentative agreement provides for a three-year 
term and, for the vast majority of those covered employees, 
a 3 percent wage increase in years one and two, a wage 
increase in year three of 2.75 percent, and pension band 
increases of 2 percent for each year of the agreement. 
These agreements also provide for continued health care 
coverage with reasonable cost sharing. 

For the remaining approximately 26,000 employees, the 

4 

In August 2009, retirees were informed of medical and 
drug coverage changes. In addition, we adopted changes to 
our pension plans consistent with the Pension Protection 
Act of 2006 (PPA). Because of these modifications, our 
amortization of prior service (benefit) cost also changed, 
reducing costs by $128 in the third quarter of 2009. In the 
fourth quarter of 2009, our pension and postretirement costs 
have decreased, which is consistent with reductions that 
began in August 2009. These modifications will decrease 
costs in 2010. 

-ji 

Obligations and Funded Status 
For defined benefit pension plans, the benefit obligation is 
the "projected benefit obligation," the actuarial present value, 
as of our December 3 1  measurement date, of all benefits 
attributed by the pension benefit formula to employee service 
rendered to that date. The amount of benefit to be paid 
depends on a number of future events incorporated into the 
pension benefit formula, including estimates of the average 
life of employees/survivors and average years of service 
rendered. It is measured based on assumptions concerning 
future interest rates and future employee compensation levels. 

For postretirement benefit plans, the benefit obligation 
is the "accumulated postretirement benefit obligation," the 
actuarial present value as of a date of all future benefits 
attributed under the terms of the postretirement benefit plan 
to employee service rendered to the valuations date. 
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The following table presents this reconciliation and shows the change in the projected benefit obligation for the years ended 
December 31: 

Pension Benefits Postretirement Benefits 

2009 2008 2009 2008 

Benefit obligation at beginning of year 
Service cost - benefits earned during the period 
Interest cost on projected benefit obligation 
Amendments 
Actuarial loss (gain) 
Special termination benefits 
Settlements 
Benefits paid 
Other 

$50,822 
1,070 
3,355 
(685) 
2,439 
118 

(6.269) 
- 

- 

553.5 22 
1,173 
3,319 
(15) 

(1,450) 
70 
- 

(5.795) 
(2) 

$37,531 
334 

2,434 
(3.115) 
1,402 

9 

(2,370) 
- 

- 

$40,385 
429 

2,550 
(4) 

(3,406) 
5 

(2.548) 
120 

- 

Benefit obligation at end of year $50,850 $50,822 $36,225 $37,531 

The following table presents the change in the value of plan assets for the years ended December 31 and the plans' funded 
status at December 31: 

Pension Benefits Postretirement Benefits 

2009 2008 2009 2008 

Fair value of plan assets at beginning of year 
Actual return on plan assets 
Benefits paid1 
Contributions 
Other 

$46,828 $ 70,810 $ 10,175 S 16,999 
6,312 (18,190) 1,991 (4.688) 
(6.269) (5.795) (823) (2,301) 

2 - 195 165 
- 3 (25) - 

Fair value of plan assets at end of year 46.873 46,828 11,513 10,175 
Funded (unfunded) status at end of year2 s (3,977) s (3,994) $(24,712) S(27.356) 
'At our discretion, certain postretirement benefits are paid from AT&T cash accounts and do not reduce Voluntary Employee Beneficiary Association (VEBA) assets. Future benefit 
payments may be made from VEBA trusts and thus reduce those asset balances. 

'Funded status is not indicative of our ability to pay ongoing pension benefits or of our obligation to fund retirement trusts. Required pension funding is determined in accordance 
with Employee Retirement income Security Act (ERISA) regulations. 

Amounts recognized on our consolidated balance sheets at 
December 31 are listed below: 

Pension Benefits Postretirement Benefits 

2009 2008 2009 2008 

Current portion of 
employee benefit 
obligation1 s -  S - $ (2,021) S (729) 

Employee benefit 

Net amount recognized S(3.977) 
obligation* (3,977) (3,994) (22,691) (26,627) 

S(3.994) $(24,712) S(27.356) 
'Included in "Accounts payable and accrued liabilities." 
'Included in "Postemployment benefit obligation." 

Amounts included in our accumulated other comprehensive 
income that have not yet been recognized in net periodic 
benefit cost a t  December 31 are listed below: 

Pension Benefits Postretirement Benefits 

2009 2008 2009 2008 

Net loss 
Prior service cost 

(credit) 

$23,041 $23,004 $ 3,991 $ 3,695 

(181) 562 (4,644) (1,999) 
Total $22,860 $23,566 $ (653) $ 1,696 

The accumulated benefit obligation for our pension plans 
represents the actuarial present value of benefits based on 
employee service and compensation as of a certain date and 
does not include an assumption about future compensation 
levels. The accumulated benefit obligation for our pension 
plans was $49,122 at December 31, 2009, and $48,618 at 
December 31, 2008. 
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4 Net Periodic Benefit Cost and Other Amounts Recognized in Other Comprehensive Income 
Our combined net pension and postretirement cost recognized in our consolidated statements of income was $1,921, $324 and 
$1,078 for the years ended December 31, 2009, 2008 and 2007. 

The following tables present the components of net periodic benefit obligation cost and other changes in plan assets and 
benefit obligations recognized in other comprehensive income: 

Net Periodic Benefit Cost 

Pension Benefits Postretirement Benefits 

2009 2008 2007 2009 2008 2007 

Service cost - benefits earned during the period $ 1,070 S 1,173 S 1,257 S 334 S 429 S 511 
Interest cost on projected benefit obligation 3,355 3,319 3,220 2,434 2,550 2,588 
Expected return on plan assets (4,561) (5,602) (5,468) (955) (1,327) (1,348) 
Amortization of prior service cost (credit) and transition asset 58 133 142 (469) (360) (359) 
Recoqnized actuarial (qain) loss 656 10 241 (1) (1) 294 
Net pension and postretirement cost (benefit)l s 578 s (967) s (608) $1,343 s 1.291 s 1,686 
'During 2009, 2008 and 2007, the Medicare Prescription Drug, Improvement, and Modernization Act of 2003 reduced postretirement benefit cost by $255, $263 and $342. This effect is 
included in several line items above. 

Other Changes in Plan Assets and Benefit Obligations Recognized in Other Comprehensive Income 
Pension Benefits Postretirement Benefits 

2009 2008 2007 2009 2008 2007 

Net loss (gain) 
Prior service cost (credit) 
Amortization of net loss (gain) 
Amortization of Drior service cost (credit) 

$ 435 $13,857 S(2.131) S(1.242) $1,716 $(2,525) 
(392) (16) 139 (322) 32 (28) 
412 4 154 ( 1) - 181 

69 83 78 (2231 (222) (223) 
Total recognized in net pension and postretirement cost 

and other comprehensive income $ 524 $13,928 $(1,760) S(1.788) $1.526 $(2,595) 

The estimated net loss for pension benefits that will be 
amortized from accumulated other comprehensive income 
into net periodic benefit cost over the next fiscal year is $683, 
and the prior service credit for pension benefits that will be 
amortized from accumulated other comprehensive income 
into net periodic benefit cost over the next fiscal year is $16. 
The estimated net gain for postretirement benefits that will be 
amortized from accumulated other comprehensive income 
into net periodic benefit cost over the next fiscai year is $8, 
and the prior service credit for postretirement benefits that 
will be amortized from accumulated other comprehensive 
income into net periodic benefit cost over the next fiscal year 
is $625. 

4 
Assumptions 
In determining the projected benefit obligation and the net 
pension and postemployment benefit cost, we used the 
following significant weighted-average assumptions: 

2009 2008 2007 

Discount rate for determining 
projected benefit obligation 
at December 31 6.50% 7.00% 6.50% 

Discount rate in effect for 
determining net cost (benefit) 7.00% 6.50% 6.00% 

Long-term rate of return 
on plan assets 8.50% 8.50% 8.50% 

Composite rate of compensation 
increase for determining 
projected benefit obligation 
and net pension cost (benefit) 4.00% 4.00% 4.00% 
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Approximately 10% of pension and postretirement costs are 
capitalized as part of construction labor, providing a small 
reduction in the net expense recorded. Uncertainty in the 
securities markets and U.S. economy could result in 
investment returns less than those assumed. GAAP requires 
that actual gains and losses on pension and postretirement 
plan assets be recognized in the market-related value of 
assets (MRVA) equally over a period of not more than five 
years. We use a methodology, allowed under GAAP, under 
which we hold the MRVA to within 20% of the actual fair 
value of plan assets, which can have the effect of 
accelerating the recognition of excess actual gains and 
losses into the MRVA to less than five years. Due to 
investment losses on plan assets experienced in 2008, this 
methodology contributed approximately $1,577 to our 
combined net pension and postretirement cost in 2009 as 
compared with not using this methodology. This methodology 
did not have a material impact on 2008 and 2007 combined 
net pension and postretirement benefits. Should the 
securities markets decline or medical and prescription drug 
costs increase at a rate greater than assumed, we would 
expect increasing annual combined net pension and 
postretirement costs for the next several years. Should actual 
experience differ from actuarial assumptions, the projected 
pension benefit obligation and net pension cost and 
accumulated postretirement benefit obligation and 
postretirement benefit cost would be affected in future years. 

December 31, 2009, reflects the hypothetical rate at which 
the projected benefit obligations could be effectively settled 
or paid out to participants. We determined our discount rate 
based on a range of factors, including a yield curve comprised 
of the rates of return on several hundred high-quality, fixed- 
income corporate bonds available at the measurement date 
and the related expected duration for the obligations. 
These bonds were all rated at least Aa3 or AA- by one 
of the nationally recognized statistical rating organizations, 
denominated in U.S. dollars, and neither callable, convertible 
nor index linked. For the year ended December 31, 2009, we 
decreased our discount rate by 0.50%. resulting in an increase 
in our pension plan benefit obligation of $2.065 and an 
increase in our postretirement benefit obligation of $1,847. 
For the year ended December 31, 2008, we increased our 
discount rate by 0.50%, resulting in a decrease in our pension 
plan benefit obligation of $2,176 and a decrease in our 
postretirement benefit obligation of $2,154. 

long-term rate of return on plan assets of 8.50% for 2010 and 
2009 reflects the average rate of earnings expected on the 
funds invested, or to be invested, to provide for the benefits 
included in the projected benefit obligations. In setting the 
Long-term assumed rate of return, management considers 
capital markets future expectations and the asset mix of the 

Discount Rate Our assumed discount rate of 6.50% at ,- 

Expected Long-Term Rate of Return Our expected 

plans' investments. Actual long-term return can, in relatively 
stable markets, also serve as a factor in determining future 
expectations. However, the dramatic adverse market 
conditions in 2008 have skewed traditional measures of 
long-term return, such as the 10-year return, which was 3.67% 
through 2009 and 4.21% through 2008, compared with 9.18% 
through 2007. The severity of the 2008 losses may make the 
10-year return less of a relevant factor in future expectations. 
In 2009, we experienced actual returns on investments much 
greater than what was expected, which will create a reduction 
in combined pension and postretirement costs for 2010. 
Based on the future expectations for the target asset mix, this 
assumption will remain unchanged for 2010. We consider 
many factors that include, but are not limited to, historical 
returns on plan assets, current market information on long- 
term returns (e.g., long-term bond rates) and current and 
target asset allocations between asset categories. The target 
asset allocation is determined based on consultations with 
external investment advisors. This assumption, which is based 
on our long-term expectations of market returns in future 
years, is one of the most significant of the weighted-average 
assumptions used to determine our actuarial estimates of 
pension and postretirement benefit expense. If all other 
factors were to remain unchanged, we expect that a 1% 
decrease in the expected long-term rate of return would 
cause 2010 combined pension and postretirement cost to 
increase $639. 

composite rate of compensation increase of 4% reflects the 
long-term average rate of salary increases. 

assumptions are developed based on historical cost data, the 
near-term outlook and an assessment of likely long-term 
trends. In addition to the health care cost trend, we assume 
an annual 3% growth in administrative expenses and an 
annual 3% growth in dental claims. Due to benefit design 
changes (e.g., increased co-pays and deductibles for 
prescription drugs and certain medical services), we have 
generally experienced better-than-expected claims cost in 
recent years. The following table provides our assumed 
average health care cost trend based on the demographics 
of plan participants: 

Composite Rate of Compensation Increase Our expected 

Health Care Cost Trend Our health care cost trend 

2010 2009 

Health care cost trend rate assumed 
for current year 

Retirees 64 and under 5.00% 5.21% 
Retirees 65 and over 5.00% 5.36% 

to decline (the ultimate trend rate) 5.00% 5.00% 
Rate to which the cost trend is assumed 

Year that rate reaches the 
ultimate trend rate 2010 2010 
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A one percentage-point change in the assumed combined 
medical and dental cost trend rate would have the following 
effects: 

One Percentage- One Percentage- 
Point Increase Point Decrease 

service and interest cost components S 325 S (266) 

postretirement benefit obligation 3,423 (2,842) 

Increase (decrease) in total of 

Increase (decrease) in accumulated 

Prior to August 2009, a majority of our labor contracts contained 
an annual dollar cap for nonmanagement retirees who retire 
during the term of the labor contract. However, we waived the 
cap during the relevant contract periods and thus did not collect 
contributions from those retirees. We have similarly waived the 
cap for nonmanagement retirees who retired prior to inception 
of the labor contract. In accordance with the substantive plan 
provisions required in accounting for postretirement benefits 
under GAAP, we did not account for the cap in the value of our 
accumulated postretirement benefit obligation (i.e., for GAAP 
purposes, we assumed the cap would be waived for all future 
contract periods). In August 2009, the company announced that 
the annual dollar caps would be enforced for some groups 
beginning in 2010, with alternative uncapped plans available 
and participants assumed to move to the uncapped plans. 
Consequently, no substantive assumptions about the annual 
caps being waived are reflected after August 2009. 

We also changed from a static mortality table to a 
generational mortality table, creating an increase in our 
pension and postretirement benefit obligations as of 
December 31, 2009, as well as an increase in net pension 
and postretirement costs in 2010. Given full recognition of 
bargained changes, assumption changes and recognition 
of gains/losses, our combined pension and postretirement 
cost is expected to decrease for 2010 compared to 2009. 

4 Plan Assets 
Plan assets consist primarily of private and public equity, 
government and corporate bonds, and real assets. The asset 
allocations of the pension plans are maintained to meet ERISA 
requirements. Any plan contributions, as determined by ERISA 
regulations, are made to a pension trust for the benefit of 
plan participants. We maintain VEBA trusts to partially fund 
postretirement benefits; however, there are no ERISA or 
regulatory requirements that these postretirement benefit 
plans be funded annually. 

The principal investment objectives are to ensure the 
availability of funds to pay pension and postretirement 
benefits as they become due under a broad range of future 
economic scenarios, to maximize long-term investment return 
with an acceptable level of risk based on our pension and 
postretirement obligations, and to be broadly diversified 
across and within the capital markets to insulate asset values 
against adverse experience in any one market. Each asset 
class has broadly diversified characteristics. Substantial biases 
toward any particular investing style or type of security are 
sought to be avoided by managing the aggregation of 
all accounts with portfolio benchmarks. Asset and benefit 
obligation forecasting studies are conducted periodically, 
generally every two to three years, or when significant 
changes have occurred in market conditions, benefits, 
participant demographics or funded status. Decisions 
regarding investment policy are made with an understanding 
of the effect of asset allocation on funded status, future 
contributions and projected expenses. The current asset 
allocation policy and risk level for the pension plan and 
VEBA assets are based on a study completed and approved 
during 2009. 

The plans’ weighted-average asset target and actual 
allocations as a percentage of plan assets, including the 
notional exposure of future contracts by asset categories 
at December 31, are as follows: 

Pension Assets Postretirement (VEBA) Assets 

Target 2009 2008 Target 2009 2008 

Equity securities: 
Domestic 26% - 36% 34% 34% 34% - 44% 39% 39% 
International 12% - 22% 16 16 22% - 32% 27 21 

Fixed income securities 27% - 37% 30 30 15% - 25% 20 25 
Real assets 6% - 16% 8 11 0%- 7% 2 3 
Private equity 4% - 14% 10 9 0%- 9% 4 6 
Other 0%- 5% 2 - 3% - 13% 8 6 
Total 100% 100% 100% 100% 
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At December 31, 2009, AT&T securities represented less than 
one-half of a percent of assets held by our pension plans and 
VEBA trusts. 

Investment Valuation 
Investments are stated at fair value. Fair value is the price that 
would be received to sell an asset or paid to transfer a liability 
in an orderly transaction between market participants at the 
measurement date. See "Fair Value Measurement" for further 
discussion. 

Investments in securities traded on a national securities 
exchange are valued at the last reported sales price on the 
last business day of the year. If no sale was reported on 
that date, they are valued at the last reported bid price. 
Investments in securities not traded on a national securities 
exchange are valued using pricing models, quoted prices of 
securities with similar characteristics or discounted cash flows. 
Over-the-counter (OTC) securities and government obligations 
are valued at the bid price or the average of the bid and 
asked price on the last business day of the year from 
published sources where available and, if not available, from 
other sources considered reliable. Depending on the types 
and contractual terms of OTC derivatives, fair value is 
measured using a series of techniques, such as Black-Scholes 
option pricing model, simulation models or a combination of 
various models. 

Common/collective trust funds and 103-12 investment 
'- entities are valued at quoted redemption values that represent 

the net asset values of units held at year-end which 
management has determined approximates fair value. 

equities, private bonds, limited partnerships, hedge funds, 
real assets and natural resources, do not have readily 
available market values. These estimated fair values may 
differ significantly from the values that would have been 
used had a ready market for these investments existed, and 
such differences could be material. Private equity, private 
bonds, limited partnership interests, hedge funds and other 
investments not having an established market are valued 
at net asset values as determined by the investment 

Alternative investments, including investments in private 

managers, which management has determined approximates 
fair value. Private equity investments are often valued initially 
based upon cost; however, valuations are reviewed utilizing 
available market data to determine if the carrying value 
of these investments should be adjusted. Such market data 
primarily includes observations of the trading multiples 
of public companies considered comparable to the private 
companies being valued. Investments in real assets funds 
are stated at the aggregate net asset value of the units 
of these funds, which management has determined 
approximates fair value. Real assets and natural resource 
investments are valued either at amounts based upon 
appraisal reports prepared by appraisers or at amounts 
as determined by an internal appraisal performed by the 
investment manager, which management has determined 
approximates fair value. 

Purchases and sales of securities are recorded as of the 
trade date. Realized gains and losses on sales of securities 
are determined on the basis of average cost. Interest income 
is recognized on the accrual basis. Dividend income is 
recognized on the ex-dividend date. 

Fair Value Measurement 
GAAP standards require disclosures for financial assets and 
liabilities that are remeasured at fair value at least annually. 
GAAP standards establish a three-tier fair value hierarchy, 
which prioritizes the inputs used in measuring fair value. 
These tiers include: Level 1, defined as observable inputs such 
as quoted prices in active markets; Level 2, defined as inputs 
other than quoted prices in active markets that are either 
directly or indirectly observable; and Level 3, defined as 
unobservable inputs in which little or no market data exists, 
therefore requiring an entity to develop its own assumptions. 
See Note 9 "Fair Value Measurement and Disclosure" for a 
discussion of fair value hierarchy that prioritizes the inputs 
to valuation techniques used to measure fair value. 
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The following tables set forth by level, within the fair value hierarchy, the pension and postretirement assets and liabilities at 
fair value as of December 31, 2009: 

Pension Assets and Liabilities at Fair Value as of December 31, 2009 Level 1 Level 2 Level 3 Total 

Interest bearing investments S 134 S 2,277 s -  S 2,411 
Equity securities: 

Domestic 9,253 3,207 2 12,462 
International 4,928 1,766 - 6,694 

US. Government and governmental agencies - 5,295 - 5,295 
Corporate and other bonds and notes - 4,548 - 4,548 

Private equity 36 10 5,312 5,358 
Real assets - - 3,650 3,650 
Other 128 206 - 334 
Market value of securities on loan: 

Interest bearing investments - 300 - 300 
Equity - domestic 1,907 1 - 1,908 
Equity - international 597 15 - 612 
U.S. Government and governmental agencies - 2,962 - 2,962 
Corporate bonds and notes - 659 - 659 

30 Other 22 8 
Collateral value of securities lending - 6,039 - 6,039 
Total plan net assets at fair value $17,005 $27,293 $8,964 S 53,262 

Other assets (liabilities)' (6.389) 

Fixed income securities: 

- 

546,873 Total Plan Net Assets 

lother assets (liabilities) include accounts receivable, accounts payable and net adjustment for securities lending payable. 

Postretirement Assets and Liabilities at Fair Value as of December 31, 2009 Level 1 Level 2 Level 3 Total 

Interest bearing investments 
Equity securities: 

Domestic 
International 

U.S. Government and governmental agencies 
Corporate and other bonds and notes 

Fixed income securities: 

Private equity 
Real assets 
Other 
Market value of securities on loan: 

Equities - domestic 
Equities - international 
U.S. government bonds and notes 
Corporate and other bonds and notes 

s 49 

2,484 
2,534 

- 
- 
- 
- 
33 

354 
95 
- 
- 

$1,145 

1,175 
755 

1,507 
485 
- 
- 
11 

118 
82 
74 
15 

s -  S 1,194 

3,659 
3,289 

1,507 
485 
583 
117 

44 

472 
177 

74 
15 

Collateral value of securities lending - 765 - 765 
Total plan net assets at fair value $5,549 $6,132 $700 $ 12,381 

Other assets (liabilitiedl (868) 
Total Plan Net Assets 511,513 

'Other assets (liabilities) include accounts receivable, accounts payable and net adjustment for securities lending payable 
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The tables below set forth a summary of changes in the fair 
value of the pension and postretirement assets Level 3 
investment assets for the year ended December 31, 2009: 

Pension Assets Domestic Equity Assets Total 

Balance, beginning 
of year S 21 S 5,494 S 5,281 $10,796 

Actual return on 

Equity- Private Real 

plan assets: 
Assets sold during 

the period 
Assets s t i l l  held at  

reporting date 
Purchases, sales, 

issuances and 
Settlements (net) 

- 130 (41) a9 

10 (652) (1,829) (2,471) 

(29) 340 239 550 
Balance, End of Year $ 2 $5.312 $3.650 5 8.964 

Postretirement Assets 
Private Real 
Eouitv Assets Total 

Balance, beginning of year 
Actual return on plan assets: 

Assets sold during the period 
Assets st i l l  held at reporting date 

,e Purchases, sales, issuances and 
settlements (net) (33) 3 (30) 

Balance, End of Year $583 $117 $100 

Estimated Future Benefit Payments 
Expected benefit payments are estimated using the same 
assumptions used in determining our benefit obligation at 
December 31, 2009. Because benefit payments will depend 
on future employment and compensation levels, average 
years employed and average life spans, among other factors, 
changes in any of these factors could significantly affect these 
expected amounts. The following table provides expected 
benefit payments under our pension and postretirement plans: 

Pension 
Benefits 

2010 S 4,897 
2011 4,605 
2012 4,578 
2013 4,504 
2014 4,432 
Years 2015 - 2019 21,449 

Postretirement 
Benefits 

S 2.836 
2.665 
2,627 
2,615 
2,596 
12,729 

Medicare 
Subsidy 

Receipts 

Supplemental Retirement Plans 
We also provide senior- and middle-management employees 
with nonqualified, unfunded supplemental retirement and 
savings plans. While these plans are unfunded, we have 
assets in a designated nonbankruptcy remote trust that are 
independently managed and used to provide for these 
benefits. These plans include supplemental pension benefits 
as well as compensation-deferral plans, some of which 
include a corresponding match by us based on a percentage 
of the compensation deferral. 

We use the same significant assumptions for the discount 
rate and composite rate of compensation increase used in 
determining the projected benefit obligation and the net 
pension and postemployment benefit cost. The following 
tables provide the plans' benefit obligations and fair value 
of assets at December 31 and the components of the 
supplemental retirement pension benefit cost. The net 
amounts recorded as "Other noncurrent liabilities" on our 
consolidated balance sheets at December 31, 2009, was 
$2,139 and was $2,114 at December 31, 2008. 

supplemental retirement plans with accumulated benefit 
obligations in excess of plan assets: 

The following table provides information for our 

2009 2008 

Projected benefit obligation $(2,139) S(2.114) 
Accumulated benefit obligation (2,058) (2,023) 
Fair value of plan assets - - 

The following tables present the components of net periodic 
benefit cost and other changes in plan assets and benefit 
obligations recognized in other comprehensive income: 

Net Periodic Benefit Cost 2009 2008 

Service cost - benefits earned 

Interest cost on projected 
during the period 

benefit obligation 

$ 11 

140 

S 13 

141 
Amortization of prior service cost 5 6 
Recognized actuarial loss 10 21 
Net supplemental retirement pension cost $166 $181 

Other Changes Recognized in 
Other Comprehensive Income 2009 2008 

Net loss (gain) $51 S(66) 
Prior service cost (credit) (5) 
Amortization of net loss (gain) 7 11 
Amortization of Drior service cost 3 4 

- 

Total recognized in net supplemental 
pension cost and other 
comprehensive income $56 s(51) 
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Notes to Consolidated Financial Statements (continued) 

Dollars in millions except per share amounts 

The estimated net loss for our supplemental retirement plan 
benefits that will be amortized from accumulated other 
comprehensive income into net periodic benefit cost over 
the next fiscal year is $16, and the prior service cost for our 
supplemental retirement plan benefits that will be amortized 
from accumulated other comprehensive income into net 
periodic benefit cost over the next fiscal year is $2. 

Deferred compensation expense was $95 in 2009, $54 in 
2008 and $106 in 2007. Our deferred compensation liability, 
included in "Other noncurrent liabilities," was $1,031 at 
December 31, 2009, and $1,054 at December 31, 2008. 

Non-US. Plans 
As part of our ATTC acquisition, we acquired certain non-U.S. 
operations that have varying types of pension programs 
providing benefits for substantially all of their employees and, 
to a limited group, postemployment benefits. The net amounts 
recorded as "Postemployment benefit obligation" on our 
consolidated balance sheets at December 31, 2009 and 2008, 
were $(9) and $47). 

2009 2008 

Benefit obligations at end of year $(1,040) S(786) 
Fair value of olan assets 1,049 793 
Funded status at end of year $ 9  $ 7  

The following table provides information for certain non-U.S. 
defined-benefit pension plans with plan assets in excess of 
accumulated benefit obligations: 

2009 2008 

Projected benefit obligation $1,040 $786 
Accumulated benefit obligation 975 700 
Fair value of plan assets 1,049 793 

Our International Pension Assets are composed of Level 1 
and Level 2 assets. Level 2 assets are primarily made up 
of corporate bonds, notes and real assets totaling $688. 
The remaining assets at fair value are Level 1 assets totaling 
$361, related to equity investments and cash. 

In determining the projected benefit obligation for certain 
non-U.S. defined-benefit pension plans, we use assumptions 
based upon interest rates relative to each country in which we 
sponsor a plan. Additionally, the expected return is based on 
the investment mix relative to each plan's assets. Following 
are the significant weighted-average assumptions: 

2009 2008 

Discount rate for determining projected 

Discount rate in effect for determining 

Long-term rate of return on plan assets 6.24% 6.13% 
Composite rate of compensation increase 

benefit obligation at December 31 5.16% 6.20% 

net cost (benefit) 6.20% 5.57% 

for determining projected benefit 
obligation at December 31 3.99% 4.06% 

for determining net pension cost 4.06% 4.25% 
Composite rate of compensation increase 

The following tables present the components of net periodic 
benefit cost and other changes in plan assets and benefit 
obligations recognized in other comprehensive income: 

Net Periodic Benefit Cost 2009 2008 

.I./ 

Service cost - benefits earned 

Interest cost on projected 

Expected return on assets 
Amortization of actuarial (qain) 

during the period 

benefit obligation 

s 22 S 25 

Net pension cost $ (6) 5 14 

Other Changes Recognized in 
Other Comorehensive Income 2009 2008 

Net loss (gain) $75 570 

Amortization of orior service cost - - 
Amortization of net loss (gain) (8)  (2) 

Total recognized in net pension cost 
and other comprehensive income $67 $68 

The estimated net loss that will be amortized from accumulated 
other comprehensive income into net periodic benefit cost over 
the next fiscal year is $1. 

Contributory Savings Plans 
We maintain contributory savings plans that cover substantially 

or company stock a stated percentage of eligible employee 
contributions, subject to a specified ceiling. There are no 
debt-financed shares held by the Employee Stock Ownership 
Plans, allocated or unallocated. 

Our match of employee contributions to the savings 
plans is fulfilled with purchases of our stock on the open 
market or company cash. Benefit cost is based on the cost 
of shares or units allocated to participating employees' 
accounts and was $586, $664 and $633 for the years ended 
December 31, 2009, 2008 and 2007. 

all employees. Under the savings plans, we match in cash 4 

NOTE 12. SHARE-BASED PAYMENT 

We account for our share-based payment arrangements using 
GAAP standards for share-based awards. Our accounting 
under these standards may affect our ability to fully realize 
the value shown on our consolidated balance sheets of 
deferred tax assets associated with compensation expense. 
Full realization of these deferred tax assets requires stock 
options to be exercised at a price equaling or exceeding the 
sum of the exercise price plus the fair value of the options at 
the grant date. The provisions of GAAP standards for share- 
based awards do not allow a valuation allowance to be 
recorded unless our future taxable income is expected to be 
insufficient to recover the asset. Accordingly, there can be no 
assurance that the current stock price of our common shares 
will rise to levels sufficient to realize the entire tax benefit 
currently reflected in our consolidated balance sheets. 
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However, to the extent that additional tax benefits are 
generated in excess of the deferred taxes associated with 
compensation expense previously recognized, the potential 
future impact on income would be reduced. 

At December 31, 2009, we had various share-based 
payment arrangements, which we describe in the following 
discussion. The compensation cost recognized for those plans 
was $317 for 2009, compared to $166 for 2008 and $720 for 
2007, and is included in "Selling, general and administrative" 
in our consolidated statements of income. The total income 
tax benefit recognized in the consolidated statements of 
income for share-based payment arrangements was $121 for 
2009, compared to $63 for 2008 and $275 for 2007. 

Under our various plans, senior and other management 
and nonmanagement employees and nonemployee directors 
have received stock options, performance stock units, and 
other nonvested stock units. Stock options issued through 
December 31, 2009, carry exercise prices equal to the market 
price of our stock at the date of grant. Beginning in 1994 and 
ending in 1999, certain employees of AT&T Teleholdings, Inc. 
(formerly known as Ameritech) were awarded grants of 
nonqualified stock options with dividend equivalents. Prior to 
2006, depending on the grant, stock options vesting could 
occur up to five years from the date of grant, with most 
options vesting ratably over three years. Stock options 
granted as part of a deferred compensation plan do not have 
a vesting period; since 2006, these are the only options 
issued by AT&T. Performance stock units, which are nonvested 
stock units, are granted to key employees based upon our 
stock price at the date of grant and are awarded in the form 
of AT&T common stock and cash at the end of a two- to 
three-year period, subject to the achievement of certain 
performance goals. Other nonvested stock units are valued 
at the market price of our common stock at the date of 
grant and vest typically over a two- to five-year period. 

As of December 31, 2009, we were authorized to issue up to 
110 million shares of common stock (in addition to shares 
that may be issued upon exercise of outstanding options or 
upon vesting of performance stock units or other nonvested 
stock units) to officers, employees, and directors pursuant to 
these various plans. 

The compensation cost that we have charged against 
income for our share-based payment arrangements was 
as follows: 

2009 2008 2007 

Performance stock units $290 $152 $620 
Stock options 8 11 14 
Restricted stock 21 9 68 
Other (2) (6) 18 
Total $317 $166 $720 

The estimated fair value of the options when granted is 
amortized to expense over the options' vesting or required 
service period. The fair value for these options, for the 
indicated years ended, was estimated at the date of grant 
based on the expected life of the option and historical 
exercise experience, using a Black-Scholes option pricing 
model with the following weighted-average assumptions: 

2009 2008 2007 

Risk-free interest rate 3.17% 3.96% 5.01% 
Dividend yield 6.82% 4.36% 3.65% 
Expected volatility factor 19.65% 18.76% 20.75% 
Expected option life in years 7.00 7.00 7.00 

A summary of option activity as of December 31, 2009, and 
changes during the year then ended, is presented below 
(shares in millions): 

Ootions 

Weighted-Average 
Weighted-Average Remaining Contractual Aggregate 

Shares Exercise Price Term (Years) Intrinsic Value1 

Outstanding at January 1, 2009 
Granted 
Exercised 
Forfeited or expired 
Outstanding at December 31, 2009 178 36.79 1.86 $115 
Exercisable at December 31. 2009 175 $37.01 1.73 5103 

204 $39.41 
3 24.06 

(1) 23.41 
(28) 54.86 

'Aggregate intrinsic value includes only those options with intrinsic value (options where the exercise price is below the market price). 

The weighted-average fair value of each option granted during 
the period was $1.84 for 2009, compared to $5.04 for 2008 
and 57.71 for 2007. The total intrinsic value of options 
exercised during 2009 was $5, compared to $78 for 2008 and 
$667 for 2007. for 2007. 

It is our policy to satisfy share option exercises using our 
treasury shares. The actual excess tax benefit realized for the 
tax deductions from option exercises from these arrangements 
was less than $1 in 2009, compared to $10 for 2008 and $77 
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A summary of the status of our nonvested stock units, which 
includes performance stock units as of December 31,2009, and 
changes during the year then ended is presented as follows 
(shares in millions) 

Weighted-Average 
Nonvested Stock Units Shares Grant-Date Fair Value 

Nonvested at January 1, 2009 24 S 35.18 
Granted 16 24.80 
Vested (14) 34.51 
Forfeited - 28.67 
Nonvested at December 31,2009 26 $26.48 

As of December 31, 2009, there was $365 of total unrecognized 
compensation cost related to nonvested share-based payment 
arrangements granted. That cost is expected to be recognized 
over a weighted-average period of 1.88 years. The total fair 
value of shares vested during the year was $471 for 2009, 
compared to $554 for 2008 and $345 for 2007. 

NOTE 13. STOCKHOLDERS' EQUITY 

From time to time, we repurchase shares of common stock 
for distribution through our employee benefit plans or in 
connection with certain acquisitions. In December 2007, 
the Board of Directors authorized the repurchase of 
up to 400 million shares of our common stock. This 
authorization replaced previous authorizations and 
expired on December 31, 2009. As of December 31, 2009, 
we had repurchased approximately 164 million shares 
under this program. 

shareholders approved the increase of authorized common 
shares of AT&T stock from 7 billion to 14 billion, with no 
change to the currently authorized 10 million preferred shares 
of AT&T stock. As of December 31, 2009 and 2008, no 
preferred shares were outstanding. 

In December 2009, the Company declared its quarterly 
dividend, which reflected an increase in the amount per share 
of common stock from $0.41 to $0.42. 

NOTE 14. ADDITIONAL FINANCIAL INFORMATION 

During the Annual Meeting of Shareholders in April 2009, 

December 31, 
Consolidated Balance Sheets 2009 2008 

Accounts payable and accrued liabilities: 
Accounts payable $ 7,514 
Accrued rents and other 3,335 
Accrued payroll and commissions 2,430 
Deferred directory revenue 1,491 
Accrued interest 1,717 
Compensated future absences 563 
Current portion of employee 

Other 1,928 
benefit obligation 2,021 

$ 6,921 
4,437 
2,401 
1,984 
1,471 

609 

729 
1.480 

Consolidated Statements of Income 2009 2008 2007 4 
Advertising expense $2,797 $3,073 $3,430 

interest expense incurred $4.119 $4,049 $3,678 
Capitalized interest (740) (659) (171) 
Total interest expense $3.379 $3,390 $3.507 

Consolidated Statements of Cash Flows 2009 2008 2007 

Cash paid during the year for: 
Interest $3,873 $3,727 $3,445 
income taxes, net of refunds 4,471 5,307 4,013 

Consolidated Statements of 
Changes in Stockholders' Equity 2009 2008 2007 

Accumulated other comprehensive 
income (loss) is composed of 
the following components, 
net of taxes, at December 31: 

Foreign currency 

Unrealized gains on 

Unrealized gains (losses) on 

Defined benefit 
postretirement plans (14,112) (15,761) (59) 

Other (1) (1) (1) 

translation adjustment S (761) $ (912) S(469) 

securities 324 100 375 

cash flow hedges 142 (483) (226) 

Accumulated other 4 
corn pre hensive (loss) $(14,408) S(17.057) S(380) 

No customer accounted for more than 10% of consolidated 
revenues in 2009, 2008 or 2007. 

A majority of our employees are represented by labor 
unions as of year-end 2009. 

NOTE 15. CONTINGENT LIABILITIES 

In addition to issues specifically discussed elsewhere, we are 
party to numerous lawsuits, regulatory proceedings and other 
matters arising in the ordinary course of business. In 
accordance with GAAP standards for contingencies, in 
evaluating these matters on an ongoing basis, we take into 
account amounts already accrued on the balance sheet. in our 
opinion, although the outcomes of these proceedings are 
uncertain, they should not have a material adverse effect on 
our financial position, results of operations or cash flows. 

We have contractual obligations to purchase certain goods 
or services from various other parties. Our purchase 
obligations are expected to be approximately $2,890 in 2010, 
$4,095 in total for 2011 and 2012, $2,549 in total for 2013 
and 2014 and $694 in total for years thereafter. 

See Note 9 for a discussion of collateral and credit-risk 
contingencies. 

Total accounts payable and 

Deferred compensation (included in 

accrued liabilities 520,999 $20.032 

Other noncurrent liabilities) $ 1.633 $ 1,648 
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NOTE 16. QUARTERLY FINANCIAL INFORMATION (UNAUDITED) 

The following table represents our quarterly financial results: 

Total Net Income 
Calendar Operating Operating Net Attributable 
Quarter Revenues Income Income to AT&T 

Basic 
Earnings 

Per Share1 

2009 
First S 30.571 S 5,737 $ 3.201 S 3,126 

Third 30.855 5.388 3,275 3,192 
Fourth 30.858 4.861 3,091 3.019 

Second 30,734 5,506 3,276 3.198 
$0.53 
0.54 
0.54 
0.51 
2.12 

Stock Price 
Diluted 

Earnings 
Per Share1 High Low Close 

$0.53 S29.46 $21.44 $25.20 

0.54 27.68 23.19 27.01 

2.12 

0.54 27.09 23-38 24.84 

0.51 28-61 25.00 28.03 

~~ 

2008 
First S 30,744 S 5,980 S 3,519 S 3,461 S 0.58 S 0.57 S 41.94 S 32.95 S 38.30 
Second 30,866 6,567 3,843 3,772 0.64 0.63 40.70 32.63 33.69 
Third 31,342 5,618 3,289 3,230 0.55 0.55 33.58 27.51 27.92 
Fourth 31,076 4,898 2,477 2,404 0.41 0.41 30.65 20.90 28.50 
Annual S 124,028 S 23.063 S 13,128 S 12,867 2.17 2.16 
‘Quarterly earnings per share impacts may not add to full-year earnings per share impacts due to the difference in weighted-average common shares for the quarters versus the 
weighted-average common shares for the year. 
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Report of Management 

The consolidated financial statements have been prepared in conformity with US. generally accepted accounting principles. 
The integrity and objectivity of the data in these financial statements, including estimates and judgments relating to matters 
not concluded by year-end, are the responsibility of management, as is all other information included in the Annual Report, 
unless otherwise indicated. 

The financial statements of AT&T Inc. (AT&T) have been audited by Ernst & Young LLP, Independent Registered Public 
Accounting Firm. Management has made available to Ernst & Young LLP all of AT&T's financial records and related data, as well 
as the minutes of stockholders' and directors' meetings. Furthermore, management believes that all representations made to 
Ernst & Young LLP during its audit were valid and appropriate. 

Management maintains disclosure controls and procedures that are designed to ensure that information required to be 
disclosed by AT&T is recorded, processed, summarized, accumulated and communicated to its management, including its 
principal executive and principal financial officers, to allow timely decisions regarding required disclosure, and reported within 
the time periods specified by the Securities and Exchange Commission's rules and forms. 

Management also seeks to ensure the objectivity and integrity of its financial data by the careful selection of its managers, by 
organizational arrangements that provide an appropriate division of responsibility and by communication programs aimed at 
ensuring that its policies, standards and managerial authorities are understood throughout the organization. 

The Audit Committee of the Board of Directors meets periodically with management, the internal auditors and the 
independent auditors to review the manner in which they are performing their respective responsibilities and to discuss 
auditing, internal accounting controls and financial reporting matters. Both the internal auditors and the independent 
auditors periodically meet alone with the Audit Committee and have access to the Audit Committee at any time. 

Assessment of Internal Control 
The management of AT&T is responsible for establishing and maintaining adequate internal control over financial reporting, as 
defined in Rule 13a-l5(f) or 15d-l5(f) under the Securities Exchange Act of 1934. AT&T's internal control system was 
designed to provide reasonable assurance to the company's management and Board of Directors regarding the preparation and 
fair presentation of published financial statements. 

AT&T management assessed the effectiveness of the company's internal control over financial reporting as of 
December 31, 2009. In making this assessment, it used the criteria set forth by the Committee of Sponsoring 
Organizations of the Treadway Commission (COSO) in Internal Control - Integrated Framework. Based on its assessment, AT&T 
management believes that, as of December 31, 2009, the Company's internal control over financial reporting is effective 
based on those criteria. 

Annual Report, has issued an attestation report on the company's internal control over financial reporting. 
Ernst & Young LLP, the independent registered public accounting firm that audited the financial statements included in this 

Randall Stephenson 
Chairman of the Board, 
Chief Executive Officer and President 

Richard G. Lindner 
Senior Executive Vice President and 
Chief Financial Officer 

4 
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Report of Independent Registered Public Accounting Firm 

The Board of Directors and Stockholders 
AT&T Inc. 

We have audited the accompanying consolidated balance sheets of AT&T Inc. (the Company) as of December 31, 2009 and 
2008, and the related consolidated statements of income, stockholders' equity, and cash flows for each of the three years in 
the period ended December 31, 2009. These financial statements are the responsibility of the Company's management. Our 
responsibility is to express an opinion on these financial statements based on our audits. 

We conducted our audits in accordance with the standards of the Public Company Accounting Oversight Board (United 
States). Those standards require that we plan and perform the audit to obtain reasonable assurance about whether the 
financial statements are free of material misstatement. An audit includes examining, on a test basis, evidence supporting the 
amounts and disclosures in the financial statements. An audit also includes assessing the accounting principles used and 
significant estimates made by management, as well as evaluating the overall financial statement presentation. We believe that 
our audits provide a reasonable basis for our opinion. 

In our opinion, the financial statements referred to above present fairly, in all material respects, the consolidated financial 
position of the Company at December 31, 2009 and 2008, and the Consolidated results of its operations and its cash flows for 
each of the three years in the period ended December 31, 2009, in conformity with U.S. generally accepted accounting principles. 

As discussed in Note 1 to the consolidated financial statements, in 2009 the Company changed its presentation of 
noncontrolling interests with the adoption of FASB statement No. 160, Noncontrolling Interests in Consolidated Financial 
Statements, an amendment to ARB No. 51, (codified in FASB Accounting Standards Codification (ASC) Topic 810, Consolidation) 
effective January 1, 2009. 

We also have audited, in accordance with the standards of the Public Company Accounting Oversight Board (United States), 
the Company's internal control over financial reporting as of December 31, 2009, based on criteria established in Internal 
Control-Integrated Framework issued by the Committee of Sponsoring Organizations of the Treadway Commission and our 
report dated February 25, 2010 expressed an unqualified opinion thereon. 

Dallas, Texas - February 25, 2010 
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Report of Independent Registered Public Accounting Firm on Internal Control over Financial Reporting 

The Board of Directors and Stockholders 
AT&T Inc. 

We have audited AT&T Inc.'s (the Company) internal control over financial reporting as of December 31, 2009, based on 
criteria established in Internal Control-Integrated Framework issued by the Committee of Sponsoring Organizations of the 
Treadway Commission (the COSO criteria). The Company's management is  responsible for maintaining effective internal 
control over financial reporting, and for its assessment of the effectiveness of internal control over financial reporting included 
in the accompanying Report of Management. Our responsibility is to express an opinion on the company's internal control 
over financial reporting based on our audit. 

We conducted our audit in accordance with the standards of the Public Company Accounting Oversight Board (United 
States). Those standards require that we plan and perform the audit to obtain reasonable assurance about whether effective 
internal control over financial reporting was maintained in all material respects. Our audit included obtaining an understanding 
of internal control over financial reporting, assessing the risk that a material weakness exists, testing and evaluating the 
design and operating effectiveness of internal control based on the assessed risk, and performing such other procedures as 
we considered necessary in the circumstances. We believe that our audit provides a reasonable basis for our opinion. 

A company's internal control over financial reporting is a process designed to provide reasonable assurance regarding the 
reliability of financial reporting and the preparation of financial statements for external purposes in accordance with generally 
accepted accounting principles. A company's internal control over financial reporting includes those policies and procedures 
that (1) pertain to the maintenance of records that, in reasonable detail, accurately and fairly reflect the transactions and 
dispositions of the assets of the company; (2) provide reasonable assurance that transactions are recorded as necessary to 
permit preparation of financial statements in accordance with generally accepted accounting principles, and that receipts and 
expenditures of the company are being made only in accordance with authorizations of management and directors of the 
company; and (3) provide reasonable assurance regarding prevention or timely detection of unauthorized acquisition, use or 
disposition of the company's assets that could have a material effect on the financial statements. 

Because of its inherent limitations, internal control over financial reporting may not prevent or detect misstatements. Also, 
projections of any evaluation of effectiveness to future periods are subject to the risk that controls may become inadequate 
because of changes in conditions, or that the degree of compliance with the policies or procedures may deteriorate. 

In our opinion, the Company maintained, in all material respects, effective internal control over financial reporting as of 

We also have audited, in accordance with the standards of the Public Company Accounting Oversight Board (United States), 
December 31, 2009, based on the COSO criteria. 4 

the consolidated balance sheets of the Company as of December 31, 2009 and 2008, and the related consolidated 
statements of income, stockholders' equity, and cash flows for each of the three years in the period ended December 31, 2009 
and our report dated February 25, 2010 expressed an unqualified opinion thereon. 

Dallas, Texas 
February 25, 2010 
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AT&T Inc. Board of Directors 

.- 
Randall L. Stephenson, 49 i4) 

Chairman of the Board, 

Chief Executive Officer and President 

AT&T Inc. 

Dallas, Texas 

Director since 2005 

Background: Telecommunications 

Jon C. Madonna, 66(124) 

lead Director 

Retired Chairman and 

Chief Executive Officer 

KPMG 

Director since 2005 

AT&T Corp. Director 2002-2005 

Background: Public accounting 

William F. Aldinger Ill: 62 w) 
Retired Chairman and 

Chief Executive Officer 

Capmark Financial Group Inc. 

Director since 2005 

AT&T Corp Director 2003-2005 

Background Financial services 
n 

Gilbert F. Amelio, Ph.D., 67 i 4 6 7 1  

Senior Partner 

Sienna Ventures 

Director since 2001 

Advisory Director 1997-2001 

Pacific Telesis Director 1995-1997 

Background Technology, electronics engineering 

Reuben V. Anderson, 67 (4,5,7) 

Senior Partner 

Phelps Dunbar, LLP 

Director since 2006 

BellSouth Corporation 

Director 1994-2006 

Background: Law 

James H. Blanchard, 68(2461 

Retired Chairman of the Board 

and Chief Executive Officer 

Synovus Financial Corp. 

Director since 2006 

BellSouth Corporation Director 1994-2006 

DellSouth Telecommunications 

Director 1988-1994 
,rr, 

E3ackground. Financial services 

August A. Busch Ill,” 72 (2.3.41 

Retired Chairman of the Board 

Anheuser-Busch Companies, Inc. 

Director since 1983 

Southwestern Bell Telephone 

Director 1980-1983 

Background: Brewing, family entertainment, 

manufacturer of aluminum beverage containers 

Jaime Chico Pardo, 60 (1,2) 

Co-Chairman of the Board 

Telefonos de MBxico. S.A.B. de C.V. 

Director since 2008 

Background: Telecommunications, 
banking 

James P. Kelly, 66 i13) 

Retired Chairman of the Board 

and Chief Executive Officer 

United Parcel Service, Inc. 

Director since 2006 
BellSouth Corporation Director 2000-2006 

Background Air delivery and freight services 

Lynn M. Martin, 70 13s1 

President 

The Martin Hall Group, LLC 

Director since 1999 

Ameritech Director 1993-1999 

Background: Consulting, former 

Congresswoman and U.S. Secretary of Labor 

John B. McCoy, 66 ( 3 4 5 1  

Retired Chairman and 

Chief Executive Officer 

Bank One Corporation 

Director since 1999 
Ameritech Director 1991-1999 

Background: Banking 

Mary S. Metz,’ Ph.D., 72 (3.7) 

Chair Emerita of the Board of Trustees 

American Conservatory Theater 

Director since 1997 

Pacific Telesis Director 1986-1997 

Background: Education, administration 

Joyce M. Roche, 62 (3.71 

Telecommunications 

Director 1997-1998 

Background: Marketing 

Laura D’Andrea Tyson, Ph.D., 62 ~1 

Director since 1999 

Ameritech Director 1997-1999 

Background: Economics, education 

Patricia P. Upton, 7 1  (6,71 

President and Chief Executive Officer 

Aromatique, Inc. 

Director since 1993 
Background: Manufacturing and 

marketing of decorative fragrances 

Committees of the Board: 

(1) Audit 

(2) Corporate Development 

(3) Corporate Governance and Nominating 
(4) Executive 

( 5 )  Finance/Pension 

(6) Human Resources 

(7) Public Policy 
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Senior Officers of AT&T Inc. and its Affiliates 

Randall Stephenson, 49 

Chairman, Chief Executive Officer 

and President 

Jim Cicconi, 57 

Senior Executive Vice President- 

External and Legislative Affairs 

AT&T Services, Inc. 

Rick Lindner, 55 

Senior Executive Vice President 

and Chief Financial Officer 

4 John Stankey, 47 
President and Chief Executive Officer 

AT&T Operations. Inc. 

Bill Blase Jr., 54 

Senior Executive Vice President- 

Human Resources 

Cathy Coughlin, 52 

Senior Executive Vice President 

and Global Marketing Officer 

Jim Callaway, 63 

Senior Executive Vice President- 

Executive Operations 

Ralph de la Vega, 58 

President and Chief Executive Officer 

AT&T Mobility and Consumer Markets 

Forrest Miller, 57 

Group President- 

Corporate Strategy and Development 

Ron Spears, 6 1  

President and Chief Executive Officer 

AT&T Business Solutions 

Wayne Watts. 56 

Senior Executive Vice President 

and General Counsel 

Ray Wilkins Jr., 58 

Chief Executive Officer- 

AT&T Diversified Businesses 
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Stockholder Information 

r' 

f" 

Toll-Free Stockholder Hotline 
Call us at 1-800-351-7221 between 8 a.m. 

and 7 p.m. Central time, Monday through 

Friday (TDD 1-888-403-9700) for help with: 

Account inquiries 

Requests for assistance, including 

Information on The DirectSERVICETM 

stock transfers 

Investment Program for Stockholders 

of AT&T Inc. (sponsored and administered 

by Computershare Trust Company, N.A.) 

Written Stockholder Requests 
Please mail al l  account inquiries 

and other requests for assistance 

regarding your stock ownership to: 

AT&T Inc. 

c/o Computershare Trust Company, N.A. 

P.O. Box 43078 
Providence, RI 02940-3078 

You may also reach the 

transfer agent for AT&T Inc. 

at att@computershare.com 

or visit the Web site at 

www.comDutershare.com/att. 

DirectSERVlCE Investment Program 
The DirectSERVlCE Investment Program 

for Stockholders of AT&T Inc. is sponsored 

and administered by Computershare 

Trust Company, N.A. The program allows 

current stockholders to  reinvest dividends, 

purchase additional AT&T Inc. stock or 

enroll in an individual retirement account. 

For more information, call 1-800-351-7221. 

Stock Trading Information 
AT&T Inc. is listed on the 

New York Stock Exchange. 

Ticker symbol: T 

Information on the Internet 
Information about AT&T Inc. is available 

on the Internet at www.att.com. 

Annual Meeting 
The annual meeting of stockholders 

wil l  be held at 9 a.m. Eastern time 

Friday, April 30, 2010, at: 

The Chattanoogan Hotel 

1201 S. Broad St. 

Chattanooga, TN 37402 

@ Printed on recycled paper 

SEC Filings 
AT&T Inc.'s U.S. Securities and 

Exchange Commission filings, including 

the latest 10-K and proxy statement, 

are available on our Web site at 

www.att.com/investor.relations. 

Investor Relations 
Securities analysts and other members 

of the professional financial community 

may call the Investor Relations staff 

as listed on our Web site at 

www.att.com/investor.relations. 

Independent Auditor 
Ernst & Young LLP 

2323 Victory Ave. 

Suite 2000 

Dallas, TX 75219 

Corporate Offices and 
Non-Stockholder Inquiries 
AT&T Inc. 

208 S. Akard St. 

Dallas, TX 75202 
2 10-82 1-4 10 5 

c 2010 AT&T Intellectual Property Al l  rights reserved. AT&T, the AT&T Logo and al l  other marks contained herein are trademarks of AT&T Intellectual 
Property and/or AT&T affiliated companies. 

All brands, product names, company names, trademarks and service marks are the properties of their respective owners. 

Real-world speeds experienced wil l  be less and depend on location and environment. 

IAT&T U-verse received the highest numerical score among television service providers in the South and West in the proprietary J.D Power and Associates 
2008-2009 Residential Television Service Satisfaction StudiesSM. 2009 study based on 28,118 total responses from measuring providers in the South (13) 
and West (10) regions and measures consumer satlsfaction with television service. Proprietary study results are based on experiences and perceptions of 
consumers surveyed in January, March and June 2009 Your experiences may vary. Visit jdpower.com. 

Number of applications available depends on device 

Largest Wi-Fi network claim based on non-municipal company-owned and -operated hotspots A Wi-FI enabled device required. Other restrictions apply 
See www attwifi.com for additional services. details and locations 

AB1 Research, Dec 2009 

'The BlackBerry and RIM families of related marks, images and symbols are the exclusive properties and trademarks of Research In Motion Limited 

'The Gartner Magic Quadrants are copyrighted 2009 by Gartner, Inc. and are reused with permission. The Magic Quadrant is a graphical representation of a 
marketplace at and for a specific time period (and not as of the date of this annual report) It depicts Gartner's analysts of how certain vendors measure against 
criteria for that marketplace, as defined by Gartner, at the specified period of time. Gartner does not endorse any vendor, product or service depicted in the 
Magic Quadrant and does not advise technology users to select only those vendors p l  in the "Leaders" quadrant. The Magic Quadrant is intended solely 
as a research tool and is not meant to be a specific guide to action Gartner disclaims all warranties, express or implied, with respect to this research, including 
any warranties of merchantability or fitness for a particular purpose Magic Quadrant for U S Telecommunications Service Providers (9/23/09); Web 
Conferencing (7/29/09); Web Hosting and Cloud System Infrastructure Services (On Demand) (1/2/09). Asia/Pacific Network Service Providers (4/24/09); 
Managed Security Services (4/16/09), and Global Network Service Providers (1/23/09). 

IDC White Paper, sponsored by AT&T, AT&T Mointoins Position os Leading Provider of Global Networks to World's largest Multinational Corporotrofls, 
Doc #220768, November 2009. 



I 





So. what will drive AT&T’s future growth 
and leadership? 

We’re 
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To AT&T Investors: 

When the communications industry looks back a t  the 
start of this decade, i t  will be marked as an inflection 
point - when mobile broadband forever changed how 
the world does business. 

Over the past few years, smartphones riding on our powerful third-generation (3G) mobile 
broadband network literally have placed the internet in the palm of America's hand. Virtually 
overnight, that has transformed how we share information, how we buy and sell things, how 
we socialize. But what's taking place now is even more profound. We're quickly moving to 4G 
mobile broadband networks, and we're layering on the power of cloud computing - a tech 
industry phrase that refers to how people can use their smartphones and other devices to 
access content and applications stored in secure remote locations. 

With this combination, customers are truly beginning to mobilize everything. Our network 
now supports a new wave of advanced mobile devices that includes tablets and a wide 
array of embedded wireless devices - from smart household appliances to  remote 
medical monitoring to  business inventory management. All of this is helping people and 
businesses communicate faster and do more than anyone ever imagined. And the most 
exciting part? We're just getting started. 

America has set the pace for the world in this new era of communications, and I'm 
proud to say that your company has led the way. A few years ago, we made the decision to 
concentrate AT&T's strategic focus on the opportunities we saw flowing from mobile broadband. 
Over just the past three years, we committed nearly $70 billion to acquire spectrum and build 
the most advanced wireless and wireline network capabilities. And on top of this network, we've 
offered customers one breakthrough device after another, along with access to a broad range of 
powerful applications that integrate their video, data and voice experience. 

CUIU deshILs Our leadership in these areas - combined with solid execution across our 
business - has driven industry-leading growth. In 2010: 

o Wireless connections on our network increased by 8.9 million, the largest annual gain 
in our history. 

0 Wireless data revenues increased 28.7 percent, the strongest growth among major 
U.S. wireless providers. 

o AT&T U-verseSM TV subscribers increased by more than 900,000, outpacing every other 
publicty reporting pay TV provider in the United States. 

AT&T Inc. 1 



Our strategic business services - led by Virtual Private Networks (VPN) and including 
things such as hosting and applications services - grew 15.8 percent. 

Our overall financial results were solid as well: Consolidated revenues improved from 
2009 levels; earnings per share grew 63.4 percent, largely due to timely sales of non- 
strategic assets and favorable resolution of income tax matters, and 10.6 percent excluding 
significant items; and cash from operations totaled $35.0 billion. 

We used that cash to invest in our operations and prepare for future growth, to further 
reduce debt, and to return $9.9 billion in dividends to stockholders. 

In December, your board of directors again increased our quarterly dividend - for the 
27th consecutive year - and authorized the repurchase of up to 300 million shares. 

These achievements round out the larger story of how your company has executed over the 
past three years - as we, like other companies, have worked through a tough economy. As we 
begin 2011, AT&T is coming out of the downturn stronger, both operationally and financially, 
than we were going in - with improving revenue trends, expanding margins and a more 
growth-oriented business. In the fourth quarter, 73 percent of our revenues came from mobility, 
wireline data and managed services, and those revenues were growing at a 9.0 percent pace. 

The foundation for this growth is a network that's more powerful 
and capable than ever. Our domestic wireless network covers more than 300 million people, 
and we provide the broadest international access of any U.S. mobile provider. Our global 
networking capabilities provide advanced connections for businesses to 182 countries. And 
on an average business day, our global backbone carries nearly 24 petabytes of data traffic - 
more than 100 times the digitized Library of Congress. 

Our network delivers breathtaking levels of connectivity and mobility. But the real power 
of this network is in all that it enables - how it speeds commerce and drives economic 
growth, how it helps people and communities reach their potential. Our network and the 
solutions that ride on it give a young student in a small-town school access to  the same 
applications and resources as her counterparts in major metropolitan areas. They give a 
small family business down the street the tools to compete with the largest companies. 
We help entrepreneurs across all sorts of industries get noticed and get to market faster. 
In all these ways and more, our network and services play an important and growing role. 

b;rowth,~Plntf~rms This network and the vision behind it form the foundation for the 
three core growth platforms that are shaping AT&T's future: 

o Mobile broadband, where we've led the way in growth and network capabilities. 

0 Advanced business solutions that combine mobile broadband, cloud capabilities and 
applications to help businesses mobilize everything and transform their operations. 

o AT&T U-verse, our advanced platform for integrated next-generation TV, voice and 
broadband services. 
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Mobile broadband is  where we've invested most aggressively. Today we have the United 
States' fastest mobile broadband network, based on independent tests. And we've expanded 
its reach through access to more than 24,000 Wi-Fi hotspots nationwide, the most of any 
U.S. provider. Now we're on a quick, steady path to deliver the best 4G capabilities - faster 
speeds, more capacity and greater functionality. 

We've also consistently led in providing cutting-edge mobile devices and mobile applications. 
To spur future growth in these areas, we're finding new ways to  open our network to 
developers, including the launch of three innovation centers - one near Dallas, another in 
Silicon Valley and a third in Israel. 

And as we take these mobile broadband capabilities to the world of business and combine 
them with our premier VPN capabilities and our cloud investments, we're creating a new 
generation of opportunities for business customers. Using our network and our solutions, 
companies arm their employees with seamless access to applications and data, whether 
they are in the office, at home or on the move around the globe. The result is  faster 
decision-making, quicker response times and improved productivity. 

In some cases, our advanced solutions can help transform entire business models - 
helping enterprises rethink everything from marketing to customer service to inventory 
management. We also have promising industry-specific opportunities - in health care, 
for example, where our network can help improve service delivery through wireless patient 
monitoring, high-quality video links for remote diagnostics, and more. We've committed 
some of our best talent and substantial resources to accelerate our progress in these areas. 

Our third major growth platform is AT&T U-verse, an integrated set of services - 
high-quality TV with unique features and functionality, high speed Internet, and voice - 

AT&T Inc. 3 
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AT&T Executive Leadership Team 

atts, Senior Executivevice President and General Counsel; JimCicconi, Senior 
Executive Vice President-External and Legislative Affairs, AT&T Services, Inc.; Ray Wilkins Jr., Chief 
Executive Officer-AT&T Diversified Businesses; Randall Stephenson, Chairman, Chief Executive 
Officer and President; Ron Spears, Senior Executive Vice President-Executive Operations; 
John Stankey, President and Chief ExecutiveOfficer, AT&TBusiness Solutions; Cathy Coughlin, Senior 
Executive Vice President and Global Marketing Officer; Bill Blase Jr., Senior Executive Vice President- 
Human Resources; Forrest Miller. Group President-Corporate Strategy and Development; 
Ralph de la Vega, President and Chief Executive Officer, AT&T Mobility and Consumer Markets; 
Rick Lindner, Senior Executivevice President and Chief Financial Officer. 

a l l  delivered over an advanced Internet Protocol network. We've already deployed this 
network to  more than 27 million living units, and our subscriber base is now more than 
3 mill ion - almost a l l  of  them added in the past three years. AT&T U-verse TV ranks 
Highest in Residential Television Service Satisfaction in the North Central, South and West 
Regions, according to  the J.D. Power and Associates 2010 Residential Television Service 
Provider Satisfaction StudySM.I 

All three of these platforms are still early in their development, which means that our 
top priority over the next few years is  t o  accelerate their growth. 

Increasingly, we'll also focus on the potential t o  deliver services across networks and 
platforms t o  make things simple and seamless for customers as they access content 
of a l l  kinds - video, data and applications - without giving a thought to  whether they 
happen to  be on a wired or wireless network. We're uniquely positioned to make this kind 
of cross-platform access a reality. In fact, we've already started to  move in that direction 
with services like U-verse Mobile, which lets customers download and watch video content 
on their wireless devices. 
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AT&T also has led the way in wireless connectivity for nontraditional devices and applications - 
everything from eReaders to  personal navigation devices to  home security monitoring. 
Businesses, too, are using mobile broadband connectivity for a host of functions, including 
location-based advertising, automated meter reading and logistics management. We already 
have more than 9 million of these connected devices on our network, a total that nearly 
doubled in 2010. We expect that very soon every machine and appliance we have in our 
homes and our businesses will operate better and more intelligently with wireless connectivity. 

n?2 IK, E In all of these areas, AT&T has 
a rich history of investment and new service development. But the amount of innovation 
taking place in our industry is unprecedented; it's more comprehensive and moving more 
quickly than anything I've seen in my lifetime. So, it's an exciting time for customers and for 
our company, and I believe the future of the communications industry has never been more 
promising. Your company is providing leadership to speed its development. 

That's why we encourage policymakers to strengthen the climate for investment across our 
industry through smart tax policy and light-touch regulation. It's also why we work with 
governmental authorities and others to  free up more of the quality wireless spectrum that 
is the invisible lifeblood of sustained innovation and growth. 

And it's why we've created and funded AT&T Aspire, a $100 million initiative to support proven 
programs that can improve educational outcomes with particular focus on our country's high 
school drop-out crisis. This is an investment in developing the educated workforce that is 
critical for our company's continued progress and our nation's future prosperity. 

In the following pages, you'll read examples of what our Network of Possibilities means 
for the way real people live and work. There's a thread that runs through their stories: 
The future is now. And no one is better positioned than AT&T to deliver that future and 
make the impossible possible. 

It's an honor for me to  lead a company whose services have such a powerful and positive 
impact on people, communities and economic growth. And I am very proud of AT&T's 
267,000 employees around the world, whose dedication and hard work bring the benefits 
of technology and innovation to  life for customers. 

On their behalf, I extend my sincere thanks to you, our stockholders, for your confidence 
and support. 

Sincerely, 

Randall Stephen5Qn 
Chairman, Chief Executive Officer and President 

Februarv 11,2011 
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KIRSEN GLOBAL SECURITY 
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"AT&T has supported Kirsen ever since we 
created our first container monitoring 

nearly a decade ago." 
n Bogatu, Ph.D., Co-Founder, Kirsen Global Security 

0 Y L L L . -  uL_uI , L Y  Lvery year, companies use hundreds of millions of shipping containers 
to move products around the world by boat, truck and rail. Whatever the contents - 
from pharmaceuticals to  electronics to  food products - those companies and their 
logistics providers need to know where their containers are at any given time. 

But often they need to  know much more than that. Was the container opened? What's 
the temperature or humidity inside? What levels of force are the contents exposed to? 

"That's where Kirsen Global Security adds significant value for our customers - leading 
transportation providers like DB Schenker, for which we developed the DB Schenkersrnartbox 
solution - and for their customers, manufacturers around the globe," says the company's 
co-founder, Christian Bogatu, Ph.D. "Over the past decade, we've collaborated with AT&T to 
develop and refine this small but powerful device that can monitor all of that information 
and more and transmit it virtually anywhere in the world, at any time of day." 

The data these devices provide can make a big difference. Monitoring these containers 
can allow an electronics manufacturer, for example, to  significantly decrease its safety 
stock, while also lowering i t s  insurance premiums. 

Kirsen collaborated with AT&T on the Container Monitoring System, which relies on AT&T's 
GSM-based wireless networking and international data capabilities. Because AT&T's wireless 
network operates on the global standard, containers can be monitored wirelessly, virtually 
anywhere. And, of course, the AT&T global network is there when needed - providing the 
reliable, highly secure data communications Kirsen's customers demand. e o o o o o o  
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"I love the freedom that comes from 
being connected to family and 

business nearly everywhere I go!" 
-Jim Olvera, Photographer 

Better Connected Since Jim Olvera set up shop 18 years ago, the digital revolution has 
transformed the photography industry _.. and his business. About four years ago, Jim 
realized he can work from any place that's connected. And because he's with AT&T, that's 
just about anywhere. 

Jim moved his office into his home, where AT&T U-verse High Speed Internet enables 
him to maintain Web galleries for clients and manage his business, all online. 

"The beauty of working from home is more time with my family - although my daughter, 
Caroline, might disagree!" says Jim. In their downtime, Jim and his wife, Vicki, catch up on 
their favorite shows. They love the great signal quality and access to HD shows they get 
with U-verse TV. Of course, like most families, they're so busy that they give their DVR a real 
workout. The Olveras are a close family, so they also use their U-verse Internet connection to 
video chat with their older daughter, Katherine, who's studying in Italy. 

Jim's AT&T smartphone keeps him just as connected on the road. "If I meet potential clients, 
I just whip out my phone to show them my portfolio," he says. And access to mobile apps - 
such as the app that tracks the path of the sun so Jim can get the best light for a photo - 
helps him work smarter. 

Jim also likes that he can reach potential new customers with a listing on AT&T's YP.comSM, 
which helps consumers find local businesses from a PC or a mobile device via YPmobile? 

o a o o o o o  
Jim is a great example of what's possible when AT&T connects you at home or away. 

AT&T Inc. 11 





TRlMBLE OUTDDORS 
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Tempe, Arizona 

f l  

"We're proud to see our GPS technology 
helping people enjoy the great outdoors and 

c u I t  i va t e a c t i ve, h ea I t  h y I if est y I e s . " 
- Larry Fox, Director of Business Development, Trimble Outdoors 

0 BctterTraekcd Trimble Navigation Ltd. has a long track record of using GPS technology to 
increase efficiencies in the agriculture, engineering and construction industries. Several years 
ago, Trimble's leaders asked a question: Could they apply that same technology to their love 
of the outdoors and desire for an active lifestyle? And the answer was Trimble Outdoors. 

The Trimble Outdoors vision was born at about the same time that AT&T formed its own vision 
of how mobile data communications could dramatically expand the capabilities of mobile 
devices well beyond simply making phone calls. The result has been a strong relationship, 
reinforced by AT&T's open and collaborative approach to working with developers. 

"Our colleagues at AT&T were willing to invest the time and resources to help us realize 
our vision," says Larry Fox, director of business development at Trimble Outdoors. "And 
they've offered more than dedicated product management resources to help us deploy 
our apps on wireless devices. They've also worked with us to  launch our products, raise 
awareness and mature our business strategy." 

The outcome of this collaboration is a suite of mobile applications - Trimble OutdoorsTM, 
AllSport GPS and Geocache NavigatorTM - that enables athletes and outdoor enthusiasts 
not only to find their way while out on the trail but also to document trips, share photos 
and video, and even track workouts and calories burned. 

AT&T's collaboration with Trimble is  just one example of how AT&T is imagining new 
possibilities and collaborating with developers to bring fresh capabilities to wireless devices. 

o o e o o o o  
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U.S. OLYMPIC COMMITTEE 
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f l  

“AT&T Synaptic Hosting lets us handle peaks and 
valleys - and explore ways to make the Olympic 

Movement more relevant to  audiences.” 
- Trevor Miller, Managing Director of Information Technology, USQC 

As the steward of the Olympic Movement in the United States, part of the 
U.S. Olympic Committee‘s (USOC) mission involves training, entering and underwriting the full 
expenses for the U.S. teams in the Olympic, Paralympic, Pan American and Parapan American 
Games. When the organization faced a challenge - increased demand for high-bandwidth 
content on its website, teamusa.org - the USOC turned to AT&T. 

The cyclical nature of the Olympic Games drives strong surges in demand for content, 
particularly every two years. Traffic to teamusa.org spikes in the months around the Games, 
as people worldwide look for information on Team USA and seek in-depth reporting on the 
U.S. Olympic Team Trials and the Olympic and Paralympic Games. At the same time, the 
USOC is adding content, such as photo galleries, video and interactive media, that requires 
additional bandwidth and capacity. 

“The website is critical; it‘s how we talk to  our constituents and our fan base,“ says Trevor 
Miller, managing director of information technology for the USOC. But building an in-house 
system to handle peak demand levels and ensure sufficient bandwidth to deliver interactive 
content would have been inefficient and expensive to manage during down cycles. 

AT&T Synaptic Hosting provides a Web hosting solution that expands and contracts based on 
the amount of traffic to the website. When traffic rises, the USOC gets additional bandwidth 
and capacity without needing to install additional hardware. And when demand slows down, 
the USOC isn’t required to pay for more capacity than it needs - a critical benefit for the 
nonprofit organization. 

Of course, the real benefit for the USOC is the ability to focus on supporting U.S. Olympic 
and Paralympic athletes, rather than its IT infrastructure. ”What’s the best use of our time 
and resources - running a network or supporting our athletes?” asks Miller. “AT&T Synaptic 
Hosting was the clear choice.” 

0 0 0 . 0 0 0  
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MELISSA GALVAN 

ET, New Yark 
V 

"I have a million things to do every day, so I need 
my BlackBerry Torch to stay on top of it all." 

- Melissa Galvan, College Student 

0 =ram posting photos on Facebook to  keeping up with current events via 
CNN Mobile .._ from online banking to managing her to-do list, student Melissa Galvan's 
BlackBerry Torch smartphone keeps her hectic life on track without letting anything fall 
through the cracks. 

Exclusive to AT&T in the U.S., the BlackBerry Torch is the best BlackBerry smartphone yet. 
When she's on the go, Melissa gets local information from apps to help her find the lowest 
prices on gas and navigate around traffic jams so she's always on time for class. When she 
has free time, she makes plans with up to 10 friends at once using the smartphone's "reply 
all" messaging. And when they all want to check out a new restaurant, the AT&T-designed 
Locations service allows her to send her friends a map. 

Of course, the BlackBerry Torch also makes calls ... but because Melissa knows the dangers 
of distracted driving, she always uses a Bluetooth@ headset for a quick check-in with 
her parents or a full-fledged gossip session with her best friend.* And on AT&T's mobile 
broadband network, she can talk on the phone and use mobile apps at the same time. 

"Even if it's just to  know whether to take an umbrella when I leave the house, I depend 
on my phone," says Melissa. That's why she and millions like her who rely on mobile 
broadband connectivity are driving the next wave of growth in the wireless industry. 

0 0 0 0 . 0 0  
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"With AT&T's reputation for innovation 
and investment in health care solutions, 

collaborating with them was a no-brainer." 
- Ryan Sysko, Founder and CEO, WellDoc 

0 Be€twWeaPth AT&T is joining with developers and health care providers to  develop 
solutions that combine mobility technologies, devices, connectivity and applications 
to  drive down medical costs and help patients live longer, better lives. 

A case in point: the mHealth Solution from AT&T and WellDoc? Recognizing that nearly no 
one leaves home without a wireless device, AT&T is creating an end-to-end solution around 
a cutting-edge mobile application to help people with diabetes better track, monitor and 
manage their disease. The mHealth Solution allows patients to  enter information, including 
blood sugar readings, into a wireless application that provides instant feedback and specific 
guidance, based on clinical algorithms. With real-time data upload, doctors and nurses can 
provide better, more timely support for patients, which not only has the potential to lower 
costs of care but, more important, helps caregivers target patients who need the most help. 
AT&T, working with WellDoc, is initiating the product with a select group of AT&T employees 
with diabetes in early 2011 and then rolling it out to other corporations. 

Or consider the Heartrak ECAT (External Cardiac Ambulatory Telemetry) solution from Mednet 
Healthcare Technologies Inc. AT&T provides the wireless connectivity to transmit data directly 
from the heart monitor to  Mednet. And because patients are mobile, they can wear the 
monitor for up to 30 days, giving doctors more and better diagnostic data. 

Patients' failure to take their medication as prescribed can have deadly consequences. But 
imagine a world where pill bottles remind patients when they've missed a scheduled dose. With 
Vitality GlowCaps, the AT&T network relays adherence data based on the times a pill bottle is 
opened so that Vitality can send patients visual and audio reminders to take their medication. 0 0  

AT&T is collaborating with these - and many other - organizations to improve patient care. 
And the company is excited about the growth opportunities in the mobile health arena. 

AT&T Inc. 19 
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SANJAY MACWAN 

Palo Alto, Califwn 
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"AT&T's collaborative approach has increased 
the velocity of innovation for Sencha and 

opened doors to  new opportunities." 
- Michael Mullany, VP Products, Sencha 

1 AT&T is proud of its history of innovation. The company has won eight 
Nobel Prizes through the years and earned more than 1,000 patents in 2010 alone. But 
Sanjay Macwan's job in 2010 was to take AT&T's innovation program to the next level. 

"We have six labs and more than 1,100 of the world's best scientists," says Sanjay, assistant 
vice president, Technology and Innovation at AT&T. "But we knew we could be better at 
collaborating with the developers in Silicon Valley and around the world who are transforming 
our industry." So, Sanjay started the year on a "listening tour" with venture capitalists (VCs), 
asking them how AT&T could better engage with startups. 

Based on their input, AT&T developed a collaborative program that includes "fast-pitch" 
sessions - a kind of tech innovation speed-dating - to evaluate ideas. AT&T also created 
innovation centers to bring together all the resources needed to fast-track projects to market. 
And AT&T moved quickly to open its network to developers in unprecedented ways, giving 
them easy access to network capabilities, better development tools and virtual network 
environments where they can experiment. 

AT&T has opened innovation centers in California, Texas and Israel and, in 2010, engaged 
more than 150 developers through fast-pitch evaluations. In 2011, the company is on track 
to increase the number of pitches to 400. 

"The VCs and startups tell us they're happy with the results," says Sanjay. "And I'm proud 
that all developers who participate in our fast-pitch program - even if not chosen for a 
project - get valuable, actionable feedback. We're committed to  bringing value to this 
critical part of the ecosystem." 

AT&T Inc. 21 
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Solid Financial Performance 
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$23mOB 

V - $3.35 
2010 AT&T earnings per 

diluted share increased 

63.4 percent (10.6 percent 

excl ud i ng sign if ican t 

items) over 2009. 

V 

$35.08 

Full-Year 2010 Customer Revenue Mix 
In the fourth quarter of 2010, AT&T's growth platforms - wireless, wireline 
data and managed services - represented 73 percent of revenues and 
combined grew 9 0 percent year over year 

47% Wireless 

Solutions/Other L l  

25% Wireline Data/ 
Managed Services 

V 

Dividends Paid 
Dividends paid in 2010 totaled $9 9 billion AT&T is the only major U S telecom 
company t o  have increased its quarterly dividend for 27 consecutive years. 

Pw Sham -r' 

2009 $1.65 

2010 $1.69 



Focus on Growth  Platforms 

V f v 

Wireless Connections 

AT&T added 8 9 million wireless 
connections (excluding mergers and 
acquisitions) in 2010, the company's 
best-ever annual total 

Connected Devices 
on AT&T's Network 

Strategic Business 
Services Revenues 
Strategic businessservices revenues - 
from AT&T's most advanced business 
solutions - grew15 8 percent in 2010, 
continuing their strong growth 

AT&Tleads the industryinconnected devicessuch 
as eReaders, global positioning systems, security 
systems and a host of other emerging products 

2010 
- 
201 0 
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Selected Financial and Operating Data 
Dollars in millions except per share amounts 

At December 3 1  or for the year ended: 2010 20091 200W 2007l  2006',* d 
As Adjusted . .. 

Financial Data 

Operating revenues $124.280 $122,513 $123.443 5118.322 S 62,518 
Operating expenses $104.707 $101,513 $125,133 S 89,181 S 44,521 
Operating income (Loss) $ 19,573 S 21,000 S (1,690) S 29,141 S 17,997 
Interest expense S 2,994 S 3,368 S 3,369 S 3,460 S 1,800 
Equity in net income of affiliates S 762 s 734 S 819 $ 692 S 2,043 
Other income (expense) - net $ 897 S 152 S (332) S 814 S 398 
Income tax expense (benefit) $ (1,162) S 6,091 S (2,210) S 9,917 S 6,088 
Net Income (Loss) S 20,179 $ 12,447 S (2,364) S 17,228 S 12,547 

Noncontrolling Interest S (315) S (309) S (261) S (196) S (5) 
S 12,542 

Less: Net Income Attributable to 

Net Income (Loss) Attributable to AT&T S 19.864 S 12,138 S (2,625) S 17,032 
Earnings (Loss) Per Common Share: 

Net Income (Loss) Attributable to AT&T S 3.36 S 2.06 S (0.44) S 2.78 S 3.23 
Earnings (Loss) Per Common Share - Assuming Dilution: 

Net Income (Loss) Attributable to AT&T S 3.35 S 2.05 S (0.44) S 2.76 S 3.22 
5270,118 Total assets ~268.488 $268,312 $264,700 S 2 7 4.95 1 

Long-term debt s 58,971 S 64,720 S 60,872 S 57,253 S 50,062 
Total debt S 66,167 S 72,081 S 74,990 S 64.112 S 59,795 
Construction and capital expenditures 5 20,302 S 17,294 S 20,290 S 17,831 S 8,337 
Dividends declared per common share S 1.69 S 1.65 S 1.61 S 1.47 S 1.35 
Book value per common share s 18-94 S 17.28 S 16.35 S 19.07 S 18.52 
Ratio of earnings to fixed charges6 4.52 4.42 - 6.95 8.67 
Debt ratio 37.1% 41.4% 43.8% 35.7% 34.1% 
Weighted average common shares 

outstanding (000,000) 5,913 5,900 5,927 6,127 3,882 
Weighted average common shares 

outstanding with dilution (000,000) 5.938 5,924 5,958 6,170 3,902 
End of period common shares outstanding (000,000) 5,911 5,902 5,893 6,044 6,239 
Operating Data 
Wireless connections (000)3 95,536 85,120 77,009 70,052 60,962 
In-region network access lines in service (000) 43,678 49,392 55,610 61,582 66,469 
Broadband connections (OOO)4.5 17,755 17,254 16,265 14,802 12,170 

304,180 Number of employees 266,590 282,720 302,660 309,050 
'Financial data for 2006 - 2009 has been adjusted to reflect our voluntary change in accounting for pension and postretirement benefits. See Note 1 to consolidated financial 
statements. 

20ur 2006 income statement amounts reflect results from BellSouth Corporation (BellSouth) and AT&T Mobility LLC (AT&T Mobility). formerly Cingular Wireless LLC, for the two 
days following the December 29, 2006 acquisition. Our 2006 balance sheet and end-of-year metrics include 100% of BellSouth and AT&T Mobility. Prior to the December 29, 2006 
BellSouth acquisition, AT&T Mobility was a joint venture in which we owned 60% and was accounted for under the equity method, 

3The number presented represents 100% of AT&T Mobility cellular/PCS customers. 
4Broadband connections include in-region DSL lines, in-region U-verse High Speed Internet access, satellite broadband and 3G Laptopconnect cards. 
'Prior-period amounts restated to conform to current period reporting methodology. 
6Earnings were not sufficient to cover fixed charges in 2008. The deficit was $943. 



Management's Discussion and Analysis of Financial Condition and Results of Operations 
Dollars in millions except per share amounts 

For ease of reading, AT&T Inc. is referred to as "we," "us," "AT&T" or the "Company" throughout this document, and the names of 
the particular subsidiaries and affiliates providing the services generally have been omitted. AT&T is a holding company whose 
subsidiaries and affiliates operate in the communications services industry both in the United States and internationally, providing 
wireless and wireline telecommunications services and equipment as well as directory advertising and publishing services. 
You should read this discussion in conjunction with the consolidated financial statements and accompanying notes. A reference 
to a "Note" in this section refers to the accompanying Notes to Consolidated Financial Statements. In the tables throughout this 
section, percentage increases and decreases that equal or exceed 100% are not considered meaningful and are denoted with a dash. 

RESULTS OF OPERATIONS 
Consolidated Results Our financial results are summarized in the table below. We then discuss factors affecting our overall 
results for the past three years. These factors are discussed in more detail in our "Segment Results" section. We also discuss 
our expected revenue and expense trends for 2011 in the "Operating Environment and Trends of the Business" section. 

2010 2009 2008 

Operating Revenues 5124,280 5122,513 5123,443 
Operating expenses 

Cost of services and sales 52,263 50,571 56,688 
Selling, general and administrative 33,065 31,427 48,772 
Deoreciation and amortization 19,379 19,515 19,673 

Total Operating Expenses 104,707 101,513 125,133 
ODeratina Income (Loss) 19,573 21,000 (1,690) 
interest expense 
Equity in net income of affiliates 
Other income (exoense) - net 

2,994 3,368 3,369 
762 734 819 
897 152 (332) 

Percent Change 
2010 VS. 2009 vs. 

2009 2008 

1.4% 

3.3 
5.2 
(0.7) 
3.1 
(6.8) 
(11.1) 
3.8 

Income (loss) from continuing operations before income taxes 18,238 18,518 (4,572) (1.5) 
Income (loss) from continuing operations 19,400 12,427 (2,362) 56.1 
Net Income (Loss) Attributable to AT&T 

- 

!j 19,864 $ 12,138 $ (2,625) 63.7% - 

OVERVIEW 

Operating income decreased $1,427, or 6.8%. in 2010 and 
increased $22,690 in 2009. Our operating income margin was 
15.7% in 2010, down from 17.1% in 2009 and up from (1.41% 
in 2008. Operating income includes actuarial losses related to 
pension and postretirement benefit plans, which were non- 
cash losses of $2,521 in 2010, $215 in 2009 and $25,150 in 
2008 (see Note 11). Excluding the impacts of these actuarial 
losses, operating income in 2010 reflected growth in wireless 
service revenue, driven mostly by our subscriber growth and 
growth in wireless data revenue, along with an increase in 
wireline data revenue resulting from growth in Internet 
Protocol (IP) data revenue, partially offset by the continuing 
decline in voice and print directory advertising revenue. 
Excluding the variance in actuarial losses in 2009 as 
compared to 2008, operating income in 2009 decreased 
primarily due to the decline in voice revenues and directory 
print advertising and the higher cost of equipment sales. 

In January 2011, we announced a change in our method of 
recognizing actuarial gains and losses for pension and other 
postretirement benefits for all benefit plans. As part of this 
change, we have elected to immediately recognize the 
non-cash actuarial gains and losses in our operating results 

(0.8)% 

(10.8) 
(35.6) 

(18.9) 
(0.8) 

- 
- 

(10.4) 
- 
- 
- 

in the year in which the gains and losses occur. The most 
significant factors contributing to actuarial gains and losses 
are actual returns on plan assets, the interest rate used to 
discount our benefit obligations and actual healthcare cost 
experience. We have applied this change retrospectively, 
adjusting all prior periods. See "Significant Accounting Policies 
and Estimates" and Note 1 for further discussion of the 
change and the impact to our operating results. 

Operating revenues increased $1,767, or 1.4%, in 2010 and 
decreased $930, or 0.8%. in 2009. Revenues in 2010 reflect 
the continued growth in wireless service revenue, driven 
mostly by our increase in average subscribers along with a 
significant increase in wireless data revenue, stemming from 
higher integrated device sales and customer usage. Adding to 
the increase, we had higher wireline data revenue largely due 
to growth in IP-related services, driven by AT&T U-verseSM 
(U-verse) subscriber growth. These increases were partially 
offset by the continuing decline in voice revenues, due to 
decreasing access lines, and a decline in print directory 
advertising revenue. The decline in 2009 reflects decreases 
in voice and directory revenue, partially offset by growth in 
wireless service revenue along with an increase in wireline 
data revenue. 
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Management's Discussion and Analysis of Financial Condition and Results of Operations (continued) 

Dollars in millions except per share amounts 

The declines in our voice and advertising revenues reflect 
continuing economic pressures on our customers as well as 
increasing competition. Total switched access lines decreased 
11.6% in 2010 and 11.2% in 2009. Customers disconnecting 
access lines switched to wireless, Voice over Internet Protocol 
(VolP) and cable offerings or terminated service permanently 
as businesses closed or consumers left residences. While we 
lose wireline voice revenues, we have the opportunity to 
increase wireless service or wireline data revenues should 
these customers choose us as their wireless or VolP provider. 
We also continue to expand our VolP service for customers 
who have access to our U-verse video service. 

Cost of services and sales expenses increased $1,692, or 
3.3%, in 2010 and decreased $6,117, or 10.8%. in 2009. 
Excluding the increase of more than $700 in expense related 
to the previously discussed actuarial loss, expenses increased 
in 2010 primarily due to higher wireless integrated device 
costs, higher interconnect and network system costs, and 
higher Universal Service Fund (USF) costs. Partially offsetting 
these increases were lower service- and financing-related 
costs associated with our pension and postretirement benefits 
(referred to as "pension/OPEB expenses"), a decrease in other 
employee-related costs and lower traffic compensation. 
Excluding the decrease of almost $8,000 in expense related 
to the actuarial loss, expense increases in 2009 were primarily 
due to higher equipment costs related to advanced integrated 
devices and increased pension/OPEB expenses. 

Selling, general and administrative expenses increased 
$1,638, or 5.2%, in 2010 and decreased $17,345, or 35.6%, 
in 2009. Excluding an increase of almost $1,600 in expense 
related to the actuarial loss, expenses were higher in 2010 
primarily due to increases in advertising and various support 
expenses. These increases were mostly offset by lower bad 
debt expense along with lower pension/OPEB expenses and 
other employee-related costs. Excluding the decrease of 
almost $17,000 in expense related to the actuarial loss, the 
decrease in 2009 was primarily due to declines in employee- 
related costs resulting from workforce reductions, decreases in 
materials and supplies expense along with wireless advertising 
and promotional expenses. These decreases were partially 
offset by increased pension/OPEB expenses, and higher 
commissions, customer service costs and IT/interconnect 
costs resulting from wireless subscriber growth along with 
increased support for data services and integrated devices. 

Depreciation and amortization expenses decreased $136, 
or 0.7%. in 2010 and $158, or 0.8%, in 2009. The decreases 
in 2010 and 2009 were primarily due to lower amortization 
of intangibles related to customer relationships associated 
with acquisitions, partially offset by higher depreciation related 
to capital spending for network upgrades and expansion. 

Interest expense decreased $374, or 11.1%. in 2010 and 
$ 1  in 2009. The decline in interest expense for 2010 was 
primarily due to a decrease in our average debt balances, 
along with a decrease in our weighted average interest rate. 

Equity in net income of affiliates increased $28, or 3.8%. in 
2010 and decreased $85, or 10.4%, in 2009. The 2010 increase 
was primarily due to improved results at America Movil, 
S.A. de C.V. (America Movil). The 2009 decrease was primarily 
due to foreign currency translation losses at America Movil, 
Telefonos de Mexico, S.A. de C.V. (Telmex), and Telmex 
lnternacional, S.A.B. de C.V. (TI), partially offset by improved 
results at America Movil. 

Other income (expense) - net We had other income of 
$897 in 2010 and $152 in 2009, and other expense of 
$332 in 2008. Results for 2010 included a $658 gain on the 
exchange of TI shares for America Movil shares, $197 gain on 
the sale of investments and $110 of interest and leveraged 
lease income, partially offset by $98 of investment 
impairments. 

Other income for 2009 included a $112 gain on the sale of 
investments, $100 of interest and leveraged lease income, 
and $42 of gains on the sale of a professional services 
business, partially offset by $102 of investment impairments. 
Other expense for 2008 included losses of $467 related to 
investment impairments, partially offset by $156 of interest 
and leveraged lease income. 

Income tax expense decreased $7,253 in 2010 and increased 
$8,301 in 2009. The decrease in income tax in 2010 resulted 
primarily from a settlement with the Internal Revenue Service 
(IRS) related to a 2008 restructuring of our wireless 
operations, which decreased our income taxes by $8,300. 
This income tax benefit was partially offset by a $995 charge 
recorded during the first quarter of 2010 to reflect the deferred 
tax impact of enacted US. healthcare legislation (see Note 
10). Our 2009 income tax expense increased as a result of an 
increase in our Income from Continuing Operations Before 
Income Taxes, primarily due to a decrease in actuarial losses 
on our pension and postretirement benefit plans. This increase 
was partially offset by the recognition of income tax benefits 
related to audit issues and judicial developments. Our 
effective tax rate (benefit) in 2010 was (6.4)%, compared to 
32.9% in 2009 and 48.3% in 2008. 

Income (loss) from discontinued operations, net of tax 
increased $759 in 2010 and $22 in 2009. The increase 
in 2010 was primarily attributable to the gain of $769 
on our third-quarter 2010 sale of our subsidiary Sterling 
Commerce Inc. (Sterling). 
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Segment Results 
Our segments are strategic business units that offer different 
products and services over various technology platforms and 
are managed accordingly. Our operating segment results 
presented in Note 4 and discussed below for each segment 
follow our internal management reporting. We analyze our 
various operating segments based on segment income before 
income taxes. We make our capital allocations decisions 
primarily based on the network (wireless or wireline) 
providing services. Actuarial gains and losses from pension 
and other postretirement benefits, interest expense and 
other income (expense) - net, are managed only on a 
total company basis and are, accordingly, reflected only 
in consolidated results. Each segment's percentage of 
total segment operating revenue and income calculations 
is derived from our segment results table in Note 4. 
We have four reportable segments: (1) Wireless, 
(2) Wireline, (3) Advertising Solutions and (4) Other. 

'The Wireless segment accounted for approximately 47% 
of our 2010 total segment operating revenues as compared 
to 44% in 2009 and 67% of our 2010 total segment income as 
compared to 63% in 2009. This segment uses our nationwide 
network to provide consumer and business customers with 
wireless voice and advanced data communications services. 

'The Wireline segment accounted for approximately 49% 
of our 2010 total segment operating revenues as compared 
to 52% in 2009 and 34% of our 2010 total segment income 
as compared to 38% in 2009. This segment uses our regional, 
national and global network to provide consumer and 
business customers with landline voice and data 
communications services, AT&T U-verse TV, high-speed 
broadband and voice services and managed networking to 
business customers. Additionally, we receive commissions 
on sales of satellite television services offered through our 
agency arrangements. 

The Advertising Solutions segment accounted for 
approximately 3% of our 2010 total segment operating 
revenues as compared to 4% in 2009 and 4% of our 2010 
total segment income as compared to 6% in 2009. This 
segment includes our directory operations, which publish 
Yellow and White Pages directories and sell directory 
advertising, Internet-based advertising and local search. 

The Other segment accounted for approximately 1% of our 
2010 and 2009 total segment operating revenues. Since 
segment operating expenses exceeded revenue in both 
years, a segment loss was incurred in both 2010 and 2009. This 
segment includes results from customer information services, 
our portion of the results from our international equity 
investments and all corporate and other operations. Also 
included in the Other segment are impacts of corporate-wide 

decisions for which the individual operating segments are not 
being evaluated, including interest cost and expected return on 
pension and postretirement benefits assets. In May 2010, we 
announced the sale of Sterling, which we closed in August 
2010. The Other segment results for all periods shown have 
been restated to exclude the results of Sterling, which are now 
reflected in discontinued operations (see Note 2). 

In January 2011, we announced a change in our method of 
recognizing actuarial gains and losses for pension and other 
postretirement benefits as well as the attribution of those 
benefit costs to our segments (see Note 1). Historically, the 
total benefit costs were attributed to each segment. As part 
of the benefit accounting change, the service cost and the 
amortization of prior service costs, which represent the 
benefits earned by active employees during the period, 
will continue to be attributed to the segment in which the 
employee is employed, while interest cost and expected 
return on assets will now be recorded in the Other segment 
as those financing activities are managed on a corporate 
level. Actuarial gains and losses resulting from the 
remeasurement of our pension and postretirement benefit 
plans, which generally only occurs in the fourth quarter, 
wil l be reflected in AT&T's consolidated results only. 
We have adjusted prior-period segment information to 
conform to the current period's presentation. 

Historically, intersegment activity had been reported as 
revenue in the billing segment and operating expense in the 
purchasing segment. Upon consolidation, the intersegment 
revenue and expense were eliminated with the consolidated 
results reflecting the cash operating and depreciation expense 
of providing the intersegment service. As part of AT&T's 
ongoing initiatives to manage its business from an external 
customer perspective, we no longer report intersegment 
revenue and report the cash operating and depreciation 
expense related to intersegment activity in the purchasing 
segment, which provided services to the external customer. 
While this change did not affect AT&T's total consolidated 
results, the impact to each operating segment varied. In 
particular, the Wireless segment, as a purchaser of network, 
IT and other services from the Wireline segment, experienced 
a reduction in cash operating expense partially offset by 
increased depreciation expense, with the net result being 
increased operating margins. This change was effective with 
the reporting of operating results for the quarter ended 
March 31, 2010. We have applied this change retrospectively, 
adjusting prior-period segment information. 

The following sections discuss our operating results by 
segment. We discuss capital expenditures for each segment 
in "Liquidity and Capital Resources." 
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Management’s Discussion and Analysis of Financial Condition and Results of Operations (continued) 

Dollars in millions except per share amounts 

d Wireless 
Segment Results 

Percent Change 

2010 vs. 2009 vs. 
2010 2009 2008 2009 2008 

Segment operating revenues 
Service $53,510 $48,563 $44,249 10.2% 9.7% 
Equipment 4,990 4,941 4,925 1.0 0.3 

Total Segment Operating Revenues 58,500 53,504 49,174 9.3 8.8 
Segment operating expenses 

Operations and support 36,746 33,631 31,530 9.3 6.7 
Depreciation and amortization 6,497 6,043 6,025 7.5 0.3 

Total Segment Operating Expenses 43,243 39,674 37,555 9.0 5.6 

Equity in Net Income of Affiliates 9 9 6 - 50.0 
Segment Operating Income 15,257 13,830 11,619 10.3 19.0 

Segment Income $15,266 $13,839 $11,625 10.3% 19.0% 

The following table highlights other key measures of performance for the Wireless segment: 

2009 vs. 2010 vs. 
2010 2009 2008 2009 2008 

Wireless Customers (000) 95,536 85,120 77,009 12.2% 10.5% 
Net Customer Additions (000)1 8,853 7,278 6,699 21.6% 8.6% 
Total Churn 1.31% 1.47% 1.70% (16)BP (23)BP 

Postpaid Customers (000) 68,041 64,627 59,653 5.3% 8.3% 
Net Postpaid Customer Additions (000)l 2,153 4,199 4,523 (48.7)% (7.2)% 

Prepaid Customers (000) 6,524 5,350 6,106 21.9% (12.4)% 
Net Prepaid Customer Additions (000)l 952 (801) 71 

Reseller Customers (000) 11,645 10,439 8,589 11.6% 21.5% 
Net Reseller Customer Additions (000)l 1,140 1,803 1,102 (36.8)% 63.3% 

Connected Device Customers (000) 9,326 4,704 2,661 98.3% 76.8% 

Postpaid Churn 1.09% 1.13% 1.18% (4) BP (5) BP 

- - 

Net Connected Device Customer Additions (000) 4,608 2,077 1,003 - - 
‘Excludes merger and acquisition-related additions during the period. 

Wireless Metrics 
Customer Additions As of December 31, 2010, we served 
95.5 million wireless customers. Higher net customer additions 
(net additions) in 2010 and 2009 were primarily attributable 
to higher net connected devices additions and additions in 
our reseller customer business. Connected devices, such as 
eReaders, security systems, fleet management and global 
positioning systems, as well as tablets (predominantly 
reflected in our prepaid customer category) are data-centric 
devices, with customers typically on lower-priced data-only 
plans compared with customers on our postpaid plans. 
During 2010, we also continued to see an increase in gross 
and net additions related to the sale of integrated devices 
(handsets which allow internet access as well as voice). 
Lower net postpaid additions in 2010 and 2009 reflected 
slowing growth in the industry subscriber base and lower 
postpaid churn throughout the industry. We expect revenue 
growth to continue to shift from voice toward data revenues 
with increasing penetration rates for integrated devices 
and additional sales of data-centric devices. 

Average service revenue per user (ARPU) declined 1.8% 
in 2010, reflecting strong growth in connected devices and 
tablet subscribers, who typically have a lower ARPU compared 
to ARPU generated by our other customers. ARPU growth 
was flat in 2009, due to increased data services ARPU growth 
offsetting declining voice and other service ARPU. Data 
services ARPU increased 14.7% in 2010 and 22.0% in 2009. 
We expect continued revenue growth from data services, as 
more customers purchase integrated devices and data-centric 
devices, and as we continue to expand our network. Voice and 
other service ARPU declined 8.6% and 6.5% in 2010 and 2009. 

ARPU from postpaid customers increased 2.9% in 2010 and 
2.8% in 2009, reflecting usage of more advanced integrated 
devices by these customers, evidenced by an increase in 
postpaid data services ARPU of 19.3% in 2010 and 23.7% 
in 2009. Of our total postpaid customers, 61.0% now use 
integrated devices, up from 46.8% a year earlier. The growth 
in postpaid data services ARPU in 2010 and 2009 was 
partially offset by a 4.1% decrease in 2010 and a 4.0% 
decrease in 2009 in postpaid voice and other service ARPU. 



- 

,- 

Postpaid voice and other service ARPU declined due to lower 
access and airtime charges, roaming revenues, and long- 
distance usage. Continued growth in our family plans 
(FamilyTalk" Plans) customer base, which has lower ARPU than 
traditional postpaid customers, has also contributed to these 
declines. We expect continued pressure on voice and other 
service ARPU. 

Churn The effective management of customer churn (churn 
rate) is critical to our ability to maximize revenue growth and 
to maintain and improve margins. Churn rate is calculated by 
dividing the aggregate number of wireless customers who 
cancel service during a period by the total number of wireless 
customers at the beginning of that period. The churn rate for 
an annual period is equal to the average of the churn rate for 
each month of that period. Ongoing improvement in our total 
and postpaid churn rates contributed to our net additions in 
2010 and 2009. These churn rate declines reflect network 
enhancements and broader coverage, more affordable rate 
plans and exclusive devices, continued growth in FamilyTalk@ 
Plans, and free mobile-to-mobile calling among our wireless 
customers. Data-centric device customers, who generally have 
the lowest churn rate among our wireless customers, also 
contributed to overall churn improvement due to their 
increased share of net additions for 2010 and 2009. 

Wireless Customer Relationships 
The wireless industry continues to mature. Accordingly, 
we believe that future wireless growth wil l increasingly 
depend on our ability t o  offer innovative services and 
devices. To attract and retain customers, we offer a wide 
variety of service plans in addition to offering a broad 
handset line. Our postpaid customers typically sign a 
two-year contract, which includes discounted handsets and 
early termination fees. We also offer data plans at different 
price levels, beginning as low as fifteen dollars per month, 
to attract a wide variety of customers and to differentiate 
us from our competitors. Many of our customers are on 
FamilyTalk" Plans or business plans, which provide for 
service on multiple handsets at discounted rates, and such 
subscribers tend to have higher retention and lower churn 
rates. As of December 31, 2010, more than 80% of our 
postpaid subscribers are on FamilyTalk" Plans or business 
discount plans. Such offerings are intended to encourage 
existing customers to upgrade their current services and/or 
add connected devices, attract customers from other 
providers, and minimize customer churn. In fact, for 2010, 
over 65% of our smartphone handsets were purchased by 
existing AT&T customers. 

We offer a large variety of handsets, including at least 18 
smartphones (including Apple iPhones, our most popular 
models) with advanced operating systems from eight 
manufacturers. As technology evolves, rapid changes are 
occurring in the handset and device industry, with the 
continual introduction of new models or significant revisions 
of existing models. We believe offering a wide variety of 
handsets reduces dependence on any single product as these 
products evolve. From time to time, we offer and have offered 
attractive handsets on an exclusive basis. As these exclusivity 
arrangements end, we expect to continue to offer such 
handsets (based on historical industry practice), and we 
believe our service plan offerings will help to retain our 
customers by providing incentives not to move to a new 
carrier. As noted above, more than 80% of our postpaid 
subscribers are on FamilyTalk" Plans or business discount 
plans that would involve moving the whole group to a new 
carrier. Moreover, the vast majority of postpaid subscribers 
(including FamilyTalk" Plan users) are allowed to accumulate 
unused minutes (known as rollover minutes), a feature that 
is currently not offered by other major postpaid carriers in 
the United States, and users would lose these minutes if 
they switched carriers. As is common in the industry, most 
of our phones are designed to work only with our wireless 
technology, requiring customers who desire to move to a 
new carrier with a different technology to purchase a new 
device. In addition, many of our handsets would not work or 
would lose some functionality if they were used on another 
carrier's network that also used Global System for Mobile 
Communications (GSM) technology, requiring the customer to 
acquire another handset. Although exclusivity arrangements 
are important to us, such arrangements may not provide a 
competitive advantage over time, as the industry continues to 
introduce new devices and services. Also, while the expiration 
of any of our current exclusivity arrangements could increase 
churn and reduce postpaid customer additions, we do not 
expect any such termination to have a material impact on our 
Wireless segment income, consolidated operating margin or 
our cash from operations. 

Wireless Operating Results 
Our Wireless segment operating income margin was 26.1% in 
2010, compared to 25.8% in 2009 after increasing from 23.6% 
in 2008. The margin growth in 2010 and 2009 was primarily 
due to higher data revenues generated by our customers 
during those years, partially offset by the higher selling costs 
associated with integrated device activations. The rate of 
margin growth flattened in 2010 due to a significant number 
of customers upgrading their handsets during the second half 
of the year. While we subsidize the sales prices of various 
integrated devices, we expect to recover that cost over time 
from increased usage of the devices (especially data usage 
by the customer). 
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Service revenues are comprised of local voice and data 
services, roaming, long-distance and other revenue. Service 
revenues increased $4,947, or 10.2%. in 2010 and $4,314, or 
9.7%, in 2009. The increases for these periods consisted of 
the following: 

Data service revenues increased $4,052, or 28.7%, in 
2010 and $3,539, or 33.4%, in 2009. The increases were 
primarily due to the increased number of subscribers 
and heavier text and multimedia messaging and Internet 
access by subscribers using integrated devices and 
other data-centric devices, such as eReaders, tablets, 
and mobile navigation devices. Data service revenues 
represented 34.0% of our Wireless segment service 
revenues in 2010, an increase from 29.1% in 2009, 
and 23.9% in 2008. 
Voice and other service revenues increased $895, or 
2.6%. in 2010 and $775, or 2.3%, in 2009. The increases 
were due to an 11.1% increase in the average number of 
wireless customers in 2010 and a 9.4% increase in 2009, 
partially offset by declining ARPU for these services in 
both periods. 

Equipment revenues increased $49, or 1.0%, in 2010 and $16, 
or 0.3%, in 2009. In both periods, higher sales and upgrades 
of postpaid integrated devices exceeded lower traditional 
handset devices in connection with promotions. 

Operations and support expenses increased $3,115, or 9.3%, 
in 2010 and $2,101, or 6.7%, in 2009. The increase in 2010 
was 

0 

0 

0 

0 

primarily due to the following: 
Equipment costs increased $1,340 and commission 
expenses increased $132 driven by record integrated 
device sales and upgrades. 
Interconnect, USF and network system costs increased 
$1,103 due to higher network traffic, network 
enhancement efforts, revenue growth and a USF 
rate increase. 
Selling expenses (other than commissions) increased 
$554, primarily due to increased advertising. 
Administrative expenses increased $432 due in 
part to higher leasing, legal, and benefits costs. 

These increases were partially offset by bad debt expense and 
customer service cost decreases, totaling $353, and reseller 
service costs and long-distance cost decreases, totaling $93, 
due to lower usage. 

4 The increase in 2009 was primarily due to the following: 
Equipment costs increased $1,246 and commission 
expenses increased $112 driven by the higher cost of 
acquiring and selling more advanced integrated devices 
compared to prior years. 

$435 due to higher network traffic, network 
enhancement efforts, revenue growth, and a USF 
rate increase. 
Administrative expenses increased $291 due in part 
to higher information technology and finance costs. 
Bad debt expense and customer service costs 
increased $274 due to customer growth. 

Interconnect, USF and network system costs increased 

These increases were partially offset by selling expense 
(other than commissions) decreases totaling $139, attributable 
to lower traditional handset sales exceeding the impact of 
the sale of advanced integrated devices, and long-distance 
and reseller services cost decreases totaling $134 due to 
usage and rate declines. 

Depreciation and amortization increased $454, or 7.5%, 
in 2010 and $18, or 0.3%. in 2009. Depreciation expense 
increased $751, or 17.0%, in 2010 primarily due to increased 
capital spending for network upgrades and expansion and 
depreciation for assets acquired with our acquisition of 
Centennial Communications Corp. (Centennial), partially 
offset by certain network assets becoming fully depreciated. 
Amortization expense decreased $297, or 18.4%. in 2010 
primarily due to lower amortization of intangibles for 
customer lists related to acquisitions, partially offset by 
an increase in customer lists amortization related to the 
Centennial acquisition. 

Depreciation expense increased $468, or 11.8%, in 2009 
due to ongoing capital spending for network upgrades 
and expansion, partially offset by certain network assets 
becoming fully depreciated. Amortization expense decreased 
$450, or 21.8%, in 2009 due to lower amortization of 
intangibles attributable to our acquisition of BellSouth 
Corporation (BellSouth), partially offset by amortization 
of intangible assets attributable to subscribers added in 
the November 2009 acquisition of Centennial and the 
2007 acquisition of Dobson Communications Corporation. 
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Wire1 he 
Seqment Results 

Percent Change 

2010 vs. 2009 vs. 
2010 2009 2008 2009 2008 

Segment operating revenues 
Voice $28,315 $32,324 $37,322 (12.4)% (13.4)% 
Data 27,479 25,561 24,416 7.5 4.7 
Other 5.408 5,629 6,152 (3.9) (8.5) 

Total Seqment Operatincl Revenues 61,202 63,514 67,890 (3.6) (6.4) 

41,008 42,352 44,817 
Segment operating expenses 

Operations and support 
Depreciation and amortization 12,371 12.743 12,786 

Total Segment Operating Expenses 53,379 55,095 57,603 
Segment Operating Income 7,823 8,419 10,287 
Equity in Net Income of Affiliates 11 17 19 (35.3) (10.5) 
Segment Income 5 7,834 S 8,436 $10,306 (7.1)% (18.1)% 

(5.5) 
(0.3) 
(4.4) 

(18.2) 

Operating Margin Trends 
Our Wireline segment operating income margin was 12.8% 
in 2010, compared to 13.3% in 2009 and 15.2% in 2008. 
Results for 2010 and 2009 reflect revenue declines that 
exceeded expense declines. Our Wireline segment operating 
income decreased $596, or 7.1%, in 2010 and decreased 
$1,868, or 18.2%, in 2009. Our operating income continued 
to be pressured by access line declines due to economic 
pressures on our consumer and business wireline customers 
and increased competition, as customers either reduced 
usage or disconnected traditional landline services and 
switched to alternative technologies, such as wireless and 
VolP. Our strategy is to offset these line losses by increasing 
non-access-line-related revenues from customer connections 
for data, video and voice. Additionally, we have the opportunity 
to increase Wireless segment revenues if customers choose 
AT&T Mobility as an alternative provider. The wireline 
operating margins are declining primarily due to reduced 
voice revenue, partially offset by continued growth in 

,n 

Local voice revenues decreased $2,280, or 11.5%, in 
2010 and $2,737, or 12.2%. in 2009. The decrease in 
2010 was driven primarily by an 11.6% decline in 
switched access lines and a decrease in average local 
voice revenue per user. The decrease in 2009 was 
driven primarily by an 11.2% decline in switched access 
lines and a decrease in average local voice revenue per 
user. We expect our local voice revenue to continue to 
be negatively affected by increased competition from 
alternative technologies, the disconnection of additional 
lines and economic pressures. 
Long-distance revenues decreased $1,562, or 13.9%, in 
2010 and $2,036, or 15.3%, in 2009 primarily due to a 
net decrease in demand for long-distance service, due to 
slower demand from business and consumer customers, 
which decreased revenues $1,239 in 2010 and $1,491 in 
2009. Additionally, expected declines in the number of 
national mass-market customers decreased revenues 
$331 in 2010 and $546 in 2009. 

Data revenues increased $1,918, or 7.5%, in 2010 and $1,145, 
or 4.7%. in 2009. Data revenues accounted for approximately 
45% of wireline operating revenues in 2010, 40% in 2009 
and 36% in 2008. Data revenues include transport, IP and 

data revenue. 

Decreases in wireline operating expenses reflect reduced 
pension/OPEB and other employee-related costs and savings 
from our continuing cost-control initiatives and workforce 
reductions. packet-switched data services. 

Voice revenues decreased $4,009, or 12.4%. in 2010 and 
$4,998, or 13.4%, in 2009 primarily due to economic pressures 
and declining demand for traditional voice services by our 
consumer and business customers. Included in voice revenues 
are revenues from local voice, long-distance (including 
international) and local wholesale services. Voice revenues 
do not include VolP revenues, which are included in 
data revenues. 

IP data revenues increased $2,494, or 19.1%. in 2010 
and $1,986, or 17.9%, in 2009 primarily driven by AT&T 
U-verse expansion, broadband additions and growth 
in IP-based strategic business services, which include 
Ethernet and application services. U-verse video revenues 
increased $1,227 in 2010 and $1,039 in 2009, strategic 
business services increased $648 in 2010 and $582 in 
2009 and broadband high-speed Internet access revenue 
increased $446 in 2010 and $311 in 2009. The increase 
in IP data revenues in 2010 and 2009 reflects continued 
growth in the customer base and migration from other 
traditional circuit-based services. 
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Traditional packet-switched data services, which include 
frame relay and asynchronous transfer mode services, 
decreased $431, or 21.6%. in 2010 and $521, or 20.7%, 
in 2009. This decrease is primarily due to lower demand 
as customers continue to shift to IP-based technology 
such as Virtual Private Networks (VPN), DSL and managed 
Internet services, and the continuing weak economic 
conditions. We expect these traditional, circuit-based 
services to continue to decline as a percentage of our 
overall data revenues. 

Other operating revenues decreased $221, or 3.9%, in 2010 
and $523, or 8.5%, in 2009. Major items included in other 
operating revenues are integration services and customer 
premises equipment, government-related services and 
outsourcing, which account for more than 60% of total 
other revenue for all periods. 

Operations and support expenses decreased $1,344, or 3.2%, 
in 2010 and $2,465, or 5.5%, in 2009. Operations and support 
expenses consist of costs incurred to provide our products 
and services, including costs of operating and maintaining 
our networks and personnel costs, such as salary, wage and 
bonus accruals. Costs in this category include our repair 
technicians and repair services, certain network planning and 
engineering expenses, information technology and property 
taxes. Operations and support expenses also include bad debt 
expense; advertising costs; sales and marketing functions, 
including customer service centers; real estate costs, including 
maintenance and utilities on all buildings; credit and collection 
functions; and corporate support costs, such as finance, legal, 
human resources and external affairs. Pension/OPEB 
expenses, net of amounts capitalized as part of construction 
labor, are also included to the extent that they are associated 
with these employees. 

The 2010 decrease was primarily due to the following: 
Pension/OPEB service cost and other employee-related 
expense of $734. This decrease was primarily related 
to reduction in workforce and changes in future retiree 
benefits. 
Traffic compensation of $452. 
Contract services of $314. 
Bad debt expense of $178 due to lower business revenue 

The decreases were partially offset by increased cost of sales, 
primarily related to U-verse related expenses of $369. 

The 2009 decrease was primarily due to the following: 

and improvements in cash collections. 

Employee-related costs of $1,182, primarily related to 

Traffic compensation, including portal fees, of $655. 
Nonemployee-related expenses, such as bad debt 
expense, materials and supplies costs of $441. 
Contract services of $134. 

workforce reductions. 

Depreciation and amortization expenses decreased $372, 
or 2.9%, in 2010 and $43, or 0.3%, in 2009. Both decreases 
were primarily related to lower amortization of intangibles 
for customer lists associated with acquisitions. 

4 
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Supplemental Information 
Telephone, Wired Broadband and Video Connections Summary Our switched access lines and other services provided by 
our local exchange telephone subsidiaries at December 31, 2010, 2009 and 2008, are shown below and trends are addressed 
throughout this segment discussion. 

Percent Change 

2010 vs. 2009 vs. 
( in 000s) 2010 2009 2008 2009 2008 

Switched Access Lines' 
Retail consumer 22,515 26,378 30,614 (14.6)% (13.8)% 

Retail Subtotal' 41,248 46,625 52,568 (11.5) (11.3) 
Retail business2 18,733 20.247 21,954 (7.5) (7.8) 

Wholesale Subtotal' 2,367 2,685 2,924 (11.8) (8.2) 

Total Switched Access Lines3s7 43,678 49,392 55,610 (11.6) (11.2) 

Total Retail Consumer Voice Connections6 24,195 27,332 30,838 (11.5) (11.4) 

Total Wireline Broadband Connections4 16,310 15.789 15,077 3.3 4.7 

Satellite services 1,930 2,174 2,190 (11.2) (0.7) 
U-verse video 2,987 2,065 1,045 44.6 97.6 
Video Connections 4,917 4,239 3,235 16.0% 31.0% 

'Represents access lines served by AT&T's Incumbent Local Exchange Carriers (ILECs) and affiliates. 
:'Prior-period amounts restated to conform to current period reporting methodology. 
'Total switched access lines includes payphone access lines of 63 at December 31. 2010, 82 at December 31, 2009 and 118 at December 31. 2008. 
"Total wireline broadband connections include DSL, U-verse High Speed Internet and satellite broadband. 
"Satellite service includes connections under our agency and resale agreements. 
"Includes consumer U-verse VolP connections of 1,680 at December 31, 2010, 954 at December 31. 2009 and 224 at December 31. 2008. 
'Total switched access lines that are used solely by AT&T or our subsidiaries include 1,699 retail business and 95 wholesale lines at December 31, 2010, 1,750 retail business 
and 106 wholesale lines at December 31, 2009, and 1.879 retail business and 125 wholesale lines at December 31, 2008. 

/n 

Advertising Solutions 
Segment Results 

Percent Chanae 

2010 vs. 2009 vs. 
2010 2009 2008 2009 2008 

'Total Seqment ODeratinq Revenues $3,935 $4,724 $5,416 (16.7)% (12.8)% 
Segment operating expenses 

Operations and support 2,583 2,743 2,900 (5.8) (5.4) 

Total Segment Operating Expenses 3,080 3,393 3,689 (9.2) (8.0) 

Depreciation and amortization 497 650 789 (23.5) (17.6) 

Segment Income $ 855 $1,331 $1,727 (35.8)% (22.9)% 

Operating Results 
Our Advertising Solutions segment operating income margin 
was 21.7% in 2010, 28.2% in 2009 and 31.9% in 2008. 
The decrease in the segment operating income margin in 

revenues of $34, partially offset by interactive advertising 
revenue growth of $132. The current weak economy has 
reduced demand for advertising, and customers have 
continued to shift to Internet-based search services. 

Operating expenses decreased $313, or 9.2%. in 2010 and 
$296, or 8.0%, in 2009. The 2010 decrease was largely 

both 2010 and 2009 was primarily the result of decreased 
operating revenues. 

Operating revenues decreased $789, or 16.7%, in 2010 and 
$692, or 12.8%. in 2009. The decrease in 2010 was largely 
driven by continuing declines in print revenue of $858, as 
customers reduced or eliminated print ad purchases due to 
the slow economy, partially offset by increased interactive 

rh revenue of $77, as customers purchased more electronic 
advertising. The decrease in 2009 was primarily due to 
declines in print revenue of $774 and lower sales agency 

driven by decreases in depreciation and amortization expense 
of $136 resulting from use of an accelerated method of 
amortization for customer lists, employee-related costs of $99, 
and bad debt expense of $34. The 2009 decrease was due to 
decreased depreciation and amortization expenses of $139, 
product-related costs of $92, advertising costs of $44 and 
professional contracted expenses of $17. 
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Other 
Segment Results 

Percent Change 

2010 vs. 2009 vs. 
2010 2009 2008 2009 2008 

Total Segment Operating Revenues S 643 $ 771 S 963 (16.6)% (19.9)% 
Total Segment Operating Expenses 2,484 3,136 1,136 (20.8) - 
Segment Operating Loss (1.841) (2.365) (173) 22.2 - 
Equity in Net Income of Affiliates 142 708 794 4.8 (10.7) 
Segment Income (Loss) S(l.099) S(1.657) $ 621 33.7% - 

The Other segment includes results from customer information 
services, our portion of the results from our international 
equity investments and all corporate and other operations. 
Also included in the Other segment are impacts of corporate- 
wide decisions for which the individual operating segments 
are not being evaluated, including the interest cost and 
expected return on pension and other postretirement benefit 
plan assets. 

Operating revenues decreased $128, or 16.6%, in 2010 and 
$192, or 19.9%. in 2009. The decrease in 2010 and 2009 is 
primarily due to reduced revenues from our operator services. 

Operating expenses decreased $652, or 20.8%. in 2010 and 
increased $2,000 in 2009. The 2010 change was primarily 
due to lower interest costs on our pension and postretirement 
benefit obligation and a decrease in operator services 
operating expense. The increase in 2009 expense was 
primarily due to higher pension and postretirement benefit 
plan cost of approximately $2,600 due to a lower-than- 
expected return on plan assets caused by investment losses 
in 2008, partially offset by workforce reductions in 2008. 

Our Other segment also includes our equity investments in 
international companies, the income from which we report as 
equity in net income of affiliates. Our earnings from foreign 
affiliates are sensitive to exchange-rate changes in the value 
of the respective local currencies. Our equity in net income 
of affiliates by major investment is listed below: 

2010 2009 2008 

America M6vil 
Telmex 
Telmex lnternacionall 
Other 

$560 $505 $469 
150 133 252 
34 72 72 
(2) (2) 1 

Equity in net income of affiliates increased $34 in 2010, 
primarily due to improved results at America Movil. Equity 
in net income of affiliates decreased $86 in 2009, primarily 
due to foreign currency translation losses at America Movil, 
Telmex, and TI, partially offset by improved results at 
America Movil. In June 2010, as part of a tender offer 
from America Movil, we exchanged all our shares in TI for 
America Movil L shares at the offered exchange rate of 
0.373. The exchange was accounted for at fair value. 
In addition, we paid $202 to purchase additional shares 
of America Movil L stock to  maintain our ownership 
percentage at a pretransaction level. 

OPERATING ENVIRONMENT AND TRENDS OF THE BUSINESS 

2011 Revenue Trends We expect our operating 
environment in 2011 to remain challenging as weak economic 
conditions continue and competition remains strong. Despite 
these challenges, we expect our operating revenues in 2011 
to grow, reflecting continuing growth in our wireless data 
and IP-related wireline data services including U-verse and 
business services. We expect our primary driver of growth to 
be wireless, especially in sales of and increases in data usage 
on advanced handsets and emerging devices (such as tablets, 
eReaders and mobile navigation devices). We expect that all 
our major customer categories will continue to increase their 
use of Internet-based broadband/data services. We expect 
continuing declines in traditional access lines and in print 
directory advertising. Where available, our U-verse services 
have proved effective in stemming access line losses, and we 
expect to continue to expand our U-verse service offerings 
in 2011. 

..r)* 

Other Segment Equity in 
Net Income of Affiliates $742 $708 $794 

'Acquired by America Movil in 2010. 
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2011 Expense Trends We will continue to focus sharply 
on cost-control measures, including areas such as simplifying 
product offerings. We will continue our ongoing initiatives 
to improve customer service and billing so we can realize 
our strategy of bundling services and providing a simple 
customer experience. We expect our 2011 operating income 
margin to improve, as our revenues improve. Expenses related 
to growth areas of our business, especially in the wireless, 
U-verse and strategic business services areas, will apply 
some pressure to our operating income margin. In addition, 
as we complete readying our Long-Term Evolution (LTE) 
technology for its intended use, we will no longer capitalize 
interest on this spectrum. 

Market Conditions 
income markets and the banking system in general continued 
to stabilize, although bank lending and the housing industry 
remained weak. The ongoing weakness in the general 
economy has also affected our customer and supplier bases. 
We saw lower demand from our residential customers as well 
as our business customers at all organizational sizes. Some of 
our suppliers continue to experience increased financial and 
operating costs. These negative economic trends were offset 
by continued growth in our wireless data and IP-related 
services. While the economy appears to have stabilized, 
we do not expect a quick return to growth during 2011. 
Should the economy instead deteriorate further, we likely 

.- will experience further pressure on pricing and margins as we 
compete for both wireline and wireless customers who have 
less discretionary income. We also may experience difficulty 
purchasing equipment in a timely manner or maintaining 
and replacing warranteed equipment from our suppliers. 

During 2010, the securities and fixed 

Included on our consolidated balance sheets are assets held 
by benefit plans for the payment of future benefits. We are 
not required to make significant funding contributions to our 
pension plans in 2011. However, because our pension 
plans are subject to funding requirements of the Employee 
Retirement Income Security Act of 1974, as amended (ERISA), 
a continued weakness in the equity, fixed income and real 
asset markets could require us to make contributions to 
the pension plans in order to  maintain minimum funding 
requirements as established by ERISA in future periods. 
Investment returns on these assets depend largely on 
trends in the U.S. securities markets and the U.S. economy. 
In addition, our policy of recognizing actuarial gains and 
losses related to our pension and other postretirement plans 
in the period in which they arise, subjects us to earnings 
volatility caused by changes in market conditions. Changes 
in our discount rate, which are tied to changes in the bond 
market and in the performance of equity markets, may have 
significant impacts on the fair value of pension and other 
postretirement plans at the end of 2011 (see "Significant 
Accounting Policies and Estimates"). 

0 P E RAT1 N G ENVIRONMENT OVERVIEW 

AT&T subsidiaries operating within the U.S. are subject to 
federal and state regulatory authorities. AT&T subsidiaries 
operating outside the U.S. are subject to the jurisdiction 
of national and supranational regulatory authorities in the 
markets where service is provided, and regulation is generally 
limited to operational licensing authority for the provision of 
services to enterprise customers. 

In the Telecommunications Act of 1996 (Telecom Act), 
Congress established a national policy framework intended to 
bring the benefits of competition and investment in advanced 
telecommunications facilities and services to all Americans 
by opening all telecommunications markets to competition 
and reducing or eliminating regulatory burdens that harm 
consumer welfare. However, since the Telecom Act was 
passed, the Federal Communications Commission (FCC) and 
some state regulatory commissions have maintained certain 
regulatory requirements that were imposed decades ago 
on our traditional wireline subsidiaries when they operated 
as legal monopolies. Where appropriate, we are pursuing 
additional legislative and regulatory measures to reduce 
regulatory burdens that inhibit our ability to compete more 
effectively and offer services wanted and needed by our 
customers. With the advent of the Obama Administration, 
the composition of the FCC has changed, and the new 
Commission appears to be more open than the prior 
Commission to maintaining or expanding regulatory 
requirements on entities subject to i ts jurisdiction. In addition, 
Congress, the President and the FCC all have declared a 
national policy objective of ensuring that all Americans have 
access to broadband technologies and services. To that end, 
the FCC delivered a National Broadband Plan to Congress in 
2010. The FCC has issued dozens of notices seeking comment 
on whether and how it should modify its rules and policies on 
a host of issues, which would affect a l l  segments of the 
communications industry, to achieve universal access to 
broadband. These issues include rules and policies relating 
to universal service support, intercarrier compensation and 
regulation of special access services, as well as a variety of 
others that could have an impact on AT&T's operations and 
revenues. However, at this stage, it is too early to assess what, 
if any, impact such changes could have on us. 

In addition, states representing a majority of our local service 
access lines have adopted legislation that enables new video 
entrants to acquire a single statewide or state-approved 
franchise (as opposed to the need to acquire hundreds or 
even thousands of municipal-approved franchises) to offer 
competitive video services. We also are supporting efforts 
to update and improve regulatory treatment for retail 
services. Passage of legislation is uncertain and depends 
on many factors. 
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Our wireless operations operate in robust competitive markets 
but are likewise subject to substantial governmental 
regulation. Wireless communications providers must be 
licensed by the FCC to provide communications services at 
specified spectrum frequencies within specified geographic 
areas and must comply with the rules and policies governing 
the use of the spectrum as adopted by the FCC. The FCC has 
recognized the importance of providing carriers with access to 
adequate spectrum to permit continued wireless growth and 
has begun investigating how to develop policies to promote 
that goal. While wireless communications providers' prices 
and service offerings are generally not subject to state 
regulation, an increasing number of states are attempting 
to regulate or legislate various aspects of wireless services, 
such as in the area of consumer protection. 

Expected Growth Areas 
We expect our wireless services and data wireline products to 
remain the most significant portion of our business and have 
also discussed trends affecting the segments in which we 
report results for these products (see "Wireless Segment 
Results" and "Wireline Segment Results"). Over the next few 
years, we expect an increasing percentage of our growth to 
come from: (1) our wireless service and (2) data/broadband, 
through existing and new services. We expect that our 
previous acquisitions will enable us to strengthen the reach 
and sophistication of our network facilities, increase our 
large-business customer base and enhance the opportunity 
to market wireless services to that customer base. Whether, 
or the extent to which, growth in these areas will offset 
declines in other areas of our business is not known. 

Wireless Wireless is our fastest-growing revenue stream and 
we expect to deliver continued revenue growth in the coming 
years. We believe that we are in a growth period of wireless 
data usage and that there are substantial opportunities 
available for next-generation converged services that combine 
wireless, broadband, voice and video. 

We cover most major metropolitan areas of the US. with our 
Universal Mobile Telecommunications System/High-Speed 
Downlink Packet Access (HSPA) and HSPA+ network 
technology, with HSPA+ providing 4G speeds when combined 
with our upgraded backhaul. Our network provides superior 
speeds for data and video services, as well as operating 
efficiencies using the same spectrum and infrastructure for 
voice and data on an IP-based platform. Our wireless network 
also relies on digital transmission technologies known as 
GSM, General Packet Radio Services and Enhanced Data 
Rates for GSM Evolution for data communications. As of 
December 31, 2010, we served 95.5 million customers. 
We have also begun transitioning our network to more 
advanced LTE technology. We continue to expand the 
number of locations, including airports and cafes, where 
customers can access broadband Internet connections 
using wireless fidelity (local radio frequency commonly 
referred to as Wi-Fi) wireless technology. 

As the wireless industry continues to mature, we believe that 
future wireless growth will increasingly depend on our ability 
to offer innovative services that will encourage existing 
customers to upgrade their services, either by adding new 
types of services, such as data enhancements, or through 
increased use of existing services, such as through equipment 
upgrades. These innovative services should attract customers 
from other providers, as well as minimize customer churn. 
We intend to accomplish these goals by continuing to expand 
our network coverage, improve our network quality and offer 
a broad array of products and services, including free mobile- 
to-mobile calling among our wireless customers. Minimizing 
customer churn is critical to our ability to maximize revenue 
growth and to maintain and improve our operating margins. 

U-verse Services We are continuing to expand our 
deployment of U-verse High Speed Internet and TV services. 
As of December 31, 2010, we have passed 27.3 million living 
units (constructed housing units as well as platted housing 
lots) and are marketing the services to 77% of those units. 
Our rate of expansion will be slowed if we cannot obtain all 
required local building permits in a timely fashion. We also 
continue to work with our vendors on improving, in a timely 
manner, the requisite hardware and software technology. 
Our deployment plans could be delayed if we do not receive 
required equipment and software on schedule. 

We believe that our U-verse TV service is subject to federal 
oversight as a "video service" under the Federal 
Communications Act. However, some cable providers and 
municipalities have claimed that certain IP services should 
be treated as a traditional cable service and therefore subject 
to the applicable state and local cable regulation. Certain 
municipalities have delayed our request or have refused us 
permission to  use our existing right-of-ways to deploy or 
activate our U-verse-related services and products, resulting 
in litigation. Pending negotiations and current or threatened 
litigation involving municipalities could delay our deployment 
plans in those areas. Petitions have been filed at the FCC 
alleging that the manner in which we provision "public, 
educational and governmental" (PEG) programming over our 
U-verse TV service conflicts with federal law, and a lawsuit has 
been filed in a California state superior court raising similar 
allegations under California law. If courts having jurisdiction 
where we have significant deployments of our U-verse 
services were to decide that federal, state and/or local cable 
regulation were applicable to our U-verse services, or if the 
FCC, state agencies or the courts were to rule that we must 
deliver PEG programming in a manner substantially different 
from the way we do today or in ways that are inconsistent 
with our current network architecture, it could have a 
material adverse effect on the cost, timing and extent 
of our deployment plans. 
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REGULATORY DEVELOPMENTS 

Set forth below is a summary of the most significant 
developments in our regulatory environment during 2010. 
While these issues may apply only to certain subsidiaries, 
the words "we," "AT&T" and "our" are used to simplify the 
discussion. The following discussions are intended as a 
condensed summary of the issues rather than as a precise 
legal description of all of these specific issues. 

International Regulation Our subsidiaries operating outside 
the U.S. are subject to the jurisdiction of regulatory authorities 
in the market where service is provided. Our licensing, 
compliance and advocacy initiatives in foreign countries 
primarily enable the provision of enterprise (i.e., large- 
business) services. AT&T is engaged in multiple efforts with 
foreign regulators to open markets to competition, reduce 
network costs and increase our scope of fully authorized 
network services and products. 

Federal Regulation A summary of significant 2010 federal 
regulatory developments follows. 

Net Neutrality On December 23, 2010, the FCC released 
an order adopting "net neutrality" rules. These rules apply to 
mass-market retail broadband Internet access services, such 
as DSL, cable modem service, mobile wireless broadband 
Internet access services and similar retail services that are 
offered by AT&T and our competitors. The rules do not apply 
to "enterprise" broadband Internet access services sold to 
large businesses, nor do they apply to other broadband 
IP-based services that do not offer connectivity to all end 
points on the Internet, such as Internet Protocol television 
services like AT&T's U-verse video service; VolP; VPN; smart 
utility meters, wireless medical monitoring devices and other 
similar devices. In addition, the FCC's rules do not prohibit 
broadband Internet access providers from adopting tiered or 
usage-sensitive pricing for their Internet access services. 

Under the FCC's rules, broadband Internet access providers 
have the following duties: (i) transparency - all providers of 
broadband Internet access service (fixed and mobile) must 
disclose information in plain language about their 
commercial terms, performance characteristics, and network 
management; (ii) no blocking - providers of fixed broadband 
Internet access services may not block lawful content, 
applications, services or non-harmful devices, and providers 
of mobile broadband Internet access services may not block 
access to lawful Internet websites or lawful applications 
that compete with the provider's voice or video telephony 
services; and (iii) no unreasonable discrimination - providers 
of fixed broadband Internet access service may not 
unreasonably discriminate in the transmission of lawful 
Internet traffic over a consumer's wireline broadband Internet 
access services. Notwithstanding these duties, a broadband 
Internet access provider may engage in reasonable network 

management in order to address network congestion, prevent 
harm to the network or users, or take other reasonable steps 
to manage their network. 

COMPETITION 

Competition continues to increase for telecommunications 
and information services. Technological advances have 
expanded the types and uses of services and products 
available. In addition, lack of or a reduced level of regulation 
of comparable alternatives (e.g., cable, wireless and VolP 
providers) has lowered costs for these alternative 
communications service providers. As a result, we face 
heightened competition as well as some new opportunities 
in significant portions of our business. 

Wireless 
We face substantial and increasing competition in all 
aspects of our wireless business. Under current FCC rules, 
six or more PCS licensees, two cellular licensees and one 
or more enhanced specialized mobile radio licensees may 
operate in each of our service areas, which results in the 
potential presence of multiple competitors. Our competitors 
are multiple national companies, such as Verizon Wireless, 
Sprint Nextel Corp., T-Mobile, Metro PCS and Cricket, and 
a larger number of regional providers of cellular, PCS and 
other wireless communications services. More than 95% 
of the U.S. population lives in areas with three mobile 
telephone operators, and more than half the population 
lives in areas with at least five competing carriers. 

We may experience significant competition from companies 
that provide similar services using other communications 
technologies and services. While some of these technologies 
and services are now operational, others are being developed 
or may be developed. We compete for customers based 
principally on service offerings, call quality, coverage area, 
price and customer service. 

Wireline 
Our wireline subsidiaries expect continued competitive 
pressure in 2011 from multiple providers, including wireless, 
cable and other VolP providers, interexchange carriers 
and resellers. In addition, economic pressures are forcing 
customers to terminate their traditional local wireline service 
and substitute wireless and Internet-based services, 
intensifying a pre-existing trend toward wireless and 
Internet use. At this time, we are unable to quantify the 
effect of competition on the industry as a whole or financially 
on this segment. However, we expect both losses of revenue 
share in local service and gains resulting from business 
initiatives, especially in the area of bundling of products 
and services, including wireless and video, large-business 
data services and broadband. In most markets, we compete 
with large cable companies, such as Comcast Corporation, 

AT&T Inc. 43 



Management's Discussion and Analysis of Financial Condition and Results of Operations (continued) 

Dollars in millions except per share amounts 

Cox Communications Inc. and Time Warner Cable Inc.. for 
local, high-speed Internet and video services customers 
and other smaller telecommunications companies for both 
long-distance and local services customers. 

Our wireline subsidiaries generally remain subject to 
regulation by state regulatory commissions for intrastate 
services and by the FCC for interstate services. In contrast, 
our competitors are often subject t o  less or no regulation in 
providing comparable voice and data services or the extent 
of regulation is in dispute. Under the Telecom Act, companies 
seeking to interconnect to our wireline subsidiaries' networks 
and exchange local calls enter into interconnection 
agreements with us. Any unresolved issues in negotiating 
those agreements are subject to arbitration before the 
appropriate state commission. These agreements (whether 
fully agreed-upon or arbitrated) are then subject to review 
and approval by the appropriate state commission. 

Our wireline subsidiaries (excluding rural carrier affiliates) 
operate under state-specific elective alternative forms of 
regulation for retail services (also referred to as "alternative 
regulation") that was either legislatively enacted or authorized 
by the appropriate state regulatory commission. Under 
alternative regulation, the state regulatory agency or the 
legislature may deregulate the competitive services; impose 
price caps for some services where the prices for these 
services are not tied to the cost of providing the services or to 
rate-of-return requirements; or adopt a regulatory framework 
that incorporates deregulation and price caps. Some states 
may impose minimum customer service standards with 
required payments if we fail to meet the standards. 

We continue to lose access lines due to competitors 
(e.g., wireless, cable and VolP providers) who can provide 
comparable services at lower prices because they are 
not subject to traditional telephone industry regulation 
(or the extent of regulation is in dispute), utilize different 
technologies, or promote a different business model (such 
as advertising based) and consequently have lower cost 
structures. In response to these competitive pressures, for 
several years we have utilized a bundling strategy that 
rewards customers who consolidate their services (e.g., local 
and long-distance telephone, high-speed Internet, wireless 
and video) with us. We continue to focus on bundling wireline 
and wireless services, including combined packages of 
minutes and video service through our U-verse service and 
our relationships with satellite television providers. We will 
continue to develop innovative products that capitalize on 
our expanding fiber network. 

Additionally, we provide local, domestic intrastate and 
interstate, international wholesale networking capacity, 
and switched services to other service providers, primarily 
large Internet Service Providers using the largest class 

of nationwide Internet networks (Internet backbone), 
wireless carriers, Competitive Local Exchange Carriers, 
regional phone ILECs, cable companies and systems 
integrators. These services are subject to additional 
competitive pressures from the development of new 
technologies and the increased availability of domestic 
and international transmission capacity. The introduction of 
new products and service offerings and increasing satellite, 
wireless, fiber-optic and cable transmission capacity for 
services similar to those provided by us continues to provide 
competitive pressures. We face a number of international 
competitors, including Orange Business Service, British 
Telecom, SingTel and Verizon Communications Inc., as well 
as competition from a number of large systems integrators, 
such as HP Enterprise Services. 

Advertising Solutions 
Our Advertising Solutions subsidiaries face competition 
from approximately 100 publishers of printed directories in 
their operating areas. Competition also exists from other 
advertising media, including newspapers, radio, television and 
direct-mail providers, as well as many forms of Internet-based 
and mobile advertising. Through our wholly-owned subsidiary, 
YELLOWPAGES.COM LLC, we compete with other providers of 
Internet-based advertising and local search. 

A C C O U N T I N G  P O L I C I E S  A N D  S T A N D A R D S  

Critical Accounting Policies and Estimates Because of 
the size of the financial statement line items they relate to, 
some of our accounting policies and estimates have a more 
significant impact on our financial statements than others. 
The following policies are presented in the order in which 
the topics appear in our consolidated statements of income. 

Allowance for Doubtful Accounts We maintain an 
allowance for doubtful accounts for estimated losses that 
result from the failure of our customers to make required 
payments. When determining the allowance, we consider 
the probability of recoverability based on past experience, 
taking into account current collection trends as well as 
general economic factors, including bankruptcy rates. 
Credit risks are assessed based on historical write-offs, 
net of recoveries, and an analysis of the aged accounts 
receivable balances with reserves generally increasing as 
the receivable ages. Accounts receivable may be fully 
reserved for when specific collection issues are known 
to exist, such as pending bankruptcy or catastrophes. 
The analysis of receivables is performed monthly, and the 
allowances for doubtful accounts are adjusted accordingly. 
A 10% change in the amounts estimated to be uncollectible 
would result in a change in the provision for uncollectible 
accounts of approximately $100. 
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Pension and Other Postretirement Benefits 
January 2011, we announced a change in our method of 
recognizing actuarial gains and losses for pension and other 
postretirement benefits for all benefit plans. Historically, 
we have recognized the actuarial gains and losses as a 
component of Stockholders’ Equity on our consolidated 
balance sheets on an annual basis and have amortized 
them into our operating results over the average future 
service period of the active employees of these plans, 
to the extent such gains and losses were outside of a 
corridor. We have elected to immediately recognize 
actuarial gains and losses in our operating results, noting 
that it is generally preferable to accelerate the recognition 
of deferred gains and losses into income rather than 
to delay such recognition. This change will improve 
transparency in our operating results by more quickly 
recognizing the effects of economic and interest rate 
conditions on plan obligations, investments and 
assumptions. These gains and losses are generally only 
measured annually as of December 31  and accordingly 
will be recorded during the fourth quarter. Additionally, 
for purposes of calculating the expected return on plan 
assets, we will no longer use a permitted averaging 
technique for the market-related value of assets but instead 
will use actual fair value of plan assets. We have applied 
this change retrospectively, adjusting all prior periods. 
See Note 1 for a presentation of our operating results 
before and after the application of this accounting change. 

Our actuarial estimates of retiree benefit expense and the 
associated significant weighted-average assumptions are 
discussed in Note 11. Our assumed discount rate of 5.80% 
at December 31, 2010, reflects the hypothetical rate at 
which the projected benefit obligations could be effectively 
settled or paid out to participants. We determined our 
discount rate based on a range of factors, including a yield 
curve comprised of the rates of return on several hundred 
high-quality, fixed-income corporate bonds available at the 
measurement date and the related expected duration for 
the obligations. These bonds were all rated at least Aa3 
or AA- by one of the nationally recognized statistical 
rating organizations, denominated in U.S. dollars, and 
neither convertible nor index linked. For the year ended 
December 31, 2010, we decreased our discount rate by 
0.70%. resulting in an increase in our pension plan benefit 
obligation of $3,238 and an increase in our postretirement 
benefit obligation of $2,817. For the year ended 
December 31, 2009, we decreased our discount rate by 
0.50%, resulting in an increase in our pension plan benefit 
obligation of $2,065 and an increase in our postretirement 
benefit obligation of $1,847. 

In Our return on assets assumption was 8.5% for the year 
ended December 31, 2010. In 2010, we experienced 
actual returns on investments somewhat higher than 
expected: however, in 2011 we will be decreasing our 
expected return on assets to 8.25%, based on expectations 
on future market and the asset mix of the plans’ invest- 
ments. If all other factors were to remain unchanged, 
we expect that a 1.0% decrease in the actual long-term 
rate of return would cause 2011 combined pension and 
postretirement cost to increase $575. 

Note 11 also discusses the effects of certain changes in 
assumptions related to medical trend rates on retiree 
healthcare costs. Should actual experience differ from 
actuarial assumptions, the projected pension benefit 
obligation and net pension cost and accumulated 
postretirement benefit obligation and postretirement 
benefit cost would be affected in future years. 

Depreciation Our depreciation of assets, including use 
of composite group depreciation and estimates of useful 
lives, is described in Notes 1 and 5. We assign useful lives 
based on periodic studies of actual asset lives. Changes 
in those lives with significant impact on the financial 
statements must be disclosed, but no such changes have 
occurred in the three years ended December 31, 2010. 
However, if all other factors were to remain unchanged, 
we expect that a one-year increase in the useful lives 
of the largest categories of our plant in service (which 
accounts for more than 75% of our total plant in service) 
would result in a decrease of approximately $2,275 in 
our 2011 depreciation expense and that a one-year 
decrease would result in an increase of approximately 
$3,341 in our 2011 depreciation expense. 

Asset Valuations and Impairments We account for 
acquisitions completed after 2008 using the acquisition 
method. We allocate the purchase price to the assets 
acquired and liabilities assumed based on their estimated 
fair values. The estimated fair values of intangible assets 
acquired are based on the expected discounted cash flows 
of the identified customer relationships, patents, trade 
names and FCC licenses. In determining the future cash 
flows, we consider demand, competition and other 
economic factors. 

Customer relationships, which are finite-lived intangible 
assets, are primarily amortized using the sum-of-the- 
months-digits method of amortization over the period in 
which those relationships are expected to contribute to our 
future cash flows. The sum-of-the-months-digits method is 
a process of allocation, and reflects our belief that we 
expect greater revenue generation from these customer 
relationships during the earlier years of their lives. 
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Alternatively, we could have chosen to amortize customer 
relationships using the straight-line method, which would 
allocate the cost equally over the amortization period. 
Amortization of other intangibles, including patents and 
certain trade names, is determined using the straight-line 
method of amortization over the expected remaining 
useful lives. 

Goodwill and wireless FCC licenses are not amortized but 
tested annually for impairment. We conduct our impairment 
tests as of October 1. We test goodwill on a reporting unit 
basis, and our reporting units coincide with our segments, 
except for certain operations in our Other segment. 
The goodwill impairment test is a two-step process. 
The first step involves determining the fair value of the 
reporting unit and comparing that measurement to the 
book value. If the fair value exceeds the book value, then 
no further testing is required. If the fair value is less than 
the book value (i.e., an impairment exists), then we 
perform a second step. 

In the second step, we determine the fair values of all of 
the assets and liabilities of the reporting unit, including 
those that may not be currently recorded. The difference 
between the sum of all of those fair values and the overall 
reporting unit’s fair value is a new implied goodwill 
amount, which we compare to the recorded goodwill. 
If implied goodwill is less than the recorded goodwill, 
then we record an impairment of the recorded goodwill. 
The amount of this impairment may be more or less than 
the difference between the overall fair value and book 
value of the reporting unit. It may even be zero if the fair 
values of other assets are less than their book values. 
Goodwill is the only asset that may be impaired when 
performing the goodwill impairment test. 

As shown in Note 6, more than 99% of our goodwill 
resides in the Wireless, Wireline, and Advertising Solutions 
segments. For each of those segments, we assess their 
fair value using a market multiple approach and a 
discounted cash flow approach. Our primary valuation 
technique is to determine enterprise value as a multiple 
of a company’s Operating Income Before Depreciation 
and Amortization (OIBDA). We determined the multiples 
of the publicly traded companies whose services are 
comparable to those offered by the segment and then 
calculate a weighted average of those multiples. 
Using those weighted averages, we then calculated fair 
values for each of those segments. We also perform 
a discounted cash flow analysis as a secondary test of 
fair value to corroborate our primary market multiple 
test. The calculated fair value exceeded book value 
in all circumstances and no additional testing was 
necessary. In the event of a 10% drop in the fair values 
of the reporting units, the fair values would have still 
exceeded the book values of the reporting units and 
additional testing would st i l l  have not been necessary. 

4 Wireless FCC licenses are tested for impairment on an 
aggregate basis, consistent with the management of 
the business on a national scope. As in prior years, we 
performed our test of the fair values of FCC licenses using 
a discounted cash flow model (the Greenfield Approach). 
The Greenfield Approach assumes a company initially 
owns only the wireless FCC licenses, and then makes 
investments required to build an operation comparable to 
the one that currently utilizes the licenses. We utilized a 
17-year discrete period to isolate cash flows attributable 
to the licenses, including modeling the hypothetical 
build-out. The projected cash flows are based on certain 
financial factors, including revenue growth rates, OIBDA 
margins, and churn rates. We expect wireless revenue 
growth to trend down from our 2010 growth rate of 9.3% 
to a long-term growth rate that reflects expected long- 
term inflation trends. We expect our churn rates to 
continue to decline from 1.31% in 2010, in line with 
expected trends in the industry but at a rate comparable 
with industry-leading churn. OIBDA margins should 
continue to trend above 40.0%. 

This model then incorporates cash flow assumptions 
regarding investment in the network, development of 
distribution channels and the subscriber base, and other 
inputs for making the business operational. We based the 
assumptions, which underlie the development of the 
network, subscriber base and other critical inputs of the 
discounted cash flow model on a combination of average 
marketplace participant data and our historical results, 
trends and business plans. We also used operating metr ia  
such as capital investment per subscriber, acquisition costs 
per subscriber, minutes of use per subscriber, etc., to 
develop the projected cash flows. Since we included the 
cash flows associated with these other inputs in the 
annual cash flow projections, the present value of the 
unlevered free cash flows of the segment, after investment 
in the network, subscribers, etc., is attributable to the 
wireless FCC licenses. The terminal value of the segment, 
which incorporates an assumed sustainable growth rate, is 
also discounted and is likewise attributed to the licenses. 
We used a discount rate of 9.0%, based on the optimal 
long-term capital structure of a market participant and 
its associated cost of debt and equity, to calculate the 
present value of the projected cash flows. This discount 
rate is also consistent with rates we use to calculate the 
present value of the projected cash flows of licenses 
acquired from third parties. 

If either the projected rate of long-term growth of cash 
flows or revenues declined by 1%, or if the discount rate 
increased by 1%, the fair values of the wireless FCC 
licenses, while less than currently projected, would sti l l  be 
higher than the book value of the licenses. The fair value of 
the licenses exceeded the book value by more than 25%. 
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We review customer relationships and other long-lived 
assets for impairment whenever events or circumstances 
indicate that the carrying amount may not be recoverable 
over the remaining life of the asset or asset group. 
To determine that the asset is recoverable, we verify that 
the expected undiscounted future cash flows directly 
related to that asset exceed its book value. 

We evaluate our investments to determine whether market 
declines are temporary and accordingly reflected in 
accumulated other comprehensive income, or other-than- 
temporary and recorded as an expense in other income 
(expense) in the consolidated income statements. 
This evaluation is based on the length of time and the 
severity of decline in the investment's value. In 2010, we 
identified an other-than-temporary decline in the value of 
one of our equity method investments and various cost 
investments. At the end of the first quarter of 2009 and 
at the end of 2008, we concluded the severity of decline 
had led to an other-than-temporary decline in the value 
of assets contained in an independently managed trust 
for certain BellSouth employee benefits. 

Income Taxes Our estimates of income taxes and the 
significant items giving rise to the deferred assets and 
liabilities are shown in Note 10 and reflect our assessment 
of actual future taxes to be paid on items reflected in the 
financial statements, giving consideration to both timing 
and probability of these estimates. Actual income taxes 
could vary from these estimates due to future changes in 
income tax law or the final review of our tax returns by 
federal, state or foreign tax authorities. 

We use our judgment to determine whether it is more 
likely than not that we wil l sustain positions that we 
have taken on tax returns and, if so, the amount of 
benefit to initially recognize within our financial statements. 
We regularly review our uncertain tax positions and adjust 
our unrecognized tax benefits (UTBs) in light of changes 
in facts and circumstances, such as changes in tax law, 
interactions with taxing authorities and developments in 
case law. These adjustments to our UTBs may affect our 
income tax expense. Settlement of uncertain tax positions 
may require use of our cash. 

,- 

New Accounting Standards 
Revenue Arrangements with Multiple Delivefables In 
October 2009, the Financial Accounting Standards Board 
(FASB) issued "Multiple-Deliverable Revenue Arrangements" 
(ASU 2009-13). which addresses how revenues should be 
allocated among all products and services included in our 
bundled sales arrangements. It establishes a selling price 
hierarchy for determining the selling price of each product 
or service, with vendor-specific objective evidence at the 
highest level, third-party evidence at the intermediate level, 
and a best estimate at the lowest level. It eliminates the 

.- residual method as an acceptable allocation method, and 

requires the use of the relative selling price method as the 
basis for allocation. It also significantly expands the disclosure 
requirements for such arrangements, including, potentially, 
certain qualitative disclosures. We adopted ASU 2009-13 for 
sales entered into or materially modified in the year beginning 
January 1, 2011. ASU 2009-13 had no material effect on our 
financial statements or existing revenue recognition policies. 

See Note 1 for a discussion of other recently issued or 
adopted accounting standards. 

OTHER BUSINESS MATTERS 

Retiree Phone Concession Litigation In May 2005, we were 
served with a purported class action in US. District Court, 
Western District of Texas (Stoffels v. SBC Communications Inc.), 
in which the plaintiffs, who are retirees of Pacific Bell Telephone 
Company, Southwestern Bell and Ameritech, contend that the 
cash reimbursement formerly paid to retirees living outside 
their company's local service area, for telephone service 
they purchased from another provider, is a "defined benefit 
plan" within the meaning of ERISA. In October 2006, the 
Court certified two classes. The issue of whether the 
concession is an ERISA pension plan was tried before the 
judge in November 2007. In May 2008, the court ruled that 
the concession was an ERISA pension plan. We asked the 
court to certify this ruling for interlocutory appeal, and in 
August 2008, the court denied our request. In May 2009, 
we filed a motion for reconsideration with the trial court. 
That motion was granted on January 14, 2011, and a final 
judgment has been entered in our favor. Plaintiffs have 
appealed the judgment to the Fifth Circuit Court of Appeals. 
We believe that an adverse outcome having a material 
effect on our financial statements in this case is unlikely, 
but we will continue to evaluate the potential impact of 
this suit on our financial results as it progresses. 

NSA Litigation Twenty-four lawsuits were filed alleging 
that we and other telecommunications carriers unlawfully 
provided assistance to the National Security Agency in 
connection with intelligence activities that were initiated 
following the events of September 11, 2001. In the first filed 
case, Heptinq et al v. AT&T Corp., AT&T Inc. and Does 1-20, 
a purported class action filed in U.S. District Court in the 
Northern District of California, plaintiffs alleged that the 
defendants disclosed and are currently disclosing to the 
US. Government content and call records concerning 
communications to which Plaintiffs were a party. Plaintiffs 
sought damages, a declaratory judgment and injunctive 
relief for violations of the First and Fourth Amendments 
to the United States Constitution, the Foreign Intelligence 
Surveillance Act (FISA), the Electronic Communications 
Privacy Act and other federal and California statutes. We filed 
a motion to dismiss the complaint. The United States asserted 
the "state secrets privilege" and related statutory privileges 
and also filed a motion asking the court to dismiss the 
complaint. The Court denied the motions, and we and the 
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United States appealed. In August 2008, the U.S. Court of 
Appeals for the Ninth Circuit remanded the case to the 
district court without deciding the issue in light of the 
passage of the FlSA Amendments Act, a provision of which 
addresses the allegations in these pending lawsuits (immunity 
provision). The immunity provision requires the pending 
lawsuits to be dismissed if the Attorney General certifies to 
the court either that the alleged assistance was undertaken 
by court order, certification, directive or written request or 
that the telecom entity did not provide the alleged assistance. 
In September 2008, the Attorney General filed his certification 
and asked the district court to dismiss all of the lawsuits 
pending against the AT&T Inc. telecommunications companies. 
The court granted the Government's motion to dismiss and 
entered final judgments in July 2009. In addition, a lawsuit 
seeking to enjoin the immunity provision's application on 
grounds that it is unconstitutional was filed. In March 2009, 
we and the Government filed motions to dismiss this lawsuit. 
The court granted the motion to dismiss and entered final 
judgment in July 2009. All cases brought against the AT&T 
entities have been dismissed. In August 2009, plaintiffs in all 
cases filed an appeal with the Ninth Circuit Court of Appeals, 
and this appeal remains pending. Management believes this 
appeal is without merit and intends to continue to defend 
these matters vigorously. 

Universal Service Fees Litigation In October 2010, our 
wireless subsidiary was served with a purported class action in 
Circuit Court, Cole County, Missouri (MBA Surety Agency, Inc. 
v. AT&T Mobility, LLC), in which the plaintiffs contend that we 
violated the FCC's rules by collecting universal service fees on 
certain services not subject to such fees, including Internet 
access service provided over wireless handsets commonly 
called "smartphones" and wireless data cards, as well as 
collecting certain other state and local fees. Plaintiffs define 
the class as all persons who from April 1, 2003, until the 
present had a contractual relationship with us for Internet 
access through a smartphone or a wireless data card. 
Plaintiffs seek an unspecified amount of damages as well as 
injunctive relief. We believe that an adverse outcome having 
a material effect on our financial statements in this case 
is unlikely. 

National Healthcare Law In 2010, we paid $5,312 for a 
variety of health and welfare benefits provided to certain 
active and retired employees and their dependents under 
various plans. Of those benefits, $4,463 related to medical and 
prescription drug benefits. In March 2010, the President signed 
into law the comprehensive healthcare reform legislation. 
The legislation changed the tax treatment of the Medicare 
Part D subsidy, provided Medicare payment reforms, and 
enacted an excise tax on "Cadillac" plans as well as mandates 
for providing coverage and other requirements for delivery of 
health care to employees and retirees. We recorded a non- 
cash charge of $995 in the first quarter of 2010 to reflect the 
impact of this change. In 2011, we received a reimbursement 

of $92 relating to coverage provided to our early retirees as 
provided by the new legislation. We continue to evaluate the 
effects of the new law and its related regulations on the level 
of healthcare benefits we currently provide to active 
employees and retirees. 

Wireless Transactions In June 2010, we acquired certain 
wireless properties, including FCC licenses and network assets 
from Verizon Wireless for $2,376 in cash and increased 
goodwill by $937. The assets primarily represented former 
Alltel Wireless assets and served approximately 1.6 million 
subscribers in 79 service areas across 18 states. Since the 
properties we acquired use a different network technology 
than our GSM technology, we expect to incur additional costs 
to convert that network and subscriber handsets to our 
GSM technology. 

As a condition of our acquisition of Centennial, in 
August 2010, we sold eight service areas in Louisiana 
and Mississippi for $273. 

In December 2010, we agreed to purchase spectrum licenses 
in the Lower 700 MHz frequency band from Qualcomm 
Incorporated (Qualcomm) for approximately $1,925 in cash. 
The spectrum covers more than 300 million people total 
nationwide, including 12 MHz of Lower 700 MHz D and E 
block spectrum covering more than 70 million people in 
five of the top 15 metropolitan areas and 6 MHz of Lower 
700 MHz D block spectrum covering more than 230 million 
people across the rest of the U.S. We plan to deploy this 
spectrum as supplemental downlink capacity, using carrier 
aggregation technology once compatible handsets and 
network equipment are developed. The transaction is subject 
to regulatory approvals and other customary closing 
conditions. In February 2011, the waiting period under the 
Hart-Scott-Rodino Act expired without the Department of 
Justice requesting additional information. AT&T and Qualcomm 
anticipate closing the purchase in the second half of 2011. 

Labor Contracts In February 2010, the Company and the 
Communications Workers of America (CWA) announced a 
tentative agreement covering approximately 30,000 core 
wireline employees in the nine-state former BellSouth 
region, subject to ratification by those covered employees. 
This agreement was ratified in March 2010. In September, 
approximately 4,000 core wireline employees in the Company's 
east region also ratified a tentative agreement previously 
announced by the Company and the CWA. All core wireline 
employees are now covered by agreements reached since 
prior labor agreements expired during 2009. 

4 
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Environmental We are subject from time to time to judicial 
and administrative proceedings brought by various 
governmental authorities under federal, state or local 
environmental laws. Although we are required to reference 
in our Forms 10-Q and 10-K any of these proceedings that 
could result in monetary sanctions (exclusive of interest and 
costs) of one hundred thousand dollars or more, we do not 
believe that any of them currently pending will have a 
material adverse effect on our results of operations. 

L I Q U I D I T Y  A N D  CAPITAL RESOURCES 

We had $1,437 in cash and cash equivalents available at 
December 31, 2010. Cash and cash equivalents included 
cash of $332 and money market funds and other cash 
equivalents of $1,105. Cash and cash equivalents decreased 
$2,304 since December 31, 2009. During 2010, cash inflows 
were primarily provided by cash receipts from operations, the 
issuance of debt and the disposition of non-strategic assets. 
These inflows were more than offset by cash used to meet 
the needs of the business including, but not limited to, 
payment of operating expenses, funding capital expenditures, 
dividends to stockholders, repayment of debt, payment of 
interest on debt, and acquisitions. We discuss many of these 
factors in detail below. 

Cash Provided by or Used in Operating Activities 
During 2010, cash provided by operating activities was 
$34,993 compared to $34,405 in 2009. Our higher operating 
cash flow reflects decreased tax payments of $933. 
During 2010, our payments for current income taxes were 
lower than 2009 due to lower audit-related payments net 
of refunds. The timing of cash payments for income taxes is 
governed by the IRS and other taxing authorities and differs 
from the timing of recording tax expense. 

In September 2010, we reached a settlement with the IRS 
on the calculation of the tax basis of certain assets relating 
to a restructuring of our wireless operations. The allowed 
amortization deductions on these settlement-related assets 
are expected to cover a 15-year period, which began in 2008. 
As a result of this settlement, we paid $300 to the IRS during 
the fourth quarter of 2010, representing the tax effect of 
disallowed deductions taken on our federal income tax returns 
in 2008 and 2009. We also decreased our net tax liabilities 
approximately $8,300 and expect to recognize the cash flow 
impacts of the settlement over a 15-year period, which began 
in 2008. The effect of the change to our net tax liabilities was 
recognized through our income statement in the third quarter 
of 2010 as a reduction in income tax expense. 

During 2009, cash provided by operating activities was 
$34,405 compared to $33,610 in 2008. Our higher operating 
cash flow reflected decreased tax payments of $836, partially 
offset by increased interest payments of $157. During 2009, 
our payments for income taxes were lower than 2008 due 
primarily to changes in law impacting the timing of payments, 
partially offset by an increase in audit-related payments net 
of refunds. 

Cash Used in or Provided by Investing Activities 
During 2010, cash used in investing activities consisted o f  

$19,530 in capital expenditures, excluding interest during 

$772 in interest during construction. 
$2,376, net of cash acquired, related to the acquisition 

$265 related to wireless spectrum and licenses acquired. 
$265 related to other acquisitions. 
$100 from the purchase of securities, net of investments. 

During 2010, cash provided by investing activities consisted o f  
$1,830 from dispositions of non-strategic assets. 
$29 related to other activities. 

Our capital expenditures are primarily for our wireless and 
wireline subsidiaries' networks, our U-verse services, and 
support systems for our communications services. Total capital 
spending in 2010 was $19,530, which was a $2,976 increase 
from 2009. Capital spending in our Wireless segment, 
excluding interest during construction, represented 43% 
of our total spending and increased over 50% from 2009. 
Wireless expenditures were used for network capacity 
expansion, integration and upgrades to our HSPA network 
and the initial deployment of LTE (4G) equipment for trials. 
Capital expenditures in our Wireline segment, which 
represented 56% of our capital expenditures excluding 
interest during construction, decreased 1% for 2010, reflecting 
decreased spending on U-verse services, less spending on 
wireline voice services, and lower DSL and High Capacity 
volumes. The Other segment capital expenditures were less 
than 1% of total capital expenditures for 2010. We expect to 
fund any Advertising Solutions segment capital expenditures 
using cash from operations. We expect total 2011 capital 
investment to be in the low- to mid-$19,000 range. 
We anticipate using approximately $1,925 of cash in 2011 
to purchase wireless spectrum from Qualcomm. 

construction. 

of various assets from Verizon. 
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d In December 2010, our Board of Directors approved a 
program to repurchase up to 300 million shares 
(approximately 5%) of our common stock; the program 
does not have an expiration date. 

Cash Used in or Provided by Financing Activities 
We paid dividends of $9,916 in 2010, $9,670 in 2009, and 
$9,507 in 2008, reflecting dividend rate increases. In 
December 2010, our Board of Directors approved a 2.4% 
increase in the quarterly dividend from $0.42 to $0.43 per 
share. This follows a 2.4% dividend increase approved by 
AT&T's Board in December 2009. Dividends declared by our 
Board of Directors totaled $1.69 per share in 2010, $1.65 per 
share in 2009 and $1.61 per share in 2008. Our dividend 
policy considers both the expectations and requirements of 
stockholders, internal requirements of AT&T and long-term 
growth opportunities. It is our intent to provide the financial 
flexibility to allow our Board of Directors to consider dividend 
growth and to recommend an increase in dividends to be paid 
in future periods. All dividends remain subject to approval by 
our Board of Directors. 

During 2010, we received net proceeds of $2,235 from the 
issuance of $2,250 of 2.50% global notes due in 2015. 
Debt proceeds were used for general corporate purposes. 
We also received proceeds of $1,620 from the net issuance 
of commercial paper and other short-term bank borrowings. 

During 2010, debt repayments totaled $9,294 and consisted o f  
$5,668 in repayments of long-term debt with a 

$3,000 in the early redemption of the New Cingular 
weighted-average interest rate of 2.86%. 

Wireless Services, Inc. 7.875% notes originally due on 
March 1, 2011. 
$594 related to the private exchange we completed on 
September 2, 2010, whereby holders exchanged $1,362 
of New Cingular Wireless Services, Inc. 8.75% senior 
notes due 2031 and $1,537 of AT&T Corp. (ATTC) 8.00% 
senior notes due 2031 for $3,500 of new 5.35% AT&T Inc. 
global notes due 2040 plus a cash payment. 
$32 in repayments of capitalized leases. 

At  December 31, 2010, we had $7,196 of debt maturing 
within one year, which included $5,544 of long-term debt 
maturities, $1,625 of commercial paper and $27 of other 
borrowings. Debt maturing within one year includes $1,000 
of annual put reset securities issued by BellSouth that may 
be put each April until maturity in 2021. 

During 2010, the following other financing activities occurred: 
We paid out $278 related to derivative collateral; $197 
was our returning collateral to counterparties, which 
were funds they had posted to us in 2009 (see Note 9). 
We paid $266 to minority interest holders. 
We received proceeds of $50 from the issuance of 
treasury shares related to the settlement of share- 
based awards. 

We plan to fund our 2011 financing activities through a 
combination of cash from operations and debt issuances. 
The timing and mix of debt issuance will be guided by credit 
market conditions and interest rate trends. The emphasis of 
our financing activities will be the payment of dividends, 
subject to approval by our Board of Directors, the repayment 
of debt, and potential share repurchases. 

Credit Facilities In December 2010, we replaced our 
five-year, $9,465 revolving credit facility with two new 
revolving credit facilities with a syndicate of banks - a 
four-year, $5,000 agreement and a $3,000, 364-day 
agreement. In the event advances are made under either 
agreement, those advances would be used for general 
corporate purposes, which could include repayment of 
maturing commercial paper. Advances are not conditioned 
on the absence of a material adverse change. All advances 
must be repaid no later than the date on which lenders 
are no longer obligated to make any advances under each 
agreement. Under each agreement, we can terminate, in 
whole or in part, amounts committed by the lenders in excess 
of any outstanding advances; however, we cannot reinstate 
any such terminated commitments. At December 31, 2010, 
we had no advances outstanding under either agreement and 
were in compliance with all covenants under each agreement. 

The Four-Year Agreement 
We can request the lenders to further increase their 
commitments (i.e., raise the available credit) up to an 
additional $2,000 provided no event of default has occurred. 
The obligations of the lenders to provide advances will 
terminate on December 20, 2014, unless prior to that date 
either: (i) we reduce to $0 the commitments of the lenders, or 
(ii) certain events of default occur. We and lenders representing 
more than 50% of the facility amount may agree to extend 
their commitments for an additional one year beyond the 
December 20, 2014, termination date (with a potential 
one-year further renewal), under certain circumstances. 

Advances would bear interest, at our option, either: 

4 

at an annual rate equal to (1) the highest of (a) the base 
(or prime) rate of a designated bank, (b) 0.50% per 
annum above the Federal funds rate, and (c) the British 
Bankers Association Interest Settlement Rate applicable 
to Dollars for a period of one month plus 1.00%. plus 
(2) a rate based on AT&T's credit default swap mid-rate 
spread and subject to a floor or cap as set forth in the 
Agreement (Applicable Margin) minus 1.00% provided 
such total exceeds zero; or 
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at a rate equal to: (i) the London InterBank Offered Rate 
(LIBOR) (adjusted upwards to reflect any bank reserve 
costs) for a period of one, two, three or six months, as 
applicable, plus (ii) the Applicable Margin. 

If we pledge assets or otherwise have liens on our properties, 
then advances will be ratably secured, subject to specified 
exceptions. We also must maintain a debt-to-EBITDA (earnings 
before interest, income taxes, depreciation and amortization, 
and other modifications described in the agreement) ratio of 
not more than three-to-one, as of the last day of each fiscal 
quarter, for the four quarters then ended. 

Defaults under the agreement, which would permit the 
lenders to accelerate required repayment and which would 
increase the Applicable Margin by 2.00% per annum, include: 

We fail to pay principal or interest, or other amounts 
under the agreement beyond any grace period, 
We fail to pay when due other debt of $400 or more that 
results in acceleration of that debt (commonly referred 
to as "cross-acceleration") or a creditor commences 
enforcement proceedings within a specified period after 
a money judgment of $400 or more has become final, 
A person acquires beneficial ownership of more than 50% 
of AT&T common shares or more than a majority of 
AT&T's directors changes in any 24-month period other 
than as elected by the remaining directors (commonly 
referred to as a "change in control"), 
Material breaches of representations or warranties in 
the agreement, 
We fail to comply with the negative pledge or debt-to- 
EBITDA ratio covenants described above, 
We fail to comply with other covenants under the 
Agreement for a specified period after notice, 
We fail to make certain minimum funding payments 

Our bankruptcy or insolvency. 
under ERISA, and 

364-day Agreement 
The obligations of the lenders to provide advances will 
terminate on December 19, 2011, unless prior to that date 
either: (i) we reduce to $0 the commitments of the lenders, 
or (ii) certain events of default occur. We and lenders 
representing more than 50% of the facility amount may agree 
to extend their commitments for an additional 364-day period 
beyond the December 19, 2011 termination date, under 
certain circumstances. We also can convert all or part of 
outstanding advances under the 364-day Agreement into 
term loan($ maturing no later than the first anniversary of 
the termination date, under certain circumstances. 

Advances would bear interest, at our option, either: 
at a variable annual rate equal t o  (1) the highest of 
(a) the base (or prime) rate of a designated bank, 
(b) 0.50% per annum above the Federal funds rate, 
and (c) the British Bankers Association Interest 
Settlement Rate applicable to Dollars for a period of 
one month plus 1.00%, plus (2) a rate based on AT&T's 
credit default swap mid-rate spread and subject to a 
floor or cap as set forth in such Agreement (Applicable 
Margin) minus 1.00% provided such total exceeds zero; or 
at a rate equal to: (i) LIBOR (adjusted upwards to reflect 
any bank reserve costs) for a period of one, two, three or 
six months, as applicable, plus (ii) the Applicable Margin. 

The 364-day Agreement contains a negative pledge covenant 
that is identical to the negative pledge described above. 
In the event we elect to convert any outstanding advances 
to term loan(s), the debt-to-EBITDA financial ratio covenant 
described above also would apply while such term loads) 
were outstanding. The events of default described above also 
apply to the 364-day Agreement. 

Other 
Our total capital consists of debt (long-term debt and 
debt maturing within one year) and stockholders' equity. 
Our capital structure does not include debt issued by our 
international equity investees. Our debt ratio was 37.1%, 
41.4% and 43.8% at December 31, 2010, 2009 and 2008. 
The debt ratio is affected by the same factors that affect total 
capital. Total capital increased $4,046 in 2010 compared to 
an increase of $2,716 in 2009. The 2010 total capital increase 
was primarily due to a $9,848 increase in retained earnings, 
partially offset by a $5,914 decrease in debt, both factors 
which lowered the debt ratio in 2010. 

C O N T R A C T U  A 1 0 B 1 I GAT1 O N S ,  
C O M M I T M E N T S  A N D  C O N T I N G E N C I E S  

Current accounting standards require us to disclose our 
material obligations and commitments to making future 
payments under contracts, such as debt and lease agreements, 
and under contingent commitments, such as debt guarantees. 
We occasionally enter into third-party debt guarantees, 
but they are not, nor are they reasonably likely to become, 
material. We disclose our contractual long-term debt 
repayment obligations in Note 8 and our operating lease 
payments in Note 5. Our contractual obligations do not 
include expected pension and postretirement payments as we 
maintain pension funds and Voluntary Employee Beneficiary 
Association trusts to fully or partially fund these benefits 
(see Note 11). In the ordinary course of business, we routinely 
enter into commercial commitments for various aspects of 
our operations, such as plant additions and office supplies. 
However, we do not believe that the commitments will have 
a material effect on our financial condition, results of 
operations or cash flows. 
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Our contractual obligations as of December 31, 2010 are in 
the following table. The purchase obligations that follow are 
those for which we have guaranteed funds and will be funded 
with cash provided by operations or through incremental 
borrowings. The minimum commitment for certain obligations 
is based on termination penalties that could be paid to exit 
the contract. Since termination penalties would not be paid 
every year, such penalties are excluded from the table. 
Other long-term liabilities were included in the table based 
on the year of required payment or an estimate of the year 
of payment. Such estimate of payment is based on a review 
of past trends for these items, as well as a forecast of future 
activities. Certain items were excluded from the following 
table, as the year of payment is unknown and could not 
be reliably estimated since past trends were not deemed 
to be an indicator of future payment. 

Substantially all of our purchase obligations are in our 
Wireline and Wireless segments. The table does not include 
the fair value of our interest rate swaps. Our capital lease 

Contractual Obligations 

obligations and bank borrowings have been excluded from the 
table due to the immaterial amounts of such obligations at 
December 31, 2010. Many of our other noncurrent liabilities 
have been excluded from the following table due to the 
uncertainty of the timing of payments, combined with the 
absence of historical trending to be used as a predictor of 
such payments. Additionally, certain other long-term liabilities 
have been excluded since settlement of such liabilities will 
not require the use of cash. However, we have included in 
the following table obligations that primarily relate to benefit 
funding and severance due to the certainty of the timing 
of these future payments. Our other long-term liabilities 
are: deferred income taxes (see Note 10) of 522,361; 
postemployment benefit obligations of $28,803; and other 
noncurrent liabilities of $12,743, which included deferred 
lease revenue from our agreement with American Tower Corp. 
of $480 (see Note 5). 

Payments Due By Period 

Less than 1-3 3-5 More than 
Total 1 Year Years Years 5 Years 

Long-term debt obligations1 $ 64,156 s 5,535 $11,277 S 9,302 S 38,042 
Interest payments on long-term debt 62,693 3,781 6,542 5,476 46,894 
Operating lease obligations 24,804 2,590 4,711 4,156 13,347 
Unrecognized tax benefits2 3,141 - - - 3,141 
Purchase obligations3 10,603 3,158 4,904 1,934 607 
Total Contractual Obligations $165,397 $15,064 $27,434 $20,868 $102,031 
'Represents principal or payoff amounts of notes and debentures at maturity or, for putable debt, the next put opportunity. 
'The noncurrent portion of the unrecognized tax benefits is included in the "More than 5 Years" column, as we cannot reasonably estimate the timing or amounts of additional 
cash payments, if any, at this time. See Note 10 for additional information. 

'We calculated the minimum obligation for certain agreements to purchase goods or services based on termination fees that can be paid to exit the contract. If we elect to exit 
these contracts, termination fees for all such contracts in the year of termination could be approximately $863 in 2011, 5668 in the aggregate for 2012 and 2013, 538 in the 
aggregate for 2014 and 2015, and $5 in the aggregate, thereafter. Certain termination fees are excluded from the above table, as the fees would not be paid every year and the 
timing of such payments, if any, is uncertain. 

MARKET RISK 
We are exposed to market risks primarily from changes 
in interest rates and foreign currency exchange rates. 
These risks, along with other business risks, impact our cost 
of capital. It is our policy to manage our debt structure and 
foreign exchange exposure in order to manage capital costs, 
control financial risks and maintain financial flexibility over 
the long term. In managing market risks, we employ 
derivatives according to documented policies and procedures, 
including interest rate swaps, interest rate locks, foreign 
currency exchange contracts and combined interest rate 
foreign currency contracts (cross-currency swaps). We do 
not use derivatives for trading or speculative purposes. 
We do not foresee significant changes in the strategies 
we use to manage market risk in the near future. 

Interest Rate Risk 
The majority of our financial instruments are medium- and 
long-term fixed-rate notes and debentures. Changes in 
interest rates can lead to significant fluctuations in the fair 
value of these instruments. The principal amounts by 
expected maturity, average interest rate and fair value of 
our liabilities that are exposed to interest rate risk are 
described in Notes 8 and 9. In managing interest expense, 
we control our mix of fixed and floating rate debt, principally 
through the use of interest rate swaps. We have established 
interest rate risk limits that we closely monitor by measuring 
interest rate sensitivities in our debt and interest rate 
derivatives portfolios. 
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All our foreign-denominated debt has been swapped from 
fixed-rate foreign currencies to fixed-rate U.S. dollars at 
issuance through cross-currency swaps, removing interest 
rate risk and foreign currency exchange risk associated with 
the underlying interest and principal payments. Likewise, 
periodically we enter into interest rate locks to partially hedge 
the risk of increases in the benchmark interest rate during the 
period leading up to the probable issuance of fixed-rate debt. 
We expect gains or losses in our cross-currency swaps and 
interest rate locks to offset the losses and gains in the 
financial instruments they hedge. 

Following are our interest rate derivatives subject to material 
interest rate risk as of December 31, 2010. The interest rates 
illustrated below refer to the average rates we expect to pay 
based on current and implied forward rates and the average 
rates we expect to receive based on derivative contracts. 
The notional amount is the principal amount of the debt 
subject to the interest rate swap contracts. The fair value 
asset (liability) represents the amount we would receive (pay) 
if we had exited the contracts as of December 31, 2010. 

Maturity 

Fair Value 
2011 2012 2013 2014 2015 Thereafter Total 12/31/10 

Interest Rate Derivatives 
Interest Rate Swaps: 
Receive Fixed/Pay Variable Notional 

Amount Maturing $3,000 $3,050 $3,000 S1.000 - $1,000 S11.050 S537 
Weighted-Average Variable Rate Payable1 2.8% 3.4% 5.0% 4.8% 5.4% 5.9% 
Weighted-Average Fixed Rate Receivable 5.7% 5.5% 5.7% 5.6% 5.6% 5.6% 
'Interest payable based on current and implied forward rates for One, Three or Six Month LIBOR plus a spread ranging between approximately 36 and 576 basis points. 

Foreign Exchange Risk 
We are exposed to foreign currency exchange risk through our 
foreign affiliates and equity investments in foreign companies. 
We do not hedge foreign currency translation risk in the net 
assets and income we report from these sources. However, 
we do hedge a large portion of the exchange risk involved in 
anticipation of highly probable foreign currency-denominated 
transactions and cash flow streams, such as those related to 

In anticipation of other foreign currency-denominated 
transactions, we often enter into foreign exchange forward 
contracts to provide currency at a fixed rate. Our policy is 
to measure the risk of adverse currency fluctuations by 
calculating the potential dollar losses resulting from changes 
in exchange rates that have a reasonable probability of 
occurring. We cover the exposure that results from changes 
that exceed acceptable amounts. 

For the purpose of assessing specific risks, we use a sensitivity 
analysis to determine the effects that market risk exposures 

issuing foreign-denominated debt, receiving dividends from 
foreign investments, and other receipts and disbursements. 

Through cross-currency swaps, all our foreign-denominated 
debt has been swapped from fixed-rate foreign currencies 
to fixed-rate U.S. dollars at issuance, removing interest rate 
risk and foreign currency exchange risk associated with the 
underlying interest and principal payments. We expect gains 
or losses in our cross-currency swaps to offset the losses 
and gains in the financial instruments they hedge. 

may have on the fair value of our financial instruments and 
results of operations. To perform the sensitivity analysis, we 
assess the risk of loss in fair values from the effect of a 
hypothetical 10% depreciation of the U.S. dollar against 
foreign currencies from the prevailing foreign currency 
exchange rates, assuming no change in interest rates. 
For foreign exchange forward contracts outstanding at 
December 31, 2010, the change in fair value was immaterial. 
Furthermore, because our foreign exchange contracts are 
entered into for hedging purposes, we believe that these 
losses would be largely offset by gains on the underlying 
transactions. 
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STOCK PERFORMANCE GRAPH 
Comparison of Five Year Cumulative Total Return 
AT&T Inc., S&P 500 Index, and S&P 500 Integrated Telecom Index 
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The comparison above assumes $100 invested on December 31, 2005, in AT&T common stock, Standard & Poor‘s 500 Index 
(S&P 500), and Standard & Poor’s 500 Integrated Telecom Index (S&P 500 Integrated Telecom). Total return equals stock price 
appreciation plus reinvestment of dividends. 
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RISK FACTORS 

In addition to the other information set forth in this document, 
including the matters contained under the caption "Cautionary 
Language Concerning Forward-Looking Statements," YOU 

should carefully read the matters described below. We believe 
that each of these matters could materially affect our 
business. We recognize that most of these factors are beyond 
our ability to control and therefore we cannot predict an 
outcome. Accordingly, we have organized them by first 
addressing general factors, then industry factors and, finally, 
items specifically applicable to US. 

A worsening U.S. economy would magnify our customers' 
and suppliers' current financial difficulties and could 
materially adversely affect our business. 
We provide services and products to consumers and large and 
small businesses in the United States and to larger businesses 
throughout the world. Current economic conditions in the U.S. 
have adversely affected our customers' demand for and ability 
to pay for existing services, especially local landline service, 
and their interest in purchasing new services. Our suppliers 
are also facing higher financing and operating costs. Should 
these current economic conditions worsen, we likely would 
experience both a decrease in revenues and an increase in 
certain expenses, including expenses relating to bad debt and 
equipment and software maintenance. We also may incur 
difficulties locating financially stable equipment and other 
suppliers, thereby affecting our ability to offer attractive new 
services. We are also likely to experience greater pressure on 
pricing and margins as we continue to compete for customers 
who would have even less discretionary income. While our 
largest business customers have been less affected by these 
adverse changes in the U.S. economy, if the continued adverse 
economic conditions in the U.S., Europe and other foreign 
markets persist or worsen, those customers would likely be 
affected in a similar manner. 

Adverse changes in medical costs and the U.S. securities 
markets and interest rates could materially increase our 
benefit plan costs. 
Our annual pension and postretirement costs are subject to 
increases, primarily due to continuing increases in medical 
and prescription drug costs, and can be affected by lower 
returns on funds held by our pension and other benefit plans, 
which are reflected in our financial statements for that year. 
Investment returns on these funds depend largely on trends 
in the US. securities markets and the U.S. economy. It is also 
unclear how many provisions of the new national healthcare 
law will apply to us since many regulations implementing the 
law have not been finalized. In addition, there have been 
third-party challenges to the constitutionality of the new 
national healthcare law that, if sustained, could have an 
impact on our accounting for related costs. In calculating the 
annual costs included on our financial statements of providing 
benefits under our plans, we have made certain assumptions 
regarding future investment returns, medical costs and 

interest rates. If actual investment returns, medical costs and 
interest rates are worse than those previously assumed, our 
annual costs will increase. 

The FASB requires companies to recognize the funded status 
of defined benefit pension and postretirement plans as an 
asset or liability in our statement of financial position and to 
recognize changes in that funded status in the year in which 
the changes occur. We have elected to reflect the annual 
adjustments to the funded status in our consolidated 
statement of income. Therefore, an increase in our costs or 
adverse market conditions will have a negative effect on our 
operating results. 

The ongoing uncertainty in global financial markets could 
materially adversely affect our ability and our larger 
customers' ability to access capital needed to fund 
business operations. 
The continuing instability in the global financial markets has 
resulted in periodic volatility in the credit, currency, equity and 
fixed income markets. Volatility has limited, in some cases 
severely, companies' access to the credit markets, leading to 
higher borrowing costs for companies or, in some cases, the 
inability of these companies to fund their ongoing operations. 
As a result, our larger customers, who tend to be heavy users 
of our data and wireless services, may be forced to delay or 
reduce or be unable to finance purchases of our products and 
services and may delay payment or default on outstanding 
bills to us. In addition, we contract with large financial 
institutions to support our own treasury operations, including 
contracts to hedge our exposure on interest rates and foreign 
exchange and the funding of credit lines and other short-term 
debt obligations, including commercial paper. These financial 
institutions also face new capital-related and other regulations 
in the U.S. and Europe, as well as ongoing legal and financial 
issues concerning their loan portfolios, which may hamper 
their ability to provide credit or raise the cost of providing 
such credit. While we have been successful in continuing to 
access the credit and fixed income markets when needed, 
a financial crisis could render us unable to access these 
markets, severely affecting our business operations. 

Changes in available technology could increase 
competition and our capital costs. 
The telecommunications industry has experienced rapid 
changes in the last several years. The development of 
wireless, cable and IP technologies has significantly increased 
the commercial viability of alternatives to traditional wireline 
telephone service and enhanced the capabilities of wireless 
networks. In order to remain competitive, we are deploying a 
more sophisticated wireline network and continue to deploy a 
more sophisticated wireless network, as well as research other 
new technologies. If the new technologies we have adopted 
or on which we have focused our research efforts fail to be 
cost-effective and accepted by customers, our ability to 
remain competitive could be materially adversely affected. 
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Changes to federal, state and foreign government 
regulations and decisions in regulatory proceedings could 
materially adversely affect us. 
Our wireline subsidiaries are subject to significant federal 
and state regulation while many of our competitors are not. 
In addition, our subsidiaries and affiliates operating outside 
the U.S. are also subject to the jurisdiction of national and 
supranational regulatory authorities in the market where 
service is provided. Our wireless subsidiaries are regulated 
to varying degrees by the FCC and some state and local 
agencies. Adverse rulings by the FCC relating to broadband 
issues could impede our ability to manage our networks and 
recover costs and lessen incentives to invest in our networks. 
The development of new technologies, such as IP-based 
services, also has created or potentially could create 
conflicting regulation between the FCC and various state 
and local authorities, which may involve lengthy litigation 
to resolve and may result in outcomes unfavorable to us. 
In addition, increased public focus on potential global climate 
changes has led to proposals at state, federal and foreign 
government levels to  increase regulation on various types 
of emissions, including those generated by vehicles and 
by facilities consuming large amounts of electricity. 

Increasing competition in the wireless industry could 
adversely affect our operating results. 
We have multiple wireless competitors in each of our service 
areas and compete for customers based principally on price, 
service/device offerings, call quality, coverage area and 
customer service. In addition, we are likely to experience 
growing competition from providers offering services using 
alternative wireless technologies and IP-based networks as 
well as traditional wireline networks. We expect market 
saturation to continue to cause the wireless industry's 
customer growth rate to moderate in comparison with 
historical growth rates, leading to increased competition 
for customers. We expect that the availability of additional 
700 MHz spectrum could increase competition and the 
effectiveness of existing competition. This competition will 
continue to put pressure on pricing and margins as companies 
compete for potential customers. Our ability to respond will 
depend, among other things, on continued improvement in 
network quality and customer service and effective marketing 
of attractive products and services, and cost management. 
These efforts will involve significant expenses and require 
strategic management decisions on, and timely 
implementation of, equipment choices and deployment, 
and service offerings. 

4 Increasing competition in our wireline markets could 
adversely affect wireline operating margins. 
We expect competition in the telecommunications industry 
to continue to intensify. We expect this competition will 
continue to put pressure on pricing, margins and customer 
retention. A number of our competitors that rely on alternative 
technologies (e.g., wireless, cable and VolP) and business 
models (e.g., advertising-supported) are typically subject to 
less (or no) regulation than our wireline and ATTC subsidiaries 
and therefore are able to operate with lower costs. 
These competitors also have cost advantages compared 
to us, due in part to a nonunionized workforce, lower 
employee benefits and fewer retirees (as most of the 
competitors are relatively new companies). We believe such 
advantages can be offset by continuing to increase the 
efficiency of our operating systems and by improving 
employee training and productivity; however, there can be no 
guarantee that our efforts in these areas will be successful. 

Continuing growth in our wireless services will depend on 
continuing access to adequate spectrum, deployment of new 
technology and offering attractive services to customers. 
The wireless industry is undergoing rapid and significant 
technological changes and a dramatic increase in usage, in 
particular demand for and usage of data and other non-voice 
services. We must continually invest in our wireless network 
in order to continually improve our wireless service to meet 
this increasing demand and remain competitive. Improvements 
in our service depend on many factors, including continued 
access to and deployment of adequate spectrum. We must 
maintain and expand our network capacity and coverage 
as well as the associated wireline network needed to 
transport voice and data between cell sites. Network service 
enhancements and product launches may not occur as 
scheduled or at the cost expected due to many factors, 
including delays in determining equipment and handset 
operating standards, supplier delays, increases in network 
equipment and handset component costs, regulatory permitting 
detays for tower sites or enhancements or labor-related delays. 
Deployment of new technology also may adversely affect the 
performance of the network for existing services. If the FCC 
does not allocate sufficient spectrum to allow the wireless 
industry in general, and the company in particular, to increase 
its capacity or if we cannot deploy the services customers 
desire on a timely basis or at adequate cost while maintaining 
network quality levels, then our ability to attract and retain 
customers, and therefore maintain and improve our operating 
margins, could be materially adversely affected. 

- 
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Equipment failures, natural disasters and terrorist attacks 
may materially adversely affect our operations. 
Major equipment failures or natural disasters, including 
severe weather, terrorist acts or other breaches of network 
or IT security that affect our wireline and wireless networks, 
including telephone switching offices, microwave links, 
third-party owned local and long-distance networks on which 
we rely, our cell sites or other equipment, could have a 
material adverse effect on our operations. While we have 
insurance coverage for some of these events, our inability 
to operate our wireline or wireless systems, even for a limited 
time period, may result in significant expenses, a loss of 
customers or impair our ability to attract new customers, 
which could have a material adverse effect on our business, 
results of operations and financial condition. 

The continued success of our U-verse services initiative 
will depend on the timing, extent and cost of deployment; 
the development of attractive and profitable service 
offerings; the extent to which regulatory, franchise fees 
and build-out requirements apply to this initiative; and 
the availability and reliability of the various technologies 
required to provide such offerings. 
The trend in telecommunications technology is to shift from 
the traditional circuit- and wire-based technology to IP-based 
technology. IP-based technology can transport voice and data, 
as well as video, from both wired and wireless networks. 

P- IP-based networks also potentially cost less to operate than 
traditional networks. Our competitors, many of which are 
newer companies, are deploying this IP-based technology. 
In order to continue to offer attractive and competitively 
priced services, we are deploying a new broadband network 
to offer IP-based voice, data and video services. Using a new 
and sophisticated technology on a very large scale entails 

risks but also presents opportunities to expand service 
offerings to customers. Should deployment of our network 
be delayed or costs exceed expected amounts, our margins 
would be adversely affected and such effects could be 
material. Should regulatory requirements be different than 
we anticipated, our deployment could be delayed, perhaps 
significantly, or limited to only those geographical areas 
where regulation is not burdensome. In addition, should the 
delivery of services expected to be deployed on our network 
be delayed due to technological or regulatory constraints, 
performance of suppliers, or other reasons, or the cost of 
providing such services becomes higher than expected, 
customers may decide to purchase services from our 
competitors, which would adversely affect our revenues 
and margins, and such effects could be material. 

Unfavorable litigation or governmental investigation 
results could require us to pay significant amounts or 
lead to onerous operating procedures. 
We are subject to a number of lawsuits both in the US. and 
in foreign countries, including, at any particular time, claims 
relating to antitrust, patent infringement, wage and hour, 
personal injury, and our advertising, sales and billing and 
collection practices. We also spend substantial resources 
complying with various government standards, which may 
entail related investigations. As we deploy newer 
technologies, especially in the wireless area, we also face 
current and potential litigation relating to alleged adverse 
health effects on customers or employees who use such 
technologies including, for example, wireless handsets. 
We may incur significant expenses defending such suits or 
government charges and may be required to pay amounts 
or otherwise change our operations in ways that could 
materially adversely affect our operations or financial results. 
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Management's Discussion and Analysis of Financial Condition and Results of Operations (continued) 

Dollars in millions except per share amounts 

C A U T I O N A R Y  L A N G U A G E  C O N C E R N I N G  

Information set forth in this report contains forward-looking 
statements that are subject to risks and uncertainties, and 
actual results could differ materially. Many of these factors 
are discussed in more detail in the "Risk Factors" section. 
We claim the protection of the safe harbor for forward-looking 
statements provided by the Private Securities Litigation 
Reform Act of 1995. 

The following factors could cause our future results to differ 
materially from those expressed in the forward-looking 
statements: 

FOR WARD-  LO 0 K I N G  STATEMENTS 

Adverse economic and/or capital access changes in the 
markets served by us or in countries in which we have 
significant investments, including the impact on customer 
demand and our ability and our suppliers' ability to 
access financial markets. 
Changes in available technology and the effects of 
such changes, including product substitutions and 
deployment costs. 
Increases in our benefit plans' costs, including increases 
due to adverse changes in the U.S. and foreign securities 
markets, resulting in worse-than-assumed investment 
returns and discount rates and adverse medical cost 
trends and unfavorable healthcare legislation and 
reg u lat io ns. 

Commission and other federal agency proceedings and 
reopenings of such proceedings and judicial review, if 
any, of such proceedings, including issues relating to 
access charges, broadband deployment, E911 services, 
competition, net neutrality, unbundled loop and transport 
elements, wireless license awards and renewals and 
wireless services. 
The final outcome of regulatory proceedings in the states 
in which we operate and reopenings of such proceedings 
and judicial review, if any, of such proceedings, including 
proceedings relating to interconnection terms, access 
charges, universal service, unbundled network elements 
and resale and wholesale rates, broadband deployment 
including our U-verse services, net neutrality, 
performance measurement plans, service standards 
and traffic compensation. 
Enactment of additional state, federal and/or foreign 
regulatory and tax laws and regulations pertaining to 
our subsidiaries and foreign investments, including laws 
and regulations that reduce our incentive to invest in 
our networks, resulting in lower revenue growth and/or 
higher operating costs. 
Our ability to absorb revenue losses caused by increasing 
competition, including offerings that use alternative 
technologies (e.g., cable, wireless and VolP) and our 
ability to maintain capital expenditures. 

customer and access line totals and wireline and wireless 
operating margins. 

The final outcome of Federal Communications 

The extent of competition and the resulting pressure on 

Our ability to develop attractive and profitable product/ 
service offerings to offset increasing competition in our 
wireless and wireline markets. 

offerings at lower prices due to lower cost structures and 
regulatory and legislative actions adverse to us, including 
state regulatory proceedings relating to unbundled 
network elements and nonregulation of comparable 
alternative technologies (e.g., VolP). 
The timing, extent and cost of deployment of our U-verse 
services; the development of attractive and profitable 
service offerings; the extent to which regulatory, franchise 
fees and build-out requirements apply to this initiative; 
and the availability, cost and/or reliability of the various 
technologies and/or content required to provide such 
offerings. 
Our continued ability to attract and offer a diverse 
portfolio of devices, some on an exclusive basis. 
The availability and cost of additional wireless spectrum 
and regulations relating to licensing and technical 
standards and deployment and usage, including 
network management rules. 
Our ability to manage growth in wireless data services, 
including network quality. 
The outcome of pending or threatened litigation, 
including patent and product safety claims by or 
against third parties. 
The impact on our networks and business from major 
equipment failures, our inability to obtain handsets, 
equipment/software or have handsets, equipment/ 
software serviced in a timely and cost-effective manner 
from suppliers, severe weather conditions, natural 
disasters, pandemics, energy shortages, wars or 
terrorist attacks. 
The issuance by the Financial Accounting Standards 
Board or other accounting oversight bodies of new 
accounting standards or changes to existing standards. 
The issuance by the Internal Revenue Service and/or 
state tax authorities of new tax regulations or changes 
to existing standards and actions by federal, state or 
local tax agencies and judicial authorities with respect 
to applying applicable tax laws and regulations and 
the resolution of disputes with any taxing jurisdictions. 
Our ability to adequately fund our wireless operations, 
including payment for additional spectrum; network 
upgrades and technological advancements. 
Changes in our corporate strategies, such as changing 
network requirements or acquisitions and dispositions, 
which may require significant amounts of cash or stock, 
to respond to competition and regulatory, legislative and 
technological developments. 

4 

The ability of our competitors to offer product/service 

Readers are cautioned that other factors discussed in this 
report, although not enumerated here, also could materially 
affect our future earnings. 



Consolidated Statements of Income 
Dollars in millions except per share amounts 

2010 2009 2008 
As Adjusted - -  

Operating Revenues 
Wireless service $ 53,510 $ 48,563 $ 44,249 
Voice 28,315 32,324 37,322 
Data 27,479 25,561 24,416 
Directory 3,935 4,724 5,416 
Other 11,041 11,341 12,040 
Total ooeratina revenues 124,280 122,513 123,443 

~~ ~~ 

Operating Expenses 
Cost of services and sales (exclusive of depreciation and 

amortization shown separately below) 52,263 50,571 56,688 
Selling, general and administrative 33,065 31,427 48,772 
Depreciation and amortization 19,379 19,515 19,673 
Total operating expenses 104,707 101,513 125,133 
Operating Income (Loss) 19,573 21,000 (1.690) 

Other Income (Expense) 
Interest expense 
Equity in net income of affiliates 
Other income (exDense) - net 

(2,994) 
762 
897 

(3.368) 
734 
152 

(3.369) 
819 
(332) 

Total other income (expense) (1.335) (2,482) (2.882) 
Income (Loss) from Continuing Operations Before Income Taxes 18,238 18,518 (4,572) 
Income tax (benefit) exDense (1.162) 6,091 (2.210) 
income (Loss) from Continuina ODerations 19.400 12,427 (2.362) 
Income (Loss) from Discontinued Operations, net of tax 779 20 (2) 
Net income (Loss) 20,179 12,447 (2.364) 

Less: Net income Attributable to Noncontrolling Interest (315) (309) (261) 
Net Income (Loss) Attributable to AT&T $ 19,864 $ 12,138 $ (2,625) 

Basic Earnings (Loss) Per Share from Continuing Operations 
Attributable to AT&T $ 3.23 $ 2.06 $ (0.44) 

Basic Earnings Per Share from Discontinued Operations 
Attributable to AT&T 0.13 

.- 

- - 
Basic Earnings (Loss) Per Share Attributable to AT&T $ 3.36 $ 2.06 $ (0.44) 
Diluted Earnings (Loss) Per Share from Continuing Operations 

Attributable to AT&T $ 3.22 $ 2.05 $ (0.44) 
Diluted Earnings Per Share from Discontinued Operations 

Attributable to AT&T 0.13 - - 
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Diluted Earnings (Loss) Per Share Attributable to AT&T $ 3.35 $ 2.05 $ (0.44) 
The accompanying notes are an integral part of the consolidated financial statements. 



Consolidated Balance Sheets 
Dollars in millions except per share amounts 

~ 

December 31, 
2010 2009 

Assets As Adjusted 
Current Assets 
Cash and cash equivalents $ 1,437 $ 3,741 
Accounts receivable - net of allowances for doubtful accounts of $957 and $1.202 13,610 14,845 
Prepaid expenses 1,458 1,562 
Deferred income taxes 1,170 1,247 
Other current assets 2,276 3,792 
Total current assets 19,951 25.187 
Property, Plant and Equipment - Net 
Goodwill 
Licenses 
Customer Lists and Relationships - Net 
Other Intangible Assets - Net 
Investments in Equity Affiliates 
Other Assets 

103,196 99,519 
73,601 72,782 
50,372 48,741 
4,708 7,393 
5,440 5,494 
4,515 2,921 
6,705 6.275 

Total Assets $268,488 $268,312 

Liabilities and Stockholders' Equity 
Current Liabilities 
Debt maturing within one year $ 7,196 $ 7.361 
Accounts payable and accrued liabilities 20,055 21,260 
Advanced billing and customer deposits 4,086 4,170 
Accrued taxes 72 1,681 
Dividends payable 2,542 2,479 
Total current liabilities 33,951 36,951 
Long-Term Debt 58,971 64,720 
Deferred Credits and Other Noncurrent Liabilities 
Deferred income taxes 22,070 23,579 
Postemployment benefit obligation 28,803 27,847 
Other noncurrent liabilities 12,743 13,226 
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Total deferred credits and other noncurrent liabilities 63.616 64,652 

Stockholders' Equity 
Common stock ($1 par value, 14,000,000,000 authorized at December 31, 2010 

6,495 6,495 
Additional paid-in capital 91,731 91,707 
Retained earnings 31,792 21,944 
Treasury stock (584,144,220 at December 31, 2010, and 

593,300,187 at December 31, 2009, at cost) (21,083) (21,260) 
Accumulated other comprehensive income 2,712 2,678 
Noncontrolling interest 303 425 
Total stockholders' equity 111,950 101,989 
Total Liabilities and Stockholders' Equity $268,488 $268,312 

The accompanying notes are an integral part of the consohdated financial statements. 

and 2009: issued 6,495,231,088 at December 31, 2010 and 2009) 



Consolidated Statements of Cash Flows 
Dollars in millions 

2010 2009 2008 

Operating Activities 
Net income (loss) 
Adjustments to reconcile net income (loss) to net cash provided by operating activities: 

Depreciation and amortization 
Undistributed earnings from investments in equity affiliates 
Provision for uncollectible accounts 
Deferred income tax expense (benefit) and noncurrent unrecognized tax benefits 
Net (gain) loss from impairment and sale of investments 
Actuarial loss on pension and postretirement benefit plans 
(Income) loss from discontinued operations 
Changes in operating assets and liabilities: 

Accounts receivable 
Other current assets 
Accounts payable and accrued liabilities 

Net income attributable to noncontrolling interest 
Other - net 

As Adiusted 
$ 12,447 

19,515 
(419) 
1,762 
1,885 

215 
- 

(20) 

(490) 
(617) 
943 
(309) 
(507) 

$ (2,364) 

19.673 
(654) 
1,795 
(4,202) 
517 

25,150 
2 

(1.475) 
1,854 
(4.456) 
(261) 

(1.969) 
Total adiustments 14.814 21.958 35.974 
Net Cash Provided by Operating Activities 34,993 

Investing Activities 
Construction and capital expenditures: 

Capital expenditures 
Interest during construction 

Acquisitions, net of cash acquired 
Dispositions 
(Purchases) and sales of securities, net 
Sale of other investments 
Other 

(19,530) 
(772) 

(2.906) 
1,830 
(100) - 
29 

34,405 

(16,554) 
(740) 
(983) 
287 
55 

52 
- 

33,610 

(19,631) 
(659) 

(10,972) 
1,615 

68 
436 
45 

Net Cash Used in Investing Activities ~ (21,449) ~ (17,883) (29,098) 

Financing Activities 
Net change in short-term borrowings with original maturities of three months or less (3,910) 2,017 
Issuance of long-term debt 2,235 8,161 12,416 
Repayment of long-term debt (9.294) (8,652) (4.009) 
Purchase of treasury shares - - (6.077) 
Issuance of treasury shares 50 28 319 
Dividends paid (9,916) (9,670) (9,507) 
Other (515) (465) 151 
Net Cash Used in Financing Activities (15,848) (14,508) (4,690) 
Net increase (decrease) in cash and cash equivalents (2.304) 2,014 (178) 
Cash and cash equivalents beginning of year 3,741 1,727 1,905 
Cash and Cash Equivalents End of Year $ 1,437 $ 3,741 $ 1,727 
The accompanying notes are an integral part of the consolidated financial statements 

1,592 
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Consolidated Statements of Changes in Stockholders' Equity 
Dollars and shares in millions except per share amounts 

2010 2009 2008 

Shares Amount Shares Amount Shares Amount 

Common Stock As Adjusted 4 
Balance at beginning of year 6,495 $ 6,495 6,495 $ 6,495 6,495 $ 6,495 
Issuance of shares - 
Balance at end of year 6,495 $ 6,495 6,495 $ 6,495 6,495 $ 6,495 

Additional Paid-ln Capital 
Balance at beginning of year $ 91,707 $ 91,728 $ 91,638 
Issuance of treasury shares 159 29 87 

Change related to acquisition of interests held by 

- - - - - 

Share-based payments (130) (50) 3 

- - noncontrollinq owners ( 5 )  
Balance at end of year $ 91,731 $ 91,707 $ 91.728 

Retained Earnings 
Balance at beginning of year $ 21,944 $ 19,566 $ 31,764 
Net income (loss) attributable to AT&T 
($3.35, $2.05, and S(0.44) per diluted share) 19,864 12,138 (2,625) 

Dividends to stockholders 
($1.69, $1.65, and $1.61 per share) (9.985) (9.733) (9,506) 

Other (31) (27) (67) 
Balance at end of year $ 31,792 $ 21,944 $ 19,566 

Treasury Stock 
Balance at beginning of year (593) $(21,260) (602) s(21.410) (451) $(15,683) 
Purchase of shares - - - - (164) (6,077) 
Issuance of shares 9 177 9 150 13 350 
Balance at end of year (584) S(21.083) (593) S(21.260) (602) $(21,410) 

The accompanying notes are an integral part of the consolidated financial statements. ul 
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Consolidated Statements of Changes in Stockholders' Equity (continued) 

Dollars and shares in millions except per share amounts 

,- 

2010 2009 2008 

Amount Amount Amount 

Accumulated Other Comprehensive Income (Loss) As Adjusted 

Attributable to AT&T, net of tax: 
Balance at beginning of year 
Foreign currency translation adjustments, 

net of taxes of $146, $70, and $4239) 
Net unrealized gains (losses) on available-for-sale securities: 

Unrealized gains (losses), net of taxes of 

Less reclassification adjustment realized in net income (loss), 
$021, $84, and $0391 

net of taxes of $7, $23, and $49) 
Net unrealized gains (losses) on cash flow hedges: 

Unrealized gains (losses), net of taxes of 

Less reclassification adjustment realized in net income (loss), 
$(182), $329, and $(148) 

net of taxes of $7, $8, and $9 
Defined benefit postretirement plans (see Notes 1 and 11): 

Net prior service benefit arising during period, net of taxes of 

Amortization of net prior service cost included in net income 
$298, $1,383, and $20 

(loss), net of taxes of $(243), $(96), and $(84) 

$ 2,678 

271 

(22) 

14 

(334) 

12 

487 

(396) 

610 

15 

$ 662 

(443) 

Other ComDrehensive income (loss) attributable to AT&T 34 3,096 

Balance at end of year $ 2,712 $ 2,678 $ (418) 

Noncontrolling Interest: 
Balance at beginning of year $ 425 $403 $ 380 
Net income attributable to noncontrolling interest 315 309 261 

(286) (260) Distributions (278) 
Acquisition of interests held by noncontrolling owners (162) 
Translation adjustments applicable to noncontrolling interest, 

- - 

net of tax 3 (1) 22 
Balance at end of year $ 303 $ 425 $ 403 

Total Stockholders' Equity at beginning of year $101,989 $ 96,364 $115,256 

Total Stockholders' Equity at end of year $111,950 $101,989 $ 96,364 

Total Comprehensive Income (Loss), net of tax: 
Net income (loss) attributable to AT&T $ 19,864 $ 12,138 $ (2,625) 
Other comprehensive income (loss) attributable to 

AT&T per above 34 3,096 (1.080) 
Comprehensive income (loss) attributable to AT&T $ 19,898 $ 15,234 $ (3,705) 

Net income attributable to noncontrolling interest 
Other comprehensive income (loss) attributable to 

noncontrollinq interest per above 

$ 315 $ 309 S 261 

3 (1) 22 
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Comprehensive income attributable to noncontrolling interest $ 318 S 308 $ 283 

Total Comprehensive Income (Loss) $ 20,216 $ 15,542 $ (3,422) 

The accompanying notes are an integral part of the consolidated financial statements. 



Notes to Consolidated Financial Statements 
Dollars in millions except per share amounts 

NOTE 1. SUMMARY OF SIGNIFICANT ACCOUNTING POLICIES 

Basis of Presentation Throughout this document, AT&T Inc. 
is referred to as "ATaT," "we" or the "Company." The consoli- 
dated financial statements include the accounts of the 
Company and our majority-owned subsidiaries and affiliates. 
Our subsidiaries and affiliates operate in the communications 
services industry both domestically and internationally, 
providing wireless and wireline communications services and 
equipment, managed networking, wholesale services, and 
advertising solutions. 

A l l  significant intercompany transactions are eliminated in 
the consolidation process. Investments in partnerships and 
less than majority-owned subsidiaries where we have 
significant influence are accounted for under the equity 
method. Earnings from certain foreign equity investments 
accounted for using the equity method are included for 
periods ended within up to one month of our year end 
(see Note 7). 

The preparation of financial statements in conformity with 
US. generally accepted accounting principles (GAAP) requires 
management to make estimates and assumptions that 
affect the amounts reported in the financial statements and 
accompanying notes, including estimates of probable losses 
and expenses. Actual results could differ from those estimates. 
We have reclassified certain amounts in prior-period financial 
statements to conform to the current period's presentation. 
See Note 2 for a discussion of changes in reporting related 
to discontinued operations, and Notes 4 and 11 for a 
discussion of our changes in accounting and reporting for 
our pension and other postretirement benefit costs and 
intersegment activity. 

Pension and Other Postretirement Benefits In January 2011, 
we announced a change in our method of recognizing actuarial 
gains and losses for pension and other postretirement benefits 
for all benefit plans. Historically, we have recognized the 
actuarial gains and losses as a component of the Stockholders' 
Equity on our consolidated balance sheets on an annual basis 
and have amortized them into our operating results over the 
average future service period of the active employees of these 
plans, to the extent such gains and losses were outside of a 
corridor. We have elected to immediately recognize actuarial 
gains and losses in our operating results, noting that it is 
generally preferable to accelerate the recognition of deferred 
gains and losses into income rather than to delay such 
recognition. This change will improve transparency in our 
operating results by more quickly recognizing the effects of 
economic and interest rate conditions on plan obligations, 
investments and assumptions. These gains and losses are 
generally only measured annually as of December 3 1  and 
accordingly will be recorded during the fourth quarter. 
Additionally, for purposes of calculating the expected return 
on plan assets, we will no longer use a permitted averaging 
technique for the market-related value of plan assets but 
instead will use actual fair value of plan assets. We have 
applied these changes retrospectively, adjusting all prior 
periods. The cumulative effect of the change on retained 
earnings as of January 1, 2008, was a reduction of $1,533, 
with an offset to accumulated other comprehensive income 
(OCI). The annual recognition of actuarial gains and losses, 

postretirement benefit plans" on our consolidated statement 
of cash flows total $2,521 in 2010, $215 in 2009 and $25,150 
in 2008. This change did not have a material impact on cash 
provided by or used in operations for any period presented. 

which is reported as "Actuarial loss on pension and 4 
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The following table presents our results under our historical method and as adjusted to  reflect the accounting change: 

As Effect of 
Accounting Method Adjusted Change 

Historical 

At December 31, 2010 or for the year ended 
Cost of services and sales (exclusive of depreciation and amortization 

shown separately below) S 51,379 S 52,263 S 884 
Selling, general and administrative 31,221 33,065 1,844 

Income tax (benefit) expense2 (155) (1,162) (1,007) 
Income from Continuing Operations 21.045 19,400 (1.645) 
Net Income Attributable to AT&T2 21,508 19,864 (1,644) 

Basic Earnings per Share Attributable to AT&T S 3.64 S 3.36 S (0.28) 
Diluted Earnings per Share Attributable to AT&T 3.62 3.35 (0.27) 

Property, Plant and Equipment - Net1 $103,564 $103,196 S (368) 
Deferred income taxes 22,210 22,070 (140) 
Retained Earnings 50,859 31,792 (19,067) 
Accumulated other comprehensive income (16,128) 2,712 18,840 

At December 31, 2009 or for the year ended 
Cost of services and sales (exclusive of depreciation and amortization 

Selling, general and administrative 30,943 31,427 484 
Depreciation and amortization1,2 19,602 19,515 (87) 

Depreciation and amortization1,2 19,456 19,379 (77) 

shown separately below) S 50,517 S 50,571 S 54 

Income tax (benefit) expense2 6,146 6,091 (55) 
Income from Continuing Operations 12,824 12,427 (397) 

e Net Income Attributable to AT&T2 12,535 12,138 (397) 

Basic Earnings per Share Attributable to  AT&T S 2.12 S 2.06 $ (0.06) 
Diluted Earnings per Share Attributable to AT&T 2.12 2.05 (0.07) 

Property, Plant and Equipment - Net1 $100,052 S 99,519 S (533) 
Deferred income taxes 23,781 23,579 (202) 
Retained Earnings 39,366 21,944 (1 7,422) 
Accumulated other comprehensive income (14,412) 2,678 17,090 

At December 31, 2008 or for the year ended 
Cost of services and sales (exclusive of depreciation and amortization 

shown separately below) S 49,878 S 56,688 S 6,810 
Selling, general and administrative 30,752 48,772 18,020 
Depreciation and amortization1.2 19,766 19,673 (93) 
Income tax (benefit) expense2 7,034 (2,210) (9.244) 
Income (Loss) from Continuing Operations 13,130 (2,362) (15,492) 
Net Income (Loss) Attributable to AT&T2 12,867 (2,625) (15,492) 

Basic Earnings (Loss) per Share Attributable to AT&T S 2.17 S (0.44) S (2.61) 
Diluted Earnings (Loss) per Share Attributable to AT&T 2.16 (0.44) (2.60) 

Property, Plant and Equipment - Net1 S 99.037 S 98,415 S (622) 
Deferred income taxes 19,171 18,935 (236) 
Retained Earnings 36,591 19,566 (17,025) 
Accumulated other comprehensive income (17,057) (418) 16,639 
'A portion of pension and postretirement costs are capitalized as a part of construction labor. 
*The effect of the accounting change is  also reflected in our consolidated statements of cash flows, included in "Net income (loss)" and relevant adjustments to reconcile net 
income (loss) to net cash provided by operating activities. 
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Recent Accounting Standards 
Fair Value Measurements and Disclosures In January 2010, 
the Financial Accounting Standards Board (FASB) issued 
"Fair Value Measurements and Disclosures-Improving 
Disclosures about Fair Value Measurements" (ASU 2010-06). 
which required new disclosures and explanations for transfers 
of financial assets and liabilities between levels in the fair 
value hierarchy. ASU 2010-06 also clarifies that fair value 
measurement disclosures are required for each class of 
financial asset and liability, which may be a subset of a caption 
in the consolidated balance sheets, and those disclosures 
should include a discussion of inputs and valuation techniques. 
For financial assets and liabilities subject to lowest-level 
measurements (Level 3). ASU 2010-06 further requires that we 
separately present purchases, sales, issuances, and settlements 
instead of netting these changes. 

Revenue Arrangements with Multiple Deliverables In 
October 2009, the FASB issued "Multiple-Deliverable Revenue 
Arrangements" (ASU 2009-13). which addresses how revenues 
should be allocated among all products and services included 
in our bundled sales arrangements. It establishes a selling 
price hierarchy for determining the selling price of each 
product or service, with vendor-specific objective evidence 
at the highest level, third-party evidence at the intermediate 
level. and a best estimate at the lowest level. It eliminates 
the residual method as an acceptable allocation method, and 
requires the use of the relative selling price method as the 
basis for allocation. It also significantly expands the disclosure 
requirements for such arrangements, including, potentially, 
certain qualitative disclosures. We adopted ASU 2009-13 for 
sales entered into or materially modified in the year beginning 
January 1, 2011. ASU 2009-13 had no material effect on our 
financial statements or existing revenue recognition policies. 

Employee Separations We established obligations for 
expected termination benefits provided under existing plans 
to former or inactive employees after employment but before 
retirement. These benefits include severance payments, 
workers' compensation, disability, medical continuation 
coverage, and other benefits. At December 31, 2010, we had 
severance accruals of $848 and at December 31, 2009, we 
had severance accruals of $669. During the fourth quarter 
of 2010, we accrued $756 in conjunction with ongoing cost 
reduction initiatives. 

Income Taxes We provide deferred income taxes for 
temporary differences between the carrying amounts of 
assets and liabilities for financial reporting purposes and the 
computed tax basis of those assets and liabilities. The tax 
basis of assets and liabilities are based on amounts that meet 
the recognition threshold and are measured pursuant to the 
measurement requirement in current standards. We provide 
valuation allowances against the deferred tax assets for which 
the realization is uncertain. We review these items regularly 
in light of changes in federal and state tax laws and changes 
in our business. 

We report, on a net basis, taxes imposed by governmental 
authorities on revenue-producing transactions between us and 
our customers in our consolidated statements of income. 

Cash and Cash Equivalents Cash and cash equivalents 
include all highly-liquid investments with original maturities of 
three months or less. The carrying amounts approximate fair 
value. At  December 31, 2010, we held $332 in cash and 
$1,105 in money market funds and other cash equivalents. 

Revenue Recognition Revenues derived from wireless, 
local telephone, long-distance, data and video services are 
recognized when services are provided. This is based upon 
either usage (e.g., minutes of traffic/bytes of data processed), 
period of time (e.g., monthly service fees) or other established 
fee schedules. Our wireless service revenues are billed either 
in advance, arrears or are prepaid. Our wireless Rollover" rate 
plans include a feature whereby unused anytime minutes do 
not expire each month but rather are available, under certain 
conditions, for future use for a period not to exceed one year 
from the date of purchase. Using historical subscriber usage 
patterns, we defer these revenues based on an estimate of 
the portion of unused minutes expected to be utilized prior 
t o  expiration. 

We record an estimated revenue reduction for future 
adjustments to customer accounts, other than bad debt 
expense, at the time revenue is recognized based on historical 
experience. Service revenues also include billings to our 
customers for various regulatory fees imposed on us by 
governmental authorities. Cash incentives given to customers 
are recorded as a reduction of revenue. When required as 
part of providing service, revenues and associated expenses 
related to nonrefundable, upfront service activation and 
setup fees are deferred and recognized over the associated 
service contract period or customer life. Associated expenses 
are deferred only to the extent of such deferred revenue. 
For contracts that involve the bundling of services, revenue 
is allocated to the services based on their relative fair value. 
We record the sale of equipment to customers as gross 
revenue when we are the primary obligor in the arrangement, 
when title is passed and when the products are accepted by 
customers. For agreements involving the resale of third-party 
services in which we are not considered the primary obligor 
of the arrangement, we record the revenue net of the 
associated costs incurred. For contracts in which we 
provide customers with an indefeasible right to use network 
capacity, we recognize revenue ratably over the stated life 
of the agreement. 

We recognize revenues and expenses related to publishing 
directories on the amortization method, which recognizes 
revenues and expenses ratably over the life of the directory 
title, typically 12 months. 
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Traffic Compensation Expense We use various estimates 
and assumptions to determine the amount of traffic 
compensation expenses recognized during any reporting 
period. Switched traffic compensation costs are accrued 
utilizing estimated rates by product, formulated from historical 
data and adjusted for known rate changes and volume levels. 
Such estimates are adjusted monthly to reflect newly-available 
information, such as rate changes and new contractual 
agreements. Bills reflecting actual incurred information are 
generally not received until three to nine months subsequent 
to the end of the reporting period, at which point a final 
adjustment is made to the accrued switched traffic 
compensation expense. Dedicated traffic compensation 
costs are estimated based on the number of circuits and 
the average projected circuit costs. 

Allowance for Doubtful Accounts We maintain an 
allowance for doubtful accounts for estimated losses that 
result from the failure or inability of our customers to make 
required payments. When determining the allowance, we 
consider the probability of recoverability of accounts 
receivable based on past experience, taking into account 
current collection trends as well as general economic factors, 
including bankruptcy rates. Credit risks are assessed based 
on historical write-offs, net of recoveries, as well as an 
analysis of the aged accounts receivable balances with 
allowances generally increasing as the receivable ages. 

cr4 Accounts receivable may be fully reserved for when specific 
collection issues are known to exist, such as pending 
bankruptcy or catastrophes. 

Inventory Inventories, which are included in "Other current 
assets" on our consolidated balance sheets, were $1,303 at 
December 31, 2010, and $885 at December 31, 2009. 
Wireless handsets and accessories, which are valued at the 
lower of cost or market (determined using current replacement 
cost) were $1,185 as of December 31, 2010, and $790 as of 
December 31, 2009. The remainder of our inventory includes 
new and reusable supplies and network equipment of our local 
telephone operations, which are stated principally at average 
original cost, except that specific costs are used in the case 
of large individual items. Inventories of our other subsidiaries 
are stated at the lower of cost or market. 

Property, Plant and Equipment Property, plant and 
equipment is stated at cost, except for assets acquired using 
acquisition accounting, which are initially recorded at fair 
value (see Note 2). The cost of additions and substantial 
improvements to property, plant and equipment is capitalized. 
The cost of maintenance and repairs of property, plant and 
equipment is charged to operating expenses. Property, 
plant and equipment costs are depreciated using straight- 
line methods over their estimated economic lives. 
Certain subsidiaries follow composite group depreciation 
methodology: accordingly, when a portion of their 
depreciable property, plant and equipment is retired in 

,'- the ordinary course of business, the gross book value 
is reclassified to accumulated depreciation; no gain or 
loss is recognized on the disposition of this plant. 

Property, plant and equipment is reviewed for recoverability 
whenever events or changes in circumstances indicate that 
the carrying amount may not be recoverable. An impairment 
loss shall be recognized only if the carrying amount of a 
long-lived asset is not recoverable. The carrying amount of 
a long-lived asset is not recoverable if it exceeds the sum 
of the undiscounted cash flows expected to result from the 
use and eventual disposition of the asset. 

The fair value of a liability for an asset retirement obligation 
is recorded in the period in which it is incurred if a reasonable 
estimate of fair value can be made. In periods subsequent to 
initial measurement, period-to-period changes in the liability 
for an asset retirement obligation resulting from the passage 
of time and revisions to either the timing or the amount 
of the original estimate of undiscounted cash flows are 
recognized. The increase in the carrying value of the associated 
long-lived asset is depreciated over the corresponding estimated 
economic life. 

Software Costs 
incurred in connection with developing or obtaining internal- 
use software. Capitalized software costs are included in 
"Property, Plant and Equipment" on our consolidated balance 
sheets and are primarily amortized over a three-year period. 
In addition, there is certain network software that allows the 
equipment to provide the features and functions unique to 
the AT&T network, which we include in the cost of the 
equipment categories for financial reporting purposes. 

Business Combinations We expense acquisition-related 
costs and restructuring costs. Prior to 2009, we included 
acquisition-related costs as part of our purchase accounting, 
and we treated restructuring costs that we expected but 
were not obligated to incur, including changes to benefit 
plans, as if they were a liability assumed at the acquisition 
date. We applied current guidance to acquisitions completed 
after 2009, including the acquisitions of Centennial 
Communications Corp. (Centennial) and certain properties 
from Verizon Wireless (see Note 2). 

Goodwill and Other Intangible Assets AT&T has four major 
classes of intangible assets: goodwill, Federal Communications 
Commission (FCC) licenses, other indefinite-lived intangible 
assets, made up predominately of the AT&T and other brand 
names, and various other finite-lived intangible assets. 

It is our policy to capitalize certain costs 

Goodwill represents the excess of consideration paid over the 
fair value of net assets acquired in business combinations. 
FCC licenses provide us with the exclusive right to utilize 
certain radio frequency spectrum to provide wireless 
communications services. While FCC licenses are issued for 
a fixed time (generally 10 years), renewals of FCC licenses 
have occurred routinely and at nominal cost. Moreover, we 
have determined that there are currently no legal, regulatory, 
contractual, competitive, economic or other factors that limit 
the useful lives of our FCC licenses. We acquired the rights 
to the AT&T and other brand names in previous acquisitions. 
We have the effective ability to retain these exclusive rights 
permanently at a nominal cost. 
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Goodwill, FCC licenses and other indefinite-lived intangible 
assets are not amortized but are tested at least annually for 
impairment. The testing is performed on the value as of 
October 1 each year, and is generally composed of comparing 
the book value of the assets to  their fair value. Goodwill is 
tested by comparing the book value of each reporting unit, 
deemed to be our principle operating segments (Wireless, 
Wireline and Advertising Solutions), to the fair value of those 
reporting units calculated under a market multiple approach 
as well as a discounted cash flow approach. FCC licenses 
are tested for impairment on an aggregate basis, consistent 
with the management of the business on a national scope. 
Brand names are tested by comparing the book value to a 
fair value calculated using a discounted cash flow approach 
on a presumed royalty rate derived from the revenues 
related to the brand name. 

Intangible assets that have finite useful lives are amortized 
over their useful lives, a weighted-average of 7.9 years 
(7.9 years for customer lists and relationships and 10.3 years 
for other). Customer lists and relationships are amortized using 
primarily the sum-of-the-months-digits method of amortization 
over the expected period in which those relationships are 
expected to contribute to our future cash flows. The remaining 
finite-lived intangible assets are generally amortized using the 
straight-line method of amortization. 

Advertising Costs We expense advertising costs for 
advertising products and services or for promoting our 
corporate image as we incur them (see Note 14). 

Foreign Currency Translation We are exposed to foreign 
currency exchange risk through our foreign affiliates and 
equity investments in foreign companies. Our foreign 
subsidiaries and foreign investments generally report their 
earnings in their local currencies. We translate our share of 
their foreign assets and liabilities at exchange rates in effect 
at the balance sheet dates. We translate our share of their 
revenues and expenses using average rates during the year. 
The resulting foreign currency translation adjustments are 
recorded as a separate component of accumulated OCI in 
the accompanying consolidated balance sheets. We do not 
hedge foreign currency translation risk in the net assets 
and income we report from these sources. However, we do 
hedge a large portion of the foreign currency exchange risk 
involved in anticipation of highly probable foreign currency- 
denominated transactions, which we explain further in our 
discussion of our methods of managing our foreign currency 
risk (see Note 9). 

NOTE 2. ACQUISITIONS, DISPOSITIONS, A N D  
OTHER ADJUSTMENTS 

Acquisitions 
Wireless Properties Transactions In June 2010, we 
acquired certain wireless properties, including FCC licenses 
and network assets, from Verizon Wireless for $2,376 in cash. 
The assets primarily represent former Alltel Wireless assets 
and served approximately 1.6 million subscribers in 79 service 

areas across 18 states. The fair value of the acquired net 
assets of $1,439 included $368 of property, plant and 
equipment, $937 of goodwill, $765 of FCC licenses, and 
$224 of customer lists and other intangible assets. 

As the value of certain assets and liabilities are preliminary 
in nature, they are subject to adjustment as additional 
information is obtained about the facts and circumstances 
that existed at the acquisition date. When the valuation is 
final, any changes to the preliminary valuation of acquired 
assets and liabilities could result in adjustments to goodwill. 

Centennial In December 2010, we completed our acquisition 
accounting for Centennial. As of December 31, 2010, the 
fair value measurement of Centennial's net assets acquired 
included $1,518 of goodwill, $655 of FCC licenses, and 
$449 of customer lists and other intangible assets. 

Other Acquisitions In 2010, we acquired $265 of wireless 
spectrum from various companies, primarily in support of 
our ongoing network enhancement efforts, and a home 
monitoring platform developer and other entities for $86 
in cash. During 2009, we acquired a provider of mobile 
application solutions and a security consulting business 
for a combined $50 before closing costs. 

During 2008, we acquired Easterbrooke Cellular Corporation, 
Windstream Wireless, Wayport Inc., and the remaining 64% 
of Edge Wireless for a combined $663, recording $449 in 
goodwill. The acquisitions of these companies were designed 
to expand our wireless and Wi-Fi coverage area. 

Pending Acquisition In December 2010, we agreed to 
purchase spectrum licenses in the Lower 700 MHz frequency 
band from Qualcomm Incorporated (Qualcomm) for 
approximately $1,925 in cash. The spectrum covers more 
than 300 million people total nationwide, including 12 MHz 
of Lower 700 MHz D and E block spectrum covering more than 
70 million people in five of the top 15 metropolitan areas and 
6 MHz of Lower 700 MHz D block spectrum covering more 
than 230 million people across the rest of the U.S. We plan to 
deploy this spectrum as supplemental downlink capacity, using 
carrier aggregation technology once compatible handsets and 
network equipment are developed. The transaction is subject 
to regulatory approvals and other customary closing conditions. 
In February 2011, the waiting period under the Hart-Scott- 
Rodino Act expired without the Department of Justice (DOJ) 
requesting additional information. AT&T and Qualcomm 
anticipate closing the purchase in the second half of 2011. 

Dispositions 
Sale of Sterling Operations In August 2010, we sold our 
Sterling Commerce Inc. (Sterling) subsidiary to International 
Business Machines Corporation (IBM) for approximately $1,400 
in cash. Sterling provides business applications and integration 
solutions to approximately 18,000 customers worldwide. 
In conjunction with the sale, we divested $649 of goodwill 
and other intangible assets. We also entered into a transition 
services agreement with IBM related to short-term support 
of Sterling's operations after the sale. 
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During the second quarter of 2010, we accounted for Sterling 
as a discontinued operation. We determined that the cash 
inflows under the transition services agreement and our cash 
outflows under the enterprise license agreement will not 
constitute significant continuing involvement with Sterling's 
operations after the sale. We have reclassified Sterling's 
operating results, for all historical periods, to income from 
discontinued operations in the accompanying consolidated 
statements of income. We also applied held-for-sale treatment 
to Sterling's assets and liabilities, and, accordingly, included 
Sterling's assets in other current assets, and the related 
liabilities in accounts payable and accrued liabilities, on our 
consolidated balance sheets. Sterling's assets and liabilities 
included the following as of December 31: 

2009 

Assets held for sale: 
Current assets 
Property, plant and equipment 
Goodwill and other intangible assets 
Other assets 

$ 333 
40 

672 
47 

Total assets $1,092 

Liabilities related to assets held for sale: 
Current liabilities S 365 
Other liabilities 126 
Total liabilities $ 491 

The following table includes Sterling's operating results, which 
we historically included in our Other segment: 

Aug. 27, Dec. 31, Dec. 31, 
2010 2009 2008 

Operating revenues $349 5563 $633 
Operatinq expenses 327 523 616 
Operating income 22 40 17 
Income (loss) before income taxes 18 29 (1) 
Income tax expense 8 9 1 

phase-out period 10 20 (2) 

Income (loss) from discontinued 
operations during 

Gain on disposal of discontinued 

Income (loss) from discontinued 

- - operations 769 

operations, net of tax $779 $ 20 s (2) 

Centennial In October 2009, the DOJ cleared our acquisition 
of Centennial, subject to the DOJ's condition that we divest 
Centennial's operations in eight service areas in Louisiana and 
Mississippi. In August 2010, we sold those eight service areas 
for $273 in cash. 

Other Dispositions In 2010, we also sold our domestic 
Japanese outsourcing services company for $109. In 2009, 
we sold a professional services business for $174 and 
eliminated $113 of goodwill. In 2008, we sold to Local Insight 
Regatta Holdings Inc., the parent company of Local Insight 
Yellow Pages, the Independent Line of Business segment 
of the L.M. Berry Company, for $230. 

Other Adjustments During 2010, we recorded $78 in 
reductions of Dobson Communications Corporation and 
BellSouth Corporation (BellSouth) restructuring liabilities 
previously included in the purchase accounting for those 
deals, and we recorded an offsetting reduction of goodwill. 

N O T E  3. E A R N I N G S  PER S H A R E  

A reconciliation of the numerators and denominators of 
basic earnings per share and diluted earnings per share for 
income from continuing operations for the years ended 
December 31,2010, 2009 and 2008, are shown in the 
table below: 

Year Ended December 31, 2010 2009 2008 

Numerators 
Numerator for basic earnings 

per share: 
Income (loss) from continuing 

Income attributable to 

Income (loss) from continuing 

Dilutive potential common shares: 

operations 519.400 512,427 $(2,362) 

noncon t rolling interest (315) (309) (261) 

operations attributable to AT&T 19,085 12,118 (2,623) 

Other share-based payment 11 10 9 

Numerator for diluted earnings 

Denominators (000,000) 
Denominator for basic earnings 

per share: 
Weighted-average number of 

Dilutive potential common 

per share $19,096 $12,128 $(2,614) 

common shares outstanding 

shares: 
Stock options 3 3 9 
Other share-based payment 22 2 1  22 

Denominator for diluted earnings 
per share 5,938 5,924 5,958 

Basic earnings (loss) per share 
from continuing operations 
attributable to AT&T $ 3.23 $ 2.06 S (0.44) 

Basic earnings per share from 
discontinued operations 
attributable to AT&T 0.13 

attributable to AT&T $ 3.36 $ 2.06 S (0.44) 

- - 

Basic earnings (loss) per share 

Diluted earnings (loss) per share 
from continuing operations 
attributable to AT&T $ 3.22 $ 2.05 $ (0.44) 

Diluted earnings per share from 
discontinued operations 
attributable to AT&T 0.13 

attributable to AT&T $ 3.35 $ 2.05 $ (0.44) 

- - 

Diluted earnings (loss) per share 

5.913 5,900 5,927 
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A t  December 31, 2010, 2009 and 2008, we had issued and 
outstanding options to purchase approximately 130 million, 
178 million and 204 million shares of AT&T common stock. 
The exercise prices of 100 million, 163 million and 144 million 
shares in 2010, 2009 and 2008 were above the average 
market price of AT&T stock. Accordingly, we did not include 
these amounts in determining the dilutive potential common 
shares for the respective periods. At December 31, 2010, the 
exercise prices of 25 million vested stock options were below 
market price. 

NOTE 4. SEGMENT INFORMATION 

Our segments are strategic business units that offer 
different products and services over various technology 
platforms and are managed accordingly. We analyze our 
various operating segments based on segment income 
before income taxes. Actuarial gains and losses from pension 
and other postretirement benefits, interest expense and 
other income (expense) - net, are managed only on a 
total company basis and are, accordingly, reflected only 
in consolidated results. Therefore, these items are not 
included in the calculation of each segment's percentage 
of our consolidated results. The customers and long-lived 
assets of our reportable segments are predominantly in 
the United States. We have four reportable segments: 
(1) Wireless, (2) Wireline, (3) Advertising Solutions and 
(4) Other. 

The Wireless segment uses our nationwide network to 
provide consumer and business customers with wireless 
voice and advanced data communications services. 

The Wireline segment uses our regional, national and global 
network to provide consumer and business customers with 
landline voice and data communications services, AT&T 
U-verseSM TV, high-speed broadband and voice services 
(U-verse) and managed networking to business customers. 
Additionally, we receive commissions on sales of satellite 
television services offered through our agency arrangements. 

The Advertising Solutions segment includes our directory 
operations, which publish Yellow and White Pages directories 
and sell directory advertising and Internet-based advertising 
and local search. 

The Other segment includes results from customer 
information services, our portion of the results from our 
international equity investments and all corporate and other 
operations. Also included in the Other segment are impacts 
of corporate-wide decisions for which the individual operating 
segments are not being evaluated, including interest cost 
and expected return on pension and postretirement benefits. 
In May 2010, we announced the sale of Sterling. The Other 
segment results for all periods shown have been restated to 
exclude the results of Sterling, which are now reflected in 
discontinued operations (see Note 2). 

In January 2011, we announced a change in our method of 
recognizing actuarial gains and losses for pension and other 
postretirement benefits as well as the attribution of those 
benefit costs to our segments (see Note 1). Historically, the 
total benefit costs were attributed to each segment. As part 
of the benefit accounting change, the service cost and the 
amortization of prior service costs, which represent the 
benefits earned by active employees during the period, will 
continue to be attributed to the segment in which the 
employee is employed, while interest cost and expected 
return on assets will now be recorded in the Other segment 
as those financing activities are managed on a corporate 
level. Actuarial gains and losses resulting from the 
remeasurement of our pension and postretirement benefit 
plans, which generally only occurs in the fourth quarter, will 
be reflected in AT&T's consolidated results only. We have 
adjusted prior-period segment information to conform to 
the current period's presentation. 

Historically, the intersegment activity had been reported as 
revenue in the billing segment and offsetting operating 
expense in the purchasing segment. Upon consolidation, 
the intersegment revenue and expense were eliminated with 
the consolidated results, reflecting the cash operating and 
depreciation expense of providing the intersegment service. 
As part of AT&T's ongoing initiatives to manage its business 
from an external customer perspective, we no longer report 
intersegment revenue and instead report the cash operating 
and depreciation expense related to intersegment activity 
in the purchasing segment, which provided services to the 
external customer. While this change did not affect AT&T's 
total consolidated results, the impact to each operating 
segment varied. In particular, the Wireless segment, as a 
purchaser of network, IT and other services from the Wireline 
segment, experienced a reduction in cash operating expense 
partially offset by increased depreciation expense, with the 
net result being increased operating margins. This change 
was effective with the reporting of operating results for the 
quarter ended March 31, 2010. We have applied this change 
retrospectively, adjusting prior-period segment information. 

In the following tables, we show how our segment results are 
reconciled to our consolidated results reported. The Wireless, 
Wireline, Advertising Solutions and Other columns represent 
the segment results of each such operating segment. 
The Consolidations column adds in those line items that we 
manage on a consolidated basis only: actuarial gains and 
losses from pension and other postretirement benefits, 
interest expense and other income (expense) - net. In the 
Segment assets line item, we have eliminated the value of 
our investments in our fully consolidated subsidiaries and 
the intercompany financing assets as these have no impact 
to the segments' operations. 
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Segment results, including a reconciliation to  AT&T consolidated results, for 2010, 2009 and 2008 are as f0b .w 

Advertising Consolidated 
Wireless Wireline Solutions Other Consolidations Results At December 31, 2010 or for the year ended 

Total segment operating revenues S 58,500 S 61,202 $3,935 $ 643 $ - $124,280 
Operations and support expenses 36.746 41,008 2,583 2,470 2,521 85,328 

- - - - 2,994 2,994 
9 11 - 742 - 762 

a 

Interest expense 
Equity in net income of affiliates 

- - - - 897 897 Other income (expense) - net 
Segment income (loss) before income taxes $ 15,266 S 7,834 $ 855 S(l.099) $ (4,618) $ 18,238 

Segment assets $12 2,O 11 S 149.230 $8,736 $ 9,067 $(20,556) $268,488 
investments in equity method affiliates 14 - - 4,501 - 4,515 
Expenditures for additions to long-lived assets 9,171 11,071 29 31 - 20,302 

Advertising Consolidated 
At December 31, 2009 or for the year ended Wireless Wireline Solutions Other Consolidations Results 

Total segment operating revenues S 53,504 S 63,514 $4,724 S 771 s -  $122,513 
Operations and support expenses 33,631 42,352 2,743 3,057 215 81,998 
Depreciation and amortization expenses 6,043 12.743 650 79 - 19,515 
Total segment operating expenses 39,674 55,095 3,393 3,136 215 101,513 

Interest expense - - - - 3,368 3,368 
Segment operating income (loss) 13,830 8,419 1,331 (2,365) (215) 21,000 

e Eauitv in net income of affiliates 9 17 - 708 - 734 
I 1  

Other income (expense) - net - - - - 152 152 
Segment income (loss) before income taxes S 13,839 S 8,436 $1,331 S(1.657) S (3,431) S 18,518 
Seament assets $116,720 $156,130 $9,654 S 8,908 S(23.100) $268.312 a 

Investments in equity method affiliates 4 - - 2,917 - 2,921 
Expenditures for additions to long-lived assets 6,066 11,200 22 6 - 17,294 

Advertising Consolidated 
For the year ended December 31, 2008 Wireless Wireline Solutions Other Consolidations Results 

Total segment operating revenues S 49,174 S 67,890 $5,416 S 963 s -  $123,443 
Operations and support expenses 31,530 44,817 2,900 1,063 25,150 105,460 
Depreciation and amortization expenses 6,025 12,786 789 73 - 19,673 
Total segment operating expenses 37,555 57,603 3,689 1,136 25,150 125,133 
Segment operating income (loss) 11,619 10,287 1,727 (173) (25,150) (1,690) 
Interest expense - - - - 3,369 3,369 
Equity in net income of affiliates 6 19 - 794 - 819 
Other income (expense) - net - - - - (332) (332) 
Segment income (loss) before income taxes S 11.625 S 10,306 $1,727 S 621 S(28.851) S (4,572) 
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NOTE 5. PROPERTY, PLANT A N D  EQUIPMENT 

Property, plant and equipment is summarized as follows at 
December 31: 

Lives (years) 2010 2009 

Land - $ 1.694 S 1,724 
Buildings 35-45 25,979 24,238 
Central office equipment' 3-10 79,607 78,314 
Cable, wiring and conduit 10-50 75,732 73,191 
Other equipment1 5-15 46,622 39,723 
Software 3-5 9,219 8,812 
Under construction - 4,980 3,159 

243.833 229.161 
~ 

Accumulated depreciation 

Property, plant and 
and amortization 140.637 129,642 

equipment - net $103,196 S 99,519 
'Includes certain network software. 

Our depreciation expense was $16,402 in 2010, $15,849 in 
2009 and $15,191 in 2008. 

Certain facilities and equipment used in operations are leased 
under operating or capital leases. Rental expenses under 
operating leases were $3,060 for 2010, $2,889 for 2009 and 
$2,733 for 2008. At December 31, 2010, the future minimum 
rental payments under noncancelable operating leases for 
the years 2011 through 2015 were $2,590, $2,454, $2,257, 
$2,134 and $2,022, with $13,347 due thereafter. Certain real 
estate operating leases contain renewal options that may be 
exercised. Capital leases are not significant. 

American Tower Corp. Agreement 
In August 2000, we reached an agreement with American 
Tower Corp. (American Tower) under which we granted 
American Tower the exclusive rights to lease space on a 
number of our communications towers. In exchange, we 
received a combination of cash and equity instruments as 
complete prepayment of rent with the closing of each leasing 
agreement. The value of the prepayments was recorded as 
deferred revenue and recognized in income as revenue over 
the life of the leases. The balance of deferred revenue was 
$480 in 2010, $509 in 2009 and $539 in 2008. 

NOTE 6. GOODWILL A N D  OTHER INTANGIBLE ASSETS 

Changes in the carrying amounts of goodwill, by segment (which is the same as the reporting unit for Wireless, Wireline and 
Advertising Solutions), for the years ended December 31, 2010 and 2009, were as follows: 

Advertising 4 
Wireless Wireline Solutions Other Total 

Balance as of January 1, 2009 S 33,851 S 31,381 S 5,694 5426 5 71,352 
Goodwill acquired 1,276 344 36 - 1,656 
Other (90) (117) 1 (20) (226) 
Balance as of December 31, 2009 35,037 31,608 5,731 406 72,782 

- 43 980 Goodwill acquired 937 - 

Other (219) 62 - (4) (161) 
Balance as of December 31, 2010 $35,755 $31.670 $5.731 $445 $73,601 

The reclassification of Sterling as a discontinued operation 
impacted goodwill by $477 and other intangible assets 
balances by $195 at December 31, 2009 and $254 at 
January 1, 2009. Goodwill acquired in 2010 relates primarily 
to the acquisition of certain wireless properties from Verizon 
Wireless and in 2009 relates to certain wireless and wireline 
properties acquired from Centennial. Changes to goodwill 

during 2010 include adjustments totaling S(219) related to 
wireless business combinations and $62 due primarily to 
adjustments relating to a wireline business combination. 
Changes to goodwill during 2009 include adjustments 
totaling $90 related to wireless liabilities in connection with 
a business combination and disposition of a wireline entity 
for $117 (see Note 2). 



Our other intangible assets are summarized as follows: 

December 31, 2010 December 31, 2009 
Gross Carrying Accumulated Gross Carrying Accumulated 

Other Intangible Assets Amount Amortization Amount Amortization 

Amortized intangible assets: 

s 6.987 S 5,240 $3 7,729 $ 5,023 

3,134 2,641 3,134 2,377 
9,215 6.807 9,215 5,597 

Customer Lists and relationships: 
AT&T Mobility LLC 
BellSouth 
AT&T Corp. 

Subtotal 19.686 14,978 20,602 13,209 
Other 525 239 778 519 

Total 5 20.2 11 $15,211 521.380 $13,728 

Other 350 284 524 212 

indefinite-life intangible assets not subject to amortization: 
Licenses $50.372 
Trade name 5.154 

$48,741 
5,235 

Total $55,526 $53,976 

Amortized intangible assets are definite-life assets, and as 
such, we record amortization expense based on a method that 
most appropriately reflects our expected cash flows from 
these assets. Amortization expense for definite-life intangible 
assets was $2,977 for the year ended December 31, 2010, 
$3,666 for the year ended December 31, 2009, and $4,482 
for the year ended December 31, 2008. Amortization expense 
IS estimated to be $2,007 in 2011, $1,325 in 2012, $739 
in 2013, $346 in 2014 and $214 in 2015. In 2009, Mobility 
wrote off $2,963 in fully amortized intangible assets (primarily 
customer lists). We review other long-lived assets for 
impairment whenever events or circumstances indicate that 
the carrying amount may not be recoverable over the 
remaining life of the asset or asset group. 

Licenses include wireless FCC licenses of $50,356 at 
December 31, 2010, and $48,650 at December 31, 2009, 
that provide us with the exclusive right to utilize certain 
radio frequency spectrum to provide wireless communications 
services. In 2010, we recorded an $85 impairment for a 
trade name. 

n .  

NOTE 7. EQUITY METHOD INVESTMENTS 

Investments in partnerships, joint ventures and less-than- 
majority-owned subsidiaries in which we have significant 
influence are accounted for under the equity method. 

Our investments in equity affiliates include primarily 
international investments. As of December 31, 2010, our 
investments in equity affiliates included an 8.4% interest in 
Telefonos de Mexico, S.A. de C.V. (Telmex), Mexico's national 
telecommunications company, and a 9.0% interest in 
America Movil, S.A. de C.V. (America Movil), primarily a 
wireless provider in Mexico with telecommunications 
investments in the United States and Latin America. We are 
a member of a consortium that holds all of the class AA 
shares of Telmex stock, representing voting control of the 
company. Another member of the consortium, Carso Global 
Telecom, S.A.B. de C.V. (CGT), has the right to appoint a 
majority of the directors of Telmex. We also are a member 
of a consortium that holds all of the class AA shares of 
America Movil stock, representing voting control of the 
company. Another member of the consortium has the right 
to appoint a majority of the directors of America Movil. 

America M6vil Transactions On June 11, 2010, as part of a 
tender offer from America Movil, we exchanged all our shares 
in Telmex Internacional, S.A.B. de CY. (TI) for America Movil L 
shares at the offered exchange rate of 0.373, which resulted 
in a pretax gain of $658. The exchange was accounted for at 
fair value. In addition, we paid $202 to purchase additional 
shares of America Movil L shares to maintain our ownership 
percentage at a pretransaction level. 

*- 
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The following table is a reconciliation of our investments in 
equity affiliates as presented on our consolidated balance 
sheets: 

2010 2009 

Beginning of year $2,921 52.332 
Additional investments 220 44 
Equity in net income of affiliates 762 734 
Dividends received (159) (315) 
Dispositions (204) - 
Currency translation adjustments 203 125 
Telmex lnternacional exchange 658 - 
Other adjustments 114 1 

End of year 54.515 52.921 

Undistributed earnings from equity affiliates were $5,137 
and $4,534 at December 31, 2010 and 2009. The currency 
translation adjustment for 2010 and 2009 reflects the effect 
of exchange rate fluctuations on our investments in Telmex, 
TI and America Movil. 

The fair value of our investment in Telmex, based on the 
equivalent value of Telmex L shares at December 31, 2010, 
was $1,231. The fair value of our investment in America Movil, 
based on the equivalent value of America Movil L shares at 
December 31, 2010, was $10,383. 

NOTE 8. DEBT 

Long-term debt of AT&T and its subsidiaries, including interest 
rates and maturities, is summarized as follows at December 31: 

2010 2009 

Notes and debentures 
Interest Rates Maturities1 

0.35% - 2.99% 2010 - 2015 
3.00% - 4.99% 2010 - 2014 
5.00% - 6.99% 2010 - 2095 
7.00% - 9.10% 2010 - 2097 
Other 
Fair value of interest rate swaps 

recorded in debt 

5 3,500 
5,853 

41,331 
19,069 

136 

310 
70,199 

Unamortized premium, net of discount 185 1,612 
Total notes and debentures 64,256 71,811 
Capitalized leases 259 237 
Total long-term debt, including 

current maturities 64,515 72,048 
Current maturities of long-term debt (5,544) (7,328) 
Total long-term debt $58,971 564.720 
'Maturities assume putable debt is redeemed by the holders at  the next opportunity. 

S 2,250 

43,506 

14 

435 
64.071 

5.880 

11.986 

Current maturities of long-term debt include debt that may be 
put back to us by the holders in 2011. We have $1,000 of 
annual put reset securities issued by BellSouth that may be 
put each April until maturity in 2021. If the holders do not 
require us to repurchase the securities, the interest rate will 
be reset based on current market conditions. Likewise, we 
have an accreting zero-coupon note that may be redeemed 
each May, excluding May 2011, until maturity in 2022. If the 
zero-coupon note (issued for principal of $500 in 2007) is 
held to maturity, the redemption amount will be $1,030. 

Debt maturing within one year consisted of the following at 
December 31: 

2010 2009 

Current maturities of long-term debt $5.544 $7,328 
Commercial paper 1,625 - 
Bank borrowings' 27 33 
Total $7,196 57,361 
'Outstanding balance of short-term credit facility of a foreign subsidiary. 

During 2010, we received net proceeds of $2,235 from the 
issuance of $2,250 of 2.50% global notes due in 2015. Debt 
proceeds were used for general corporate purposes. We also 
received net proceeds of $1,620 from the net issuance of 
commercial paper and other short-term bank borrowings. 

During 2010, debt repayments totaled $9,294 and consisted o f  
$5,668 in repayments of long-term debt with a weighted- 
average interest rate of 2.86%. 
$3,000 for the early redemption of the New Cingular 
Wireless Services, Inc. 7.875% notes originally due on 
March 1, 2011. 
$594 related to the private exchange we completed on 
September 2, 2010 whereby holders exchanged $1,362 
of New Cingular Wireless Services, Inc. 8.75% senior 
notes due 2031 and $1,537 of AT&T Corp. (ATTC) 8.00% 
senior notes due 2031 for $3,500 of new 5.35% AT&T Inc. 
global notes due 2040 plus a cash payment. 

4 

$32 in repayments of capitalized leases. 

As of December 31, 2010 and 2009, we were in compliance 
with all covenants and conditions of instruments governing 
our debt. Substantially all of our outstanding long-term debt 
is unsecured. Maturities of outstanding long-term notes and 
debentures, as of December 31, 2010, and the corresponding 
weighted-average interest rate scheduled for repayment are 
as follows: 

There- 
2011 2012 2013 2014 2015 after 

repayments' 55,535 55,454 55,823 54,788 $4.514 538,042 
Debt 

Weighted- 
average 
interest rate 6.2% 6.4% 5.6% 5.1% 4.3% 6.4% 

'Debt repayments assume putable debt is redeemed by the holders at the next 
opportunity. 
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Credit Facilities In December 2010, we replaced our 
five-year, $9,465 revolving credit facility with two new 
revolving credit facilities with a syndicate of banks - a four- 
year, $5,000 agreement and a $3,000, 364-day agreement. 
In the event advances are made under either agreement, those 
advances would be used for general corporate purposes, 
which could include repayment of maturing commercial paper. 
Advances are not conditioned on the absence of a material 
adverse change. All advances must be repaid no later than 
the date on which lenders are no longer obligated to make 
any advances under each agreement. Under each agreement, 
we can terminate, in whole or in part, amounts committed by 
the lenders in excess of any outstanding advances; however, 
we cannot reinstate any such terminated commitments. 
A t  December 31, 2010, we had no advances outstanding 
under either agreement and were in compliance with al l  
covenants under each agreement. 

The Four-Year Agreement 
We can request the lenders to further increase their 
commitments (i.e., raise the available credit) up to an 
additional $2,000 provided no event of default has occurred. 
The obligations of the lenders to provide advances will 
terminate on December 20, 2014, unless prior to that date 
either: (i) we reduce to $0 the commitments of the lenders, or 
(ii) certain events of default occur. We and lenders representing 
more than 50% of the facility amount may agree to extend 
their commitments for an additional one year beyond the 
December 20, 2014 termination date (with a potential one- 
year further renewal), under certain circumstances. 

Advances would bear interest, at our option, either: 
at an annual rate equal to (1) the highest of (a) the base 
(or prime) rate of a designated bank, (b) 0.50% per 
annum above the Federal funds rate, and (c) the British 
Bankers Association Interest Settlement Rate applicable 
to Dollars for a period of one month plus 1.00%, plus 
(2) a rate based on AT&T's credit default swap mid-rate 
spread and subject to a floor or cap as set forth in the 
Agreement (Applicable Margin) minus 1.00% provided 
such total exceeds zero; or 
at a rate equal to: (i) the London InterBank Offered Rate 
(LIBOR) (adjusted upwards to reflect any bank reserve 
costs) for a period of one, two, three or six months, as 
applicable, plus (ii) the Applicable Margin. 

If we pledge assets or otherwise have liens on our properties, 
then advances will be ratably secured, subject to specified 
exceptions. We also must maintain a debt-to-EBITDA (earnings 
before interest, income taxes, depreciation and amortization, 
and other modifications described in the agreement) ratio of 
not more than three-to-one, as of the last day of each fiscal 
quarter, for the four quarters then ended. 

Defaults under the agreement, which would permit the 
lenders to accelerate required repayment and which would 
increase the Applicable Margin by 2.00% per annum, include: 

We fail to pay principal or interest, or other amounts 
under the agreement beyond any grace period, 

We fail to pay when due other debt of $400 or more that 
results in acceleration of that debt (commonly referred 
to as "cross-acceleration") or a creditor commences 
enforcement proceedings within a specified period after 
a money judgment of $400 or more has become final, 
A person acquires beneficial ownership of more than 
50% of AT&T common shares or more than a majority of 
AT&T's directors changes in any 24-month period other 
than as elected by the remaining directors (commonly 
referred to as a "change in control"), 
Material breaches of representations or warranties in the 
agreement, 
We fail to comply with the negative pledge or debt-to- 
EBITDA ratio covenants described above, 
We fail to comply with other covenants under the 
Agreement for a specified period after notice, 
We fail to make certain minimum funding payments 
under Employee Retirement Income Security Act of 1974, 
as amended (ERISA), and 
Our bankruptcy or insolvency. 

364-day Agreement 
The obligations of the lenders to provide advances will 
terminate on December 19, 2011, unless prior to that date 
either: (i) we reduce to $0 the commitments of the lenders, 
or (ii) certain events of default occur. We and lenders 
representing more than 50% of the facility amount may agree 
to extend their commitments for an additional 364-day period 
beyond the December 19, 2011 termination date, under 
certain circumstances. We also can convert all or part of 
outstanding advances under the 364-day Agreement into 
term loan(s) maturing no later than the first anniversary 
of the termination date, under certain circumstances. 

Advances would bear interest, at our option, either: 
at a variable annual rate equal t o  (1) the highest of 
(a) the base (or prime) rate of a designated bank, 
(b) 0.50% per annum above the Federal funds rate, and 
(c) the British Bankers Association Interest Settlement 
Rate applicable to Dollars for a period of one month 
plus 1.00%, plus (2) a rate based on AT&T's credit default 
swap mid-rate spread and subject t o  a floor or cap 
as set forth in such Agreement (Applicable Margin) 
minus 1.00% provided such total exceeds zero; or 
at a rate equal to: (i) LIBOR (adjusted upwards to reflect 
any bank reserve costs) for a period of one, two, three or 
six months, as applicable, plus (ii) the Applicable Margin. 

The 364-day Agreement contains a negative pledge covenant 
that is identical to the negative pledge described above. 
In the event we elect to convert any outstanding advances 
to term loan(s), the debt-to-EBITDA financial ratio covenant 
described above also would apply while such term loan(s) 
were outstanding. The events of default described above 
also apply to the 364-day Agreement. 
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NOTE 9. FAIR VALUE MEASUREMENTS A N D  DISCLOSURE 4 
The Fair Value Measurement and Disclosure framework provides a three-tiered fair value hierarchy that gives highest priority 
to unadjusted quoted prices in active markets for identical assets or liabilities (Level 1 measurements) and the lowest priority 
to unobservable inputs (Level 3 measurements). The three levels of the fair value hierarchy are described below: 

LEVEL 1 

LEVEL 2 

Inputs to the valuation methodology are unadjusted quoted prices for identical assets or liabilities in active markets 
that AT&T has the ability to access. 

Inputs to the valuation methodology include: 
Quoted prices for similar assets and liabilities in active markets; 
Quoted prices for identical or similar assets or liabilities in inactive markets; 
Inputs other than quoted market prices that are observable for the asset or liability; 
Inputs that are derived principally from or corroborated by observable market data by correlation or other means. 

If the asset or liability has a specified (contractual) term, the Level 2 input must be observable for substantially the 
full term of the asset or liability. 

Inputs to the valuation methodology are unobservable and significant to the fair value measurement. 
Fair value is often based on internally developed models in which there are few, if any, external observations. 

LEVEL 3 

The asset's or liability's fair value measurement level within the 
fair value hierarchy is based on the lowest level of any input 
that is significant to the fair value measurement. Valuation 
techniques used should maximize the use of observable inputs 
and minimize the use of unobservable inputs. 

The valuation methodologies described above may produce 
a fair value calculation that may not be indicative of future 
net realizable value or reflective of future fair values. 
AT&T believes its valuation methods are appropriate and 
consistent with other market participants. The use of different 
methodologies or assumptions to determine the fair value 
of certain financial instruments could result in a different fair 
value measurement at the reporting date. There have been 
no changes in the methodologies used at December 31, 2010, 
and December 31, 2009. 

Long-Term Debt and Other Financial Instruments 
The carrying amounts and estimated fair values of our 
long-term debt, including current maturities and other 
financial instruments, are summarized as follows: 

December 31, 2010 December 31. 2009 
Carrying Fair Carrying Fair 
Amount Value Amount Value 

Notes and debentures $64.256 $69.313 $71,811 $75,212 
Commercial paper 1.625 1.625 - - 
Bank borrowings 27 27 33 33 
Investment securities 2,183 2,183 1,885 1,885 

The fair values of our notes and debentures were estimated 
based on quoted market prices, where available. The carrying 
value of debt with an original maturity of less than one year 
approximates market value. 

Investment Securities 
Our investment securities consist of primarily available-for- 
sale instruments, which include equities, fixed income bonds 
and other securities. Substantially all the fair values of our 
available-for-sale securities were estimated based on quoted 
market prices. Investments in securities not traded on a 
national securities exchange are valued using pricing models, 
quoted prices of securities with similar characteristics or 
discounted cash flows. Realized gains and losses on these 
securities are included in other income (expense) - net in 
the consolidated statements of income using the specific 
identification method. Unrealized gains and losses, net of tax, 
on available-for-sale securities are recorded in accumulated 
OCI. Unrealized losses that are considered other-than- 
temporary are recorded in other income (expense) - net, 
with the corresponding reduction to  the carrying basis of 
the investment. Fixed income investments have maturities 
of $228 in 2011, $107 in 2012 and 2013, $52 in 2014 and 
2015, and $252 for years thereafter. 

Our short-term investments, other short- and long-term 
held-to-maturity investments (including money market 
securities) and customer deposits are recorded at amortized 
cost, and the respective carrying amounts approximate 
fair values. 

Our investment securities maturing within one year are 
recorded in "Other current assets," and instruments with 
maturities of more than one year are recorded in "Other 
Assets" on the consolidated balance sheets. 



,.- 

Followincl is the fair value leveling for available-for-sale securities and derivatives as of December 31, 2010, and December 31, 2009. 
~~ ~~ 

December 31,2010 
Level 1 Level 2 Level 3 Total 

Domestic equities $ 976 - s -  $ 976 
International equities 513 - - 513 
Fixed income bonds - 639 - 639 

Available-for-Sale Securities 

Asset Derivatives 
Interest rate swaps - 537 - 537 
Cross-currency swaps - 327 - 327 
Interest rate locks - 11 - 11 

6 Foreign exchange contracts - 

Cross-currency swaps - (675) - (675) 
Interest rate locks - (187) - (187) 

(2) Foreign exchange contracts - 

- 6 
Liability Derivatives 

- (2) 

December 31, 2009 
Level 1 Level 2 Level 3 Total 

Domestic equities $1,047 s -  s -  $1,047 
International equities 412 - - 412 
Fixed income bonds - 341 - 341 

Available-for-Sale Securities 

Asset Derivatives 
Interest rate swaps - 399 - 399 

e- Cross-currency swaps - 635 - 635 
Interest rate locks - 150 - 150 

2 Foreign exchange contracts 

Cross-currency swaps - (390) - (390) 
(6) 
(7) 

Interest rate locks 
Foreign exchange contracts - 

- 2 - 
Liability Derivatives 

- 
- 

(6) 
(7) 

- 

Derivative Financial Instruments 
We employ derivatives to manage certain market risks, 
primarily interest rate risk and foreign currency exchange risk. 
This includes the use of interest rate swaps, interest rate locks, 
foreign exchange forward contracts and combined interest rate 
foreign exchange contracts (cross-currency swaps). We do not 
use derivatives for trading or speculative purposes. We record 
derivatives on our consolidated balance sheets at fair value, 
which is derived from observable market data, including yield 
curves and foreign exchange rates (all of our derivatives are 
Level 2). Cash flows associated with derivative instruments 
are presented in the same category on the consolidated 
statements of cash flows as the item being hedged. 

The majority of our derivatives are designated either as a 
hedge of the fair value of a recognized asset or liability or 
of an unrecognized firm commitment (fair value hedge), or 
as a hedge of a forecasted transaction or of the variability 
of cash flows to be received or paid related to a recognized 
asset or liability (cash flow hedge). ,.- 

Fair Value Hedging We designate our fixed-to-floating 
interest rate swaps as fair value hedges. The purpose of these 
swaps is to manage interest rate risk by managing our mix 
of fixed-rate and floating-rate debt. These swaps involve 
the receipt of fixed-rate amounts for floating interest rate 
payments over the life of the swaps without exchange of the 
underlying principal amount. Accrued and realized gains or 
losses from interest rate swaps impact interest expense on 
the consolidated statements of income. Unrealized gains on 
interest rate swaps are recorded at fair market value as assets, 
and unrealized losses on interest rate swaps are recorded at 
fair market value as liabilities. Changes in the fair value of 
the interest rate swaps offset changes in the fair value of 
the fixed-rate notes payable they hedge due to changes in 
the designated benchmark interest rate and are recognized 
in interest expense, though they net to zero. Gains or losses 
realized upon early termination of our fair value hedges 
would be recognized in interest expense. 
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Cash Flow Hedging Unrealized gains on derivatives 
designated as cash flow hedges are recorded at fair value 
as assets, and unrealized losses on derivatives designated 
as cash flow hedges are recorded at fair value as liabilities, 
both for the period they are outstanding. For derivative 
instruments designated as cash flow hedges, the effective 
portion is reported as a component of accumulated OCI 
until reclassified into interest expense in the same period 
the hedged transaction affects earnings. The gain or loss 
on the ineffective portion is recognized in other income 
(expense) - net in each period. 

We designate our cross-currency swaps as cash flow hedges. 
We have entered into multiple cross-currency swaps to hedge 
our exposure to variability in expected future cash flows that 
are attributable to foreign currency risk generated from the 
issuance of our Euro and British pound sterling denominated 
debt. These agreements include initial and final exchanges 
of principal from fixed foreign denominations to fixed U.S. 
denominated amounts, to be exchanged at a specified rate, 
which was determined by the market spot rate upon issuance. 
They also include an interest rate swap of a fixed foreign- 
denominated rate to a fixed US. denominated interest rate. 
We evaluate the effectiveness of our cross-currency swaps 
each quarter. In the years ended December 31, 2010, and 
December 31, 2009, no ineffectiveness was measured. 

Periodically, we enter into and designate interest rate locks 
to partially hedge the risk of changes in interest payments 
attributable to increases in the benchmark interest rate during 
the period leading up to the probable issuance of fixed-rate 
debt. We designate our interest rate locks as cash flow 
hedges. Gains and losses when we settle our interest rate 
locks are amortized into income over the life of the related 
debt, except where a material amount is deemed to be 
ineffective, which would be immediately reclassified to 
income. In the second quarter of 2010, we settled $200 of 
notional rate locks without utilizing them in a debt issuance. 
The total impact to interest expense was $(5). We are 
confident our remaining rate locks will be utilized given 
our probable refinancing needs over the next two years. 
No other ineffectiveness was measured in the year ended 
December 31, 2010. Over the next 12 months, we expect to 
reclassify $15 from accumulated OCI to interest expense due 
to the amortization of net losses on historical interest rate 
locks. Our unutilized interest rate locks carry mandatory 
early terminations, the latest occurring in April 2012. 

We hedge a large portion of the exchange risk involved in 
anticipation of highly probable foreign currency-denominated 
transactions. In anticipation of these transactions, we often 
enter into foreign exchange contracts to provide currency at 
a fixed rate. Some of these instruments are designated as 
cash flow hedges while others remain non-designated, largely 
based on size and duration. Gains and losses at the time we 

settle or take delivery on our designated foreign exchange 
contracts are amortized into income over the next few months 
as the hedged funds are spent by our foreign subsidiaries, 
except where a material amount is deemed to be ineffective, 
which would be immediately reclassified to income. In the 
year ended December 31, 2010, no ineffectiveness was 
measured. No transactions were designated in the year ended 
December 31, 2009. 

4 

Collateral and Credit-Risk Contingency We have entered 
into agreements with most of our derivative counterparties, 
establishing collateral thresholds based on respective credit 
ratings and netting agreements. Collateral is exchanged on a 
weekly basis. At December 31, 2010, we had posted collateral 
of $82 (a deposit asset) and held collateral of $26 (a receipt 
liability). Under the agreements, if our credit rating had been 
downgraded one rating level by Moody’s and Fitch before 
the final collateral exchange in December, we would 
have been required to post additional collateral of $115. 
At  December 31, 2009, we held $222 of counterparty 
collateral. We do not offset the fair value of collateral, 
whether the right to reclaim cash collateral (a receivable) 
or the obligation to return cash collateral (a payable), 
against the fair value of the derivative instruments. 

Following is the notional amount of our outstanding derivative 
positions at December 31: 

2010 2009 

Interest rate swaps 
Cross-currency swaps 
Interest rate Locks 
Foreia n exc hanae con tracts 

$11,050 s 9,000 4 
7,502 7,502 
3,400 3,600 
221 293 

Total $22,173 $20,395 

Following are our derivative instruments and their related 
hedged items affecting our financial position and performance: 

Fair Value of Derivatives on the Consolidated Balance Sheets 
Derivatives designated as hedging instruments are reflected 
as other assets, other liabilities and, for a portion of interest 
rate swaps, accounts receivable at December 31. 

Asset Derivatives 2010 2009 

Interest rate swaps $537 $ 399 

Foreign exchange contracts 6 2 

Cross-currency swaps 327 635 
Interest rate Locks 11 150 

Total $881 51.186 

Liabilitv Derivatives 2010 2009 

Cross-currency swaps 
Interest rate Locks 
Foreiqn exchanqe contracts 
Total $(864) $ (403) 

4 
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Effect of Derivatives in the 
Consolidated Statement of Income 

Fair Value Hedging Relationships 
For the Year ended December 31, 2010 2009 

Interest rate swaps (Interest expense): 
Gain (Loss) on interest rate swaps S 125 S(216) 
Gain (Loss) on long-term debt (125) 216 

In addition, the net swap settlements that accrued and settled 
in the year ended December 3 1  were also reported as 
reductions of interest expense. 

Cash Flow Hedging Relationships 
For the year ended December 31, 2010 2009 

Cross-currency swaps: 
Gain (Loss) recognized in accumulated 

Other income (expense) - net reclassified 
from accumulated Other 
Comprehensive Income into income 

Other Comprehensive Income $(201) 

Interest rate locks: 
Gain (Loss) recognized in accumulated 

Other Comprehensive Income 
Interest expense reclassified from 

accumulated Other Comprehensive 
Income into income 

Foreign exchange contracts: 
Gain (Loss) recognized in accumulated 

Other income (expense) - net reclassified 
Other Comprehensive Income 5 

$738 

203 

from accumulated Other Comprehensive 
Income into income - - 

The balance of the unrealized derivative gain (loss) in 
accumulated OCI was $(180) at December 31, 2010, and 
$142 at December 31, 2009. 

NOTE 10. INCOME TAXES 

Significant components of our deferred tax liabilities (assets) 
are as follows at December 31: 

2010 2009 

Depreciation and amortization S 34,172 S 37,341 

Employee benefits (13,612) (14,375) 
Net operating loss and other carryforwards (1,552) (1,820) 
Other - net (1.015) (1.983) 

Intangibles (nonamortizable) 1,958 1,990 

Subtotal 19,951 21,153 
Deferred tax assets valuation allowance 949 1,179 
Net deferred tax liabilities S 20,900 S 22,332 

Net long-term deferred tax Liabilities S 22,070 $ 23,579 
Less: Net current deferred tax assets (1.170) (1.247) 

~ 

1- Net deferred tax liabilities 5 20.900 S 22,332 

In March 2010, the President of the United States signed into 
law comprehensive healthcare reform legislation under the 
Patient Protection and Affordable Care Act and the Health 
Care and Education Reconciliation Act of 2010, which 
included a change in the tax treatment related to Medicare 
Part D subsidies. We recorded a $995, or $0.17 per diluted 
share, charge to income tax expense in our consolidated 
statement of income during the first quarter of 2010 and 
increased our deferred income taxes liability balance to 
reflect the impact of this change. 

In September 2010, we reached a settlement with the Internal 
Revenue Service (IRS) on tax basis calculations related to 
a 2008 restructuring of our wireless operations. The IRS 
settlement resolves the uncertainty regarding the amount and 
timing of amortization deductions related to certain of our 
wireless assets. The allowed amortization deductions on these 
settlement-related assets and the related cash flow impacts 
are expected to be recognized over a 15-year period, which 
began in 2008. Pursuant to the settlement, we paid $300 to 
the IRS during the fourth quarter of 2010 as a result of the 
disallowance of a portion of the amortization deductions taken 
on our 2008 and 2009 income tax returns. We recorded an 
$8,300, or $1.40 per diluted share, reduction to income tax 
expense in our consolidated statement of income during the 
third quarter of 2010 and corresponding decreases of $6,760 
to our net noncurrent deferred income tax liabilities and 
$1,540 to other net tax Liabilities to reflect the tax benefits of 
the settlement. The IRS settlement resulted in a reduction to 
our unrecognized tax benefits (UTBs) for tax positions related 
to prior years of $1,057, which also reduced the total amount 
of UTBs that, if recognized, would impact the effective tax rate. 

At December 31, 2010, we had combined net operating and 
capital loss carryforwards (tax effected) for federal income 
tax purposes of $181 and for state and foreign income tax 
purposes of $1,052, expiring through 2029. Additionally, 
we had federal credit carryforwards of $73 and state credit 
carryforwards of $246, expiring primarily through 2027. 

We recognize a valuation allowance if, based on the weight 
of available evidence, it is more likely than not that some 
portion, or all, of a deferred tax asset will not be realized. 
Our valuation allowances at December 31, 2010 and 2009, 
relate primarily to state net operating loss carryforwards. 

We recognize the financial statement effects of a tax return 
position when it is more likely than not, based on the 
technical merits, that the position will ultimately be sustained. 
For tax positions that meet this recognition threshold, we apply 
our judgment, taking into account applicable tax laws and 
our experience in managing tax audits and relevant GAAP. to 
determine the amount of tax benefits to recognize in our 
financial statements. For each position, the difference between 
the benefit realized on our tax return and the benefit reflected 
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in our financial statements is recorded on our consolidated 
balance sheets as an UTB. We update our UTBs at each 
financial statement date to reflect the impacts of audit 
settlements and other resolution of audit issues, expiration of 
statutes of limitation, developments in tax law and ongoing 
discussions with taxing authorities. A reconciliation of the 
change in our UTB balance from January 1 to December 31 
for 2010 and 2009 is as follows: 

Federal, State and Foreign Tax 2010 2009 

Balance at beginning of year $ 5,969 $ 6,176 
Increases for tax positions 

related to the current year 324 980 
Increases for tax positions 

related to prior years 562 876 
Decreases for tax positions 

related to prior years (1,989) (1,982) 
Lapse of statute of limitations (44) - 

Settlements (462) (81) 
Balance at end of year 
Accrued interest and oenalties 

4,360 5,969 
1,329 1.537 

Gross unrecognized income 

Less: Deferred federal and state 

Less: Tax attributable to timing 

tax benefits 5,689 7,506 

income tax benefits (817) (892) 

items included above (2,073) (2,540) 
Total UT6 that, if recognized, would 

impact the effective income 
tax rate as of the end of the year $ 2,799 S 4,074 

During 2010 and 2009, we made net deposits totaling $206 
and $1,151 to several taxing jurisdictions. These deposits are 
not included in the reconciliation above but reduce our UTBs 
balance. Net of these deposits and deposits made in 2008 of 
$191 and a $1,000 deposit made in 2007, our UTBs balance 
at December 31, 2010, was $3,141, which was included in 
"Other noncurrent liabilities" on our consolidated balance 
sheets. Our UTBs balance at December 31, 2009, was $5,164, 
of which $4,865 was included in "Other noncurrent liabilities" 
and $299 was included in "Accrued taxes" on our consolidated 
balance sheets. 

We record interest and penalties related to federal, state 
and foreign UTBs in income tax expense. Accrued interest 
and penalties included in UTBs were $1,329 as of 
December 31, 2010, and $1,537 as of December 31, 2009. 
Interest and penalties included in our consolidated statements 
of income were $(194) for 2010, S(216) for 2009, and $152 
for 2008. 

We file income tax returns in the U.S. federal jurisdiction and 
various state, local and foreign jurisdictions. Our income tax 
returns are regularly audited by the IRS as well as by state, 
local and foreign taxing authorities. 

The IRS has completed field examinations of our tax returns 
through 2005, and all audit periods prior to 1998 are closed 
for federal purposes. We were unable to reach agreement 
with the IRS regarding treatment of Universal Service Fund 
receipts on our 1998 and 1999 tax returns and, as a result, 
we filed a refund suit in U.S. District Court (District Court). 
In July 2009, the District Court granted the Government's 
motion for summary judgment and entered final judgment 
for the Government. We appealed the final judgment to the 
U.S. Court of Appeals for the Fifth Circuit (Court of Appeals). 
In January 2011, the Court of Appeals affirmed the judgment 
of the District Court. We are considering whether to petition 
the U.S. Supreme Court for a writ of certiorari with regard to 
this tax refund matter. We are engaged with the IRS Appeals 
Division in resolving issues related to our 1999-2005 returns; 
we are unable to estimate the impact the resolution of 
these issues may have on our UTBs. The IRS began its 
examination of our 2006-2008 income tax returns in 2009. 

4 

The components of income tax (benefit) expense are as 
follows: 

2010 2009 2008 

Federal: 
Current $ 307 $2,849 S 1,158 
Deferred - net (2,105) 2,149 (2,970) 

(1.798) 4,998 (1.812) 
State, local and foreign: 

Current 
Deferred - net 

141 
49s 
636 1,093 (398) 

Total $(1,162) $6,091 $42,210) 

A reconciliation of income tax expense (benefit) and the 
amount computed by applying the statutory federal income 
tax rate (35%) to income from continuing operations before 
income taxes is as follows: 

2010 2009 2008 

Taxesomputedat federal 

Increases (decreases) in 
statutory rate $ 6,383 56,481 S(l,600) 

income taxes resulting from: 
State and local income taxes - 

554 (229) 
- - 

net of federal income 
tax benefit 441 

Healthcare Reform Legislation 917 
IRS Settlement - 2008 

Wireless Restructuring (8,300) 
Other - net (603) (944) (381) 

Total $(1,162) $6,091 $(2,210) 
Effective Tax Rate (6.4)% 32.9% 48.3% 

- - 
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NOTE 11. PENSION A N D  POSTRETIREMENT BENEFITS 

Pension Benefits and Postretirement Benefits 
Substantially all of our US. employees are covered by one 
of our noncontributory pension and death benefit plans. 
Many of our management employees participate in pension 
plans that have a traditional pension formula (i.e., a stated 
percentage of employees' adjusted career income) and a 
frozen cash balance or defined lump sum formula. In 2005, 
the management pension plan for those employees was 
amended to freeze benefit accruals previously earned under a 
cash balance formula. Each employee's existing cash balance 
continues to earn interest at a variable annual rate. After this 
change, those management employees, at retirement, may 
elect to receive the portion of their pension benefit derived 
under the cash balance or defined lump sum as a lump sum 
or an annuity. The remaining pension benefit, if any, will be 
paid as an annuity if i ts value exceeds a stated monthly 
amount. Management employees of former ATTC, BellSouth, 
AT&T Mobility LLC and new hires after 2006 participate in cash 
balance pension plans. Nonmanagement employees' pension 
benefits are generally calculated using one of two formulas: 
benefits are based on a flat dollar amount per year according 
to job classification or are calculated under a cash balance 
plan that is based on an initial cash balance amount and 
a negotiated annual pension band and interest credits. 
Most nonmanagement employees can elect to receive their 
pension benefits in either a lump sum payment or an annuity. 

We also provide a variety of medical, dental and life insurance 
benefits to certain retired employees under various plans and 
accrue actuarially determined postretirement benefit costs as 
active employees earn these benefits. 

In January 2011, we announced a change in our method of 
recognizing actuarial gains and losses for pension and other 
postretirement benefits for a l l  benefit plans. Historically, 
we recognized the actuarial gains and losses as a component 
of Stockholders' Equity on our consolidated balance sheets 
on an annual basis and amortized them into our operating 

results over the average future service period of the active 
employees of these plans, to the extent such gains and losses 
were outside of a corridor. We have elected to immediately 
recognize actuarial gains and losses in our operating results, 
noting that it is generally preferable to accelerate the 
recognition of deferred gains and losses into income rather 
than to delay such recognition. This change will improve 
transparency in our operating results by more quickly 
recognizing the effects of economic and interest rate 
conditions on plan obligations, investments and assumptions. 
Generally, these gains and losses are measured annually as 
of December 31 and accordingly will be recorded during the 
fourth quarter. Additionally, for purposes of calculating the 
expected return on plan assets, we will no longer use a 
permitted averaging technique for the market-related value 
of plan assets but instead will use actual fair value of plan 
assets. We have applied these changes retrospectively, 
adjusting all prior periods (see Note 1). 

Obligations and Funded Status 
For defined benefit pension plans, the benefit obligation is 
the "projected benefit obligation," the actuarial present value, 
as of our December 31 measurement date, of all benefits 
attributed by the pension benefit formula to employee service 
rendered to that date. The amount of benefit to be paid 
depends on a number of future events incorporated into the 
pension benefit formula, including estimates of the average 
life of employees/survivors and average years of service 
rendered. It is measured based on assumptions concerning 
future interest rates and future employee compensation levels. 

For postretirement benefit plans, the benefit obligation is the 
"accumulated postretirement benefit obligation," the actuarial 
present value as of a date of all future benefits attributed 
under the terms of the postretirement benefit plan to 
employee service rendered to the valuation date. 

The following table presents this reconciliation and shows the 
change in the projected benefit obligation for the years ended 
December 31: 

Benefit obligation at beginning of year 
Service cost - benefits earned during the period 
Interest cost on projected benefit obligation 
Amendments 
Actuarial loss 
Special termination benefits 
Benefits paid 

Benefit obligation at end of year 

Pension Benefits Postretirement Benefits 

2010 2009 2010 2009 

$50,850 $50,822 $36.225 $37,531 

3,150 3,355 2,257 2,434 
2 (685) (742) (3.115) 

4,224 2,439 1,046 1,402 
101 118 7 9 

(6.269) (2,536) (2,370) 

$53,917 $50,850 $36,638 S36.225 

1,075 1,070 348 334 

- 
(5,485) 

- - 33 
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4 
The following table presents the change in the value of plan assets for the years ended December 31 and the plans' funded 
status at December 31: 

Pension Benefits Postretirement Benefits 

2010 2009 2010 2009 

Fair value of plan assets at beginning of year 
Actual return on plan assets 
Benefits paid' 
Contributions 

~ ~~~ 

$46,873 $46,828 $ 11,513 $ 10,175 
6.230 6,312 1,472 1,991 

(5,485) (6.269) (244) (823) 
2 - 195 - 

Other 3 - 6 (25) 
~~ 

Fair value of plan assets at end of year 47,621 46,873 12,747 11,513 
Unfunded status at end of year2 $ (6,296) s (3,977) $(23,891) $( 24,7 12) 
'At our discretion, certain postretirement benefits are paid from AT&T cash accounts and do not reduce Voluntary Employee Beneficiary Association (VEEA) assets. Future benefit 
payments may be made from VEEA trusts and thus reduce those asset balances. 

'Funded status is not indicative of our ability to pay ongoing pension benefits or of our obligation to fund retirement trusts. Required pension funding is determined in accordance 
with ERISA regulations. 

Amounts recognized on our consolidated balance sheets at 
December 31 are listed below: 

Pension Benefits Postretirement Benefits 

2010 2009 2010 2009 

Current portion of 
employee benefit 
obligation1 s -  S - $ (2,394) $ (2,021) 

Employee benefit 
obligationZ (6,296) (3,977) (21,497) (22,691) 

Net amount recognized $(6,296) $43,977) $(23,891) $424,712) 
llncluded in "Accounts payable and accrued liabilities." 
*Included in "Postemployment benefit obligation:' 

Prior service credits included in our accumulated OCI that 
have not yet been recognized in net periodic benefit cost 
were $164 for pension and $4,760 for postretirement benefits 
at December 31, 2010, and $181 for pension and $4,644 for 
postretirement at December 31, 2009. 

Net Periodic Benefit Cost 

The accumulated benefit obligation for our pension plans 
represents the actuarial present value of benefits based on 
employee service and compensation as of a certain date and 
does not include an assumption about future compensation 
levels. The accumulated benefit obligation for our pension 
plans was $51,915 at December 31, 2010, and $49,122 at 
December 31, 2009. 

Net Periodic Benefit Cost and Other Amounts Recognized 
in Other Comprehensive Income 
Our combined net pension and postretirement cost recognized 
in our consolidated statements of income was $3,750, $2,253 
and $25,237 for the years ended December 31, 2010, 2009 
and 2008. A portion of pension and postretirement benefit 
costs are capitalized as part of the benefit load on internal 
construction and capital expenditures, providing a small 
reduction in the net expense recorded. 

The following tables present the components of net periodic 
benefit obligation cost, and other changes in plan assets and 
benefit obligations recognized in OCI: 

4 

Pension Benefits Postretirement Benefits 

2010 2009 2008 2010 2009 2008 

Service cost - benefits earned during the period 
Interest cost on projected benefit obligation 
Expected return on plan assets1 
Amortization of prior service cost (credit) 
Actuarial (qain) loss' 

5 1,075 $ 1,070 $ 1,173 5 348 s 334 s 429 
3.150 3,355 3,319 2.257 2,434 2,550 

(3,775) (3,766) (5,808) (943) (784) (1,339) 
(16) 58 133 (624) (469) (360) 

1,768 (103) 22,559 510 124 2,581 
Net pension and postretirement cost (benefit)2 $ 2,202 $ 614 $21,376 $1,548 $1,639 s 3,861 
'Amounts for 2008 and 2009 are adjusted for the change in accounting policy as discussed in Note 1. 
'During 2010, 2009 and 2008, the Medicare Prescription Drug, Improvement, and Modernization Ac t  of 2003 reduced postretirement benefit cost by 5237. $255 and $263. 
This effect is included in several line items above. 
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Other Changes in Plan Assets and Benefit Obligations Recognized in Other Comprehensive Income 
~~~~ ~ 

Pension Benefits Postretirement Benefits 

2010 2009 2008 2010 2009 2008 

$ - $394 517 $459 51,863 $ 2 Prior service cost (credit) 
Reversal of amortization of prior service cost (credit) (10) 67 82 (388) (223) (223) 
Total recognized in other comprehensive (income) loss (pretax) $(lo) 5461 599 $ 71 $1,640 S(221) 

The estimated prior service credits that will be amortized from 
accumulated OCI into net periodic benefit cost over the next 
fiscal year is $15 for pension and $694 for postretirement 
benefits. 

Assumptions 
In determining the projected benefit obligation and the 
net pension and postemployment benefit cost, we used 
the following significant weighted-average assumptions: 

2010 2009 2008 
~~~ 

Discount rate for determining 
projected benefit obligation at 
December 31 

Discount rate in effect for 
determining net cost 

5.80% 6.50% 7.00% 

6.50% 7.00% 6.50% 
Long-term rate of return 

Composite rate of compensation 

projected benefit obligation 
and net pension cost (benefit) 4.00% 4.00% 4.00% 

on plan assets 8.50% 8.50% 8.50% - increase for determining 

Uncertainty in the securities markets and U.S. economy could 
result in investment returns less than those assumed. 
Should the securities markets decline or medical and 
prescription drug costs increase at a rate greater than 
assumed, we would expect increasing annual combined net 
pension and postretirement costs for the next several years. 
Should actual experience differ from actuarial assumptions, 
the projected pension benefit obligation and net pension 
cost and accumulated postretirement benefit obligation and 
postretirement benefit cost would be affected in future years. 

Discount Rate Our assumed discount rate of 5.80% at 
December 31, 2010, reflects the hypothetical rate at which 
the projected benefit obligations could be effectively settled 
or paid out to participants. We determined our discount rate 
based on a range of factors, including a yield curve composed 
of the rates of return on several hundred high-quality, fixed- 
income corporate bonds available at the measurement date 
and the related expected duration for the obligations. 
These bonds were all rated at least Aa3 or AA- by one 
of the nationally recognized statistical rating organizations, 
denominated in U.S. dollars, and neither callable. convertible 
nor index linked. For the year ended December 31, 2010, 
we decreased our discount rate by 0.70%. resulting in an 

increase in our pension plan benefit obligation of $3,238 and 
an increase in our postretirement benefit obligation of $2,817. 
For the year ended December 31, 2009, we decreased our 
discount rate by 0.50%, resulting in an increase in our pension 
plan benefit obligation of $2,065 and an increase in our 
postretirement benefit obligation of $1,847. 

Expected Long-Term Rate of Return Our expected long-term 
rate of return on plan assets of 8.25% for 2011 and 8.50% for 
2010 reflects the average rate of earnings expected on the 
funds invested, or to be invested, to provide for the benefits 
included in the projected benefit obligations. In setting the 
long-term assumed rate of return, management considers 
capital markets future expectations and the asset mix of the 
plans' investments. Actual long-term return can, in relatively 
stable markets, also serve as a factor in determining future 
expectations. We consider many factors that include, but are 
not limited to, historical returns on plan assets, current market 
information on long-term returns (e.g., long-term bond rates) 
and current and target asset allocations between asset 
categories. The target asset allocation is determined based 
on consultations with external investment advisers. If all other 
factors were to remain unchanged, we expect that a 1% 
decrease in the actual long-term rate of return would cause 
2011 combined pension and postretirement cost to increase 
$575. However, any differences in the rate and actual returns 
will be included with the actuarial gain or loss recorded in 
the fourth quarter when our plans are remeasured. 

Composite Rate of Compensation Increase Our expected 
composite rate of compensation increase of 4% reflects the 
long-term average rate of salary increases. 

Healthcare Cost Trend Our healthcare cost trend 
assumptions are developed based on historical cost data, 
the near-term outlook and an assessment of likely long-term 
trends. In addition to the healthcare cost trend, we assume 
an annual 3% growth in administrative expenses and an 
annual 3% growth in dental claims. Due to benefit design 
changes (e.g., increased copays and deductibles for 
prescription drugs and certain medical services), we have 
generally experienced better-than-expected claims cost in 
recent years. Our assumed annual healthcare cost trend 
rate for 2011 and 2010 is 5.00%. 
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A one percentage-point change in the assumed combined 
medical and dental cost trend rate would have the following 
effects: 

One Percentage- One Percentage- 
Point Increase Point Decrease 

~ 

Increase (decrease) in total of 

Increase (decrease) in accumulated 
service and interest cost components $ 312 $ (252) 

postretirement benefit obligation 3,606 (2,973) 

Prior to August 2009, a majority of our labor contracts 
contained an annual dollar cap for nonmanagement retirees 
who retire during the term of the labor contract. However, 
we waived the cap during the relevant contract periods 
and thus did not collect contributions from those retirees. 
We have similarly waived the cap for nonmanagement 
retirees who retired prior to inception of the labor contract. 
We did not account for the cap in the value of our 
accumulated postretirement benefit obligation (i.e., we 
assumed the cap would be waived for all future contract 
periods). In August 2009, the Company announced that 
the annual dollar caps would be enforced for some groups 
beginning in 2010, with alternative uncapped plans available. 
We have accounted for participants moving to these 
alternative plans. 

Plan Assets 
Plan assets consist primarily of private and public equity, 
government and corporate bonds, and real assets (real estate 
and natural resources). The asset allocations of the pension 
plans are maintained to meet ERISA requirements. Any plan 
contributions, as determined by ERISA regulations, are made 

to a pension trust for the benefit of plan participants. 
We maintain VEBA trusts to partially fund postretirement 
benefits; however, there are no ERISA or regulatory 
requirements that these postretirement benefit plans 
be funded annually, 

The principal investment objectives are to ensure the 
availability of funds to pay pension and postretirement 
benefits as they become due under a broad range of future 
economic scenarios, to maximize long-term investment return 
with an acceptable level of risk based on our pension and 
postretirement obligations, and to be broadly diversified 
across and within the capital markets to insulate asset values 
against adverse experience in any one market. Each asset 
class has broadly diversified characteristics. Substantial biases 
toward any particular investing style or type of security are 
sought to be avoided by managing the aggregation of all 
accounts with portfolio benchmarks. Asset and benefit 
obligation forecasting studies are conducted periodically, 
generally every two to three years, or when significant 
changes have occurred in market conditions, benefits, 
participant demographics or funded status. Decisions 
regarding investment policy are made with an understanding 
of the effect of asset allocation on funded status, future 
contributions and projected expenses. The current asset 
allocation policy and risk level for the pension plan and 
VEBA assets are based on a study completed and approved 
during 2009. 

The plans' weighted-average asset targets and actual 
allocations as a percentage of plan assets, including the 
notional exposure of future contracts by asset categories 
at December 31, are as follows: 

4 

Pension Assets Postretirement (VEBA) Assets 

Taraet 2010 2009 Taraet 2010 2009 

Equity securities: 
Domestic 
International 

Fixed income securities 
Real assets 
Private equity 

25% - 35% 
10% - 20% 
30% - 40% 
6% - 16% 
4% - 14% 

29% 
15 
34 
9 
12 

34% 
16 
30 

10 
a 

37% - 47% 
29% - 39% 
9% - 19% 
0%- 6% 
0%- 9% 

42% 
34 
14 
1 
4 

39% 
27 
20 
2 
4 

Other 0%-  5% 1 2 1% - 11% 5 8 
Total 100% 100% 100% 100% 



*cL4 

At  December 31, 2010, AT&T securities represented less than 
0.5% of assets held by our pension plans and VEBA trusts. 

Investment Valuation 
Investments are stated at fair value. Fair value is the price 
that would be received to sell an asset or paid to transfer a 
liability in an orderly transaction between market participants 
at the measurement date. See "Fair Value Measurements" 
for further discussion. 

Investments in securities traded on a national securities 
exchange are valued at the last reported sales price on the 
last business day of the year. If no sale was reported on 
that date, they are valued at the last reported bid price. 
Investments in securities not traded on a national securities 
exchange are valued using pricing models, quoted prices of 
securities with similar characteristics or discounted cash flows. 
Over-the-counter (OTC) securities and government obligations 
are valued at the bid price or the average of the bid and 
asked price on the last business day of the year from 
published sources where available and, if not available, from 
other sources considered reliable. Depending on the types 
and contractual terms of OTC derivatives, fair value is 
measured using a series of techniques, such as Black-Scholes 
option pricing models, simulation models or a combination of 
various models. 

Common/collective trust funds and other commingled - (103-12) investment entities are valued at quoted redemption 
values that represent the net asset values of units held at 
year end which management has determined approximates 
fair value. 

Alternative investments, including investments in private equity, 
real estate, natural resources, mezzanine and distressed debt, 
limited partnership interest, private bonds and hedge funds do 
not have readily available market values. These estimated fair 
values may differ significantly from the values that would have 
been used had a ready market for these investments existed, 
and such differences could be material. Alternative investments 
not having an established market are valued at fair value as 
determined by the investment managers. Private equity, 
mezzanine and distressed investments are often valued initially 
by the investment managers based upon cost. Thereafter, 
investment managers may use available market data to 
determine adjustments to carrying value based upon 
observations of the trading multiples of public companies 
considered comparable to the private companies being valued. 
Such market data used to determine adjustments to accounts 

for cash flows and company-specified issues include current 
operating performance and future expectations of the 
investments, changes in market outlook, and the third-party 
financing environment. Private equity partnership holdings may 
also include publicly held equity investments in liquid markets 
that are marked-to-market at quoted public values, subject to 
adjustments for large positions held. Real estate and natural 
resource direct investments are valued either at amounts based 
upon appraisal reports prepared by independent third-party 
appraisers or at amounts as determined by internal appraisals 
performed by the investment manager, which has been agreed 
to by an external valuation consultant. Private bond valuation 
is based upon pricing provided by an external pricing service 
when such pricing is available. In the event a security is too 
thinly traded or narrowly held to be priced by such a pricing 
service, or the price furnished by such external pricing services 
is deemed inaccurate, the managers will then solicit broker/ 
dealer quotes (spreads or prices). In cases where such quotes 
are available, fair value will be determined based solely upon 
such quotes provided. Managers will typically use a pricing 
matrix for determining fair value in cases where an approved 
pricing service or a broker/dealer is unable to provide a fair 
valuation for specific fixed-rate securities such as many private 
placements. New fixed-rate securities will be initially valued at 
cost at the time of purchase. Thereafter, each bond will be 
assigned a spread from a pricing matrix that will be added to 
current Treasury rates. The pricing matrix derives spreads for 
each bond based on external market data, including the current 
credit rating for the bonds, credit spreads to Treasuries for each 
credit rating, sector add-ons or credits, issue specific add-ons 
or credits as well as call or other options. 

Purchases and sales of securities are recorded as of the trade 
date. Realized gains and losses on sales of securities are 
determined on the basis of average cost. Interest income is 
recognized on the accrual basis. Dividend income is 
recognized on the ex-dividend date. 

Non-interest bearing cash, temporary assets and overdrafts 
are valued at cost, which approximates fair value. 

Fair Value Measurements 
See Note 9 "Fair Value Measurements and Disclosure" for a 
discussion of fair value hierarchy that prioritizes the inputs 
to valuation techniques used to measure fair value. 

AT&T Inc. 85 



Notes to Consolidated Financial Statements (continued) 

Dollars in millions except per share amounts 

The following table sets forth by level, within the fair value hierarchy, the pension and postretirement assets and liabilities at fair 
value as of December 31, 2010 u/ 

Pension Assets and Liabilities at Fair Value as of December 31, 2010 Level 1 Level 2 Level 3 Total 

Non-interest bearing cash $ 100 s -  s -  s 100 
Interest bearing cash 
Foreign exchange contract 
Equity securities: 

Domestic equities 
International equities 

Fixed income securities: 
Asset-backed securities 
Mortgage-backed securities 
Collateralized mortgage-backed securities 
Collateralized mortgage obligations/REMICS 
Other corporate and other bonds and notes 
U.S. Government and governmental agencies 
Municipal bonds 
Convertible and preferred securities 
Fixed income funds 

Registered investment companies 
Private equity funds 
Real assets: 

Real assets 
Real estate funds 

Commingled funds: 
Interest bearing investments 
Hedge funds 
Equities 
Fixed income 

Market value of securities on loan: 
Interest bearing investments 
Equity securities: 

Domestic 
International 

Asset-backed securities 
Mortgage-backed securities 
Collateralized mortgage-backed securities 
Other corporate and other bonds and notes 
U.S. Government and governmental agencies 
Convertible and preferred securities 

Fixed income securities: 

Securities lending collateral 
Variation margin receivable 

Assets at fair value 

74 
57 

74 
57 

9,692 
4,960 

16 
4 

9,708 
4,964 

730 
2,744 
335 
565 

4,637 
1,831 
233 
204 

1 
- 

736 
2,744 
335 
565 

5,067 
1,831 
233 
291 
377 
1 

5,857 

- 
430 
- 
- 
87 - 

377 

5,821 
- - 

35 1 

2,383 
1,545 

2,383 
1,993 

- 
448 

2,351 
831 

1,769 
1,101 

2.351 
881 

1,769 ~ 

1,101 

209 209 

2,113 
320 

20 
- 

2,133 
320 

9 
24 
8 

763 
2,028 

16 
3,110 

9 
24 
8 

805 
2,028 

28 
5,668 

- 
42 

12 
2,558 

3 
20,352 24.119 10,182 54,653 

- - 3 

7 Overdrafts 3 4 
57 57 Unrealized depreciation on foreign currency contracts 

Investments sold short 405 24 140 569 
1 Written options payable 1 

Liabilities at fair value 409 85 140 634 
Total olan net assets at fair value $19.943 $24.034 $10,042 S 54,019 

- 
- - 

- - 

Other assets (liabilitiesll (6.398) 
Total Plan Net Assets 547.621 

'Other assets (liabilities) include accounts receivable, accounts payable and net adjustment for securities lending payable. 



Level 1 Level 2 Level 3 Total Postretirement Assets and Liabilities at Fair Value as of December 31, 2010 
Interest bearing investments $ 1  S 525 $ -  $ 526 

Equity securities: 
International 
Domestic 

Asset-backed securities 
Collateralized mortgage-backed securities 
Collateralized mortgage obligations 
Other corporate and other bonds and notes 
U.S. Government and governmental agencies 

Fixed income securities: 

Registered investment companies 
Com m i n g led funds: 

Interest bearing investments 
Hedge funds 
Equities 
Fixed income 
Private equity assets 
Real assets 

Equity securities: 
International 
Domestic 

Other corporate and other bonds and notes 
U.S. Government and governmental agencies 

Private equity assets 

Market value of securities on loan: 

Fixed income securities: 

I.- Commingled funds: 

Securities Lending collateral 
Receivable for foreign exchange contracts 

Foreign exchange contracts payable 
2 

Total plan net assets at fair value $8,269 $4,748 $698 $ 13,715 
Other assets (1iabilities)l (968) 

Assets at fair value 

- - Liabilities at fair value 2 

3,373 - - 3,373 
3,361 1 - 3,362 

- 51 - 51 
- 37 - 37 
- 43 - 43 
20 308 19 347 
1 574 - 575 

169 - - 169 

- 295 - 295 
- 77 26 103 
- 1,167 - 1,167 
80 1,526 - 1,606 
12 3 496 511 
- - 157 157 

245 - - 245 
361 - - 361 

- 15 
5 55 

- 15 
- 60 

5 
636 71 - 707 

2 
8,271 4,748 698 13,717 

2 

- - 5 

2 - - 

- - 2 

Total Plan Net Assets $12,747 

'Other assets (liabilities) include accounts receivable, accounts payable and net adjustment for securities lending payable. 
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The table below sets forth a summary of changes in the fair value of the Level 3 pension and postretirement assets for the year 
ended December 31, 2010: 

d 

Fixed Private 
Equities- Income Hedge Equity Real 

Pension Assets Domestic Funds Funds Funds Assets Total 

Balance, beginning of year $ 1  $337 s 102 s 4,874 S 3,297 $ 8,611 
- (137) Transfers into Level 3 (140) 3 

(1) Transfers out of Level 3 - - - - (1) 
Realized gains (losses) (2) 41 - 442 92 573 
Unrealized gains (losses) (1) 15 (52) 950 628 1,540 
Purchases. sales. issuances and Settlements (net) 2 (12) - (445) (89) (544) 

- - 

Balance, end of year S(140) $383 S 50 $5,821 $3,928 $10,042 

Fixed Private 
Income Hedge Equity Real 

Postretirement Assets Securities Funds Assets Assets Total 

Balance, beginning of year $ 19 $72 S 480 $171 S 742 
Transfers into Level 3 - - 
Realized gains (losses) - - - 14 14 

(12) 

Unrealized gains (Losses) - - 7 (18) (11) 
Purchases, sales, issuances and settlements (net) - (46) 21 (10) (35) 

- (12) 

Balance, end of year $19 $26 $496 $157 $698 
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The following tables set forth by level, within the fair value hierarchy, the pension and postretirement assets and liabilities at fair 
value as of December 31, 2009: 

Pension Assets and Liabilities at Fair Value as of December 31, 2009 
Non-interest bearing cash $ 464 

Level 1 Level 2 Level 3 Total 

Interest bearing cash 
Foreign exchange contract 
Equity securities: 

Domestic equities 
International equities 

Fixed income securities: 
Asset-backed securities 
Mortgage-backed securities 
Collateralized mortgage-backed securities 
Collateralized mortgage obligations/REMICS 
Other corporate and other bonds and notes 
U.S. Government and governmental agencies 
Municipal bonds 
Convertible and preferred securities 
Fixed income funds 

Registered investment companies 
Private equity funds 
Real assets: 

Real assets 
Real estate funds 

Corn mi n g led funds: 
Interest bearing investments 
Hedge funds 
Equities 
Fixed income 

Market value of securities on loan: 
Interest bearing investments 
Equity securities: 

Domestic 
International 

Asset-backed securities 
Mortgage-backed securities 
Collateralized mortgage-backed securities 
Collateralized mortgage obligations/REMICS 
Other corporate and other bonds and notes 
U.S. Government and governmental agencies 
Convertible and preferred securities 

Fixed income securities: 

Securities lending collateral 
Receivable for investments sold short 

s -  
248 

22 

22 
13 

999 
1,727 

499 
925 

4,618 
953 
119 
200 
- 
- 
- 

- 
352 

2,212 
751 

3,213 
985 

300 

1 
15 

7 
588 

3 
32 

687 
2,304 

8 
6,606 

- 

$ 464 
248 

22 

8,727 
5,380 

999 
1,727 

499 
925 

4,618 
953 
119 
291 
337 
509 

4,910 

1,955 
1,694 

2,212 
853 

3,213 
985 

300 

1.944 
577 

7 

3 
32 

687 
2,304 

3 1  
6,606 

191 

588 

Assets at fair value 
0 ve rd raf t s  

17.890 28.409 8.611 54.910 
1 - - 1 

20 Unrealized depreciation on foreign currency contracts 
725 Investments sold short 435 290 - 

4 Written options payable 4 
30 Variation margin payable 30 

780 
Total plan net assets at fair value $17.420 $28,099 $8.611 $54.130 

- 20 - 

- - 
- - 

Liabilities at fair value 470 310 - 

Other assets (1iabilities)l (7,257) 
Total Plan Net Assets 546,873 

'Other assets (liabilities) include accounts receivable, accounts payable and net adjustment for securities lending payable. 
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Level 1 Level 2 Level 3 Total d Postretirement Assets and Liabilities at Fair Value as of December 31, 2009 

Interest bearing investments $ 372 $ -  $ -  $ 372 
Equity securities: 

- 2,121 
Domestic 2,363 11 - 2,374 

49 
11 
57 

Other corporate and other bonds and notes - 276 19 295 
U.S. Government and governmental agencies 16  301 - 317 

182 

International 2,121 - 

Asset-backed securities - 49 - 
Collateralized mortgage-backed securities - 11 - 
Collateralized mortgage obligations - 57 - 

Registered investment companies 182 - - 
Futures (1) 

interest bearing investments - 

Equities 102 2,108 - 2,210 

Fixed income securities: 

(1) - - 
Corn m i n g led funds: 

468 - 468 
Hedge funds - 155 72 227 

Fixed income 75 1,449 - 1,524 
Private equity assets 15 6 480 501 

- 171  171  Real assets - 

Equity securities: 
Market value of securities on loan: 

- 248 International 248 - 
- 396 Domestic 396 - 

Other corporate and other bonds and notes - 13 - 1 3  
Fixed income securities: 

U.S. Government and governmental agencies 25 50 - 75 
Commingled funds: 

Private equity assets 6 - - 6 4  
Securities lending collateral 700 65 - 765 

Assets at fair value 6,630 5,019 742 12,391 
Receivable for foreign exchange contracts 10  - 10 - 

Foreign exchange contracts payable 10  - - 10 
Written options 

Liabilities at fair value 10 - - 10 
Total plan net assets at fair value $6.620 $5.019 $742 $12,381 

Other assets (1iabilities)l (868) 
Total Plan Net Assets $11,513 

lother assets (liabilities) include accounts receivable, accounts payable and net adjustment for securities lending payable. 

- - - - 



The table below sets forth a summary of changes in the fair value of the Level 3 pension and postretirement assets for the year 
ended December 31, 2009: 

Fixed Private 
Equities- Income Hedge Equity Real 

Domestic Funds Funds Funds Assets Total Pension Assets 
Balance, beginning of year $ 1  5 248 $114 $5.152 5 5,281 $10,796 

- 19 - 97 (47) 69 Realized gains (losses) 
(1) (7) - (582) (1,613) (2,203) Unrealized gains (losses) 
1 77 (12) 207 (324) (51) Purchases, sales, issuances and settlements (net) 

Balance, end of year $ 1  $337 $102 $4,874 S 3,297 $ 8,611 

Fixed Private 
Equity Income Hedge Equity Real 

Securities Securities Funds Assets Assets Total Postretirement Assets 
$ 6  s -  $55 $553 $265 $879 Balance, beginning of year 

Unrealized gains (losses) - - - (74) (64) (138) 

Balance. end of year $- $19 572 $480 $171 $742 

Realized gains (losses) - - - 23 (34) (11) 

Purchases, sales, issuances and settlements (net) (6) 19 17 (22) 4 12 

Estimated Future Benefit Payments 
Expected benefit payments are estimated using the same 
assumptions used in determining our benefit obligation at 
December 31, 2010. Because benefit payments will depend 
on future employment and compensation levels, average 
years employed and average life spans, among other factors, 
changes in any of these factors could significantly affect these 
expected amounts. The following table provides expected 
benefit payments under our pension and postretirement plans: 

Medicare 
Pension Postretirement Subsidy 
Benefits Benefits Receipts 

2011 S 5,912 $ 2,594 $4114) 
2012 6,191 2,558 (124) 
2013 4,008 2,546 (134) 
2014 4.002 2,483 (144) 
2015 4,025 2,430 (154) 
Years 2016 - 2020 20,211 11,874 (926) 

Supplemental Retirement Plans 
We also provide certain senior- and middle-management 
employees with nonqualified, unfunded supplemental 
retirement and savings plans. While these plans are unfunded, 
we have assets in a designated nonbankruptcy remote trust 
that are independently managed and used to provide for 
these benefits. These plans include supplemental pension 
benefits as well as compensation-deferral plans, some of 
which include a corresponding match by us based on a 
percentage of the compensation deferral. 

We use the same significant assumptions for the discount 
rate and composite rate of compensation increase used in 
determining the projected benefit obligation and the net 
pension and postemployment benefit cost. The following 
tables provide the plans' benefit obligations and fair value 
of assets at December 31 and the components of the 
supplemental retirement pension benefit cost. The net amount 
recorded as "Other noncurrent liabilities" on our consolidated 
balance sheets at December 31, 2010, was $2,270 and $2,139 
at December 31. 2009. 

The following table provides information for our supplemental 
retirement plans with accumulated benefit obligations in 
excess of plan assets: 

2010 2009 

Projected benefit obligation $(2,270) $(2,139) 
Accumulated benefit obligation (2,154) (2,058) 
Fair value of plan assets - - 

The following tables present the components of net periodic 
benefit cost and other changes in plan assets and benefit 
obligations recognized in OCI: 

Service cost - benefits earned 
Net Periodic Benefit Cost 2010 2009 2008 

during the period S 12 $ 11 S 13 
Interest cost on projected 

benefit obligation 134 140 141 
Amortization of prior service cost 2 5 6 
Actuarial (gain) loss1 186 82 (104) 
Net supplemental retirement 

pension cost $334 $238 s 56 

'Amounts for 2008 and 2009 are adjusted for the change in accounting policy as 
discussed in Note 1. 

Other Changes Recognized in 
Other Comprehensive Income 2010 2009 

Prior service cost (credit) $6) S(5) 
Reversal of amortization of 

prior service cost (2) (3) 
Total recognized in other 

comprehensive income S(7) S(8) 

The estimated prior service cost for our supplemental 
retirement plan benefits that will be amortized from 
accumulated OCI into net periodic benefit cost over the 
next fiscal year is $2. 
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Deferred compensation expense was $96 in 2010, $95 in 
2009 and $54 in 2008. Our deferred compensation liability, 
included in "Other noncurrent liabilities," was $1,021 at 
December 31,2010, and $1,031 at December 31, 2009. 

Contributory Savings Plans 
We maintain contributory savings plans that cover substantially 
all employees. Under the savings plans, we match in cash or 
company stock a stated percentage of eligible employee 
contributions, subject to a specified ceiling. There are no 
debt-financed shares held by the Employee Stock Ownership 
Plans, allocated or unallocated. 

Our match of employee contributions to the savings plans 
is fulfilled with purchases of our stock on the open market 
or company cash. Benefit cost is based on the cost of shares 
or units allocated to participating employees' accounts 
and was $607, $586 and $664 for the years ended 
December 31, 2010, 2009 and 2008. 

NOTE 12. SHARE-BASED PAYMENT 

We account for our share-based payment arrangements based 
on the fair value of the awards on their respective grant date, 
which may affect our ability to fully realize the value shown 
on our consolidated balance sheets of deferred tax assets 
associated with compensation expense. Full realization of 
these deferred tax assets requires stock options to be 
exercised at a price equaling or exceeding the sum of the 
exercise price plus the fair value of the options at the grant 
date. We record a valuation allowance when our future 
taxable income is not expected to be sufficient to recover the 
asset. Accordingly, there can be no assurance that the current 
stock price of our common shares will rise to levels sufficient 
to realize the entire tax benefit currently reflected on our 
consolidated balance sheets. However, to the extent we 
generate excess tax benefits (i.e., that additional tax benefits 
in excess of the deferred taxes associated with compensation 
expense previously recognized) the potential future impact 
on income would be reduced. 

At December 31, 2010, we had various share-based payment 
arrangements, which we describe in the following discussion. 
The compensation cost recognized for those plans was 
included in operating expenses in our consolidated statements 
of income. The total income tax benefit recognized in the 
consolidated statements of income for share-based payment 
arrangements was $196 for 2010, compared to $121 for 2009 
and $63 for 2008. 

4 Under our various plans, senior and other management 
employees and nonemployee directors have received stock 
options, performance stock units, and other nonvested stock 
units. Stock options issued through December 31, 2010, carry 
exercise prices equal to the market price of our stock at the 
date of grant. Prior to 2006, depending on the grant, stock 
options vesting could occur up to five years from the date of 
grant, with most options vesting ratably over three years. 
Stock options granted as part of a deferred compensation 
plan do not have a vesting period; since 2006, these are the 
only options issued by AT&T. We grant performance stock 
units, which are nonvested stock units, to key employees 
based upon our stock price at the date of grant and award 
them in the form of AT&T common stock and cash at the end 
of a three-year period, subject to the achievement of certain 
performance goals. We treat the cash portion of these awards 
as a liability. Other nonvested stock units are valued at the 
market price of our common stock at the date of grant and 
vest typically over a two- to five-year period. As of 
December 31, 2010, we were authorized to issue up to 
97 million shares of common stock (in addition to shares 
that may be issued upon exercise of outstanding options or 
upon vesting of performance stock units or other nonvested 
stock units) to officers, employees, and directors pursuant 
to these various plans. 

The compensation cost that we have charged against income 
for our share-based payment arrangements was as follows: 

2010 2009 2008 4 
Performance stock units 5421 $289 $151 
Stock options 6 8 11 
Restricted stock 85 21 9 
Other 1 (2) (6) 
Tntal 5513 $316 $165 

The estimated fair value of the options when granted is 
amortized to expense over the options' vesting or required 
service period. The fair value for these options, for the 
indicated years ended, was estimated at the date of grant 
based on the expected life of the option and historical 
exercise experience, using a Black-Scholes option pricing 
model with the following weighted-average assumptions: 

2010 2009 2008 

Risk-free interest rate 3.06% 3.17% 3.96% 
Dividend yield 6.61% 6.82% 4.36% 
Expected volatility factor 15.75% 19.65% 18.76% 
Expected option life in years 7.00 7.00 7.00 



A summary of option activity as of December 31, 2010, and changes during the year then ended, is presented below 
(shares in millions): 

Weighted-Average 
Weighted-Average Remaining Contractual Aggregate 

Options Shares Exercise Price Term (Years) Intrinsic Value' 

Outstanding at January 1, 2010 178 $36.79 1.86 $115 
Granted 4 25.45 
Exercised (2) 22.27 
Forfeited or expired (50) 42.13 
Outstanding at December 31, 2010 130 34.60 1.69 $150 
Exercisable at December 31, 2010 125 $34.90 1.43 $134 

~~ ~ 

'Aggregate intrinsic value includes only those options with intrinsic value (options where the exercise price is below the market price). 

The weighted-average fair value of each option granted during 
the period was $1.34 for 2010, compared to $1.84 for 2009 
and $5.04 for 2008. The total intrinsic value of options 
exercised during 2010 was $13, compared to $5 for 2009, 
and $78 for 2008. 

It is our policy to satisfy share option exercises using our 
treasury shares. The actual excess tax benefit realized for the 
tax deductions from option exercises from these arrangements 
was $2 for 2010, compared to $0 for 2009 and $10 for 2008. 

A summary of the status of our nonvested stock units, which 
includes performance stock units as of December 31, 2010, 
and changes during the year then ended is presented as 
follows (shares in millions): 

Weighted-Average 
Nonvested Stock Units Shares Grant-Date Fair Value 

Nonvested at January 1, 2010 26 $ 26.48 
Granted 15 25.48 
Vested (12) 34.64 
Forfeited - 25.92 
Nonvested at December 31,2010 29 $25.30 

As of December 31, 2010, there was $414 of total 
unrecognized compensation cost related to nonvested share- 
based payment arrangements granted. That cost is expected to 
be recognized over a weighted-average period of 1.81 years. 
The total fair value of shares vested during the year was $396 
for 2010, compared to $471 for 2009 and $554 for 2008. 

NOTE 13. STOCKHOLDERS' EQUITY 

From time to time, we repurchase shares of common 
stock for distribution through our employee benefit plans or 
in connection with certain acquisitions. In December 2010, 
the Board of Directors authorized the repurchase of 
up to  300 million shares of our common stock. As of 
December 31, 2010, we repurchased no shares under this 
program. In December 2007, the Board of Directors 
authorized the repurchase of up to  400 million shares of 
our common stock. This authorization replaced previous 
authorizations and expired on December 31, 2009. As of 
December 31, 2009, we had repurchased approximately 
164 million shares under this program. 

During the Annual Meeting of Shareholders in April 2009, 
shareholders approved the increase of authorized common 
shares of AT&T stock from 7 billion to 14 billion, with no 
change to the currently authorized 10 million preferred 
shares of AT&T stock. As of December 31, 2010 and 2009, 
no preferred shares were outstanding. 

In December 2010, the Company declared its quarterly 
dividend, which reflected an increase in the amount per share 
of common stock to $0.43. In December 2009, the Company 
declared its quarterly dividend, increasing the amount per share 
of common stock from $0.41 to $0.42. 

AT&T Inc. 93 I 



Notes to Consolidated Financial Statements (continued) 

Dollars in millions except per share amounts 

NOTE 14. ADDITIONAL FINANCIAL INFORMATION 

December 31, 

Consolidated Balance Sheets 2010 2009 
Accounts payable and accrued liabilities: 

Accounts payable $ 7,437 $ 7,511 

Accrued payroll and commissions 2,225 2,392 
Deferred directory revenue 1,278 1,491 
Accrued interest 1,601 1,717 

Current portion of employee 

Liabilities related to discontinued 
operations - 491 

Other 1,821 1,745 

accrued liabilities $20,055 $21,260 

Accrued rents and other 2,761 3,333 

Compensated future absences 538 559 

benefit obligation 2,394 2,021 

Total accounts payable and 

Deferred compensation (included in 
Other noncurrent liabilities) $ 1,572 $ 1,538 

Consolidated Statements of Income 2010 2009 2008 

Advertising expense $2,989 $2,787 $3,050 

Interest expense incurred 53,766 $4,108 $4,028 
Capitalized interest (772) (740) (659) 
Total interest expense $2,994 $3,368 $3,369 

Consolidated Statements of Cash Flows 2010 2009 2008 

Cash paid during the year for: 
Interest $3,882 $3,862 $3.705 
Income taxes, net of refunds 3,538 4,471 5,307 

Consolidated Statements of 

Foreign currency translation 

Unrealized gains on 

Unrealized gains (Losses) on 

Defined benefit postretirement 

Other - 
Accumulated other comprehensive 

Changes in Stockholders' Equity 2010 2009 2008 .II 

adjustment $ (494) $ (765) S(912) 

available-for-sale securities 316 324 100 

cash flow hedges (180) 142 (483) 

plan9 3,070 2,979 878 
(2) (1) 

income (loss) $2,712 $2,678 $(418) 

'Amounts for 2009 and 2008 are adjusted for the change in accounting policy as 
discussed in Note 1. 

No customer accounted for more than 10% of consolidated 
revenues in 2010, 2009 or 2008. 

A majority of our employees are represented by labor unions 
as of year-end 2010. 

NOTE 15. CONTINGENT LIABILITIES 

We are party to  numerous lawsuits, regulatory proceedings 
and other matters arising in the ordinary course of business. 
In accordance with GAAP standards for contingencies, in 
evaluating these matters on an ongoing basis, we take into 
account amounts already accrued on  the balance sheet. 
In our opinion, although the outcomes of these proceedings 
are uncertain, they should not have a material adverse effect 
on  our financial position, results of operations or cash flows. 

We have contractual obligations to  purchase certain goods or 
services from various other parties. Our purchase obligations 
are expected t o  be approximately $3,158 in 2011, $4,904 in 
total for 2012 and 2013, $1,934 in total for 2014 and 2015 
and $607 in total for years thereafter. 

- 
See Note 9 for a discussion of collateral and credit-risk 
contingencies. 



NOTE 16. QUARTERLY FINANCIAL INFORMATION (UNAUDITED) 
#- 

The following tables represent our quarterly financial results: 

2010 Calendar Quarter 

First3 Second' Third5 Fourth6 Annual 

Total Operating Revenues $30,530 $30,808 $31,581 $31,361 $124,280 
Operating Income2 5,971 6,083 5,431 2,088 19,573 

Net Income2 2,540 4,082 12,396 1,161 20,179 
Income from Continuing Operations Attributable to AT&T2 2,451 4,008 11,539 1,087 19,085 
Net Income Attributable to AT&T2 2,453 4,003 12,319 1,089 19,864 

Income (Loss) from Discontinued Operations 2 (5) 780 2 779 

Basic Earnings Per Share from Continuing Operations 

Basic Earnings Per Share from Discontinued Operations 
Attributable to AT&T1.2 $ 0.42 $ 0.68 $ 1.95 $ 0.18 $ 3.23 

Attributable to AT&T1,2 - - 0.13 - 0.13 

Basic Earnings Per Share Attributable to  AT&T1.' $ 0.42 $ 0.68 $ 2.08 $ 0.18 $ 3.36 

Diluted Earnings Per Share from Continuing Operations 
Attributable to AT&T1,2 $ 0.41 $ 0.67 $ 1.94 $ 0.18 $ 3.22 

Diluted Earnings Per Share from Discontinued Operations 
Attributable to AT&T1,2 - - 0.13 - 0.13 

Diluted Earnings Per Share Attributable to AT~IT'.~ $ 0.41 $ 0.67 $ 2.07 $ 0.18 S 3.35 

Stock Price 
High $ 28.73 $ 26.75 $ 29.15 $ 29.56 
Low 24.61 23.78 23.88 27.49 
Close 25.84 24.19 28.60 29.38 

'Quarterly earnings per share impacts may not add to full-year earnings per share impacts due to the difference in weighted average common shares for the quarters versus the 
weighted average common shares for the year. 

2Amounts for first, second and third quarters are adjusted for the change in accounting policy as discussed in Note 1 and that were included in our January 13, 2011 Form 8-K 
filing with the Securities and Exchange Commission. 

'Includes a charge to income tax expense related to Medicare Part D subsidies (Note 10). 
41ncludes a gain on our TI exchange (Note 7). 
'Includes an IRS tax settlement (Note 10). 
%eludes an actuarial loss on pension and postretirement benefit plans (Note 10) and severance (Note 1). 

- 
2009 Calendar Quarter 

First Second 

Total Operating Revenues $30,457 $30,614 
Operating Income2 5,684 5,441 

Net Income2 3,167 3,239 
Income from Continuing Operations Attributable to AT&T2 3,094 3,160 
Net Income Attributable to AT&T2 3,091 3,162 
Basic Earnings Per Share from Continuing Operations 

Attributable to AT&T1.' $ 0.52 $ 0.54 
Basic Earnings Per Share from Discontinued Operations 

Income (Loss) from Discontinued Operations (3) 2 

Third Fourth Annual 

$30,734 
5,311 

7 
3,237 
3,148 
3,155 

$ 0.53 

$30,708 
4,564 

14 
2,804 
2,716 
2.730 

$ 0.46 

$122,513 
21,000 

20 
12,447 
12,118 
12,138 

$ 2.06 

- - - - - Attributable to 
Basic Earninas Per Share Attributable to  AT&T1,' $ 0.52 $ 0.54 $ 0.53 $ 0.46 $ 2.06 - 
Diluted Earnings Per Share from Continuing Operations 

Diluted Earnings Per Share from Discontinued Operations 
Attributable to AT&T1,2 $ 0.52 S 0.53 $ 0.53 $ 0.46 $ 2.05 

Attributable to AT&T1,2 - - - - - 

Diluted Earnings Per Share Attributable to AT&T1,Z $ 0.52 $ 0.53 $ 0.53 $ 0.46 $ 2.05 

Stock Price 
High $ 29.46 $ 27.09 $ 27.68 $ 28.61 

,,P--- Low 21.44 23.38 23.19 25.00 
Close 25.20 24.84 27.01 28.03 

'Quarterly earnings per share impacts may not add to full-year earnings per share impacts due to the difference in weighted average common shares for the quarters versus the 
weighted average common shares for the year. 

'Amounts for 2009 are adjusted for the change in accounting policy as discussed in Note 1. 
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Report of Management 

4 The consolidated financial statements have been prepared in conformity with U.S. generally accepted accounting principles. 
The integrity and objectivity of the data in these financial statements, including estimates and judgments relating to matters not 
concluded by year end, are the responsibility of management, as is all other information included in the Annual Report, unless 
otherwise indicated. 

The financial statements of AT&T Inc. (AT&T) have been audited by Ernst & Young LLP. Independent Registered Public Accounting 
Firm. Management has made available to Ernst & Young LLP all of AT&T's financial records and related data, as well as the 
minutes of stockholders' and directors' meetings. Furthermore, management believes that all representations made to Ernst 
& Young LLP during its audit were valid and appropriate. 

Management maintains disclosure controls and procedures that are designed to ensure that information required to be disclosed 
by AT&T is recorded, processed, summarized, accumulated and communicated to its management, including its principal executive 
and principal financial officers, to allow timely decisions regarding required disclosure, and reported within the time periods 
specified by the Securities and Exchange Commission's rules and forms. 

Management also seeks to ensure the objectivity and integrity of its financial data by the careful selection of its managers, 
by organizational arrangements that provide an appropriate division of responsibility and by communication programs aimed 
at ensuring that its policies, standards and managerial authorities are understood throughout the organization. 

The Audit Committee of the Board of Directors meets periodically with management, the internal auditors and the independent 
auditors to review the manner in which they are performing their respective responsibilities and to discuss auditing, internal 
accounting controls and financial reporting matters. Both the internal auditors and the independent auditors periodically meet 
alone with the Audit Committee and have access to the Audit Committee at any time. 

Assessment of Internal Control 
The management of AT&T is responsible for establishing and maintaining adequate internal control over financial reporting, as 
defined in Rule 13a-l5(f) or 15d-l5(f) under the Securities Exchange Act of 1934. AT&T's internal control system was designed 
to provide reasonable assurance to the company's management and Board of Directors regarding the preparation and fair 
presentation of published financial statements. 

AT&T management assessed the effectiveness of the company's internal control over financial reporting as of December 31, 2010. 

Commission (COSO) in Internal Control - Integrated Framework. Based on its assessment, AT&T management believes that, as 
of December 31, 2010, the Company's internal control over financial reporting is effective based on those criteria. 

Ernst & Young LLP, the independent registered public accounting firm that audited the financial statements included in this 
Annual Report, has issued an attestation report on the company's internal control over financial reporting. 

In making this assessment, it used the criteria set forth by the Committee of Sponsoring Organizations of the Treadway 4 

Randall Stephenson 
Chairman of the Board, 
Chief Executive Officer and President 

Richard G. Lindner 
Senior Executive Vice President and 
Chief Financial Officer 
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Report of Independent Registered Public Accounting Firm 

The Board of Directors and Stockholders of AT&T Inc. 

We have audited the accompanying consolidated balance sheets of AT&T Inc. (the Company) as of December 31, 2010 and 2009, 
and the related consolidated statements of income, changes in stockholders' equity, and cash flows for each of the three years 
in the period ended December 31, 2010. These financial statements are the responsibility of the Company's management. 
Our responsibility is to express an opinion on these financial statements based on our audits. 

We conducted our audits in accordance with the standards of the Public Company Accounting Oversight Board (United States). 
Those standards require that we plan and perform the audit to obtain reasonable assurance about whether the financial 
statements are free of material misstatement. An audit includes examining, on a test basis, evidence supporting the amounts and 
disclosures in the financial statements. An audit also includes assessing the accounting principles used and significant estimates 
made by management, as well as evaluating the overall financial statement presentation. We believe that our audits provide a 
reasonable basis for our opinion. 

In our opinion, the financial statements referred to above present fairly, in all material respects, the consolidated financial 
position of the Company at December 31, 2010 and 2009, and the consolidated results of i ts operations and its cash flows for 
each of the three years in the period ended December 31, 2010, in conformity with U.S. generally accepted accounting principles. 

As discussed in Note 1 to the consolidated financial statements, the Company has elected to change its method of accounting 
for actuarial gains and losses and the calculation of expected return on plan assets related to i ts pension and other 
postretirement benefit plans in 2010. 

We also have audited, in accordance with the standards of the Public Company Accounting Oversight Board (United States), 
the Company's internal control over financial reporting as of December 31, 2010, based on criteria established in Internal 
Control-Integrated Framework issued by the Committee of Sponsoring Organizations of the Treadway Commission and our 
report dated February 28, 2011 expressed an unqualified opinion thereon. 

Dallas, Texas 
February 28, 2011 

,.- 
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Report of Independent Registered Public Accounting Firm on Internal Control over Financial Reporting 

4' The Board of Directors and Shareholders of AT&T Inc. 

We have audited AT&T Inc.'s (the Company) internal control over financial reporting as of December 31, 2010, based on criteria 
established in Internal Control-Integrated Framework issued by the Committee of Sponsoring Organizations of the Treadway 
Commission (the COSO criteria). The Company's management is  responsible for maintaining effective internal control over 
financial reporting, and for its assessment of the effectiveness of internal control over financial reporting included in the 
accompanying Report of Management. Our responsibility is to express an opinion on the company's internal control over 
financial reporting based on our audit. 

We conducted our audit in accordance with the standards of the Public Company Accounting Oversight Board (United States). 
Those standards require that we plan and perform the audit to obtain reasonable assurance about whether effective internal 
control over financial reporting was maintained in all material respects. Our audit included obtaining an understanding of internal 
control over financial reporting, assessing the risk that a material weakness exists, testing and evaluating the design and 
operating effectiveness of internal control based on the assessed risk, and performing such other procedures as we considered 
necessary in the circumstances. We believe that our audit provides a reasonable basis for our opinion. 

A company's internal control over financial reporting is a process designed to provide reasonable assurance regarding the 
reliability of financial reporting and the preparation of financial statements for external purposes in accordance with generally 
accepted accounting principles. A company's internal control over financial reporting includes those policies and procedures that 
(1) pertain to the maintenance of records that, in reasonable detail, accurately and fairly reflect the transactions and dispositions 
of the assets of the company; (2) provide reasonable assurance that transactions are recorded as necessary to permit preparation 
of financial statements in accordance with generally accepted accounting principles, and that receipts and expenditures of the 
company are being made only in accordance with authorizations of management and directors of the company; and (3) provide 
reasonable assurance regarding prevention or timely detection of unauthorized acquisition, use or disposition of the company's 
assets that could have a material effect on the financial statements. 

Because of i ts inherent limitations, internal control over financial reporting may not prevent or detect misstatements. Also, 
projections of any evaluation of effectiveness to future periods are subject to the risk that controls may become inadequate 
because of changes in conditions, or that the degree of compliance with the policies or procedures may deteriorate. 

In our opinion, the Company maintained, in all material respects, effective internal control over financial reporting as of 
December 31, 2010, based on the COSO criteria. 

We also have audited, in accordance with the standards of the Public Company Accounting Oversight Board (United States), 
the consolidated balance sheets of the Company as of December 31, 2010 and 2009, and the related consolidated statements 
of income, changes in stockholders' equity, and cash flows for each of the three years in the period ended December 31, 2010 
and our report dated February 28, 2011 expressed an unqualified opinion thereon. 

d 

Dallas, Texas 
February 28, 2011 
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AT&T Inc. Board of Directors 

Randall L. Stephenson, 50 I') 

Chairman of the Board, 

Chief Executive Offi cer and President 

AT&T Inc. 

Dallas, Texas 

Director since 2005 

Background: Telecommunications 

Jon C. Madonna, 67 \1.''-'' 

....1 Lead Director 

Retired Chairman and 

Chief Executive Officer 

KPMG 

Director since 2005 

AT&T Corp. Director 2002-2005 

Ba ckground: Public accounting 

Gilbert F. AmeLio, Ph.D., 6B \....,) 

1II.~1 Senior Partner 

Sienna Ventures 

Director since 2001 

_...,.-_ Advisory Director 1997-2001 

Pacific Telesis Director 1995-1997 

Background: Technology, electronics engineering 

Reuben V. Anderson, 68 ".',7) 

Senior Partner 

Phelps Dunbar, LLP 

Director since 2006 

_o..:J~. BeliSouth Corporation 

Director 1994- 2006 

Background: Law 

James H. BLanchard, 69 \2.'6) 

Retired Chairman of the Board 

and Chief Executive Officer 

Synovus Financial Corp. 

Director since 2006 

BeliSouth Corporation Director 1994-200 6 

BeliSouth Telecommunications 

Director 1988-1994 

Background: Financial services 

'Retiring April 29, 2011. 

Jaime Chico Pardo, 61 11 .'1 

President and Chief Executive Officer 

ENESA 

Director since 2008 

Background: Telecommunications, 

banking 

James P. 	Kelly, 67 \1.31 

Retired Chairman of the Board 

and Chief Executive Officer 

United Parcel Service, Inc. 

Director since 2006 

BeliSouth Corporation Director 2000-2006 

Background: Air delivery and freight services 

Lynn M. Martin, 71 0 .'.5) 


President 


The Martin Hall Group, LLC 


Director since 1999 


Ameritech Director 1993-1999 


Background: Consulting , former 

Congresswoman and Secretary of Labor 

John B. McCoy, 67 \'.' .' .•1 

Retired Chairman and 

Chief Executive Officer 

Bank One Corporation 

Director since 1999 

Ameritech Director 1991-1999 

Background: Banking 

71Joyce M. Roche, 63 13. 

• • • l1li Retired President and 

Chief Executive Officer 

Girls Incorporated 

Director since 1998 

Southern New England Telecommunications 

Director 1997-1998 

Background: Marketing 

Matthew K. Rose, 51 ,e) 

Ch airman and Chief Execu tive Officer 

Burlington Northern Santa Fe, LLC 

Director since 2010 

_ .....__• BaCkground: Freight tran sport 

Laura D'Andrea Tyson, Ph.D., 63 11."1 

S. K. and Angela Cha n Professor of 

Global Management 

Walter A. Haas School of Business 

University of California at Berkeley 

Director since 1999 

Ameritech Director 1997-1999 

Background: Economics, education 

Patricia P. Upton: 72 '''') 

President and Chief Executive Officer 

Aromatique, In c. 

Director sin ce 1993 

'-__---' Ba ckgrou nd: Manufacturing and 

marketing of decorat ive fragrances 

Committees of the Board: 

(1) Audit 

(2) Corporate Development 

(3) Corporate Governance and Nominating 

(4) Executive 

(5) Finance/Pension 

(6) Human Resources 

(7) Public Policy 

(information is provided 

as of March 10, 2011.) 
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Senior Officers of AT&T Inc. and its Affiliates 

d Randall Stephenson, 50 Cathy Coughlin, 53 Forrest Miller, 58 Wayne Watts, 57 

Chairman, Chief Executive Officer Senior Executive Vice President Group President-Corporate Senior Executive Vice President 

and President and Global Marketing Officer Strategy and Development and General Counsel 

Bill Blase Jr., 55 

Senior Executive Vice President- 

Human Resources 

Ralph de la Vega, 59 

President and Chief Executive Officer 

AT&T Mobility and Consumer Markets 

Jim Cicconi, 58 

Senior Executive Vice President- 

External and Legislative Affairs 

AT&T Services, Inc. 

Rick Lindner, 56 

Senior Executive Vice President 

and Chief Financial Officer 

(Information is provided 

as of February 28, 2011.) 

Ron Spears. 62 

Senior Executive Vice President- 

Executive Operations AT&T Diversified Businesses 

Ray Wilkins Jr., 59 

Chief Executive Officer- 

John Stankey, 48 

President and Chief Executive Officer 

AT&T Business Solutions 



Stockholder Information 
r(' 

Toll-Free Stockholder Hotline 
Call us at 1-800-351-7221 between 8:00 a.m. 

and 7:OO p.m. Central time, Monday through 

Friday (TDD 1-888-403-9700) for help with: 

Account inquiries 
Requests for assistance, including stock 

transfers 

Information on The DirectSERVICEM 

Investment Program for Stockholders of 

AT&T Inc. (sponsored and administered by 

Computershare Trust Company, N.A.) 

Written Stockholder Requests 
Please mail all account inquiries 

and other requests for assistance 

regarding your stock ownership to: 

AT&T Inc. 

C/O Computershare Trust Company, N.A 

P.O. Box 43078 

,- Providence, RI 02940-3078 

You may also reach the 

transfer agent for AT&T Inc. 

at att@computershare.com 

or visit the website at 

www.computershare.com/att. 

DirectSERVlCE Investment Program 
The DirectSERVlCE Investment Program for 

Stockholders of AT&T Inc. is sponsored and 

administered by Computershare Trust 

Company, N.A. The program allows current 

stockholders to reinvest dividends, purchase 

additional AT&T Inc. stock or enroll in an 

individual retirement account. 

For more information, call 1-800-351-7221. 

Stock Trading Information 
AT&T Inc. is listed on the 

New York Stock Exchange. 

Ticker symbol: T 

Information on the Internet 
Information about AT&T Inc. is available 

on the Internet at www.att.com. 

Annual Meeting 
The annual meeting of stockholders 

will be held at 9:00 a.m. Central time 

Friday, April 29, 2011, at: 

Statehouse Convention Center 

1 Statehouse Plaza 

Little Rock, Arkansas 72201 

@ Printed on recycled paper 

SEC Filings 
AT&T Inc.'s U.S. Securities and 

Exchange Commission filings, including 

the latest 10-K and proxy statement, 

are available on our website at 

www.att.com/investor.relations. 

Investor Relations 
Securities analysts and other members 

of the professional financial community 

may call the Investor Relations staff 

as listed on our website at 

www.att.com/investor.relations. 

Independent Auditor 
Ernst & Young LLP 

2323 Victory Ave., Suite 2000 

Dallas, TX 75219 

Corporate Offices and 
Non-Stockholder Inquiries 
AT&T Inc. 

208 S. Akard St. 

Dallas, TX 75202 

210-821-4105 

MIX 
Paper from 

responsible sources 
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2011 AT&T Intellectual Property. Al l  rights reserved. AT&T, the AT&T logo and al l  other marks contained herein are trademarks of AT&T Intellectual 
Property and/or AT&T affiliated companies. 

All brands, product names, company names, trademarks and service marks are the properties of their respective owners. 

'AT&T U-verse received the highest numerical score among television service providers in the North Central, South and West regions in the proprietary J D Power 
and Associates 2010 Residential Television Service Satisfaction StudySM Study based on 28,489 total responses from measuring 12 providers in the North Central 
region (IL. IN, MI, OH, WI), 13 providers in the South (AL AR, FL, GA, 6, K'r: LA, MS, MO. NC, OK, SC, TN, TX), and 10 providers in the West (AZ, C 4  CO. ID, IA, MN. MT, 
NE, NV, NM, ND, OR, SD. UT, WA, WY) and measures consumer satisfaction with television service Proprietary study results are based on experiences and 
perceptions of consumers surveyed in November 2009 and January 2010, April 2010 and July 2010 Your experiences may vary Visit jdpowercom 

The Bluetooth word mark and logos are registered trademarks owned by Bluetooth SIG, Inc, and any use of such marks by AT&T is under license 

See Diabetes Technology & Theropeutics. Volume 10, Number 3, 2008, p. 160. 

Current Analysis US Carrier Enterprise Mobility: Competitive Landscape and Best Practices 6/10. 

5The Gartner Magic Quadrants are copyrighted 2010 by Gartner, Inc. and are reused with permission. The Magic Quadrant is a graphical representation of a 
marketplace at and for a specific time period (and not as of the date of this annual report). It depicts Gartner's analysis of how certain vendors measure against 
criteria for that marketplace, as defined by Gartner, at the specified period of time. Gartner does not endorse any vendor, product or service depicted in the 
Magic Quadrant and does not advise technology users to select only those vendors placed in the "Leaders" quadrant. The Magic Quadrant is intended solely as a 
research tool and is not meant to be a specific guide to action. Gartner disclaims all warranties, express or implied, with respect to this research, including any 
warranties of merchantability or fitness for a particular purpose. Magic Quadrant for Cloud Infrastructure As A Service and Web Hosting (Leong, December 2010); 
US. Telecommunications Service Providers (Chamberlin/Redman, November 2010); Web Conferencimg (Smith, November 2010); Managed Security Service 
Providers, North America (Kavanagh/Pescatore, November 2010); Asia/Pacific Network Service Providers (Eng et al, June 2010); Communications Outsourcing & 
Professional Services, North America (Goodness, June 2010); Global Network Service Providers (Rickard/Mason, March 2010); Pan-European Network Service 
Providers (Rickard et al, March 2010); and Communications Outsourcing and Professional Services, Worldwide (Goodness, March 2010). 

From FORTUNE Magazine, March 22, 2010 0 2010 Time Inc FORTUNE is a registered trademark of Time Inc and is used under license FORTUNE and 
Time Inc are not affiliated with, and do not endorse products or services of, AT&T. 

IDC MarketScape Worldwide MNC Telecommunications Services 2011 Vendor Analysis, Doc ?# 222429, March 2010 
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Bankof America *t 

June 15,201 1 

Mr Ray Kennedy 
C/O Ms Ann Cole 
Director, Office of Commission Clerk 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tal lahassee, FL 3 2 3 99-08 5 0 
850-413-6584 

RE: AT&T, Inc 

AT&T, Inc. has a significant and long standing relationship with Bank of 
America and remains in good standing. AT&T, Inc. has lines of credit with 
Bank of America approximating $895,000,000. 

I f  you should have any questions concerning this matter, please contact me at the number below. 
'9 

De66ie Watertibwts 
Assistant Vicc President 
Dcdicated Service Director 
Bank of America Merrill 1,ynch 
Bank of America NA 
4 888-71 5-1000 ~ 5 7 3 5 2  



Document A310TM - 2010 
Conforms with The American Institute of Architects AIA Document 310 

Bid Bond 

CONTRACTOR: 

ATBT Corp. 
208 South Akard, Dallas, TX 75202 

(Name. legal status and addmss/ 

OWNER: 

Florida Telecommunications Relay, 
Inc. 
2540 Shumard Oak Blvd., 
Tallahassee, FL 32399-0850 

(Nunre, legul sta~us md uclrlrrss~ 
Mailing Address for Notices 
Liberty Mutual Insurance Company 
Interchange Corporate Center 
450 Plymouth Road, Suite 400 
Plymouth Meeting, PA 19462 

SURETY: 

Liberty Mutual Insurance Company 
175 Berkeley St., Boston, MA 02116 

(Nunre, legal status and pnnnpal place of humtress) 

Tha daumervt  has mportanl legal 
consequences Consultation wdh 
an attorney Is encouraged wth 
respec! to its completion or 
modification 

Any singular reference to 
Contractor. Surety Owner or 
other pa* shan be consklered 
plural where sppllcsble 

BOND AMOUNT $500,000.00 

PROJECT 
(Nome. lurnhoti or address. aid Project tritmher. f l m t j g  
Telecommunications Relay Service System in Florida 
Bid Due Date: December 22,201 1 

'lhc Contractor and Surcty are bound to thc Owner in the amount sct forth above, for the pnymcnt of which thc 
Contractor and Surely bind themselves, their heirs, executors, administrators, successors and assigns, jointlj and 
severally, ns provided herein The conditions or this Bond nrc such that if the Owner accepts the hid of the Contractor 
within the lime specified in the bid documcntu. or s i thin such time pcriod as  may be ngrccd to by the Owner and 
Contractor. and the Contractor cithur ( 1  ) enters into o contract with the Owner in accordance with the terms of such hid, 
m d  gives such bond or bonds as may he specified in the bidding or Contract Documenls. with n surefv admittcd in the 
jurisdiction of the Projcct and othcnvise acceptablc to the Owncr. for the faithful performancc of such Contract and for 
the prompt payment of labor and rnatcnal lurnishcd in the prosecution thereof: or ( 2 )  pays to the ( h e r  the difference, 
not to exceed the amount ofthis Bond. hctwern the amount specified in raid bid and such larper amount for which the 
Owner nuiy in good faith contract mith another party to perform the work covered by said bid, then this obligation shall 
hc null and void, otherwise to remain in f i ~ l l  lbrce and ell'ect. 'I'hc Surety hereby waives any notice 0 1  on ogccment 
hctwtxm the Owner and Contractor to esttnd thc rime in which the Owner may accept the hid. Waiver of notice b) the 
Surety shall not apply to any extension criceding sixty (GO) days in llic aggregate beyond llie time for acceptance of bids 
specilied in the bid documents. und the ( h n e r  and Contructor shall obhin the Surety's consent lor an extension beyond 
sixty (60) days. 

II'Ihis Bond IS issued in connection n i l h  n siihcontractor's bid to a Contractor, the term Contmctor in this tjond  shall,,^., , 
deemed io be Suhcontructor and the lunn ( h n e r  shall bc deemed to he Contractor. 

When this Bond has been furnished to comply !6ith il statutory or  other legal requirement in the lomtioqadtbe&opt:. 
aiiy provisioii iii this Bond widlictiiig with said stututury oi Icgal rrquiieiiieiit sluill be ducined delctelfher&mn and p' .. (, 
provisions conlormine to such statutory or other legal requirement sholl be deemed mcorpornted her& When so 
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ACKNOWLEDGMENT BY SURETY 

STATE 
OF Missouri I 

J ss. City of St. Louis 

0 1 1  h i s  5th day of December l 201 1 before me persolidly 

appeared H e i d i  A .  Notheisen , known to me to be tlie Attoniey-in-Fact of 

L i b e r t v  Mutual Insurance Company 

, the corporation 
hat cxccuted the widriri iristrumcrit, iuid achiowledged to me h a t  such rorporatiotr executed die same. 

IN WITNESS WHEREOF. I fwc  liercwito set my limrd a id  flixed my o6cial sed, af my oRice iri die doresaid 
Coutity, the day mid year iri tliis certilicatc first above writtctr. 

My Commission Expires: 
(Sed) 

Iunc 20.20 14 

/ I  

JOAJW. Frmk 
Notary Public iri the Statc of Missouri 
City of St Louis 

S-0230tGEEF 2/98 



I 4706484 THIS POWER OF ATTORNEY IS NOT VALID UNLESS IT IS.PFUNTED ON RED BACKGROUND. 
Thls Power of Attorney Ilmlts the acts of those named hereln, and they have no authorfty to bind the Company except In the manner and to the 
extent herein stated. 1 

UBERTY MUTUAL INSURANCE COMPANY 
BOSTON, MASSACHUSElTS 

POWER OF ATTORNEY 

KNOW ALL PERSONS BY THESE PRESENTS: That Liberty Mutual Insurance Company (the 'Company"), a Massachusetts stock insurance company. 
pursuant to and by authority of the By-law and Authorization hereinafter set forth. does hereby name, constitute and appoint PAMU A. BEEWAN, 
HEIDI A. NOTHEISEN. DEBRA c. SCHNUDER, KAREN I ROIDER, JOANN R. FRANK, SANDRA L. HAM, CYNTHIA L CHOREN, AU OF THE CITY OF ST. Louis, 
STATE OF MISSOURI ............................................................................ ~........................................................._II..........................................................I...................l................. 

, each indMdually if there be more than one named. its true and lawful attorney-in-fact to make. execute, seal. acknowledge and deliver, for and on its 
behalf as surety and as its act and deed, any and all undertakings, bonds. recognlzances and other surety obllgations in the penal sum not exceeding 

) each, and the 
execution of such undertakings, bonds, recognizances and other surety obligations, in pursuance of these presents, shall be as binding upon the Company 
as If they had been duly signed by the president and attested by the secretary of the Company in their own proper persons. 

DOLLARS (% ~m w- UYD ~ ~ - . m " n . . m t m - - * - ~ . m r r r -  

That this power is made and executed pursuant to and by authority of the following By-law and Authorization: 

ARTICLE Xlll - Execution of Contracts: Section 5. Surety Bonds and Undertakings. 
Any oWer of the Company authorized for that purpose in writing by the chairman or the president, and subject to such limitations BS the 
chairman or the president may presaibe, shall appoint such attwneys-In-fact, as may be necessary to act in behatf of the Company to make 
execute, seal, adtnowledge and deliver as surety any and all undertaklngs. bonds, recognizances and other surety obligations. Such attorneys 
in-fact. subject to the limitations set forth in their respective powers of attorney. shall have full power to bind the Company by their signature ana 
execution of any such instruments and to attach thereto the seal of the Company. When so executed such instruments shall be as binding as H 
signed by the president and attested by the secretary. 

the following instrument the chairman or the president has authorized the officer or other offiaal named therein to appoint attorneys-in-fact: 

Pursuant to Article XIII. Section 5 of the By-Laws, David M. Carey, Assistant Secretary of Liberty Mutual Insurance Company, is hereby authorized 
to appoint such attorneys-in-fact as may be necessary to act in behalf of the Company to make, execute, seal. adcnowiedge and deliver as surety 
any and all undertakings. bonds, recognizances and other surety obligations. 

By-law and the Authorization set forth above are true copies thereof and are now in full force and effect. 

IN WITNESS WHEREOF, this Power of Attorney has been subscribed by an authorized officer or offidal of the Company and the corpora@ seal of L i m  
Insurance Company has been affixed thereto in Plymouth Meeting, Pennsylvania this day of 15th day of JUIV , 

M Y *  

LIBERTY MUTUAL INSURANCE COMPANY 

BY 
David M. Carey. &stant Secretary 8% 

COMMONWEALTH OF PENNSYLVANIA ss 
gs COUNTY OF MONTGOMERY 
O C  
E-- On this 15th day of Ju , 2011 , before me, a Notary Public, personally came payid M. Carey, to me known, anc ' ecknawledged that he is an Assistant k re ta ry  of Liberty Mutual Insurance Company; that he knows the seal of said corporation; and that he ex-& ' the above Power of Attorney and affixed the corporate seal of Liberty Mutual Insurance Company thereto wlth the authority and at the diredlon of sak 
2 6 CWDoratlon. 

ubscrlbed my name and affixed my notarial seal at Plymouth Meeting, Pennsylvania, on the day and yea1 

T m n  %*e% WY P u ~ l n  
F pnt,.m Trp  f4artgan~y Co..ril\ 

&.t) LTIVV,*U 5 E w ~  ' 1% MB' ZR 8Ji)tj 

Me:t,bri I + - ~ ~ ~ ~  rmw mmw ff# ~~6~~~~~ 

ual Insurance Company. do hereby certify that the original power of attorney of which the fwegoing if 
on the date of this certificate; and I do further certify that the officer or offidal who executed the said 

power of attorney is an Assistant Secretary specially authorized by the chairman or the president to appolnt attorneys-in-fact as provided in Artide XIII, 
Section 5 of the By-law of Liberty Mutual Insurance Company. 

T e d a  Pastella, Notary Public 

This certiffcate and the above power of attorney may be slgned by facsimile or mechanically reproduced signatures under and by authority of the following 
vote of the board of directors of Liberty Mutual Insurance Company at a meeting duly called and held on the 12th day of March, 1980. 

VOTED that the facsimile or mechanically reproduced signature of any assistant secretary of the company, wherever appearing upon a cerWied 
copy of any power of attorney issued by the company in connection with surety bonds, shall be valid and binding upon the company with the 
same force and effed as though rnanualiy affixed. 

I 
r -  

4 TESTIMONY WHEREOF, I have hereunto subscribed my name and affixed the corporate seal of the said company, this 5th day of 
December , 2011. 

Gregory W.'Davenpm, Assistant Secretary 
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