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Mr. Richard Tudor 
C/o Ms. Blmca Bay0 
Division of Records and Reporting 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, FL 32399-0850 

Dear Mr. Tudor: 

AT&T is pleased to respond to the Florida Public Service Commission’s Request For Proposd (RFP) 
Docket No. 991222-TP, to provide Telecommunications Relay Service (TRS) for the State of Florida. 
AT&T stands by its offer. As such, we intend to offer service in compliance with your RFP as stated in 
our responses. I certify that I am AT&T’s representative authorized to make this proposal. AT&T does 
not discriminate on the basis of race, religion, national origin, color, sex, sexual orientation, age, 
disabilities, or veteran status. 

As requested, we have provided 20 two-sided copies of OW technical proposal with one binder marked as 
“original.” The price proposals are submitted in separately sealed envelopes. Should you have any 
questions relative to ow bid response or contractual issues, please contact me at 908-22 1 -8 144. For 
further convenience, my mailing address is noted below. 

As you begin your review, please be aware that AT&T was thejrst  telecommunications company 
committed to provided services to the Deaf, Speech Disabled, and Hard of Hearing communities. With 
the debut of TTY Operator Services in 1980 and Relay in 1986, the millennium marks our 20h 
anniversaq of commitment to this field. And our customers applaud OUT efforts - placing us at the top 
among national Relay providers in a recent survey conducted by an independent research finn. Anchored 
by our cofltinuaf system upgrades, quality of services, and a strong concern for customer satisfaction, our 
leadership position is one we intend to maintain. 

P 

We would like to bring this resolve to Relay users in the state of Florida. And, therefore, find ourselves 
hopell that the Florida Public Service Commission selects the finest TRS available for all Floridians. 
AT&T! 

Sincerely, 

D. Sue Decker 
General Manager, Accessible Communications Services 
295 North Maple Avenue, Rm 7123M1 
Basking Ridge, NJ 079920 

Phone: 908-221-8 144 
TlY: 908-22 1-2689 
FAX: 908-22 1-40 1 6 
E-mail: sdecker@att.cOm 
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EXECUTIVE SUMMARY 

“Go confidently in the direction of your dreams.. . I’ 
A famous writer once invited us to put our feet on a very promising path.The one dosest 
to our hearts. Part of my dream is to organize and implement the d o n ’ s  best suppod 
self-help network for the relay users. h other words, folks Iike me. My name is Sue 
Decker. I’m the General Manager of AT&T’s Accessible Communications Services 
Division. Passim for the deaf community is what drives my commitment for establishing 
the Florida Relay Center, and AT&T is driven in their commiment to seeing me succeed. 
Otherwise, they wouldn’t have authorized me to offerfiee long distance urd intrastate 
toll culls to eveiy Relay user in the state of Florida for three months, (subject to mi# 
effectiveness) the day the new AT&T Florida Relay Center opens its doors. 

And with that, let me say that by submitting this proposal to the Florida Public Service 
Commission, it is my fervent hope that - through all of our combined efforts - every 
Floridian with an idea in mind or a thought to convey will have the opportunity to 
strongly voice the cowage of their convictions without reservation or fear of ridicule. It 
can happen - when you believe, as I do, thaf truly overcoming a disability means never 
having to say, “I cau’t.” 

A calling that goes the distance. 

AT&T’s corporate commitment to this project echoes my firm belief that once you’ve 
found a calling, you give it nothing less than your best. After all, it was AT&T that 
pioneered Operator Services for the Deaf (OSD) and introduced Relay Services to the 
market. And today, AT&T stands confident in the singular notion that we areone 
Cornpuny One Vision. One Voice - one we’ll use to provide the state of Florida with a 
distinct technological advantage. An advantage that will take the form of theRelay 
2OOOBM Platform. It’s a multi-tiered series of sophisticated network components that 
include up-front automation, call control, dynamic call routing, 711 Dialing Readiness, 
and planned annual upgrades. Advantage, Florida. 
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Why such a fourth-dimensional, computer age approach? Because time is measured 
&f€erentIy now. The once commonly held belief of ‘several days hence’ has falling out 
of favor - replaced, instead, by the more streamlined notion of secondsas the model 
standard-bearer for efficient time management. The century is moving rapidly toward 
completion with reconfigwations, reverence for that which has brought this far, and 
yes.. . a few reactionaries touting fear. 3ut you and I know there is no going back. What 
awaits is the future. A future where nearly every situation has a cyber solution, formal 
boundaries are eclipsed, and the popularity of the World Wide Web levels the playing 
field for more and more of us every day. 

There can be little doubt, then, that electronic-based communications have become the 
preferred meQa for all of us. The next “big thing,” if you will. Immediate access to our 
resources is not only what we expect, it’s what we demand. And, for that very reason, 
AT&T is also pleased to present our Relay Senices Account Manager: a 
‘hillennimania’’ inspired Web site, set to launch in January 2000, with a full-time on-site 
operations manager, real-time access to fast, rdiable service and, while we’re at it, 
completely Y2k compliant! 

. .. carcght up in the Webbirsg 

At www.att.com/relay, Florida will find a feature-rich environment for 
consumers and state administrators that includes: 

Monthly traffic reports and billing information 
Monthly customer contact summaries 
Customer e-Care and Feedback forms 
Interactive product and service demonstrations 
Interactive educational workshops 
End-user Online Communities and newsgroups 
Online brochures and step-by-step user guides 
Links to equipment vendors and software suppliers 

... both sides 

So, what does all of this tell you? Look closer: Two thousand. Take a new approach to 
something and it may appear a little differently. 2000. See it? Samething, just put 
fomard in dissimilar h h i o n .  That’s really what the folIowing proposal is all about - 
we’re providing insight as to where things are going as the countdown to the next century 
continues. AT&T has a newer, better, more efficient approach to Relay Services. And, 
together, we now have the ideal opportunity to put it to good use. Because, ready or not, 
the calendar is about to change, and we need to change with it. 
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At home with holistic thinking. 

AT&T Relay Services begins at %home.” After all, it is the acronym for American 
Telephone & TeIegraph. We were founded on the very principles that make this country 
great. And, best of all, we own ow own product. We don’t rely on contractors to carry 
our signal. Not one of our minutes is outsowed. Not even for a mile. 

If I were to tell you that the strength of AT&T’s network is at the heart of our resolve, I 
would be saying that, by virtue of being the primary facilitator of the lines, we are better 
equipped to handle changes, emergencies, andor system-wide improvements. And if 1 
were to just ‘lay it on the line,’ so-to-speak, 1 would be telling you that there is no better 
networking infrastnrctuTe in the business. It carries clear across the country and will keep 
Floridians accessible to not only each other, but virtually anyone on the planet. Now 
how’s that for virtual reality? 

Imagine that same spirit of resolution in the state-of-the-art Ope~ationsCenter, staffed 
with dedicated and continually trained employees. The Florida Center, patterned after our 
other already successll Relay Service structures, will house technical experts, create 
new jobs, and change the lives of countless others. 

r- 
Time-Tested and True ... 
It was looking at the whole picture that gave A T H  a leadership position in the area of 
Relay Services as well as the broad field of Telecommunications. And, we have the 
patents and premiere industry-wide awards to prove it. So be amused, rather than 
confused, when you hear OUT competitors saying that they have the up-to-the-second 
specs to make Relay a more steadfast operation. Anything they put in front of you 
automatically has our stamp on it. Because even to compete in this arena, they have to 
study AT&T’s ‘blueprint.’ We own the patent. We deveIoped the technology. 

In other words, we were first. AT&T has seen every fad come and go. Our 
telecommunications experience predates each of our closest competitors. Maybe that’s 
why we can continue to offer the kind of quality products and services that foster 
complete customer satisfaction. Just consider Relay Services alone - we curreatly hold 
the TRS conb-acts for 13 states, the Dishid of Columbia, US Virgin Islands, and Puerto 
Rico. And of those 13 states, two share your border and a third is just up theGulf Coast. 
Georgia, Alabama, and Mississippi a l l  call on AT&T. Our success is in such close 
proximity that it’s on display right in your neighborhood. We know the kind of marketing 
effort it takes to reach you consumer base. Come be a part of it, Florida! Be a part of our 
world. 
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The mountain will come to you! 

I’ve heard it said that AT&T is not accessible. They’re ?too big,” too “far away,” too 
“involved with too many other interests to care about us.’’ 

Guess what? You don’t have to contend with AT&T’s corponte identity; you get to 
interact directly with me, Sue Decker. And when you need me, 1’11 be there. Phone me. 
FAX me. Write me. E-mail is fine. Smoke signals.. . Carrier pigeon. When it comes to 
improving the quality of life for even one individual, whatever works for you works for 
me. Just bear in mind, however, that my favorite color is blue, compliments make my 
day, and surprises around the Holidays are always nice. Go ahead and smile now. That 
last thought was just to show you I have a good sense of humor! 

All kidding aside, I don’t need gifts or glorifiedrecopition for the job I’m doing. And 
I’m not even s w e  if that’s the right word, because I don’t really think of it as a “job.” I’m 
devoted to my principles and my passion. This is my life’s work. This is what I believe 
in. And it just so happens that, fortunately enough, my company believes in me. They 
want us both to be happy. And nothing would make me happier than to come to Florida 
and build a new Relay Center that will serve as an earmark for millions. 

Our time is now - 
4 

I opened with a famous quote and I’d like to close with another. “Et’s never too late to be 
what you might have been.” What is it you want to be, Florida? I’m ready, if you are. 

&-- 
D. Sue Decker 
General Manager, Accessible Communications Services 

AT&T 
Room 7123M1 
295 N. Maple Avenue 
Basking Ridge, NJ 07920 

Phone: 908-221-8244 
‘ITY: 908-22 1-2689 
FAX: 908-221-4016 
e-mail: sdecker@att.com 
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Check List 
Item No. 

I. 

2. 

3. 

4. 

5 .  

6. 

7. 

8. 

9. 

IO. 

11. 

12. 

13. 

14. 

15. 

Initials of 
Bidder's Contact 
Person 

50 
S3 

Brief Title 

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

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

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

Certification by FPSC and FCC (RFP ref. A-5) 

Conflict of Interest (RFP ref. A-28) 

Can provide by June I ,  2000 (RFP ref. B-3) 

Term of  Contract (RFP ref. B-4) 

Access Numbers (RFP ref. B-5) 

Location o f  Relay Center (RFP ref. B-6) 

Availability of System to Users (RFP ref, B-7) 

Minimum CA Qualifications and Testing (RFP ref. B-8) 

CA Training (RFP ref. B-9) 

Staff Training (RFP ref. B-IO) 

Counseling (RFP ref. 3-1 I) 

Procedures for Relaying Communications (RFP ref. 8-12) 

Page No. Of 
Bidder's 
Proposrml 

PasslFmtil 
OR 

Maximum Points 

N/A 

6 

NIA 

Pff 

P/F 

PIF 

Pff 

PIF 

PIF 

P f f  

P/F 

P f f  

100 

100 

100 

2s 

io0 
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Check List 
Item No. 

16. 

17. 

18. 

19. 

20. 

21. 

22. 

23. 

24. 

25. 

26. 

27. 

28. 

29. 

30. 

3 1 .  

Initials o f  
Bidder's Contact 
Person 

Page No. Of 
Brief Title Bidder's 

Proposal 

Interaction with Answering Machines and Voice Response Units (RFP ref. B-13) 

Languages Sewed (RFP ref. B-14) 

Additional Languages Served (RFP ref. B- IS) 

Shift AdvisorlConsultant (RFP ref. B-16) 

Confidentiality (RFP ref. 8-17) 

Voice and Hearing Carryover (RFP ref. B-18) 

Obscenity (WP ref. B-19) 

Emergency Calls (WP ref. B-20) 

Blockage (RFP ref. B-2 1) 

Answer Time (RFP ref. B-22) 

Equipment Compatibility (RFP ref. B-23) 

Transmission Levels (RFP ref. B-24) 

Measuring Equipment Accuracy (RFP ref. B-25) 

Emergency Operations (RFP ref. B-26) 

Intercept Messages (RFP ref. B-27) 

Service Expansion (RFP ref. 8-28) 

PasslFail 
OR 

Maximum Points 

25 

P/F 

25 

P/F 

PIF 

50 

P f f  

50 

200 

200 

PIF 

P/F 

P/F 

50 

?IF 

50 
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initials of 
Check List Bidder's Contact 
Item No. Person - 

32. 

33. 

34. 

35. 

36. 

37. 

38. 

39. 

40. 

41. 

42. 

43. 

44. 

Page No. Of 

Proposal 
Brief Titk Bidder's 

__r 

New Technology (RFP ref. B-29) 

Consumer Input (RFP ref. B-30) 

Complaint Resolution (RFP ref. B-3 1) 

Charges for Incoming Calls {RFP ref. B-32) 

Billing Arrangements (RFP ref. B-33) 

End User Billing (RFP ref. B-34) 

Relaying Interstate or International (WP ref. B-35) 

End user Selection of Carrier (RFP ref. R36) 

Recipient of Toll Revenues (RFP ref. B-37) 

Long Distance Call Billing (RFP ref. B-38) 

Special Needs (RFP ref. B-39) 

Custom Calling Type Features (Speed Dialing & Last Number Rediald) 
(RFPref. B-QO) 

All Unsolicited Features in Basic Relay Service Price Proposal 
(RFP ref. B-4 I ) 

102 ~ 

102 ~ 

PasdFail 
OR 

Maximum Points 
m_ 

50 

100 

200 

FIF 

50 

50 

50 

50 

PIF 

50 

25 

2s 

200 
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Initials of 
Check List Bidder's Contact 
Item No. Person 

Brief Title 
Page No. Of PaSslFail 
Bidder's OR 
Proposal Maximum Points 

4s. 

46. 

47. 

48. 

49. 

50. 

51. 

52. 

53. 

54. 

55. 

56. 

51. 

Services Not ~~I%LE&Y Service Price hpwd 

a. Other Custom Calling Type Services (RFP ref. 8-42 a) 

b. 900/976 Sewices (RFP ref. 3-42 b) 

c. E n h a n d  Transmission Speed and Inlermpt Capability 

d. Video Relay (RFP ref. B-42d) 

(RFP ref. M Z  c) 

e. Speech to Speech Service ( W P  ref. B4Ze) 

f. Other Optional Fahires Not Included in Basic Relay 
(RFP Ref. B42f l  

Submission of Monthly Invoice (RFP ref. 8-44) 

Travel (RFP ref. 3-45) 

Reporting Requirements (RFP ref. B 4 )  

Liquidated Damages (RFP ref. B-47) 

Transfer to New Provider (RFP ref. B-48) 

Insurance (RFP ref. B-49) 

Public Entity Crimes (RFP ref. C-3) 

116- 

118- 

119- 

I 20- 

121- 

121- 

1 24- 

125- 

1 26- 

127- 

OptionaVO Points 

OptionaUO Points 

OptionaVO Points 

Optionall0 Points 

OptionaUO Points 

OptionaUO Points 

PIF 

PIF 

P/F 
PIF 

Pff 

Pff 
P/F 
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Check List 
I tem No. 

58. 

59. 

60. 

61. 

62. 

Initials of 
Bidder's Contact 
Person 

Brief Title 

Financial Information (RFP ref. C-4) 

Experience and customer references (RFP ref. C-5) 

Bid Security Deposit (RFP ref. C-6) 

Subcontractors (RFP ref. C-7) 

PRlCE PROPOSAL (W-P ref. Section D) Must be filed in a separate sealed envelope marked: 
"Sealed - To Be Opened Only By the FPSC Proposal Opening Officer" 

MAXIMUM TOTAL POlNTS 

Page No. Of 
Bidder's 
ProposIll 

127- 

128- 

131- 

132- 

133- 

Pasmail 
OR 

Maximum Points 

PIF 

200 

P/F 

PIF 

See  RFP Sec. D & E 
2 125 
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SECTION A - ADMINISTRATIVE REQUIREMENTS AND PROCEDURES 

A. 1. 

WSPONSE 

A. 2. 

RESPONSE 

r- 

Issuing Entity and Point of Contact 
This Request For Proposals (RFP) is issued by the Florida Public 
Service Commission (FPSC). The Commission's Proposals Review 
Committee (PRC) Chairman is the sole point of contact concerning this 
RFP and all communication must be made through the Proposals 
Review Committee Chairman, hdr, Richard Tudor. Moiled 
correspondence must be addressed lo Mr. Richard Tudor, c/o M, 
Blanca Bayo, Division of Records and Reporting, The Florida Public 
Service Commission, 2540 Shumard Oak B M ,  Tallahassee, FL 32399- 
0850 and should reference Docket No. 991222-TP. Facsimile 
correspondence can be directed to the PRC Chairman at (850) 413- 
6517. E-mail can be directed to the PRC Chairman at: 
rtudor@sc.stute$ us 

AT&T understands and accepts. 

Purpose 
This RFP is for the purpose of contracting for a Florida Relay Service 
(FM) System that meets the needs of the people of the state of Florida 
pursuant to the Telecommunications Access System Act of 1991 and 
which satis$es or exceeds the r e l y  system certi$cation requiremen fs  of 
the Federal Communications Commission under the Americans with 
Disabilities Act. Bidders mmt comply with the requirements of both 
laws. 

Section F is a copy of the annual report provided by the current relay 
provider concerning the Florida relay traJic for the month of June 
I998 through May 1999. It appears that there is an error in the report 
regarding total cull minutes. According&, for informational purposes, 
the billable minutes for Florida Rehy  Service for the months of June 
1998 through August 1999 are provided in Secfion G of this RFP. The 
Bidder assumes all responsibiliw for the accuracy of data from these 
reports and billable minute information in using them for bidding 
purposes. 

AT&T understands and accepts. 
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RESPONSE 

RESPONSE 

A. 3. 

A. 4. 

A, 5, 

RESPONSE 

Other Applicable LawdLegal Considerations 
This RFP and any resulting contract shall be governed by the lnvs of 
the Sfate of Florida. The bidders and Provider shall comply with 
applicable federal, state and local laws and regulations. 

The contract shall be construed according ro the laws of the Srate of 
Florida. Any legal proceedings against any party relating to or arising 
out of this RFP or any resulfani contract or contractual relation shall 
be brought in State of Florida administrative or judicial forums. Venue 
will be in Leon Counv, Florida. 

AT&T understands and accepts. 

Scope 
This RFP contains the instructions governing the proposal tu be 
submitted and the material to be included therein, rnandatmy 
administrative and operaf ional requirements which a bidder shall meet 
to be eligible for consideration, spec ftc instructions for proposal 
submission and evaluation criteria. 

AT&T understands and accepts. 

Certiflcafe of Publk Convenience and Necessity 
The provider shall have a Florida certqlcate of public convenience and 
necessity or oniy use for r e l q  service, telecommunications providers 
that have a Florida cerf@cafe of public convenience and necessity to 
provide local and intrastate interexchange sewice. The provider shall 
also have necessary FCC authority or only use for relay service, 
telecommunications providers that have necessary FCC authorig to 
provide interstate and international service. The FPSC reserves the 
right to require certification of any entity pursuant to this contract. 

AT&T understands and will comply. 

4 

By order of the Florida Public Service Commission dated December 16, 
1983, AT&T is certified and authorized to provide interexchange 
telecommunications services throughout the State of Florida. Also, 
AT&T is certified and authorized to provide alternative access vendor 
services in Florida. AT&T is also certified and authorized by the FCC 
to provide interstate and international relay services. 

Upon successful award of this contract to AT&T, AT&T will gladly 
provide copies of these certificates if requested. 
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A. 6. DeflnitiondAcrony ms 
The folhwing terms, when used in this RFP, have the meaning shown 
below: 

Abandoned calls - Culls reaching the reloy switch and 
terminated by the caller before a communications assistan[ 
answers regardless of the amount of time that has elapsed since 
the call reached the r e l q  switch. 

Adminhtrator - A corporation not for projt  incorporated 
pursuant to the provisions of chapter 61 7, F.S., and designuted 
by the Florida Public Service Commission lo administer the 
telecommunications relay service system and the distribution of 
specialized telecommunications devices. [s. 42 7.703 ( I ) ,  F. S. J 

Advisory Committee - A group created by 427.706, ES., and 
consisting of up to ten individuals named by fhe FPSC for the 
purposes described in Chapter 42 7, FS. 

Answer time - The point in the progression of inbound calls at 
the relay center when the communications assisfant is rea& io 
serve. 

Billable Minutes - For the purpose of culculating and 
rendering bills to {he Administrutor [S-427. ?04(2), F.S.3, 
billable minutes is the elapsed time between the time the 
incoming cull enters the FRS provider's r e l q  center switch and 
the completion of relqy service. Total session time shall be 
rounded to the nearest one-tenth of a minute or less per session 
and the time fir all call sessions shall be added together for ail 
incoming calls during the month to produce the total billable 
minutes per month. The total of billable minutes for the month 
shall be rounded io the nearest one-tenth of a minute. In a 
session which includes a mix of intrastate roll or local caIls and 
interstate or internarionul calls, the time msociated with the 
interstate or international calls shall not be included in the 
biIIable time for that call session. 

Blocked calls - Calls reaching the relay switch which do not 
terminate by ringing a communications assistant position. 

Communications Assistant (CA) - A person who relays 
conversation to and from users of a relay system, norma& 
converting the conversation between text and voice. The CA 
may also be a mechanized device that meets (he requirements 
described for the Florida Rein), Service. 
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h. 

-i 

j .  

k. 

I. 

m 

n. 

0, 

P. 

4. 

Deaf - Having u permanent hearing impairment and being 
unable to discriminate speech sounds in verbal communication, 
with or without the assistance of amplfication devices. 
[s.427.703(3), F.S.] 

Dud Sensory Impuired - Having both u permanent hearing 
impairment and a permanent visual impairment and includes 
deafilindness. [s, 42 7.703(4),F.S.] 

FPSC - Florida Public Service Commission 

FRS - Florida Relay Service 

General Assistance Calls - Incoming caIIs to the CA that are 
not associated with an outgoing relay call. Such calls may 
sometimes be to provide information about using relay or other 
vpes of calls that would normally be handled by cwlomer 
service. 

Hard of Hearing - Having a permanent hearing impairment 
which is severe enough to necessitate the use of ampl@cution 
devices to discriminate speech sounds in verbal communication 
is. 42 7.703(5), F. S. J 

Hearing Impaired or Hearing Disabled - Being deaf or hard 
of hearing and includes being dual sensory impaired 
[s. 42 7.703(6), F.S.] 

Hearing Carryover - A feature that enables a user with a 
speech disabilip to utilize his useable hearing for direct 
recepiion of voice communications and io use the Flps CA for 
conversion of the user’s communications@om TDD to voice. 

Incoming Call - An incorning call refers to the portion of the 
communications connection from ?he calling parry to the relay 
service center. An incoming TDD call is n call originated by a 
TDD user. An incoming telephone call is a call originated by a 
telephone user. An incoming call includes calls to (he relay 
service telephone number for completing a relay call as well as 
general assistance calls. 

Minor IrreguhriQ - A variation porn the request for proposal 
terms and conditions which does no1 aflect the price of the 
proposal, does not give the bidder a significant advanrage of 
benefir not enjoyed by other bidders, or does not adversely 
impact the interests of the agency. 

4 
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r. Outgoing Cnll - An outgoing call refers to the portion of the 
communications connection f ram the relay service center to the 
calledparg. An outgoing TDD call is a call to a TDU user. An 
outgoing telephone c d  is D call to a telephone user. 

s. Provider - The entity with whom the FPSC contracts to provide 
Florida Relay Service pursuant to ihis contract. 

t. PRC - Proposals Review Committee 

u. Speech Impaired or Speech Disabled - Having a permanent loss of 
verbal communication ability which prohibits normal usage of a 
standard telephone set, fs. 42 7.7O4(I 0). F.S. J 

v. STS or Speech to Speech - A service that enables a person with 
speech disabilities to use relay service with his own voice or voice 
synthesizer, rather than using a TDD, A specially trained CA 
Junctions us a human translator for people with speech disabilities 
who have trouble being understood on the telephone. The STS CA 
repeats the words of the speech disabled mer to the other parq on 
the call. 

RESPONSE 

w. Teiecommunicaths Device for the Deaf (TDD or TTW - A 
mechanism which is connected to a standard telephone line, 
operated by means of a keyboard, and used to transmit or receive 
signals through telephone lines. The term includes mechanisms 
equipped with sight assisting devices such LIS large print screen or 
braille printer and also includes computers. (s. 427.703(14). F.S.] 

x. User - Indudes either ihe caIling or calledpariy in a relay call. 

y. Video Relay - Video relay interpreting allows the caller, utilizing 
video conferencing facilities, to we sign language to communicate 
with the CA who voices the calI to the hearing person at the 
receiving end, 

t Voice Curryover - A feature that enables a user with a hearing 
disabiliv la utilize his useabie speech far direct expression of voice 
communications and to use the F M  operator for conversion of the 
other user's communications from voice to TDD. 

AT&T understands and accepts. 
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RESPONSE 

RESPONSE 

A. 7. 

A. 8. 

A. 9. 

RESPONSE 

Key Dares 
(The following dates are targets, the FPSC reserves the right to 
change the dates.) 

Release RFP ......................................................................... W b e r  7. 1999 

.............................................................. Bidders'ConferePrce &Qkdu2z 

Deliver Final Questions 
r About RFP to PRC Chairmun .......... 3:00-- 

TECHNICAL AND PRICE PROPOSAL 
DUE DATE & TIME ........................ 3 : M r r m w n  T k  N o v d e r  IO. 1999 

........................ Recommendation Presentation to the FPSC.. - 
................................................................... huadum Letter of Intent 

Performance Bond Que .......................................... &n executiw of c a  

Begin Service ............................................................................. LudLWQ 

AT&T understands and accepts. 

Questions Concerning RFP 
Prior io or ajer the bidders' conference, potential bidders may submit, 
in writing, questions regarding the RFP. To the extent practical, such 
questions concerning the RFP will be responded to at the bidders 
conference. Questions Fled after the bidders' conference will Be 
responded to in writing to known potential bidders, if time permits. AI! 
questions should be received by the PRC Chairman by 3.40 p.m. 
Eastern Time, October 25, 1999. 

AT&T understands and accepts. 

Amendments or Supplement3 to RFP 
In the event that ii becomes necessary to revise or darify any part of 
this RFP, an amendment or supplement will be provided lo each bidder 
of record receiving the original RFP. 

AT&T understands and accepts. 
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RESPONSE 

F 
RESPONSE 

RESPONSE 

RESPONSE 

A. 10. Restrictions on Communications 
From the issue date of this RFP until a provider is selected, Bidders are 
not to communicate with any FPSC Commissioner or sfafmember or 
Advisory Committee member regarding this RFP except for: a) written 
correspondence to orfrom the PRC Chairman or b) oral discussions af 
the bidders conference or at an oral interview or site visit. For 
violation of this provision, the FPSC reserves the right io reject the 
proposal. 

AT&T understands and will comply. 

A, 11. Bidders’ Conference 
A public bidders’ conference in connection w.,k this RFP will be he 
on October I 4  1999. The conference will be at 9:30 AM in Room 152 
of the Emley Building, 407s Esplanade Way, Tallahassee, FL. Tke 
FPSC will transcribe the proceedings of the bidders’ conference An 
overview of the RFP will be presented Written questions submitted in 
compliance with Paragraph A.8. above will be addressed. In addition, 
the PRC will make every attempt to respond to questionsfram the floor; 
however, depending on the question asked, a complete response may 
have to Be deferred until after the conference 

AT&T understands and accepts. 

A. 12. Modifleatiom, Withdrawals, and Lafe Proposak 
Proposals may only be rnod$ed or withdram by the bidder up to the 
establishedjling dare and time. It is the responsibility of rhe bidder to 
ensure that the proposal is received by the Division of Records and 
Reporting on or before the proposal due date and rime. Both fecknical 
and price proposals must be filed by November IO. 1999. at 3.40 prn 
eastern time. me m o m  will not be 

AT&T understands and accepts. 

B. 13. Bidding Costs. 
Neither the FPSC nor the FRS system is liable for any CQS~S incurred by 
a bidder in conjunction with development of its bid, 

AT&T understands and accepts. 
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RESPONSE 

RESPONSE 

RESPONSE 

RESPONSE 

4 
A. I4.  Rejection of Proposals, Correction of Errors 

The PRC Chairman and FPSC reserve the right to reject any or all 
proposals. The PRC Chairman and the FPSC also reserve the right to 
accept proposals despite minor irregularities and to allow a bidder to 
correct such minor irregularities. 

AT&T understands and accepts. 

A. 15. Technical and Price propods  will each be made available to the 
general public within ten (IO)  days after each is opened The price 
proposals will not be opened until afrer [he technical proposals are 
evaluated The FPSC may issue press releases or public 
announcements concerning filedproposals or the bid process. 

AT&T understands and accepts. 

A. I d .  Protests 
Failure io fire a protest of either the RFP UT the letter of intent within 
the time prescribed in subsection 120.57(3), Florida Statutes, shall 
constitute a waiver of proceedings under Chapter 120, Florida Statutes. 

AT&T understands and accepts. 
4 

A. 17. Letter of Int@tt~oti@lccaiion to Bidders 
Upon selection of a potential provider by the Commission, the 
Commission will issue a letter of intent to the potential provider. The 
letter of intent is the point of enby to protest the award pursuant io 
Section f20.57(3), F.S. A contract shall be completed and signed by all 
parties concerned within thirg (30) dqys of mailing the letter of inrent. 
If this date is not met, through no fault of the F P X ,  the FPSC may 
elect 10 cancel the letter of intent and make the award to another 
bidder. All bidders will receive a copy of the letter of intent by certified 
mail, return receipt requested 

AT&T understands and accepts. 
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A. 18. Award of Contract 
The FPSC shall award the contract to the bidder whose proposal is the 
most advantageous to the state, taking into account the following 
considerations in Section 42 7.704(3) (a), Florida Statutes: 

RESPONSE 

n 

RESPONSE 

a. 

b. 

C. 

d. 

e. 

J 

g- 

h. 

The appropriateness and accessibility of the proposed 
telecommunications r e I q  service for the citizens of the state, 
including persons who are hearing impaired or speech 
impaired; 

The overall quuliw of the proposed telecommunications relay 
system; 

The charges for the proposed telecommunications relay service 
system; 

The ability and qualQications of the bidder to provide the 
proposed telecommunications relay service system as outlined 
in the RFP; 

Any proposed service enhancements and technological 
enhancements which improve service with0 ut s ign$cantly 
increasing casi; 

Any proposed inclusion of provision of assistance ro deaf 
persons with special needs to access the basic 
telecommunications system; 

The ability fa meet the proposed commencement date fur the 
FRY; 

Al l  other factors listed in the RFP. 

AT&T understands and accepts. 

A. 19. Award Without Discussion 
T3re FPSC reserves the right t~ make an award without discussion of 
proposaIs with the bidder. Therefore, it is important thar each 
technical and price propma/ be submitted in the mosl complete, 
understandable and accurate manner possible. 

AT&T understands and accepts. 
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A. 20. 

RESPONSE 

A. 21 

RESPONSE 

A. 22 

d 
Oral IntemiewdSite Visi#Wri#en Data Request 
Bidders may be asked to participate in oral intewiews, respond to a 
written data requesr, make their facilities available for a sire inspection 
by the PRC or make their financial records muitable for FPSC audit. 
Such interviews, site visits andor audits will be at the bidder's expense 
except that the PRC will pay for its own expenses (lransportation, 
meals, housing, etc.) Bidders should come to oral interviews prepared 
to answer the PRC's questions and the bidder's primary contact person 
(person signing the letter of transmittal accompanying ihe RFP or his 
designee) shall be present at a/! meetings with the PRC or FPSC. 

AT&T understands and accepts. 

Contract Dacsunent 
The success&! bidder will be required to sign a conpact which will 
include the following elements: 

a. The RFP, 

b. The bidder's Proposal in response to the RFP, 

c. A document identifying any modifjcations or clarlfications 
to the proposal and identrfying optional items contained in 
the proposal and desired by the FPSC to be included in the 
FRS. 

A f l  of the above items together will constitute a complete iniriuf 
contract that will be approved by the FPSC's Execufive Director on 
behayof the FPSC. 

AT&T understands and will comply, provided that any subsection (c) 
document be approved and executed by the bidder before constituting 
part of the contract. 

Limited Liabiiig 
To the exteni provided for in Florida Statute 427.707, the FPSC, its 
Advisory Committee and PRC assume no liability with respect to the 
RFP, proposals or any matters related thereto unless there is malicious 
purpose or wanton and wi&d disregard of human rights, safeq or 
property in the establishment, participufion in or operation of the 
telecommunications r e l q  service. 

Florida November IO, 1999 Page 20 

4 



To the fullest extent permitted by law, all prospective service providers 
and their assigns or successors by their participation in the RFP 
process, shali indemni5, saw and hold the FPSC and its employees 
and agents, including the Advisory Committee and PRC, free and 
harmless from all suits, cawes of action, debts, rights, judgements, 
claims, demands, accounts, damages, costs, losses and expenses of 
whatsoever kind in law or equity, known and unknown, foreseen and 
unforeseen, arisingfrom or out of the RFP andor any subsequent acis 
related thereto, including but not limited to the recommendation of a 
bidder lo the FPSC and any action brought by an unsuccessful bidder. 

RESPONSE AT&T takes exception to the requirement that it indemnify FPSC and 
its employees and agents from all claims arising out of the RFP. AT&T 
will agree to indemnify FPSC for any third party claims related to any 
breach of AT&T's contractual commitments pursuant to an award of 
the WP. AT&T's liability for any failure or breach of this contract shall 
be limited to direct, proven damages. AT&T disclaims liability for any 
indirect, consequential, loss of profit, punitive or special damages. With 
respect to contractual events for which liquidated damages are set forth 
in RFP section B.47, the FPSC's sole remedy shall be the liquidated 
damages provided for and agreed to by AT&T. 

A. 23. Disclaimer 
AI1 information contained in the RFP, including my amendments and 
supplements thereto, reflects the best and most accurate infirmution 
available to the FPSC at the time of the RFP preparation. No 
inaccuracies in such information shall constitute a basis for change of 
the paymennrs fo the provider nor a basis for legal recovey of damages, 
either actual, consequential, or punitive. 

RESPONSE AT&T understands and accepts. 

A. 24. Cancellarion/Availabiliry of Funds 
The FPSC shall have rhe right to unilaterally cancel, terminate, or 
suspend any ensuing contract, in whole or in part, by giving the 
Provider six@ (60) days written norice by certMed mail. Jfa breach of 
the contract by the Provider occurs, the FPSC may, by written notice to 
the Provider, terminate ihe contract upon 24 hours notice. Said notice 
shall be delivered by certified mail, return receipt requested, or in 
person with proof of delivety. The provisions herein do not limii [he 
FPSC'S right io remedies at law or fo damages. 
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During the life of the contract, should funds become unavailable to 
support the telecommunications relay service system, the FPSC 
reserves the right to discontinue the service for a period of lime, to 
adjust service speczfxations, or to discontinue the provision of certain 
services in order to reduce costs. 

RESPONSE 

RESPONSE 

RESPONSE 

AT&T understands and will comply subject to an entitlement to recover 
from FPSC any costs incurred by AT&T which are non-recoverable in 
the event of FPSC’s termination without cause. 

E. 25. Public Bidder Meetings and Propriefary/Con fcdential In formation 
Written requests for confidentiality shall be considered by the FPSC as 
described in Chapter 364.183, FS. Rule 25-22.006, F.A.C., should be 
followed in making LI request. 

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

All material submitted regarding this RFP becomes the property of the 
FPSC and subject to Chapter 119, F.S. (Public Records Law). The 
PRC reserves the right to use any or all informution/marerial presented 
in reply to the RFP, subject to any confidentialill, granted via Chapter 
364, F.S. Disqualijcation of a bidder does not eliminate this right. 

AT&T understands and accepts. 

A. 26. Non-Collusion 
By submitting a proposal, the bidder a$?rms that the proposed bid price 
has been arrived at independently without collusion, consultation OT 

communication with any other bidder or competitor, that the said bid 
price was not disclosed by the bidder prior rojIing with the FPSC, and 
that no attempt was made by the bidder to induce any other person, 
partnership or corporation to submit or not submit a proposal. 

AT&T understands and accepts. 

4 
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RESPONSE 

RESPONSE 

/- 

A. 27. 

A. 28 

A. 29 

RESPONSE 

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

AT&T understands and accepts. 

Conflict of Interest 
The award hereunder is subject to ihe provisions of Chapter 112, 
Florida Statutes (Public Oflcers and Employees). All bidders shall 
disclose with their bid the name of any oflcer, direcior, or agent who is 
also an employee of the state of Florida, or any of its agencies. Further, 
all bidders shall disclose the name of any state employee who owns, 
directly or indirectly, an interest offrve percent or more in the bidder’s 
Jrrn or any of its branches. 

AT&T does not have any conflict of interest. There are no officers, 
directors, agents or other AT&T employees who are also employees of 
the state of Florida. There are no Florida state employees who own 
directly or indirectly an interest of five (5) percent or more in AT&T or 
any of is branches. 

Minoriw Business 
I f  is the p o k y  of the Commission $0 encourage participation by 
minority business companies (m defined in s. 287.012, F. S.) in 
Commission contracts. If two identical biddproposals to an invitation 
for bids or request for proposals are received and one response is from 
a minority owned company, !he Commission shalf enter into a contract 
with the minority owned company, If applicable, the bidder should 
include in its proposal evidence that it qualifies for the deftnition of a 
minority business 

AT&T understands and accepts. 

Appendix A contains the booklet, BT&T 2998 Supplier Di vwsQ 
which outlines and describes AT&T’s commitment to 

SuppIier Diversity - including Minority-owned Business Enterprises 
(MBE). 
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SECTION B - THE SERVICE TO BE PROVIDED 

B. 3 

RESPONSE 

With falent, 
teamwork, and 
tireless optimism 
serving as our 
constants - 
comple!ion of the 
new AT&T 
Florida Relay 
Center will remain 
on schedule. 

Commencement Date 
Tke commencement date for the service is June I ,  2000. Bidders shall 
provide a work schedule showing how they can meet that deadline and 
shall provide a statement that they can provide the complete service by 
that date. 

AT&T has read and will comply. 

AT&T will commence service on June I ,  2000. Once awarded the TRS 
contract, AT&T will engage in a detail transition plan with the 
incumbent Florida provider (MCI). A “Transition /Implementation 
Kick-off” meeting will be held with all stakeholders. Topics will 
include, but will not be limited to, specifics such as cutover dates and 
special facilities access. It will also cover the variation between 
incumbent’s TRS and AT&T’s TRS. This would allow the FPSC a 
“change-awareness” (e.g. new features, services, phrases available from 
AT&T) and would allow AT&T and the FPSC to proactively notify 
end-users through web sites, mailers, or other means. 

AT&T has participated in numerous State TRS transitions, as both the 
incumbent provider and new contractor. We recognize the nuances of 
each. As the contract is awarded, a dedicated project manager will be 
assigned the responsibility of building the proper implementation 
teams, which ultimately guarantees that no Florida TRS users will be 
impacted during the transition. 

The proposed work schedule for implementing service on June I ,  2000 
follows. AT&T may modify this schedule to accomplish the 
implementation of service. 
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d 
Timeline 

Award of Service 

Identify real estate for Florida center. Publicly 
advertise CA positions and initiate recruitment 
process using deaf organizations and other relay 
advocates. 

January 1 1,2000 

January 15,2000 

Begin writing training addendums for training and 
Methods & Procedures 

February 1,2000 

Initiate call to incumbent provider. Begin 
establishing communications with key advocates 
and state customers. Begin construction of Florida 
Relay Center. 

Initiate network orders for access. 

March 15,2000 

April 10,2000 

Initiate orders for Carrier of Choice access. Initiate 
marketing plans for Florida TRS: press releases 
and Media resources to community organizations 

April 17,2000 

Distribute all training documents to Trainers and 
FL Center Management Team 

Training of CA’s begins. (2 classes a day for four 
weeks) 

Complete installation of network access 

Complete installation of Carrier of Choice access. 
Continue training CA’s in Florida Center. Send 
letters, articles, and press releases to Relay users 
and organizations educating relay users and 
introducing AT&T Relay Service and notices of 
any service changes 

Complete checklist and walk-through with the 
FPSC officials. Pre-opening celebration. 

May 1,2000 

May 8,2000 

May 15,2000 

May 17,2000 

May 25,2000 

4 

Begin handling Florida TRS traffic from 
incumbent provider into AT&T Florida call center 

June 1,2000 
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B. 4 Term of Contract 
Service shall begin on June 1, 2000. The term of the contract will be an 
initial three year period. Upon mutual agreement between the FPSC 
and the provider, the conirmt may aIlaw for the term to be extended for 
up to two additional one year periods. By June I ,  2002, and June I ,  
2003, the provider should notifL the Florida Public Service Commission 
of its desire to extend for an additional year. 

crr 

RESPONSE 

RESPONSE 

AT&T has read and understands. 

3 . 5  Access Numbers 
There shall be a single access number for TDD users, a single uccess 
number for voice users, a single access number for ASCII users, and a 
single access number far Spanish users. TDD access shall be by using 
[he number 800-955-8771, voice access shall be by using the number 
800-95s-8770, and ASCII access shaI2 be by using the number 800-955- 
1339. The provider shaI1 secure a toll )ee telephone number for 
Spanish access. The provider must request FPSC authority to use 
additional numbers for relay access (e.g., STS, other foreign languages, 
ere.). If a caller calls the wrong access number, the system shall 
process the call without requiring ihe caller to redial. 

AT&T understands and will comply. 

AT&T concurs with the FPSC’s suggestion to provide a separate 
number for TDD, Voice, ASCII and Spanish users. This access method 
is the best alternative for quick and accurate TRS connectivity. The toll 
free number currently in use for the Florida Relay Service will be 
transitioned to AT&T seamlessly, as toll free numbers are fully portable 
between Inter-Exchange Carriers (IXCs). Florida Relay users may also 
use (with the FPSC’s authority) AT&T’s nationwide numbers for 
Telebraille, Speech-to-Speech, and Spanish- to-Spanish relay as follows: 

Tele braille: 1-800-855-2883 
TTY Spanish: I-800-855-2884 
Voice Spanish: 1-800-855-2885 
ASCII Spanish: 1-800-855-2886 
Speech-to-Speech: 1-800-229-5746 

Specialized toll-free numbers for Spanish language customers allow 
AT&T to promptly provide specially-trained CAS for call processing. 
Similarly, a direct toll-free line for Telebraille users decreases the call 
set-up time. Also, when necessary, emergency calls can be responded 
to more efficiently. 
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4 
With AT&T’s Relay ChoiceSM Profile, customers will be able to request 
that their choice of connect mode be automatically selected whenever 
they call the Florida Relay Service. 

This will provide customers with an even more efficient and speedy 
connection for their calf. Thus, Baudot users will be promptly 
connected using the Baudot protocol without the brief delay required to 
check for ASCII protocol. Users requiring VCO, EICO, and similar 
services will be able to include this in their Relay Choices“ Profile and 
will thereby be connected and provided the service without having to 
ask with each call. Relay ChoiceSM Profile is keyed to the user’s ANI. 

In the event that a Florida Relay Service user calls the wrong access 
number, CAS using AT&T’s technology will be able to complete the 
call without requiring the caller to redial. 

B. 6 

RESPONSE 

Locution of Relay Center 
The provider skull be required to locate a relay center in the State of 
Fhridu. A minimum of 80 percent of Florida relay m f l c  shall be 
handled by the FIorida located center except when emergency 
conditions exist at the Florida center. Emergency conditions that would 
just& handling what is normally Florida h-aflc outside the state would 
include situations such as natural disasters, bomb threat, etc. and 
would nor include traflc spikes. 

Notwithstanding the above requirement, during the m o n f h  of June, 
July and August, 2000, the provider may h d l e  all Florida relay pa& 
using out-of-state relay centers. Tke 80% minimum Florida traflc 
handled out of a Florida center must Be me? beginning with the month 
of September, 2000. 

AT&T understands and will comply. 

AT&T will handle at least 80% of Florida traffic in a relay center 
located within the state of Florida. 

AT&T has utilized Florida Department of Labor’s employment 
statistics, as well as its own employment professionals, to determine a 
number of areas that provide a sizeable pool of potential employees, A 
professional real estate search firm has been engaged to locate suitable 
space in several markets including Lakeland, in Polk County and Fort 
Pierce in St. Lucie County. Additional searches have been conducted in 
the Orlando and Jacksonville areas. The initial search has turned up 
several excellent facilities of 20,000 square feet or more located within 
these prime employment markets. 
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Florida 

AT&T will provide a new relay center environment that is customized 
to the needs of the residents of the state and tailored to the human needs 
of the relay center employees. At least 80% of Florida traffic will be 
handled in this new center except in the event of emergency conditions. 
See Section B.26 for details on Emergency Operations and 
Unintermptible Power. 

As AT&T narrows its choice of locations within Florida, the state can 
be assured of realizing the benefits of AT&T’s long history of success 
in building, staffing, and operating world-class call centers. 

A mockup organizational chart for the Florida Relay Center follows. 
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............................................................................................................................ 
FLORIDA RELAY CENTER 

I : Dlstrlct Manager 
...................................... 

...... .... ...... 
.... f'.,. ...... 

On-Site 
Technical 
Systems 

Administ rator 

I Resource Manager] 

Resource Manager 

40+ CAS 1 ................................ . 

1 Resource Manager I 

AT&T 
TRS 

Technical 
Develo pment/Support 

21 Members 
(See org. chart for 

section B.29 
4 
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E. 7 Avaiiabii@v of System to Users 
The service shall be designed to relay local, intrastate toll and 
inferstate and international culls that originate or terminate in Florida. 
Relay service shall be available 24 hours per day every day of the year. 
No restrictions shall be placed on the length or number of calls placed 
by customers through the relay center. 

RESPONSE AT&T understands and will compIy. 

The Florida Relay Service will be available at all times (24 hours a day, 
seven days a week, 52 weeks a year.) Callers will be able to request a 
local, intrastate toll, interstate, or international relay call. The Florida 
Relay Service will process calls that originate or terminate in Florida. 

B. 8 Minlmurn CA Qualbjicationflesting 
The provider shall adequately supervise and train its employees io 
alwuys be courteous, considerate and eflcient in their contact and 
dealings with its customers and the public in general. and shall make 
checks from lime to time to ensure that cowieous service aciually is 
being rendered 

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

a. Basic skills in English grammar. 
b. A minimum typing speed of 55 words per minute. 
c. Minimum spelling skills suflcient to quickly and easily 

spell words comparable io a beginning c d e g e  level 
conversation. 

d. An understanding of characteristics of limited written 
English and American Sign Language (ASL) as it may be 
reflected in the written language of TDD users. 

e. Deaf culture. 
J Ethics, e.g. how a CA deals wirh situations he may 

encounter 
g. Con$dentiuiity. 
h. CIariW of speech. 

Any person who has not passed this examination shall not be utilized as 
a CA. CAS shall be retested at least annually, 
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RESPONSE 

Everyone who is 
employed by 
AT& T Relay 
Services arrives 
with a &gree or 
formal training - 
most from 
prestigious 
learning 
insiifufions. We 
provide them with 
continual 
training, but fhelr 
most valuable 
assets forever 
remain the 
lessons lve has 
taught them 

AT&T understands and will comply. 

AT&T understands that relay customers want competent, courteous, 
considerate and efficient CAS relaying their calls. AT&Ts management 
design provides for effective supervision and training of employees, 
incorporating a system of service checks to ensure professional and 
quality service is always received. 

AT&T has in place a rigorous, unbiased testing process that will assess 
a CA’s skills in meeting the necessary proficiency requirements. 

To qualify for employment, a prospective CA is required to pass a 
battery of tests. These tests cover numerous topics such as basic skills 
in English grammar, vocabulary, spelling, reading comprehension, 
mathematics, the ability to follow directions, customer service and 
typing. These tests are designed for college level conversation. They 
ensure that prospective CAS will be capable of handling a variety of call 
types ranging from conversations between small children to those 
which include professionals, such as doctors, lawyers and engineers. 

Before becoming a Florida Relay Service Communications Assistant, 
applicants are required to meet our qualifications on the following tests 
(AT&T strictly adheres to test standards): 

4 
a) English grammar - General Comprehension and Ability Screen - 

Tests English grammar, reading accuracy, following directions, 
drawing relationships and number grouping. 

b) Typing a minimum of 55 correct words per minute - AT&T’s 
typing test for employment as a CA in our relay centers requires 
applicants to successfully type at a minimum of 55  words per 
minute using an audio-typing test. Only those applicants that can 
demonstrate 55  accurate words per minute typed will be 
considered for employment by the Florida Relay Service. Average 
fyping speed in A T& T Relay Centers is 85 wor& per minute. 

c) Spelling skills - Spelling Test - Screens the applicant‘s spelling 
skills including knowledge of spelling rules and principles. The 
applicants must demonstrate the ability to quickly, easily and 
accurately spell words comparable to a beginning college level 
conversation. 

d) Customer Service - Screens the applicant’s ability to respond to a 
variety of customer contact situations including diffusing an irate 
customer, providing assistance, and trouble-shooting. The applicant 
is assessed on ability to problem-solve, to display a courteous and 
professional manner and ability to escalate issues. 
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Florida 

Any person who does not meet and pass these entrance examinations 
will not be invited to a joblsite visit. 

The prospective CA is then required to have a job/site visit and meet 
with center management. The job/site visit serves as an interview to 
determine if the individual possesses additional attributes that would 
serve well as a Communication Assistant. Once the prospective CA has 
passed all employment tests, completed the job visit and has been 
deemed a “good match” for the position of Communication Assistant, 
slhe must undergo AT&T’s extensive and comprehensive initial 
training for new hires. 

During Initial Training, CAS will be required to successfully pass 
written and hands on diagnostic assessments on the folIowing before 
relaying customer calls: 

ASL and Limited English - AT&T CAS are carefully trained to be 
able to understand deaf people who may be using limited English. 
The CAS are also instructed and trained on how to translate 
typewritten ASL into English and how to translate limited written 
English into correct English. 

Deaf Culture - The CA will be administered an assessment on 
their knowledge of deaf culture and would be obsewed and rated on 
sensitivity and ability to serve and interface with deaf and hard of 
hearing customers 

Ethics - CAS are administered an assessment on knowledge of 
rules and policies around our Code of Ethics. CAS must pass this 
assessment before relaying customer calls. CAS are assessed both in 
initial training and subsequent training, via role plays and exercises 
on how they would handle a variety of situations concerning ethics. 

Confidentiality - CAS are required to sign a personal pledge of 
both Confidentiality and Code of Ethics before relaying their first 
call. CAS are also tested on their knowledge of Confidentiality 
Standards. CAS must demonstrate the knowledge and ability to 
deliver confidentiaIity of service. 

Clarity of Speech - CAS are assessed on Clarity of Speech during 
initial and subsequent training A successful score is required before 
becoming a CA. 

New CAS must demonstrate their ability to perform the requirements 
above by successfully passing all written diagnostic and hands-on 
diagnostics. All CAS are retested at least annually to ensure skills are 
maintained at a level that meets AT&T high standards as well as the 
requirements for the Florida Relay Service. 

~ ~ 
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B. 9 

RESPONSE 

CA Training 
Each bidder shall demonspate in its proposal how ongoing CA training 
will be provided by including with its proposal an outline of a proposed 
CA training plm.  The provisions for CA Paining shall include, but not 
be limited to, an understunding of limited written English and ASL, deaf 
culture, nee& of hearing and speech disabled and dual sensory 
impaired users, ability to speak in a tone of voice consistent with the 
intent and mood of the conversution, operation of relay 
telecommunications equipment, how to handle hearing and voice 
carryover, ethics, corrfidentiality and other requirements of the 
Provider's operuting policies and procedures. Training shall include 
borh simulated and live on-line call handling. 

AT&T understands and will comply. 

AT&T recognizes the importance of providing training to ensure that 
the CA can effectively meet the specialized communications needs of 
users who are deaf, hard-of-hearing, late deafened and speech disabled. 
Our training program is grounded ' in lessons that teach and raise the 
CA's awareness of the needs of people with speech and hearing 
disabilities. AT&T's Core TRS Training Curriculum enhances the 
skills, training and development of all CAS. 

d 
AT&T TRS training programs are developed and delivered in 
partnership with deaf members of AT&T's staff, many of who are 
graduates from Gallaudet University and National Technical Institue for 
the Deaf (NTID). AT&T also partners with members of the deaf, hard- 
of-hearing and speech disabled communities to deliver cross-cultural 
training for our Communication Assistants. AT&T has partnered with 
several Deaf Cultured professionals (e.g. TDI) to ensure that our 
training is effective in providing webtrained CAS who can meet the 
needs of our relay customers. When CAS are hired, they first complete 
the curriculum for Initial Training Program. The first three weeks of 
training will focus on the following subjects: 

Orientation to Florida Relay Service 
Cross Cultural Training on the Needs of People with 
Disabilities including the Deaf, deaf, hard-of-hearing, 
deafhlind, and speech-disabled 
Technical Training - Operating Relay Equipment 
Attributes of a Quality Call 
Customer Service - Language and Etiquette 
Ergonomics 
Basic Relay Methods and Procedures 
American Sign Language ASUSyntax 
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Cross Cultural Training provides education and awareness of the needs 
of people who are deaf, deaflblind, hard of hearing or speech disabled. 
It also provides education on limited written English and ASL Syntax 
for interpretation per customer’s request. Additional ASL classes are 
provided on the job by trained ASL professionals. Ethics and 
Confidentiality training are also taught and reinforced at several points 
in initial and Continuation training. 

All Florida Relay Service CAS will undergo a set of diagnostic tests 
upon completion of any training. The tests are administered at both the 
final phase of the initial training and upon completing all the modules 
of Continuation Training. Diagnostics evaluate knowledge of methods 
and procedures, customer service and typing skill level. The test is a 
series of controlled call simulations and written tests. The diagnostic 
system evaluates the CA’s progress and frames a development plan to 
improve and strengthen performance, If opportunities for improvement 
are identified additional training time is made available. Examples of 
tools that would be used for a development plan include typing 
tutorials, classroom retraining, workshops, individual or peer coaching. 

Upon completion of the Initial and Continuation Training modules, 
AT&T CAS receive a considerable amount of on-going training. and 
development AT&T has a commitment of ensuring that each CA is 
given a minimum of forty (40) hours of formal training and 
development each year. This further exemplifies AT&T’s commitment 
to ensuring that our CAS are the most competent and well-trained in the 
industry. 

AT&T’s On-going Training and Development provides ample 
opportunities for training on new procedures or new equipment. Every 
training session is closed with simulated call exercises and written 
diagnostics, The training and development sessions are conducted in 
the classroom and at a CA workstation. Additionally, every CA along 
with hidher respective manager designs and develops a personal 
Performance Management portfolio that is used throughout the year as a 
reference for meeting individual performance metrics and for outlining 
performance improvement activities. One of the required elements of 
the individual Performance Management portfolio calls for regular side- 
by-side monitoring followed by immediate feedback and development.. 

An outline of the CA training plan follows. 
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4 
Overview of the CA Training Curriculum 

INITIAL Tk4INING FOR NEW CAS: 

Day 1: Orientation - Introduction to AT&T and Florida Relay 
Service. Includes intensive in the areas of Code of Conduct, Code of 
Ethics, and Confidentiality 

Day 2: Cross CuItural Training - Introduction of our relay users, 
ASL training and needs of individuals who are speechl hearing 
impaired. 

Day 3: Technical Training - Introduction to the operation of relay 
telecommunications equipment. 

Days 4 - 10: Basic Methods & Procedures - Training on the AT&T 
Core Methods which include but is not limited to: basic relay, cany 
over, billing records, emergency calls, alternate billed calls (i.e. collect, 
calling card, 3' number, etc.), voice and hearing carryover, answering 
machines, etc 

Day 11: Ergonomics - Introduction to how Communications 
Assistants can prevent injuries and physical stress on the job. 

Day 12: Customer Service Training - Focus on customer service, 
skills, language and etiquette, understanding the mandates of the ADA, 
the delivery of the attributes of a high quality call. 

4 

Day 13: ASL Syntax Style and Grammar - Introduction to ASL 
Syntax and how to translate ASL Syntax into standard spoken English. 

Day 14: CA Assessment Skills - Once the CA has completed the 
Initial Training, hdshe will take written and hands-on diagnostic tests 
to assess areas of development, hidher skill and knowledge of relay. 
The CA will have an opportunity to handle simulated and live calls with 
the trainers sitting next to himher for coaching purposes. After 
compIeting the diagnostics, it will be decided whether the CA would be 
qualified to handle live calls without the trainers' presence. 
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CONTINUATION TRAINING FOR NEW CAS: 

-AT&T’s Initial Training for new CAS is complimented by our 
structured continuation training modules which introduces a new relay 
call type or feature while reinforcing learnings addressed during the 
Initial Training period. The Continuation Training modules, which are 
scheduled weekly following successful completion of Initial Training, 
can be rearranged according to the individual needs of the CA. 

CT Module 1: Operator Senice for the Deaf 

CT Module 2: Coin Originated & Prepaid Cards 

CT Module 3: 2 Line VCO 

CT Module 4: OSD to Relay Switching 

CT Module 5: More on Card Billing 

CT Module 6: Single Line Answering Machines 

CT Module 7: More on Customer Service 

CT Module 8: Back End Automation 

CT Module 9: Emergency CaIh 

CT Module 10: Hands On and Written Diagnostics 
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4 
On-going Training - Upon completion of diagnostics a development 
plan is created with the input of the trainer, CA coach and manager. The 
plan identifies individual training needs and the tools that are available 
to the CA. Examples of on-going training and performance 
development tools are: 

Methods and Procedures Job Aids 

Training Tips on Attributes of a Quality Call including 
coaching on processing calls quickly and efficiently 

Monthly method and training coverages which 
highlight a specific call type or call attribute 

Typing Tutorials 

Ergonomics 

Diversity Training 

Alliance Classes 

Regular Customer Service Training package that 
highlights voice, tone, professionalism, and attitude and 
manner. Examples include but are not limited to: 

- Sound of Your Voice 
- Put Yourself in the Customer’s Shoes 
- Listening Skills 

ASL and Deaf Culture Subsequent Training 

Upgrades in Technology 

Continual emphasis on confidentiality 

4 

AT&T CAS are also encouraged and eligible to participate in additional 
training off the job. AT&T’s excellent Tuition Reimbursement Plan 
makes it very attractive for employees to continue with their formal 
education. 

AT&T meets the challenge for preparing its CAS to succeed and 
become successful. 
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B. IO 

EiESPONSE 

StaH Training 
All relw center staJf, including management, shall receive Puking in 
ASL, deaf culture, needs of hearing, speech and dual sensory impaired 
users, and ethics and confidentiaii@. Each proposal should include an 
outline of a staH truining plan indicating training topics and time 
frames as well as explaining how individuals or organizations (such as 
deaf service centers, state agencies, universities, e&,) representing the 
hearing and speech impaired communi@ would be used to assist with 
the training. 

AT&T understands and will comply. 

AT&T strongly believes that every manager and supervisor should be 
thoroughly familiar with the needs of the relay users as well as with 
general relay call processing. For this reason, we require every manager 
and supervisor to successfully complete the initial training curriculum. 
This includes both the technical modules as well as the Cross-Cultural 
modules that focus on ASL, Deaf Culture, Needs of the TDD user, 
Ethic and Confidentiality. The Cross Cultural Modules are delivered by 
AT&T Deaf managers most of whom are graduates of Gallaudet 
University or NTID. 

All TRS managers are also required to complete the Core Curriculum 
for Management Training. Items included in the Core Curriculum for 
Management Training include the following: 

Personal Development 
- Organizational Skills 
- Time Management 
- Financial Planning 
- Retirement Planning 

Employee Relations 

Methods and Procedures Refreshers 
- OneonOne 
- HandsOn 
- Lecture 

Forcing and Scheduling 

Attendance Administration 

Training Delivery 

Advance ASL Seminars and Certification 
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B. I1 

RESPONSE 

The core of AT&T's TRS staff training curriculum is provided on the 
job. The management training outlined, plus courses in employee 
relations, customer service and additional ASL training are planned for 
the next four to nine months on the relay assignment. Subsequent 
training is planned based on the developmental needs of the staff 
member. 

Counseling of CAS and stan 
Bidders are required to outline a counseling and support program that 
will help CAS and staf deal with the emotional aspects of relaying 
calls. Those providing this sfajfsupport shall have training in dealing 
with the emotional aspects of handling relay calk. However, in 
counseling sessions, the CA shall not give to the support person the 
names of callers involved. The counseling support system shall follow 
the ConJdentiality provisions of this RFP. 

AT&T understands and will comply. 

In each TRS center, there is a support system in place for 
Communications Assistants to deal with the emotional aspects of 
relaying calls. Communications Assistants have access to both 
professional internal and external counseling and support sewices. 

CAS do not give any support person or counselor the names of callers or 
any other confidential information. They adhere to AT&T's Pledge of 
Confidentiality. 

Internal Support 

. . Management trained in counseling, support and referral skills. 
Resource managers and supervisors am accessible 7 days a 
week, 24 hours a day. 
Accessibility to private huddle rooms designed specifically for 
private counseling sessions. 
External referrals to professional support services. 
Extensive training of managers on people with disabilities. 

. 

. . 
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External Counseling and Support Services 

Support from internal Employee Assistance Program, (EAP) or 
external counseling program. 

. Additional counseIing is also available to employees from 
Employee Assistance Program (EAP) for substance abuse, 
domestic situations, and any potential distressing situation that 
may have an impact on the performance of the Communications 
Assistant, 

Relay Service Counseling Process 

All Communications Assistants are informed by Resource Managers in 
training of the importance of abiding by the Codes of Confidentiality 
and Ethics. 

. If a situation of relaying an emotional call should interfere 
with the CA’s ability to effectively deliver a quality relay call, 
the CA should request support from the on-caf 1 supervisor. 

Another CA or a second supervisor who may be better able to 
handle the stress will take over the call. 

The CA is then referred to the Resource Manager. 

The Resource Manager will analyze the situation to determine 
if he/she can provide the support or refer the CA or employee 
to professional counseling. 

The following are specific actions taken to aid the employee: 

1. Resource Manager will talk through the situation, listen and provide 
the private place and time for the CA to work through the situation. 

2. The Resource Manager will then determine if a referral to a 
medical program is required. 

3.  If the services of a professional counselor are deemed necessary, a 
trained professional will meet with the CA immediately and talk 
through the issue privately. 
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4. All sessions and subsequent counseling activities are determined 
based on the specific case. 

5 .  All counseling activities and discussions are confidential, neither 
the center nor the staff is informed. 

6.  Employee Assistance Program counselors will then assess the 
ability of the CA to provide service. A recommendation is made 
to either return the CA to work, to provide the employee an 
additional leave of absence or recommend another solution. 

7. The employee will return to the center with or without counseling 
when helshe is assessed to be able to perform the work. 

B. I2 Procedures for Relaying Commrm&ations 
The system shall be designed to convey the full conlent of the 
communication. Unless requested otherwise by a user, the CA shall 
relay all calls according to the following procedures. 

a The method to be used in the system is for the CA to be identified by 
a number (not name) followed by ”M” if male and “F” #female. 
The provider shall establish a method which will allow 
identification of the CA in the event a complaint isj ikd or a user 
wanfs to praise the work of the CA. 

d 

RESPONSE AT&T understands and will comply. 

AT&T CAS are identified by four numerics, followed by an “M’(male) 
or “F” (female), for example, CA #1234F (for TTY calls). AT&T’s 
Relay 2000” platform automatically transmits the CA’s number and 
gender to TDD call originators. When the TDD user is the call receiver, 
the CA number and gender is transmitted via a preprogrammed key that 
is activated by one key action. The CAS are trained to verbally provide 
their CA number to all Voice users whether they are the originators or 
receivers of the relay call. 

Internally, AT&T uti I izes an easily accessed database to fac i 1 itate 
identification of a CA in the event that a complaint or commendation is 
filed. 
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RESPONSE 

RESPONSE n 

RESPONSE 

b. R e  system shall keep the user informed on the status of the call, 
such as dialing, ringing, busy, disconnecded or on hold throughour 
the call session. The system shall provide feedback lo callers on 
call status within 10 seconds a@er a caller has provided the number 
to call and continue to provide feedback until the call is answered. 

AT&T understands and will comply. 

Special keys on the CA workstation are programmed with various status 
messages (Le. dialing, ringing, busy, no answer, recorded message, etc.) 
enabling the CA to keep the customer informed on the status of their 
call, The status messages are sent by the CA through a simple one- 
touch activation of the appropriate key. The use of the specially 
programmed keys is covered during initial training and reinforced in 
Continuation and on-going training sessions. 

c. All users shall have the option of telling the CA what aspects of the 
call that he/she wilI handle. For example, the TDD user may voice 
the call (voice carryover), rather than have the CA do it or the 
caller may ask thal relay be explained as soon m someone answers 
the call. 

AT&T understands and will comply. 

AT&T believes that control of the relay call shall always remain with 
the users. Relay callers will have the option of telling the CA what 
aspects of the call slhe would like to handle, and AT&T will gladly 
comply. 

d When the call is Jrst answered and ai all times during [he 
conversation, the system shall vpe  to the TDD user or verbalize IO 
the non-TDD user verbatim what is said OT ryped unless the relay 
user spec ficuliy requests summarization. If the CA summarize$ the 
conversation, the CA shull inform both parties [hat she call is being 
summarized 

AT&T understands and will comply. 

AT&T CAS are trained to relay all calls verbatim unless the customer 
specifically requests summarization. When summarization has been 
requested, the CA will inform both the TTY user and the Voice 
customer. 
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e. When the CA is asked to explain relay to a user, the CA shall 
express the term “explaining relay” to fhe other user on the call to 
let them know what is happening rather than pansmitring all of the 
explanation. Tke CA shall not inform the telephone user that the 
TDD user is hearing or speech disabled unless the TDD user ash 
the CA to do so 

RESPONSE 

RESPONSE 

AT&T understands and will comply. 

Whenever it is necessary for the CA to provide an explanation of the 
relay service to the telephone user, the CA will utilize a programmed 
function key that transmits the message “(explaining relay)” to the TDD 
user. The CA will never inform the telephone user that the TDD user is 
hearing or speech disabled unless directed to do so by the TDD user. 

J: When speaking for the TDD user, the CA shall adopt a 
conversational tone of voice appropriate io fhe type of call being 
made and conveying the intent and mood of the message. The CA 
shall also indicate identgable emotions by typing those in 
parentheses, (e.g., he’s laughing, he’s crying). Any identifiable 
background noises shall be relayed io the TDD user in 
parentheses. The CA shall iden fib to the TDD user, if identifiable, 
the gender of voice wers when theyJrst come on the line. All of 
rke above should be done automatically unless the mer asks that it 
not be done. 

AT&T understands and will comply. 

CAS have been trained and prepared to appropriately convey the tone 
and emotion of the TDD user’s message to the phone user. 
Additionally, Communications Assistants shall, to the best of their 
abilities, convey to the TDD user the telephone user’s tone. Descriptive 
words shall be used to convey the tone (e.g., yelling, crying, loud, quiet, 
foreign accent, banging, slamming, or choking).Judgmental descriptions 
shall be avoided (e.g., angry, rude, disgusted, mad, or impatient). 

All pertinent background noises shall be relayed in parentheses unless 
indicated othewise by the TDD user. Customers who never want to 
have background noises relayed can choose this option as part of the 
Relay ChoiceSM Profile. The gender of the voice user will be identified 
to the TDD user. To facilitate the relaying of background noise to the 
TDD user, AT&T Relay 200OSm platform has programmed the most 
commonly heard noises which include but are not limited to: music, 
coughing, traffic noise, voices in background, doorbell, baby crying, 
etc. 
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RES P 0 N S E 

RESPONSE 

g. CAS shall indicate to the user, if known, if another person comes 
on {he line 

AT&T understands and will comply. 

To the extent possible, the CA will: identify to the TDD user if another 
person comes on the line and will provide the gender of that person. . 

k. All comments directed to either parq  by the CA or to the CA by 
either parq  shall be rdqed .  These comments shall be &ped in 
parentheses. However, comments between the CA and CI relay user 
at the beginning of a call which deal with billing information need 
not be relayed to the other user. 

AT&T understands and will comply. 

AT&T CAS will relay anything that is said, heard or typed. This 
includes any comments directed to either party by the CA or to the CA 
by either party. The CA will type these comments in parentheses. For 
example, if the CA asks the telephone user, “will you pay for a collect 
call from John,” the CA will type to the TDD user, for example: (ca 
here asking voice caller.. . will you pay for collect call from john 9). 

L The CA will stay on the line until both parties have terminated the 
call. 

RESPONSE AT&T understands and will comply. 

The CA will remain on the line until both parties have exchanged 
closing comments and good-byes. Even after the parties have 
terminated the call and the CA has left the line, call originator will still 
be able to access and reach a CA without having to hang up and redial 
the relay service. 

With the FPSC’s authorization, AT&T recommends extendin its 

Florida Relay users. This feature will detect if the caller has remained 
on the line or has hesitated to hang up. After 10 seconds, Back End 
AutomationSM will automatically connect the TDD user to the next 
available CA who will query the caller for further assistance. 

advanced Relay 2000SM feature called “Back End Automation s k  to 
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RESPONSE 

RESPONSE 

4 
A few of the benefits of this feature include, for example: 

( I )  Call originator can request additional information about the relay 
service, request additional assistance or place another call without 
having to redial 

(2) Faster call set up since caller’s original billing information and call 
preferences are immediately available 

This feature benefits the TDD caller who may decide at the last minute 
that another call is desired or additional information from the CA is 
needed and may not feel like dialing the relay service number again. By 
remaining on the line, the AT&T Relay 2000SM and the TDD caller will 
be returned to the next available CA without having to hang up, and 
redial the relay service. AT&T is the only relay provider who has this 
feature. 

k, CAS shall not counsel, advise, or interject personal opinions or 
additional information into any relay call. This also means the CAS 
shall not make any value judgement on the profaniq or obscenity or 
legality of any messages. Furthermore, the CAS shall not hold personai 
conversafions with anyone calling the system. 

AT&T understands and will comply, 

AT&T CAS have been trained not to counsel, advise or interject 
personal opinions or any additional information into any relay call as 
indicated in the FCC Guidelines, as well as, in AT&Ts Code of Ethics. 
Advice will not be offered after either of the relay parties disconnects 
or hangs up. Furthennore, CAS shall not hold any personal 
conversations with anyone calling Florida Relay Service even when 
prompted by customers except to extend a polite and concise response 
of “Thank You” if a relay user comments on a job well done. 

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

AT&T understands and will compIy. 

m For each incoming cull, the CA shall without delay make as many 
outgoing calls us requested by the caller. 
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RESPONSE 

RESPONSE 

RESPONSE 

AT&T understands and will comply. 

Customers of the Florida Relay Service wiIl be able to make unlimited 
calls and unlimited attempts to numbers that terminate to a busy signal 
or a "no answer" condition. There shall be no limit to the number or 
length of any call. 

n. Ifa mer requests that a CA of a specific gender be used, the system 
shall comply whenever possible. 

AT&T understands and wil1 comply. 

The Florida Relay Service shall have good representation of the male 
and female gender and will, upon request and whenever possible, 
comply with caller's request for a specific gender CA. 

Q. If a user requests that the same CA be used during the eniire 
conversation, the system shall comply whenever possible. 

AT&T understands and will comply. 

AT&T will make every effort to comply with users' request to have the 
same CA used during the entire conversation. There are, however, rare 
instances when this request may not be possible, for example, CAS that 
have completed their scheduled work tour. 

When a change in CAS i s  necessary, both callers will be notified and the 
number of the relief CA will be provide to both. With AT&T's Relay 
2000SM, the change is conducted in a seamless manner without any 
disruption or delay in the flow of the conversation. With the push of a 
single key, the AT&T Relay 2000SM will transfer the relay conversation 
to another CA intact with all billing information. 
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B. 13 

RESPONSE 

Inieracton with Answering Machines and Voice Response Units 
The bidder shall explain iLf and how messages will be ley? on ur 
repieved from answering machines and if and how interaction with 
voice response units will be accomplished. 

a. 

b. 

C. 

d.  

The b i d e r  should explain how any access code used to retrieve 
messages will be confidentially hundled 

The bidder should explain if and how messages will be retrieved 
from an answering machine if the originating par@ calling the 
relay center is at the same location as the answering machine. For 
example, if a person is at home and cannot retrieve his messages 
fiom his own answering machine, how will the relay center 
accomplish retrieving the message and relaying the information to 
the hearing impaired person when only m e  telephone line exists to 
the residence? 

The bidder should explain how charges for long distance relay calls 
will apply when multiple calls are necessary to complete leaving or 
retrieving a message on an answering machine or retrieving a 
message from a voice response unit. 

The bidder shoufd explain ifand how calls will Be handled in order 
for the caller to interact with voice response units. (e.g., “Press I 
to ... ’3. 

AT&T understands and will comply. 

More and more often, relay calls will terminate to a recorded message, 
an answering machine or a voice processing system. AT&T CAS have 
been thoroughly trained to process these calls competently and 
professionally. 
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RESPONSE Following are the procedures for a CA to leave a message on an 
answering machine or other voice processing systems: 

. 

The CA informs the caller that an answering machine has been 
reached and transmits to the caller the full content of the 
outgoing message. If the CA is not successful in retrieving and 
conveying the message, the CA will ask the caller if the caller 
wants the CA to try the call again. 

If the caller wants to leave a message, helshe must volunteer 
that information to the CA. The CA will not ask the user if 
helshe wants to leave a message since this would violate the CA 
Code of Ethics. 

The CA leaves the caller’s message either by voice or Tm. 

The CA confirms to the caller that the message has been left. 

The caller is only charged for one call regardless of the number 
of redials required to capture the full outgoing message andor 
to leave a message. 

AT&T CAS have been trained in procedures for retrieving messages 
from voice processing systems and then relaying the text message to 
the non-TTY user or voice message to the TTY user where the caller 
remains on the line. CA procedures include: 

. Notifying the caller that a voice processing system has been 
reached and relaying the complete outgoing message or 
informat ion 

= Securing the system access codes from the caller to complete 
call processing. The access code will only be available during 
the actual call processing and will ant be retained or saved by 
the CA or the relay equipment. 
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. Transmitting any additional prompts, messages, or information 

Completing the call as requested by the caller 

The caller will be charged for only one call (last call) 
regardless of the numkr of attempts in retrieving the 
messages in their entirety 

In addition, AT&T will provide a special service called Single Line 
Answering Machine (SLAM) which allows customers who have only 
one telephone line to call the Relay Center and request to have their 
messages retrieved and delivered from their answering machines 
without the need to remain on the line. The caller will only be billed 
one call regardless of the number of attempts needed ensure complete 
message retrieval. Key procedures for the SLAM service are outlined 
below: 

1. Customer at home calls Florida Relay Service and requests 
messages to be retrieved from home answering machine 

2. CA gets call details and asks caller to hang up and allow 
answering machine to pick up on call back. 

3. CA calls and retrieves messages and calls customer back and 
delivers a summary of messages. 

Regardless of the number of callbacks necessary to retrieve the 
complete outgoing message or to leave a message, customers will only 
be billed for one call anytime a relay call terminates to an answering 
machine or voice response system. 

AT&T is currently trialing a new proprietary product in the Rela 

enables CAS to more efficiently process and relay calls that terminate to 
answering machines, recorded messages or interactive voice processing 
systems by capturing the outgoing message and allowing the CA to pla 

significantly reduces the number of calls needed to retrieve messages on 
answering machines or to relay the prompts of voice processin 

because each message is automatically obliterated. 

200OSm platform called PlayBack DeviceSM or PBDSM. The PBD' 2 

it back at a more comfortable pace for relaying. The PBDS i 

systems. No record is kept of the messages captured on the PBD s i  

This feature will be fully deployed in each of AT&T Relay centers by 
1'' Quarter 2000 ensuring the feature will be available by the time 
Florida awards its bid. 

Florida 

. .. . 
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B. 14 L angrruges Served 
At all times, the provider shall make available CAS with {he capability 
to provide relay service to users who m e  either English, Spanish or 
ASL (American Sign Lanpuge) on their relay call. Translation from 
one language to another is not required 

RESPONSE 

RESPONSE 

AT&T understands and will comply. 

AT&T CAS are carefully trained to be abie to understand deaf people 
who may be use limited English during relay. The CAS are also 
instructed and trained on how to translate ASL syntax into English and 
how to translate limited written English into correct English. 

The needs of Spanish-speaking relay users are met with ATBtT's 
specially trained team of bilingual CAS. The bilingual CAS must 
successfully pass all entrance tests in English as are required non- 
bilingual CAS. The bilingual applicants are then given the Spanish 
proficiency assessment before they are hired and trained to relay calls in 
Spanish. While AT&T's team of bilingual CAS are specially trained to 
process and relay calls in Spanish, they are qualified and competent to 
also relay calls in English and ASL. 

B. 15 Additional Languages Served 
The provider will not be required lo serve languages other lhan 
English, Spanish, or ASL. However, additional evaIua?ion points may 
be given for proposals that include how the provider would handle 
relay calls using one or more additional languages (e.g. French, or 
Creole etc.). 

AT&T understands and will comply. 

When ATgLT is awarded the contract to be the relay provider in Florida, 
relay users who speak or use languages other than English, Spanish or 
ASL may request Language Line to assist them in any foreign language 
needs they have. 

Recently, AT&T sold AT&T Language Line, but we have contracted 
with the company to continue serving our customers. Language Line 
provides foreign language translation and assistance for over 260 
languages and dialects including Spanish, French, German, Polish, 
Japanese, as well as Thai, Korean, Swedish, and Chinese. 
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Relay callers may use Language Line to assist them in any foreign 
language needs they have. Language Line Service has a separate 
charge which is billed directly to the caller. The caller is notified 
upfront of the cost to use Language Line. 

Following are the procedures that would be used to complete a relay 
call with the assistance of Language Line: 

1 .  Caller reaches the Florida Relay Service via established toll free 
number 

2. Caller informs CA of need for language assistance and provides 
the number she wishes to call 

3 .  CA reaches Language Line and provides call details and 
language request 

4. Language Line establishes connection to the desired number 
and conveys message of distant party to CA 

5 .  CA will relay back and forth between the relay user and the 
Language Line attendant. 

B. I 6  

RESPONSE 

On each shfl the provider shall employ in the relay center at least one 
person who is highly knowledgeable of ASL in order to serve as an 
advisor/consultant to assist CAS in understanding the intent of 
messages and properly communicating the full content of 
communication. 

AT&T understands and will comply. 

d 

AT&T will provide to the Florida Relay Center persons who are highly 
knowledgeable of ASL. These employees will serve to advise, coach, 
and consult CAS on the intent of the relay customer’s message and how 
to effectively communicate the full content of ASL communications. 

Many of AT&T CAS and Managers have completed advanced classes in 
ASL and have received ASL certification in other centers; and it 
reasonable to expect the same passion for quality in Florida’s reiay 
center. 
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B. 17 Confidentialicy of Calls 
As required by sn427.7O4(1)(c), F A ,  all calls shall be totally 
confidential; no written or electronic script shall be kept beyond the 
duration of the call. CAS and supervisory personnel shall not reveal 
information about the content of any call and, except for the minimum 
necessary for billing, complaint processing, statistical reporting or 
training purposes mJivlher described in this RFP, shall not reveal any 
information about a call. CAS and supervisory personnel shall be 
required to sign u pledge of con$dentiality promising not to disclose ihe 
identiv of any callers (except far the reasons discussed in this section) 
or any information learned during the course of relaying calls, either 
during the period of employment as a CA or after termination of 
employment. 

a. 

b. 

C. 

d. 

When training new CAS by the method of sharing past experience, 
trainers shall not reveal any of the following information: 

i. 

ii. 

iii. 

names of (he parties to the call 

originating or terminating points of specific calls 

spec$cs of {he information conveyed 

CAS shall not discuris, even among themselves or their supervisors, 
any names or specifics of any relay call, except as necessary in 
instances of resolving complaints, bill processing, emergencies or 
for training purposes. CAS mqv discuss a general situation with 
which they need assistunce in order io clmifv how ro process a 
particular fype of relay call. CAS should be trained ro ask 
questions about procedures without revealing names or spec@ 
informution that will identrfL the caller. 

Watching or listening to actual calls by anyone other than the CA is 
prohibited except for training or monitoring purposes or other 
purposes spec9cally authorized by the Commission. FPSC sta8 
shall be permitted to observe iive calls for monitoring purposes but 
shall also comply with the conftdentialir’y provisions above. 

A copy of the Confidentiality Policy shall be provided to a user 
upon request and at no cost. 
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RESPONSE AT&T understands and will comply. 

AT&T understands that Florida Relay users expect the same level of 
confidentiality and convenience that is consistent with the obligations 
of common carrier operators. Confidentiality is crucial to the success of 
relay service and requires strict adherence. Florida Relay users must 
have confidence in their service and know their privacy is protected. 
The AT&T Relay 2000SM Platform provides an extra level of 
confidentiality. Relayed conversations are scrolled off the 
Communications Assistants’ screen and cannot be retrieved. 

The following policies and procedures are designed to ensure customer 
privacy: 

0 

AT&T does not maintain written or electronic scripts of any 
conversation. CA and TTY typing appears on the screen only 
during the conversation and is  automatically cleared when the 
conversation is terminated. The TRS system records the 
minimum information necessary for billing purposes only, 
Once the call is completed the billing information i s  sent to an 
off-site billing data repository and is no longer accessible to the 
CA. 

CA and supervisory personnel do not reveal any information 
about any call, including the fact that the call occurred. Only in 
the instances of resolving complaints or when a CA is having 
difficulty with a call, can the call be discussed. However it must 
be done without revealing the names, gender, ages or numbers 
of either party. 

CAS are required to adhere to the rules of confidentiality during 
all training sessions. Trainers are trained to present scenarios 
and procedures without revealing names or specifics about the 
callers. All CAS are then required to sign a Pledge of 
Confidentiality promising not to disclose the identity of any 
caller, fellow CA, or any information learned during the course 
of relay calls, This applies to all CAS during the period of 
employment and after termination of employment. A copy of 
the Confidentiality Policy is available to any user upon request 
and at no cost. (A copy of the Pledge of Confidentiality 
follows) 
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AT&T cooperates with fegitimate governmental investigations 
through AT&T Corporate Security which understands and 
applies the policies and procedures used to ensure customer 
privacy. 

A CA or supervisor who, after a thorough investigation, is 
found to have violated the confidentiality rules and regulations 
will either be terminated immediately or given a warning 
depending on the severity of the violation. In the event of a 
second occurrence the employee will be terminated 
immediately. 

All CAS and supervisory personnel must adhere to the AT&T 
Code of Ethics and will keep all communicated information 
strictly confidential. (A copy of the Code of Ethics follows.) 

All employees must adhere to additional company policies, 
practices, and instructions, as well as, legal and common sense 
standards that govern workplace conduct. (A copy of 
ATBrT’s Privacy of Communications and AT&T’s 
Common Bond foIlows.) 
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.. 	 . ..~ 

PLEDGE OF CONFIDENTIALITY 

I, the undersigned Communications Assistant for the AT&T 
Telecommunications Relay Service, do hereby recognize the serious and 
confidential nature of this position and therefore promise in all good faith 
and conscience to abide by the following guidelines: 

I. 	 Under no circumstances will I disclose to any individual the 

identity of any caller or information I may learn about the caller 

while relaying his/her messages. 


2. 	 Under no circumstances will I act upon any information I may 

learn while relaying. 


3. 	 Under no circumstances will I disclose to anyone the names, 

schedules, or personal information of any fellow 

Communications Assistant or supervisor working here at the 

AT&T Telecommunications Relay Service. 


4. 	 I will share upon request any information about the caller with 

persons who have a supervisory function over my work. 


5. 	 In the event of my resignation or termination of my employment, 

I will continue to hold in strictest of confidence all information 

related to the work I have performed as a Communications 

Assistant. 


Name (sign) _ ________ _____ 

Name (print) ______________ Date _ _ _ _ 
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CODE OF ETHICS 

1. 	 Communications Assistants will keep all call information strictly 
confidential. The exception to this if a call has to be transferred to 
another CA or the Support Desk/Supervisor. 

2. 	 Communications Assistants must never give out customers' 
telephone numbers. 

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

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

5. 	 Communications Assistants will not counsel, advise, or express 
personal opinions. The CA may be asked to describe the tone of 
voice of the Voice Party. 

6. 	 Communications Assistants, as employees of AT&T, will strive to 
maintain high professional standards in compliance with the Code 
of Ethics. 
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. , .Confidentiality Policy . 
Privacy of Communications 

Over the years, privacy of communications has been basic to AT&T's business, not only 
because it is required by law, but because the public has placed its trust in the integrity of 
AT&T's people and service. All AT&T customers have the right to expect and demand 
that their conversations are kept private. 

With the ever-increasing volume of data transmission over the network, this trust has 
taken on a special significance at AT&T. Today it is the responsibility of every AT&T 
employee to protect not only the privacy of conversations on the network, but also the 
/low of information in data form, that in the wrong hands could have serious economic or 
legal consequences for the parties involved. 

Our basic rules for privacy have not changed. Violating anyone of them could tarnish a 
reputation AT&T has worked hard to maintain over many years. The basic rules are: 

• 	 Don't tamper with or intrude upon any transmission, whether by voice, non-voice, 
or data. 

• 	 Don't listen to or repeat anyone else's conversation or communication, or permit 
them to be monitored or recorded except as required in the proper management of 
the business. 

• 	 Don't allow an unauthorized person to have access to any communication 
transmitted over AT&T facilities. This includes divulging information about who 
was speaking or what was spoken about, except as authorized by the customer or 
required in the proper management of the business. 

• 	 Don't install or permit installation of any device that will enable someone to listen 
to, observe, or realize that a communication has occurred, except as authorized by 
an official service or installation order in accordance with Company practices. 

• 	 Don't use information from any communication, or even the fact that a 
communication has occurred, for your personal benefit or for the benefit of others. 

• 	 Don't disclose information about customer billing arrangements, or the location of 
equipment, circuits, trunks, and cables to any unauthorized person. 

Contact the AT&T Corporate Security Organization if you believe that the privacy of any 
communication has been compromised, or if you receive a subpoena, court order, or any 
other type of request for information from anyone (including law enforcement and other 
government agencies) concerning any AT&T service. 
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. 

• OUR COMMON BOND 

We commit to these values to guide our decisions and behavior 

Respect For Individuals - We will treat each other with respect and dignity, valuing 
individual and cultural differences. We will communicate frequently and with candor, 
listening to each other regardless of level or position. Recognizing that exceptional quality 
begins with people, we will give individuals the authority to use their capabilities to the fullest 
to satisfy their customers. Our environment will support personal growth and continuous 
learning of all AT&T people. 

Dedication to Helping Customers - We will truly care for each customer. We will 
build enduring relationships by understanding and anticipating our customers' needs and by 
serving them better each time than the time before. AT&T customers can count on us to 
consistently deliver superior products an services that help them achieve their personal and 
business goals. 

Highest Standards of Integrity - We will be honest and ethical in all our business 
dealings, starting with how we treat each other. We will keep our promises and admit our 
mistakes. Our personal conduct will ensure that AT&T's name is always worthy of trust. 

Innovation - We will believe innovation is the engine that will keep us vital and growing. 
Our culture will embrace creativity, seek different perspectives and risk pursuing new 
opportunities. We will create and rapidly convert technology into products and services, 
constantly searching for new ways to make technology more useful to customers. 

Team work - We will encourage and reward both individual and team achievements. We 
will freely join with colleagues across organizational boundaries to advance the interest of 
customers and shareowners. Our team spirit will extend to being responsible and caring 
partners in the communities where we live and work. 

By living these values, AT&T will achieve a standard of excellence worldwide that will 
reward our shareowners, our customers, and all AT&T people. 

Signed ___---::--:-________ 
Name Date Manager 
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B. 18 

WSPONSE 

Voice and Hearing Carryover 
Provider shall provide both voice and hearing canyover upon request 
of the user, A TDD mer may request voice carryover (KO) which will 
allow hidher to speak directly to the telephone user and receive the 
message typed back on the TDD. Also, a TDD user may request 
hearing curryover (HCU) which will enable the TDD user ro directly 
hear what the telephone user is saying and Qpe back hislher message 
which will be spoken by the operator. 

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

The provider shall make provision for two persons who are hearing 
disabled to speak for (hemselves by means of voice carryover to voice 
carryover (VCO io VCO) and for two persons who are speech disabled 
to hear for themselves by means of hearing carryover io hearing 
carryover (HCO to HCO). 

AT&T understands and will comply. 

Florida relay users will have access to multiple Voice Carryover (KO) 
and Hearing Carryover (HCO) features with AT&T as the TRS 
provider. Both Carryover features and their enhancements are 
considered part of AT&T’s Basic Telecommunications Relay Semices. 

4 

TDD users can request to use Voice Carryover or Hearing Carryover in 
several ways: 

For example: 

(1 ) Typing “vco pls gar’ during call setup 
(2) Choosing VCO as a preference feature for the caller’s 

(3) Waiting until the CA is on line to request VCO 
Relay ChoiceSM Profile 

Callers who request VCO can elect to voice call details directly to the 
CA rather than typing them via the TDD. 

2 Line VCO Procedures: 

2 line VCO is a very popular call type which AT&T executes thousands 
of times every day. CAS are very experienced in handling this type of 
request. The procedures for handling this type of call follow: 
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2 Line VCO Request (TDD to Voice) 

1. 
2. 

3 .  

4. 

5. 

6.  

7. 

8. 

The TDD user 4 1 s  the Florida TDD relay number. 
The TDD user requests a 2 Line VCO call and provides the number 
to call which is an extension at the caller’s location. 
The CA dials the extension number. This number is called the 
“forward” number for billing purposes. 
TDD user answers extension number in voice mode. This is same 
customer on both Line 1 and Line 2. 
The called forward number will use three-way calling or the 
phone’s conference feature to dial another number. The CA relays 
information to the TDD user (Line 1) such as line ringing, line 
answered, in the usual way. 
No relay announcement, CA ID number or CA interaction takes 
place on the call. 
The CA will use MUTE button and will relay to the TDD user 
(Line 1 )  everything heard. 
The CA will advise the customer when the conferenced person has 
hung up and will be guided by the calIer’s instructions. 

2 Line VCO Request (Voice to TDD) 

1. 
2. 

3.  

4. 

5 .  

Call comes in to the TDD user’s voice line. 
TDD user answers line in Voice mode and asks the caller to hold 
for a moment. 
TDD will place the voice caller on HOLD, then using conference 
feature or three-way calling, dials the Florida Relay Service Voice 
number . 
The TDD user will voice instructions to the CA to call back on the 
user’s TDD line. 
TDD user answers line with TDD (typing) then conferences in the 
voice caller on the voice line. 

AT&T was the first relay provider to introduce Voice-to-Voicesm 
( V W >  as a feature of relay service. VTV This feature expands the 
VCO capability by allowing two hearing disabled individuals to voice 
their parts of a call while the CA types for both parties. VTV is ideal for 
two TDD users who can speak but who may not know how to type or 
may be physically unable to type. 

AT&T was the first relay provider to introduce HCO-to-HCO (HTH) as 
a feature of relay service. HTH expands the HCO capability by 
allowing two speech-disabled individuals to listen to the CA voice the 
other person’s conversation. 
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For additional enhancements to the “carryover” features, please refer to 
section 41, “Unsolicited Features in Basic Relay Service.” 

E, 19 Obscenity Directed al the Operator 
CAS do plot have to tolerate obscenity directed at them. A proposal 
should specifv how the provider will handle these situations. 

RESPONSE 

RESPONSE 

AT&T understands and will comply. 

AT&T CAS are not required to tolerate obscenity directed at them prior 
to, during, or after a relay call. CAS have been trained to attempt to 
direct the caller back to the processing of the relay call. If the 
obscenities continue in a manner that obstructs the CA from relaying 
the call in a quality manner, the CA will excuse the other party and will 
refer the customer causing the obscenities to the supervisor. The 
supervisor will take over the call and handle the situation appropriately. 
The situation will be documented and kept on file for future reference. 
In some cases, if we have a repeat offender, it will be reported to AT&T 
Corporate Security and the Florida Public Service Commission will also 
be notified of the situation. 

E, 20 Emergency Calls 
Alihough most of Florida is covered by 911 communication centers 
prepared to handle TDD c d s  directly, the bidder shall develop and 
follow a policy for handling and referring emergency calls. The policy 
mqy include procedures for referring callers to emergency services and 
numbers other than 9 I1. 

AT&T provides CAS with immediate and direct access to a database 
that contains emergency agency listings based on their Automatic 
Number Identification (ANI). If this number does not appear in the 
database it be necessary to contact Directory Assistance. Using the 
caller’s ANI, the CA can quickly secure the appropriate emergency 
agency listing and complete the relay call which allows for immediate 
emergency attention. Upon identification or receipt of the emergency 
number, the CA performs only two key strokes to initiate the cafl to the 
emergency agency. Each emergency call is given the CA’s undivided 
attention. Typically, a supervisor will be immediately assigned to work 
with the CA in any emergency call situation. CAS will do whatever is 
necessary - including passing the calIer’s telephone number, address 
and other details about the emergency to the agency - to ensure the 
rendering of immediate emergency sewice. 

4 
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RESPONSE 

CAS remain on the line until released by the emergency agency. Calls to 
authorized emergency agencies (police, fire, ambulance, etc.) are 
completed free of charge to the caller. 

We include information on emergency calls in our state brochures. We 
state that “Relay Sewice is not a substitute for 91 1 emergency services. 
However, if we receive an emergency call, we will do whatever we can 
to connect the caller to the emergency service needed. To make sure 
your emergency call is handled as quickly as possible, please call your 
local emergency service number directly.” 

B. 21 Blockage 
Provider is responsible for ensuring that 99% of calls reaching the 
relay center per day are either answered or continue to receive a 
ringing signal. 

Calls that are blocked must receive a network blockage signal of 120 
impulses per minute. 

Our historical data, which is available to the FPSC upon request, 
demonstrates that AT&T has not incurred a network blockage and has 
successfulIy ensured that 100% of calls reaching the relay center are 
answered. This is accom lished primarily through the fully-redundant, 
fault tolerant Relay 2000 Platform. & 

It is highly unlikely calls would be blocked into the automatic call 
distributer thanks in part to the fact that AT&T has excess trunking 
capacity into each center. The Florida Relay Center would also have 
excess trunking to ensure that well over 99% of calls reaching the 
center will complete to a CA. AT&T Telecommunications Relay 
Services’ Grade-of-Service is the same as that required for Toll and 
Assistance Operator or other critical attendant services. The service 
access is engineered with an additional twenty percent of trunking to 
provide service at a level above the contracted grade-of-semice. This 
accommodates facility ordering intervals and facilitates growth andlor 
unexpected service demands. Also, a review of utilization data 
(available upon request) indicates that TRS centers may rtln between 60 
to 75 percent of capacity to expedite any service recovery situation. 
This, in fact, i s  how AT&T was able to provide additional relay 
assistance during Hurricane Floyd. 

If trouble does occur in the AT&T network, a signal set to 120 
cycleslimpulses per minute will be provided to alt callers. 
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E. 22 

RESPONSE 

Answer Time 
Provider is responsible for answering 9P? of all calls per month within 
10 seconds of reaching the relay switch. Elapsed time is calculated 
from the time inbound calls reach the r e l v  switch. In calculating $he 
percentuge of calls meeting the answer time standard, the numerator 
shall be the total number of calls per month that are answered (with a 
CA r e a 4  to serve) in IO seconds or less. The denominator shall be the 
totul number of culls per month reaching the relay switch except that 
the total shajl not inctude calls abandoned within 10 seconds after 
reaching the relay switch. However, calls abandoned afrer 10 seconds 
shall be included in the denominator. (Exception: r f fhe  Provider is 
unable to diferentiate between calls abandoned within I O  seconds and 
those abandoned after 10 seconds of reaching the relay switch, then all 
abandoned calls shall be included in the denominator.) 

AT&T understands and will comply, 

AT&T ensures the FPSC that it will meet the performance requirements 
for answering 90% of all calls within 10 seconds (90110) on a monthly 
basis. Moreover, AT&T will calculate the percentage of calls meeting 
the answer time standard by using the total number of calls per day that 
are answered in ten seconds or less as the numerator divided by the total 
number of calls per day reaching the relay switch including those calls 
abandoned after 10 seconds. 

Overall, AT&T maintains more than ample staffing, CA positions and 
network facilities at each call center to achieve 90% in 10 seconds, 
which statistically provides a four (4) to six (6) second Average Daily 
Answer Time with the exception of emergency situations. This 
resource allocation allows AT&T to provide a monthly cumulative 
average speed of answer between 3.1 and 5.0 seconds. Emergency 
situations include civil disturbances, severe weather conditions or 
natural disasters and technical service recoveries. 

For customers who use our automated features such as Up-front 
AutomationSM (UFA) or Voice Upfront AutomationSM ( W F A )  the 
average time that elapses between the receipt of dialing information and 
the dialing of the requested numkr is almost twice as fast than if the 
caller waited for the CA to come on line to provide the call detaiIs 
verbally. 

AT&T’s Operations Management Center (OMC) is rich with 
experience in matching call demand with human resources. We monitor 
and record call volume trends that vary by time of day, day of week, 
holiday, time-change, season, school year and other calendar events. 
We buiId models, using this historic data, which enable us to predict 
future calling trends with great accuracy. 
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By successfully modeling calling trends, the OMC is  able to match 
resources to meet calling demand and consistently deliver superior 
answer time results. 

During the last twelve months, the OMC has aIlowed AT&T to deliver 
answer time results for its customers consistently &gyg contracted 
levels. 

Following are tables that illustrate AT&T's success at meeting answer 
requirements for each of our states. The tables are for 1999 year-to-date. 
AT&T would be pleased to provide additional data upon request. 
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1999 TRSlOSDlATTLDRC ANSWER PERFORMANCE 
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1999 TRS/OSD/ATTLDRC ANSWER PERFORMANCE 

EZ, HL & OS ARE NOTINCLUDED IN TOTAL OPPORTUNITIESAND TOTAL MET 
ILLINOIS INCLUDES SPANISH 
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B. 23 Equipment Compatibility 
It is necessary for the system to be capable of receiving and 
transmitting in both Baudor and ASCII codes CLF well as voice. It is also 
required thar relay systems be capable of automatically identifving 
incoming TDD signals as either Baudot or ASCII. AI1 equipment shall 
be compatible with the basic protocol of TDDs disiributed in Florida 
through the Administrator (Vltratec Model Nos. 100, 200, 400, 425, 
I140 and 4425 and Amerfphone Dialogue VCU). 

RESPONSE AT&T understands and will comply. 

AT&T’s Relay 2000SM Platform will connect with all TDDsllTYs in 
use today. 

ATkT’s relay facilities use only Ultratec modems, the premier 
commercial and residential relay modem supplier in the country. In 
establishing our platform, AT&T reviewed and tested the main modem 
providers in the marketplace. In all our test protocols, Ultratec 
continued to be the best source of quality moderns. AT&T’s Relay 
Platform uses Ultratec modems exclusively loaded with customer 
software written specifically for AT&T. 

They will connect to Ultratec models, 100, 200, 400, 425, 1140 and d 
4425 and the Ameriphone Dialogue VCO and all other TTY’s available 
today. 

AT&T’s Relay platform will support the continued connectivity of 
Baudot and ASCII protocols of the TDD’s distributed within the State 
of Florida, 

B. 24 Transmission Levels 
Transmission levels mwt be maintained within indusw standards m 
outlined in the American Nutional Standards Institute - Network 
Performance - Swirched Exchange Access Network Transmission 
Specifications (ANSI T1.506- I99 7)- Provider must provide updates io 
those standurds as amended by ANSI during the term of the contract 
and must meet the amended standards. 
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IRIESPONSE AT&T understands and will comply. 

The ATgtT network and facility will meet or exceed all of the following 
measures and standards for transmission characteristics: 

. American National Standards InstituteElectronic Industries 
Association (ANSIIEIA) PBX standard TIAEIA - 464B. 

American National Standards Institute- Network Performance- 
Switched Exchange Access Network Transmission Specifications 
(ANSI T 1 .$Ob- 1997) 

ANSI T1.508- 1998 Revision, redesignation and consolidation of 
ANSI T1.508- 1992 and ANSI T1.508a- 1993 << American 
National Standards for Telecommunications Loss Plan for Evofving 
Digital Networks Secretariat AlIiance for Telecommunications 
Industry 

The circuits that AT&T will provision for the Florida Relay Service 
will be ISDN MegaCom 800 which will transverse on the Software 
Defined Network (SDN) within the AT&T telecommunications 
universe. These circuits comply with a grade-of-service of P.01 which 
provide a functionally equivalent probability of a fast busy as one might 
encounter on the overall voice network. 

AT&T’s universe includes matching 4ESS and SESS switches and in 
each case, a fully performing redundant switch is available to handle 
redirected calls in case of a network trouble or outage. 

AT&T will install sufficient trunking to support all forecasted Florida 
Voice, Baudot, and ASCI1 calls plus twenty percent for increases in 
volumes not currently anticipated. This will insulate AT&T’s Florida 
Relay center from impact factors that can not be planned and insures a 
Communications Assistant will be available for each and every call. 

AT&T’s Network Management Control Center (NMCC) will provide 
seven day, twenty-four hour coverage to guide and circumvent troubles 
on anylall circuits provisioned for Florida Relay use. 
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B. 25 

RESPONSE 

B. 26 

Measuring Equipment Accuracy 
Every meter, recording and ticketing device used to capture call details 
for billing subscribers or the FPSUAdministrator us well as for 
providing traflc information shall be tested prior tu its installation and 
shall be accurate 97 percent of the time to within u I second grace 
period. AI1 equipment shall be maintained in a good state of repair 
consistent with safev and adequate service performance. 

AT&T understands and will comply. 

AT&T has a dedicated technical team of four individuals whose 
primary responsibility is to ensure that every meter, recording and 
ticketing device on AT&T's Relay 2000SM Platform are accurate. The 
ATgLT Relay 2000SM Platform and other fadities that support it, are 
programmed to automatically dial out to the National Bureau of 
Standards for time synchronization on a daily basis. This daily 
maintenance ensures a higher accuracy level than the 97% standard 
required and the technical staff mentioned ensures that the equipment 
and platform remain in a good state of repair. 

AT&T's Relay also has a fully redundant online tracking system that is 
available should an event occur that will incapacitate the primary 
tracking device. As each AT&T Relay site is part of a self-healing Wide 
Area Network, the transition from the primary machine to the redundant 
system will occur with no impact to the integrity of data. 

Emergency Operations 
In addition to a minimum of thirty (30) minutes battery capacity 
suficient to operate each relay center processing Florida relay traflc 
at busy season busy hour load, each relay center shall have instailed 
emergency power generating equipment capable of maintaining the 
relay center's operations for extended periods of time. The 
unintempiible power system shall support the switch system and its 
peripherals, switch room environmental (air conditioning, fire 
suppression system, emergency lights and system alarms), operator 
consoledrerminals, operator work site emergency ligh Is, and CaIl 
Detail Record recording. Provisions shall be made io meet 
emergencies resulting from failure of power service, sudden and 
prolonged increases in fraflc, storms, lightning, etc. Employees shall 
be instructed us to the procedures to be followed in the event of 
emergency in order to prevent or mitigate interruption or impairment of 
relay service. 
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RESPONSE 

Tke bidder shall describe its plan for dealing with all rypes of natwul 
and man-made problems (e.g., hurricanes, lightning strikes, fires, etc,) 
which either isolate the r e l q  center and prevent calls *om reaching 
the center or cause ihe center to be unable to operate. In addition, the 
plan should derail the steps which will be taken to deal with the 
problem and restore relay service 

The provider shall inform the contract manager of any major 
interruptions to the operation of the relay center extending beyondjve 
minutes duration. i%e contract manager shall also be informed when it 
becomes known lo the relay cenfer that any portion of the state is 
isolated for more than five minutes from the relay center. The provider 
shall also provide a report afaer restoration of service. 

AT&T understands and will comply. 

AT&T has the best plan in the business for responding to service and 
disaster recovery situations. Our “best-in-class” system for Emergency 
Operations and Unintemptible Power has attracted other relay 
providers to contract with AT&T to become their “service and disaster 
recovery” backup system. 

The ‘‘best in the business” plan is due to several important factors such 
as our in-house technical support team which is available 24 hours a 
day, 7 days a week, and to the fact that AT&T created, owns and 
supports the relay technical platform. Unlike other relay providers, 
AT&T does not subcontract technical platforms and services. 
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AT&T’s disaster plans and preparations not only keep essential 
operations running while protecting our employees and facilities, but it 
also maintains vital communications links. We do such an outstanding 
job in this area, that AT&T Relay Services enacted internal emergency 
procedures to allow areas affected by Hurricane Floyd (Florida, South 
Carolina, and North Carolina) to use AT&T Relay Services in order to 
complete their essential and emergency relay calls when their current 
provider was not avaiiable, 

AT&T’s centers have sustained snow blizzards, flooding, hurricanes, 
and other acts of nature. Regardless of what Mother Nature may throw 
our way, AT&T is prepared and our people will respond quickly and 
courageously. 

Uninterruptible Power Supply (UPS) 
All AT&T Relay Centers have battery back up and generator capability 
sufficient to allow the relay service to operate after a commercial power 
failure. This system ensures that each battery backup is sufficient for 
one hour and the generator is capable of providing uninterrupted power 
indefinitely until power is restored. 

In the event of a power failure in a center, there is sufficient battery 
backup-power to support the switch, its peripherals, and adjuncts until 
the generator reaches full power in approximately 30 seconds. The 
generator supports the switch room environmentals (e.g., air 
conditioning, fire suppression systems, emergency lights, and alarm 
systems) and the CA work site emergency lights, consoledteminals 
and call detail recording. Our system will generate sufficient power to 
operate until power i s  restored. 

4 

AT&T’s relay system architecture incorporates multiple levels of 
automated power backup. The first tier in the architecture, including 
our P ~ X S ,  is engineered with individual internal power battery packs 
that provide automatic and instantaneous power backup in the event of 
any normal public power failure. This design prevents even momentary 
loss of power that might otherwise interrupt customer service. 

Florida November 10, 1999 Page 71 



A second tier of automated power is an uninterruptible power supply 
system supporting each component including our billing recorder, in 
every relay centers. Each Unintemptible Power Supply (UPS) is 
capable of providing power for an extended period of time, until the 
third tier of automated power backup takes over. This power backup 
unit ensures that even in the rare occurrence of a possible failure in any 
component’s internal UPS, the system wide power is automatically and 
continuously maintained. 

The third tier of automated power backup enabling fail-safe operation in 
the event of a breakdown in normal public power is an automated 
power-generating unit. This unit automatically starts when more than a 
momentary power interruption occurs and will continue for as long as 
necessary to maintain service. Complete system coverage is maintained 
by this third tier of backup power and includes alarms, lights, air 
conditioning, fire suppression systems, heating, electronic equipment 
and CA work stations. This system allows any battery power that may 
have been expended to quickly recharge and ensure continued multiple 
levels of power-loss protection. 

Disaster Recovery Plan 

The Account Manager assigned to the State of Florida will be 
responsible for ensuring the disaster recovery notification requirements 
of the Contract Manager are met. The Contract Manager will be notified 
when any portion of the state is isolated for more than five minutes 
from the relay services. Following any service or disaster recovery, the 
Contract Manager will receive a report after the service has been 
restored. 

AT&T in conjunction with Geotelm have implemented the Intelligent 
Call Routing System throughout the AT&T Relay complex. Although 
Florida will have a dedicated state center it is important to understand 
how traffic will be handled in the event of any emergency. Geotelm 
provides a software-based processing application offering call-by-call 
routing to geographically distributed call centers. This system utilizes 
real-time call handling and CA status data in routing every call. AT&T 
will, at no additional cost to Florida, implement this leading edge call 
routing technology to the Florida Relay Center. 
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I 
The fault tolerant nature of GeotelTM a self-diagnosing and self- 
maintaining system that requires limited administration. The fault 
tolerant architecture of the system ensures continuous operation without 
intemption, in the event of hardware, software, or network failures. 
The main goals of the GeotelTM Intelligent Call Routing System’s fault 
tolerant architecture are to: 

Eliminate all single points of failure that would cause other call 
routing systems to stop. 

Provide disaster protection by allowing the major system 
components to be geographically separated. 

To ensure the GeotelTM Intelligent Call Routing System continues to 
operate in the case of hardware failure, all critical parts of the system 
have been duplicated. 

The GeotelTM Intelligent Call Routing System has a seven day, 
twenty-four hour support center that automatically detects 
failure and takes the necessary steps to rectify the situation. 

. Each center is equipped with redundant hardware of the 
GeotelTM Intelligent Call Routing System for fault tolerance 

The following is an ilIustration of the GeotelTM Inteliigent Call Routing 
System that would be implemented should the Florida Relay Center 
ever experience a service recovery or service disaster situation. 
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Disaster Recovery PIaa for FIorida Relay Service 

All of our relay centers are equipped with backup power and services to 
ensure uninterrupted relay service. The ultimate goal of the 
DisasterlService Recovery Plan is 100% up time and no service level 
degradation. 

The cause for service interruptions are natural or man-made. The 
affected element could be the center itself, cable between the center and 
the locaI telephone company, or cabling between AT&T offices. In all 
instances, AT&T strives to ensure high-quality relay service. 

AT&T has several plans for ensuring uninterrupted relay service 
including: 

m dynamic call routing automatically detecting failure and 
rerouting calls 
service monitoring via OMC staff 

power backup via generators 

duplicate common control for all equipment 

an inventory of on-site spare parts 

automatic emergency transfer 

relay center backup via AT&T’s service recovery plan 

intercept messages. 

Whether a service interruption is a natural or man-made, the dynamic 
call routing procedure will be initiated to guarantee proper service 
levels. 

AT&T’s switching system has a duplicate common control to ensure 
uninterruptible service. It also has a fault detection system that 
monitors errors and prevents system crashes. The central processing 
unit, central call processing and maintenance functions, system 
memory and common control power supplies are duplicated. This 
alIows AT&T to conduct preventative maintenance while the system 
is “live.” Should problems arise with the main control, this duplicate 
control is ready to take over. Additionally, the system initiates a 
trouble call to an AT&T traffic and maintenance center equipped to 
resolve problems remotely. If the problem cannot be resolved 
remotely, a technician is immediately dispatched to the center. 
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3.27 

RESPONSE 

Additionally, the relay software within the AT&T Relay 2000SM 
Platform has an Automatic Emergency Transfer feature that can 
forward call information from one workstation fail to another to 
continue relaying a call. This ensures that service is not interrupted by 
technical glitches. 

AT&T also carries an inventory of critical parts in each of our centers. 
These parts include, but are not limited to, additional CA positions, 
PBX line cards, AT&T Relay 2000SM tape drives and memory port 
cards. 

It is important to note that unlike other relay providers, AT&T designs, 
owns, and supports its relay platform. A dedicated team of technical 
system administrators and technicians provide three distinct tiers of 
support 24 hours a day, seven days a week, 365 days a year. AT&T can 
assure the FPSC that the Florida Relay Center will have the highest 
level of support and responsiveness. 

Intercept Messages 
Intercept messages as appropriate shall be provided if a system failure 
occurs. 

AT&T understands and will comply. 

AT&T has provisioned numerous network messages in the event that 
any of our relay centers develop difficulties in completing calls. These 
messages are in Baudot, Voice, ASCII, and Spanish covering acts of 
nature, work stoppage, weather delays, or technical difficulties. These 
messages are initiated to inform customers of potential delays in call 
completion. 

Following are sample intercept messages: 

1. “Thank you for calling. We are currently experiencing technical 
difficulties. Please try your call later.” 

2. Thank you for calling. Due to emergency conditions, we are unable 
to answer your call at this time. Please try you call again later. 

3. Thank you for calling. Due to extreme weather conditions we are 
unable to answer your call at this time. Please try your call again 
later. 

As expected, few Florida customers will ever hear or see these 
messages. AT&T will gladly consult with the FPSC if there is a need to 
modify any of these messages. 
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3.28  Service Expansion 
Bidder shall show the capabiliy of expanding services in response to 
increming demand, Bidder shall develop and illustrute in its proposal 
a detailed plan of how this expansion will be accomplished The pian 
shall include, but not be limited to, trunking capacity, CA work stations, 
personnel sta$ing and equipment cupacily. The plan shalI also indicate 
how any time lag shall be avoided to meet any increased call volume. 
The above plans shall allow the provider to be able to maintain all 
stundmds listed in the RFP. 

RESPONSE AT&T understands and will comply. 

Our Service Management team is responsible for maintaining sufficient 
space, furniture, equipment, network, hardware, software and qualified 
personnel to provide the required levels of service. The Service 
Managers review center traffic information on a daily basis and utilize 
the data to update the current trend and growth projections. AT&T is 
not only concerned with maintaining a high level of service, but is 
firmly committed to expanding and improving upon our service. 

When AT&T designs and builds a relay center, certain parameters are 
part of the basic design. To illustrate this point, each relay center has 
20 percent of center capacity above the highest forecasted call volumes 
for the next year. If call volumes warrants expanding the Florida Relay 
Service, AT&T will be the first to recognize the need. 

4' 

AT&T will continue to review traffc volumes on a daily basis, as well 
as forecast potential volumes month by month. This daily review will 
include, but will not be limited to, the amount of available CA 
positions, the current workforce headcount, network capacity, modem 
availability and PBX utility. If any of these items become 90% utilized 
AT&T will take immediate steps to increase capacity limits into the 15 
to 20 percent range. This plan may incIude: 

. Testing and hiring additional staff 
Placing orders for additional network capacity 
Installation of additional positions for call handling 
Placing more modems in the platform 
Building more capacity in the PBX carriers 
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The growth projections will be based on historical traffic information 
and recent traffic trends. 

This on-going process allows the relay canter management to anticipate 
growth and prepare for that growth. As expansion becomes necessary 
for Florida Relay Service, a time table will be established and 
procedures will be initiated to procure the necessary equipment, 
network capacity and personnel. Regular updates will be given to the 
state as the implementation process begins. The ultimate goal of this 
process is to ensure that the required levels of service are always 
maintained. 

B. 29 New Technology 
The wers should be allowed to benefit from advancing technology. 
Bidder should describe the methodology and process it will use to keep 
abreast of technological changes in the provision of relay service, io 
inform the FPSC and Administrator that new enhancements are 
available and at what price, and 10 provide the FPSC the opportuniQ to 
purchase such enhancements or upgrades to the service. 

.fl 

RESPONSE AT&T understands and will comply. 

The heart of AT&T’s relay technology knowledge is a staff of Bel1 
Labs (now AT&T Labs) engineers with over 50 collective years of relay 
experience. With innovations spanning network architecture, service 
quality and network surveillance and management, the AT&T TRS 
Technical Development and Sen, ice Management teams have improved 
and enhanced the customer’s relay call experience each year since 
AT&T began providing relay. 

AT&T has always been at the forefront of TRS technology, proposing 
and implementing technology that enhances the customer’s calling 
experience, such as offering Turbocode, up-front automation of text 
and voice calls, and calling profiles. AT&T will continue trialing 
advanced features such as Web W as the technologies embrace relay 
users’ needs. 

On-Going TRS Product Development 
AT&T generally works on an annual devefopment cycle with a 
minimum of one major software release per year. We refer to this 
process as the “Product and Feature Realization Process,” which begins 
with the conception of a new idea cluster ends when it is integrated into 
the relay complex. 

~ .~ ~~~ .~ 
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Throughout this process, AT&T would work closely with the Contract 
Manager, the FPSC, and Florida relay users to ensure their needs are 
balanced with the fiscal needs of the FPSC. 

While AT&T can design custom applications for our states, we 
typically design our features in a universal manner so that all of our 
state customers can benefit from them. When states agree to 
“universally” designed applications that become a part of AT&T’s 
Basic Service Offering there is no additional cost passed to the state. In 
fact, many of our features have resulted in more efficient calls, therefore 
bringing significant cost savings to our states, 

AT&T completed a major software upgrade in November 1998. One of 
the new features available to  our customers is Voice Up-Front 
AutomationSM (WFA) .  With VUFASM, AT&T is giving the voice relay 
caller the option to immediately enter the number she wishes to call 
before reaching the Communications Assistant. This provides another 
level of control for the caller and provides for a more efficient and 
accurate call set up. Another innovative feature of VUFASM is that it 
allows first time relay callers the option of listening to a thorough 
explanation of relay without tyin up the CA time. However, the most 
remarkable thing about VUFA”, is  that it speeds up the call set-up 
portion for customers who elect to use it without adding any additional 
wait time for those customers who simply want to speak directly to the 
CA. Customer response to VUFASM has been phenomenal. This feature 
will be provided at no additional cost for the Florida Relay Service. 

AT&T is currently testing and trialing a new feature of the AT&T 
Relay 2000SM platform that will enable 71 1 access. Dubbed “Pre-71 I 
Development Readiness Testing.” This feature will facilitate access for 
both Voice and TDD user to access and reach the relay service via a 
three digit universal access number, 71 1. Relay users only need to dial 
71 1 to make a relay call. AT&T has been diligently working towards a 
quality 71 1 solution for our relay platform and based on consumer 
feedback and acceptance, we expect to upgrade our system for 71 1 
interface in the near future. This feature will also be provided to 
Florida at no additional cost. 

Features looming on the horizon, such as voice recognition (speech-to- 
text), advanced call routing by call type and IP (Internet) connectivity, 
are under investigation to assess their potential for improving the 
quality of the relay experience. AT&T has been actively involved in 
researching these key technologies at our TRS Development 
Laboratories in Indianapolis. 
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The AT&T Labs i s  at the heart of innovative technical development for 
AT&T Relay. The Development Team and Technical Team consisting 
of 2 1 members are solely focused and dedicated in developing advance 
Voice and TTY communications. AT&T’s next generation of Relay 
ZOOOsM offers the promise of exciting, new and enhanced features for 
the customers of the Florida Relay Service. 

Our technical developers have provided leadership in the design and 
delivery of high performance, cost effective, relay architecture which is 
second to none and can now become available to the State of Florida. 

Our development team loves visitors, and would be pleased to host a 
visit of the FPSC. AT&T cordiaIly extends an invitation to the FPSC to 
visit the AT&T Relay Labs in Indianapolis or any of AT&T TRS 
Centers. 
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B. 30 

RESPONSE 

Knowledgeable 
answers. Quick 
response times. 
And an 
experienced voice 
on the other end of 
the h a  
That's what you 
get with a full-time, 
dedicated Account 
Manager. We 'if be 
there when you 
need us. 

Consumer Inpiit und Partic@ation in Advisory Committee and FPSC 
Proceedings 
The telephone wers shall have input on the quality of the defivery of 
service. Bidders shail develop u plan io include the Commission and its 
Advismy Committee in any evaluation of the sysfem. A bidder shall not 
include irmel or per diem emis of the FPSC or its Advisory Cornmiflee 
in its bidprice since those costs will be&ded by the State. An outline 
of this plan shall be included with the bidder's proposal. The plan 
should explain m e t h d  for consumer input and how the 
recommendations from these evaluatiolls will be incorporated into the 
policies of the relay center. This does not preclude the provider porn 
conducting additional internal evaluations which use relw staff The 
results of any service quality evaluation shall be reported to the FPSC 
oflce within 15 calendar dqys ufter the last month in each qumter. 

Bidders are encouraged to include in the consumer input plan methods 
for working with organizations serving hearing and speech impaired 
individuals statewide to conduct periodic communily forums. The 
community forums shall be for the purpose of gaining user input on the 
quality of relay service and for responding to user guesiions and 
problem on use of the relay service. n e  cornmuniq forum shall be 
planned and conducted in conjunction with organizations serving 
people with hearing and speech impairments. 

The provider shall pnrlicipaie in all meetings of the Advisory 
Committee and all FPSC workshops and hearings relating to relay 
service unless excused by the contract manager. 

AT&T understands and will comply. 

Management that is Dedicated to Your Success 
i 3 r w a n - A  

AT&T can say dedicated account management in two words: Patty 
Brennan. She's about to celebrate IO years as an integral member of 
AT&T's Relay Service Team, with expertise in marketing, community 
outreach, and account management. She's also a distinguished graduate 
of Gallaudet University and, more importantly, your new Account 
Manager. It's a role that will see her participate in all Advisory Board 
meetings, FPSC hearings, and workshops related to Relay. 

While we believe that Patty could single-handedly supply you with al l  
the solutions you would ever need, we are providing her with a 
supporting cast that is both high-tech and very much involved with 
human interest. AT&T plans to optimize Patty's potential for success 
with a balance of Traditional and Web-based methods. 
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Web Based Marketing for the Florida Millennium 

The internet is at the heart of our new Year 2000 plus plan. Not only 
will users be able to read andlor download brochures and articles from 
our web site, w/wwwl -  andlor the Commission’s site, 
www.psc.state.fl.us, or Florida Telecommunications Relay, Inc. site at 
www.ftri.org , but they will also be able to in -active 

ir dedrr;ated A c c ~ m t  U e r  iuul 
corre-Iv via *xwL 

. .  . .  

At the AT&T Relay Web site, Florida will find a feature rich 
environment for consumers and state administrators that includes: 

. Secured on-line access for monthly traffic reports . Secured on-line access for client billing 
information . View Monthly Customer Contact Summaries 

. 
0 

I 

. 

Access to interactive, feature rich information 
Access to Florida Relay Articles and Florida Relay 
Brochures - easily printed for use in statdlocal 
organizationlagency newsletter 
Customer E-Care and Feedback forms 
Interactive product and service demos 
This will allow persons of all age to learn how to use relay 
viewing animated “how to make a relay call” right at their 
PCS 
Interactive educational workshops 
Relay Users Online Communities 
Online Florida Brochure to download and other stepby- 
step guides for all types of calls 
Links to Tm equipment vendors and software suppliers so 
users can easily download software or learn about TIT 
equipment to make relay calls 
Community newsgroups and chat groups with the Account 
Manager, or the General Manager 

AT&T will work with the FPSC and Advisory Board to ensure 
that our electronic-based outreach and marketing programs are 
consistent with program goals. We will share electronic-based 
advertising material with FPSC that is  intended to promote 
usage of Florida Relay Service. 
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TmditionaIly Speaking , .. 
AT&T's performance metrics are designed to measure service quality at 
a national and state level. These metrics align with individual 
performance objectives as well. AT&T modefs of customer service are 
continually monitored in a variety of ways: 

Annual Customer Satisfaction Survey . Annual Measures of a Quality Call (MOQC) Testing 

Continuous Process Quality Metrics 

. Individual CA Performance Assessment 

AT&T commits to providing the FPSC with results of the Annual 
Customer Satisfaction Survey, Annual Measures of a Quality Call 
testing, and the Continuous P r o m s  Quality Metrics within 15 calendar 
days after the last month in each quarter. 

Consumer Input. 

AT&T firmly believes that Consumer Input is vital to the success of 
relay service. For this reason, AT&T actively solicits and encourages 
relay users to provide comments, feedback, and complaints about the 
relay service. As the provider for the Florida Relay Service, AT&T is 
prepared to provide Floridians with the most comprehensive modes for 
providing input into the relay service. All input and feedback, whether 
positive or negative is analyzed routinely for process improvements and 
planning processes. Suggestions and recommendations for changes in 
methods and procedures go through a formal process which involves a 
number of steps. 

AT&T has, in the past, made several changes to methods and 
procedures based directly from Consumer Input. The state of Florida 
has ATgtT's commitment that this process will continue. Of course, 
AT&T will first consuIt with the FPSC before implementing or 
changing any contractual agreed upon requirements. 

We believe it i s  critical to emphasize the value of Florida Relay Service 
to all people, including individuals who are deaf, hard of hearing, 
speech disabled, and deaf-blind as well as hearing people. Everyone 
needs to be aware of the availability of Florida Relay Service and 
feature enhancements to this service. 
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AT&T will employ a variety of high-tech vehicles to: 

communicate and promote the usage of relay service 

provide the Florida Relay Service users with as many 
options as possible for providing direct input into the 
service. 

Best of Botb Worlds.. . 
Patty Brennan, your dedicated Account Manager, will stand in the eye 
of the center, strongly supported by all of the above and the following: 

Developing an annual outreach activity plan to meet the needs of its 
key stakeholders, This includes: deaf, deaf-blind, late deafened 
adults and hard-of-hearing individuals; speech disabled individuals 
and business and hearing individuals who are potential relay users. 

Managing and coordinating the implementation of electronic-based 
outreach activities, such as: acting as an electronic clearinghouse 
for outreach referrals and requests; supplying content to the TRS 

regional and national events; -consumer inpu by hosting 
community E-forums via the Internet with support from key deaf 
advocates or; showcasing our technology by participating in 
advisory board meetings via teleconferencing. 

Administrator andor the Florida agencies for exhibits at local, state, 4 

Coordinating and managing public communications, media and 
advertising for outreach activities such as: producing and 
electronically distributing brochures; providing articles and/or 
advertisements for publications and web sites; and working with the 
FPSC and consumers to include Florida Relay Service information 
in telephone directories. The Account Manager will also review 
material with the FPSC that it has downloaded to ensure its 
accuracy. . Continually keeping up-to-date on politics and trends in the relay 
industry and modifying and improving outreach activities based 09 

Developing 
deepen these relationships. 

relationships with key advocates and working to 
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B. 31 

~~ 

And, for those who don't have access to Personal Computers, they can 
go to libraries or call up one of Florida's AT&T Cares Volunteers! The 
Account Manager will work with 8,000 AT&T employees and retirees 
based in the Florida community to deliver face-to-face presentations on 
Florida Relay Service. To exercise our corporate responsibility in the 
communities where our employees and customers live and work, AT&T 
has introduced the AT&T Cares Community Service Program, 

Advisoy Committee and FPSC Participation 

AT&T welcomes and values comments and feedback that can be 
provided by the Florida Public Service Commission and its Advisory 
Committee. Patty Brennan, the Account Manager assigned to Florida 
will attend and participate in all meetings and workshops. 

Complaint Resohtion 
The provider shall establish procedures regarding complaints, inquiries 
and comments regarding system services and personnel. The provider 
shall ensure that any caller to the relay center having a complainr will 
be able io reach a supervisor or administrator while still on line during 
a relay call. All complaints received by supervisors or in writing skull 
be documented, including their resolution, and kept on file and 
available to the Commission upon request In addition, the relw center 
shali have a toll-free Customer Services ielephone number mailable 
and accessible to the public statewide for the purpose of reporting 
service or other deficiencies. Record of such reports and copies of 
written reports regarding service or other deficiencies shall be 
maintained for the hfe of the contract and for twelve (12) months aJter 
conclusion of the contract period This record shall include the name 
andor address of the complainant, the date and rime received, the CA 
ideniwcation number, the nature of the complaint, the result of any 
investigation, the disposition of the complaint and the date of suck 
disposition. Each signed letter of cornplaini shall be acknowledged in 
writing or by contact by a representative of the provider. The 
necessary replies to inquiries propounded by the Commission's staf 
concerning service or other complaints received by the Commission 
shall be firmished in wri?ing within$-een (15) daysporn the date of the 
Commission inquiry, 
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RESPONSE AT&T understands and will comply. 

AT&T recognizes customer feedback as vital to the success of our 
service. Therefore, AT&T has established procedures that will allow 
users of the Florida Relay Service to express their comments, inquiries, 
complaints and commendations about the relay service and personnel. 
All complaint information will be kept confidential. These procedures 
will be explained in appropriate Florida Relay Service Consumer 
Education and information materials. All complaints received at the 
Center@) or by the Account Manager, will be dwumented, including 
their resolution, kept on file and forwarded monthly to the Contract 
Administrator. 

If a user comments unfavorably about the service and the CA believes 
that customer satisfaction can be achieved immediately, the CA will 
attempt to do so. Additionally, if the CA has difficulty handling the call 
and believes that an extended discussion is needed or that the matter 
requires management involvement, the CA will offer to immediately 
connect the call to a supervisor or manager who will stay on-line with 
the Florida relay user. 

Briefly described below are the procedures for complaint resolution: 

On-line Transfer - The procedure includes immediate, on-line 
transfer to a supervisor or administrator trained in complaint, 
comment and inquiry handling. Administrative and supervisory 
personnel abide by the same Code of Confidentiality as 
Communications Assistants. 

When the supervisor or administrator receives the on-line transfer 
or critical comment from the customer, the manager proceeds as 
follows: 

1. 
2. 
3. 

4. 

5. 
6 .  

Prepares a customer contact memorandum 
Considers the complaint from the customer’s point of view 
Resolves the criticism as quickly and satisfactorily as 
possible 
Does not hesitate to escalate the complaint to the next 
management level, if needed 
Documents the investigation and resolution 

Follows up with the customer to ensure satisfaction with 
the resolution. 
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RESPONSE 

Nation-wide 800 Customer Number - AT&T operates a separate, 
nation-wide, toll-free numbers accessible to both TTU' and voice 
users: 

TTY : 1-800-682-8786 
Voice: 1-800-682-8706 
Fax: 1-888-288-2184 

This service is accessible 24 hours-a-day and allows 
users to call with questions, comments, commendations 
and complaints regarding the relay service. If a live 
attendant is not immediately available, the caller is 
asked to leave hisher name and number and an 
attendant will return the call promptly, often within two 
to four hours. 

Acknowledgment - Complaints received by both mail and 
telephone will be acknowledged in writing or by contact from a 
representative of AT&T within 24 to 36 hours. 

Records of customer contacts and copies of written letters regarding 
service or other concerns will be maintained for the life of the contract 
and for twelve months following the expiration date of the contract. 
This record will include the name andlor address of the complainant, 
the date and time received, the CA identification number, the nature of 
the complaint, the result of any investigation, the disposition of the 
complaint and the date of such disposition. 

B. 32 Charges for Incomirtg Calls 
The Provider shall make no charge io the llsers for making calls 
(incoming) the relay service. 

AT&T understands and will comply, 

Calls to the Florida Relay Service (FRS) will be handled at no cost to 
the person making the call. Customers wit1 access the Florida Relay 
Service via a toll free 800 number. No portion of the expense of calls to 
the Florida Relay Service will be charged to the caller. 
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B. 33 

RESPONSE 

Billing Arrangements 
Provider shall bill for charges for collect calls, person-to-person calls, 
calls to orfrom hotel rooms undpay telephones, and calls charged 10 u 
third par@ Provider shall also arrange for billing lo any industry 
standard local exchange company or alternative local exchange 
company calling card. For calls billed by or on beharf of the provider, 
the bidder shall include a complete description of how users will be 
billed for all culls. This description shall include the bidder's 
procedures for obtaining billing in formation fiom the local exchange 
and alternative local exchange companies, whether the billing will be 
performed directly by the provider itseIf or contracted, specijc credit 
cards or telephone calling cards to which calls can be billed, and a 
sample bill format. The bidder shall also explain how it will respond to 
customer inquiries about erroneous bills and how credits will be issued 
or refunds made. 

AT&T understands and will comply. 

AT&T is committed to accuracy in call recording and billing as is 
evidenced by infrastructure investments and process improvements 
made over the last year. 

Customer Billing Issues Recsolution Process, Through the 
customer contact staff of the National Customer Care Center (a 
national 800 number which is available 24 hours a day/ 7 days a 
week to AT&T TRS Voice or TDD customers) each customer has 
access to the engineers responsible for the software architecture, 
development, and system maintenance of the AT&T TRS billing 
and reporting systems. This provides response accuracy for 
customer complaints as well as a "customer-to-engineer" path for 
problem resolution and system modification. Implementation of this 
process in June 1999, has led to system modification for user billing 
problems to drive system performance toward the goal of 100% 
billing accuracy for AT&T TRS end users. 

User Billing System. In December 1998, AT&T TRS released a 
state of the art, end-user billing system. It leverages database 
technology and architecture flexibility to produce a complex back- 
end system providing AT&T TRS the power to drive toward the 
goal of 100% billing accuracy for relay users. With th is  system, 
AT&T Relay can track end-user call detail to the accuracy of each 
individual call which provides the architecture to meet and exceed 
end user billing needs for today and tomorrow. 

Florida November 10, 1999 Page 39 

4 



AT&T Billing Stream. AT&T Relay call details are rated mdor 
rendered by the power of the AT&T hilling stream. AT&T Relay 
DOES NOT have an adjunct billing system which provides billing 
for users of relay only. With billing record software input 
modifications, AT&T Relay has access to all the power and 
ff exibility of mainline AT&T billing systems. 

The billing processes md systems that suppart relay calls are so “state- 
of-the &” there is IIQ k n o w  cdl type that AT&T relay cannot bill and 
bill accurately. 

AT&T has the capability and technology to provide billing for direct 
distance dialed and alternate billed d l s  to include the handIing of 
AT&T calling cards, collect calls, person-to-person, calls to or k m  
hoteVmotei corns, pay telephones, major credit cards and calls charged 
to athird party. 

Abo, AT&T currently processes calls to proprietary calling cards which 
are validated via a tall free number platform andlor the Carrier of 
Choice platform. To our knowledge, all progriew calling cards meet 
the criteria for one of these two scenarios. However, if a LEG 
provisions a calling card with non-standard access or vdidation 
methodolow, a unique solution must be established. AT&T is 
committed to working with any LEC to establish a method of biIling to 
its proprietary d i n g  cards. 

Call Processing 

Florida Relay Service cdls will be labeled “via relay” on the user’s bill 
and will be billad in the fallowing manner: 

1. The customer will =cess Florida Relay %vice toll free via the 
published numbers. (see Call Processing Illustratian) 
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A T & T  Telecom m uoicationa Relay Service 
C a l l  Processing * 

F R S  

Customer diaIs 
TallFree to the Center@ 

J 2 
Communications Assistant 

Completes the Outbound CalI b 

Virtual C all 
*Customer's Billing Record * 

Created 

@ Center Expenre 
* Cirricr o f  Chiom d l  processing omitted 

2. AT&Ts patented Relay 20OOsM Plat€om aUtamatically captures dl 
dl irlformation pertaining to the billing of relay calls and creates a 
V i W  Call billing record as dhtmted in the fdlowhg *. 
ATBGT will create for each d a y  assisted call an Exchange Message 
htdace @MI) rmrd as described in Belloore Publidon SRISD 
000320. The record contains, at a minimum, the f o l l ~ ~ i t ~ g  
idormation: 

Telephone number or calling cad to be billed (NPA-Nxx- 
IJ-w 
Qrigimting Telephone Number @PA-NXX-LINE) 
Tembting Telephone Number WA-NXX-LINE) 
DF& 
Start Time (the time when &e call is answered by the called 

End Time (the time when either the called party or the 
Party) 

C*E P* hangs up) 
Length of call to the nearest full second (the mount of h e  
in between start time and end time) 
The phrase "VIA &lay" will be populated in the "TO" 
place on the billtng mwrd 
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3. The AT&T rated Message Telecommunications Services ”Virtual” 
TRS record and the Local Exchange Carrier‘s local recorded 
Message Telecommunications Services “Virtual” TRS record will 
be transmitted to the appropriate billing contractors via eisting 
electronic transmission procedures. The illustration that follows 
provide the format of a sample bill. 

Note: The key rate applied would reflect the 50% discounted rate 
that the FIorida Relay uses are entitled to receive. 

Snrnph BIII Format 

@Arm 

XYZTELEPHONB OOMPANY 

Msy 1.1W PUfl x 
ATaT DETAIL OFITEMIZED C U  

Florida Relay Service users who have inquiries about their relay biIl or 
erroneous charges will be able to contact the AT&T Long Distance 
Service Center (LDSC) via a toll &e number for assistance. The AT&T 
LDSC is authorized to issue credits or refunds. 
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B. 34 End User Billing for Intrastate Calls 

The bidder shall explain how its discount t d  plan subscribers would be 
billed far relayed calls billed by or on behalf of the provider. Far 
example, $ a bidder offers a discount for over 5 hours of usage per 
month, the bidder should exphin how a subscriber to that service would 
be billed for any relay calls made dwing the month. 

The providw shall not charge the end user more for non-message toll 
relay calling t h n  would be charged for the same call if billed by ihe 
end user's local exchange or alternufive local exchange cowrpany. The 
provider can accomplish this by obtaining necessav billing information 
about the end user's IocaI company in order to ensure that it does not 
bill in excess of rhose rates (e.g., extended area service culls, extended 
calling service calls, ebc.) 

la the alternative, the provider can collect necessary b i l h g  information 
and tewn that billing information over to the end user's local company 
so that the end user's local company can bill for relay calh under the 
local company's rates. this alternative approuch is taken, the 
provider shall submit the billing information to the local company in an 
indushy stundurd format and the provider shall incur whatever costs 
are required to correctly format the billing information so thut rhe local 
company can bill the calls. 

Of the two approaches described above, the bidder should indicate how 
it will initially Bill calls and the provider shall advise the contract 
manager whenever it changes billing me fhodologies. 
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RESPONSE 

Free long distance 
and intrastate toll 
calli for 
Relay wer In the 
sfate of Florida for 
three months from 
the day the 
AT& T Florida 
Relay Center 
opens ifs doors. * 
Choosing 
AT& T, . .it's your 
caU 

AT&T understands and will comply. 

AT&Ts Relay 2000SM platform automatically captures all call 
information pertaining to the billing of relay calls and creates a Virtual 
Call billing record. AT&T creates for each intrastate relay call an 
Exchange Message Interface (EM) record as described in Bellcore 
Publication SRISD 000320. The record contains, at a minimum, the 
following information: 

1. 

2. 
3. 
4. 
5 .  

6.  

7. 

8. 

F- 

Telephone number or calling card to be billed (NPA-NXX- 
LINE), 
Originating Telephone Number (NPA-NXX-LINE). 
Terminating Telephone Number (NPA-NXX-LINE). 
Date 
Start Time (the time when the call is answered by the called 
party). 
End Time (the time when either the called p a r t y  or the 
calling party hangs up). 
Length of call to the nearest full second (the amount of time 
in between start time and end time). 
The phrase "VIA Relay" will be populated in the "TO" 
place on the billing record by AT&T as the bill renderer. 

The AT&T rated virtual record the Local Exchange Carriefs local 
recorded virtual TRS record will be transmitted to the appropriate 
billing contractors via existing electronic transmission procedures. 
Please refer to 8.33 for an illustration of a sample bill. 

All AT&T billed intrastate toll calls whether originated by the TDD 
user or the telephone voice customer could be billed at 50% of the rate 
for non-relay call. An additional 10% discount could apply to calls that 
either originate or terminate to a relay user who is dual-sensory 
impaired. The discounted rate could automatically be provided through 
AT&T's billing stream whenever the relay user elects to have their toll 
intrastate calls billed by AT&T. 

AT&T will notify and advise the contract manager whenever billing 
methodologies are changed 
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4 
You Make the Call! 

We want you to choose AT&T's proposal to provide Relay Service to 
the state of Florida. How do we get you to make that choice? You've 
already ready about the technically superior advances we're going to 
implement. Now AT&T would like to show the level of commitment 
we're willing to demonstrate to the users of Florida Relay Service by 
extending the very special offer of three months of free long distance 
and intrastate toll calling service" from the day the AT&T Florida 
Relay Center omcia& opens its doors. Complimentmy service for 
extraordinary consumers. It's your call. 

* subject to tarif efectiveness and availabIe to all subscribers, excepr those 
who select a different Carrier of Choice for long distance or local toll calls. 

B. 35 Relaying Interstafe and International Culls 
The provider shall be required to reLy interstate and international 
calls that originate or terminate in Florida. The provider shall not 
include in its bill for Florida relay service any charges or time 
associated with interstate or international calls. 

d If relayed interstate or international calls m e  to be biIled by the 
provider to the end user at a rate higher than the rate for a non-relay 
call, she provider shall quote the rate to the party to be billed before 
beginning the call. The bidder should indicate how its rate for 
interstate and international calls will compare to the rate for non-relay 
calls and whether any discounts or additional charges will appIy to 
interstate and international r e i q  calls. 

RESPONSE AT&T understands and will comply. 

Customers dialing Florida Relay Service numbers may also request 
interstatelinternational calls. CAS complete such calls following the 
same general procedures which apply for intrastate calls. AT&T's 
technology automatically identifies interstate calls, and the FPSC will 
not be charged for these calls since they are the responsibility of the 
interexchange carrier. AT&T will be the interexchange carrier for such 
calls, unless the customer requests an alternate carrier that is  a 
participant in the industry standard plan for handling Carrier of Choice 
calls. 

AT&T Interstate and international calls processed through the relay 
service are billed at the same rate as non-relay calls. There is no 
additional charge to the caller to request and complete either an 
interstate or international relay call. 
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RESPONSE 

You Make the Call! 

We want YQU to choose AT&T’s proposal to provide Relay Service to 
the state of Florida. How do we get you to make that choice? You’ve 
already read about the technically superior advances we’re going to 
irnpIement. Now AT&T would like to show the level of commitment 
we’re willing to demonstrate to the users of Florida Relay Service by 
extending the vety spechl afler of three months of free long &tame 
and intrastate tdi snthg smvice’fmrn the day the AT&T Flarida 
Rday Ceate~ offxially opens i#s doors. Complimentary service for 
extraordinary consumers. It’s your call. 

B, 36 End User Seimtwtt of Carrier 
llae provider shall aIlow u caller to select m available iniw-emhange 
c o m p q  other thm fhe provider for billing purposes. The provider 
musf meet current and subssgueni requbremmts of the Network 
htercomectio7a Interoperability Forum fbr handling efid ww requests 
for a caw& other thm the providep. 2% b i a w  should include a copy 
of the cwrenf standard dong with its pmposul a d  the provider ~ k d l  
provide to the FFSC any subsepmt u&tes in the stand& m soon as 
they m e  adopted 

AT&T understands and will comply. 

Customers who ixll Flarida Relay Servicg may request another 
interexchange carrier other than AT&T for network mple t ion  af 
intraLATA toll, inter-Regional calls, or interLATA calls as long as the 
carrier is a participant in the industry‘s standard solution far carrier of 
choice calls. Upan request, the CA enters the customer’s choice and 
then hits the call completion keys enabling the call to be carried and 
billed by the quested carrier’s network. Relay customers may request 
another carrier for cumphion of standard relay calls as we11 as with my 
aperator-misted type of relay call. 
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The AT&T Relay 2O0Om Pl&oxm automatically mutes the call to a 
LEC access tandem, which forwards the Gall directly to the chosen 
carrier's network along with biillmg information over a special Feature 
Group D type circuit. The chosen carrier's netwok completes the call 
and creates a billing w o r d .  When the call is connected to the called 
party, the end user billing timer starb and the CA begins to relay the 
conversation. Currently, the carriers that pdcipate in the industry 
solution for Carrier of Choice indude: SPRINT, MCI WoridCom, 
Frontier, Wiltel, LDDS, Metromedia and AT&T. 

A T &  T Te lecommunicat ions  R e l a y  Service  
Carrier of C h  oice Processing F R S  

I LEC Access Tandem] 
Originating A N I ,  C h o s e n  carrier and Ei! 
Indicator passed via Feature Group D signaling $. 

I X C  completes ,  rocor 
T a l l  Free C a l l  bi l ls  the E n d  U s e r  for tho cal l  

Customers of Florida Relay Sewice will have the added advantage of 
choosing their preferred carrier for compl&sn of dl their toll, 
imrLATA and interstate calls with their AT&Ts Relay Choicem 
Profile. This will allow for a u t ~ d c  call campletion through their 
p r e f e r  carrier without the need to inform the CA each time. 

November 10, 1999 Page 97 



E. 3 7 Recipient of Toll Revenues 
The relay provider or its underhing telecommunications provider shall 
be allowed to retain the toll revenuesfor all long distance calls billed 
by or on beharf of the relay provider or its underlying 
telecommunications provider, 

RESPONSE AT&T understands and will comply. 

All long distance calls will default through AT&T’s national network 
unless the user requests that their cail be handled differently through the 
Carrier-of-Choice platform. AT&T handles both call types accurately 
with the mast sophisticated TRS billing system in the industry. The 
billing database technology is  capable of rendering an accurate end-user 
biIl regardless of their carrier preference and call type, whether it be 
intraLATA, intrastate or interstate. Not only can the relay users choose 
to be billed by their carrier of choice, they will be billed based upon 
their pre-subscribed calling plans with their long distance providers. 

Some of AT&T’s relay competitors do not have the technology 
necessary to bill certain call types. Some have chosen simply to not bill 
the call and identify this access relief. If the FPSC finds this option 
attractive, AT&T’s billing system could easily accommodate such a 
change. 

You Make the Call! 

We want you to choose AT&T’s proposal to provide Relay Services to 
the state of Florida, How do we get you to make that choice? You’ve 
already read about the technicafly superior advances we’re going to 
implement. Now AT&T would like to show the level of commitment 
we’re willing to demonstrate to the users of Florida Relay Service by 
extending the very special offer of fhree months of free long distunce 
and intrastate toll caliing service* from the day the ATdGT Florida 
Refay Center oflcjalLy opens if$ doors. Complimentary service for 
extraordinary consumers. It’s your call. 

* subject to tarifleflectiveness and available to all subscribers, except those 
who select a diflerent Carrier of Choice for long distance or local toll calls. 
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B. 38 

RES P 0 N S E 

Long Distance Billing 
Operator-handled calls shall be carefilly supervised and disconnects 
made promptly. A check of the timing clock shall be made at lemt once 
each twenfy-four (24) hours to ensure that the cloch are synchronized 
and that the time is correct. Clock deviations shall not be in excess of 
12 seconds. Bidders shall sppecih the record system for identifying and 
documenting long distance and toll calls for billing purposes. The 
record sitall contain, ut a minimum, the following information: 

a. telephone number or credit card number to be billed 
(NPA -prefix-line number) 

b. originating and terminating telephone number 
(NPA-prefm-line number) 

c. originating and terminating exchange name 

d. date 

e. start fime 

f. call duration to the full second (the time in between starl 
time and end time) 

Long distance calls billed to subscribers shall be listed chronologically 
and reflect the connect time of such calls based on the appropriate time 
zone. Bidders shall also fi l ly describe the billing system and billing 
process that will be used, including identification of any 
subcontractors, speci$c duties of the subcontractors, and how the 
billing record detail will be transmiffed to the billing agent {ifany). 

AT&T understands and will comply. 

Details regarding the billing system used for handling long distance call 
billing and the bill record is detailed in Section 33, Call Processing and 
BilI Record. These sections identify the billing process that will be 
used, the information included in the bill record and how the billing 
record detail will be transmitted to the billing agent (LEC or alternate 
IXC). 

billing system automatically calls the National Bureau of Standards 
for time synchronization at least once every 24 hours 
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B. 39 

at1 AT&T billing is performed by AT&T in rating of each call detail 
so third party contracted interface problems do not exist . over 135 statistics are captured on every call with over 30 statistics 
monitoring the CA performance on each call 

CA performance is electronically monitoring with regular reporting 
and follow up 

Special Nee& 
The provider will not be required to provide Special Need services. 
However, consideration will be given for additional evaluation points 
for proposals that include Special Need services (beyond any other 
servicesfor basic relay described elsewhere in this RFP) as apart of 
the basic relay service. 

Special Needs is defined as limiting factors of a physical or literacy 
nature hut preclude a person who is hearing, speech or dual-sensory 
(both hearing and visually impaired) disabled f o m  using basic reray 
service. Special Needs includes: ( I )  physicd limitations, either 
temporary or permaprent, which preclude use of a TDD with or without 
aduptations for persons with manual dexterity limitations (e.g., 
paralysis, severe arthritis, broken fmgers) and (2) markedry Iimited 
abili9 either to read or write English or Spanish which precludes user 
from being able to use the relay service. (It should be understood that 
relay service does not include irmslation from one language to another 
for the Special Needs population or for any other consumers.) Special 
Needs does not include ( I )  unavailability of telephone service at the 
caller's home or business, (2) inability to communicate in either English 
or Spunish @ e , ,  where calIer can only communicate in a language 
other than English or Spanish), or (3) handling complex calls (e.g,, 
intervening in LI call with a doctor to explain a medical procedure.) 

The bidder shall describe what steps will be taken to provide 
telecommunications assistance to persons with hearing, speech and 
dual-sensory impairments who have special needs. This description 
shall include the types of services that would be provided, the prices to 
end users (if any) for those services, how those services would 
operationally be provided how parties other than the provider would 
be involved in providing Special Nee& services and how the provider 
would assure that those parties would fulfill their portion of the service 
obligation. 
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RESPONSE 
4 

AT&T understands and will comply. 

In 1987, before the Americans With Disabilities Act was introduced, 
AT&T was first company to offer a nationwide Special Needs service 
called Operator Services for the Deaf (OSD). Today, this service 
continues to support operator services and directory assistance calls for 
TTY user, and is offered as part of AT&T TRS with no contracted cost 
to our states. This service was integrated with AT&T TRS, and now 
provides seamless service to millions of callers annually, 

The AT&T TRS development staff takes great pride in working issues 
that support the Special Needs community. In 1992, the same 
development lab that supports TRS introduced the Public Phone 2000, 
the most advanced public telephone of its kind. it featured a data port 
for connection of laptop computers or fax machines, a color screen, and 
a built-in keyboard for use as a computer terminal or a TTY device. 

In 1993, Bell Labs offered TRS assistance in developing an innovative 
“sightless” CA station so that blind CAS could provide relay for the 
hearing disabled. Blind CA workstations continue to be used in the 
AT&T relay complex. The blind CA’s disability remains transparent to 
the end-user, as they continuously get high CA ratings. 

As part of the Basic AT&T Relay Service, AT&T is always on the 
look-out for innovative software and hardware solutions that will bridge 
the special needs of users with disabilities beyond hearing and 
speaking. For limited mobility customers, we are evaluating software 
that converts Mone Code into text. This software would allow users to 
“type” via Morse Code and have the text transmitted to a CA who in 
turn would speak the words to the far parry. AT&T would make 
available to the outreach organizations, any software that is identified 
that would be of assistance to users with special needs. 

4 

Technology supporting physical limitations continues to grow in the 
Customer Premises Equipment (CPE) industry. AT&T evaluates 
devices, to ensure they work adequately with TRS. Examples include 
text-paging and special VCOA-ICO phone sets. 

The Special Needs services mentioned above, and most others 
mentioned in various areas of this RFP response, come at no direct cost 
to our contract states. AT&T has developed a highly integrated bundle 
of Special Needs services within TRS that do not include third party 
provisioning or support. AT&T takes great pride in providing a buffet 
of services to our states, offering the best feature mix for their needs. 
Should a new state-specific need arise, or a new piece of CPE surfaces 
in the marketplace, the TRS Development Staff will be eager to 
integrate the device with TRS, usually at no cost to the state. 
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B. 40 

RESPONSE 

B. 41 

Custom Calling Type Features 
The bidder should explain separately how the following features would 
be provided An explanation should be provided of whar actions a 
caller would have to fake to use the services. 

. .  
ai 

lXis feutzire allows a caller ro prearrunge fa identi& 
certain numbers by name. The system would h o w  the 
number to call if the caller asked the CA to call a 
particular name. 

This would allow the caller to have fhe sysrem dial the 
Imr number called via relay without the caller having 
to give rhe number to the CA 

AT&T understands and offers the following explanation: 

a. Speed Dialing 
Speed Dialing is a sub-feature of AT&T’s Relay ChoiceSM. Every 
relay user can subscribe to a personal profile to make their relay call 
experience better. Within this profile, users area allowed to store 
up to 20 different high-usage numbers with a special “tag,” such as 
A404 Work, or Home, to expedite call progress. Once these high 
usage numbers are in a profile, users can simply ask the CA to dial 
“Mom.” 

b. Last Number Dialed 
This feature has not yet gained interest from other states, and 
therefore, has not become a part of AT&T’s basic relay offer. 
However, if this is an important feature for the Florida Relay 
Service customers, AT&T would be delighted to add a last number 
dialed project into the next major software release. 

WnsoIicited Features in Bask  Relay Service 
The provider will not be required to provide unsolicited features in its 
bmic relay service. However, consideration will be given for 
additional evaluation points for proposals that include unsolicited 
features. The cost to the state for these unsdiciied features musr be 
included within the basic relay service price proposal. 
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RJBPONSE 

Any additional features not described elsewhere in the RFP, and which 
the bidder is inclzcding in its basic r e l q  sewice and price proposal 
which a bidder would like to propose should be fi l ly described 
indicating how the feature would work, how it would improve the 
system, which users would benefit from the feature and any orher 
information which would allow the FPSC and PRC to evaluate the 
feature. Examples might include features such as: (a)providing u caller 
projle identrfiing to the CA the caller's preference regarding use of 
calling card, carrier of choice, use of HCOIVCO, descriptions of 
background noise; video interpreting; me of speech synthesis 
equipment instead of a CA io convert text lo speech; use of voice 
recognition equipment instead of a CA to convert speech to text; (b) 
enhanced transmission speed and interrupt capabdiv, eic. 

AT&T understands and will comply. 

AT&T i s  pleased to include all the TRS features found on the following 
pages within the Basic Relay price. No other relay provider can offer 
the array of features and services that AT&T i s  willing to provide to 
Florida Relay Service users at no additional cost to the FPSC. 

AT&T is confident that the FPSC will find and agree that AT&T's 
basic relay service is the most comprehensive in the relay industry and 
competitively priced. 

The following pages contain an alphabetized list of each feature, how it 
works, how it improves the relay system, and which users benefit from 
each feature. 
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7 t 1 -Readiness 

TJnsdated F e a t u i c  W y  Service (- . .  

9001976 

Automatic Error Correction 

AT&T is extremely proud to announce that the Relay 2000SM Platform 
is 71 1-Ready. 71 1 access is a national strategy sponsored by the FCC 
that will allow all TRS users to access relay services in their State with 
a single, 3-digit access number (71 1). 

TRS providers are not solely responsibje for 71 t implementation. The 
predominant LEC in Florida, Bell South, would be “champion” of the 
71 1 effort - and AT&T would provide consulting services with Bell 
South in making 71 I a reality in Florida. AT&T has taken its 71 I 
implementation to trial and has received strong accofades. Spokespeople 
from non-AT&T contracted states such as Maryland and Texas have 
given our implementation strategy a “thumbs-up.” 7 I 1 access is 
expected to grow relay traffic, especially from voice originated callers. 
Working with Bell South, AT&T can implement 71 1 in Florida with no 
service delay or disruption. 

If the FPSC or the FCC mandates 900/976 service, AT&T can provide 
access through the facilities provisioned on our Carrier of Choice 
pIatform, This platform has the capability of passing a customer’s 
number (ANI) to the network for direct billing to the customer. In 
addition, customers can block and refuse unauthorized cal Is. AT&T 
TRS recentfy developed a proprietary device for CAS that will help in 
expediting these calls (see Play Back DeviceSM). 

Note: AT&T has studied this service offering and has concluded that a 
state’s best option would be to not promote this service. In most cases, 
relay calls have difficulty interacting with the prompts and time-outs 
built into these enhanced service applications, resuIting in the need for 
frequent callbacks and customer dissatisfaction. When these calls are 
attempted, the speed and quantity of information is usually too fast to 
permit a quality relay experience. 

As part of the Relay ChoiceSM Platform, AT&T TRS automatically 
corrects common CA typographical errors and will spell out non-TTY 
abbreviations that may be used by the CA in voice to text translation. 
TDD customers may elect to turn this feature on or off in their Relay 
ChoiceSM Profile. 
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Automatic Number Identification (ANI) 
AT&T was the first to provide a nationwide TRS identification to TRS 
users of 800-255-0000. This identification is delivered from all AT&T 
call centers, regardless of their geography. This number is synonymous 
with “AT&T Relay” for any user who owns a caller-ID device, 
subscribes to caller-ID through their LEC, and receiving a call through 
AT&T Relay. 

Some States are now requesting that the originating caller’s number be 
transported so that the called party would see the originator’s number 
instead of AT&T’s number. AT&T has this feature under evaluation for 
our next software release, scheduled for the fal! of 2000. 

Background Noise Identification 
CAS communicate to the TTY users not just spoken words from the 
voice user, but will also describe any appropriate sounds that they hear 
from the voice party, providing additional information to the TTY users. 
When this feature is selected as part of the Relay ChoiceSM Profile, the 
TTY user can elect to turn this feature on or off. 

Back End AutomationSM (BEA) (Discussed in B.JZ.0 
Back-end AutomationSM allows the TDD user to take call control back 
from the CA after completing a call. The Relay 2000SM Platform will 
allow the user to terminate the call in standard fashion, or establish a 
sequence call with a new called party number. If the user chooses a 
sequence call, a CA will once again join the bridge. 

Billing Equivalency 
AT&T is proud to have the most complete billing system in the TRS 
industry. With our vast knowledge of billing systems, AT&T provides 
the most accurate user billing available. Some providers do not, and 
must apply for waivers, with certain billing requirements. If a relay 
customer has chosen a different carrier for interLATA toll than their 
traditional provider, AT&T can support this billing diversity. 

4 

AT&T provides the most flexible billing options through a customer’s 
local exchange company and long distance company so that they have 
the same billing options as non-relay users. 

Bi I1 ing equivalency includes: . Calling Cards . Commercial Credit Cards . Pre-Paid Cards 
Collect Calls 

9 Bill to Third Number . Person-to-Person . Station-to-S tation 
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Carrier-Of-Choice (COC) (Discussed in section E.36) 
AT&T has provided the Carrier-Of-Choice TRS option since 1993. 
COC enables users to choose their favorite long-distance carriers in any 
jurisdiction provided that carrier meet the minimum industry standard 
for TRS Carrier of Choice. Relay users may identify their chosen long- 
distance and regional-toll carrier in their AT&T Relay ChoiceSM Profile. 
Our Relay 2000SM Platform will automatically populate the billing 
record with the proper carrier, and dial the forward number through the 
special Carrier of Choice (COC) network. 

Coin Sent-Paid Calls 

Dynamic Call Routing 
c 

AT&T worked alongside the FCC in determining the best alternatives 
with regard to coin sent-paid calls. AT&T TRS is capable of handling 
these call types in accordance with the most recent FCC Order. 

The FCC has granted a temporary suspension that exempts relay coin 
sent-paid calls from the existing order mandated by the ADA in 1990. 
The current alternate plan is for free local calls when relay users make 
calls from a pay phone. AT&T supports this, and provides the service 
accordingly. 

Although Florida requires an instate center to handle at least 80% of 
their traffic, having a provider that offers dynamic call routing is 
imperative for smooth operations in situations where Florida calls must 
be handled in a different call center. Situations that may mandate calls 
to be sent to other call centers include extreme heavy traffic periods, 
technical problems (e.g. power outage), or natural emergencies (e.g. 
hurricane). Our dynamic call routing will get Florida customers to the 
next available CA as quickly as possible, regardless of the CA's 
geographic location. 

Emergency Call Hand1 ing (Discussed in section B. 20) 
AT&T provides CAS with immediate and direct access to a database 
that contains thousands of emergency agency listings. Using the caller's 
ANI, the CA can quickly secure the emergency agency listing and 
complete the relay call, providing fast emergency attention. These calls 
are completed at no charge to the caller. 
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Enhanced Voice Up Front Automation (EVUFA SM) 

Enhanced Voice Upfront Automation is of strategic importance in 
preparing the Relay 2000SM Platform for national 71 1 implementation. 
This feature is the outgrowth of the voice upfront automation (VUFA) 
feature. EVUFASM provides an automated process for identifying the 
voice, ASCII, and Baudot users. This is necessary for 71 1 readiness, as 
all users will be entering the relay system through same access number. 

It also offers additional freedom for TRS users, by providing other call 
processing options and allowing them to take some call control back 
from the CA. 

N 1 lEVUFA Call Flow 

HCO (Hearing Carry Over) 

HCO wlprivacy 

Fwd No. 
ASCII Timcout Baudot Timcout CA orZcra ' Position Modem Modem 

+ ? 4 
I I I 

YCS 

(Discussed in section B.18) 
HCO enables hearing-capable TDD users to directly hear the voice 
person's message. The CA then voices the TDD user's typed response 
back to the voice caller. When this feature is selected as part of the 
Relay ChoiceSM Profile, the caller will be automatically connected in 
HCO mode for both outbound and inbound calls. 

HTT allows a relay call between a hearing carry-over user and 
traditional TDD user. The HCO user can listen to the CA voice the 
other TDD user's message. The CA will then transmit the HCO user's 
message to the TDD user. 

This feature allows for additional call privacy for the relay users. The 
voiced conversation is sent directly to the far party without the CA 
listening. 

4 
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Hearing-TeHearing (HTH) 
HTH expands the HCO capability by allowing two speech-disabled 
TDD users to listen to the supporting CA read the typed conversations. 

Internet Reports Access 
AT&T can provide secured access to state relay usage information over 
the Internet in addition to the traditional reporting formats. This 
information is updated daily, and allows trends to be more closely 
monitored 

Mobile RadiolWireless 
AT&T makes no distinction for mobile radio and wireless calls through 
relay, Calls are processed equally and in the same amount of time as 
other relay calls. 

PaginglPagers 
Many TRS users enjoy the freedom offered by alphanumeric pagers. 
AT&T supports relay calls placed to customers that subscribe to 
operator-assisted paging services. 

Protocol PlussM 
P AT&T is the only current relay provider to be able to automatically 

change a TDD user’s communications mode from ASCII or Turbo Code 
to Baudot upon request. This feature is extremely beneficial to TDD 
users who may not understand the manufacturer’s instructions for setting 
or changing communications modes for purposes of placing or receiving 
carryover calls when the equipment is defaulted to answer or connect in 
ASCII. Also, AT&T modems can synchronize with virtually all ASCII 
PC modems currently in the marketplace. 

AT&T’s 00-Infu is quickly becoming a popular enhanced service for 
AT&T voice customers. AT&T TRS has methods to provide the same 
00-Info service to all TRS users. The cost of this call is currently s.99 
which is the same whether the call is processed through relay or without 
relay. 

Operator Release of Calls 
This feature allows the CA to release a TDD originated relay call that 
terminates to another TDD user instead of a telephone voice user. The 
feature atlows the CA to release the connection allowing the two TDD 
users to continue with their call without having to hang up or without any 
further assistance from the CA. 
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OSD Integration 
AT&T understands Bell South provides traditional directory assistance 
and operator services in the Bell South territories, which includes 
Florida. AT&T provides national and International Directory Assistance 
(CIDA) as well as Operator Services for the Deaf (OSD). These service 
offerings are fully integrated into AT&T's basic service. Also, users 
have the flexibility to use all of these services without having to transfer 
between various CAS. This integration also allows for TTY-to-TTY 
billing options, and is another service differentiator for AT&T. 

Play Back DeviceSM 
The Play Back DeviceSM (PBD) tool for CAS to support call management 
in situations where the TRS call terminates at a pre-recorded message or 
a multiple-choice Voice Response Unite (VRU) menu. It allows the CA 
to more accurately manage these call types while allowing them to 
review the call accuracy in real-time. The PBD directly supports 
9OW976. 

Relay ChoiceSM Platform (RCP) 
The Relay ChoiceSM Platform is designed to speed up relay call 
handling. With this software enhancement, completed in 1997, users 
can select options such as interstate Carrier-Of-Choice, intrastate toll 

VCD, other), spelling correction (ordoff), background noise (onlow, 
and 20 memory dialing entries (Speed Dial List), To keep this 
information protected, all profiles are secured with a password. AT&T 
handles the information collected in the profile as confidential. 

Carrier-Of-Choice, connection mode, carryover preference (HCO, ul 

Restricted Toll-Free 
Sometimes, businesses set up to I I-free numbers with geographic 
restrictions, and will not accept catls from areas outside a predetermined 

' boundary. For example, a Miami business may have a toll-free number 
that accepts calls from Florida, but deny call attempts from any other 
State. 

With this feature, if a relay call happens to be handled in an out-of-state 
center due to a weather emergency, a Florida resident would still be 
allowed access even though the supporting TRS center is not in Florida. 
AT&T uses a sophisticated network application to handle these call 
types - transparent to the user. 
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Roving 
“Roving” is an outgrowth feature from AT&T’s database mining. After 
an extensive trending study of our call traffic from non-AT&T states, a 
major growth in intrastate calls was noticed. They appear as “roving” 
calls; Le., AT&T intrastate calls being placed by non-AT&T state callers. 
This is a typical occurrence for a traveling business person who often 
find themselves out of their home State, but prefer to use AT&T TRS 
from their home state. Most AT&T states allowed us to offer this feature. 

Screening Code Database 
This feature provides the CA with specific information about billing or 
calling restrictions pertinent to the originating line and terminating line. 
Such information may include line blocking, call blocking, or expanded 
area calling plan, and identification of coin, hotel, prison, and hospital 
calls. This database allows AT&T to enforce proper handling and 
billing for particular back numbers. 

Single Line Answering Machine (Discussed in section BJ3) 
Single Line Answering Machine (SLAM) is a feature that involves 
retrieving messages, usually from home answering machines, when the 
relay caller is at the same residence, but only has one access phone line. 
After giving the CA instructions, the caller disconnects from relay, the 
CA retrieves the voice messages from the answering machine, and then 
returns a call to the user with their messages. 

Spanish Relay 

Speech To Speech 

Tel ebrai I le 

(Discussed in section B.14) 
AT&T TRS provides a special group of bilingual CAS to perfom all 
relay functions for Spanish users. Bilingual CAS are explicitly trained 
on processing and relaying calls in Spanish. 

(Discussed in section B. 42. e) 
Speech to Speech enables a speech-disabled person to use the relay 
service with hidher own voice or voice synthesizer, rather than using a 
TTY. With STS, specially trained AT&T CAS function as human 
translators for speech-disabled persons who have trouble being 
understood on the telephone. If needed, the CA repeats the words of the 
speech disabIed caller. AT&T will have a dedicated toll-free number for 
the Speech To Speech feature. 

Vision impaired relay users often empIoy telebraille devices. Telebraille 
machines demand additional attention from the TRS provider to support 
them adequately. AT&T has a unique toll-free number and specific and 
unique methods in place to handle these calfs as effectively as possible. 
Distinctive technology has also been developed and is used to service 
these customers (see Text Pacing}. 
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Touch Tone Carryover (TTC) 
TTC enables TDD users with touch tone capability to enter account 
numbers and other personal identification numbers (PINS) directly into 
the Relay 2000 interactive system without divulging this proprietary 
information to the CA. 

Up Front Automation (UFASM) 
Up-front Automation allows a TDD customer to self-initiate a call to the 
far party. TDD users are empowered, giving them more control and 
greater call handling efficiency. The Relay 2000SM Platform interacts 
directly with the caller by preparing the dialing sequence and the billing 
information from what the caller types to the system. The CA joins the 
call with one simple keystroke. 

VCO (Voice Carry Over) 

VCO 2-1 ine 

VCO wlprivac y 

VCO-to-HCO (VTH) 

(Discussed in section B.18) 
VCO enables TDD users who can speak to voice their message directly 
to the non-TDD user. The CA then types the non-TDD usets response 
back to the TDD user. The AT&T Relay 2000SM Platform allows TDD 
call originators who choose VCO to verbally pass call details to the CA 
without typing. 

(Discussed in section B.18) 
A customer with conference calling capability on his or her phone line 
can utilize the 2-line VCO feature by using one line for voicing and the 
other for receiving Baudot or ASCII transmission. Since the Two-line 
VCO user is directly connected to the hearing party, the 2-line VCO 
user can talk directly to the hearing party without waiting for "GAS." 
This feature allows for a more natural, interactive relay call. 

This feature adds privacy to a traditional VCO call. The modems are 
engaged in manner where the CA can not hear the voiced conversation 
of the TDD user. 

Voice Carryover to Hearing Carryover allows the originating TDD user 
(speech capable) to talk directly to the terminating TDD user (hearing 
capable). Relay is still necessary to relay the text messaging from the 
HCO user to the VCO user. 
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VCO-to-Tm (VTT) 
VTC allows a relay call between a voice carry-over user and traditional 
TDD user. The VCO user voices to the CA who proceeds to type the 
message to the TDD user. The CA then types the TDD user's response 
to the VCO user. 

Voice-to-Voice (VTVSM) (Discussed in section B. 18) 
This feature (also known as VCO to VCO) expands the VCO capability 
by allowing two hearing disabled TDD users to voice their parts of a 
call while the CA types for both parties. VTV is ideal for two TTY 
users who can speak but who may not know how to type or may be 
physically unable to type. 

Voice Up Front Automation (VUFASM) 
Like UFA for text users, VUFA gives the voice caller the option to self- 
initiate a call to the far party. This gives the voice caller more call 
control and a quicker and more accurate call set up. Also, VUFA 
allows first time relay callers an option to listen to a complete and 
thorough explanation of TRS without tying up precious CA time. 
VUFA decreases call set up time for customers, without adding wait 
time for customers who want to speak directly to a relay operator. 

We bTTY SM 
WeBTm is  an AT&T exclusive development. It is a web-based protocol 
converter that accepts internet text packets (TCP/IP) as input, and 
provides Baudot output, or vise-versa. Although still being trialed, it is a 
full-duplex service that allows users with Internet access to communicate 
with someone who has a generic TTU'KIY, or vise-versa. WebTTY is 
expected to augment the TRS customer base, attracting and linking new 
users with a different communication medium. 
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RES P 0 N S E 

d 
B. 42 FPSC Optional Services Not included in Basic Relay Service But 

Availabe to Provide art Additionai Cost. 
The following services will not receive evaluation points for ihe purpose 
of determining which bidder will be selected to provide relay service. 
However, once apravider is selected, the FPSC will determine which of 
the following services it may wish to add to the basic relay service and 
negoriale the conditions under which these opiional services may be 
oflered If a bidder offers a sewice in this section and the FPSC 
chooses to purchase the service, the provider must provide the service. 

For each item, the bidder should include the price per billable minute 
(or other basis) which it wouid charge for the purchase of the optional 
service over and above the price for basic relay service. That price per 
billable minute (or other basis) should be listed separately in the price 
proposal. The proposal should also indicate how each feature would 
work, how it would improve the system, which users would benefit porn 
the feature, any direct charges chat would be billed to the user, and m y  
other information that would allow the FPSC to evaluate the feature. 

AT&T has read and will comply, 

Optional services not included in basic relay services available at 

section B.42. d for details regarding this feature. 
additional cost is limited to Video Relay Services, Please refer to 4 

B. 42. a Other Custom Calling Type Services 
The provider will not be required to provide custom calling 'ype 
services unless required for certi9cation by the FCC. No additional 
evaluation points will be awarded to u bidder based on a proposal to 
provide services which ofer functionaliiies similar ro those of one or 
more of the following custom calling services. The proposed charge to 
the Administrator for custom culling service should be separately stated 
in the price proposal. 

The bidder shall explain how a user could receive finctionalities 
similar io those of the following services in conjunction with a relayed 
call. The bidder shall also indicate what additional cost would appk to 
the relay user', if any. If no sepurate charge to the rehy user is stated, 
it will be assunred here is no separate charge. 

a. Three-wq calfing which would allow u Mer with only one 
telephone line to conduct a conversation with two other 
parties at the same time. 
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Florida 

b. Cull trace which would allow the culler to dial the relay 
center and have the CA provide the number of the last call 
made to the culler via r e l q  

AT&T has read and will comply. 

Since there is no current demand for these two services, they are not 
currently a part of AT&T’s basic relay offer. However, if the FPSC 
would like these features to be provided, then AT&T would be pleased 
to work with the LEC to develop methods and procedures for 
accommodating these features into the relay service. 

B. 42.h Access io 900/976 Services 
n e  provider will not be required to provide access to 900/976 service 
unless required for cerlificntion by the FCC. No additional evaluation 
points will be awarded to a bidder based on u proposal IO provide 
900/976 service. The proposed charge for 900/976 service should be 
separately stated in the price proposal. 

The bidder should explain how it couldprovide relqy service users with 
access to 976 and 900 number services. Bidders are to describe how 
such access cun be provided, how callers can disconnect without being 
charged and a methodology for billing the user directly for any charges 
incurredfrom {he 900/976 service. The bidder should describe how it 
wouid deal with denied 900/976 calls and high bill complaints for 
900/976 calls. If this sewice is provided, befure placing h e  call, the 
CA shall advise the caller that there will be a charge for the call. 

me bidder shall explain in the proposal how interstate mid intrastate 
9OW9 76 calls shall be separated for payment purposes. 

AT&T has read and will comply. 

If 9001976 service is required for FCC certification, or the FPSC 
specifically requests this feature, AT&T would provide service access 
through our Carrier of Choice (COC) platfonn. The COC platform 
passes a customer’s ANI into the general telecom network with other 
critical data elements so that direct and accurate network billing to the 
customer is achieved. For customers who disable or “block” 9001976 
numbers from their residence, ATgLT TRS accesses LEC generated 
screen-code databases that provides the necessary information to our 
call centers to determine if a customer should be denied this call type. 
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4 
AT&T proposes methods and procedures where the CA terminates a 
900/976 call as soon as the minimum billing information timer is 
announced. This would allow the CA to transfer the complete service 
introduction to the customer, but allows the customer an opportunity to 
terminate the caIl without incurring a chargea If the charge were agreed 
upon, the CA would redial the service. 

With this non-traditional call type, AT&T suggests splitting these calls 
statistically between intrastate and interstate in a manner consistent with 
the network 900 termination points, Le. for Florida, 5% of 9001976 call 
minutes would be billed intrastate (FPSC), 95% would be billed 
interstate (NECA). 

Note: AT&T does not currently promote the use of 9001976 services in 
conjunction with relay because TRS systems do not effectively interact 
with the intense speed, numerous prompts, and time-outs built into this 
call-type application. Attempting to handIe this call type through TRS 
traditionally results in frequent callbacks, higher-than-expected 
customers bills, customer dissatisfaction, and numerous complaints. 

If the FPSC would like AT&T to provide this service, these complaints 
would be handled appropriately at the AT&T Long Distance Service 
Center (LDSC). 

B. 4 2 ~ .  Enhanced Transmission Speed and Interrupt Capability 
The provider will not be required to provide the enhancements 
described below unless required for certi_fication by the FCC. No 
additional evaluation points will be awarded io a bidder based on a 
proposal to provide these enhancements. The proposed charge to the 
Administrator for the enhancements below should be separately stated 
in the price proposal. 

Enhancements m q  include the abilily both to send and receive typed 
communications ai the same speed as typed or trunsmitted, Enhanced 
prolocols may also include the abiliy to send and receive interrupt 
signals while another party is byping. The bidder should staie what 
requirements would exist in order for the rekq  user io be able to utilize 
the above enhancements. 
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RESPONSE AT&T has read and wiil comply. 

The most popular enhanced protocol is called TurboCodeTM a 
proprietary protocol offered by Ulratec Incorporated. Turbocode& i s  
an enhanced communication protocol that lets the TDD user send and 
receive information as fast as it is typed. TurboCodeTM also allows users 
to interrupt one another during conversation. The protocol is fully 
automatic, and is backward compatible with all TDD devices. 
TurboCoderM requires that both originating and receiving TDD devices 
be Turbocodem enabled. This protocol is a wonderful intermediate 
step between traditional Baudot and ASCII. 

AT&T uses Ultratec modems exclusively (Le. no other modern vendor 
is used), which provided us with the distinct advantage of being 100% 
Turbocodem ready before any other TRS provider. Ultratec is the 
market leader in TDD production and development. AT&T’s exclusive 
use of Ultratec modems affords us the luxury of being able to 
automaticall change a user’s communication mode from ASCII or 
TurboCode’ to Baudot upon request. Also, AT&T’s business 
relationship with Ultratec keeps us up to date with the latest modem 
technology advancements. 

B. 42. d Video Relay 
The provider will not be required to provide video relay interpreting 
unless required for certiflcafion by the FCC. No additional evaluation 
points will be awarded io a bidder based on a proposal to provide video 
relay interpreting. The proposed charge for this service should be 
separately stated in the price proposal. 

The bidder should explain how it will provide and bill relay service 
users for video relay inrerpreting. ,$ this service is provided, before 
completing the call, the CA shall advise the caller of any wer charge 
for  the call. 

RESPONSE AT&T has read and will comply. 

On October 18, 1999, regarding access for people with disabilities, FCC 
Chairman William Kennard stated, “lnterner telephony is minuscule, 
bur will be a much bigger deal, and we want to be ahead of the curve. 
Also mentioned in the article was that “Typical [relay service] 
strategies may be inejfective, or superseded by cheaper alternatives 
when text and voice travel over the Internet. ” 
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AT&T has been studying video technology for use with relay for 
several years. In the past, AT&T viewed VRS as an expensive 
enhancement to basic relay with benefits limited to a small user base. 
Reasons for not developing a kiosk-based video system (similar to 
Sprint’s) have been large cost, small user group, limited billing 
capability, and changing video conferencing standards. In 1997, AT&T 
began experimenting with multimedia telephony (voiceldatalvideo) via 
the Internet with TRS. Since then, AT&T’s relay development team has 
been awarded four patents related to work in this area. 

AT&T recognizes that video is in the near future for TRS, and the use 
of the Internet is essential in developing a solution which will meet user 
expectations for years to come. Currently, multimedia connectivity via 
Internet Protocol (IP) is not cost effective, but due to the rapidly 
changing Internet landscape, the implementation of VRS using existing 
IP video-conferenced products is becoming more feasible and cost- 
justified. Although IP-based video is less mature, AT&T believes that it 
will provide the best solution for the long-term, and we continue to 
focus on this technology to provide the most viable video relay options. 

Already today, the World-Wide-Web offers something which dedicated 
ISDN video can not provide, ublauttous access. This means that anyone 
with Internet access could conceivably take part in video relay activity - 
instead of finding a video kiosk in a mall. 4 

With the proper equipment and network facilities, IP-based video can 
offer video service comparable to the incumbent video relay platfons. 
With ubiquitous Internet-based VRS solution, AT&T can easily move 
toward a fixed-rate billing solution model, and any TRS customer with 
Internet access could gain VRS access. Then, there is no need to discuss 
specific hardware, software, protocols, or installation plans. 

AT&T suggests that the FPSC support AT&T’s longer-term IP based 
relay development, and share in the excitement of technical trials, beta 
tests, and ultimately a focused service roll-out in the next 18 months. If 
Florida would like to take a shorter-term view of a VRS 
implementation, AT&T would gladly create specifications and manage 
the implementation of a muiti-point kiosk-based video relay service. 

Once integrated into the robust Relay 2000SM Platform, video relay 
billing can be based on a subscription basis only, or AT&T could 
unleash the service to the broader market, and use lnternic queries to get 
a citylstate user information. (Internic is the national organization 
responsible for handIing internet IP addresses.) 
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Video relay would be billed similarly to standard relay. Non-toll calls 
will be free to the customer, and the FPSC would get minutelmonth 
usage reports. (See video relay Pricing Section, D & E, Checklist Item 
62.) 

All video relay CAS would be ASL certified, and would meet the 
minimum CA standards as explained in Section B.9 through the 
comprehensive CA training program. 

B. 42. e. Speech-teSpeech 
The provider will not be required to provide speech to speech sewice 
unless required for cert8cation by the FCC. No additional evaluation 
points will be awarded to a bidder based on a proposal to provide 
speech to speech service. The proposed charge for this service should 
be separate& stated in the price proposal. 

The bidder should explain how it will provide and bill rehy service 
users with speech to speech service. If this service is provided, before 
completing the cull, the CA shall advise the caller of any mer charge 
amount for the call. 

AT&T has read and will comply. 

Speech-to-speech (STS) has been integrated within AT&T’s relay 
platform for two years. It is offered in select states. Access to STS 
would be provided to Florida customers, with the FPSC’s authority, 
through a dedicated toll-free number. The STS service is available to all 
users that have speech disabilities or use speech synthesizers such as 
artificial larynx. Because the STS service is tightly integrated with 
AT&T’s TRS platform, all d a y  enhancements, such as Relay ChoiceSM 
Profiles or Operator Services are available to STS users. 

All STS CAS meet the minimum CA standards as explained in Section 
B.9 through the comprehensive CA training program. This program is 
further enhanced to meet the special needs of a speech-to-speech call, 
so that calls are handled accurately and with confidence. If a situation 
occurs where the CA cannot complete hislher duties due to extenuating 
circumstances, they are replaced with another skilled STS CA. 

STS is an integrated feature of the Basic AT&T TRS offering and is 
billed accordingty. There are no additional charges to the FPSC or the 
end user. Specialized STS reporting is available at no charge. 
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RESPONSE 

E. 42. f. Other Optional Features Not Included in Basic Relay 
Any additional features not described elsewhere in the RFP which a 
bidder would like to propose should be fi l ly described. 

B. 43 

No additional evaluation points will be awarded to a bidder based on a 
proposal to provide these unsolicited feaiures. The proposed charge for 
any unsolicited features ofseered under this section should Be separately 
stared in the price proposal. After a bidder is sekcted to be the 
provider, the FPSC may contruct for not only basic relay service but 
also for other optional features. 

AT&T has read and wiil comply. 

4 

All AT&T features have been documented in this RFP response. The 
only features missing are those that the FIorida customers would like to 
see added to AT&T’s next software release. 

AT&T takes great pride in providing feature enhancements that are 
generally beneficial to all customers, and the relay Development Team 
works hard at tightly integrating these features, making them available 
through our basic relay offer. Currently, AT&T’s basic relay service is 
made up of over 2,000,000 lines of Y2K-compatible software. 

Performance Band 
The Provider will be required to furnish un acceptable performance 
bond, cert@ed or cashiers check or bank money order equal to the 
estimated total first year price of the contract. The bond shall be in 
efseci for the entire duration of the contract and provided to the FPSC 
upon execution of the conlract. 

To be acceptable to the FPSC as surety for performance bonds, a 
Surely Company shall cornpi) wifh the fol!owing provisions: 

a The Sure9 Company shall be admitted io do business in ihe 
State of Florida 

b, The Surery Company shall have been in business and have 
a record of successjd continuous operations for at least 
five (5) years 
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RESPONSE 

E. 44 

RESPONSE 

c. The Surety Company shall have minimum Best's Policy 
Holder Rating of A und Required Financial Rating of VIIl 
from Best's Key Rating Guide 

d All bonds shull be signed by a Florida Licensed Resident 
Agent who holds a current Power of Attorney from the 
Surety Company issuing the bond 

AT&T understands and will comply with the requirements in Section 
43 - A through D upon execution of the contract. 

Submission uf Monthly Invoice 
By the 14th calendar d q  of ihe month (or the subsequent bsrsiness dqv 
if the 14th falls on a Saturday, Sunday or holiday), the provider shall 
submit a detailed invoice (showing billable minutes and rates) to the 
Administrator [deJned in s. 42 7.703(1)] at the contracted price for ihe 
previous month's activiw. The accounting period used to prepare 
monthly invoices shall be the calendar month. Payment shall not 
exceed the prices contained in the contract, The invoice and supporting 
documentation shall be prepared in such a way as io allow the 
Administrutor or the FPSC lo audit the invoice. A copy of the monthly 
invoice shall be submitted to the contract manager at the same time it is 
submitted to the Adminispator. 

AT&T understands and will comply. 

AT&T will submit and provide to the Administrator by the 14Ih calendar 
of each month (or the subsequent business day if the 14th falls on a 
Saturday, Sunday or holiday) a detailed invoice showing billable 
minutes and rates at the contracted price for the previous month's 
activity . 

All invoice and supporting documentation will be prepared in such a 
way that it will allow the Administrator or the FPSC to conduct an audit 
of the invoice. AT&T will also submit a copy of the invoice to the 
contract manager at the same time as it is submitted to the 
Administrator. 
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B. 45 

RESPONSE 

B. 46. 

Travel 
The Provider will nor be entifled to a separate payment from the FPSC 
or the Adminispator for any travel expense which occurs as a result of 
this contract. 

AT&T understands and will comply. 

Reporting Requirements 
me provider shall provide Io the Commission’s Division of 
Communications and the Adminiskator the following written reports by 
the 25th calendar d q  of each month reporting data for the previous 
month. (More jequent or more derailed reports shall also be provided 
upon request.) 

a, Total dairy and monthly 

i. number of incoming calls (separately stating whether incoming 
calls originate as Baudot, ASCII or voice calls and nlso separately 
stating whether each rype of call is English, Spanish or other 
foreign language calls .) The number of incoming calls which are 
general assistance calls shall be footnoted on the report 

ii. number of incoming call minutes associated with each of the 
categories of incoming calls in ani. above 

4 

iii. number of outgoing calls (provide two breakdowns of this total: 
one separately stating completed and incomplete calls, and one 
separately staring whether calls terminate as Baudot, ASCiI or 
voice calls) 

iv. number and percentage of incoming Florida calls received ai 
each r e l q  center handling Florida calls (Total should equal the 
number of incoming calls in item ani. above.) 

b. Average daily and monthly blockage rate. 

c. Range of answer times for the month and dairy and monthly number 
and percent of incoming calls answered within IO seconds 

Florida November 10, 1999 Page 121 



d. Total daily and monthly number of outgoing calls {including both 
completed and incomplete) of the following lengths: 

0 - I O  minutes 
>IO - 20 minutes 
>2Q - 30 minutes 
>30 - 40 minutes 
>40 - 50 minutes 
>50 - 60 minutes 
>60+ minutes 

Total of d, should equal total of a. ii i  

e. 

h. 

i. 

k. 

On a daily basis for the month, number of outgoing calls and 
average length of calls by hour of day. (Total should equal total of 
a. iii. 

Number of outgoing local, intraL4 TA toll, intrastate interLA TA 
interstate and international calls for the month. (Total should equal 
mal of a. ii i .)  

Number of outgoing calls and average length of completed 
outgoing calls originated by TDD users and voice wes (identified 
separately). (Total number of calls should equal total in a.iii.) 

The provider shall provide monthly summary reports to the FPSC 
and the Administrator regarding number of cornplainis received 
categorized by topic areas. 

The provider shall report month& to the FPSC and ihc 
Administrator the results of any mer evalualions conducted. 

The provider shall report monthly on new subcontractors being 
used to assist in providing relay service and shall identtfV the scope 
of their role in the process and the relationship of the subcontractor 
lo the provider. 

By Mmch I ,  the provider shall provide io the Adminisrraror and the 
contract manager forecasted relay usage j g w e s  and costs to the 
Commission for the upcorningjkcal year (July I -June 30). 

The provider shall include information on its capabilily ond willingness 
io provide ad hoc reports including new information in the bidder’s 
database or new formats for existing information. 
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RESPONSE AT&T understands and will comply. 

AT&T will provide to the Commission’s Division of Communications 
and the Administrator with the requested reports of the previous 
month’s data by the 25’ calendar day of each month. 

AT&T can easily provide the requested reports as described in items 
B,46,a. through B.46.k thanks in part to the sophisticated reporting 
facilities of the AT&T Relay 2000SM platfom and the dedicated team of 
“TRS Reports Specialists” also known as Database Central. Database 
Central’s primary responsibility is the creation of TRS reports with call 
volumes and statistics. 

AT&T i s  committed to ensuring accuracy and timeliness in the data we 
collect and report for the relay services we provide. We exemplify this 
through our on-going commitment to enhance the technology that 
supports our data collection and reporting systems as TRS continues to 
evolve. Our most recent enhancement, AT&T ‘s Service Automated 
Reports Generator (SARG), was ‘specifically designed to upgrade, 
support, and better automate AT8tT’s data collection, validation, 
reporting and retention capabilities. Our AT&T Relay 2000SM system is 
redundant, centralized data repository that contains 140 information 
fields for each call that is processed by our relay system and holds over 
20 million call records. 

d 

AT&T will utilize SARG to supply the data necessary to generate 
Florida Relay Service Monthly Traffic reports. 

The combined experience of the SARG team is unsurpassed by none as 
is their ability and flexibility to provide ad hoc reports to the FPSC 
upon request. If such reports are not available, AT&T will consult with 
the Commission and the FPSC to discuss the feasibility of developing a 
report or identify a solution that satisfies the need and is acceptable to 
both parties. 

Over time, report formats may change due to AT&T’s TRS report 
systems enhancements. If such changes occur, ATkT will notify the 
Commission to ensure their understanding of new reporting formats to 
ensure their reporting needs are satisfied. 
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The Reporting Team manages, supports and maintains the SARG 
facilities that provide the call statistics and reports to our state 
customers. 

Sample reports can be found in Appendix B. Please note that the sample 
reports are for illustrative purposes only and may not contain each of 
the specific reporting requirements outlined in section 46. If AT&T is 
selected as the relay provider for the state of Florida, we ensure that all 
reports will be in compliance with the requirements set forth in this 
section. 

B. 47 Liquidated Damages for failure to Initiate Services on time or lo 
Provide contracted services for the Lge of the Contract. 
Implementation of the Florida Relay Service in a timely matter is 
essential. Failure by the Provider io implement rhe service by June I ,  
2000 shall be considered a sign$cunt and material breach of the 
Provider's commitment. For evely day the service is deiayed, the 
Provider shall pay to the Administrator, for deposit in its operating 
fund, the sum of $25,000 per day. 

RESPONSE 

Liquidated damages shall accrue in amounts up io the following 
amounts per day of violation: 

a. 

b. 

c. 
d. 

For failure to meet blockage rate or iransmission level 
requirement -- $5,000 
For failure IO meet complaint resolution requirerneni -- 
%i,OOU 
Fur faihre to provider repwts -- $500 
For failure to provide contracted services for the l$e of the 
contract, the FPSC reserves the right to require the 
payment by the Provider of liquidated damages in an 
amount commensurate with the duration and extent of the 
system deBciencies. 

Liquidated damages shall accrue in amounts up to $25,000 per month 
for failure io meet answer time requirements. 

Any liquiduted damages may be paid by means of the Administraror 
deducting the amount of the liquidated damage porn a monthly pqyrnenf 
to the provider, Such action shall o n b  occur upon order of the FPSC. 

If awarded this contract, AT&T will agree to a liquidated damage 
provision for a material breach of its commitment to implement service 
by June 1, 2000, or an appropriate later date if award of the bid is 
delayed. 
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B. 48 

RESPONSE 

Additionally, AT&T has opened many new instate centers and has 
never failed to meet the start date for commencing service. In fact, there 
have been instances where the incumbent relay provider has terminated 
its support of the state before the agreed upon date only to have AT&T 
ready and willing to begin taking calls and trafic sooner than 
anticipated. 

If  awarded this contract, AT&T will agree to a liquidated damage 
provision for a material breach of its commitment to implement service 
by June 1, 2000, or an appropriate later date if award of the bid is 
delayed. AT&T will also agree to the liquidated damage provisions set 
forth in subsections (a), (b), and (c) above. AT&T’s agreement is 
reliant on the explanation of liquidated damages and assessment process 
explained at the October 14, 1999 bidder’s conference. AT&T’s 
agreement is also subject to negotiation of mutually agreeable basic 
terms and conditions including, where appropriate, notice of deficiency, 
right to cure, and exception for force majeure acts. 

AT&T cannot agree to the broad, undefined and unlimited possibility of 
liquidated damages contemplated in sub-section (d) above. However, 
AT&T is willing to negotiate further mutually agreeable liquidated 
damage provisions based on specifically identified material system 
deficiencies. 

AT&T’s agreement to any and all liquidated damages provisions is 
subject to a total limit of liability in the amount of $1,000,000. 

Transfer to New Provider 
When relay service is transferred to a new provider, the provider shall 
make every efort to ensure that service is transferred to the new 
provider sa that relay users do not experience an interruption in 
service. The relay service and consumer service 800 or other telephone 
numbers shall be made available to the new provider with the new 
provider paying any costs associated with transferring the numbers to 
the new provider’s use. 

AT&T understands and will comply. 
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B. 49 Insurance Coverage 
The provider shall provide insurance coverage for itseIf and all of its 
employees used in connection with performance of services under this 
Agreement and ensure that all subcontractors shall be similarly 
covered. Such policies shall be issued by a Jnancially sound carrier 
andor carriers. Such insurance coverage shall hold the FPSC harmless 
from at/ claims of bodily injwy, including death, and property damage, 
including loss of use by provider, its employees, agents or 
subcontractors and their employees. This insurance will include 
worker’s Compensation LIS required by law and comprehensive general 
liabiliq and bodily injury insurance in amount3 that are commercially 
reasonable under the give circumstances. 

WSPONSE AT&T agrees to provide and require all subcontractors to provide 
insurance for its respective liabilities in connection with performance of 
services. The FPSC shall state what minimum limits of insurance will 
be required under i ts  commercial general liability and employers 
liability requirements. Workers Compensation as required by law will 
be provided. 
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SECTION C - THE TECHNICAL BID PROPOSAL FORMAT 

c. 3 Public Entity Crimes Provirion 
Pursuant lo Section 287,133. Florida Statutes, a person or a$iEia$e who 
has been placed on the convicted vendor list following a conviction for 
a public eniiv crime may not submit a bid on a contract to provide any 
goods or services to a public entity, may not be awarded or perform 
work as a contractor, supplier, subconrractor, or consultant under a 
contract with any public entity, and may not transact business with any 
public entiiy in excess of the threshold amount provided for in Fiorida 
Statute 287.017 for Category two @ l i , O O O )  for a period of 36 month 
porn the dare of being placed on the convicted vendor list. 

RESPONSE 

RESPONSE 

Florida 

AT&T understands and will comply. 

c. 4 Financial In formation 
To allow the FPSC to evaluate the financial responsibiliy of the 
bidding company, the following items shall be submitted with the 
proposal for the bidding company (and its parent company, if 
applicable) : 

1. Audited Financial Statements (or a SEC IOK ReportJ for 
the most recent mo (2) years, including at a minimum: 

a. Statement of income and related earnings. 
b. cash flow statement 
c. balance sheet, and, 
d. opinion concerning3nanciuI statements from an 

outside CPA 

2. Primary Banking Source letter of reference. 

AT&T understands and will comply. 

AT&T’s 1998 Annual Report contains at least two years worth of the 
requested financial data. Please refer to the following pages for: (1) 
statements of income and related earnings - page 52; (2) cash flow 
statements - page 55; (3) balance sheets - page 53; and (4) opinions 
concerning financial statements from an outside CPA - page 5 1, 

The AT&T 1998 Annual Report can be found in Appendix C. 

A letter of reference from AT&T’s Primary Banking Source can be 
found in Appendix D. The original document can be found in the 
binder labeled Original. 
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c. 5 

RESPONSE 

Experience and Customer References 
For each state in which the bidder has or is providing relay service, the 
bidder shall indicate: ( I )  when the bidder began operating the system, 
(2) the number of outgoing calls for the most recent month, and (3) the 
total duration of the contract. If /he bidder's relay service is available 
for testing by means of u number that can be dialed from within 
Florida, bidder should provide the telephone numbers that can be used 
to did the bidder's rehy service. 

The bidder shall provide the names of three customer references, 
including specific contact name and phone number to whom the bidder 
has provided the bid service or a similar service. If no customer 
references are available of applicable, explain and provider three 
alternative references explaining the relationship of the reference to the 
bidder. 

AT&T understands and will comply. 

AT&T is the most experienced provider and a pioneer of 
Telecommunications Relay Service (TRS) in the industry. Our 
experience with TRS begin on January 1, 1987, when we opened the 
first 24 hourl7 day a weeld36S days a year relay service in the State of 
California. And our experience with the deaf and hard of hearing 
communities started much earlier. In 1980, AT&T began offering 
Operator Services for the Deaf (OSD), and in 198 1, we began giving 
discounts on long distance calling to certified TTL' users. 

The following table displays our contracted states, along with the states 
to whom we have previously provided TRS service. If a relay center is 
located in the state, the location is provided. 
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AT&T Telecommunications Relay Contracts 

Center in Norcross, GA 

Current Contract: 2/1/95 - 1/3 1/00 
Kentucky 10/01/91 NA Total of 7 years 

10191 - 9/98 
Maine 0 IJO 119 1 16, a35 a Total of 9 years 

M k i s s  ipp i 11/01/96 27,901 'Total of 6 years 
Tariff 

3 

I Current Contract: 1 1/1/99 - 1013 1/02 
Montana 04/0 1 /9 1 N A  I 5 Total of 5 years 

4/1/91 - 2/96 
Kew Jersey 12/ 1519 1 96,343 * Total of 8 years 

Center in Hamilton Square, NJ 
I 0 Cutrent Contract: 8/1/97 - 713 1/99 

New York 0 1 /o I /s9 NA I Total of 8 ycan 
1 Had center in Albany, NY . 1/89 - 6/97 

Pennsylvania 09/24/90 148, 185 Total of 9 years 
Two Centers: Wayne & New Castle, 
PA 
Tariff 
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AT&T Telecommunications Relay Contracts 

West Virginia 

Puerlo Kico 

Current Contract: 7/1/96 - 7/1/00 

6/93 -6/98 
08/07/92 15,238 Total of 10 years 

Current Contract: 11/1/98 - 3/31/01 

Test Calh 

AT&T Relay Service can be tested from within Florida by placing long 
distance or international calls through the AT&T National Relay 
Service. Tf the state chooses to make calls from one Florida location to 
another, please contact Sue Decker (908-221 -8144) for special 
arrangements. Below are the 800 numbers that the Florida customers 
can use to place test calls: 

I-800-855-2880 TTY 
1-800-855-288 1 Voice 

1 -800-855-2883 Telebraille 
1-800-855-2887 ASCII 

Florida November 10, 1999 Page 130 



C ustorner Re ferenceg 

Mr. Ketron Ellison 
Assistant Director 

The following contacts have agreed to act as references for AT&T's 
Relay Service. They represent three of our sixteen contracted states and 
jurisdictions. 

Tel: (404)656-4426 
Fax: (404) 656-0980 

AT&T would gladly furnish additional references upon request. 

Mr. Bruce Galtagher 
Administrative Analyst 

Georgia Relay 
Service 

Tel: (973)648-7994 
Fax: (973)624-9453 

New Jersey 
Refay Service 

Delaware Relay Ms. Carole D. Bickerdyke 
Assistant Manager - 
R e d a t o n ,  

Tel: (302)576-5362 
Fax: (302)576-1135 I 

Georgia Public Service 
Commission 
47 Trinity Street, S.W. 
Rm. 621H6 
Atlanta. GA 30334 

New Jersey Board of 
Public Utilities 
Two Gateway Center 
Newark. NJ 07102 

Bell Atlantic - Delaware 
90 1 Tatnall Street. Znd Flr. 
Wilmineton. QE 1980 1 

C. 6 Bid Securio Deposir 
A bid securiv deposit in rhe amount of$500,0#0 shall be jmished  to 
the FPSC with the original of the proposal. The bid securiw deposit 
shall be in the form of a bond, a certIfjed or cashier's check, or barik 
money order !hat is valid fhrough at /east February 28% 2000 and is 
payable io the FIorida Telecommunications Relay, h e .  The hid securip 
deposit will he held without .cashing, 

If a bond is used, the bond shall be issued from a reliable surely 
company acceptable lo the FPSC, licensed to do business in the Stare of 
Florida and shall be signed by a Florida Licensed Resident Agenr. Such 
a bond shall he accompanied by a duly authenricaredpower of attorney 
evidencing thar the person executing the bond on behalf of !he Staety 
had the authority lo do so on the dufe ofthe bond. 
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RESPONSE 

c. 7 

RESPONSE 

The unsuccessjd bidders' bid securiq deposit shall be returned without 
interest, within thirty (30) days afrer disqualification, withdrawal or 
signing of the contract. The unsuccessfil bidder's bid securiw shall be 
returned, without interest, upon signing of ihe contract and furnishing 
the Performance Bond as spec$ed herein. I f  the successful bidder fails 
to sign a contract within thirry (301 days qfler the Letter of Intent or 
fails to deliver the Performance Bond as specified herein, the bid 
securip shall be forfeited to the Fhrida Tdecommunicntions Access 
Sys tern Fund. 

AT&T understands and will comply all the requirements from this 
section. 

A Bid Security Bond can be found in Appendix E. The original 
document can be found in the binder labeled Original. 

Subcontractors 
If the bidder proposes to use subcontractors, the bidder shall identifi 
those suhcontractors and indicate the scope of their role in the 
provkion of relay service. The bidder should also indicate what 
experience the subcontractor has in providing the service f i ~  which it 
would contract with the Provider. 

AT&T does not currently use out-tasking vendors (subcontractors) to 
provide any portion of TRS. AT&T provides its awn facilities, 
equipment, and employees for every single aspect of  the relay service. 
AT&T reserves the right to use a subcontractor on a need determined 
basis. 

Florida 

~ 
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C H A 1  R M A N ' S  I N I T  I A T  I V E 

The areas of focus for the Supplier Diversiv Advimry Council are: 

Procurement Impact 
Business Development 
Outreach and Communication 



j C E L E B R A T I N G  3 0  Y E A R S  O F  A C H I E V E M E N T  

AT&T Executive VP 
Frank lanna (canter) 
presents a $1 million 
check to HMSDC 
President Harrier Michel 
(2nd from L). Looking 
on are (L to R) KanRa 
Sanchdge, former 
Director, AT&T Supplier 
Diversity; Marcia1 
Robiou, President, 
Business Consortium 
Fund and AT&T 
Foundation Prmdsnt 
Esther Silver-Paksr. 

16'- ' 
ChepastSOpqATtXThasrecqmeddiVemtyfor 

what it is-a competitive advantage. To applaud our 

company's diversity gains, more than 150 busiihesses 
gathercd this June in Basking Ridge, NJ for a his- 
toric went to mmmemoraie the 3och Annivessary of 
AT&Ts S+ Diversiq P r o p .  The celebration 
honored MWBE suppliers, advocacy goup lead- 
ers and AT&T associates W ~ Q  have upheld AT&Ts 
commitment to excellence in Supplier Diversity. 

u- assist minmity-owned companies with d d  capi- 
ml and training to expand their high-tech operations. 

AT&T also announced plans to establish the AT&T 
Suppher Diversiry Advisory council, (SDAC), a 

council of external supplie~s and representatives 
of business organizations who will provide &cc 

to our corporadon on ways io expand supplier 
diversiq, increase opportunities for current suppli- 
ers, and develop new suppliers. 
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I I Lew's 

5 first award, the AT&T Supplier Diversity 

b 

Spectrum Award for Longevity, was bestowed 
u p n  one of the nations largest Afiican American- 
owned advertising agencies, UniWorld Group 
Inc. Founded by Byron Lewis, UniWorld has 
provided AT&T with a 111 range of advertis- 
ing, marketing, public relations, broadcast 
and camrnunications services for more than 
two decades. 

vator, Suliawan added an array of services to his 
company such as help desk support, product 
training, applications development and eoosdt- 

ing services. These innovations have allowed 

Software Hause Internatittiand to carry one of 
the broadest product lines in the industry with 
more than 20,000 products available for next 

day deltwry. 
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FLORIDA RELAY SERVICE 
1999 Year-to-Date Traffic Report 

ComPwa Mi flutes 
Intrastate-Billable 

Calls T y p s  (TaM Calk) I 
vco 

I 

I I 

HCO 
I 1 

mnutes c;a mea I 1 
AL CALL MlNUl tS 

Total Intrastate Calls 
Interstate-Out 
InterstateIn 
Interstate 800 Calls 
State to State 
Internabonal Inbound 

I u I ML L w M r L t  I tu LMLLS I I I I I I I I I I I I I 

InteR3hk 
International Inbound 



FLORIDA RELAY SERVICE 
1999 Year-to-Date Traff~c Report 

24 Minutes 
4-6 Minutes 
6-8 Minutes 
81 0 Minutes 
10-20 Minutes 
20-30 Minutes 
30-40 Minutes 
40-50 Minutes 

5PMto l l P M  

% Catls Ans. In 30 Sec. 
% Calls Ans. In 45 Sec. 
% Calls Ans. In 64 Sec. 

Calls CarriedlWler Cntrs. 
Number of Calls Blmked 



FLORIDA RELAY SERVICE 
NEXT AVAILABLE ASSISTANT TRAFFIC REPORT 

OCTOBER 1999 

Voice 
Total Calls 
Call Distribution Percent 

Performance Data Reflects: Relay Total CaIlslMinutes carried via the noted AT&T TRS Center. 
RI = Total CallslMinutes carried via the AT&T National Relay Center, Providence, Rhode Island 
AL = Total CallslMinutes carried via the Alabama Relay Center 
DC = Total CallslMinutes carried via the DC Relay Center 
GA = Total CallslMinutes carried via the Georgia Relay Center 
NJ = Total CallslMinutes carried via the New Jersey Relay Center 
PA1 = Total CallslMinutes carried via the Pennsylvania Relay Center 
PA2 = Total CallslMinutes carried via the AT&T National Relay Center, New Castle, Pennsytvania 
TN = Total CallslMinutes carried via the Tennessee Relay Center 

CALL DISTRIBUTION = % of Florida Relay Service calls 
carried via the noted State Relay Center (NAA and SIR). 



FLORIDA RELAY SERVICE 
Customer Contact Report 

JUNE 2000 

OTHER 
EQUIPMENT 

DISCONNECT 
ANSWERlWAlT TIME 
GARBLED WORDS 
OTHER 

METHODS RELATED 
MISCELLANEOUS 

BILLINGIRATE 
SCOPE OF SERVICE 

AT&T PROPRIETARY 
Use Pursuant to Company Instructions 



FLORIDA RELAY SERVICE 
Customer Contact Report 

JUNE 2000 

COMMENDATIONS 
Descriptions of Commendations 
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And 
there's more 
to come. 
Dear Shareownem: 
As this annual report goes to press, 
th%defifinition of a new AT&T is well 
under way. 

We're transforming AT&T from a 
lam distance c m p a h y  to an "any- 
distance" company. From a company 
that handles mmtly voice catis to a 
company that canneck you tD infor- 
mation in any form that is useful to 
you - vaice, data and video. From a 
primarily damastrc company tu a truly 
global company. 

We have an unprecedented appor- 
tunky to expand what we can do for 
custornePs and grow the value of your 
investment in AT&T. But it won't be 
business as usual. 

That's why you'ue seen so much 
change in AT&T - strategic acq uisi- 
tions, joint ventures and the acceler- 
ated intpoduction of newtechnology 
and 9ervices. 

All this action supports a series of 

companies, especially when those 
mmpaanies areoffen our competitors. 
We n e d  to use me own facitities 
(what the ertgine@scall "cbntrailing 
Pithe archifWur&') to emureuur quali- 
ty of service and csnhl of casts. 

F m  "namwbmd"to %r&- 
&nd" - The future is a digital, broad- 
band Wwld. Broadband syskms 
transmit data at high speeds that 
make advanced cmm unicatbna ser- 
vices wurk. The AT&T bng distance 
network has b e n  broadband for 
years, but the final mnonnw%lons to 
most customers are dill pairs of cap 
per wires that carry a narraw stmm af 
information, fine for voice wits but too 
slow far the s@rvkss in our TUFufuw. 

From 'Wcuits"' fo "pa&& - In 
the cdd world Df mice telephony, weiy 
call tjes up a circuit or pathway 

sttategiic shifts within the cornparty: 
From "resale '' to %cilities- 

based - To deliver the service of the 
21ht century, we will own or cwrtrol 
the facilities we use to reach our cus- 
tomam. We can't depend on just 
reselling the connections Df other 

C. Micfiaet Armstrong 
Chairman and 
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ATaT Rnanclal Hlghllgltts 
Dollars in millions, except per share amounts 1998 1997 %Change 
Revenues $ sa,a23 $ 51,577 3.2% 
SG&A 13.01& 14,670 (11.3)% 
SG&AIRevenues ~.&IJ(, 28.4% 

Operating income 1.487 6.836 9.5% 
Income from continuing operations 5,23& 4.249 23.2% 
Netlncome 6;398 4,415 44.9% 

Per Common Share· Diluted 
Income from continuing operations:

As reported 
Operational*

Net income 

2.91 
3.45 
3.&& 

2.38 
2.37 
2.47 

22.3% 
45.6% 
43.7% 

Cash flow from operations 10,217 8,501 20.2% 
Gross capital expenditures 7,981 7,714 3.5% 
EBIT 8,734 7,279 20.0% 
EBITDA 13.41& 11,327 18.4% 
Debt to total capital, net of cash 12.3% 32.9% 
Stock price $ 15.7& $ 61.31 23.6% 

• Excludes certain nonoperational net charges and gains. 

boundaries between TVs, computers 

and telephones. And it's opening the 

door to new applications such as 

Internet services delivered over pock­

et-size wireless phones. 

From local cellular to digital wire­

less leader The growth of wireless 

calling is second only to the growth of 

the Internet as a driving force in com­

munications. AT&T continues to 

expand its nationwide digital wireless 

network. With our groundbreaking 

AT&T Digital One RatesM service, we 

offer people a single rate for wireless 

calls throughout the United States. No 

long distance charges and no "roam­

ing" charges for using your phone out­

side your home area. 

From a domestic company to a 

global communications power - Our 

customers, especially multinational 

companies, need end-to-end global 

services with consistent quality, price 

and customer support. To provide 

that, AT&T has a facilities-based glob­

al strategy that gives customers the 

same technology and support every­

where in the world. That's why we 

announced our plans for a global joint 

venture with BT and acquired the IBM 

global network. Together, they will 

expand our reach as we develop a 

2oo-gigabit, IP-based network linking 

100 of the world's leading economic 

centers. 

We're investing in our growth 

strategy. 

In 1998, the acquisition of Teleport 

Communications Group, America's 

leading, independent, local-service 

provider for business, strengthened 

our local business offer. In addition, 

our $48 billion investment in Tele­

Communications Inc. (TCI) gives us a 

broadband connection to consumers 

that enables local phone service and 

other services we'll combine with it. 

TCI and the joint ventures we an­

nounced with Time Warner and TCI 

affiliates give us the potential to reach 

40 percent of American homes. 

Meanwhile, the $9 billion we've 

invested in our network over the last 

two years is expanding what we can 

do for businesses and consumers. 

We've broadened our wireless foot­

print, now the most extensive of any 

U.S. provider, with investments in digi­

tal technology. Our acquisition of Van­

guard Cellular Systems will expand 

our coverage in 26 markets in the 

Eastern United States. 

Financially, our core long distance 

business gives us the cash flow to 

invest in faster-growing businesses, 

although they won't be hitting their 

financial stride for another few years. 

We're investing in the high-growth 

areas of local service, wireless, the 

Internet, global services and network 

outsourcing. 

As we make these changes for the 

future, we've also accomplished some 

ambitious short-term goals. In 1998, 

we took $1.6 billion in costs out of the 

business and surpassed our two-year 

goal of an l8,OOO-person reduction in 

the workforce in just one year. 
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We hit our major financial target~ 

with operating earnings per share of 

$3.45, the high end of our $3.35 to 

$3.45 goal. Revenues grew by 3.2 
percent, against our growth target 
range of 2 to 4 percent. While 1998 

met or eXC~ded our objectives., it's 
just the beginning of building our 

company for growth. 

Our financial targets for 1999 are: 

5 to 7 percent reVenue growth and 

earnings per share from operations of 

$4.20 to $4.30 (excluding the impact 
oHhe Tel merger). Ambitious1Yes, 

but not unreaso.nable based o.n the 

investment~ we're making and the 

commitment of AT&T people. 
It'sencouragingthatthe invest­

ment community. shares fTl¥ confi­

dencein AT&T and its people. Our 

stock price began the yea rat $61.31 

and finished at $75.75, anlncr~se of 

23.6 percent. 

Now thatwe've completed the 

merger with Tel, we intend to do a 

three-for-two stock split, which means 

you'll have three shares ofAT&Tstock 

for every two shares you have now. 

For AT&T in 1999, the big chal­

lenge is to execute the $l:fl\teSY we've 
put in place. We have the strategy. We 

have the aSSE;lts. And WE;l have the peo­

ple. How well we Pl,lt aU this together 
for our customers will be what sets us 

apart. 

In 1999, we'll be making Ol,lr first 

"any-distance" offers over cable as we 
implement pilots in several cities. We'll 

expand to. many more cities in the year 

2OOQ, We'll continue the acceleration 
of data and IP services and build on 
the leadership offers we launched in 

the wireless market. We'll finalize our 

joint venture with 6Tand launch 
global offers as we integrate the IBM 

network. 

Of course, public-policy i$sues will 

~ti" Pe with us. We'll do everything 
possible to see that the Telecom­

munications Act of 1996 is imple· 
mented as Congr.ess intended. AT&T 

and other ~mpanies are making the 

k4nd of investments in local service 

that the Act WaSSl,Ipposed to encour· 

age. We wit! work With the Sell phone 

companies to open their local net­

works to new competitors, as the Act 

requires. 

I'm enthused about AT&T's future. 

And I'm not alone in that. AT&T peo­

ple know we now have the tools, and 

the time IS right. The rest is up to us, 

and we won't let you down. 

....~ .. ~~ 
c. Michael Armstrong 

Cha.lrman and Chief £xecutiVe Officer 

March 9, 1999 
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260 million tirnes a day 

I !  
I 1  -a I q~$ one hi11 with 

onitor internation 
e t s  or your granddaughter 

calllng across the mites t 
share her new knock-knock a 
Joke, every one of the 280 I CO. AII the w k ~ j  l ; y o ~  want 
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s, no wonder it took 

years for the pool of toll-free 

800 numbers to run dry. 

But now, dter only two 

veam, we're nearly tapped 
r u t  of numbers for tR* nni 

)On toll-free cuA- 

vices at coksumers' fia 
tipspday > -  more than hat 
mitlion Gompanies a d  

government agencies trd Canada. FbrftSt $2,! 
toll-free calls..And on an , ,month, pkis 25 mts a 

rse 
- .. . h or ctedit 







smed u 
1998 Cetfuli 
lence Award 

With , 

b 

. . -TD'gital 01 .I 
vice you donY pay 

or long distance 

across the United 

's - an industry first. 
i call is like a local cal' 
ates so low you could 

I your wiretess phone 

In 1998, w 

jer agreem 
;uar&"l!uiar : 
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& ’  ’ rr billion L nea, 
xsourcing contra 5 

. - .  htesCitlbank’s 1- 
!ing knots, 

Now everyone involved in 

an a common, user-friendly, 

$k need the latest tech 

Solutions success story. 
: w its launch in 1995, 
more tha dealmakws who get? g r i p i t  

Onceseparate cor$uter &$ F&$ to pmlh sophisticat- have given 
ust pass information 

back and forth without a 

hitch for business to operate f 

fl-a 
wide growth, flmclrak 

all its systems to fit lik 

glove. SO AT&? Solutions 

lent a hand. 

Ices giant CitibanE 

Our professionat-services 

unit designed and manages 

a global data network that , 

the thur 

lank ant head of Global ranging from pubk 

lines to heath care. 
In 1998 done, AT&T Sol 

signed $7.5 billLon in 

If your business could use 
elplng hand from AT&T 

lutions, learn more at 

s for it3 technical 
es, proven track outsourcing contracw . 

he f ive-year agree 
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35 tera, 

distributor of salsas, 

sauces and fiery foods. But -&bpE 
when customers order the -pfiwa&,+- 
blistering ~ I C M  on the  corn- 

pany's Web site. they don't 

Japan. 

I 

sauce on your chili and you I1 

breathe fire It's the most 

popular item dt Salsa 
Express, the Texas-lna 

even breah a sweat 

Because thmks  to AT&T F 
SecureSuyO Service, their f& rnt i 



c 
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fessionais like AT& T 's London- 
based Mark Newman Can work 

' 
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s - globa t services far greatei P-based nerwork wrii m i n e  
.ha futu- qf the Information 

' almk h n u e s  for the fir-+ 

ration ' -  t exceed $10 billion. venture, we agreed to ac- 

Together, we'll a' 

wide communic accelerates our ability ta 

V&T circling the 

do it in first-class style 

I- 
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1 
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:ance corn 

ay soon, a'truck may barri 

! delivery w 
a plain, brswn c, b! 
ding bundle d comm 
ions servidb carried 

3on of broadband cab 

Through our mergt 

TCI and agreements 

x> 1 . I  

Even the cabte box on 
lv will be *t to *ti&: 

ot o will it l e t t h e  order 

d. 



"We'll be the best 
Because we're the cus- 
romers'champion; W 

know their needs bet- 
t e ~  '' says AT& T 
President Jwhn Zeglis 
(right), talking strategy 
wEth AT&T Wireless 
Services President Dan 
Hesse at AT& T's New 
York City stare. 

20 

praises ofthe new AT&T and what the 
future can hold. Our mission: Enable 
people to communicate anywhere over 
any distance in any form. Any, any, any. 

"We're a 'connections' company," 
Zeglis explains. "And we want to make 
connections possible over any distance 
-local, long distance, global. In any 
form -video, voice, data, online, in rea! 
time, out of real time. And because 
we're connecting people, not places, 
that connection can be anywhere: in 
your pocket, home or computer. You're 
never without a connection." 





Their marching orders: Protect the 
current customer base and aggres- 
sively target new businesses. 

“You cannot grow revenues without 
having feet on the street,” Keith says. 
“Fewer feet means fewer accounts we 
can call on. So if we want to grow 
more, we’ve got to have multipte chan- 
nels such as agents, wholesale ven- 
dors and retail outlets.” 

Their efforts will be supported by 
“net.working,” our first major advertis- 
ing campaign for business customers 
in two years. “There‘s no stone 
unturned ,“ Keith says. 

One pair of the feet on the street 
belong to Keith himself. He’s meeting 
with customers, salespeople and tech- 
nicians to learn what’s working and 
what’s not. As a result of those discus- 
sions, in 1999, Business Services will 
introduce the “5 and 15” program to 
turn up services more quickly. “If 
you’re already on the network, we’ll 
turn up your service in five days. If 
you’re not yet on the network, we‘ll do 
it in 15,” Keith explains. 

Those intervals are better than 
industry benchmarks, but that, too, is 
part of Keith’s stratew. “We’re AT&T,” 
he says. “Our intent is to lead and set 
higher standards going into the next 
millennium .” 

On top of the world 
John D. Zeglis, AT& T President 
Daniel E. Somers, Senior Executive 
V,ce President and 
Chief Financial Officer 
The tire-size globe to the teft of Dan 
Sorners’ desk is more than just a geog- 
raphy tool. It‘s the canvas on which 
ATAT’S international strategy is drawn. 
But while the company’s past global 
attempts were sketchy, this one’s 
painted in bold brush strokes and vivid 
cotors. 

“Two years ago, we were nowhere in 
terms of beinga gioba business,” ad- 
mits Sorners, who has held international 
responsibilities at AT&T since he and 
John Zeglis refocused international pri- 
orities in mid-1997. “We had small, 
unlinked ventures. And we lacked a 
vision of what it meant to be global.” 

to reconsider its international strategy 
led AT&T to two defining moments in 
1998: a pint  venture with BT and the 
purchase of IBM’s global data network. 

“Both of these moves broaden our 
position to serve multinational cus- 
tomers by increasing the range of facili- 
ties we control, turning our focus to an 
IP-based platform, expanding our cov- 
erage of the world, and adding the 
resources we need to be a truly global 
enterprise,” Somers says. 

national interests through those mile- 
stones, Sorners is now focusingfull time 
on AT&T’s financial strategy in his role as 
chief financial officer. He’s passed the 

Stepping back to the drawing board 

Having guided the company’s inter- 

international torch -and that tire-size 
globe - to Zeglis. 

In 1999, Zeglis will position AT&T to  
fill in the outlines marked by the BT and 
IBM deals, making investments to 
bridge gaps rather than create posi- 
tions. “We’re looking at areas of growth, 
particularly in the Asia Pacific and Latin 
American regions, whetherthrough 
joint ventures or direct investment in 
facilities,” Zeglis says. 

With only a handful of “super carri- 
ers” positioned to serve the needs of 
multinational customers, Zeglis believes 
AT&T will come out on top. “Customers 
are looking for one source to provide 
seamless voice and data service,” he 
says. ”We should have a competitive 
advantage across the board -on scow, 
product depth, quality, cost structure 
and service capabilities - if we execute 
properly.” 

Execution in 1999 means fulfilling 
the promise of 1998s strategic moves. 
“We’re making sure the architecture, 
design and plans for our 100-city, 200- 
gigabit IP platform are up and running. 
That will enable us to properly launch 
the global joint venture as won as we 
achieve regulatory approval -probably 
by the fall,” Zeglis says. “We’re working 
to complete the purchase of the IBM 
global network by midyear and effec- 
tively integrate it within AT&T. And we’re 
analyzing, evaluating and likely execut- 
ing at least one or two ’in-country’ 
investments in 1999.’’ 
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I But rime of that can c m e  at the 
4 expense ~f network ret iaMily. "We have 

fivebbjjectives an the nemrk reliability, 
I reliability, reliability, low unit mst, and 

innovde producbthrougb new twhnol- 
1 QW," lanna says. ' A d  if wmn't do a1 t 

five, 1 say do any Mh of the tog three. 
Because our customerrs p u n t  an 
relrabllity," 



Wbile erectimg the global IF platfWtn, 
AT&T Labs IS &O deEhPhg UW k h -  
notogy to reap the k h e f i k  of the TCI 
meQer. Pioneers in cable tedhnoim 
since the 198%’ AT&T Labs research- 
ers have dewlaped a sute of h a d -  
band services. 

“With our research and advancd 
development over the last five years, we 
have a s l id  khnoib@ base to bring to 
h r  on the TCI investment,” Nagel 
says. “We have working demonstrations 
of all the technolcgy, and we’re in the 
process of fine-tuning it t~ get costs 
down and performance up.” 

market, Nagel’s top priority in 19W is 
implementing a new “service rmfiza- 
tion” process, “Research and develop- 
ment mnagm in each busims unit 
are working closely with the Labs not 
only in mrnrnercialtning what we’ve 
already invented, but on the invention 
pfanning itself,” Nagel says. “Sa over 
the next few years we’ll develop a 
pipeline af new services, canmpts and 
tec hnolcgies. ” 

Technical innovation coupled with 
creative marketing and sales.. . sounds 
like another of Nagel’s winning mmbi- 
natians. 

To move more tmtmtw quickly to 

e:,- . - -  

batter&, black briefcase - its seams 
scuffed and frayed - bsars the: bruks 
of being stuffed into overhead corn- 
part*&ltS. 

But somehow Roscitt arrives at each 
destinatlan with not a hair out af place. 
His white shirt cuffs are pressed sharp 
enough to slice onions, and he4 itching 
to get to work. 

Riding hard, staying fresh and tena- 
cinusly attacking a job a re tools of the 
trade for !?mitt and his fellow travelers 
at AT&T Solutions, the unit that plans, 
installs and manages innovative net- 
w r k  for the world’s leading compa- 
nies. In 1998, this “n&working-centric 
professional-sewices firm” inked deals 
and headlines, signing one record-&- 
ting contract after another - Citihnk, 
Bankme, JBM. 

In the precess, AT&T Snlutiuns sw- 
passed $1 billion in revenues and met 
its goal of prc@uchg positiw earnin@ 
before interest and taxes in the fourth 
quarter. 

expxts to clase many mure contracts 
for new long-term business in 1999 - 
each deal a step on the path to “fwe in 
fwe,” the gml AT&T Solutions set in 
198 to bmme a $5 billion business 
within five years. “This is no longer just 
an interesting start-up operation,” 
Roscitt: $@s7 “We are now depndirig 
on AT&T Solutions ta reach revenua of 
$5 or $6 biMn a year by around 2603.” 

That’s not just wishful thinking. With 
a projected annual growth rate of 25 
percent, the networking market is sky- 

Building on that momentum, Roscitt 
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Here's a "straight talk" translation 
of some of the technica t terms 
that dew! be our strateegy and 
achievements. 

Bmdwktth: A measure of the informa- 
tion-carrying capacty of a comrnunica- 
tions channel. A narrowband channel, 
such asa voice channel, cannot carry 
a$ much information as a broad band 
channel, usually required far video or 
high-speed data transmission. 

Broadband: A communications chan- 
nel with wide bandwidth that enables it 
to carry more information at higher 
speeds than a narrowband channel. A 
broadband system can ba'ansrnit many 
different signah at the same time. Each 
set of signals is translakd into frequen- 
cies that do not interfere with one 
another. 

Byte: A series of 8 bits kg. ,  
O l O l O l O l )  that represent a single 
character. 

BT: A wwldwde corqmmcahs 

mtions carrier in Euro@:. 

venture h serve the mmunimions 

around the W& 

~ m t k  amwtm: The integmtlon 

AT&T and 3T wed to c bl 

~ w E ~ M ,  t r a ~ a t i m  and f&b 
ity q&mms. 



We're financially 
focused 

In 1998, we repositioned AT&T, never 
taking our eyes off o w  hmcid gads. We 
hit critical targets - earnings per share, 
revenue growth, cost reduction. The num- 
bers practically speak fur themselves. 

But that's just the beginning We'll go fur- 
ther in 1999 by continuing to reduce costs, 
building top line revenues and inves-ting to 
grow. It's something to tdk about, 

! '  
I 1  
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from a \mal cellular provider to a national digihaCwirele% ladfir. 
We are inveting in Inkmet protocol, QT IP, networks that will a r w  
voice and data Uaffik &ether at a Iwer cost than circuit-switchd 
networks. And we are hlwstlnp in brwdband connections - high- 
cap&@, highaped link3 to h e m  2nd buz4nWes - in wdwb 
deliver integwted voice, vidm arrd data servkes trrwr CUStDrWTS. 

This is the Strate@we communicatd to our sharwrrers in 1% 
and we cwnrnitted to the investmentswe'll n& b execute if. We 
completed OUT $11 billion merger with TeleprtCcmmmunicatlonti 
Group Ih&. (TCG), giving us Iwal network fa i l  
ness custorrrers in mare than 88 US. market 
band t=onnections to ane third of US. hous~iholFds tbugh  out 
mwer with TeI&-brnmuni&tiBns Im, tTCI1, whish closed in 
March 19%. We mnc$iW a joint venture with British Telworn- 
rnunicatbns pk tBTl @esignwl to build a IOkity, gtobal, IP net- 
w r k  and become a M i n g  mrk of global cmmunimthm 
tMi. We agreed to acquirethe global network business of IBM 
for $5 Wllion. Wecontinued thmxpansion of our national 
digitat-wirelem footprint investing mope than $1 billion in capital, 
assuming management control of our jont venture tn Los Artgek, 
and ag rdng  to acquirevanguard Cellular Systems. And shortly 

annauneci a juint venture with Time Warner tnc., as 
ntureswlth five TCl afliliaks that will extend ow 

c&te tetephmy fwkprint to mare than 40 million horn,  

These investments repfesqt AT&T's future growth, y& we are 
atready Wnning to see the ben- of our growth skatew. Our 
19% revenues grew 3.2% and we clmed the year with 4.8% 
gmwth in the fourth quarter. Our w i r e k  business was a&o@ 
contrithut& w& hare than 17% growth for the year and more than 
34% in the fdurth quarkw tadjudd for the sale of our messaging 
busimsl, driven by thtebucmsti of our wokitidnary AT&T Digital 
One brew wvlce? ATLT Solvtiofis, wr network auts;ourctq husi- 
ne%, '96hieW rirbeXhan $1 bitfibn in revewes in 1998, growth of 
342% aver 1997. Data w v i b s  grew ata raw in the mid-bns, 

iw such ashframe d a y .  And our inwtmennt in 
off, zsp total local service wenu& grew 73Xfdr 

the p a r .  As wewntinue our mornenturn in t h e  areas and b&u 
to bdi td QUF capabilities in broadband end g W l  %Mas, ATZSlT is 
weD positioned to diversify its revenue streams and accelerate its 
p;rOlMth. 

29 



Management's P ~ ~ u o s l ~ n  and An3fysia 

I These &les have enhanced bur a biliiy to focus on our core mis- 
sion, but MOW rrnporhntty bm@M in more than $12 billion in 1 mash. We used these cash inflows and the cash generated by our 

i operations to fund our $8 billion capttal expenditures, reduce our 
I deM by $5.2 billion, and return value to our s4wreawners thmugh 
$2.2 billron ~n dividends and a $3 billion share repurchase pro- 
gram. After all this, we exited the year with debt-netdash af only 
12% of tutal capital, down from 33% at the end of 19%'. Wq have 
ample financial flexibility to absorb the debt carried by TCI and 
can borrow to meet future cash needs. 

We made firm commitment$ in 1993 relative to our cost strmturs, 
and we delivered on them. We told aur shareowners #at we would 
F ~ U W  our SG&A expenses by $1.6 billim in IS%, and we 
achieved thattarget. We dtd it by attacking costs across the entire 
company, and by i mplemsnting an aggressive force-red uction 
plan unda which we committed to reduce our headcount by 
15,000 to 18,ooO over two years. Largely 8s a result of a highly 
successful uotuntary-retirement offer to management employees, 

I we exceeded our target, reducing our headcount by approximately 
I 26,000 in just one year, not including Readmunt reductimns due 

ta businesses sold. 

We have far more work to do in order to become the low-cost 
prwider in the industry and achieve our target of a 23% SG&A to 
revenues ratio for 1999. However, the prcgress we've made has 

' enabled us to be more competitive in the market with inrlustry- 
I leading price plans such as AT&T One RatesM Plus with 5-cent ' 'ies such as a dial-around s=ewice, aur prepaid card business, 

weekend minutes. It hasallowed us to invest in,gFWh oppbrtuni- 

)ur AT&T Digital One Rare sewice and AT&T Personal Network 
$kr. And a competitive m t  structure will be tmtical t o  our suc- 

I wss as we Invest in our any-distance, broadband telephony and 
data efforts and as we i m e m  our sales capabilities in business 
markets. \ 

ledifling costs have not only hdped us in the market; they've 
]&ped AT&T deliver very strong financial results for our shareown- 
ers. Wadeliverecl'eaearnings from continuing operations, excluding 
certain nonoperatimal charges and gains ( d i s v w e d  more fully 
under "Results of Qperations"), of $3.45 peF #Wed share In 
1998, an  increase of 46% over 1997. We grew our eatnings per 1 diluted share on thesame b s i s  in excess of 40% in each ofths 

I last three quarters of the par .  Our rep6rkd earningsfrrrm continu- 
, ing operations per dituted Sharewre$2.91, a 22% inereas over 
I 1997. 

hrcaask flow from operations also grew irnpreslvety to $10.2 bil- 
ion in 1998, a n  increase of 20.2%. Excluding the nonaperational 
:harg& and gains, we generated just under $15 billbn in EBITDA, 
grMh OfU.7 billisn, or 33%. We'll redeploy the rash our bus- 
less prcduces in order to fuel our growth engines - bmgdidband 
mnrnunications, lml service for businesses, wireless, global and 
Internet services. 

$3.00 

E K  Y 

There's a lot mob to the AT&T story af 1998, as described in the 
paragraphs below. But 19% was only the 
the path we are taking into the future, and 
end cbntinue-to d W 8 r  on wrcornrnrbMb in Wder tc~ stay on 
~Bur5ex 
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The discussion d resdts includes 
o t h r  inmrne, MOR Irrtewiand 
ing other income, before interest, tam, d 
zatim (E31TDA); capital additions and total assets. 

nterest and taxes are rat all 
mefits h u m  debt is managed and serviced and t a x e s  are 

m n a w a n d  calculated on a &nlraked basis, Trends in Inter& 
and bxeSare d i s c w d  Separately m acwrmlt&bd W s .  Mp?- 
agement behews EHT is a meaningful 
investus bemuse it pmvides Ihv&mwithan anatysis of operat- 
ing rssults using the w n e  msawres used by fM Chi&f'a@eWing 
decision-maker$ of ATW, provides a Rtum bn tab1 capitaliEithn 
measure, and allow Inv&hs a means to evaluate the f t m i d  
rmu& of each semen1 in relation to Cahsatidated ATAT. QMcat- 
cutatton of EBIT may or may not be cgnsi*nt wrttl t k a l c u l a b n  
of EBlT by other public.mpanies, and EBlT should net b~ 
viewed by investors as 
accounting prlneip& 

In dbcbse ta 

generally accepted 
5 of income m a measure 

ash flaws from operating, investingand 
a measure of I'lquidity. 

EBtTDA rsnlao used by management as a m$$sum af &gmmi 
pzrforrnance and is defined aS EBIT plus &reciation and ammi- 

provided for comwrison purposes, Our calculation of EBITDA 
may or may not be ccmsisknt with the calculation of EBITDA by 
other publkcumpaniasand should not be viewed by invedorsas 
analternativeto G M P  measures bf income as a measure of psr- 

fram operating, inv&ingand financing 
liquidity. tn addition, EBITDA does not: 
-in assats and liabilities wMch cm 

provides information man- 

@ect cash flaw. 

The fallowing discussion and a 
merit and understanding 

WmbeP31, I=, 1997 and 1% And Rnmcial condition asof 
k s m b e r  31,lWBarrd 19%'. 
We completed the merger with TCG on July 23,1999. bqh sham 
of TC6 common stock was exchanged for Q.943 of AT&T mmmm 
Stock, resulting rn an h a n c e  of 181.6 rnitfion shares in thetmos- 
actiah. T k  m e r  was accounted for 8s a w i n g  of interests, 
and accodlngly, AT&T's histwical financial s&kn-ients werE 
r a t a t d  to iefte3 thecmbhed resub of PirPrTancl TCG. 

operatrons for iha years ended 

F o r w a ~ ~ k i ~  Sttatcrmr 

Ex@@ for the historical statements and di6cussions contained 
heran, &tementscontainerf herein constitute ''forward-l-laakmg 
statements" within the mmaning d Sation 27A of the Securiti  
Act of 1933 and %%tion 21E adthe Securities Exchange Act of 
1934, including statements concerning future bprating perfor- 
mance, AT&T's.sham of new and &Sing markets, AT&T's short- 
and long-term revenues and eadng$ grwvth rates, an@ general 
industry p w t h  r a w  and A T W s  wrfmnance rt3laW t b & .  
T h w  fwward-looking statements rely an a nurnbw of assump 
tionscmcerning futuk events, Including, but not limited to, 



L 53. 
’ 
’ requirements imposed on ATLT or latitude allowed to competitors 

”Jy the Federal Communications Commission (FCC) or state regu- 
dory commissions under the Telecommunications Act and other 
ipplicabte taws and regulafions; the successful tctmtcal, opera- 

! trona1 and marketing intekratian of cable and telephony  service^; 
and the ability to establish significant market prsmce in newgeo- 
graphic and service markets. These forward-looking statements 

’ are subject to a number af uncertainties and otherfators, many 
of which are outside AT&T’s control, that could cause actual 
results to differ materially from such slaternents. AT&T disclaims 
any intentian or obligation to update or revise any forward-laoking 
iatements, whether as a result of new information, future events 
17 OthWWiW. 

Results of Operatlorn 

Fwfhe Yean Ended WemberJ l .  . :* la? 1996 

h i i a r s  In Mitlrons 
Revenues 
Business services $22,030 
Consumer m i c ~ s  23327 
Wirelesg services 4 ,E8 
Other and cmporate 2,704 
El i rn i nation s 

Revenues from continuing operations increased 3.2% to $53,223 
million in 1998 compared with 1997, led by business sewices, pri- 
marily data services, and wireless services, primarily due to the 
success of our AT&T Digital One Rate service. A M  contributing tC1 
revenue growth was growth from TCG, including ACC, and AT&T 
Solutions, which are included in the other and corporate grQkIp. 
mpmvernents in these areas w e n  partially offset by continued 
leclines in consumer long distmce revenw Bhd the reduced 
‘evenues due to the sate of AT&T Solutions Customer Care 
(ASCCI. For 1998, total long distance services revenues (includd 
in business services and consumer services) were essentially flat 
while calling volume increased 4.7% compared with 1997. Rev- 
enues by segment are discussed in more detail in thesegment 
results sectioh. We anticipate total revenues ro grow in the range of 
5%-7% in 1999, inchdingthe impact of our merger with TCI and 
our planned acqursitbns of Vanguard Cellular Sys$ems (Vanguard) 
anel IBM‘s Glahl NeMork businmsaall on a projorma bask, that 
is assuming these bustnesses were part of AT&T tn 1998 and 
1999. 

Total revenues in 1w7 irtcrwsd 18% cmpatred with 19% due 
to mwtk  in dabsetvim revenues in bu9;inessservkes and wire- 

IC-, In addttim, AT&TWutins, TCG, AT&T WmldNet 
and international omrattons and ventures, which are 

included in the o 
growth. Dedine5 
set thi’ growth. 

mrporde group, Qantrihuted tn revenue 
mer IQpfgdiipI~ mhnues partidy aff- 

thedimination of revenue forservices sqM 
, sates of business long distance wviceg to 

otherAT&T units). 
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million, or &4%, in 1937. The 
with the gain an the sale O# 

tin 1S7, pahially off$& by a decrease in gains ~1 sales and 
exchange:es of ceIIy Iar invwtments. 

higher revenues, the benefit of our SG&A cmtatt ing i n i t i t h s  
and l o w  international settbment rates. 

Z998 EBlT 

-0 F e a  

*Excludes certaln nonomdionat i M s .  

EBITfor 1997 decreased $1,835 million, or 20.1%, due to OUT 
1997 investment in growth businesses and higher kvels ofdepre 
ciation and amortizatlm associated with an increasd level of cap- 
ital spndinp including the impact of purchasing assets at retail 
from Lumnt, subsequent to its spin-ow. 

Interest expsnse 

After the sak of Univarsat Card Servks  W S )  on April 2, 1998, 
interest expense aswiated with debt previously attributed to Uc5 
was reclassified from discontinued operations to tontinuing opera- 
tions since we did not retire all of this deb.  This reclassificatwn is 
the primary reason for the$lM million, or 38.995, increase in 
interestekpmse in 29%. In August l9!X1 we retired $1,046 mil- 
lion ofTCG's debt early, which will produce significant savings in 
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EalTiEBlTDA EBlT d$cr&i$eed $147 mjHbon, or 55.8%, and 
n, OT 0.5%, in 199& Excluding tha 
tha stla of SmrTone, the-adoptron of 

etoexjtthetwo-wayme 
,2% b $3 million, and EBI 

decreased 15.4% to $1,105 mllliun, compared with 1997. 



Other iimd Car- 

In additian, EBlT and EBlTdA from international operations and 
ventum, excluding a l a g  charge, and AT&T Sotutions improved 
as discussed below. The increased EBIT and ERITDA deficits in 
1997 compared with 1996 were due primrib to incread dtlu- 
fim Irom ourgrowth business. 

Other Items &pita1 additions incrmsd $252 million, or 16.8%, 
in 1998 driven by TCG and AT&T Wutions. Thew increases weit 
partially offset by a decrease In international operaths end ven- 
turm due primarily to a decrwe in investmen$ in nonconmlidat- 
d subsidiariess. In 1997, capital additions increased $ 8 N  million, 
ar 113.576, &ue primrilyto increased spending in intematiuwf 

tiom and ventures and TCG. 

,311 million at Decembr.31, 1998, due 
a s  from the set t tmnt  af 

rw ivah le  to pay down debt, partially offsst by the acq 
kCC. 

Supplemental Revenue DlsctwurPPs 

Dpllrtn h M l l W  Dollars in Millins 

I ww 



Total assets decreamd $407 million Gompared with December 31, 
1997, due primarily to the IN8 write& of consumer-local soft- 
ware%#& assmtstsd with TSR and a decrease in rnarketabte 
sec~tnti~,-partially by a net incwse in pua@ty7 plant and 
equipmehtdueta the expansion by the Wsuslnass-local network. 



in 199& an irnprwment of $ 1 3  rnillim, or %.ti%, mer 1997. 
Revenue growth cmbined with smdcantprogress toward a best- 
i n d s  cast stauctu r o w  the EB IT and E3 ITDA i mprovernenh 

Other Itam G3gkbl acjditions for l9W were $271 Fnil[ian, an 
iyreass of $153 mil er 1997. This  spending was directed 
primahly t m d  the n f o m d o n - t e c h n d ~  infrastructure. 
Capitsl addttions for 1997 decreased 38.4% compared with 1596, 
due to lower spending on the kT&T infofmation-technoIQgy infra- 
structure. 

Total asssets increased $143 rn rllion, M 24.9% at December,31, 
19% due to increased capital‘spentimg. Approximately EiQ% of 
t&l assets at Decernbral, 1 m a n d  1997, were related t a w -  
vkcing the internal-netwrk infrastructure of AT&T. 

EBITJEBITDA EBlTand E W D A  in 1998 improved 22.0% and 
2&3% tndekib of $431 million and $375 rriWim, respectively. 
The improvements wer0 driven primarily by AT&T WcrrldNet 
revenue gWR,  

Revenues $ 712 !$ 585 
EBlT 
EBITDA 

AtO@rnber31, 

Total assets 

Revenues Revenues increased 23.0% to $876 million in 1998 
cornpared wiih 1997. In 1998, we streamtined our international 
066ratid-rrs. by exiting &in nonstrategic and unprofitabb bui- 
ness& wKch negatively impacfed rmnues, Revenues from ongo- 
hgqxriltions increased appmximateiy 54% for theyear, driven 
by tfiereasd rmiginatiiri tramc andgmwth in AT&T Communica- 
tions Servtces UK. In 2997, we nu^ grew 21.7% due primariutu 
an incre&a in reorigination revenues. 

EBlT/EBITDA EEIT improved $101 million, or 25.42, and 
EBITDA im’@roM$94 million, or27.8%, in 19% cornpard with 
1997. THe EBlTand EBITDA improvements wrk primarily dueto 
w e m e  incrgraSe!s and AT&T’s continued &orM tbstreamlifla its 
,lntermMml opmtions and exit n0i.l 
Businesses. These improvemaritswere partjdlly Mset by an $85 
million a$@ lrnpairment cham recorded in 1998 relating W the 
write-down of u n r ~ m b l s  assets in certain agerstians that corn- 
peke directly wRh BT. Emludirrg this charge, 1998 EBlT and 
EBITDA were deficits of$213 million and $159 milliw, ~spp3ive- 
ly, s h m g  year-over-year E3IT and EBITDA improvements of 
$186 rnillim and $179 mil tion, respectively. In 1W7, EHT and 
EBITDAgrew 29.3% and J9.7%, rqectivety, due primarily to 
increasdd Ibsw in our tnterntlunal v&ntur&. 

Other Items Capital additions de 
compared with 1%7# Thb deer-e 
level of spending in 1997, which was direckd &aid thefunding 
of StaFt-ug ventures, 

and urrprofitabk 

Total ~ m e t 5  were $1,409 million at December SI, 1998, a m -  
pared wrwl$1,8?7 millmh at Decarflber 51,1447. The decrease is 

’to an Bffil- due primarily to a dwrwse in m3h resu th 
iatedmtity and due baa reduction in r e a  rnarily io 
the sei$ement ofthe rwehable relating to the sa4e of 



EBITil3A 
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20% 

The mtio fl total debt to total capital at December 31, €988, was 
20.9% campared with 33.5Xat Decembr 31,1997. The 
decreasE was prtrnarily due to lowe( debt. Thedebt ratlo net of 
cash as of Decernber31,19%, was 12,3%. ManagfirnentWmts 

Recent Pronounoemamt 



Contlngmcy Plana AT&T b in the process of estauishing Y2K 
m 
of 

Plans are under way tu pos n AT&T personnel on &e atgrlkal 
Imtions tu monitm operations and manaplncreases in work and 
Gall voluluinas. 

Agmrnenk are king negotiated with contractors and 
ensure the wailability cf omsite technial support. Th 
includes, but is not lirntted to, ne-k centem and sites, custoper- 
carecentersand data centers. 

ptaris to further rnitigateY2K risks, Specific examples 
ntingesncy pian initiaisltiw include the f o l l o w i ~  



1 
Maaagament’s Dtrwsrhn and AnajysL 

We are planning to pmact~~elyshge power, f ~ ~ e l ,  water, h d n g ,  
airxonditioningand ventilation seurcesto suppDrt cdka l  buai- 
ness operations and pwsonnel requirements. 



A number of court decision$ in 1997 severely restrictd imple- 
mentation of the T&cmmunicatjons Act and delayed leal-  
service competitim. Recent rulings, however, have upheld the 
pmvlsions ofthe Tefecommunicatrans Act. Despite these favorable 
rulings, there can be no asurance that the prices and other mn- 
drtions established in each state will provide for effective local- 
service entry and competition or provide AT&T with new market 
opportunities. 

In July 1997, the US, Court of Appeals far the Eighth Circuit 
vacated the pricing rules lhat the FCC had adapted t~ implement 
the sections of the Iwal-carn~tit ion provisions of the Tdacomrnu- 
nimtions Act applicable tu interconnection with loc&exchange 
carrier (LEG) neworks and the purchase of unbundled nehrvork 
elements and wholemle services from LEG. In October 1997, the 
Erghth Circuit vacated an FCC Rule that had prohibited incumkeht 
LECs from separating network elements that are combined in the 
LECs' networks, except at the request d the cornpiitor p u r h s -  
ing the ebmnts. These decisions incwased the drfficulty and 
casts of providtkg competltrve local service through the u s e d  
unbundled network elemenis purchased from the Incumbent 
LEG. 

On Janusty 25, 1999, the US. Supreme Court issued a decision 
reversing the Eighth Circuit Court of Appeals' holding that the FCC 
lacks jurisdiction to establish pricing ntlesappticable to intercon- 
nection and the purchase of unbundled network dements, and 
the Court of Appeals' decision ta vacate the FCC's rule prohibiting 
incumbent LECs from separating network etements that are corn- 
bined in the LEC5' netwalrs. The effect ofthe Supreme Court's 
decision is to reinstate the FCC's rules govming pricing and the 
separation of unbundkd network elernants. The Eighth Gircuit 
Court of Appeals wi t t  now consider the incumbent LECs'claims 
that alfhough th@ FCC has jurisdiction to adopt pricing rules, the 
Utes it adopted are hot consistent with the applicable provfsions of 
the Telecommunications Aci. The Supreme Court alm vacated the 
FCC'5 rule identifying and defining the uflbundled network ek- 
men& that incumbent LECs are required to make available to new 
entrants, and directed the FCCT to mmmtm this issue in light of 
the standards mandated by the Telkcommunicattom Act. 

On December 31, 1997, the US. District Court for the Northern 
DistrKt of Texas issued a memorandum opin ton and order bldrng 
that the Tekcornmunications Act3 restrictions on the proviston af 
in-region, intw-LATA service by the RBOCs are uneonstitutmnal. 
AT&T and ather carriers fcallectively, "intewenors''1 filed an appeal 
with the U.S. Court of Appealsfofthe Fifth Circuit. On February 
11, 1998, the District Court suspended the effectiveness of its 
W m h r  31 memorandum opinion and ordw pendlngappeal. 





Repert of Management 

Ible'fgr the wparatian, integrity and 
tetI fm\ancial s b t e m t s  and all other 

financia1 infarmation indud& in this report. Management IS also 
rpponsl% TW maintaining a system of internal contmIs as a fun- 
damental requirement for theoperational and financial integrity Of 
results. The Pinanctal statementst which refl& the consolidated 
accounts of AT&T Corp. ond subsidiaries (AT&TI and &her fihan- 
clal information shawn, were premed in conform@ with gerperally 
aceepw accounting; principks. Estimates indudad in the finan- 
cia1 statements Were basad on iudgmank of qualifd personnel. 
To mairvtain its system of intet'rlal contols, management carefully 
sek@ key pemnel a d  @stablsM the! otga?iZabonaI structure 

vidon of respopsitrility. We beliwe it is 

and used to ensure that plicbs, standards and manager'il 
allthkorilties are u l r i d e M  throughout the organization. Out inkr- 
nal auditors rnonihr mmplfance with the system of internal eon- 
M s  by m&ns of-an aflnual plan nfihkrnaf audits. Utr 
basis, the sysfern of interm1 controls is reviewed, walua 
revised $$ necesay iri light of the results.of c6nsfant mmam- 

internal and independent auditss, ~tsarges in 
and @her conditions, Management blkw that 

the system of intmal controls, t akn  IS a whole, @wMm rmsprl- 
ableassurance that (1) financial rwords are adequate and can lye 
KIM upon to permit the prepptlm uf financial statements in 

that we plan and perform the audit to obtain rewna4bas$urance 
a b u t  whether the financibl $&rr~wents are free of. material 
rnbstatement. An audit includes examining, cm a test basis, 
evidence supporting the amounts and disclosures in theflnancial 
statements. An audit also includes assessing tI-t~ accounting 
princip!e used and simificant estimates made by marnagmeat, 
and evaluating me ouera11 financial stafament presenhtion. 

kv&thaZ: our audits provide reawnable Gasis k r  the 
expresqd ah!&. 
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AT&T Corp. and Subsidiaries 

For theyears Ended Oecemkr  31, 

Ba 1997 1996 Odllati In MiHions 

Operatlfig A&vltIes 
Net income 
Deduct: Income from discontinued aperations 

Gain an sals of discontinued operations 
- - Add: Extraordinaty k s  on retirement of debt $37 

Income from continuing operations 52% 4,249 5 , m  
Adjustments to reconcile net income to nef cash provided by operating 

activities of continwngoperations: 
Gains on sales 

$ 5,793 
173 
162 

Restructuring and other charges 
Depreciation and amortiahon 
Provision for unwttectrbles 
Inweas in amaunts receivable 
(Decrmse) increase 4n accounts payable 
Net change in other operating assets and liabilities 
Other adjustments for noncash items-net 623 566 

Net sash ~ o v l d s d  by -In# actlvctles of cnntlnulng mratlons m2l7 a m  8,m7 

(134) 

3,982 
1,522 

(1,034) 
125 

(832) 

- 

J-Adhltles 
CaprMl expnditures 
Proceeds from sale or disposal of property, plant and equipment 
Decrease (increase) in ather receivablm 
Acquisitions of licenses 
Saksof marketable securities 
Purchases of marketable securities 
Equity investment dishbutions and sales 
Equity investment cantributions 
Net dispsitions of businasses, net of cash acquired 
Other investrrig activities-net @# (160) (23) 

Net cash provided by (used In) Investthg actlvltles otrontlnulng operations %&E (6,755) (2 ,W)  
FInandngM*lee 
Pruceed from long-term debt issuances 
Retirements of bng-term debt 
Issuance uf common &ares related to benefit ptans-net 
Treasury shares acquired other than for benefit plans 
Divtden#s paid 
(Decrease) increase in short-term brrowings-net 

Net cash wed In f l m l n g  d v k k  of contlnulng operations 

Cash and cash equivalents at beginning of year 3m 196 87 
Cash and camh equlvarent~ at end of year $ wq $ 318 $ 1% 
The notes on pages 56 through 71 are an integral part of the consolidated financial statements. 

(737) 
171 

(2,142) 
1,114 



j Consolidaflan 
I Theconsalidated Financial statememh inely&~all rn 
subsidiaries. nts in which weexercise dgn 

’ ence but whi not control (a 20% - 50% ownership inter- 
est) are accounted for under the equity wthvd of accounting. 

, This represnts the majority of QUT inve6tmentsp Investments in 
which we have lessthan a 20% ownership interat and in Which 

i thete is no significant inRUenceare~~~unted forun~r  the 
method of accounting. 

Currency Tmshtatton 
For operatiorrsuutside ~ f t h e  United States #at prepare financial 

1 5takrnwb in currencies other than the U.S. dollar, we translate I i n~mes~ temen taanaun~a t  1 and we translate a m t s  and lia 
exchange rates for the year 
ymr-end exchange rata. 

I 

We present these trmslation adjustments as I component of 
accumulated other comprehemive incoma Within shareowners‘ 
WUfW~ 

Rrrwenucr RecognMtlan 
We recpgnize wlrelinmnd wirela$ w k e s  w e n m  based upon 
minutes of t raf f icme& and mntrtacted fees, We recognize 
prdwts and uher services revenues when the praducts we 
delivered and qepted by cu&mersand when services are 
provided in accordance with cmbactterms. 

AdwrtJlling and Pmmottonat Gwta 
Weexmnse W af rtdvertkirgand promtiom, including checks 
u ~ d  to acquire customers, as incurred. A 
91 expanses WEE $1,WQ $1,995 and $2, 
1B6, resp&ive@. 

tnvestrnent Tax Crdtfa 
Ne amortize investment tax credits 8s B reduction ta the provisfon 
for incornelax& bvef the useful l i iea of the property that produced 
the cced its. 

EmmInp Per Share 
We calculate earnings wrshare in accordance with Stakmmt of 
Fiwncial Accounting Standard (SFAS) No. 128, “Earnings Per 
share.” We use the weighM-awage number of t o m m m  shares 
sutstanding dumg ea& period tu mrnpute basic earnings per 
’comrnm share. Diluted earnin& per share is computed Usingthe 
weighted-avkrage n u r n b r  of wmmm shares and dilutive paten- 
fjat cumman shares outstanding. Di tutive pdmthl  common 
skates are additional cornman shares assumed to be exercised. 

Cash Equivalents 
We cokjrdgrall hjghly liquid investments with original maturities of 
Rmrally three months or less to be cash equivalents. 

66 



ities at the date of the financial statement% and revmues arid 
expenses duringthe period repart@d, Actual resub could differ 
from those estimates. Estimates are used when amounting Tor 
certain item such BI long-term montrads, allowance for ddubthl 
Bcounts, depraietibn and arnortwon, emplow beendit plans? 
taxes, re5tructuring r e s e w  and mntingen!&s. 

Cwrcentmtions 
&of DecmberJ1,19S& we do not hawzany signfimnt mncm- 
tmtion of bushes Eranwcted with a parkubrcustomer, supplier 
ot lender that could, if suddenty eliminatd, severely impact our 
operations. We also do not have a concentration of avaiBWe 
sources 05 labor, servicw, or Ircems or other rights that could, if 

minaW, seweiy impadour operations. 

I 

I 

I 



Unamortized godwill 

hued Operatlorn 

Qn SepEmber20),1995, AT&T m n o u W  .a gIm;su&cthacer- 
three ihdeppenm, publicly heldr 

''Lucent~} and t ~ n ~ c ~ l o r l - i n t ~ ~ i ~ ~ ~ ~ m ~ ~ w 7 g  
"NCR"). in April 1996, Lucent& 112 rnilllon sharesof cmrnon 
stock in an initial pubk offering (1Po1, representing 17.6% Qf the 
Lucent cornmri shck outstanding. Because of AT&T's plm to 
spin off its remaining'8249h IrW&t In Lucent, the=$ b? the 
Lucent stock was recofbH as an equity transactM, resulting in 
an incrkase in P;I&T'sadeQditioml pat 
1 PQ. In a& i t i ,  in cohnection with 
assumed $3.7 bjlllon of AT&T debt in 
1996, AT&T d lstributed to AT&T sh 
%@ember 17,199-the remahim Lucent mmmm stock held 
by AT&T. E x  shares were distributed on the basis of 0,32W%l of 
a share of Lucent for each AT&T share nutstanding. 

On pctaber 1, 1996, AT&T sold its remaining interest in AT&T 
irnately $1.8 billion, resulting in an 
r $O.W p r  diluted shat'e. 

UII Decemhr31,E96, AT&T @so II of the ~ M n d -  
ing Common s b k @  N€R trr AT&T of r m r d  asd 

wewdistributed on the 
h AT&T share outshndi 



Restructuring and other charges of $2,514 for 1998 include 
$2,999 of restructuring charges recorded in CDhneCtiOn with the 
1998 cost reduction program partially offset by $940 of reiated 
settlement gains and%= in reversals of 1W5 restruetunng 
resew=. Also included in the $2,514 is $718 of asset impairment 
charges and $85 of TCG megfwelated charges. 

On January 26,1%8, AT&T announced a plan to reduce head- 
munt by 1 5 , m  to 18,006 over two years as part of our overall 
cost reduction prugram. In connection with this plan, a voluntary 
retitement incentive program IVRIP) was offwed to eligible man- 
8gewent employees, Approximately 15,3W management employ- 
ee$ accepted the VRlP whr. In connection wftk this pian, a pretax 



restructuring charge Of $2,724 recorded in the second quarter of I 19% was composed of $2,254 and $169 for pension and postre- 
1 tirement special-termination benefits, respectively, $263 of curtail- 
/ ment losses and $38 of other administrative costs. Partially offset- 

ting these restructuringcharges were pretax settlement gains of 
I $940 recorded in the second half of 1998 in cmnectian with the 

&lement of the penston obligations covering about 13,7cK) of the 
'otat VRlP employees (see Note 8). Also recarded in the second 
Tuarter wee pretax charges of $125 for related facility costs and 
$150 for exkcutive-separation Cos$. 

I 

The VRfP offerwas extended to management employees M o w  
executive level who were participnts in the AT&T Management 
Pension Ptan at any time from January 1, 1998, through January 
21, 1998t inclusive. The individual had to be either on the active 
payrol t or on an approved leave of absence with a guaranteed right 

I of reinstatement. Additianally, to be eligible Tor the offer, the man- 
agement employee had to meet the vesting requirements of the 

I AT&T Management Pensian Plan by the date Re w she terminates 
employment. 

A descrrptm of the various details about the program was distri b- 
uted in February. In March, etigible employees received a more 
detailed written overview of the program, and SerninarS were ' offered in an effort to reinfma the content of the program. During 
the first week of April, detailed VRlP offer packages with estimates 
of mployee-specific data were pmvkkd to eligible employees and 
one's irrevocable acceptance was required by May 22, 1998, to be 
valid. Employee e x h  were spread over three prlmatydaks in 

I 2998, June 3, September 30, and k m k  30. As of Decem- 
ber 31, 1998, approxmately 14,700 emptoyees have terminated 

! employment under the VRIF. The remaining600 VRIP participants 
are anticipated to terminate empjoymant in the first quarter of 
1999. 

I In the fourth quarter of 1995, AT&T recorded a restructuring 
charge related to the exit of certain busiflessw. In the second 
quarter of 1998, we reverwd $256 of h i s  1995charge prirnafjly 
as a result of an overlap of 3,400 employees acceptingthe VRlP 
offer with t h e  who were already included in the previously estab- 
lished 1w95 exit plans. Because the benefit cost of the VRlP offer 
was gmatetthan AT&T's normal severance cost, ANT had to 
Incrase ik restructuring charge. AT&T accounted for this by 
recording the full charge to reflect the pension and Wstretirement ' special-termination benefits for all the emplayees accepting the ' VAlP offer and then eliminating the accrual of approximately $200 

I for the 3,403 employees under the, 1995 plan. The balance of the 
I rev@fsaI was due to certain reserves which were no longer deemed 
I necessary based on this secondquarter review. An additional 
I reversal of $92 was recorded in the fourth quarter of 1998 rekterl 

to projects being completed at a cost lower than orimally 
estimated. 

b 
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A h  reflected in the3718 charge wasa fayrth-quarter asset 

sets in certa tn International operatiurn in wh 
rrying value is no longer supportd by future a s h  RQM. 
haxge was made in cannection with an ongoing review asso+ 

cMed with the updomihg famat of a global jdnt venture with 
BT. PumuBnt to We pint venture agreement with BT, AT&T will be 
required to exit e&in aperations that c'ornpetadirirsctly With BT. 

a Fi nclal Instruments 

Ih the normal course 07 bushes we use various financial instru- 
ments, induding derlvativefinano 
D#erthan trading, W ~ d o  not u s  
far spwulatiw pur-" These instruments include letters QT 
^credit, gumantes of debt, ir#eresl ra& swap agreements and for- 
eign currency exchange cosntracts. 1 nterest mkswap agree W n t S  
m d  foreign c w m q  exchange cqrhcts are uW to mitigate 
interest rate and foreign curremy exprrsures. Collateral isgeveally 
not required for these types of instsuments. 

mtruments involve RSk, InrludlnEthe 
a m  by munterparties, and our rnaxl- 

mum potential lqss may exceed the amaunt recognized in ow &I- 
ancesheett. However, at kmhr 31,1993and 1997, in man- 
agement's opinbn there was no significant risk of loss in the event 



Notea to Consolldated Flnanclal Statements 

rn 
cif mwf fa rmance of the counterparties to these bancml insku- 
mai lk We mntral our exposure to credit risk through credit 

Lettera af C r e a  
Letters of credit are purchaxd guarantees that e ~ u r e  ow perfor- 
mance or payment to third parties in accordance wlth s p e c f d  

Jerms and cpndtionsand do not create any additional risk to q fiT&T. 

r subaidiarie3 and 
naIly+ in connection 

wtth restruebrings of ATkTtn I%, WE iwed parantem for cer- 
tain d&obli@qnsofAT&T &pita1 Cwp. and NCR. M December 
31, 1998 and 1W7, respectively, the arwuntof guaranteed debt 
asspctated with AT&T Capital Corp. and MCR was $108 and $120. I 

I 1n-t ~ a t s s w a p - ~ ~  
1 '  We enter into intarestate swap twnamge mrwp~~ure to  

and to l w r  atrr~v$mIl cos 
greements ta manage the R 

113 m order to reduce 8gregate risk to inter- 
j est rate movemen&, hterest rate swaps a tso allow us to raise 
I funds at floating rates and effectively swap them into W & e S  

that are lower than those available to us ifflxed-mte borrowlrigs 
were made directlyh These agreement3 inv6lve:the exchange of 
floating-rate for fixed-rate payments or flxed-ratk fm floating-* 
payments without the exchrrtw M the undwlying priheiwl 

intermt rate payments at December 31,1998, a m  
ing kom 6.96% td9,47%. Fl~at i t~g-MB payments gre 

i 
bawd ~n rates t i 4  to UBDR or U.S. tceawy bills. 

The fattowing table indicates the types of swaps in WE at D.&m- 
ber 31, IS98 and lm7, and their wekhted-average interst mks. 
Average variable rates are thme in e€kctat €he wpoQrting&t& and 
maychange significantly aver the live6 Of the &~tmCts, 



I -' 

For debt Bxcluding capit~l leases, the carrying amaunk and fair 
values were $6,691 and $7,136, mpW~vely, Tur 199% and 
$1 1,875 and$l2,31& res#ectiv&y for -1997. 

1W 
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Under the 1997 Long-Term Incentive Program, which was effec- 
tive June 1, 1997, we grant stock options, performance shares, 
restricted stock and other awards. There are 100 rnlllion shares of 
common stock available for grant with a maximum of 15 million 
common shares that may be used for awards other than stock 
options. The exercise price of any stock option is equal to the 
stock price when the option is granted. Generally, the options vest 
over three years and are exercisable up to 10 years from the date 
of grant. Under the 1987 Long-Term Incentive Program, which 
expired in April 1997, we granted the same awards, and on Janu- 
ary 1 of each year 0.6% of the outstanding shares of our common 
stock became available for grant. 

Under the 1997 Long-Term Incentive Program, prformance 
share units are awarded to key employees in the form of either 
common stock or cash at the end of a three-year period based on 
AT&T’s total shareholder return as measured against a peer group 
of industry competitors. Under the 1987 Long-Term Incentive Pro- 
gram, performance share units with the same terms were alw 
awarded to key employees based on AT&T’s return-on-equity per- 
formance compared with a target. 

On August 1, 1997, substantially all of our employees were grant- 
er] a stock option award to purchase 100 shares representing a 
total of 12.5 million shares of our common stock. The options vest 
after three years and are exercisable up to 10 years from the grant 
date. 

Underthe AT&T 1996 Employee Stock Purchase Plan (Plan), 
which was effective July I ,  1996, we are authorized to issue up to 
50 million shares of common stock to our eligible employees. 
Under the terms of the Plan, employees may have up to 10% of 
their earnings withheld to purchase AT&T‘s common stock. The 
purchase price of the stock on the date of exercise is8556 of the 
average high and low sale prices 07 shares on the New York Stock 
Exchange far that day. Under the Plan, we sold approximately 2 
million, 4 million and 3 million shares to employees in 1998, 1997 
and 1996, respectively. 

We apply Accounting Principles Board Opinion No. 25, “Account- 
ingfor Stock Issued to Employees,” and related interpretations in 
accounting for our plans. Accordingly, no compensation expense 
has been recognized for our stock-based compensatiun plans 
other than for our performance-based and restricted stock 
awards, Stock Appreciation Rights (SARs), and priarto July 1, 
1996, for the stock purchase plan far former McCaw Cellular Com- 
munications Inc. employees. Compensation costs charged against 
income were $157, $110 and $46 in 1998,1997 and 1996, 
respectively. 

I 



The foltDwim table summaries infQrmatiiaPr abaut stmk options 
auhtandhg at December 31,1998: 

86,170 7.8 $45.68 23,643 $34.69 

4T&T has adopted the disclosure-only provisions of SFAS No, 123, 
‘Accountingbor Stock-Based CurnpmWion.” R A T T  h d  elected 

to recognize compensation costs based on the fair valua at the 

Thcfollmirrp, tabk shm5the 
ktwem the effective Incame 

income, net ~ r t a x  wdik 
Legal entity restruchrring 

Effective income tax  rate 3 . Q %  39.0% 37.2% 
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C&mk&nb and Contlngencles 

normal course of business we are.subject t 
ts and other claims+ including prwading, 

regulatians related to environmental and 0 t h  ma?&ers, S u ~ h  mat- 
tefsare subject to many unce&inties, and outcmesm natpre- 
dicta& with Bswance. C~nsequantiy, we,a 
the ultimate aggrqte amount of monetary li 
impact with respect to these h~nattm at December 31,1993 
These matters could affect the Qpraqng results of any one quarter 
WM resnlved in future periods. However, we believe that after 

&ry llabilriy or financial 
r at p~ r a d  would not be 

annual consolidated flnanchi stakmmts. 

We lease land, buildings and equiprwent through wniratctsthat 
expire In various ymw thromk 
operating leases was $742 in 1 
1996. The fallowingtable shows our future minimum tease pay- 
menkdue under noncancelable operating leases at December 
318 l%B, which tota$3,197. Thetotal of rnmimum rentals to be 
received in thefuture unda  noncancetablesubkas& BS of 
December 31, %9%, was $456. 

AT&T's results are wgtn primary lines of 
business; busiflass w s and wireless EM- 
vices. Our busin- sew a vahety ~f Img dis- 
hncs wake and dah serviw 28 business a u s t o m ,  including 
dQmestkand international, hb,ynd an4 autbynd, inter- and 
intra-LATA toll wvice$i, cdlingmrd and owrator-handled ser- 
vices, and other network enabled se 
ness setvices segment provides 1oc 
and other ~ ~ t r ~ n ~ ~ - ~ ~ ~ @ r ~ ~ ~ ~ ~ ~ ~  
segment provides long distance wrce ?.e 
brners. Swh services include &meStic 
h c e  servrces, inter- and intra-LATA toll services, calling, card and 
aperator-handld callingsetvic'es, and prepaid alllng cards. In 
addition, lwal $ewice ts ~ f f p d  un a limltd h i s .  0th~ service 
offerings include nwsa$'rng, aviation cornrnunlcatiom and wire+ 
less data. Our wireless services segment offers wireless SHWGd3 
and pcducts to mst~Wers in $60 M Hs markets and 19m M Hs 
mark&, 

. In addition, the busi- 
ces, and Web hmtthg 

Total assetsfor our reportableqmenkinclude all e&rna4 a- 
far each segment. The rnqjorib d our deferred barnsand prepaid 
pension as- are held at the corporate level. Network assets are 
a l l ~ ~ & d  t&the segmnk based on the prior three ymtd volumes 
and are leallocabd each January. Interest expense and the provi- 
s i m  k t  intmetaxes are,also held at thecofppomte level. 

The accounting 
described in the summary dsigdicant elcmun'tirrg: palkies (see 
Note 1). AT&T evaluates perfmmance bswd QR =vent factors, of 
which the prirnay financial measufe IS amings, including other 
income, before interest and taxes (EBIT). 

ofthe sagmentmre the @me asthose 



In J the Financial Accounting Standard Bwrd (FAFA) 
issu (3. 133, "Accounting for Dertvative Instruments and 
Hedging Activitteo," Among other provisions, it requiresthat enti- 
tis remgrilze all der iva tk  as e7hr assets or lmbilities in the 
statement offmamwl paition and rnmwrethose instruments at 
fair Val~e. Gains and loss& resukrrrg from changes in the faif Val- 

of t h m  &rivaV~ves wwM & scmunkd far & w i n g  ~7 the 
w df the derivative and whether it q ualiftes ccounting 
This standard IS effective fot f@wl years beg June 15, 
19% though aarlibr adoption is ehCarrag&and r@trsactiwe appli- 
cation is pmhi.biW. For AT&T this meam tRat the stm&rd must 
be adopted no later than January 1,2033 Management, Med on 
k+Current'qmations and hedghg strategis, daes not expwt the 
a@&n afthhis standard to have a m k i a l  impact on AT%T'a 
results of operations, financial positron a r c 4 1  flows. 





I5 ue Events 

On March 9, 1999, the merger with TCI announced on June 24, 
1998, closed with each share of TCI Group Series A common 
stock converted into 0.7757 of AT&T common stock and each 
share of TCI Group Series B stock converted into 0.8533 of AT&T 
common stmk. AT&T issued approximately 439 million shares for 
TCI shares, of which 339 million were newly issued shatesand 
100 million were treasury shares including the shares repurchased 
in February and March 1999. In addition, TCI combined Liberty 
Media Group, its programming arm, and TCI Ventures Group, its 
technology investments unit, to form the new Liberty Media Group. 
In connection with the closing, the shareowners of the new Liberty 
Media Group were issued separate tracking stock by AT&T in 
exchange for the shares held in Liberty Media Group and TCI 
Ventures Group. 

Following is a summary of the pro forma results of AT&T as if the 
merger had closed effective January 1, 1997: 

(Unaudrladl 

For the Nine For theyear 
Months Ended E n d 4  
September30. b m b e r 3 1 ,  

1998 1S97 

Revenues $44,375 $58,156 
Income from continuing operations* 1,997 2,101 
Net income* 3,160 2,267 
tncorne from continuing operations, 

avattable to AT&T common 
shareowners** 

Net income available to AT&T common 
Shareowners** 

Weighted-average AT&T common 
shares (millions) 

Weighted-average AT&T common 
shares and potential common 
shares (millions) 2,215 2,189 

common share: 
Baslc s a r n l w  per AT&T 

Income from continuing operations $ 122 $ 1.44 
Net income $ 1.76 $ 1.52 

Dlluted earnlngs per AT&T 

Income from continuing operations $ 1.18 $ 1.40 
Net income $ 1.70 $ 1.47 

common ehare: 

3,052 

3,218 

2,115 

On February 1, 1999, AT&T announced the formation of a joint 
venture with Time Warner to offer AT&T-branded cable-telephony 
service to residential and small-business customers over Time 
Warner's existing cable television systems in 33 states. The service 
is expected to be piloted in one or two cities in 1999 and begin 
broader commercial operations in 2000. In addition, the compa- 
ntes agreed to develop other broadband communications services 
such as video telephony. Under the terms of the agreement, AT&T 
will own 77.5% of the pint  venture and will fund the joint venture's 
negative cash flow. However, it is anticipated that the joint venture 
will have positive cash flow and net earnings after three full years 
of operation. Subject to certain conditions, rndudtng definitive 
documentation and various approvals, the companies expect to 
close the joint venture in the second half of 1999. 

On January 26, 1999, AT&T filed a registration statement with the 
Securities and Exchange Commission (SEO for the offering and 
sale of up to $10 billion of notes and warrants to purchase notes. 
AT&T intends to use the proceeds from the Sale of the notes and 
warrants for funding investments in subsidiary companies, capital 
expenditures, acquisitions of licenses, assets or businesses, 
refunding of debt and general corporate purposes. The amount 
and timing of the sales will depend on market conditions and the 
availabilityof other furads to AWT.  

On January 8, 1999, AT&T's Board of Directors announced the 
intention, fallowing the completion of the TCI merger, to declare a 
three-for-two stock split of AT&T's common stock. 

In addition, ATgtTannounced onJanuaty8, 1999, that it had 
reached agreements with five TCI affiliates to form separate joint 
ventures to offer customers advanced communications services. 
AT&T, which expects to own 51% to 65% of each of these pint  
ventures, will Rave long-term exclusive rights to offer communiq- 
tions services over the systems of each of the five operators in 
return for one-time payments to be made when the systems meet 
certain performance milestones. AT&T expects to finalize pint  
ventures with Bresnan Communications, Falcon Cable TV, Insight 
Communications, lntersvledia Partners and Peak Cableviston in 
early 1999, begin piloting the new services later in theyear and 
then begin commercial operations in 2OOO. 

'Income from conhnulngoperatlo~sand net Income exclude the diwliend requirements on 
preferred stock 

'* IncomeavatiabletnAT&T common shareowners exckddes the resultsofthe new hbefly 
Media Group 

On January 8, 1999, we announced a $4.0 billion share repur- 
chase program. In March 1999, we completed this program with 
the repurchase of 46.6 million shares. 
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an intmaflonal oil campmya 
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Northern nut The Northcrn l-rust Cnmpany 

50 Sodth I.aSallc Street 

C:hiugo, Illinoi~ 60675 

USA 
-1 I:1, 3'2.h30.6000 

October 28, 1999 

Mr. Richard Tudor 
Division of Records and Reporting 
The Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee FL 32399-0850 

RE: AT&T 
.- 

Dear Mr. Tudor: 

We are pleased to reply to your request for a credit reference on our above named customer. The 
Northern Trust Company has maintained a longstanding banking relationship with AT&T since its 
postdivestiture reorganization in 1984 and with many of its predecessors for fifty years prior to that 
time. We currently provide significant credit support to the company and serve as one of its primary 
operations banks. We view AT&T and its subsidiaries in a very strong financial condition warranting 
our sizable credit support and representing an entirely satisfactory relationship. 

Sincerely, 

Eric Strickland 
Vice President 
Relationship Manager 



SEABOARD SURETY COMPANY 
HOME OFFICE: NEW YORK, NY 

PROPOSAL BOND 

Know all AMen by these PTesents: 
THAT WE, AT&T Corp., 32 Avenue of the Americas, New York, NY 10013 

as principal, and SEABOARD SURETY COMPANY, a corporation under the laws of the State ofNew 

York, having its principal place of business in the City of New York, New York, as surety, are held and 

firmly bound unto The Florida Public Service Commission, Division of Records and Reporting; 

2540 Shumard Oak Blvd. Tallahassee, FL 32399 

as obligee, in the sum of Five Hundred Thousand and 0011 00--------------------- DOLLARS, ($500,000.00) 

[awful money of the United States of America, for the payment of which, wet1 and truly to be made, we 

bind ourselves, our heirs, executors, administrators, successors and assigns, jointly and severally, firmly 

by these presents. 

SIGNED, sealed and dated this 21 st day of October 19 1999. 

WHEREAS, the said principal is herewith submitting its proposal for 

For the Provision of Telecommunications Relay Service for the State of Florida 

THE CONDITION OF THE ABOVE OBLIGATION IS SUCH, that if the aforesaid principal 

shall be awarded the contract upon said proposal and shall within the required number of  days after 

the notice of such award enter into a contract and give bond for the faithful performance of the 

contract, then this obligation shall be null and void; otherwise the principal and surety will pay unto 

the obligee the difference in money between the amount of the bid of the said principal and the 

amount for which the obligee may legally contract with another party to perform the said woik if the 

latter amount be in excess of the former; but in no event shall the surety’s liability excerd the pend  

sum hereof. 
ATdT Corp. 

Principal 

BY 

Form t 36 



STATE OF hZW JERSEY 

CObXlYOF m- 

19 3 2 before me On this 2121: day of .7.; { + I  ,:-)e> '- 

pttsondly came ,Jf3ines ?. Lj. 

duIy w o r n  by me, did deport rnd my thrt (he) (she) rwidcr at 

to me known and wbo, bring 

B k i :I 3 R ~ L I F J  C 

Treasury Md:1age c 

: and thrt (be) (she) 18 the 

of the corporrtlon described In rnd thrt 

executed the foregoing instrument, 

My Commission E q i m  
04-01-200f 

(Notary Public) 
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POWER OF ATTORNEY 
Seaboard Surety Company 
SI. Paul Flre and Marine Inwraace Cornpuny 
St. Paul Cuartlhn Insurance Company 
St. Paul Mercury Inwrancp Compny 

U n l t d  Stales Fidelhy and Gunrant? Company 
fldelI+- snd Guaranty Insurance Company 
Fidelity and Guarani?. Insurance Cnderwrlwrs, tnc. 

1 . .  
- . I  , ,  Power of Attorney Yo. 20305 Cerdflcsre No. 

KNOW ALL MEN BY THESE PRESEYTS: That Seubeunl Surery Company 15 n corporation duly organired under the law, of  thc Srare o i  S e w  Ynrt. stld tti i l t 
St. Paul Fin dntl H m n e  Inwance Cornpafly, SI. Paul Guardian Insurance Lumpany And St. Paul Mcruury Insurance C o m p n y  vorpnrdtitinr duly .wgmimi unrkr 
the l a w  01 rhc State of Minncrutil. and that United Sldks Fiddity and Guxanty Cornpony i s  a corpurariun duly organiml uridcr the t a w  &)I' the %are 111 3laryland. and 
that Fidclily and Guaranty Inaurincc Company i \  il corporation duly or~an iud  under thr laivs <Ii the State [if  lowti. and that Fidelity dnrl Gumunty hiurunce 
Undcmnten. [nc i.i a curpunklion duly nrgaiiried undcr thc law, of the Srdtv u i  Wiaconqin thrwiii m-dlemimdv rd1p.d the 'C 'm) tp f i iw~ ' i ,  and [hat the rompme, 
hcrcby make. ConDtitult w d  appoint 

Migdatia Otero, Paula Yip-Yiag, Hillary Baylor, J. Holland, Shby Dewely, Jeremy Wilder, Kelly R. Bratto% Vincent Moy, Thmsa 
Gualdo, Ana W. Olivcras, Traccy D. Watson, Shedah McGuckin, Terry Ann G o n z a l e s - S e w  Kimberly A. Bruno, Jennifer 
CaldartUa, b b y n  Walsh, Beverly Woolford, Rmrmarit Foley md James F. Hdl  

,their true and Irwiulntturney(\) in.Fxt. 
each i n  their acpmate capacity i f  more Ihdn unc i s  ndnicd abovt .  10 i i g n  i t \  nilme as h u m )  tu. and 10 eyecute. lcr l  and xknowlrdpc iiny ilnd all hoodr. undcrtakiop 
cuntrwb and uther written ilinirumenrs in the nature thrrenl (in bcholf of the Cornpanick in their busiiurr ail'purimeeing the IiJcliry UI pcnonr. puarsntccing the 
ycrlurmanec uicontracrr and enccuring or guaranteeing bonds md undcnokinga rrquirrd ur pernitled i n  m y  .Lctiuns or proceedinpa alluwcd by law 

I$  WITNESS WHEREOF. lhe Cumpilnie5 have czused this inhtmment to he signed thik 13& d;lu oi 

New York d t t l e  uir~ &,i New York . StdtC - 

1999 A@ 

hired State? Fidetlty and Guarsnty Company 
F'ldellty and Guaranty Insurance Company 
Fidellty and Guaranty Inruranm Underwritem tnc. 

Seaboard Surety Cumpnr 
St. Paul FIrr and Madm Insurance Company 
St. Paul Guardim Insurance Compan~ 
St. Paul Mercury Inmrrancc Company 

Cit? ut Boltirnore 

On [hi, 13th day uf April , 1999 . hefur me. Ihc iindcnigned oftlcer. prann;rlly .ipFm!d Mich2.l  B Kccgm and 
Michael K. M c K t b k n .  whv ackntrwladged thenwelves to be tlw Vice Pmident a r d  Assiltant Sccrctary. reipcctivcly. 01 Sc;lbo;utl Surety Company, I r .  Paul Pirc ilnd 
M x i n e  lnrurancc Cumpiny. St Paul Guardidn Insuraoec Cwnpann St. R u l  hltrcury Inwrmce Crml'uny. United SLircs Fidclity and Guardnth Uornpany, Fidelity m d  
Ciuarmry Lnsurmce Curnpooy. and Filleliiy md Gu;rrenty l o w w c e  llodswlcrs. Inc. md that k y .  a% such. bring authorized \n 111 drr. ciccured thc i i ingoing 
irihrruincnt tor the purpoker therein containcd by signing t k  m e ?  of  the corpurations by themwlver a, duly uulhmrrd uificar\. 

VICHAEL R h1CKlRtlP.N Awitant Secrct.irv 

In Wltess Whereof. 1 hereunto bet  my hand and otiicial seal 

My Cummiebion expires the 13th Jay ot July. 2W2. 

This Power nr' Attorney is  prantcd un&rsnd by the outhorrty # i f  tht iullueing rewlutirin.; ;Idopted Iry Ih t  0 n d h  uf Dirccton ot Seahoard Surcty Cumpan). St R u l  
Firc md Marine Insurance Uunlpmny. SI. Paul Guardian Inwrance Cnrnpany. St  Paul Mercury Insurance Cumpdny. Uiiitrd Stair* I-rJrIilj dnd t iuarmty Cornpdny 
Fidelity 2nd (iuorsnty Inuruncc Curnpany and Fidel ig and Guuanty Insurance UndewritrF;. Inc. vri Scpternkr 2. I Y W  ~ h i c h  reriiluiion+ arc now in tul l  fnrcc and 
cffcct. rczding J% Fullow5. 

RESOLVED. that i n  connection wiih the tiddity 2nd surety inwrance buaincsi d t h c  Cornpan?. d! hoirh. undenhingh. wntrilct, m d  other m\rrutiicnti relibtiny 
[ti u i d  hiihincri may be signed. executed. and r c h o r l e d x e d  by !xraotrr or tn l i r i t5  xppi in tadw noomeyl~l- in-Faur pursuw.1 to I Power oi 4rtome> tsaud  in 
.wvnix~nce wilh thew re*ulutiun,. Said Riwer[,, of Atlorney for snd on hehalt nf thc Cornpdny may u d  shall hc crcuutcd i n  !he i istiir ~ r l d  L J ~ I  hdidll 01 !hc 
Cmipony. either hy lhe CliaLrtrun. tir rhc Prciidcnt. or any Vice Precictcnr. ur il~t hwrtmt Vice Preaidenr. joint ly with the Swretsry of .In A*aisl;lnr Sccrcmry. 
undcr thcir r w p c t i v e  derigniltiunk. The rignature of ruch utliccr, r w y  bc engrdved prinied or lithngraphcd. Thc bignature of cdch ut the lurcguinp utticerr snd 
the r e d  04  thr C r i m p y  may be dtlixed hy fac,iinile [#I any h w r r  ot Attome? or to sny ceni f iurc  rclming ttwrrtn L3pPilntlt9.g 4lturnt)lhl-in-Filct lor purplbrrr 
lmly ,if dxwutung and Iltreaunp bondr and undertakinpr and uthcr wntingi ubtigdnry in the nuturt thcwut. m d  \uhjecr to an)  I imtdl i rmr rr! fonh thcrcin. any 
kuch Pnww of Artomcy ur ccnihuite beuing w c h  f&,imilc +ipndturt: ur fxr i rn i le  will ihall PR villid .id hindinp upm the Company. ,bnJ any w c h  purcr  30 

cxwuied snd ccrtitied by 3uL-h Fdc>irnile #ignature m d  idchimilc w.11 \hall bc valid and binding upon h c  Company with re>pecr 1 1 ,  AI) h i l i d  or undcnahing 10 

uhich II 11 r ~ l i r l l y  .birdvhcd: and 

RFAOLVED FURTHER, that Artorncyisl- in-Fxt ,hall have the prrucr Jnd uth<lrity. and, i n  my caw. \uhlrct 10 ihc t c m h  .ind timitmonr o i  rhe h u e r  L i i  

Artnmey iaaucd thcm. to exccutr mid riclivcr un hchuliot the Company and IO Btlwh rlu will of thc Company to any 2nd dl hinds and under iahip  dild iiiller 
uririnp, uhllgdlnry cn ihc ndurc thcreof. And any wwh ~ n w u m c n t  cxccutcd by ruch Attnrney1,i-in-Fuct ,hall h a s  biiiding upw rhc Cuiiipiln) a% 11 %igni*d hg .in 
EIccurihI: Olficer and waled and ur~chtcd to by rhe S c c r c q  of tk Snmpmy. 

1 .  hliLhocl R McKihben. 4r>i\isnr Sccrctilrg u i  Sciboard Surety Cr)mpsiI). SI, Paul Fire and Marine I n w i d w e  romptiny. St. Paul Ciu.irdian I n w i n i t  C<wp.in). 
St .  Paul Hercur) Imurdncc C~riiipmy. U n t t d  Stillel Fidelity snd Guhnnr) Cornpun?. Fidelity and Cuwmt) I n ~ r m c c  Cunipny. u d  Fir*lil? ritd t iui lr~i i l !  Inwilr icc 
Cndrwiiteh [nc dn hereby ccflit? that thc above and torrpuing is il tmc and ctimect copy #it rhe PUww rbi Attorney executed hy \ ~ i r l  I ' r m p l w ~ .  whvh 1- in full torcc 
.bnd cifcct ;ind ha\ nut k e n  re>okcd. 

IN  TESTIMONY WHEREOF, I hcrrunru wt my hand thir dry u! - OCT L 1 E  

i i~ we+ the a r r h e n k i q  of (hi,$ P o ,  "]alrumcy, r d  i-S~%%421-388@md askJor Ihr PoweruJAflornuy clrrk. Pleare reJer IU rhe Puuer ,If t t lmIey  number. 
the nhirt-named individuals and the delaib uflhr bond io which the po*-plu alluchad. 
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ACKNOWLEDGMENT OF ANNEXED INSTRUMENT 

STATE OF NEW YORK 

COUNTY OF NEW YORK 

On this 'lsaay of October, 19 99 before me personally came Tracev D. Watson 
to me known who being by me duly sworn, did depose and say that he/she resides in 
New York, NY; that he/she is the Attorney-in-Fact of the SEABOARD SURETY 
COMPANY, the corporation described in and which executed the above instrument; 
that helshe knows the seal of said corporation; that it was so affixed to said instrument 
is such corporate seal; that it was so affixed by order of the Board of Directors of said 
corporation, and that helshe signed hislher name thereto by Iike order; and the affiant 
did further depose and say that the Superintendent of Insurance of the State of New 
York, has pursuant to Section 327 of the Insurance Law of the State of New York 
issued to Seaboard Surety Company his certificate of qualification, evidencing the 
qualification of said company and its sufficiency under any law of the State of New 
York as surety and guarantor, and the propriety of accepting and approving it as such; 
and that such certificate has not been revoked. 

- 



Assets 

Financial Statement - March 31, ,1999 

Seaboard Surety Company 

Bonds 
Stocks 
Cash on HanWcposit 
Short Term Investments 
Agent’s Balances 
Funds Held Dep. with Reins. Co. 
Reinsurance Recoverable 
EDP Equipment 
Accrued Interest & Dividends 
EquitylDeposiuPoois & Assoc. 
Other Assets 

Total Assets 

523 4,860,244 
I ;,497,72 1 

136,6& 
3,871,376 
9,344,768 

248,591 
449,9 IO 
475,089 

2,83 1,403 
57 1,837 
662.040 

$2 6 6.94 9.643 

Liabilities, Surplus s1 Other Funds 

Losses $ 70,641,029 
Reins. Payable on Paid Losses 205,320 
Loss Adjustment Expenses 15,246.663 
Contingent Corn m issions 144,182 
Other Expenses I 1 5 7,625 
Taxes, Licenses and Fees 3 16,708 
Federal & Foreign lncorne Taxes 358,715 
Unearned Premiums 16,153.400 
Fund Held - Reins. Trcarits 224,5 I5 

114,821 Rcmimces and hems not Alloc 
797,2s 1 Drafts Outstanding 

Due to A f i  liaies 3,465,300 
Payable for Securities 962,130 

Totnl Liabilities 

Capiral Paid Up 
Surplus 

109,787,659 

5,000,000 
u2.161.986 

Surpius as Regards PoIicyholders 157.161.986 

Total Liabilities & Surp[us $266.949.645 

Securities carried at $8,113,941 in the foregoing statements, are deposited as required by law. 

STATE OF MINNESOTA 1 

COUNTY OF RAMSEY ) 
1 SS 

Virginia D. Bnol, Financial Reporting Officer of the Saboard Surety Company, being duly sworn, 
deposes and says that she is the above described officer of said company, that said company is a 
corporation duly organized, existing and engaging in business as B surety company under and by virtue 
of the laws of thc State of New York, and has duiy compIied with all requirements of the laws of said 
state applicable to said company and js  duly qualified to act as surety under such laws; that the above is a 
m e  statement of the assets and liabilities of said company of the 3 1st day of March, 1999. 

Subscribed and sworn to before me this 9th day of June, 1999. 




