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PROCEEDI NGS

MR, WLLIAMS: Yes, good afternoon. This is
Curtis Wllians. W are going to go ahead and get
start ed.

| amwith the Ofice of Industry Devel opnent
and Market Analysis here at the Florida Public
Servi ce Comm ssion, and we are going to go ahead
and start the TASA Advisory Conmittee neeting at
this tine.

First, I would like to ask Ms. Panela Page to
read the notice.

M5. PAGE: Pursuant to notice issued, this
time, date and place were set for this neeting of
t he Tel econmuni cations Access System Act Advi sory
Commttee in Docket No. 20170039-TP.

MR, WLLIAMS: Thank you, M. Page.

Everyone shoul d have received a copy of the
neeti ng agenda and presentations, so at this tine,
we Wil |l proceed as printed.

MR BATES: Appearances.

MR WLLIAMS: | would like to go over a few
neeting notes. Everyone, please just be rem nded
to put your phones on nute so we don't have any
interference, and when you are not speaking,

specifically those that are on the line. And

Premier Reporting

(850)894-0828 Reported by: Debbie Krick

114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

pl ease state your nanme before you speak for the
benefit of the court reporter.

At this tine, we wll go ahead and take
appear ances.

Again, | amCurtis Wllians, and | amwth the
O fice of Industry Devel opnent and Mar ket Anal ysis.
W will first take appearances of the individuals
that are here, and then we will proceed with

appearances fromindividuals who are participating

by phone.
MR BATES: | amJeff Bates, Comm ssion staff.
M5. PAGE: | am Panel a Page, Senior Attorney

with the Ofice of the General Counsel with the
Conmm ssi on.

M5. SIRIANNI: Maryrose Sirianni, AT&T. Was
that off? Sorry.

MR, FORSTALL: Janes Forstall with Florida
Tel econmuni cati ons Rel ay.

MR, BRANCH. Jeff Branch with Sprint
Accessibility.

MR, WLLIAMS: Individuals who are
participating on the phone, you can go ahead and
make your appearance.

MR, KOITLER Hi, this is Rick Kottler with

t he Deaf Service Center Associ ati on.
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MR, WLLIAVS: ay, M. Kottler

MR WATA: Hi, this is Tinothy Wata,
representative fromFlorida Agency of the Deaf.

MR, WLLIAMS: ay, M. Wita.

Do we have any other participants on the -- on
t he phone?

M5. MORAN: Hello there. This is Elissa Mran
fromFTRI .

MR, WLLIAMS: ay. Thank you.

Are there any others participating by phone?

(No response.)

MR, WLLIAVS: Hearing none, at this tine we
wi |l go ahead and proceed with the staff
present ati ons.

| wll go ahead and give a quick update on PSC

activities since our |ast neeting, and then

M. Bates will provide updates on rel ated FCC Rel ay
I ssues.
The -- there are two nmain updates that | would

like to cover. One, the Commission is required to
publish its Relay report each year. And we, of
course, did publish that Relay report in Decenber
of 2017.

The other update is the Sprint Relay contract

went into effect on March 1st, 2018. As you al
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may recall during our |last TASA neeting, we gave a
detail ed explanation of the RFP, request for
proposal s process, and explained the -- the
proposals that we received fromHam I|ton and
Sprint. And Sprint ultimtely won the contract.
And that -- again, that contract went into affect
March 1st, 2018, with the current rates for

t el ecomuni cations Relay service at $1.35 per
session mnute, and for captioned tel ephone
service, $1.69 per session mnute. The termof the
contract is from March 1st, 2018, to February 28th,
2021, with option of a four-year renewal.

So Sprint previously had the contract. They
won it again, so it's been a very seanl ess, snooth
transition wwth the current Relay service provider.

At this tine, M. Bates wll give an update on
FCC i ssues.

MR. BATES. Good afternoon. Today's FCC
updates cover two areas, Tel econmuni cations Rel ay
Service recertification and Video Relay Service
updat es. For your convenience, | have added |inks
to each of today's updates to make it easier to
retrieve those public notices on-1line.

Since Cctober 31st, 2017, TASA Advi sory

Commi ttee neeting, the FCC has acknow edged t he
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Fl ori da subm ssion for recertification of
Tel econmuni cations Relay Service. The deadline to
file coments was February 23rd, 2018, reply
comments were due March 12, 2018. W are not aware
of any comments regarding Florida's application at
this tine.

Vi deo Relay Service inprovenents: On
march 23rd, 2017, the FCC rel eased a report and
order that anmended Conm ssion rules to inplenent an
at-honme call handling pilot program and net VRS
providers to assign tel ephone nunbers to hearing
I ndi vidual s for point-to-point video
comuni cations, and information collection

requi rements were nodified. DA 17-1031 just

clarified when the effect -- when the requirenents
went -- becane effective, which was Cctober 17th,
2017.

Next, DA 17-1068 is pretty sel f-explanatory.
CSDVRS and Purpl e Conmmuni cati ons were authorized to
participate in VRS at-hone call handling pilot.

On Cct ober 131st, 2017, the Consuner
Governnent Affairs Bureau set a Novenber 9th, 2017,
deadl i ne for comments, and reply coments were due
on or before 2017 on the VRS rates order

reconsi derati on.
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Then finally, DA 17-1246 is pretty
sel f-explanatory. The deadline for registering in
the user registration database is now April 30th,
2018.

And that's all for the federal updates.

MR WLLIAMS: Are there any questions
regardi ng the PSC and FCC updat es?

If not, we can proceed with FTRI's
presentation, which this -- for this neeting wll
cover a presentation of the FTRI's 2018/ 2019
proposed budget to the Conmm ssion and ot her update
matters.

M. Janmes Forstall will make the presentation.
And it's ny understanding that FTRI's outreach
manager, Ms. Elissa Mdran, wll also nmake a
presentati on.

MR, FORSTALL: Thank you, Curtis.

Good afternoon, everyone. This presentation
wi |l be focusing on the fiscal year 2018 and '19
proposed budget for the operation of FTRI program
which wll take effect July 1st, 2018, until
June 30t h, 2019.

FTRI staff proposed to the Board of Directors
to recommend to maintain the surcharge | evel at 10

cents for the next fiscal year. The budget should
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be approved -- it has been approved by the Board

| ast Monday, and project revenues to be 5, 793, 651,
and total expenses to be $6,114,412. The
difference of 320,761 is due primarily to the new
TRS rate increases is recommended it be covered by
t he surpl us.

MR WLLIAMS: M. Forstall, just a quick
guesti on.

MR, FORSTALL: Sure.

MR, WLLIAVS: You stated that the 320, 761
surplus you are asking for, that is an increase in
expense that is primarily related to the increase
in rates under the new contract?

MR, FORSTALL: Correct. That is correct.

MR, WLLIAVS: ay. Do you know what
percentage -- have you cal cul ated a percentage at
this point of what -- what the -- the percentage
i ncrease fromthe Sprint service provider contract
Is of that total anount?

MR, FORSTALL: It is two -- it's over 200 -- |
could tell you the difference of 117,000 of that is
not fromthe Rel ay.

MR, WLLIAVS: Ckay. Ckay.

MR, FORSTALL: But the balance of that is from

t he Rel ay.
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MR WLLIAMS: So the bal ance, about 200 plus
t housand, okay. Thank you.

MR, KOTTLER This is -- this is Rick Kottler.
Can | ask you a quick question here?

MR, WLLIAMVS: Yes. Please, R ck. Go ahead.

MR, KOTTLER  And this is for Janes.

You are saying this -- this 300,000 is
attributable to the increase in the -- in the Relay
service, but why -- why are we taking it out of
surplus as opposed to increasing the surcharge
level? It would seemto ne -- | nean, the
surcharge was set up originally to cover the -- the
traditional relay service. And if the cost goes
up, why woul dn't the surcharge go up?

My -- ny concern here is if you don't get it
covered by the surplus as a surcharge, then it's
going to have to cone out of the equi pnent
di stribution program And you -- we all know you
can't afford that. So, you know, what's the
rationale for not going up to the surcharge |evel?

MR, FORSTALL: We felt like -- we did not make
a recommendation to increase the 10 to 11 cents
primarily because, in the past, the surcharge had
been reduced, and we feel like if you, Public

Service Conm ssion staff, want to increase it, then
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they wll nake that recommendati on.

But to be honest wth you, we have -- the only
reason we remai ned at 10 cents because we felt |ike
there i s enough noney in the surplus to cover the
di ff erences.

VMR W LLI AVS: M. Kottler, this is Curtis

Wllians. | will also add that if -- and -- and --
I mean, this is all premature. | nean, staff,
we -- we just recently received FTRI's proposed

budget a coupl e of days ago, so we haven't
t horoughly done our analysis, but one thing | would
point out to you that if you -- based on previous
analysis, if you increase the surcharge by a penny,
that would -- that would significant -- that would
I ncrease the anmount of surplus revenues
substantially nore than the 320,000. So that woul d
be a separate issue.

You woul d generate nore revenue, probably at
| east double that anount. | think, in |ooking at
previ ous anal ysis, you can -- one penny would --
woul d -- would be at |east double that -- that
320, 000, so you would have a -- you would be
generating additional surplus.

MR KOTTLER And I am-- | amtrying to see

where that's a bad thing, but okay.
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1 | just -- | want to nmake sure that the Public

2 Servi ce Comm ssion understands that James can't

3 afford -- | know his budget, that he can't afford

4 to take a $300,000 hit in his budget to cover that

3) cost .

6 MR, WLLIAVS: ay. Thank you, M. Kottler

7 You can proceed.

8 MR, KOTTLER  Ckay, thank you.

9 MR, FORSTALL: Gkay. Thank you for bringing
10 that to our attention, Rick. W -- we -- we fully
11 understand that, and we woul d hope the sane thing.
12 As of February 2018, FTRI has over 540, 000
13 i ndividuals in our client database, and it is
14 evident that FTRI and its contracted regional
15 di stribution centers are reaching out to neet the
16 t el ecomuni cati ons access residents who are deaf,
17 hard of hearing, deaf, blind or speech disabl ed.
18 Qutreach continues to be a large part of our
19 efforts, and plans are under way to reach out to
20 the estimated nore than three mllion potential
21 clients with hearing | oss or speech disability in
22 Florida by creating awareness in tel ephone
23 I ndependence.

24 Operating revenues: Surcharge revenue for
25 fiscal year 2018 and '19 are based on the 4.8
Premier Reporting (850)894-0828 Reported by: Debbie Krick

114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com



13

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

percent decrease in the total nunber of access
i nes that have been reported and estimted in

fiscal year-end 2017/ 18.

MR WATA: Can | interrupt?

MR WLLIAMS: Yes.

MR. WATA: This is Timspeaking.

MR WLLIAMS: Yes.

MR. WATA: | have a question for Janes.

MR WLLIAMS: Yes, go ahead, M. Wata.

MR, WATA: How did you get the information

fromthe nunber of access lines? Were did you get
that information fronf

MR, FORSTALL: kay. Thank you, Tim

Every nonth, the tel ephone conpani es that
submt -- collect and submt the surcharge to FTRI
to cover operating expenses have to submt a report
that identified the nunber of access |lines that
they are collecting from And so we conpil ed that
over a 12-nonth period, and that's how we
particularly determined. It is based primarily
100 percent on what the tel ephone conpani es report
to us.

MR. WATA: This is Timagain.

Thank you for your response. | amsatisfied

with that answer.
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1 MR, FORSTALL: The next slide is just a graph
2 that shows the decrease in the access |ines over
3 the last few years. Again, the average have been,
4 over the last three or four years, have been about
5 4.8 percent. So we are using that sane percentage
6 of decrease to project next year's revenues.
7 The next slide is Category |, Florida Relay,
8 2018/ 19 budget for Relay is based on projections
9 submtted by the Relay provider, Sprint. The new
10 contract rate is $1.35 per billable mnute for
11 regular TRS, and 1.69 per billable mnute for
12 captioned tel ephone service.
13 Using the data that's submtted by the relay
14 provider, it's estimated the costs wll be for TRS
15 is $1,349,150. And for captioned tel ephone
16 service, $1,273,385 with a total Category | budget
17 bei ng $2, 622, 535.
18 Ckay. Next, Category Il is equipnent and
19 repairs. This category consists of all equipnent
20 purchased, as well as repairs is. And FTRI
21 projecting a fiscal year estimate of 2018/19
22 expenses to be $1, 040, 360.
23 Category |11 is equipnment distribution and
24 training. FTRI currently contracts with 20 -- 25
25 distribution -- regional distribution centers that
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provide services in nmultiple | ocations throughout
the state.

It is estimated that the RDCs and FTRI w ||
have provi ded over 18, 292 pieces of equi pnent and
cl eaning services during the current fiscal year.
So with that being said, the total fiscal year
2018/ 19 proposed budget for Category Il is
$705, 986.

Category IV. This is where | wll be
I ntroducing Elissa Moran who is the FTRI Qutreach
Manager. Elissa had been with FTRI for al nobst two
years. She conmes to us from Mai ne, where she was
the Executive Director of the programin Mine for
several years. And we are delighted and happy to
have Elissa with us. And | amgoing to | et her
present on the outreach budget.

Elissa. Elissa, are you there? You nmay need
to unnute your phone.

M5. MORAN: Yes, that helps.

MR, WLLIAMS: ay. Geat. Geat.

M5. MORAN: Hell o, everybody.

MR WLLIAMS: Hello.

M5. MORAN. Well, Janmes, you mi ssed out on ne
t hanking you for all those kind words, and sayi ng

hello to, and thanking all of you for a chance to
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present information about Category 1V, the
outreach. If you have any questions, please feel
free to ask.

| am having a | earning experience as well
getting used to the Florida program As Janes
says, | cone from Maine, a nuch snaller program
but a nuch broader programin a |l ot of ways, so
it's been really fun getting onboard here in
Fl ori da.

So as you can see by the next slide, the
proposed outreach budget for FY 18/19 is $546, 250.
And that is going to be for raising awareness about
the FTRI program and about Rel ay service.

On the next slide, you will see that we do
have a continued rationale for our newspaper
advertising. That's been sonething that | have had
a great tinme getting ny arns around, is how the
newspaper advertising has inpacted the success of
FTRI here in Florida. And | would say it's been
relatively significant.

W do work with a partner I M5, a vendor who
has been very hel pful in helping us wth ad
pl acenent and then neasuring. And | see sone every
you are famliar with the reportage that we receive

fromthem so we can get young -- get our clients
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served. So it has been a very productive
relationship with I M.

As you can see on the next slide, for those of
you who are -- maybe haven't touched a newspaper in
years, and wonder why anybody el se would. You wll
see that there are still newspaper readers in the
state of Florida, as well as the rest of the
country.

I n Septenber 2017, Scarborough rel eased t hat
59. 4 percent of the U S. population 65 and ol der
still read the daily or Sunday newspaper. Those
are our people, so we feel strongly that they are
still reading the newspaper here. That sane source
reported that 59.7 percent of the total Florida
markets read a daily or Sunday paper.

So that's pretty inportant for us, because not
all those people will go to be seen by a hearing
specialist or audiologist, so we can't rely on
t hose service provider professionals to send
clients us to, so the newspaper is helpful in that
regard.

So the last bullet point in that slide
references an article published 2016, Decenber
2016, by the Pew Resource Center, that 76.5 percent

of people 65 plus still have | andlines.
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Now, the only regret that | have is that | am

not in the roomwith all of you, and that you are

not all in the roomwth nme, because |I woul d ask
you all to raise -- a show of hands how many
| andlines still exist within the group that's

neeting right now But as Janes pointed out, the
nunber does go down, and we are able to extrapol ate
to what degree the nunber of |andline subscribers
changes on an annual basis.

But fortunately, w thin our denographic,
unli ke a 30-year-old denographic, that's still --
that's still very popular. Still a |ot of
| andlines in use in the 65 and up generation.

On the next slide, you will see a bar graph
that gives you sone sense of how our newspaper
canpai gn has perforned. The -- all the blue bar,
that says all, is referencing all services, which
coul d be sonebody who's brand knew to the program
or sonebody who needs to swap out a broken phone,
or upgrade their phone because their hearing has
changed, or naybe add a flasher or al oud ringer
because they can't hear the phone ring, that woul d
be bl ue.

Those all services are inportant, but we do,

of course, place a | ot of enphasis on the red bar,
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which is the newclients that we are able to bring
into the programas a result of the newspaper
adverti si ng.

And so it's no surprise. You put advertising
out, and people respond to it. That's how that
goes. You raise awareness. That's what outreach
is all about. So the nore noney in outreach effort
we put out there, the nore clients we see com ng
into the program

And if you are taking, as you can see, a quick
| ook at the | ast category, which is the | ast
measur enent over to the right, fiscal year 17/18,
that's only a partial year. So it's not an
accurate conparison to the previous years that are
full fiscal years.

So this report was pulled hal fway through the
year. But you can see, there is still a simlar
correlation in ternms of outreach dollars -- excuse
nme, advertising dollars and clients served.

MR, FORSTALL: Elissa, can | add a comment ?

M5. MORAN. The next page --

MR WLLIAMS: Yes. Elissa?

MS. MORAN:  Yes.

MR WLLIAMS: W have a question or a coment

from Janes.
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1 MR, FORSTALL: Yeah. | just wanted to | et
2 everybody know that we did have a hurricane this
3 past season, this past fiscal year, so that
4 definitely inpacted our nunbers.
5 M5. MORAN: Janes, thank you for bringing that
6 up, because | think nost of us have tried very hard
7 to forget about the hurricane, and -- or those of
8 you who were inpacted by it. But you are quiet
9 correct, those -- we could see an i medi ate i npact.
10 A lot of our centers were actually out of
11 busi ness for nore than a week or two, dependi ng on
12 | ocation. And when you are counting on, across the
13 state, hundreds of phones being given out on any
14 one day, and then you have two weeks any one day
15 elimnated, that really does reflect on your tota
16 nunbers.
17 And we saw a big -- the followng nonth, in
18 Novenber, we did see a junp that was higher than
19 the previous year's Novenber. So we think that
20 sone of that pent-up demand was represented there,
21 but I think we are still seeing people who are
22 gradual ly making their way to us because they just
23 had other things to focus on. But thank you for
24 bri ngi ng that up.
25 On the next slide, the exanple of our FTRI
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April FSI -- FSI stands for sonething | can't
remenber, but sonething insert, FSI. | know Janes
knows what the FSI stands for.

MR. FORSTALL: Yes, | --

M5. MORAN. But the insert, as you can see by
the RDC | ocation on the far |eft-hand columm, you
can see where cities are covered, whether we are
doing a full run of the entire paper in all of the
codes ZIP Codes that it covers, or we have sel ected
ZI P Codes based on denographic information and
experiential distribution informtion.

Then you see the papers listed in the mddle
colum. And you can see sone of themare daily
papers. Sone are weekly papers. Their
circulation, and their run date. So we do spend a
|l ot of time |ooking at the different newspapers,
different ZIP Codes. | daresay | spent a |ot of
time doing ZIP Code analysis to try and determ ne
whi ch ZI P Codes are nost productive for us, and
then that's where we are going to advertise. And
so there is a lot of refinenent that's ongoing
there wth | M5

On the next slide, there is just a screen shot
exanpl e of what | amlooking at -- or what we are

| ooki ng at when we are | ooking at zone ZI P Codes.
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As you can see to the right -- excuse ne, the

| eft-hand side of that page, that slide, the

Dayt ona Beach New Journal ZIP Codes are |isted,
West Vol usia Beach ZIP Codes are listed. So that's
where our inserts will appear.

W can go down a little -- another step, which
isn't captured on this slide or a subsequent slide,
and you just should be thankful you don't have to
deal with it, but we even go through the extent of,
in any one ZI P Code, how many newspapers are
delivered directly to the honme, and how nmany are
delivered to a store, and hope that they wll be
purchased off the shelf. So we really do try and
drill down to maxim ze all the zones.

On the following slide, | M5 spreadsheet, using
FTRI's Services by Referral Source Report, any of
you who know Janmes, who have worked with him know
that he loves reports. He loves data. And we have
a database that he is very proud of, and should be.
Based on ny experience, it places infornmation
extrenely hel pful.

And we utilize this spreadsheet that | M has
produced in order to get down to the key neasures
that we track, being the costing of all services

performed as a result of the insert as being
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selected as a referral source, and then all new
clients who were served as a result of selecting
newspaper insert as a referral source. Now you can
track the costs accordingly. So that's a pretty
extensi ve docunent, but it's very hel pful to us.

The follow ng slide gives you an idea of, from
our reporting in our database, the FTRI dient
Survey Report. Basically, how did you hear about
FTRI? And you can see by the bar graph in the
specific date range -- which | can't see, it's too
small on ny screen. | amtrying to get there. For
7/ 1/ 2015 to 3/31/2006 (sic) dient Survey Report,
the nunber one referral source was current
client/self-referred, followed by friend and
famly, insert ad, hearing aid specialist,
audi ol ogi st.

Those are pretty consistent. W don't see too
much novenent in that, except at certain tinmes of
the year we, mght see wellness expo help there
cone up in the ranking of referral source, just
because those are -- that's the season for those
activities that people are going to and are served
at those events.

So we spend a lot of tinme | ooking at how

peopl e hear about the program that's inportant to
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us, too.

On the next slide --

MR, WLLIAVS: Elissa.

M5. MORAN: This is where --

MR, WLLIAVS: Elissa.

M5. MORAN: Yes, sir.

MR, WLLIAVS: Onh, this is Curtis WIIians.

Just -- can we go back to the slide? Can you,
just looking at the -- the clients surveyed, the
table at the bottom the referral source. Are
those -- those are -- is that neasuring the clients
that you ultimately enrolled in the progranf

M5. MORAN: That is correct. That is that
slide.

MR. WLLIAMS: Yeah.

M5. MORAN:. So in that tinmeframe, which, if
you go back to the date range -- | don't think
that's the correct date range. But in this
particul ar screen shot, the referral source that's
showi ng current client/self-referred, insert ad,
friend and famly, those are the referral sources
ranked in order of popularity, if you wll.

MR WLLIAMS: Yeah. | was just trying to
understand. The percentage -- the percentage

breakdowns that you have, the | argest category is
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friend and famly?

M5. MORAN. No. The nost -- the | argest
category is the 5.04 percent is current
client/self-referred.

MR, WLLIAVS: Okay. And it just goes down in
or der.

M5. MORAN:  Yeah.

MR. WLLIAVS: Ckay.

M5. MORAN: And that's -- that's what | am --
that was the list that | was referring to that can
shift around, depending on the tinme of year. So
it's not static. Sonetines the insert ad is the
nunber one referral source offered a higher
percent age - -

MR. WLLIAMS: Ckay.

M5. MORAN: -- and then sonetines it's
wel | ness as wel .

MR WLLIAMS: Ckay. You answered ny
question. Al right. Thank you.

M5. MORAN: You are welcone. |'mglad you
asked. Thank you. You gave ne a chance to nake
sure | -- 1 understood it nyself conpletely.

MR. FORSTALL: This is Jeff.

M5. MORAN: So the next slide --

MR WLLIAMS: Yes, M. Moran.
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1 MR, FORSTALL: Elissa, this is Janes. | would
2 like to add, if you don't mnd, just to expand on
3 your answer is, when you |l ook at these reports, it
4 doesn't represent the whole state. 1In this
5 particul ar instance, there is only one center.
6 It's only for a short period of tine.
7 M5. MORAN: Thank you.
8 MR, FORSTALL: So I just wanted to nmake sure
9 that that's not representative of the whole year in
10 the whol e state.
11 MR, WLLIAVS: ay. That's -- that answers
12 it also. Thank you.
13 M5. MORAN: This is Elissa.
14 Thank you, Janes. That's a -- a good point.
15 That is for one RDC and that -- no insult intended
16 to that particular RDC, but it is not one of our
17 busi er ones, so that is going to change.
18 And al so, dependi ng on what any one RDC is
19 engaged in in ternms of outreach work, then you w ||
20 al so see the client survey be inpacted at the RDC
21 | evel by whatever outreach work they are doing in
22 their reporting period.
23 Anynore questions on that?
24 M5. SIRIANNI: Just one. This is Maryrose.
25 So you have -- sorry. Thank you, Janes.
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1 So you have basically this chart for each

2 center, and then you have one, like, for on the

3 statewi de basis al so?

4 M5. MORAN. That is correct.

5 M5. SIRIANNI: It would be interesting to see

6 the state --

7 | NTERPRETER: This is the interpreter

8 speaking. |I'msorry. Do you mnd if we just hold

9 off for one second while we swtch interpreters?
10 MS. SIRIANNI:  Sure.

11 | NTERPRETER: Thank you. One second.

12 M5. SIRIANNI: | was just curious, and maybe
13 nobody else is, to see one -- what -- sorry -- what
14 it looked like for the entire state. Do you have
15 one that's cumul ative of the whole state?

16 M5. MORAN: Yes. Maryrose, | would say, what
17 timefrane do you want? | can slice and dice that.
18 You can tell ne you want to | ook at January 2016 at
19 an RDC | evel, at the state level. So, yes, we can
20 | ook at that in any nunber of ways. And, again,

21 it's not static. It wll change, dependi ng on what
22 I s happening out in the field.

23 M5. SIRIANNI: Just -- | was just -- any point
24 intime, it just -- | was just curious to see

25 overall if, you know, what you are getting this
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1 one, because | don't know what the location of this
2 one center is, if it's pretty much, you know,
3 cunul ative, is it pretty nuch the sane as to, you
4 know, the percentages, would they -- do they line
5 up?
6 MR, FORSTALL: Elissa, this is Janes. Do you
7 mnd -- do you mnd if | address that?
8 M5. MORAN: No. Go right ahead.
9 MR. FORSTALL: That's a good questi on.
10 And first of all, this is an exanple. |
11 didn't -- | wasn't picking any particul ar
12 timefrane, it was just an estimate. | just pulled
13 it out to denonstrate that we have that capability
14 Wi thin our system
15 But, yes, the neat thing about this report is
16 it helps us to anal yze who and where we can
17 advertise, and who has a better for -- let's see,
18 as Elissa touched on a little bit, that dependi ng
19 on the center, we have seen a trenendous turnover
20 in some of these centers across the state in this
21 past year. Mdre so than ever before. And for
22 various reasons. W had one center that was one of
23 our top producers in South Florida, the whole staff
24 wal ked out. | nean, they just left.
25 And so therefore, you are starting wth
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sonmebody who is brand new, so that |earning curve
Is trenmendous. Sonebody who cones in, you know,
brand knew, is not going to have the experience or
expertise that the people who | eft who have been
there for years, so we are starting over. And that
I npacts on nunbers trenendously.

But, yes, we do have the capability to do, as
you had nentioned. W had -- | just didn't bring
it to show you.

M5. SIRIANNI: That's okay. | was just -- it
was nore out of curiosity to understand what the
capabilities of what you have can do. So don't do
anything right now | just -- it was really nore
of a trying to understand what the capability of
the reporting systemwas. |If | decide | want
sonething, | wll reach out.

MR, FORSTALL: kay. Thank you.

Thank you, Elissa.

M5. MORAN: Thank you. No, thank you, Janes.

This is Elissa again. | amtelling you this
dat abase will -- will blow your mind in terns of
what it can pull for reporting. |It's fantastic.

So you ask away, and | will see if | can pull up a
report that answers.

But as | said, it changes, the percentage. So
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whereas the screen shot, client/self-referred, is
5.0 percent -- | keep explaining -- 5.04 percent,

but that doesn't nean that's going to be true for

the Ccala area. That doesn't nean it wll be true
for Tanpa. That doesn't nean it wll be true in
Sarasota. And it also doesn't mean it will be true

in April versus May, or February versus Cctober.
That will -- it changes all the tinme, constantly
changi ng.

But that said, it's changing within the sane
categories, the same six or seven categories that
are just changing ranking reporting to the tine of
year and what that center m ght be doing.

Does that hel p?

MR, WLLIAVS: Yes, it does.

M5. SIRIANNI: Yes. Yes. No, it's fine. You
can -- you can nove on. | amgood. Thank you.

M5. MORAN: Yes. All right.

So noving on exciting new stuff that FTRl is
enbarking on, which is digital advertising, because
with all of that is said by all the research
agenci es, the Pew Research Agency, Neilson, all of
those entities are reassuring us that we still have
a denographic that's readi ng the newspaper, and we

can still reach people by newspaper effort.
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We know that we are not going to reach
everybody. And we are also building for the
future, and so we are shifting sone of our
resources into digital advertising. So what's that
going to |l ook |ike?

| don't know how many of you are famliar with
digital advertising. |It's a new creature for a |ot
of fol ks who are not 22, but -- and again, | can't
see all the people in the room so there mght be a
22-year-old in there. | don't know, but | know a
| ot of folks aren't 22, and so this is where we are
relying on the expertise of a vendor that is really
acconplished in this area, because we want to do
things that |like are listed here on the slide.
Banner ads on websites; geofencing around physi cal
| ocation; sponsor's content, which is extrenely
popul ar right now, and that is basically what | ooks
like -- excuse nme, an article contained on a
digital website, but it's actually a paid -- paid
sponsorship. It's an advertisenent. It doesn't
say, you know, on sale now That's extrenely
popular. W wll engaging in that.

Targeted enai|l canpaign and social nedia
canpaign. There is a loot of buzz to be generated

around el ectronic nedi a, and maki ng sonet hi ng | ast
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much | onger than a day. So while we get a | ot of
success out of our inserts that show up, you know,
for today, we have had a | ot of phone calls with
the ads that had dropped today, but that's all
going to |l ast maybe for two nore days. And that ad
has a very |limted shelf life.

Digital advertising has a | onger shelf life,
and has the capability of multiplication, we double
that effort. And then the reporting and the
tracking, which is also extrenely inportant for us.
So we are very excited about that.

On the next slide --

MR. BATES: Elissa, this is Jeff Bates. |
have a couple of questions on the digital
adverti si ng.

M5. MORAN:  Ckay.

MR. BATES. First off, on the geofencing
digital adds in nobile devices, what sort of
tracking is going to take place, and what data is
being collected? And is it -- is it personally
identifiable to the user? 1.e., can that data be
used for nefarious purposes, is where | am goi ng
to.

And then ny next question is who the vendor

is. And that -- those are the two questions |

Premier Reporting

(850)894-0828 Reported by: Debbie Krick

114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com



33

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

have.

M5. MORAN: Ckay. So | don't know what you
nmean by nefarious purposes, sir. W would
certainly not engage in anything like that. And
you can't see that | amsmling and trying to nmake

light of your question, which is a serious

guesti on.
And to -- to answer it, the tracking wll be
based on |l ocation. So sonebody -- stop ne if you

are all famliar wth geofencing. But if sonebody
Is presented an ad on their phone, they are in an
app, or they are on the website and they are
presented an ad on their phone, they wll have a
coupl e of options. They can click through that app
and end up on our |anding page on our website to
conpl ete the application process.

So to answer your question, yes, ultimately we
woul d gat her personal information fromthat person
in order to serve themas an FTRI client in exactly
the sane way we are currently capturing information
from sonebody who responds to a newspaper insert,
or calls us on the phone and we tell themthat they
can go on-line and fill out the information there.

So it all goes directly into our database.

It's all password protected. Extrenely secure. W
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are very vigilant will who has access to the
information there, and it's H PAA conpliant. So we
are collecting information ideally in the service
of connecting those -- the people with phones.

The tracking wll occur when they click on the

ad, because the ads will be tracked. Their
activity on line will be tracked. |If they did not
happen to take action at that point and fill out

the application form the retargeting will then
follow them and they will end up seeing an ad when
they are doing a web search, or doing sonething

el se on their phone, they will be presented with
ads a fewnore tines in order to give themthe
chance to go ahead and conplete the call to action,
which is to apply for a phone.

If they elect to go into an RDC | ocati on,
those RDCs w Il al so be geofenced. So you will be
able to see that sonebody receives an ad on their
phone and then wal ked into the | ocal RDC and was
served. So we will be able to track that.

Again, we wouldn't share any of that
information. So even though we are gathering what
iIs potentially sensitive information, we guard it
careful ly.

The tracking -- other tracking conponents, we
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are still working out wwth the vendor VH Marketi ng,
which | amactually typing up a process docunent --
| amnot doing it now, obviously, because | am
doing ny presentation, but working on a really
broad overvi ew of how we've been coll ecting
referral source data, and how we utilize it, use
it. And how our mnds have to shift with the
di gital conmponent and what's their reporting
capability? How nuch detail can they give up? And
what -- and it will depend on type of activity, an
emai | blast, versus a geofence canpai gn; or have
two different tracking nmechanisns and two different
reporting nmechani sns.

Does that answer your question, or have | just
muddi ed the water?

MR. BATES: You have -- you have answered a
| ot of questions. | may have sone later, but |
wi Il submt themwhen it's appropriate.

Thank you very nmuch, Elissa.

M5. MORAN. Ch, you are very wel cone.

This is -- as | said, this is all good news to
us. | certainly -- | cane to FTRI with a
background in adaptive tel ecommunicati ons equi pnment
and tel ecommuni cations relay service. | -- 1 did

not engage in digital advertising, and so | am-- |
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am been getting up to speed on these too. So these
guestions are pretty good, because it tests ny
knowl edge base as well, and that's inportant. |
think I said that already.

So the banner ad -- just to continue on to
the -- go back to the slide just as an exanple.
The banner ads, | think you are all famliar with
those. |If you nake a m stake of |ooking at a pair
of shoes on-line, and you thought you m ght buy
them but you didn't, then that pair of shoes w |
follow you to the next six websites that you go
into, as a nmarketing incentive trying to get you to
buy t hem

And so that's kind of what we can do, too.
And it wll be location specific. | still |ook at
t he Mai ne newspaper every day, but | have noticed
that even | ooking at the Mii ne newspaper from ny
home here in Florida, | amseeing ads from Fl ori da.
So they -- they figured out that I amnot in Mine,
and they don't deliver me the ads in Miine. They
differ ads in Florida. So it won't matter where
peopl e are visiting on-line, the ads wll follow
t hem

The next slide goes into a little bit of that

geofencing. And basically that is an electronic
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fence that can be drawn around any | ocation using
Googl e Maps. They can get as precise as sonething
that we are planning to do, which is to geofence
around CVS and Wl greens | ocations. So anybody

wal king into a CVS has the potential to be served a
digital ad on their phone for FTRI.

And | don't know, | sonetines find nyself on
nmy phone while waiting for ny prescription, waiting
inline. So we would be able to track the people
t hat have gone into those |ocations, and then would
be able to track when they go into the | ocal RDC
for service. So that's kind of exciting.

On the next slide, sponsored content, which |
nentioned a little before, which nmasquerades as an
article. So you can see this exanple, which | have
drawn a red line around, |ooks |ike just another
article that's available to read wwth a little
not ati on sponsored content. And that's how you
know it's actually an ad.

So this has proven -- this type of advertising
has proven to be extrenely popular with people, and
its blog content, personal stories, educational
sort of information, things of that nature, rather
than just a selling nessage. | think that's

probably the biggest difference. The selling
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nessage is a lot nore subtle there.

On the next slide, we are tal king about
targeted enmail canpaigns. And | amthinking you
probably all have been on the receiving end of
targeted emails. | know | have. And those have
been very effective with certain service providers.
We have a programin Wsconsin, the equi pnment
programthere. They are utilizing this nmethodol ogy
that -- with email canpaigns that are targeted to
physi cians. And they have found it to be
extrenely -- extrenely helpful in terns of
generating new clients.

So we are | ooking at doing sonething simlar,
and then wanting to take that a step further with
our outreach at the centers, at the RDC | evel, and
have an email| canpai gn where enail a percent to
physicians in a area, and then the RDC fol |l ows up
with themafterwards. And that we see as being an
I nportant nodel to just get the word out there.

Alot of folks will never to go see an
audi ol ogi st or a hearing aid specialist, even
t hough they need to and they should, but they could
still get a benefit fromour phones. And
especi ally those who have a speech disability and

no hearing | oss, they won't be at an audi ol ogi st or
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a hearing aid specialist. So we are trying to
reach as many people as we can with these different
met hods.

On the next slide, social nedia. You al
di sconnected your Facebook accounts, right?
Because of this whole thing with Facebook. No?

Rai se your hand if you disconnected. | think
nobody has.

So we -- when FTRI began exploring digital
mar keting and digital nedia, Facebook had not had
its recent fall fromgrace. W think it wll
survive it, but even if it didn't, there is stil
I nstagram Linkedln, Twtter, Google Plus and
YouTube, and all of these are becom ng very
I nportant advertising vehicles.

YouTube is sonething we are really excited
about, because we are -- all of our vendors on the
phone vendors are creating videos, instructional
videos that we will be posting on our YouTube
channel and having links to on our website. It's a
training resource for people, but it also gives us
stull that we can tie advertising to, and drive
peopl e to the YouTube page to see about the phones,
and to see about the phone program

And | have included here sonme specifics from
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the two research center that indicates that

seni ors, our denographic, the sane folks that are
readi ngs the newspapers, are also starting to play
with digital stuff, and they are on-line. And |
can | can attest, ny stepfather, who's 82, he is an
FTRI client, and he is on-line, and ny 80-year-old
nmomis on-line. So they are out there.

And even nore inportantly than what the end
user, ny stepdad and ny nom both seniors, even
nore inportant, or just as inportantly as those
people is the need to reach their caregivers, their
famly nmenbers, their service providers, in-hone
support, hel pi ng hands at-hone, granny nannies,
visiting HO. But that industry is the fastest
grow ng industry in the country right now, and
those workers don't get paid if they can't get into
aclient's home. So those fol ks are very
interested in finding resources for their clients,
t he phone being one of them an anplified phone.
And those folks are easily reached via social nedia
and electronic, so we are | ooking at tag-team ng
the end user and the service provider, or the
I ntermedi ary.

On the next slide, you will see | amtouching

on service provider visits, which |I nentioned
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earlier in connection with email blasts. Service
providers are very inportant to us in terns of
sending referrals when they see sonebody who
needs -- who -- they screen them they have a
hearing | oss, they tal k about hearing aids.
| deal Iy, they should be sending themto FTRI as
well. | wouldn't say that that's happening as nuch
as we would li ke, that is why we have to allocate
noney and effort to actually go into those
| ocations, putting our face in the place.

The I PCTS, the Internet Protocol CaptionEd
Tel ephone Service providers that are also out in
the field here in Florida, they have full-tinme
staff, that that's all they do, is call on the
hearing aid specialists and the service providers
to encourage themto send themclients because they
generate revenue. W don't generate revenue by
havi ng those fol ks send us clients. W don't have
that capacity, but we are -- we get nore people in
the programwho are -- have paid into the benefit
for years and it's tine for themto get it, get
their phones. They have been on the | ayaway
program

So the service provider visit is sonething

t hat has been standardi zed. There is a certain set
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of talking points. W think that by giving the
RDCs a |ist of things they need to tal k about, and
a folder that has the same resources that our
desire, our goal is a service provider that's
visited in Pensacola has the sane experience as a
service provider that's been visited by a center in
Ft. Myers. W really want that consistency.

And we want the consistency of letting those
provi ders know that we al so have a capti oned phone
product that does not require the internet, because
a lot of folks don't have the internet but still
need a caption phone. So that's an inportant
nmessage, and the Bl uetooth technol ogy.

We are al so thinking service provider visits
could be hel pful to generate content for social
nmedia, a little buzz around visiting a certain
center and taking a picture and posting it on
Facebook, and seeing that just, | -- it won't be
viral, but | think you know what | am saying. W
are |l ooking to see that connectivity on a soci al
nedi a, and service providers who visit can see
t hat .

On the next slide, there is sone | anguage
there, the RDC outreach agreenent. Basically, FTRI

proposals to continue the event request application
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1 process. It allows the RDC flexibility to perform

2 outreach that best suits their agency's ability to

3 recruit new clients. That's really where our

4 enphasis is, on new clients.

5 RDCs apply for funding by hosting events

6 t hrough the outreach cal endar as part of the

7 approval process.

8 FTRI reviews past activity reports to

9 det erm ne whet her an outreach application will be
10 approved. And we reserve the right to approve,

11 deny or negotiate the application.

12 The RDCs m ght conduct presentations,

13 di stributions, exhibits and distributions, service
14 provider visits, or they may have sone ot her

15 outreach ideas like a little |uncheon one, we I|ike
16 to consider -- consider anything that's feasible.
17 We have been experiencing an uptake in the

18 nunmber of outreach activities conducted by RDCs.

19 There was a 6.5 percent increase during the July
20 t hrough Decenber 2017 period, conpared to that

21 timefranme from 2016. And that's why estimating the
22 current trend, we are going to go over the current
23 RDC agreenment budget of $70,000 anmount. But as we
24 nmenti oned before, if you are not out in the field
25 | etti ng peopl e know about your program people
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don't participate in the program So we feel
really strongly that it's inportant that we be out
there and | et people know.

Agai n, they have been paying into this program
for years on their phone bill, so you want to nake
sure that you get -- they get connected to it when
they need it.

On the next slide, the -- where did it go?

The nunber of outreach events and clients served.

July 1 through June 30th, you will | ook and see the
correlation that | have been tal king about. |[If you
don't -- if you are not out there doing stuff, you

don't see as nuch busi ness.

So 20 -- excuse ne -- yes, 2014 through 2015,
you had a | ot of services. You also had the nost
events. Mst outreach events happening. So
proportional basis, it nakes sense.

So we really want to support the RDCs in their
ability to be out in the community, networKking,
rai si ng awar eness, doi ng presentations, being at
the library, the whole thing. It's inportant.

And | think that that waps up the up reach
conponent. The next slide is Category V, General &
Adm nistrative, which | can read to you. That's

it. And | think that's the end of the
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presentation, yes.

So the total proposed budget for Category Vis
$995,535. And FTRI currently has nine full-tine
staff budgeted. And that's it.

Any questions?

MR, FORSTALL: This is Janes.

El i ssa, thank you so much for your
presentation. | think that we all agree that it
was a | ot of information, but it was good
informati on that we have, especially noving forward
with digital ad marketing. And we -- we feel that
Is an area that we need to invest nore into, and we
plan to do that.

| just want to add a couple of coments.

First of all, I do know what FSI stands for.

It stands for freestanding insert. So | just
wanted to bring that up.

M5. MORAN: Thank you. | knew | was insert.
| couldn't renenber the FS part. Thank you.

MR, FORSTALL: Okay. The other -- the
other -- | wanted to go back to -- about the --

MR. WATA: This is Timhere --

MR, FORSTALL: Hold on one second, Tim Hold
on.

The part about the reports in our database,

Premier Reporting

(850)894-0828 Reported by: Debbie Krick

114 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com



46

1 we -- we do definitely take the integrity of our
2 dat abase very seriously, so we are always | ooki ng
3 for ways to protect the data, about addi ng new
4 software, et cetera.
5 And the other thing is, all of the RDCs have
6 access to the reports. So anything that we see in
7 our office, if they want to review their own
8 particul ar area, they have the capability to do
9 that. So | just wanted to add that, too.
10 And believe it or not, yesterday | got a
11 report that | found to be very interesting, and I
12 wanted to share wth everybody. W have a client
13 who cane to one of our centers last nonth that's
14 110 years old. 110 years old.
15 MR, WLLIAVS: Cane into the office.
16 M5. MORAN: Okay. | amsorry, this is Elissa.
17 | have a hearing loss, | mssed it. 110 what? |
18 didn't -- | couldn't hear it.
19 MR. FORSTALL: The client is 110 years ol d.
20 M5. MORAN. Onh, that one. Thank you. Thank
21 you. Yes.
22 MR, FORSTALL: So what happened was, this
23 client had a phone with FTRI a few years ago and
24 t hey needed a repl acenent, so they cane in, and
25 they were served with an exchange. And when | saw
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that, | had to double check. | did a double take,
too. | went and reviewed the data, sure enough
everything is in there is true. But that's amazing
that we do have people out there in that age
bracket that to need the phone, the service.

MS. MORAN:  Yes.

MR, FORSTALL: And at this point, Tim | am
sorry to interrupt you. You have a question?

MR. WATA: Yes, | do. This is Timagain. Tim
Wata, on behalf of the Florida Association of the
Deaf .

W want to thank you, too, Elissa Miran. You
know, providing this presentation, | nean, | have
| earned so nuch information, a few new words in
regards to digital marketing. | nean, | -- | -- |

woul d be very happy, ny next report, for that to be

coordinating. | will definitely do that. Thank
you so nuch. | really appreciate that.

And al so Janes as well, thank you so very
much.

MR, FORSTALL: Thank you, Tim

M5. MORAN: Yes. This is Elissa.

Thank you, Tim |It's been a |earning
experience for everybody, but it's been fun.

MR. FORSTALL: And that concludes the FTRI
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1 report.

2 MR WATA: | agree. | agree.

3 MR, WLLIAVS: So that concludes FTRI's

4 presentati on.

5 Are there any additional questions for FTRI

6 regarding its proposed budget?

7 If not, at this tine, we wll go ahead and

8 take a 15-m nute break per the agenda, and for the

9 benefit of our court reporter. So we wll take 15
10 m nutes, and we will resune the neeting at 2:45.

11 (Brief recess.)

12 MR, WLLIAVS: Yes, this is Curtis WIIians,
13 and we will go ahead and start the neeting again.
14 | hope everyone is back on -- on the line. W are
15 all here at the Public Service Conmm ssion, so we
16 wll start with Sprint Relay's update by M. Jeff
17 Br anch.

18 MR. BRANCH. Al right. Wll, thank you,

19 Curtis.

20 Now that we are into the new contract year,
21 starting on March 1st, 2018, we are |ooking forward
22 to the next three years -- the next three contract
23 years. Thank you for this opportunity. W are so
24 excited and | ooking forward to what's com ng up.
25 The agenda that | will be presenting is here,
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and there -- | wll just be giving a few updates,
so we wll go ahead to the next slide, please.

In regards to Sprint accessibility, in regards
to the Nationwide Msdial Solution for Sprint TRS
including Florida, | want to thank the state of
Florida for being part of the trial basis that we
di d back before January.

We have been doing nore assessnments and
recordings to allow people who msdial into the
Rel ay system and asking what it is and all of
that, the process of explaining it, you know, the
agent has a lot of tinme and expense trying to
explain to the individual what the Relay service
Is. So now we have done it so where we can
transfer the caller to a prerecorded systemt hat
ki nd of explains the Relay services, what they are
for and how t he process works.

Typi cal | y what happens when a consuner goes
into the website, for exanple, let's say you have
got, like, a health care website, and you see a
Rel ay nunber, oftentines they will call the
speci fic nunber, and either the line will be busy,
and so then they will go ahead and dial the other
nunber that they see, which is the Relay nunber.

So they call thinking that that's going to directly
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connect themw th, you know, the health care
service provider, but it's not. It's a Relay
servi ce.

So it's a common m sunder standi ng on the
consuner's end. So we can have them go ahead and
be transferred to a prerecorded nessage that
expl ai ns what exactly the Relay service is. So
that's happening not only in the state of Florida,
but nationw de. On January 1st, 2018, we went
ahead and i nplenented a | ong-term sol ution.

Next slide, please.

Since we've inplenmented the m sdial solution,
the benefits that we have seen, we have seen
I nprovenents in answer tinme. Instead of the agent
taking the tinme to explain the whole process and
prol onging our tinme, they are able to i nmedi ately
transfer the client to that prerecorded nessage so
the answer tines have inproved.

Agents no | onger need to explain the services.

The agent no | onger needs to address additional

guestions fromthe caller. It allows the agent to
focus on legitimte Relay calls. It reduces cal
setup tinmes. And overall, there are very few

custoner inquiries as to why calls were transferred

to the recordings. W haven't received a | ot of
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1 that, so it's actually been very hel pful.

2 The other thing we've done to assist wth the

3 FCC TRS recertification, |I know you have already

4 mentioned that earlier. W' ve been working with

5 the FCC to make sure that our state is certified.

6 We do that every five years.

7 There are two groups that we are -- we break

8 them down into. The first group is -- there is the

9 deadline for the coments. Florida was within the
10 second group, and their deadline for comentary was
11 February 23rd, 2018. And the reply to coments

12 deadl i ne was March 12th, 2018. As Curtis already
13 nenti oned previously, there weren't any coments,
14 SO -- up until now.

15 MR, WLLIAVS: And, Jeff, at this tinme, on

16 behal f of the Florida Public Service Conm ssion, |
17 woul d just like to thank -- thank you and Spri nt

18 for assisting us with developing the -- the filing.
19 It was -- it's always very a tedi ous and denandi ng
20 process and task, and your assistance was extrenely
21 beneficial on providing the required information

22 fromSprint and fromthe Sprint contract. So thank
23 you.

24 MR. BRANCH:. | appreciate helping in any way
25 we are able to. Al right, thank you.
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Since we are into the new contract year, |

woul d I'i ke to go ahead and | ook back at the |ast

three years -- the last three contract years.
This is a summary that you see here. | would
state -- | amgoing to stay consistent with every

graph. So where you see the yellow, that reflects
2015 to 2016 fiscal year, or contract year. And
then the blue bar is 2016 to 2017. And the green
represents the nost recent year, 2017 to 2018. So
you will -- you know, on every slide, you wll see
these represent the sanme thing consistently.

So here, we are tal king about the FCC m nutes.
You can see the usage starting with the yellow, it
increased. And then | don't know if you renenber,
but we allowed 15,000 m nutes at no cost to be
i ncluded in the contract.

So with that, you will see on the blue, again,
it shows the usage. It increases until Septenber,
or we stopped -- that usage was they net the
maxi mrum the 15,000, so fromthat point onwards,
you wi Il see nothing after Septenber. And then it
reset again in March of 2017 to 2018 fiscal year,
and then it increased gradually again. So you can
see the usage increasing there. And we were able

to conplete the year through 2017 to 2018.
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1 Next sli de.
2 This is simlar to the previous slide. Here,
3 you wi Il see the usage to date, neaning the grand
4 total. So you will see here how the yell ow bar.
5 So the 2015 to ' 16, the usage increased, and we
6 were able to finish out the year. The second year
7 i ncreased until we hit the maxi mum in Septenber,
8 and then it |eveled out fromthere through the
9 remai ning -- the remai nder of the year until we
10 ceased RCC services. And then it reset in 2017 to
11 "18. And you can see the usage is consistent
12 t hroughout the year.
13 Next sli de.
14 MR WLLIAMS: Yes, we have a question.
15 M. Forstall.
16 MR. BRANCH. OCh, |I'msorry.
17 MR, FORSTALL: Wth regard to the RCC
18 availability, would it be sonething that we should
19 pronote? Because we've -- we've kind of held off
20 pronoting it knowing that the mnutes are limted,
21 that we would not want to pronote sonething that we
22 know we are going to run out and then cause sone
23 concern. So is this sonething that FTRI shoul d
24 assi st wth pronoting throughout the state?
25 M5. PAGE: Can | -- can | -- go ahead, Jeff.
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MR. BRANCH. You can go ahead.

M5. PAGE: | was just going to say that, in
ternms of pronoting sonething that we cannot ensure
100 percent at the tine that we pronote, rather
that it will be available that -- we discussed this
the other day, that we should probably not pronote
itenms that are not included in the contract because
the way we understand it, this is sonething that is
not wthin the scope of the contract, and is
sonething that Sprint is offering on their own
accord. It's not sonething that is an integral
part of the contract, and so we reconmend that we
not pronote it.

MR. BRANCH. Ckay. Thank you. All righty.

Now, in regards to the French session m nutes,
this is just a sunmary of the session m nutes that
occurred in the state of Florida in the last three
years. There is not nuch of, you know, an up and
down. It stays -- it stays fairly consistent.

You will see sone increases in the French
session mnutes. There was probably a pronotion
goi ng on, or awareness events, or sonething like
t hat .

You wll notice a spike in OQctober. And we've

seen that, and we've been analyzing it. And I
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believe part of it was probably they nay have had
sonme sort of, what's it called? Like a health --
well, like a health renewal, or when you renew the
heal th i nsurance for the next year, so a |ot of
times you will get a lot of additional calls. And
it's typically that tinme of the year we notice a
spi ke, you know, around October, Novenber to
Decenber. So that is a possibility. W are not
for sure yet.

And if you look at the next slide, there is
the Spanish to English. And again, in Cctober you
wll see a spike there as well. However, here, it
shows, from Spanish to English session m nutes,
it's -- it's fairly consistent. Thereis alittle
bit of a decrease than increase, but it's pretty
much | evel ed out annually.

Next slide, please.

This is the CapTel mnutes -- billable CapTe
m nutes. And you can see here, for 2015 is the
yel |l ow bar, and you do see a decline in CapTe
m nutes. The bl ue represents 2016/ 2017, and then
the green represents 2017/2018. And there is also
a decline there.

In the past, there has -- you know, they may

have transferred to new technol ogy. Maybe it's
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| P-based. | nean, there is just many different
possibilities that exist here, so --

Next slide, please.

This is TRS mnutes. |It's becone a bit nore
stable. There is a decline, though. But it used
to be a large decline, and nowit's starting to be
nore gradual. So here, it shows the billable TRS
m nut es.

Next sli de.

| added this slide just for you all to see

what is happening in Florida in terns of the IP

CTS. Soit's IP CapTel. 1It's based on actual
conversation mnutes, not -- which neans it's not
just -- it's not just the wapup tinme, but it's the

actual conversation. So just keep that in m nd.
It is different than the previous slides in what
they reflect.

Qur contract is based on the session. So this
is just IP CIS in general, and what's going on out
there. And this shows, if you see a huge increase,
a significant increase from 2015/2016. | think we
had 394, 627 mnutes to current it is -- or for
2017/ 2018. So as of last February, it was one
1,172,861 m nutes.

So that's a very large increase, you know,
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because of the |P-based phones now, the new phones
that are available, you know, sone of them are

I nternet-based, and so a | ot of people are noving
to that, so I thought that woul d be sonething

i nportant to share so you are aware, and you can
see -- and that nay be sonme reasoning for CapTe

| andl i nes, you will see the decrease and decline
this those, because a |ot of people are sw tching
over to this type of service.

M5. MORAN: This is Ellisa, can | ask a quick
guesti on?

MR WLLIAMS: Yes, please.

MR, BRANCH:  Sure.

M5. MORAN: Thank you.

Jeffery, the IP CTS conversion m nutes that
you have shown here on this slide, is that
reflective of all of the conpeting providers in the
mar ket pl ace, i.e., Sprint, CapTel, CaptionCall,

Qui ck Caption, or is it just a Sprint CapTe
pr oduct ?

MR. BRANCH. This is specifically the Sprint
product. Thank you for clarifying that.

M5. MORAN. Ckay. So -- so thank you,
Jeffrey, for saying that, because | -- | don't know

what Sprint's IP CTS narket share | ooks like in
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Florida, but ny guess is you could take that
mllion -- 1,172,861 and probably triple that and
you woul d have a better sense of how many |IP CTS
m nut es are happening in Florida.

MR. BRANCH. Ri ght.

M5. MORAN: Do you agree with that?

MR, BRANCH: Yes. Yes.

M5. MORAN: So that would also contribute to
the I -- TRS -- excuse ne, the TRS side goi nhg down

because you have I TRS picking it up. Thank you.

MR, BRANCH. Ckay. Thank you.

kay. So the next -- this is Jeff speaking
again. Do you want ne to hold or go on?

Ckay. So the next slide is the Florida
quality report. W continue to nonitor this
information. So this shows -- indicates the |ast
three years, and we think we are doing an excell ent
job of nmonitoring and nmaki ng sure that we provide
top quality services for our custoners.

And we want to also ensure that they are
pl eased with the service as well. So we are very
responsive to any conplaints or conmendati ons. So
we don't have a |lot of those, but we always respond
and listen to whatever it would be. So this is for

the TRS and CapTel al so.
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So the next slide, the next page is CapTel.
The CapTel state report. And it shows the sane
information for the last three years. It also
neasures and explains different areas of
commendati ons -- commendations, explains that were
received. And we've addressed all of those. W
al ways address those.

So this is at also a service level. And we
have 99 percent or above. So it's been really
good. The speed of answering, we have net that --
all of those requirenents. So we felt |ike
everything is doing well.

The | ast slide is the outreach report. The
last line itemin the budget -- this is budget, the
line item budgets. And | know we have a copy,
Curtis and Jeff. | think |I have already given you
and Pam a brochure. | gave you that brochure, Panf?

M5. PACGE: Yes. Thank you.

MR, BRANCH. And it's a little booklet. It's
about 711 information, the booklet. It's really a
good job. Really nice. And so that information
includes -- all of this information is included in
t hat bookl et .

So we've done that, and al so we' ve updated

sone videos that are on our website, the RCC vi deos
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they are nore up-to-date as of now.

W al so --

MR, KOITLER This is Rick Kottler. Can | ask
a question here?

MR, WLLIAMS: Yes, R ck. Go ahead.

MR. BRANCH: Yes.

MR, KOITLER  Ckay. How exactly does one
conpl ain about CapTel ? Because | am not sure of
the process, and | amnot sure that that is out
there. | nean, it's nice to say, well, we don't
have any conpl ai nts about CapTel, and | have used
it, and frankly, I amnot all that enanored with
it, but I don't know how sonebody goes about
conpl ai ni ng.

MR, BRANCH. Ckay. So this is Jeff.

The consuner -- we have a consuner service
nunber -- a custoner service nunber. And say a
custoner has a conplaint, or say a comment -- and

conmrendati on, so that would be sonething a custoner
could call in. W also have a tracking system
And we can al so do foll owup 24 hours a day.

MR KOTTLER If a custoner is having trouble
maki ng a phone call with you, how are they going to
call in to conplain?

MR. BRANCH. Ckay. So there is also an email
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address that they can contact custoner service that
way i f needed, through ennil.

MR, KOTTLER: And we are pushing the CapTels
that we give out to people who don't have internet,
because they can get CaptionCall, they can get
CapTel other that are internet-based.

So you are telling ne there are two ways to
conplain here. One is to call through a phone that
they are already having trouble using. And the
other way to conplainis to go on the internet, and
this is for -- and we are providi ng phones
primarily for people who don't have internet.

MR, BRANCH. Ckay. Fromwhat | amgetting
iIs -- | amnot sure what they do, but sone people
probably can get assistance from sonebody el se.
Maybe they could nmake the call for themto assist
themto conplain, and | et us know that their phone
I's not working and we woul d address those
particul ar issues; or they could go to, like, an
RDC center and they could have their issue
addressed at that |ocation, that place, an RDC

MR KOTTLER. And | agree with you, and they
do that. They conme right into the center with the
phone. It's broke. W replace it, but you never

hear about it. So what | am questioning is the
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validity of those nunbers that you are telling you
only get a few conplaints, when it's very possible
there is a whole | ot nore out there that you are
not capturing.

MR BRANCH. Well, that is true. WMaybe -- you
are correct. The nunbers | have are based on the
calls that have been nade; the calls that we have
received; the emails we have received, that's what
we count for our reports -- that are captured in
our reports.

MR, KOTITLER  Ckay. Thank you

MR, BRANCH:. Sure.

kay. So in regard to the outreach nunbers,
the page here -- right now I'mworking with Elissa,
and we are preparing -- we want to have a table --
different tablecloths, or different type of
instrunents to place our brochures. And it's
really been a big help for her to be preparing and
hel ping us prepare for this process.

| have not necessarily seen the results yet,
but | am hoping that in the next neeting I wll be
able to share with you what these | ook |ike, and
how we are going to be using them and what we are
doing to pronote the Relay service statew de.

So I do think that we are using tables, and
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the specialized cloths, and the pull-up signs,

| ar ge banners, so we | ook forward to using those in

the future, and so we wll have that information.

| really thank Elissa so nuch for her help on that.
| think that that's all | have for now. Are

t here any ot her questions?

MR. WATA: Timhere. | have a question.

MR, WLLIAVS: Yes. Go ahead, M. Wita.

MR WATA: | amcurious -- this is a question
for Jeff.

MR FORSTALL: Yes.

MR. WATA: | was reading the different reports
one woul d be Septenber, Cctober report. It's ny
under standi ng that the hurricane -- Hurricane |rna
that hit Florida. Now, did that affect any of the
centers there with the power being out?

MR. BRANCH. Yes. | amglad you brought that
up.

| had gotten a report that there was not
necessarily any power outages in the centers;
however, we did have to evacuate sone of our staff
fromthe centers. To be specific, it was a CapTe
center in Florida. It was in the Tanpa area. And
sonme other centers, we did have to add staff --

expand staff that had to evacuate and go into other
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centers, and to al so nmake sure that there was
coverage in the areas that they were | acking staff,
like in Tanpa. But it was just an overni ght
situation, and they went back to work, |ike, the
next day. They went back to work the next day.

So we did have sone Tanpa staff, CapTel staff
agents that flewto Texas to work there, and |
think they were there a couple of days, and then
they cane back to the Tanpa area, just to nake sure
that we did have coverage.

But the TRS was not affected. Those
particular centers were not affected. It was one
in South Carolina, but they did not have to
evacuate at that tine.

MR, FORSTALL: | just wanted -- this is Janes.
| just wanted to add to Jeffery's coment about the
bookl et that we had printed. That booklet is
avail able on the FTRI website. So if anybody wants
to print a copy of it, they can go to the website
and print out the sane bookl et.

MR. BRANCH. Ckay.

M5. MORAN: And this is Elissa. Could I just
add a comment ?

MR WLLIAMS: Yes, please.

M5. MORAN: Thank you.
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Jeffery, | wanted to al so acknow edge the
assi stance you provided in working with nme on the
outreach expenditures. And | will send you a
pi cture of the banners and the tabl ecloths as soon
as | can get a picture of it out in the field,
because they are just being sent out to the centers
now. So we don't have any photographs to send, but
we shoul d of that neeting have photos to share.

Thank you.

MR. BRANCH. Sure. That's great. That's
awesorne.

MR. WLLIAVS: Are there any additiona
guestions for M. Branch regarding Sprint's
presentation?

| f not, per the agenda, we wi |l open the floor
to any additional discussion or comments.

MR. WATA: This is Timhere.

MR, WLLIAVS: Yes. Go ahead, M. Wita.

MR WATA: So | was reading over the report,
and | noticed the difference between Cctober and
Decenber, what Jeff was expl ai ni ng.

MR, WLLIAVS: | amsorry, M. Wata, which
report are you referring to? |If you can direct us
there, that woul d be hel pful.

MR WATA: Wth the CapTel and the CRS report
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that Jeff was tal ki ng about.

MR WLLIAMS: The Florida quality report?

MR, WATA:  Yeah.

MR WLLIAMS: Okay.

MR. BRANCH. This is Jeff, you are wel cone.

MR WLLIAMS: Are there any additiona
comment s?

Heari ng none, that concl udes the
presentations. And at this tine, if there are no
addi ti onal questions or conmments, we wll adjourn
the neeting, and just announce that tentatively,
the next TASA neeting will be held in Cctober of
2018. And we will be sending out an enmail once we
get the specific date based on the Conm ssion's
cal endar and availability of the room and the
court reporters and interpreters, and everything
el se.

So thank you, everyone, for your
participation, and the neeting is adjourned.

(Wher eupon, the proceedi ngs concl uded at 3:14
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