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1 PROCEEDI NGS
2 MR WLLIAMS: Good afternoon, everyone. | am
3 Curtis Wllianms with the Ofice of Industry
4 Devel opnent and Market Analysis. | will be
5 chairing today's neeting. Joining nme is Jacob Img
6 with the Ofice of General Counsel.
7 Soneone just called in, so we will probably
8 give it another -- another mnute and we w ||
9 formally get started.
10 (O f the record.)
11 MR WLLIAVS: W will go ahead and resune.
12 Everyone shoul d have received a copy of the agenda
13 and the presentations, so we will proceed with the
14 nmeeting as printed.
15 Qur first order of business is to have our
16 attorney read the notice.
17 MR IMG By notices issued on May 10t h,
18 2023, this time and place has been set for a
19 nmeeting in Docket No. 20210049-TP to discuss
20 current relevant issues related to relay. The
21 pur pose of the neeting is nore fully set out in the
22 noti ces.
23 MR WLLIAMS: Thank you, Jacob.
24 Before we proceed, | would like to cover sone
25 prelimnary matters that are very inportant for the
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1 quality of our neeting this afternoon. W ask that
2 you pl ease keep your phone on nute until you are
3 ready to speak so we don't have background and
4 interference noise. And please state your nane
5 each tinme before speaking for the court reporter.
6 W' ve taken sonme appearances, but at this
7 time, we wll formally take appearances for the
8 record. W wll start with our presenters, Florida
9 Tel econmmuni cati ons Relay and T- Mobile, and then
10 foll owed by the TASA comrittee nmenbers and any
11 ot her participants.
12 So at this tinme, we can start taking
13 appearances. W can start with Florida
14 Tel econmuni cati ons Rel ay.
15 MR. BRANCH. This is Jeff Branch, hello --
16 yes, this is Jeff Branch. | am here today, and I
17 am t he Account Executive for T-Mbile. Wl cone,
18 everyone.
19 MR, WLLIAVS: Thank you, Jeff.
20 Cecil Bradley, with Florida Tel econmuni cati ons
21 Rel ay, are you still with us?
22 MR, BRADLEY: Yes, | am and | am worKking
23 through a VRI interpreter, so let nme just nmake sure
24 that the interpreter is connected. Can you hear us
25 clearly?
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1 MR WLLIAMS:  Yes.
2 MR, BRADLEY: (kay. Excellent. | will go
3 ahead and begi n.
4 Good afternoon, everyone --
5 MR. WLLIAMS: Hold -- excuse ne. Excuse ne.
6 W will -- before we begin, we are going to proceed
7 -- continue with taking all appearances, so |let us
8 finish taking appearances and then we will cone
9 back with -- with you, Cecil, for your
10 present ati on.
11 Are there any other participants?
12 MR LEVINE: Gary Levine with Ham |Iton Rel ay.
13 MR. McCABE: Tom McCabe with TDS Tel ecom
14 M5. JOHNSON: This is Jane Johnson with the
15 Fl ori da Associ ation of Centers for |ndependent
16 Li vi ng.
17 M5. DUGGAR: Margaret Lynn Duggar, Florida
18 Counci | on Aging.
19 MR, WLLIAVS: And are there any additiona
20 participants who would Iike to state your nane and
21 organi zation for the record?
22 MR, FOGLEMAN: Greg Fogl eman, Conmi ssi on
23 staff.
24 MR. WLLIAMS: Any others?
25 Hearing none, at this tinme, we will proceed
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1 with the Florida Tel ecommuni cations Rel ay update.
2 M. Bradl ey, you nmay proceed.
3 MR. BRADLEY: Ckay. Well, hello again. Thank
4 you, and good afternoon. Thank you for having ne
5 here. | would |like to just briefly touch on a few
6 poi nts.
7 There are a few things that are on the paper
8 that | already sent to you, and | think Curtis
9 distributed this via email as an attachnent. |
10 woul d like to point out a view inportant points
11 t hough, today.
12 First of all, we are continuing to work with
13 the RDCs, regional distribution centers.
14 Currently, we have 18, and they have been pretty
15 active. Actually, they have been very active.
16 There have been sone changes, and there will be
17 some changes com ng up.
18 We have 18 RDCs currently, but next year, we
19 are going to drop down to 16, or actually, maybe
20 15, because | think one nore has just recently
21 dropped out. So we will have a total of 15
22 regi onal distribution centers next year.
23 It is nmy understanding that sone of the RDCs
24 are having a hard tine due to staff limtations and
25 staff shortages. Sone have only one in the entire
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1 center. So there are a variety of different
2 reasons. And it's tough for nonprofit
3 organi zations all over Florida, and these RDCs are
4 facing issues as well. But we will have 15 next
5 year, and we are preparing for that.
6 On the second page, | have listed on our
7 services here, and you wll see different nunbers
8 in the colums that | have listed. And I am not
9 going to go through all of those individual --
10 i ndividually, but | would |ike to point out a few
11 t hi ngs.
12 We have increased over the past about nine
13 nont hs conpared to | ast year. You may renenber
14 during COVID, that really affected all of us over
15 the past two and three years, and we are -- we are
16 progressing at a steady pace now.
17 Qur services have increased. W are doing
18 nore outreach activities. And our equi pnent
19 di stribution, you will notice there are a few that
20 are very popul ar phone equi pnment that people really
21 tend to like.
22 Unfortunately, one weak point, a weak spot
23 that we are experiencing is there are a group of
24 I ndi vidual s who are deaf, and | don't know the TTY,
25 the old TTY equi pnent, very few people have the TTY
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1 equi pment anynor e.
2 And then you wll see also when T-Mbile gives
3 their nunbers, those nunbers are shrinking because,
4 you know, of TTY. It's very interesting, but the
5 point is it's sonmething that we need to consi der
6 going forward in the future because people are not
7 usi ng |l andlines anynore, and that's sonething that
8 we shoul d be thinking about within the next five
9 years.
10 CGoi ng back to ny presentation.
11 W started the FTRI on-line chat on our public
12 website. And we finally, | amgoing to say back in
13 February, secured -- we devel oped our script to
14 work with the chat, and providers, and we fixed
15 sonme bugs in those prograns, and so it started up
16 In February. The nunbers have been small so far.
17 And | think the reason for that is, you know, it's
18 going to start out small. Sone people don't have
19 i nternet access, and so that's sonmething that we
20 are thinking about. W suspect that nost of the
21 peopl e who are using themare famly and friends
22 calling for soneone to get services for a famly or
23 a friend.
24 W are facing PSC this sumer, July 11th. W
25 are going to be facing the PSC to tal k about their
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1 budget, and to get their approval for our budget.
2 We are including nonies to have an i Pad program
3 and it's a pilot project. W are starting with a
4 smal | nunber of i Pads, slash, Android phones -- or
5 slash tablets. W are going to start out small and
6 see how that goes. W are going to wait and see
7 how t hat goes through the G-FC, and if anyone has
8 any questions, you know, we are going to see what
9 the questions are and see if we can get that
10 approved, and we are hopeful to get that done at
11 the end of the sunmer.
12 As far as the Legislature's actions, we
13 haven't followed up with the legislators at this
14 time because they've had their legislative session
15 recently, the past two and three nonths, and we
16 decided that we are going to wait until that is
17 over. | think it just ended three weeks ago. So
18 during the sumer, | plan to contact |egislators
19 and tal k about if we can update our law to allow --
20 to allow w rel ess equi pnent.
21 W' ve had to replace two people who recently
22 retired. One last year and one just recently.
23 Fortunately, we have other strong staff here.
24 And again, as far as the future, we are seeing
25 sonme changes comng up with FTRI. W wll continue
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10

1 to -- continue to keep you informed as things

2 progress in the future.

3 And | think that's all | have as far as ny

4 report. So | amgoing to hand it back to you,

S Curtis.

6 MR, WLLIAVS: Thank you, Cecil.

7 Are there any questions for Cecil?

8 MR. FOGLEMAN. This is Greg Fogl eman,

9 Comm ssion staff. | do have a question.

10 | ama little confused. | was |ooking at the
11 handout that Curtis had sent out related to, you

12 know, kind of the thing that FTRI had done, and one
13 of the bullets said that you had al ready contacted
14 staff of several state legislators and two

15 | egi slative commttees. So | want to confirm that
16 actually did happen already, correct? And you are
17 just going to follow up with themin the next

18 | egi sl ative session, is that a correct statenent?
19 MR, BRADLEY: That's correct. Well, right

20 now, we are focusing on working with the

21 | egi sl ative staff.

22 MR, FOGLEMAN. Okay. All right. So -- so

23 basically you are working with staff right now, and
24 then, in the future, you are planning to work with
25 the legislators thensel ves?
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1 MR. BRADLEY: Yes, later on. But first, we

2 are focusing on staff to discuss the chall enges

3 that we are facing.

4 MR, FOGLEMAN: And then | guess a follow up

5 guestion. Have you devel oped any draft |egislation

6 or type and strike | anguage to the existing

7 statute, or is it -- is it nore conceptual at this

8 poi nt ?

9 MR, BRADLEY: Well -- well, Geg, basically we
10 have on ol der draft, and we proposed changes a | ong
11 time ago. | provided to the staff, for instance,
12 what m ght be changed in the legislative bill. |
13 did make a proposal in the past. And what we don't
14 know is if the legislative staff wll accept that,
15 or use that docunent to prepare. | don't know W
16 still have a | ot of questions, and we are still
17 waiting for clarification.

18 MR, FOGLEMAN:. Thank you.

19 MR. BRADLEY: You are wel cone.

20 MR, WLLIAVS: Are there any additiona

21 questions for Cecil?

22 Cecil, 1 have one foll owup question regarding

23 the RDCs. | understand that they -- they are

24 declining. Can you elaborate a little nore on --

25 on -- | guess it's a two-parter. One, can you
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12

1 el aborate on why they are declining? And second,

2 are you | ooking at other organi zations to assi st

3 FTRI with the equipnment distribution in addition to

4 the RDCs that you worked with in the past?

5 MR, BRADLEY: Yes. Who was that asking the

6 question?

7 MR, WLLIAVS: Curtis WIIlians.

8 MR, BRADLEY: (Ckay. Yes. Curtis, thank you

9 for asking that question.

10 First of all, et ne see | have the docunents
11 here. Hold on just a second. | have gathered sone
12 not es.

13 So there is three RDCs that wll be backing

14 out, one RDC -- well, | amsure all three, of

15 course. Two RDCs a long tine ago, both of themare
16 tight on staff so they are not able to go and

17 provi de the services. They are not able to

18 actually get out of the office because they don't
19 have enough staff. They can't really get out into
20 the coomunity to be able to help the clients with
21 trading, or to actually respond to what their needs
22 are. |It's a very challenge for both of them

23 And then the third RDC, there is a director

24 who has sone health issues, and so there are no

25 other staff to support them So when there is only
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13

1 one director and the center will be closing. So

2 those three basically are having difficulty with

3 staff and funding, and so that's part of it.

4 We have increased the funding, we have

5 opportunities for nore, but unfortunately, those

6 centers are not able to, you know, keep their

7 staff, keep themon. And so that's a big reason

8 why t hose are closing.

9 The other RDC, we've had neetings by Zoom and
10 SO we've conme up with an idea that for sonme of the
11 RDCs, there nmay not be -- well they can go to
12 training, they can go train clients. They may do
13 that over the phone, they can actually mnim ze
14 their responsibility because we receive the
15 application, we send it directly to their hone, and
16 they contact the |ocal RDC for the person there to
17 be able to go into the home. And unfortunately,

18 all of the RDCs do not want to handle just that one

19 service, and so we've dropped the one-service

20 opti on.

21 We haven't tried to | ook for other RDCs at

22 this point, because what we are seeing, we are

23 seeing a | ot of challenges with staff, challenges

24 with training, and | have noticed a shift in

25 services directly to the custoners in the client's
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home. And so there are nore and nore peopl e that
do not want to go into the RDC to receive training
or equi pnment. And so we are getting nore calls
here in Tal |l ahassee to apply, and then we can ship
it to their hones.

When we know that -- when we know what needs
t here have, we can provide the help. But a |ot of
t hat requires one-on-one, and they can contact the
| ocal RDC so that they can go in to their hone.
And sonetines the clients will go into the office
if there is an RDC there.

So there is a lot of challenges. There is
very -- a variety of challenges. And so we are
hoping to add nore RDCs in the future. But right
now, | am |l ooking at exploring FTRI to expand
operations. W don't know -- we don't really know.
We are | ooking at five years from now whet her or
not we need to set up a satellite office in
different areas, just a few of them to be able to
send staff to respond locally for what the weak
areas are.

We have a couple of RDCs that are pretty
productive. There are others who may not be as
productive, and they may not be continuing. So we

are keeping our eyes open for other opportunities.
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1 And again, | amnot sure if there are any
2 ot her organi zations out there who would be willing
3 to work with us. W are still looking into that.
4 | hope that answers your question, Curtis.
5 MR WLLIAMS: Yes, it did. Thank you
6 Are there any additional questions for Cecil?
7 If not, we can proceed with T-Mbil e update.
8 Jeff.
9 MR. BRANCH. Hi . This is Jeff Branch here.
10 Hi, everyone. | hope everyone is doing well. |
11 know we' ve had sone thunderstorns in our area, and
12 sone interesting weather. | always love to see a
13 good thunderstormthis tinme of year. It's always
14 nice to have that sonetines. |It's refreshing.
15 Ckay. Geat. Many of you have al ready
16 recei ved the Power Poi nt presentation that was
17 di stributed by the PSC. | believe that was all
18 sent out to everyone here, so you should be able to
19 see that PowerPoint. And this is the Florida Rel ay
20 updat e Power Point, and | am going to go ahead and
21 get started on the second slide.
22 And this is really just an agenda here on what
23 we Wi ll be discussing today. The first one is RCP
24 and we are going to talk about TRS statistics,
25 CapTel statistics, the quality report, the outreach
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1 expense, and then we will talk a little bit about
2 the VRU. That's the voice response unit, and we
3 will tal k about what that is and what we are doing
4 with the VRU all over, not just in Florida, but al
5 over the U S., we are providing -- where we provide
6 TRS servi ces.
7 So noving on to the third slide. This shows
8 the RCC minutes, and there is a graph on this page.
9 There is not a |lot of usage of RCC. W haven't
10 mar ket ed that area, as you know. That's a val ue
11 added val ue service to the contract, and we are
12 very cautious with the marketing portion of the RCC
13 product .
14 So back in 2020 and 2021, because of COVID
15 RCC real |l y becane popul ar, because people were
16 stayi ng at honme, and people were joining conference
17 calls at hone, and they were able to have, you
18 know, sone people couldn't have face-to-face
19 neetings, or couldn't have interpreters cone into,
20 you know, on-site, so instead, they used RCCto
21 recei ve caption for their neetings. And now people
22 are sort of back to work, and people are going in
23 bui | dings now, and into the office now, so the RCC
24 m nut es have just dropped significantly.
25 And now noving on to the next slide. [It's
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1 pretty much the sane. This shows the usage data.
2 And that nmeans how nuch usage we had, and that is
3 really quite small.
4 We provide up to 30,000 mnutes at no cost to
5 the State or to any of the users. So that nunber
6 is 30,000, and so we should have sone of that
7 avai | abl e.
8 And so word of nouth really |eads us to which
9 events we go to. Sone are deaf/hard of hearing
10 events. As | nentioned, there are changes in
11 neetings at those events, and that's where we
12 outreach peopl e about their options of using this
13 service. So there is a few people that are quite
14 dedicated to using this service in the state of
15 Florida, but there is not nany.
16 Okay. Moving on to the next slide, and this
17 is billable TRS m nutes. And the dark red shows
18 the current mnutes. The gray is |last year, and
19 then the nagenta is two years ago. So you can see
20 t hat nunber has declined every year. And those
21 m nutes do continue to decline, and we expect that
22 to continue in the years to cone.
23 There is a lot better technol ogy out there
24 that people are transitioning to. There is
25 I nternet - based services and digital -based services,
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1 and there is nore access to different services out
2 there. There is chat features that are popping up
3 all over the place. There is just a variety of
4 different other options for people to use. So this
5 iIs to be expected that those nunbers are declining
6 the way that they are.
7 And the sane goes for the other services,
8 CapTel, speech-to-speech, basically all the
9 services. W know that we expect those to decline
10 annual | y.
11 And then the next slide is Spanish to English,
12 and that's session mnutes. And again, it shows
13 the red as the current nunbers, the gray is |ast
14 year, and then the magenta is two years ago. And
15 that is consistent wwth the previous slides.
16 You know, sone of themtend to have spi kes for
17 Spani sh to English usage, but basically those are
18 declining. And in general, that's sort of all over
19 the industry, and nationw de, that those nunbers
20 continue to decline.
21 The next slide, that's bill able
22 speech-to-speech mnutes. And we have -- in the
23 state of Florida, we have several custoners who do
24 i ke the speech-to-speech service and use it
25 consistently, so we support that usage for those
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1 cust oners.
2 And this next slide is CapTel mnutes. That's
3 billable mnutes. And again, you will see the
4 nunbers here continue to decline. This slows this
5 year, and then last year -- well, there was a
6 significant decline this year because CapTel has
7 anot her service feature that is nore attractive to
8 people and that's IT-based. So it's internet-based
9 CapTel, and in Florida, | think they are really
10 aggressive in reaching out to people for enhanced
11 servi ces, enhanced technol ogies that are now
12 avai |l abl e.
13 So CapTel, as you know, they have a touch
14 screen version, and it's really sharp |ooking, and
15 that's their internet-based phone. And so it's
16 also -- it has larger caption, font size options.
17 It's just nore -- | guess it's just nore
18 streamined and efficient wwth an | T-based CapTel
19 phone, conpared to an anal og phone, that has --
20 they tend to have sone issues, and issues where,
21 i ke, an anal og phone, the CapTel device, sonetines
22 If they are hooked to digital on the back end, it
23 makes it difficult for sone of the equipnent to
24 work with the anal og |line connected to, you know,
25 digital in the background, so they have to connect
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1 with their | ocal CapTel provider to sort of
2 t roubl eshoot those issues, which can be resol ved,
3 but people do tend to prefer the internet CapTe
4 phone. And sone people, who |ike now, work and
5 then decide to swtch to an | P-based CapTel phone,
6 whi ch we are seeing quite often.
7 And we maintain support for either, of course.
8 W want to support, l|ike, what's best for each
9 i ndi vi dual custoner, so we do continue to support
10 both -- both choi ces.
11 The next slide shows TRS, the TRS report.
12 It's just basic -- it's just a quick glance at
13 that. | amnot going to go through it all. It has
14 conplaints, comendations and inquiries that we've
15 had. And we continue to nonitor that, but -- and
16 we do followup if we do get conplaints or
17 inquiries, just to make sure that things are
18 addressed and resol ved, but we have been good so
19 far with the followup and responding to custoners
20 as needed.
21 And sane for CapTel. It shows the nunber
22 here. Just take a quick glance at that. And this
23 shows, you know, we | ooked at maintaining those
24 quality reports.
25 And this shows the outreach report. And
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that's just outreach information that we have been
doing. It shows that we have done sone PSAs.

We' ve done sone updates with the website, and we
continue to do those updates. W work closely with
Moran, and so we have been tal king about the
website recently, and we have devel oped collaterals
to try and revise those to nmake them nore updated
and nore clear, and we want to nmake sure that the
website is clear. W have sort of been in the
process of still doing that this year, going

t hrough those coll ateral s.

And then speech-to-speech PSA, we have been
doing those in different areas across the state in
different cities.

Yep. GCkay. We have switched interpreters and
Il wll continue.

Al'l right. Myving on. | amgoing nowto talk
about a voice response unit, which we abbreviate to
VRU. VRUs are a solution that we have been working
on for several years now. W had, in Florida, one
of the states with the | argest nunber of msdials
into the relay service. New York has a high
nunber. Florida has a high nunber. Al states
have m sdials, but Florida has a high nunber of

t hose.
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1 So there are narketers who use these type of

2 systens, or health care providers who, say they

3 have an ad and it says, dial 711 onit, or it may

4 have the indigent Florida relay service nunber

5 right on that health care ad.

6 Sonetines people will also find the relay

7 servi ce nunber, like, Blue Cross-Blue Shield, on

8 their website. | know that was one of themthat

9 had the relay nunber |listed. And there are other
10 bi g conpanies -- oh, United Health Care was one.

11 Bay Care had it on their website as well.

12 | amjust -- | amnam ng health care

13 providers, but it's not limted to health care

14 providers. Qher conpanies also provided the rel ay
15 phone nunber on their websites or on their

16 collateral, or even on a PSA

17 So what happens when they do that is custoners
18 who -- | am speaki ng of people who use a

19 traditional tel ephone, so what | would call a voice
20 user, not a relay user -- want to call into, say,
21 that health care provider and they end up in a |long
22 gueue, so they don't get a human right away. But
23 they see the relay nunber on the collateral, or on
24 the website, and they go, well, | am hanging up

25 here. | will just call that other nunber thinking
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1 they will get an operator at the health care
2 provi der, but instead, they get a relay agent. And
3 so they may say, hello, | would like to talk to
4 soneone in such and such departnent at Bl ue
5 Cross-Blue Shield. That ends up wwth a TRS agent,
6 who then needs to respond to that caller who
7 doesn't need relay, and say, oh, this is not the
8 health care provider. This is a relay service.
9 And then the traditional phone users says, relay
10 service, what's that? And the relay operator then
11 has to explain that, which takes even nore tine.
12 Thi s happens nmany, nmany, nmany tines,
13 especially, | would say, COctober, Novenber-i sh,
14 because that's when open enrollnment starts for
15 health care providers. So a |lot of people are
16 signing up for their insurance during that period
17 of tinme, and a lot of msdialed calls cone in
18 because of that.
19 So we | ooked at that and said, we need to find
20 out -- just find a solution to this, because our
21 relay centers have many calls comng in, and
22 sonetimes we couldn't handle sone of the calls
23 because there were legitimate users who actually
24 wanted to nmake a relay call comng in, they were
25 bei ng pl aced on hol d because their operators were
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busy expl ai ning to soneone who didn't need the
relay service, no, this isn't the health care
provi der, you have reached the relay service,

pl ease dial the other nunber. So what we did was
set up a voice response unit, or VRU.

So what happens is a traditional phone user
dials in to the relay nunber. And | can't renenber
the specific words the recordi ng says, but it says
sonething like, this is a relay service. You have
reached Florida Relay Service. |If youintend to
place a relay call to call a deaf or a hard of
heari ng person, please remain on the |ine and you
will be transferred to the next avail abl e agent.

So oftentinmes, these voice users hear that
recording and realize it's the wong nunber and
hang up. If they remain on the line and don't hang
up, then they are routed to an agent, and then they
can place their call.

So that's howit works, and it has drastically
reduced the nunber of msdialed calls that reach
our operators.

On the next slide, you will see an explanation
of voice response unit, or VRU. It's a phone
answeri ng system where people are answered with are

prerecorded nessage.
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1 T-Mobil e Accessibility inplemented VRUs to

2 address the issue of a grow ng nunber of msdials

3 and Robo calls as well. | didn't nention Robo

4 calls earlier when | was explaining it, but Robo

5 calls are the systens that just randomy out-dial

6 to phone nunbers. And sonetinmes we get inundated

7 with Robo calls trying to cone in to the TRS cal

8 center, and the agents answer the phone and it's

9 just a Robo call on there. It's not a real person.
10 So they have to wait until a human finally gets on
11 the line. Those are the two exanples of why this
12 VRU has been i npl enent ed.

13 This next slide explains nore about VRUs, and
14 It says, Friday, April 22nd, the VRU for Florida
15 Rel ay was inpl enmented on the voice nunber. So it
16 was only on that voice line. And again, we

17 i mpl emented it to nonitor and see if it hel ped, and
18 it did. It worked very well, and we have seen a
19 huge reduction in the nunber of calls, the

20 msdials. That's, like, | think about half, 50

21 percent it went down. So a lot of calls are being
22 screened out now.

23 They also inplenented this in other states.

24 As you wll see here, 34 TRS states have

25 I npl enment ed voi ce response units. So we include
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1 this on the English voice |line, speech-to-speech,

2 711, and the Spanish line and the VCO |ine.

3 So first quarter 2023, a lot of those extra

4 services were inplenented. But again, typically

5 it's sonmeone who uses a traditional phone, and

6 maybe they see a speech-to-speech nunber and say,

7 well, I will try that. Maybe I will get through to

8 the insurance conpany if | dial this other nunber

9 that | see, but instead, they reach a

10 speech-to-speech operator. So again, this is only
11 for voice users or hearing users.

12 Speech-t o- speech users have their phone

13 nunbers branded as speech-to-speech, and they also
14 have a profile, so they go right through to an

15 agent. Anyone who traditionally calls relay and

16 whose nunber has been branded does not hit this

17 voi ce response unit. It's only people who use

18 traditional phones who get this recording. So not
19 TTY users, not speech-to-speech users, et cetera.
20 There are nmultiple benefits for using the VRU
21 nessaging, one is that it educates custonmers how to
22 use the service without having to have a CA

23 i nvol ved in that education. Wat | nean by that is
24 when a person calls in who is not a relay user and
25 reaches the VRU, they hear the recording, and then
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1 there are two options that says, press one to reach
2 a relay service operator, or press two to |earn
3 nore about the relay service. So if they press
4 two, that will be then another recording that has
5 nore details on how relay works. That's one
6 benefit.
7 Another is it allows the CAs to a handle rel ay
8 calls nore efficiently. By that, | nmean the calls
9 that are comng in are calls that are intentional.
10 People are dialing the relay service because they
11 do need to nake a relay call, and it frees the
12 agents up to handl e those.
13 The third thing, it hel ps i nprove our service
14 |l evels. As | nentioned before, if we get inundated
15 with m sdials and Robo calls, then our service
16 | evel gets worse because it's so busy with msdials
17 com ng in.
18 And what we have seen is a significant
19 decrease on the nunber of msdialed calls coning
20 in. So this is very helpful for the state as well.
21 It's shaving costs, because these mnutes aren't
22 going into operators now who then have to expl ain
23 the service, and the State is not having to pay for
24 that. If it's just a msdialed call comng in,
25 they are getting the recording instead of getting a
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1 CA.
2 And let's see, on ny last slide -- ah, that is
3 my what's slide. Al right. So I wll turn it
4 back over now to you again, Curtis. Thank you.
5 MR WLLIAMS: Thank you, Jeff.
6 MR, BRANCH. Uh-huh. Sure. You are very
7 wel cone.
8 MR WLLIAVS: At this time we will open the
9 floor to any questions for -- for Jeff.
10 MR, BRADLEY: Hi, this is Cecil Bradley. H,
11 Jeff.
12 | don't knowif this is the right tine to
13 di scuss this or not, but for the future of services
14 -- CPS services in Florida, as far as T-Mdbile's
15 pl an, maybe this is a national |evels plan, | am
16 not sure, so | don't knowif this is the right tine
17 to discuss this with you, Jeff, or not about the
18 TPS services in the future.
19 MR. BRANCH. This is Jeff. |Is there a
20 speci fic question?
21 MR, BRADLEY: Well, | amjust asking if --
22 well, would it be a benefit for us to know t he
23 pl an, for exanple, as, Jeff, you and |I have tal ked,
24 and maybe the conmttee is aware of changes com ng
25 up in the future, when it's tinme for a new contract
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1 for the Florida relay contract, | don't know, I
2 think in about three or four years from now, and
3 t he possi bl e changes that m ght be com ng up,
4 that's ny question, is this a good tinme to discuss?
5 MR, BRANCH:. This is Jeff.
6 MR WLLIAMS: Go ahead, Jeff.
7 MR. BRANCH. | amnot sure. What | can say is
8 we are commtted to TRS and to CapTel services, and
9 we are conmitted to those until the end of this
10 contract. So until the end of this contractual
11 period, which | believe is 2025. | believe that's
12 when it is. 20 -- let ne think, | amcounting.
13 February 28th, 2025. And then fromthat point, or
14 probably it would be a bit before that, T-Mbile
15 wi || have a discussion with the Public Service
16 Commi ssion. So we would talk with staff at that
17 time to tal k about plans for either an extension of
18 the current contract, see what we could do to
19 support Florida as far as extension years go or
20 not, but that's when we would tal k about that.
21 MR WLLIAVS: Yes -- and this is Curtis
22 Wllians, let ne -- Cecil, let me follow up and
23 just make it clear that when the tinme cones for a
24 new contract to be considered, the analysis Public
25 Service Comm ssion will issue a request for
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1 proposals. |In that request for proposals, we wll
2 identify the services to be offered, and we w ||
3 provide the public or any interested parties the
4 opportunity to provide input on -- on what -- what
5 the services are to be considered by the Public
6 Service Comm ssion that will be included in the
7 request proposals. | hope that hel ps.
8 MR, BRADLEY: Yes. Yes, Curtis. Thank you.
9 | just wanted to make sure, you know, that we are
10 prepared, and that, you know, we are able to do
11 t hose changes for that in the future. Thank you.
12 MR WLLIAMS: Are there any additiona
13 questions for Jeff?
14 If not, we will again open the floor to any
15 cl osing remarks or any additional discussion that
16 anyone has.
17 MR. BRADLEY: This is Cecil. | just wanted to
18 share, you know, one small bit of information. I
19 don't know if the comm ttee knows about the State
20 of Florida having what's call ed broadband
21 initiatives to, you know, push the comrunity in the
22 state of Florida to, you know, connect to wire --
23 the wireless access. That's sonmething that | think
24 we need to | ook at and, you know, as well as our
25 people, not only those with hearing | oss and
112 W. 5th Avenue, Tallahassee, FL 32303 premier-reporting.com

Premier Reporting

(850)894-0828 Reported by: Debbie Krick



31

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

disabilities, but, you know, just benefit with
broadband. You know, there is mllions of dollars
spent on that, and, you know, and in the future of
course, so we just want to be, just be aware of
what's going on in that.

MR, WLLIAVS: Thank you, Cecil.

Any foll owup or questions?

If there are no additional questions, | would
like to thank everyone for participating in the
neeti ng today, and this concludes our neeting.
Thank you.

(Proceedi ngs concl uded.)
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