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1 PROCEEDI NGS

2 MR WLLIAMS: This is Curtis WIIlians, again,
3 with the Ofice of Industry Devel opnent and Mar ket
4 Analysis. | will be chairing today's neeting.
5 Joining nme is Jacob Img with the Ofice of General
6 Counsel . Everyone shoul d have received a copy of
7 t he agenda and presentations. So, at this tinme, we
8 will proceed as printed. The first order of
9 busi ness is to have our attorney, Jacob Img, read
10 the noti ce.
11 MR IMG Pursuant to notices issued My
12 10t h, 2022, this tinme and place was set for a
13 neeting in Docket No. 20210049-TP, to discuss
14 current relevant issues related to relay. The
15 purpose of the neeting is nore fully set out in the
16 noti ce.
17 MR, WLLIAVS: Thank you. Before we proceed,
18 | would like to cover sone prelimnary matters.
19 Pl ease keep your phone on nute until you are ready
20 to speak. Please state your nane before speaking
21 for the record. W have a court reporter here and
22 it's very inportant that you state your nane each
23 time so we will correctly be able to identify you
24 for the transcript. W are getting alittle
25 background noise. So, again, | would like to just
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1 ask that if you're not speaking, will you pl ease
2 just keep your phone on nute, and then when you get
3 ready to speak, just go ahead and unnute yourself
4 and speak, and then when you're finished, you can
5 mut e yourself again. But we are receiving sone
6 background noi se and that's disruptive to the court
7 reporter.
8 So, at this tine we'll take appearances. W
9 can start with the Florida Tel ecommuni cati ons Rel ay
10 and Sprint, our presenters, followed by the TASA
11 Advi sory Commttee nenbers, and then we'll have
12 appear ances from anyone el se joining us.
13 So we can start with appearances at this tine.
14 Is Florida Tel ecommuni cations Relay on? Cecil
15 Bradl ey or --
16 M5. HAGNER: This is Debbe Hagner, the Florida
17 Coordi nating Council for the Deaf and
18 Har d- of - Hear i ng.
19 MR WLLIAMS: Can you repeat your nane,
20 pl ease?
21 M5. HAGNER:. M nane is Debbe Hagner,
22 represent the Florida Coordinating Council for the
23 Deaf and Har d- of - Heari ng.
24 MR WLLIAMS: Ckay. Welcone, Debbe.
25 M5. DUGGAR: Curtis, it's Margaret Lynn
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1 Duggar, Florida Council on Aging.

2 MR WLLIAMS: Ckay. Welcone, Margaret.

3 M5. JOHANSON:  This is Jane Johnson with the

4 Fl orida Association of Centers for |ndependent

5 Li vi ng.

6 MR. WLLIAVS: Thank you, Jane.

7 MR. BRANCH. Hello. This is Jeffrey Branch

8 with Sprint/T-Mobile Accessibility team

9 MR, WLLIAVS: Thank you, Jeff.

10 MR. D ANGELO Yes. Hello. This is Tom

11 D Angelo and | amrepresenting the Florida Agency
12 for the Deaf, AFDA.

13 MR, WLLIAVS: Thank you.

14 MR D ANGELO [I'msorry. FAD. Excuse ne.

15 FAD, the Association for the Deaf.

16 MR. WLLIAVS: | thought | heard Cecil Bradley
17 on earlier. Cecil, if you're on, do you want to --
18 can you just --

19 MR. BRADLEY: Yes, I'mhere. This is Cecil.
20 Yes, |'m here.

21 MR WLLIAVMS: kay. Are there any --

22 MR, BRADLEY: Yes. Did you want ne to go

23 ahead with ny report, or is that what you nean or
24 what ?

25 MR, WLLIAVS: In just one mnute. Let's make
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1 sure that we don't have any others that need to

2 t ake appearance. Do we have any additi onal

3 participants, participating in the call?

4 MR HINTON: This is Cayce Hinton with

5 Comm ssion staff.

6 MR. FOGLEMAN. Greg Fogl eman, Conmi ssion

7 staff.

8 MR WLLIAMS: Thank you.

9 M5. TAN. Lee Eng Tan, Conm ssion staff.

10 MR WLLIAVS: Al right. Thank you,

11 everyone.

12 So, at this tinme, we wll proceed with the

13 presentations. W'IIl start with Florida

14 Tel econmuni cations Relay's update. M. Bradley.

15 MR. BRADLEY: Good afternoon, everyone. This
16 Is Cecil Bradley. | hope that you all are having a
17 good day, a good week so far. Wth these changes
18 going on in health, because of COVID, | hope that
19 t hat reduces soon, so the cases go down soon.

20 So | hope that you all got a copy of ny

21 report. I'malittle bit, you know, technical in
22 this report. It's two pages long. And, you know,
23 | can continue presenting forever, but | won't. |
24 just want to touch on a few points in ny report.

25 So first -- the first part, we are
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1 accunmul ati ng our nunbers of people for services,

2 which is a lot better conpared to a year ago, two

3 years ago. COVID really is keeping a | ot of

4 peopl e -- keeping themat hone. So nany people are

5 getting services. So these centers are facing

6 chal |l enges with reduction of people show ng up

7 In-person to the office. W've had sone staff

8 changes these two years. And COVID, really, it's

9 been a tough inpact and -- to our world and our

10 community where we received equi pnment and so forth.
11 So this is ny report. The nunbers went down a
12 little bit conpared to | ast year. However, |'m

13 very happy to say that the [ast three nonths we saw
14 our nunbers of services going up. And especially
15 this nonth of May, I'mvery surprised. W were so
16 far ahead conpared to nobst recent nonths.

17 Positives again, it's really related to COvVID. |
18 remenber fromny conversation with ny staff, a | ot
19 of people called here and they didn't want to go to
20 RDC -- the RDC centers for equipnent, they

21 preferred to call us and have their equi pnent

22 shipped to their home. And we infornmed the centers
23 of contacting themfor any questions and issues

24 with the equipnent. So we have seen an increase

25 and hopefully, positively in the next one or two
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1 years.

2 It's the idea of services -- providing
3 services for nore people. Unfortunately, | don't
4 think we're going to go back to three, four or five
5 years ago. You know, those nunbers were very, very
6 hi gh of people that required services. And | think
7 nmy anal ysis, you know, | ooking through the nunbers,
8 | ooks |i ke we m ght have reached, you know, our --
9 a plateau of our peak of nunbers of clients that,
10 you know, need services is really going down.
11 We're low, but continuous. And | see -- | foresee
12 in the future -- also, | don't want you to forget
13 our |lawyer, TSA, they know people -- they knowit.
14 And the PSC report to legislation, the state
15 | egislation, | think |ast Decenber, | believe, in
16 2021, they reported that currently around
17 half-a-mllion [andline, conpared to wreless,
18 22-m |l lion subscribers. Ww Just think of that.
19 You know, it means people are not interested in our
20 equi prent much longer. So luckily, we offer
21 equi prent that works with | andlines and Bl uet oot h.
22 So that's the positive side of it.
23 But I'mtelling you, you know, tinmes are
24 changi ng and we are aware of -- tinmes are changing
25 on how we serve our communities. So we serve 20
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1 centers. Again, | said about half the centers very

2 active and the other half, sone of them are
3 struggling a bit.
4 And outreach efforts, we noticed nore noved to
5 digital nmedia. And it's not hard-printed nedia
6 anynore, that's less and |l ess. You know, we're
7 still focusing nore on the community newsletters
8 t han news newspapers now. So now we're nore
9 focused on digital, like, you know, the nail that
10 you get that's |ike, the val uepack inside the
11 envel ope, people loved it before with the FTRI
12 coverage explaining. People love it. So we're
13 getting, you know, calls specifically about that.
14 So we're just looking into different ways. And
15 wanted to add a project to do nore, neaning
16 bui | di ng connections with providers. So we're
17 excited about that nove, as well.
18 Again, outreach is active and increasing.
19 There's nore -- there are nore events goi ng on,
20 nmeani ng that we're going out, we're starting to go
21 out nore, and it's hel ping the nunbers a bit. So
22 we' ve seen a recent increase in our nunbers. And
23 that part when we're tal king about planning, you
24 know, we have to replace our wonderful business
25 manager because they're retiring at the end of
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting (850)894-0828 Reported by: Dana Reeves



10

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

June, and it's really challenging for nme, but we
have a few people | ooking into the job. And,

again, we have so nmuch -- you know, we have so nmany
people calling a lot nore activity here.

And | wanted to |l et you know the PSC call ed
our budget approval for July 7, so we're going to
go ahead and have to wait and see, you know, if the
changes are approved. W' re |ooking forward in
payi ng nore noney for the centers to provide
services. So hopefully that works out.

W' re hoping for nore connections between the
centers, maybe every three nonths, we believe would
hel p communi cati on and di scussi on of the issues.

So we're | ooking forward to doing nore and being
nore in contact with each other.

The last thing, and | just really want to
stress and enphasi ze how i nportant the change --
the | aw changes are, the TASA |aw. You know, tines
are changing so nuch and it's changing the |aw
because they're limting the | andlines and we need
to report our wireless needs for the comunity. So
we want to be nore in contact with the community
present -- maybe do nore presentations and al so,
you know, sone groups of professionals that can

encourage themto support the changing of the | aw,
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1 so that we can try and contact legislators this

2 fall, so that we can educate themon why we need to

3 I nprove the law. So we're in the process of that

4 again. And that's ny report. Any questions for

5 me?

6 MR, WLLIAVS: Thank you. So are there any

7 questions? The floor is open to ask any foll ow up

8 questions to Cecil regarding FTRI's report.

9 Al right. |If there aren't any questions for
10 Cecil, so we can go ahead and proceed with Jeffrey
11 Branch's update from Sprint/ T-Mbile. Jeffrey.

12 MR. BRANCH. Yes. Hi, everybody. This is

13 Jeff here. Thank you very much. And welcone to

14 the spring neeting. Tinme just flies. It just

15 feels |ike we've had our nost recent TASA neeti ng

16 not that |ong ago, but apparently it has been. So

17 it's been a while. So, anyway, good to see

18 everybody -- not really see everybody, but gl ad

19 t hat everybody's here.

20 I|"msure that a | ot of you have al ready

21 recei ved nmy Power Point presentation, it's 15 slides

22 total, and | can wal k through each one of them --

23 each page in the PowerPoint and then | can explain

24 about RCC, the RCC relay conference captioning

25 service. |'ll talk a little bit about TRS and
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CapTel statistics, the quality reports and then the
outreach expense, and then I'mgoing to talk a
little bit about the msdials. W already had a

di scussion with Curtis, and I'll explain a little
bit nore about that to everybody, so everybody's
famliar with what we've done about the m sdial.
We're trying to provide better service to our
custonmers by handling these msdials in a different
way.

So anyway, so |I'mgoing to tal k about RCC
first, RCC mnutes. Cecil had nentioned earlier
that wth COVID inpacting all of us in different
ways, there are -- while we were under COVID and
everybody was staying at hone, we had to stay away
from other people, and it becane a challenge for a
| ot of people when they were trying to make phone
calls, when they were working from hone, they had
limted access, and they needed services to be able
to work from hone and have access to neetings.

Li ke, for exanple, in terns of interpreters, or
captioning or other accessibility services that
were needed out in the industry.

The sane with us. And so it was really nice
that we had RCC in the package. Sone -- so that

hel ped our Florida citizens who were working from

112 W. 5th Avenue, Tallahassee, FL 32303

Premier Reporting

premier-reporting.com

(850)894-0828 Reported by: Dana Reeves



13

1 home, be able to use RCC at no cost to them So,
2 yeah, anybody who was working from honme | ast year
3 I n 2020 and 2021 use -- and now people are starting
4 to go back into the office a little bit nore. You
5 see the nunbers have gone down since the tinme when
6 they were nostly at hone. So you can see those in
7 the nunbers. You know, if a person had a
8 face-to-face neeting and not from hone, they m ght
9 choose to have an interpreter, but there's a
10 significant decrease in the nunber of RCC m nutes
11 of use, which is fine -- | nean, it's nice to have
12 that service avail able when it was --
13 MR, WLLIAVS: Yes, this is Curtis WIIlians.
14 Let ne just say just interrupt you just a m nute,
15 Jeffrey. W're getting quite a bit of feedback
16 from soneone. |'mnot sure -- yes, we're receiving
17 quite a bit of feedback, so we'll asking everyone
18 to please put your phone on nute. |It's very
19 di sruptive for the court reporter.
20 M5. HAGNER: This is Debbe.
21 MR, WLLIAMS: Yes, Debbe.
22 M5. HAGNER: This is Debbe. |'musing the
23 Thornton relay service. | don't know how to nute.
24 So woul d Cecil or Jeff know how? Because |'m using
25 Thornton through the relay service and | don't know
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1 how to mute.

2 MR BRANCH: This is Jeff here. So, Debbe,

3 this is Jeff speaking. Just tell the interpreters

4 to nute their m crophones.

5 M5. HAGNER: Ckay. The interpreter is now

6 mut ed.

7 MR. BRANCH. Ckay. Maybe it's soneone el se.

8 It's not you.

9 MR, WLLIAVS: Yes. |s there sonmeone driving
10 and calling in? It sounds like it may be an echo
11 froma car. It was --

12 MR FOGLEMAN: Curtis, thisis Geg. | just
13 have an idea. | nean, sonetines -- | nean, if

14 everyone hangs up and di sconnects and recal | s back
15 in, you know, you disrupt the bridge and then, you
16 know, if that person doesn't call back in, that

17 m ght make it better.

18 MR, WLLIAVS: Yes, that's a good idea. But
19 hold on. W'Il|l see if we can have M ke check on --
20 sonetines we can identify the particular caller and
21 just disconnect that one call.

22 What we'll go ahead and do, it is now 3:25.

23 W will go ahead and take a break and have everyone
24 call back in and we will restart the neeting at

25 3:30. So everyone can disconnect and call back in
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1 and we'll start back at 3:30.
2 (Brief recess.)
3 MR, WLLIAVS: Oay. This is Curtis WIIians.
4 W will reconvene. At this tinme, it sounds crystal
5 clear. So hopefully we have gotten the problem
6 resol ved.
7 So, Jeffrey, you can go ahead and conti nue.
8 MR. BRANCH. All right. This is Jeff here.
9 Great. Awesone.
10 kay. So let nme think. As | had nentioned
11 earlier, RCC m nutes were up, but now that people
12 are starting to go back into the office, they're
13 starting to use RCC less and less -- hold on a
14 second. | can hear sonebody whi spering.
15 MR, WLLIAVS: | think it's clear. You can
16 continue now, Jeff.
17 MR. BRANCH. Okay. Al right.
18 So, it's nice that we have RCC services
19 i ncluded in the package in case sonething cane up
20 l[ike this, this kind of crisis where we had to have
21 access from hone, so that was very nice.
22 If you |l ook at the next slide, it indicates
23 RCC use to date. That neans that we have, for the
24 state's fiscal year, March 1st through February
25 28th, we had 30,000 m nutes, and that was for
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Florida residents to use RCC at no cost. And then
you can just see those nunbers there. They tel
you the story, as you can see. There are sone
nunbers that we don't have.

During the pandem c, during COVID, it was
amazi ng how those filled up so fast, but now I
think the 30,000 cases, we're able to reach out to
t hose i ndividual s who absol utely need the service
and have a separate contract with those particul ar
organi zati ons or businesses. So, right now
everything is good. People are using it as needed,
on an as-needed basis, and everything is noving
forward very nicely fromthere.

The next slide shows TRS billable m nutes.
The gray bar indicates current, 2021 to 2022. And
you can see a decline every year in TRS m nutes.
You can see it stair-step down. As Cecil had
mentioned earlier in his presentation about
t echnol ogy and new t echnol ogy out there, nore and
nore people are optioning for wireless rather than
anal og use. And analog -- a |ot of people who have
anal og are actually having theirs turned over or
transfornmed over to digital. And so even though
t hey' ve got an anal og phone, they have digital

technol ogy and that's causing sone problens in sone
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1 anal og devices. So that's one of the reasons why
2 you see a decline year over year in TRS bill abl e
3 mnutes, and it will continue to decline. So those
4 nunbers show that there.
5 And then a decline neans that they are noving
6 over to other services, they're mgrating to other
7 servi ces, |P-based services probably, new
8 technol ogy. Mre and nore industries are including
9 chat features for custonmer service. |If you get on
10 a website, there's often a chat feature on that
11 website. So it's less use of the relay service to
12 call in. So that's one explanation for that, as
13 wel | .
14 And these are additional services that are
15 provided in Florida, French mnutes. You can see
16 here pretty nuch steady. Wth the new contracts,
17 we will no | onger provide French because, really,
18 if you |l ook at the nunbers, it's not that many.
19 This -- some of these -- what we have learned is
20 that some of themare msdials in this nunber, and
21 "Il explain about the misdials a little bit later
22 in afewnore slides. The msdials are a whole
23 ot her topic. And Spanish-to-English session
24 mnutes, it shows here it's the sane every year.
25 It declines just a little bit, just |like TRS and
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CapTel services, there's a steady, slow decline.

And then speech-to-speech STS. This is a very
ni ce service that we have that allows people with a
speech disability who m ght have struggle -- who
m ght struggl e maki ng phone calls. They -- we have
trained agents who take the tinme to really listen
carefully to the person who has a speech disability
and learn their vocal patterns. And once we get
the information, then the information is rel ayed
back and forth. So it's a very nice service and
we' ve gotten really nice feedback fromthis service
that is really appreciated. And it is available to
t hose people who need it.

In the outreach package, | didn't say much
here, but there's a PSA on speech-to-speech service
in specific areas, | think Gainesville and Panama
Cty, I think. | just randomy selected these
towns. We're going to do other cities, as well.
And we started with Gainesville and then we went to
Panama City, and we're pronoting this service to
| et peopl e know t hat speech-to-speech service is
avai | abl e.

And then the next is CapTel mnutes. And this
shows, again, the sane story as before, a slowy

decl i ni ng nunber conpared with TRS. The reason
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why, if you're |looking at these two, IPCTS is
avai l able, and that's web-based and a | ot of people
are mgrating over to web-based services so they
can get web CapTel a lot easier. And then another
reason for the decline is that sonetines anal og
services that providers, like |I had said, change
their analogs to digital lines, and that causes
sonme inconsistencies or inconpatibilities with the
CapTel anal og device. | nean, it can work if you
work with the anal og tel ecom provider to make sone
adj ustnents, but those are the two reasons that
peopl e are switching over and mgrating over to
| P-based services. And so those | andline-based
services are declining. Senior citizens who have
been using | andline CapTel for many years may have
passed away. That could be another reason. So
it's a conbination of several things.

And then quality service. W continue to
al ways respond to any conplaints or recomrendati ons
t hat anybody has brought to our attention. Often
we -- you know, if they request, we can reach out
to them and tal k about feedback that they m ght
like to provide to us, and they really appreciate
that as well. Also, the service level and the

speed of answering. You know, the FCC has had a
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1 wai ver on this because of COvVID. Sone of our
2 centers have had chal | enges because the centers
3 have had to shut down because of COVID infections
4 and everybody had to | eave the center and it was
5 t horoughly cl eaned and then reopened. So that was
6 also a challenge with service level. It was
7 pretty -- pretty often that we woul d cl ose centers
8 and clean them And that happened a | ot throughout
9 the country and we were rerouting, but that's just
10 not been very inpact -- nuch of an inpact on the
11 custonmer side, especially lately. So a |lot of our
12 work is done on the back end. And the FCC has had
13 a waiver to make sure that there was sone
14 flexibility. And sonetinmes there m ght have been a
15 queue, a line, if a center was closed, and, yes,
16 peopl e m ght have had to wait a little bit | onger
17 than usual while they were routed to anot her
18 center, and that m ght have increased the tinme. W
19 di d have sone people work from honme and they
20 woul d -- these relay agents who are working from
21 home woul d have their |aptop connected into the
22 center. And, of course, we would use our conpany's
23 confidentiality policies. So anybody who wanted to
24 work from honme had to neet certain criteria, and
25 this was when the centers were closing. W
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1 identified certain agents that were able to work
2 from hone.
3 But, anyway, with all of that, so let ne
4 see -- we're nonitoring that and have nonitored
5 t hat throughout the years with COVID. Now we're
6 seeing a decline of the shutdown of centers and
7 nore and nore people are com ng back to the centers
8 to work and handling the calls in the center. The
9 wai ver is good until June 30th of 2022. | don't
10 know i f you guys know that, but the waiver is the
11 service |l evel speed of answer. Two parts. So June
12 30th. | don't know that we're going to get the
13 wai ver again. |'mnot sure about that. | feel
14 like this will be the |ast waiver and it wll be
15 back to normal after June 30th. | w Il conmunicate
16 once | hear. 1'll commnicate with the state once
17 | hear and 1'Il let the PSC know what the FCC
18 announces about that.
19 kay. And then -- yeah. The CapTel quality
20 report, it's the sane as it applies to TRS, the
21 sanme thing, responsiveness and all of that, pretty
22 much the sane. |'mgoing to nake sure we're on top
23 of all of that.
24 And the outreach. | did nmention earlier that
25 we have done sone outreach. W did PSA
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advertising -- let ne see here -- | think it was in
the fall and winter. So we did two different

times, one in the fall and then one in the w nter,
and that was advertising speech-to-speech so that
peopl e are nore aware of the service being
avai l able, and to contact us if they need the

servi ce.

And then al so, we did a sponsorship for an art
showcase. | was there. It was really nice. There
were a | ot of people that attended. | nean, there
were sone parents and sone kids and sone ot her
adults. It was a great exposure for people who are
deaf and hard-of-hearing. And we displ ayed
di fferent products and services and we talked wth
peopl e about the services, the different things
that were being offered, and we just wanted to be a
presence in the conmunity and | et peopl e know of
our services. So that was very enjoyable. | went
to that and | enjoyed that a |ot.

Okay. Now for the msdials. First, sone
peopl e m ght not understand what the m sdi al
problemis. It's a voice user unintentionally
contacting Florida Relay Service. And this occurs
when the relay service information is posted on a

website or advertised in collateral, and it's
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1 m sl eading to people. Like, if you see a PSA on
2 TV -- let ne try to renenber one exanple -- |
3 remenber seeing was sonething nedical, | don't
4 remenber specifically what it was, but it said for
5 nore information, please call this nunber, and it
6 was our voice |line nunber that cane across and it
7 says, for Relay Service. And then the second |line
8 was the actual nunber that people were supposed to
9 call for that service, and a | ot of people called
10 the first nunber, which was our voice |line, the
11 Rel ay voice line, thinking that that was the nunber
12 for this nmedical service. And it was naybe on a
13 PSA or a website or collateral.
14 And a |l ot of people call in and are confused
15 because the agent lets them know that, no, this is
16 the relay service. And they're |like, what, relay
17 service? | don't get it. The agent has to
18 explain. And the person says, oh, maybe | dial ed
19 the wong nunber. And you're talking about maybe a
20 mnute, two mnutes, three mnutes talking to this
21 particul ar person who msdialed into our center.
22 And it takes tinme away from our agents serving
23 peopl e who are actually making sone real calls.
24 And we have been flooded with these types of
25 m sdi al s, occasionally when we've gotten certain
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websi tes advertising our nunber, or PSA's
advertising our nunber. And we don't know even
where that cones from you know. Sonetines we're
able -- 1've talked with Curtis about this, maybe
reaching out to these individual businesses, but
there are so many busi nesses out there that would
need to be contacted. And sone did renove our
nunber fromtheir website, sone it was hard to get
themto respond. W, like, filed a ticket and went

back and forth and it took a while.

We think that the msdials -- our m sdi al
solution for the -- for the voice nunber is a VRU,
which is a voice recording unit. It's an easier

way to resolve this issue. So we did a pilot test
on this. Florida was one to do the pilot test,
Puerto Rico also did a pilot test on having a VRU
And the goal is to avoid 97 percent of the

m sdi al ed happening. So three percent are actual
calls into the relay service for actual relay
calls. And we neasure it by counting the nunber of
i nbound calls that we have that cone to an agent,
and the agent says, what nunber would you |like to
call, and if they nmake an outbound call, then that
counts as a real legitimate relay call, so if

there's an i nbound and an out bound call.

112 W. 5th Avenue, Tallahassee, FL 32303

Premier Reporting

premier-reporting.com

(850)894-0828 Reported by: Dana Reeves



25

1 Now, if there's an inbound call to the agent

2 and they hang up, then you know that it was the

3 wong nunber. And -- well, nost likely it was the

4 wrong nunber, if they don't nmke any out bound

5 calls. So that's how we got that nunber and we

6 figured that those are msdials. That's how we

7 measure the msdials. And, again, this is only

8 people who are dialing into the 800 -- the voice

9 800 nunber, 955-8770 nunber. It is not 711. It is
10 not the TTY nunber. It is just this voice nunber.
11 So that neans it's a voice caller calling in to the
12 relay service. So | just wanted to nmke that

13 cl ear, because sone people think oh, no, they're

14 using a TTY, and that's not it. It is -- it is not
15 a TTY user.

16 And then, let's see. W also inplenented a

17 voi ce response unit. And what this nessage is it's
18 kind of |ike an automated recording. And when the
19 hearing caller msdials, calls into the 800 voice
20 nunber, the 800 voice relay nunber, they will hear
21 this recording, you have contacted Florida Rel ay

22 Tel ephone Service for Deaf and Hard-of-Hearing, or
23 people with a hearing | oss or speech disability

24 pl ease remain on the Iine and provide the Rel ay

25 oper at or the phone nunber of the person you wish to
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1 call, or hang up and | ook for the correct nunber of
2 t he business you are attenpting to reach. Now,
3 often the person will hear that and say, oh, that's
4 not right and hang up before they get to the agent,
5 before they get to the operator. And that is -- it
6 eases the use of tine taken by the operator and
7 makes them nore available to the center for rea
8 cal | s.
9 Now, it doesn't cut down 100 percent. Sone
10 still remain on the line and still get in and talk
11 to an agent. That's okay. And then the agent
12 educates them and explains to themwhat this is.
13 That's okay. But the majority, | would say, we've
14 reduced this by about al nost 50 percent of the
15 calls, 50 percent of the msdialed calls. Fifty
16 percent -- the other 50 percent still go through
17 and there could be other reasons. One could be,
18 they just stay on the line and listen to it, and
19 they still go through. And the second could be
20 maybe a different routing. W haven't yet | ooked
21 at that yet, but | need to do sone testing on that
22 one. | don't want to touch that just yet. But the
23 IT teamis | ooking at the second option, |ooking at
24 a routing issue. And we have reduced this about 50
25 percent of the msdialed calls so far with this VRU
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1 in place, and it's very nice. It has helped quite
2 a bit. It has saved agents tine and it has nade
3 agents nore available for legitimte calls com ng
4 through. And also it saves the state budget,
5 obvi ously, as well.
6 So let's see. The next slide explains the
7 VRU. It was inplenented on Friday, April 8th, this
8 past April. W inplenented it and then around
9 m dni ght, a few hours later, the operations team
10 saw sonet hing that | ooked kind of odd, they saw the
11 service level drop and -- | forgot exactly what
12 el se happened. | think it was the service |evel
13 that dropped. And, anyway, they pulled it out.
14 They decided to renove it and ook at it and do a
15 little bit nore assessing. And it could -- they
16 found out that it was a false report, that it was a
17 problemwith the reporting. The VRU was doi ng
18 fine. It was just nmeasuring sonething different
19 than what it was supposed to neasure and the VRU
20 use was just not being neasured exactly. So it was
21 not a problem-- there was no inpact on the
22 custonmer side, it was just a reporting issue with
23 the VRU being inplenmented. So that was changed and
24 nodi fied. They took it out, was changed and
25 nodi fied, did sone testing on April 22nd, just to
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make sure that we didn't duplicate the sane issue
again, and everything seens to be fine. It was all
done behi nd the scenes.

And then on April 29th, we reinstalled it, the
VRU, and so far up to today it's been doing really
well. The report has shown that it's working,
there's been no issues, |IT and operations are very
happy with it. W are still nonitoring that.
We're continuing to nonitor that, because | expect

to get sone kind of report fairly soon because

we're comng -- you know, we set it up at the end
of April. W want to give it a whole nonth. So
next month I'll get a nonth's worth of data and

"Il be able to look at the report and see what it
| ooks |ike, and I can share it wth Curtis and the
PSC staff. So I'Il |let you guys see what the

changes were and what the inpact was on having the

VRU i npl enent ed.

Let ne see. | think that's it for ne. So |I'm

going to pass it back over to Curtis.

MR, WLLIAVS: Thank you, Jeffrey. Are there
any questions for Jeffrey regarding
Sprint/ T-Mbile's presentation?

Heari ng none, we can go ahead and concl ude

today's neeting. But, before we do, | would Iike

112 W. 5th Avenue, Tallahassee, FL 32303

Premier Reporting

premier-reporting.com

(850)894-0828 Reported by: Dana Reeves



29

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

to open the floor up for any closing remarks or any
guestions that anyone may have.

well, if there are no --

M5. HAGNER: This is Debbe Hagner. | was
wonderi ng what can we do to work with Cecil for the
organi zation to exchange and upgrade the bill --
the legislation, the bills on TTY to go nore
towards the new technology with the Bl uetooth and
WFi and all that, since the landline is going
away.

MR WLLIAMS: Yes. You can contact Ceci
directly and comuni cate with himon any support
that you would like to provide. Are there any
addi ti onal questions?

MR. BRADLEY: Yes, and this is Cecil --

(mul tiple speakers) --

MR. WLLIAMS: Excuse ne. Yes. Cecil, before
you comment, was that -- is that Debbe who wanted
to respond or soneone el se who wanted to respond to
Debbe' s coment s?

MR D ANGELO This is Tom | actually did
want to respond to Debbe and Cecil.

MR, WLLIAMS: ay. o ahead, Tom o
ahead.

VMR. D ANGELC Yes. Hi . Sol'ma
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1 representative for the Florida Agency for the Deaf.
2 And | just wanted to know how -- what we can do to
3 help Cecil to start to work with us and to work
4 with our clients to try to change the | aws and the
5 status, because it's really inportant for us --
6 when we' re tal king about working many years with
7 the -- a lot of changes in technol ogy, and we
8 really need to nove on to the technology that we're
9 actually using. W're not in the dark ages
10 anynore. And we really need to change the state
11 law to reflect what we actually use.
12 MR WLLIAMS: Yes. Cecil, do you want to
13 make sure everyone has your contact information?
14 And, again, 1'll direct anyone to just contact
15 Cecil. Cecil are you --
16 MR. BRADLEY: Yes. This is Cecil again. So |
17 just wanted to respond. Thank you. Yes. So
18 anyone can contact ne. Thank you, Curtis. Anyone
19 can contact nme at any point. So right now, |I'm
20 just waiting for the legislation -- or the
21 | egi sl ati ve session. Soon we'll be having a
22 speci al session for hone insurance. And | just
23 don't plan to contact anybody until maybe | ater
24 this sunmer. | wll then present sone information
25 about the laws, the legislation and the issues, as
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1 wel | .
2 And then at the sane tine, |'mhoping to start
3 going to your organizations, |ike nmaybe FAD, HLAA,
4 ALDA, and then sone ot her professional groups, as
5 well. [1'd like to go see sone audi ol ogi sts, people
6 who provide hearing aids, also sone organizations
7 that focus on parents, also CIL, Florida Conmm ssion
8 for the Deaf and Hard-of-Hearing. There are
9 several presentations that I'mgoing to go to for
10 them hopefully this sumrer. Just -- it's
11 inmportant to renmenber it takes tine for the
12 | egislators to draft a bill and everything |ike
13 that, so we just don't know if that will be
14 happening this Fall, but I wll be going to speak
15 with them and then at the sane tinme |I'm planning
16 to go to their organi zations as wel|l.
17 So I'mthinking sonme time this sumer | wll
18 contact sonme of you guys, sone of those groups and
19 do sone presentations. |1'd like to explain what
20 the law is, what is changing, what is needed, in
21 the comi ng nonths. But, in the neantine, you are
22 free tocall me. And if you know ny video phone
23 nunber, great. |If not, go ahead and email ne and
24 then just ask for ny contact information and we can
25 speak on the phone, on ny video phone.
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1 MR, WLLIAVS: Thank you, Cecil. Are there
2 any additional questions for Cecil?
3 MR D ANGELO Yes, this is Tomhere -- oh, go
4 ahead. | really picked up -- that's great. I|I'm
5 very -- |'ve been waiting many, nmany years for
6 | eadership on this. And FAD | eaders are ready and
7 we are waiting for you, to work with you. And so
8 I"'mreally excited to hear fromyou, Cecil.
9 MR. BRADLEY: Wbnderful. Thanks, Tom | wl]l
10 be in touch with you all at FAD, hopefully soon.
11 And we do depend on your support. So, thank you.
12 MR WLLIAMS: Any additional renarks
13 regardi ng today's neeting?
14 Hearing none, | would like to thank everyone
15 for participating, and that concludes today's
16 nmeeting. Again, thank you, and we are adj ourned.
17 (Proceedi ngs concl uded.)
18
19
20
21
22
23
24
25
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