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SECTION D - THE PRICE PROPOSAL FORMAT 

D. The Rice Roposul Format 
Bidders shall submit their bids on the basis of a charge per billable 
minute for all services described with the exception of those optional 
services described in items 42 a,b,c,d,e, and$ The prices per billable 
minutes (or other basis) for items 42u,b,c,d,e, and f shall be separately 
stared. A formut similar io that shown below should be used for the 
price proposal. 

Not@: lXepriceproposai s h d  be filed in a sepwde sealed envelope 
marked: “Sealed - To Be Opened By The FPSC h p o d  Opening w e e r ”  

RESPONSE 

Item 

1. 

2. 

AT&T understands and complies with the above requirement. 

AT&Ts pricing will be available for the initial three (3) year period of a 
corrtract awarded pursuant to this RFP. AT&T understands that there 
may be two (2) one year extensions of the contract. AT&T resewes the 
right to revisit pricing upon renewal or extension of the contract, subject 
to mutual agreement with the FPSC. 

Service 

BASIC RELAY SERVICE 
_. 

OPTIONAL, FEATURES 
a. other custom Calling Types’ 
b. Access to 900/9762 
c. 
d. VideoRelay4 
e. Speech-to-Speech Senticd 
f. Optional Feature #1 
g. Optional Feature #2 

Enhanced Transmission Speed and Interrupt Capabilitg 

Price Per Billable Minute 

so 69 

$0.69 
$0.69 
$0.69 
$9.50 
$0.69 
NIA 
NIA 

// /F7 
D& 

Y A  
D. Sue becker 
AT&T Authorized Representative 

’ Included in Basic Relay Service (When available, availability to be determined) ‘ hcluded in &IC ~ e h y  ~srvice 
’Included in h i c  Relay Swvice 
‘ This price is to provide ISDN-based point-to-point relay (luosk) af par with exislting market tachnology. ATBrT’a longer-tern plan for internet- 
baaed video d a y  will be priced lower. Since IP-barsed video ia a new technology, buta testing and tr in la  done in Florida will have no direct COSI 

’ Included in Basic Relay Service 
P to the FPSC. 
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Late of Florida 
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1 1  
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do Ms. BI-a Beyo 
Division of Reuorda and Reporting 

The Floride Pubh Sewice C d a a i o n  
2840 Shumard Oak Boulevard 

T a l l w e e ,  FWIBts9-0860 

7 -sprint. 



Government Systems Division 
Tony D 'Agaca 

VP and General Manager 
13221 Woodland Park Rond 

Heradon, VA 20171 
Tel: (703) 908-2003 

Mailstop: VAHRNAo615 
Fa: (703) 904-2612 

November 8,1999 

I will be out 01 the office Monday, November 8 through Friday, November 12". In my absence 
Cathy Clements is authorized to sign on my behalf. 

%'sa 
Tony D' Agata, Vice Presidbd and General Manager 

Cathy ~~e#ents, Director 
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Govmnment Systems Division 

November 10,1999 

The Florida Public Service Commission 
Division oE Records and Reporting 
2540 Shumard Oak Blvd. 
TaIlahas~ee, FL 32399-0850 

Am: Mr. Richard Tudor 
d o  Ms. Blanca Bayo 

Subject: Sprint’s Proposal to Provide Florida TRS 

Reference: Request for Proposal Docket No. 991222-TP 

Dear Mr. Tudor: 

Sprint Communications Company, L. P., (Sprint), is pleased to have this opportunity to 
submit our proposal to provide a Telecommunication Relay Service System in Florida. 
This proposal is in response to the Florida Public Service Commission’s, (FPSC), 
Request for Proposal, (RFP), dated October 7, 1999. 

Sprint is excited about the opportunity to provide the State of Florida with the nation’s 
best Relay service, as is evidenced by the number of states that have selected Sprint to be 
their Relay provider. Sprint’s Standard Relay Service Platform not only meets all of 
Florida’s RFP requirements, but it offers a list of additional features that will be provided 
at no additional cost. Plus, we are able to provide the State of Florida with a host of 
optiond features that could be mixed and combined to provide Florida’s deaf, hard-of- 
hearing, and speech-impaired residents with at-or-near functional equivalency. 

Our proposal consists of 20 copies of both our Technical and Cost proposals. Sprint 
provides these copies to the State of Florida for use in their evaluation process for the 
award of the resulting contract. While we are not taking exception to the State’s 
intention on making this submitted information public, we urge the State to consider the 
intxinsic propriew nature of the information being provided and request that 
dissemination of this information be Iimited to only those with a need-to-know. 



Mr. Richard Tudor 
November 10, 1999 
Page 2 

Sprint will comply with dl requirements of the RFP. We have included in our proposal for 
the State’s consideration, some administrative contract clauses that, should Sprint be 
awarded the resulting contract, we would like to have the ab%ty to address during 
negotiations. These clauses are provided in the proposal in our response to Section 
B.42.f. 

Sprint provides two individuals to serve as the Points of Contact for issues and questions 
relating to this proposal and a subsequent award. For proposal related issues including 
those pertaining to Sprint’s Relay Platform and performance related issues, please 
contact Mike Ellis. His contact information is as follows: 

Mike Ellis, Sprint Relay Sales 

Mailstop: CODENB 1430 
1099 1&* Street, Suite 1400 
Denver, CO 80202 
(303) 297-5268 Phone 
(303) 297-795 1 Facsimile 
mike.j.ellis@~mail.sprintcom 

sprint 

For contractual issues, those items that are administrative in nature or a matter of 
contractual interpretation, please contact Don Rawlings as provided below: 

Don Rawlings, Senior Contracts Administrator 

Mailstop: VARHNA0608 
13221 Woodland Park Road 
Hemdon, VA 20171 
(703) 904-2492 Phone 

don,j.rawlings@mail.sprint.com 

Sprint 

(703) 904-2069 F~simile 

This proposal shall remain valid for a period of 120 days from the date of submission. 

I hereby certify that I, Tony D’Agata, am authorized to sign this proposal on behalf of 
sprint. 

Sincerely, 

Vice President and General Manager 
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The point of contact" 

Executive Summary 

1 Quality 
1 

Selecting Sprint as its "point of contact" provides to the State of Florida more than 
a telecommunications rclay scrvicc provider. Florida Relay Service (FW) will 
benefit not only from our years of cxpcrience in the global telecommunications 
industty, but also our unpadclcd presence in the '1W community, superior 
technology and nctworking systems that are the foundation of  the Sprint Relay 
platform. At Sprint, the point of contact is not just an idca -- it's a way of business. 
We provide a single company that can satisfy all of your telecommunications nccds. 

Sprint is excited by this opportunity to provide relay service to the State of Florida 
and its ciuzms. Our p a l  is to make "quality of servicc means quahty of life." a 
reality for all our customers. Sprint 's team of dedicated professionals is 
dctcrmincd to cxceed the expectations of Florida's relay customers, and to become 
an integral part of their pursuit of functional equivalency. While we offer 
unsurpasvcd quality, we are also committed to providing it at a price that the 
ratepayers and the State will find cost-efficient and affordable. 

The majority of statcs that are served by Sprint have found our network to bc the 
perfect point of contact for cnnnccting their citizens to feature-rich technology in a 
best-vdue environment. We utilize the reliabhty of Tntclligcnt Call Routing 
technology combined with the expertise, knowledge, expericnce and sensitivity of 
several relay service partners and their ccntcrs: USA Relay, a division of 
Communication Services for the Deaf (CS13) in Sioux Falls, South Dakota, which is 
a private, non-profit organization owned and operated by and for deaf citizcns; 
New Mexico Relay Neixork (NMRN) in Albuquerque, New Mcxico; and Precision 
Response Corporation (PRC) in Miami, Florida. 

Sprint maintains demanding employment practices. It is important to notc that 
Sprint's training standards are adhered to by all of the partneied centers. In addition 
to typing speed assessments, a Sprint Communication Assistant (CA) traince must 
possess a mind-set compatible with providmg excellent customer service while 
preserving transparency and confidentiality. Training encompasses call-processing 
skills, transparency, confidendatity, RSI,, deaf culture, customer service and 
ergonomics. After graduation, supervisors monitor for qualtty assumce. Feedback 
sessinns arc hcld to promotc continuous skill improvcrncnt. Supcrvisors perform 
monthly comparison exercises to make certain they are consistent when evaluating 
CA SMS. Quality measurcs include rcvicws, ncw training and cultural education on 
a continuous basis for CAS as wcll S U ~ U I T ~ O ~ S .  



Executive Summary 

Survivability 

Florida residents will benefit from Sprint's Network reliabrlty. ReIay servicc 
survivability is of paramount importance to the State and to Sprint. Our  *I+RS 
centers are designed to contend with weather related challenges, power outagws, and 
natural disasters. ' h e  durabhty of Sprint's network is evidenced by the recent 
devastation visited on the Atlantic Coast by Hurricane Floyd. Even though h ~ o  call 
centers in thc Sprint network were temporarily shut down by this destructivc storm, 
service to our clients in South Carolina, Maryland, New York and New Hampshkc 
continued uninterrupted. Sprint was able to weather the stom by immediately 
trmsfemng service to its other network centers, 

In another example of the durability and capabilities of Sprint's network, in 1997, a 
severe storm in New York State causcd commcrcial powcr to fad and damaged 
Sprint's TRS center in Syracusc, New York. The immediate response oE emergency 
generators allowed calls in progress to continue without intcrruptim. High winds 
and rain caused damage to the roof of the budding, threatening employee safety and 
sensitive clcctronic equipmcnt. As a safcty precaution, the center w a s  taken off Gne 
and calls rcdirected to another center via intelligent call routing technology. '1'KS 
customers, locally and nationally, wcrc not aware of the tcmporaty dcactivation of 
the Syracusc center - and not a single call was dropped. 

Proven Experience 

Sprint's success in the TRS industry depends heavily upon the skills of deaf and 
hard-of-hearing employees to manage the program and maintain thc hlghcst lcvcl of 
sensitivity to customer needs. Sprint Relay, along with our subcontractors, employs 
a large number of account rnanagcrs, national salcs managcrs, location managers, 
national program managers, and supervisors who are deaf or  hard-of-hearing. They 
are an essential element in a team that works to maintain sensitivity and 
responsiveness to the unique needs inherent in our business. 

Sprint is the primary force in the TRS industry. We have secured more TRS 
contracts than any other provider. '1'0 date, 25 states, the Federal Government 
(Federal Relay Service - FRS), and several re-sellers have honored Sprint with their 
TRS ctmtracts. Annually, Sprint prc,ccsscs over 100 million minutes of relay calls. 
No other TRS provider can match Sprint's level of expertise or commitment to 
TRS, or match the experience that Sprint and our partners have in Eul f ig  thc 
needs of so many TU customers nationwide. 

d 
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+Sp&tt 
The point of m t a a “  

II 

n 

n 

Figurn E S I  . TeI6c:ammunimtloras Relay &mice Provider 

Recenrly, Sprint Relay’s team af profession& mceived the Natiod Business and 
Disability Cowul’s (NBDC) VJwd Customer of the Y m  - Saver Honoree 
a d .  T h e  NBDC citation r e d ,  in pait, “... a corporathn that bas expanded 
opporhLnities for p p l e  with disabilities by providing accessibihty to the 
company‘s produrn and services through innovative deign, a c c m o d a t i o n ,  md 
mclushn af people wih disabilities .-. Sp&t has demonsttated to the business 
community and the cofnmunity at 1- that p ~ p k  with disabilities are valued 
cUmmers.’* 

Flotida poses an exuiing opprtunitp because of its hrgc n m h r  of feelay service 
users and the diversity represented by Nofida residents. Sphr d u e s  customer 
montribuuons concerning OUT product. Many of our enhancements came a b u t  as a 
result of feedback from customas m d  a d v h y  cMflfnittee. These enhanced 
features have bmught TRS use= nationwide much closer ta functional equidency. 
FKS users d appreciate and benefit from our abdhy to listen tca and wt ups” the 
needs they bring forth 

The fwllowing services were developed and implemented by Sprint a8 a &ecc read  
af customer inquiries and they were offered ta ow customem @or to any mandate 
by the Federal Comm~c&icnas C d s s i s n .  Spritit was the first relay provider in 
the continental ki ted  States to initiate 7-1-1 Local E~change Carrier @C)--based 
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Summary 

abbreviated W m g .  The 7-1-1 service beg.. in Mayland on February 1,1999. In 
Cd€&, Sprint was the &st carrier pffw Speech-tu-Speech service, which 
dhws people Fvieh a speech habdity to use their own voke to communicate. 
Sprint also developed the kchlogy to aWw relay users full access to services 
provided through 900 nuinbem These md many others are impormt reasons why 
we &ten to out customers. 

Technological Superiority 

&cause we listen, Sprint offers s relay service thst is- &awe-rich. Our platform is 
am- the most sopht&c.atc;d in the industry. With approximately fifty features 
included with sur traSic connection, d a y  customen receive the benefit of our 
preeminent exppelience and support. 

Examples of Sprint's standard features include: W e d  Number Verification, 
Customized 809 Access, Custom C&g Services duough our Customer Database 
feature, Delay Recatding Announcer, E n h c e d  Transmissions, AutmaUc E m t  
Correction, Inbound In~rnatimal calling, Machine Recurding Capabdities, S p i s h -  
to-Spanish and Spanish-to-Enghsh TrminsIa&n, Variable Time Stamp Macro, Voice 
Call P ~ O ~ S S ~ O I I ,  a d  dex-bhd pagirmg. 

I Customer First 

Sprint is attentive to aII customer cwncmu and takes pride in our policies mmd 
procedwes Legardmg complaint moluhn. Seven days a week, twenty-four hours P 
day, a consumer with a grievance may speak immediately with a supervisor. The 
$upemkt listens, documents the 
escalates it to the approp&te person for resulutim. Ifrequesred, the cusromer 
willreceire a fouow-up as to the matus of the& cmcem. D e d d  recards are 
kept on & and forwarded to the State in montldy reports and faxed within two 
business days of the occurrence or within 24 hours if a, complaint requires 
esmiatim. This procedure allows Sprint to msintain the lughest stamlards and 
q d t y  by focuskg on mrmef satisfaction. Customers benefit from knowkg that 
their C O I I C ~ S  are h a r d  and acted u p  

and takes care of the pmblem, oi 

Proposal Offering 

For the State bf Florida, Sp&t proposes our kst-value network solucim. T h s  plan 
routes FES tr-affic across the enhe Sprint Relay Network This is a proven venue 
far the pursuit of ~II affordabk, yet hgh quality, d a y  service. 

With Sprint as your chosen provider of choice, consun~ers of FBS d benefit from 
the m a t  advanmd relay center network in the industry. In addition tu our existing 
11 d a y  centers that cmentIy support 25 stam, Sprint and our submntr;lctor 
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A 'il sprint. 
The point of contact" 

Communication Scrviccs for thc Deaf (0) would like to bring an additional rela 
ccntcr to Florida locatcd in thc Pcnsacola arca. This would bc in addition to the 
reIay center we currently have operating in Miami, that is managed by Precision 
Rcsponsc Corporation (PKC). 

Only Sprint and our subcontractors, CSLI and/or PKC, can bring Florida this typt 
of economic development benefit and disaster recovery assurancc. With thc 
combined expertise and managcment resource power of Sprint, CSD, and PKC, 
consumers can be assured that only highly-trained, customer-focused, employees 
wdl provide the very best feature-rich, relay in thc world. Wc look forward to 
exploring with the Florida PSC and the FRS Advisory Council all of the benefits 
and rcalizcd gains madc possible by this unique and expansive opportunity. 

I Smooth Transition 

Sprint has extensivc cxpcricncc in transiticming TRS clients. Within the past few 
years, many states switched from other TRS vendors to Sprint. Illinois, New York 
Washington, and Montana, all formcrly with AT&T, haw sdcctcd Sprint as a 
better-value provider. Minnesota, and Arizona, and most recently, North Cartdim 
all formcrly with MCI and its partners, have chosen Sprint and our subcontractors 
as the best-vaiue fox qiiality TRS. 

A seamless transition from your current TRS provider to Sprint is something wc 
will make easy for both customcrs and administrators. The State of Florida will 
benefit from our proven cxpcrience in TRS transitions. Additionally, Sprint is 
presenting to Florida the same transmission planning clcmcnts which went into th 
successful transition of other states. Many of these transitions involved the samc 
plan being presentcd to Florida 

Image for Tomorrow 

'lhe State may have questions or concerns about thc pcnding mcrgcr between 
Sprint and WorldCom. Sprint assures the Florida Public Service Commission 
(FPSC) that, regardless of thc outcomc of  thc rncrgcr in thc ncxt year or two, the 
offerings in this proposal and agreements into which Sprint enters wdl stand on 
their own. Sprint's management, its tcchnolugcal solutions, and its agents 
providing relay service to Florida will remain committed through the term of the 
service contract. 

Innovative technology, reliability in times of need, a comprehensive training 
program, attention to the requirements oE the customer, unmatched cxpcricncc, 
and a relay service that the State oE Florida will be proud - all at a fair price. Sprint 
affords the Statc of Florida a cost-effective and technologically advanced point uf 
contact for relay service into rhe twenty-first century. 

5 
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The pant of contact" 

Filing Check List 

Legal Name of Bidder, and Statement of C 

43. Custom Calling Type Features (Speed Dialing & Last Number 71 25 
u- Redial) 

(RFP ref. 8-40] 

(RFP ref. B-41). Optlonal Services Not In Basic Relay Service 
44. All Unsolicited Features in Basic Relay Service Price Proposal 72 2m 

. yc Price Proposal 
45. L C  a. Other Custom Calllng Type Services (RFP ref. 8-42 a) 74 OptlonaVO Points 
46. ccL b. 90tYg76 Services (RFP ref. 8-42 b) 7s OptlonaVO Points 
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48. 
49. 
50. 

Filing Check List 

(RFP ref. 8-42 c)  
(/- d. Video Relay (RFP ref. 8-42d) 76 Optionallo Points 
c ; ~  e. Speech to Speech Service (RFP ref. B-42e) n OptionallO Points 

f. Other Optional Features Not Included in Bask Relay (RFP 77 OptionallO Points 

c c- 

I I I seoarate sealed envelocle marked: "Sealed - To Be ODened I PrODOsal I 
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The point of cuntact' 

Certification by FPSC and FCC 
Conflict of Interest 

Certification by FPSC and FCC 

Sprint will providc a Florida Certificate of Public Convenicncc and Ncccssity and 
FCC Authority upon request of the FPSC. 

Conflict of Interest 

Sprint has nu officer, director, or agent who is also an cmploycc of  thc statc of 
Florida or any of its agencies. Further, Sprint has no employee who is also an 
employee of the state W ~ ( J  owns, dircctly or indircctly, an interest of five percent or 
more in Sprint's firm or any of its branchcs. 

9 
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Certification by FPSC and FCC 
Conflict of Interest 1 

t 
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B. I 

13.2 

B.3 

B. The Service To Be Provided 

Sprint has read, understands, has complied. 

Sprint has read, understands, and wrll comply, 

Commencement Date 

m e  mmmmcement date for the service isJune I, 
WOrxT schedule showihg how they can meet that deadhe and saupWw*de a 
statement that they cpnprodde the complete s m * m  by that date. 

Biddm M p m v i d e  a 

Sprint understands and wdl comply with the commencement date for providing 
relay service on June 1,2000. Sprint has provided a work schedule in Figure 13.3-1 
to illustrate how we d meet the deadline. Sprint also will have a relay center in 
place by September I,  2000. 
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B. The Service To Be Provided 

FLORIDA RELAY SERVICE 
Proposed Service Activation Schedule 

Task Name 

o davs 

r 2  Planning & Funding Approval 

Select Center Location 

Leasehold Negotiations 

Architectural & Engineering Dwgs 

Agent Hiring 

: TRS Network Expanson 

5 days 

I B I Florida Service Initiailon (Netwofi) 10 days 

4 

10 

11 

12 Furniture 8 Equipment Installation 

13 Conformity Testing of PositioMTrunks 

14 Agent Training 

Site Pmp & Building Construction 

Furniture & Electronics Order & Detivery 

Transmission Trunk Order & Delivery 

65 days 

3s days 

40 days 

10 days 

15 days 

I 15 I Final System Test & Acceptance 

[,6 1 Florida Center Ready 
. .  

17 Florlda Center Servlce Transition 2 days 

18 Florida Center In-Sewice 0 days 

i 
4- 

I 

7' W 

Figum B.3-1. Proposed &mica Activation Schedule 

The irnplemmtacion schedule is p r e b a r y ,  and the sequence and description of 
some activities may be ma&hed, however, service inihtion dates axe Gm and will 
be complied with. 
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The point of contact- 

B.4 Term of Contract 

Service shall begin onJune I, 
yeapehod. Upon mutual agreement benveen the F B C  and theprdder, the 
contract may f low for the tern to be extended for up to two additional one year 
penods. By June 1,2002, and June 2, m3, thepmdder sbouldnon'fl the Florida 
Public Service Commibsim of its desire to extend for an additional year. 

Sprint undcrstands that service shall begm on June 1,2000 and the term of the 
contract wdl be an initial three year period. Sprint wdl provide all r e q u i d  
services by Junc 1,2000. Sprint also understands that upon mutual agreement 
between Sprint and the FPSC, the contract may allow for thc t c rm to be extended 
for up to two additional one year periods and that by June 1,2002 and June 1,  
2003, Sprint will notify the FPSC uf our desire to extend for an additimal y c z .  

The tern of the contract will be an hitid three 

B.5 Access Numbers 

There shall be a single access number for TDD users, B single access number for 
voice uaers, a single access number for ACSII users, and a aingle access number 
fbr Spanish users. 2DD access ~ h d  be by ushg the number m955-8771, voice 
access s h d  be by ushg the number RW955-877@ and ASCII access s h d  be by 
using the number m955-1339. Thepraw*der shali secUrP a toll free telephone 
number for Spanish sccess. m e  provider must request FFSC authority to use 
additional numbers for relay access (e.g., STS, other forein languages, etc.). If a 
caller d s  the wrong access number, the system shallprocess the c d  without 
requiring the cder to d d .  

When selected as the Florida Rclay Service (FRS] provider, Sprint d continue to 
use the current '1UD (8OO-955-877 11, Voice (800-955-8770) and ASCII (800-955- 
1339) access numbers. Sprint will pro\& a toll frcc numbcr for Spanish access. 
Sprint will request FPSC authority if addtiond 800 numbers are needed. 

In the event that the customer inadvertently calls the wrong relay access number, 
the Sprint systcm allows a call to be cornpletcd (without requiring a redial). 

B.6 Location of Relay Center 

The pmvider s h d  be 
mtmimum of Sopercent of Roxida d a y  traflic s h d  be handled by the Hon'da 
located center except when m e q e n 9  condtdons exist a t  the €%'ohia center. 
Emergency conditions that would justify handling what is n o m d y  Florida t d c  
outside the state wouldindude simations such as natural &sastem, bomb threat, 
etc. and wodd not indude t d c  spikes. 

Notwithstandng the above requirement, dunkg the months ofJune,JUIy and 
August, 2o00, the plodder may handle aU Florida d a y  traffic using out-of-state 
d a y  centers. The W A  m n h u m  H d d a  trafl7c handed out of a Honiia center 
must be met begimung with the month of September, m. 
Sprint understands and d comply. Sprint's proposed offering for the State of 
Florida will include at least one relay center, fully staffed and able to handle 80 
pcrccnt of the Statc's relay traffic, except under emergency conditions as 
stipulated in this requirement. The tentative location of the center(s) will be either 

to locate a d a y  center in the State of F2mida. A 
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in Miami and/or Pensacola. In either casc, during thc months of June, July, and 
August, 2000, Sprint may handle all of the FRS traffic at any of our existing relay 
center, out of state or at the center(s) in-statc. Shodd Sprint be selected as your 
provider of choice, we look fonvard to proposing a transition plan from the 
current provider to the Sprint nctwork in a manner that is smooth, seamlcss, and 
providcs the best solution for all parties involved. 

B.7 Availability of System to Users 

The servlce s h d  be desiigned to daylocd, intmstate toUand interstate and 
international calls h a t  o&inate or terml?ate in Hmida. Relay service s h d  be 
available 24 hoursper day evev day of the year. 

N o  restnktions shd be placed on the length or number af cdsplaced by 
customers through the d a y  center. 

Sprint will relay local, intrastate toll, interstate, and international calls that orrffnate 
or terminate in Florida. There d be no restriction placed on the length or 
number of calls placed by customers through thc FRS. Scrvice d be avdable 24 
hours a day, 7 days a week, 365 days a year. 

B,8 Minimum CA Qualifications/Testhg 

The provider s h d  adequately supmke and Vain ita employees to always be 
courteous, considerate and effiumt irJ their contact and dealings Wirh its 
customers and the pubIic th Fried, and s h d  make checks f m  time to time to 
ensure that caurtmus SCM'CC actudy is being rendered. 

Bidders s b d  spes'@ how they pian to demonstrate that Gps meet d necessary 
pmiicimqrequiwnenrs. CAS s h d  be able to quicccly and accurately tfle TWD 
relay messages. The provider s h d  use vdi4 unbiased tests for G4s on subjects 
inch-, but not iimited to: 

Sprint strongly emphasizes to its employees, the need to be courteous, 
considerate, and efficient in all dealings with our dents  and the public in gcneral. 
The following statements demonstrate how Sprint ensures the proficiencies of its 
CAS in SUppOmng our client's requirements. All CAS are required to take and 
pass a quantifiable, performance-based CA Proficiency Examination. liach CA is 
retested on an annual basis. This exam requires proficiency in spelling, typing, 
dictarion, procedures, ASJ,, Deaf Culture, ethics, confidentiality, and profcssional 
judgment. In addition, CAS are gven a monthly evaluation on call processing 
s lu l ls .  CAS arc not prtivided infnrrnation prior to testing and all tests are collected 
and discussed when completed. Written tests are changed periodically and role 
playing is uscd for live training. If a CA docs not pass thc training, that includes 
the Proficiency Exam and call processing evaluation, then that person is not 
considered for employment. 

4 
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All Sprint CA applicants are required to have at least a high school diploma o r  
GLU. Sprint evaluates potential candidates based on their Iinglish grammar and 
communication s k i l l  as part of the applicant screening process. 

6) A miruinum rvping speed of 55 correct wordsper minute. 

Sprint CAS mcct the required 55 wpm typing speed. Sprint conducts a standard 
typing rest as part of the pie-employment testing pmccss. Thosc applicants not 
passing the test are not considered for employment. Typing skills are evaluated 
throughout a CA's cmploymcnt. Bawd on recent rcsults, the average typing speed 
at our centers is currently more than 60 wpm 

c) W m u m  speLling skills sutHcient to quickly and easily s p d  wods 
Comparable to a beginning coflege level conversation. 

Sprint CAS are required to have at least a high school diploma or GED. All CAS 
are required to take and pass a quantihablc proficiency examination which ensures 
a high level of spelling ski l ls  comparable to a beginning collegc lcvcl spelling skills. 

d) An understandng of chamcte~stics ofIimited written SngIish and American 
Sign Languag~ (ASL) as it may be ref lectdin the written language of TDD 
users. 

Sprint CAS are trained on proper translation of written/typed ASI, to 
conversational bhglish. FRS users wdl benefit from having CAS who are traincd 
using role plays that arc written at varying levels of ASL difficulty. The CAS must 
demonstrate their proficiency in translating this matcrid prior to the complction 
of training. Ch training includes learning how to clearly express vocabulary with 
no direct English cquivalcnt, while maintaining transparency. 

e) Deafdture. 

The Diverse Culture program was developed in a collaborated effort by several 
organizations that scrvc thc dcaf and hard of hearing communities. When Sprint 
won their first relay contract, we workcd closely with '1D1 Cl'elecommunications 
for thc Deaf, Inc.) to ensure a comprehensive program that met the needs of the 
customer base. Sprint employees who are deaf or hard-of-hearing reviewed the 
material and provided valuable input for the curriculum. 

Sprint also contracted with the Ohlone College in Freernont, California to develop 
an in-depth training scminar on ASI, (American Sign Idanpage). This program 
included ASL basic s i g n  concepts, structure, and phrases. Two Associate 
Profcssors from the Ohlone College conducted this one-week seminar with all of 
Sprint's Training Supervisors and several Operations Supervisors from cach relay 
center. As a result of ths scminar, twn ASL workbooks wcrc created to b d d  our 
relay agents' abilities to translate typed RSI, into conversational Enghsh. Sprint 
continues to udiae these workbooks with ncw cmployccs. 
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Thc Divcrse Culture portion of the training is delivered by local deaf 
organizations and/or Sprint staff with appropriate experience. As mentioned in 
Section B.10, “Staff Training,” of our proposal response, each CA must complete 
Diverse Culture training before graduation. 

r )  Ethics, e.g., howa C4 deals whh situations he may encounter. 

Throughout initial and on-going training, CAS receive information and guidelines 
on e h c s  with regard to Sprint Relay Services. Examples of breaches in ethical 
conduct are reviewed and discussed with the CAS and their supervisors. 

g) Confidentiality. 

During the initial period, employees receive detailed training on cmploycc 
confidentiality. All relay center personnel are required to sw and abide by a 
pledge of confiduntiahty which promises not to disclose the identity of  any callcr 
or fellow relay employee nor my information learned during thc coursc of 
relaying calls. Sprint policy implements and enforces strict rules regarding 
con fidcntiahty. 

15) C l a x i ~  of speech. 

After a candidate passes the pre-employment test, he/she is scrcencd and 
interviewed. During this proccss, oral communication skills are closely evaluated 
both over the phone and in person. 

Any person who has notpassed this examhation s h d  nor be utiftzed as B G4. 
CAS s h d  be retested at least mnudy. 

Any person not Eulfllmg the passing requirements of our training program and 
demonstrating thc ncccvsary proficicncy requirements does not become a CA. 
CAS are re-tested at least annually. 

E.9 CA Training 

Each bidder shall demonstrate kt itspxaposl how ongoing CA tmtmng wil l  be 
pm M e d  by indudkg with its proposal an oucline of I propassed CA tdmngpIan. 
The provisions for CA training shallindude, but not be fimi3ed to, an 
understwdhg ofIimited wdten Engfish and ASL, deaf culture, needs of hearing 
and speech disabled and dual sensory impair& users? ability to speak in a tone of 
voice conshtent With the intent and mood of the conversation, operacian of relay 
telecommunicauons equipment, how to hande heanhg and voice c q o v e 4  ecAics, 
conffdenrJaliry and other rpquirements of the Provider’s operdngpokks and 
procedures. T&ng s h d  indude both simuLated and five on-he caLI han&hg. 

Sprint’s CA training is dclivcrcd by certified training supervisors wha must 
annually demonstrate proficiency in subject matter knowledge and delivery skills. 

All of Sprint’s training programs arc dcvcbpcd using adult learning theories; we 
adapt training to each participant’s learning modality. We incorporatc lccture, 
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visual graphics, flow charts, videos, role plays and actual hands-on training, which 
stimulates the CA’s ability to learn. 

All applicants for the CA position are tested, screened, and interviewed to 
determine if they meet the basic requirements of the position. During the CA’s 
initial training, he/& will be trained and evaluated on accurately reflecting thc 
TIY user’s i n ten t  and on what the CA’s role is in the relay process. New hires 
also receive training in Deaf Culture, ASL translation, and sensitivity to the needs 
of persons with speech disabilities by a qualified person who, if not deaf or 
hcaring-impaircd, ~ O S S C S S L ‘ S  cxtmsivc knowlcdgc in this arca. 

Sprint CAS rcccivc extcnsivc training on how to improve thcir interpersonal skills 
so that they can work effectively with difficult and stressful situations that may 
arise during their employment. ’lhroughout a CA’s employment, he/shc builds on 
these skills with the guidance of the Ch’s supervisor and receives additional 
training and evaluation as needed. 

In initial training, CAS are given three written and three side-by-side evaluations. 
Thc CA must dcmrmstratc thcir ability to spcll, type accuratcly, proccss a call 
using live training tcrminals, and rulcplays written in varymg lcvcls of ASL. 

Thmughout initial and on-ping training, CAS receive information and guidelines 
on ethics and confidentiality With regard to Sprint Kclay. Examples of brcachcs of 
confidentiality are reviewed and discussed with the CAS. In conjunction with 
signing Sprint’s confidentiality agreement, CAS review and discuss the agreement 
with supervisors. 

Once training is cmnplctcd, thc CA continucs to work and have thcir job skills 
evaluated through monthly surveys and formal reviews. T h e  survey process used 
is a product of a task force comprised of management staff and it evaluates all 
areas of work pcrformance, personal effectiveness, and attendance. The survey 
process goals are to respond to customer feedback and provide the CA with 
clearly defined, objective performance measures. Surveys are completed on each 
CA every month. If additional development is needed on the part of the CR,  a 
dcvclopmcnt plan wdl be dcsigncd by thcir supervisor. 

Sprint’s CAS reccivc rigorous initial training. Table B.9-a illustrates some of the 
training modules that arc providcd to ow CAS. 

Table B.+a. Initial Training Modules 

Module Customer Benefits 

Module 1 Orientation 
Objectives What is Relay? 
Welcome & History Agent Training 
Future of Sprint Call Flow Chart 

Module 2 Phone Image 
Objectives 
Introduction 
Communicating Information 
Using Conversational Tone 
Mananina Dissatisfied Customers 
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Module 

Table B.9-a. Initial Training Modules 

Customer Benefits 

Module 3A Overview of System and Equipment 
Objectives Error Correctlon 
Logging In Keyboard 
Logging Out 
Screen Display Engllsh Macros 
Checking for Understandlng Spanish Macros 
Headsets Telephony Terms 
Modem 

Knowing Your 'TTY 
Closing a Conversation 
Tvoina Backaround Noises 

Last Typed Macro Feature 

Module 38 Interactive Terminals 

Module 3C Overview of System and Equipment (FRS Only) 
Malfunctions Handling Obscene Calls 
Relay Procedures Requesting a Supervisor 
Conf identialitv Re~ortina 
Statistics Macros - 

Module 4A Call Processins Procedures - 
Objectives 
Your Role as Agent 
Call Processina for All States 

Module 48 Destinations of Traffic 
Destinations not Allowed 
Intratata Competition 
State Differences 

Record Feature Voice Mail 
Voice Answering Machine PagerdBeepers (TTY-Voice) 
Voice to l T Y  Answering Machine 
Information Line Variations 
Audiotext Answering Machine Retrieval 

Module 4D Voice Originated Calls 
Local Call Description 
Toll Free and Paid 
Paid over Sprint Network 
Paid over Alternate Carrler 
Variations 

FONcard 
LEC Card 
Optional Cards 
Prepaid Cards 
Collect 
Third Party 
Immediate Credit 

Voice Carry Over (VCO) Two-Line VCO 
Inbound VCO Branding Hearing Carry Over (HCO) 
Busy Line Non-Branded HCO 
No Answer Branded HCO 

vco to vco 
vco to Try 
m to vco 

Module 4C Answering Machines and Audiotext 

PagerdBeepers (Voice - Try) 

Module 4E Long Distance Calling 

Module 4F VCO and HCO 

Module 4G Alternate Call Types 
HCO to HCO 
HCO to T r Y  
TTY to HCO 
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Table 8.9-a. Initial Training Modules 

Module Customer Benefits 

Module 4H Custornar Database 
Customer Database Feature 
Customer Notes Window 8illing Options 
UCR Main Menu Numbers Submenu 
Name Submenu Emergency Numbers 
COC Submenu 
Interlata COC Blocked Numbers 
lntraLata COC Customer Notes 

Preferences OuMial Restrictions 
Answer Type Macros 
LanguageType Last Number Redial 

Busy Signals Illegal Calls Two Calling From Numbers 
Poor Connection Sensitive Topics LEC Service Offlce 
No Answer Redlallng Double Letters 
Request for Information Switchboards Call Waiting 
Speech Impaired Young Children Conference Calls 
Pacing Voice Customer Inbound ASCrl Three-way Calling 
Profanity towards Agent Repeating Information Changing Agents 
Request for M or F Agent 
Agent Knows Customer Restricted Calls Hard-of-Heari ng Customer 
Suicide ASCtl on Outbound Line Call Back for T Y s  
AbUS0 Reaional800 MultiDle Calls 

Billing Method Window 

Frequently Dialed Numbers (FD) 

Module 4H Customer Databmse 

Module 41 Varimtionr 

Request for Relay Number 800 Number Referral 

Module 41 Variations 
Call Modification 
Holding 
Alternate Language 
Typing in Parenthesis 
Product Information 
Spanish Calls 
Voice Customer Hangs Up 
Variable Time Stamn 

1 T Y  Customer Hangs Up 
Conversatlon being Recorded 
Prompting Voice for 'GA" 
Non-Standard T r Y  Capability 
Internet Characters 
T Y  does not type "GA 
Cellular Long Distance Calls 
Partv Line Calls 

Module 5 Emergency Call Processing 
Emergency Catls 
Non-Emergency Calls 
Emergency Incident Form 

Performance Measurement Ptan 
Quality Customer Service Emergency Procedures 
Commitment Emergency Assistance Form 
Personal Effectiveness Checkina for Understandina 

Module 6A Performance and Procedures 
Assessment Survey and Replay 

Module 68 Healthy Relay 
Introduction 
Analogy 
Stretchlng Exerclsas 
Arrent Reinforcement 

Ergonomic Review 
Setting up Workstation 
GUAM - Get up and mow 

Module 6B Healthy Relay 
Ergonomic Relief 
Slowing the Customer 
Overtlme Relaxation 

Module 7A Responding Positively 
Stress Management 
Thoughts and Feelings 
Relaxing Emotionally 
Thinking Powerfully 
Exerclse 

Nutrition 
RetaxaUonMeditation 
Energy Resource Assessment 
Suggested Readlng 
Leader's Notes 

19 



The Service To Be Provided 

Table 8.9-a. Initial Training Modules 

Module Customer Benefits 

Module 78 Healthy Detachment 
Interactive Gommunicauon 
TDD Comrnunicablon 
Potential Strasors 
Detaching 

Assessment Process 
Coaching 
Feedback 
PasslFail Guidelines 
Role Plays 

Introduction An Adult Learner 
Objectives Giving Effective Instruction 
Beha a CoacWrainer Feedback 

Module 0 Assessing Performance 

Module 9 Supervisor as Trainer and Coach 

Module 10 A Healthy Approach to Relsy 
Learning Continuum 
Adult Education 
Dale’s Cone of Experience 
Elements of Lesson Design 
Preparation for Training 
Warm Ups 
Voice Inflection 
Handling Interruptions 
Prep for Final 
Hearing Thru (TDD -Voice) 

Hearing Thru [Voice - TDD) 
Voice Thru (TDD - Voice) 
Voice Thru (Voice - TDD) 
Audiotext 
Information Lines 
Business Answering Machines 
Residential Answering Machines 
Beepers 
Spanish Answering Machine 
l T Y  Answering Machine 

In addition to the initial training program, Sprint has developed several 
supplcmental training programs. Current CAS have already participatcd in these 
programs; Sprint will continue to offer these learning opportunities to Euture CAS. 
These programs reinforce skills developed in initial training. 

Voice Inflection W o r k s h o 6 A s  are the customer‘s fwst point of contact. We 
introduce the importance of superior “Phone Image”. Superior phone image 
encompasses good listening, verbal, and reading SMS. l h s  means relaying 
verbatim, remaining transparent, adopting a conversational tone, and translating 
ASL to conversational English. 

Answer Machine Workshop-In tvday’s cnvironment, it is not unusud to call a 
number and reach various types of answering devices. CAS are prepared to handle 
voicc answer machines, TlY answer machines, voice/TlY answer maclunes, 
information lines, audiotext, and pa.gers/beepers. There we specific guidelines for 
handling thcsc typcs of calls. Control of thc call rcrnains with the customer. CAS 
use interactive training terminals to practice answering machine calls. Actual calls 
are placed to various recording devices so  that CAS can continually increase thcir 
slul ls  in handling this call type. 

TTY Pagers-Sprint worked closely with manufacturers when this technology 
became availablc to ensure that access was avadable to customers. CAS practice a 
variety of calls utilixing the interactive training terminals. 
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Two Line VCO-Two linc VCO has become popular with relay users over the 
past years. All U s  arc trained to handlc this unique call. VCO users will continue 
to enjoy a smooth call flow. 

Sprint rcalizcv the importance of kccping all pcrstmncl in€r,mcd on issucs 
regarding our customers. Sprint has a deaf culture library located at each relay 
center that contains videos, newsletters, and books on deaf culture, AX,,  and 
topics relating to the deaf community. The CAS have access to this resource and 
can borrow the information for review. 

The Diversc Culturc portion of the training is delivered by local deaf 
organizations and/or Sprint staff with appropriate experience. As described in 
Scction B.10 cif  thc KPP rcspcmsc, cach CA must ctirnplctc Divcrsc Culturc 
training bcforc graduation. ' l hs  training modulc, rcscarchcd and written by a dcaf 
college intern, includes information about the needs of the deaf, hard-of-hearing, 
and speech-impaired persons. Additional input was received from other 
deaf/hard-of-heating staff members. 

B.10 Staff Training 

Ail relay center st@ induding management, s h d  receive tm'khg in ASL, deaf 
culture, needs of hearing, speech and dual sensov impaired users, and ethics and 
coruTdentidity. Each pmpsai should hdude an o u t h e  of a staff training @an 
indicating trahing topics and time h e s  as w d  as explaining how indviduds or 
opnhat ions  (such as deafsmice centers, state agcnues, universities, etc.) 
representing the hearing and speech impa id  communi~y w d d  be used to assist 
with the traihing. 

Ai Sprint relay center employees, including management, participate in 
Divcrsificd Culturc training during the initial training period. Sprint works ciosely 
with each Sprint center's local deaf community to identify knowledgeable 
presenters to assist with the training. Sprint udizes videos, role plays, group 
activities and discussion groups to educate its employees on the difEerent needs of 
their customers. 

Sprint has utilized a number of orpnixations and individual members in 
providing a Diversified Culture Program. They include: 

National Organizations 

. Amcrican Association of Deaf/Bltnd . Amcrican Association for Retircd Pcrsons 
1 Association of Late-Deafened Adults, Inc. 
= Amcrican Spcech and Hcaring Association - Sclf 1 Ielp of E Iard-of-I-Iearing, Inc. 
1 National Association for the Deaf 
= National Black Deaf Advocates - National Hispanic Council of Deaf and Hard-of-Hearing 
4 Telecommunications for the Deaf, inc. . United Cerebral Palsy 
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Educational Institutions 

Gallaudet University . National Tcchnical Insdtutc of the Deaf 
California State University at Northridge . University of Arkansas-Dept. of Rehabhtation 
Stare Schools of the Deaf 
Imcal Programs for neaf/Hard of Hearing (Mainstreamkg) 

. Ohlonc Collcge in Frccrnont, California 

Other Related Areas 

a Sprint Rclay Statc Advisory Boards 
3 State Contract Admifiistrators (S.T.A.RS.) 
9 Sprint Relay Account Managers 

Individuals representing Speech-Disabled Community (Speech-to-Speech 
scrvicc) 

Diversified Culture Training Topics Outline 

Who Uses the Relay Service? 4 hours 

9 W h y  is it hportant to undcrstand our customers? 
Why is it important to recognixe their special communication needs? 
Pathologcal versus Cultural Views of Deafness 

9 Characteristics of  Dcafness 
. The Deaf Community 
. Myths about Dcafncss 

W h y  is there a Deaf Culture? 
9 Deaf Heritage . Bell’s View on Deafness 
. Gallaudet’s View on Deafness 
9 Establishrnmt of the National ,,ssociation of the Deaf 
9 Use of Sign 1.anguage Interpreters 
. Different Communication Skills Used in the Deaf Community 
9 Chanbws in Attitudc Toward the Deaf Community 

Americans with Disabilities Act 

American Sign Language 6 hours 

= Whatis ASL? - History of ASIA 

. Rulcs of ASL 

En&sh Idioms vcrsus AX, idioms - Evolution of ASL 
SyntaxofASL 
How to Translate AST, to English 

ASIYs recogniuon as its own language 

Parameters of ASL 
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. TIY Language Samples 
Courtesy 

Hard of Hearing and Late Deafened Customers 

Charactcnstics of Hard-of-Hearing Customers - Assistive Devices for E Iard-of-I Icaring Customers 
Establishment of Self Help for Hard-of-Hearing (SI I1 I1 I> 
Relaying for I lard-of-1-Iearing Customers 

. Charactcristics of Late-Deafened Customers 
9 Establishment of Association of Late-Deafened Adults (A1,DA) 
. Relaying for Late-Dcafcncd Customers 

7 hours 

Deaf/Blind, Speech Impaired, Spanish S p e w  
and Hearing Customers 3 hours 

9 Characteristics of Deaf/Blind Customers . Assisiive Devices for Dea€/Blind Customers - Relaying for Dcaf/Blind Customcrs 
9 Characteristics for Speech-Impaired Customers . Rclaying for Spanish Speakmg Customers - Relaying for I learing Customers 
9 Dcaf/Blind Pacing - allows the CA to slow down the transmission to the 

b r d e  machme. 

B.11 Counseling of CAS and Staff 

Bidders are re+ed to outIine a m u n s e h g  and suppoztpmgtam that wi l l  help 
CAS and staffded with the emotional aspects of daying calls. Those providing 
this stdsuppori &all have training in dealihg with the emotional aspects of 
han&g refay cds.  Howcve~ in counaehng sessions, tbe CA shall not give to t h h e  

support person the names of d e r s  invoived. The counsehg suppo~ system s h d  
follow t h h e  mnfidenttklityprovhions of this RFP. 

Sprint is farniltar with h c  stress factors that are associated with relaying calls and 
has established a professional counseling and support program to help its staff 
dcal with the cmt,ticional aYpeCtS of this environment. Sprint Relay Center 
supervisors and management are trained to assist CAS with thc emotional aspects 
that may occur when relaying a call. Our staff is also cxtrcmcly scnsitivc to and 
trained in avoiding any breach of confidmtiality when thts type of coaching is 
needed. In counseling sessions, the CA do not give the names of callers to the 
support person. 

During our initial training, all CAS participate in desensitizing training that 
prepares them to handle emotional calls. CAS work through various scenarios that 
assist them in the future to be able to handle difficult calls. W c  on thc job, if a 
C h  needs counseling, our supervisors and management staff arc traincd to work 
with crnployecs by providing support and guidance through emotional c d s  as 
well as aftcr thc call. Wc do not provide group discussion, but rather one-on-one 
guidance for confidentiality. If the supervisor fccls that the CA needs additional 
counseling, the CA is encouraged to contact Sprint's Employee Assistance 



B. The Service To Be Provided 

Program (EN'), which is staffed 24 hour/7 days a week by trained counselmg 
professionals. All communication between thc employcc and counsclor arc hcld in 
the strictest confidcnce and the content of relay calls never discussed. If a CA 
requires additional counseling, the EAP providcv onc-on-onc pcrsonal scssions 
for the C h .  

B.12 Procedures for Relaying Communications 

The system s h d  be designed ro convey the f d  content of the commum'cation. 
Udess request& othemke by a user, the G4 shaU relay all caUs acmding to the 
fbuowing pmcedums. 

a) Xhe method to be usedin the system is for the C4 to be identified by a 
number (not name) fdowed by "Mrr lfmde and 'iF"if female. The provider 
shall establish a method which will &ow ide&fication of the CA in the event a 
comphnt is Hed or a user wants topraise the work of the Gp. 

Each CA is assigned a unique four digt number and gender identification. On 
'1TY calls, the system automaticdy sends the ID numbcr and gcndcr (M/F). C h  
voicc gcncratcd calls, the Ch verbally states their ID number. Such identification 
allows the relay uscr to be able to idcntify a CA in thc cvmt thc uscr wants to 
regster a compliment or complaint. 

b) The system shall keep the user infonned on the status of the cd, such as 
dating, .ingina bus5 dsmnnected or on bald throughout the caLl session. 
The system shdprovide feedback to callem on call status within 311 seconds 
after B cder has provided the number to call and conhue to provide feedback 
until the 4 i s  answered. 

As the customer gives the calltng to number to the CA, the CA enters the number 
in the dialing window. The C A  immediatcly outdials the call and a macro is 
auttmatically gcncratcd stating NOW DIALING xxX-xxX-xxxX. When the 
outdial is made and the CA hears the outbound line ringing, the CA wdl launch a 
macro that says c 6 R ~ ~ ~ ~ ~ ~  I., .2., .3..." etc. Sprint's system d provide 
feedback to callers on call status within 10 seconds. 

c) All uaem s h d  have the option of te- the C.4 what aspects of the cslu that 
he/she will handle. For example, the TDD user may voice the c d  (voice 
carryove$, rather than have the C4 do it or the cder may ask that rehy be 
explained as soon PS someone answem the &I. 

d 

FRS inbound uscrs have full ctmtrtd of thc rclay call. A TIY user may tcll thc CA 
what aspects of the call the Tcy user d handle. If the caller requests that he/she 
announce TRS and not the CA, the CA d honor the request. 
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FRS inbound users have Eull control of the relay call. The S p h t  CA types to the 
TIT user or verbalizes to the am-TTY' user exactly what is said throu&out the 
relay ppecess, U&SS the caller requests otherwise. 

When a TI"k" relay user calls a non-TI'Y user, the CA noti€& the cded p q  that 
this U a relay call and asks the n0n-m user if they have ever received a relay call 
before. If the called non-?Ty user has used the service, the CA continues the call. 
If the non-TIY user has not received a relay call hefore, & e . U  notifies the T171 
caller that ser&e is b&g c@&ed by sending x macro EXPMNZNG SEWICE. 
The explmatim of the service is b&f and concise. 

If the 'ITY user requesrs the C A  not to announce the call, the CA honors the 
request. The CA will ask the 77" user what is to be said once the outbound party 
answers the phone so a conversation can be established. 

Tbe Ck will not inform the called party that a deaf or speech-impaired person is 
clJlsng unless the caller asks the CA to do so. 

Sprifit CAS let the ?Ty user know the non-TTY user's m e  of voice without 
making subjec~ve judgmenb. The C A  adapts a conversationd t o m  of voice 
appropaate to the type o€cd bekg made. Sprint has worked closely with the user 
community to develop an appropriate list of wads that convey the tone of the 
n 0 n - m  user. "Y callers are informed of backgmund noises during the call 
through CAS typing in parentheses, 

25 



B, The Service To Be Provided 

Table B.12-a lists examples of words used to convey possible emotions. 

Tired Ivawnlnal 

When it is discemabIe, the CA automatically identifies, to the TIT user, the 
gender of voice users when they hst :  come on line. 

Sprint's CA indtcates ta the users if another person j&s the conversation. 

FRS, CAS coilvty all canversation d&g the initial call set-up and acceptance af 
charges from the called parry. All cunrunents directed to either party by the CA are 
~ l a y e d  and typed in pmtheses. For example, the CA may relay "Will you 
accept a collect call?" or ''Yes I will accept charges.'' All corrrments directed 
to the CA by either p a q  are also be relayed. 

To ensure accuracy, CAS request the non-'ITY user to verify spelltog of proper 
noms, numbers or addresses, information about drug prescriptions and other 
wlfamittar wads that are spoken an$ are to be dayed.  

j )  The CA WiEI stay an the h e  undl both -2s have t e d t e d  &e c d .  

The CAS currently release an outbound line upon receiving an outbourmd 
disconnect message. The C A  reieases the inbound line a h  sen- P macro 
s t a h g  the outbound person hung up. Once the CA receives m SKSK or SK 



t- 

b m  the inbound TIY, which indicates he TTY is M h e d  a d  is hanging up* 
the CA r e s p d s  by mirming what the TTY p e d  and releases the inbound he. 
The CA d leave full cmmi of the relay c 1  with the FRS customer. If the PRS 
ccrsmrwr washes to make an additional call, hen the CA processes he d. A CA 
may not te&te a call without the penmiasion of the FRS supemisas; the 
supervisor d log the d with the date, time, CA who hmdd the caU, the 
reason fm terminati’on and sign the log. 

Sprint CAS seerping FRS will not counsel, advise, or interject personal opifiiofis or 
additional information hto my tehy call. The C A S  do not makc any value 
judgmenB on the cuntent of any &y cornmunic~uotl and will not hold pmorral 
cmversations 4th anyone c a h g  FRS. 

Sprint Cas do m t  require the d e r ’ s  name oi the name of the paay they ate 
edmg in order to prwess a d unless required for billing purposes. 

The FRS user has full control of the t h y  call. There is no limit to the numk of 
c a b  a user request the CA to ~WXBS.  

I f  a FlG user q u e s t s  that the same CA be used m pews the entire 
canversation, Sprint Relay&, whenever possible, comply. 
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B. The Service To Be Provided 

18.13 Interaction with Answering Machines and Voice Response Units 

FRS CAS will reuievc messages from dl voice and TIY messagmg systems. Some 
messaging systems give information very quickly which challenges the CA to type 
the full message on the first attempt Sprint's recardkg technology allows the CA 
to record the messages and plays back the message to the C A  at a pace that is 
possible to obtain the e n h e  message. This technology decreases the number of 
h e s  the CA would need to redd to retrieve the messages. 

lf codes axe required, the CA will inform the caller. The caller &en gives the CA 
the access codes which the CA types on their screen, O n ~ e  the call is complete, 
all codes are auromatically erased from our system 

Answering Machine &tried (AMR) allows de& cmsumers to have access to 
voice line answe!ring machine messages. When such a request is received, the CA 
types instructions to the TI'Y user to place the handset 05 the telephone next to 
the recording dwice and play back messages, The CA udizes Sp&t's recmdmg 
technology to obtain all idonnation necessary on the first attempt. The TIY 
user knows when all messages have played by watchmg &e light on heir 
answering machine. When the hght goes off, the TTY user replaces the telephone 
handset onto the TIT. The CA d type all of the recorded infosmatim to the 
CUStOmet.  

Sprint charges the customer for h e  first cd attempt (which is typically the 
shortest), Subsequent redials to Ieave a message are not charged to rhe customer. 
Sprint has developd a procedure using our Ultra WATS ltnes to ensure that with 
dditiond outdials, the customer: doe3 nut incur toll charges. Sprint does not pass 
these toll charges on to the end user, the FPSC, or the State of Flomh 
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T h e  CA types 9 information and chokes to the customer. I f  customers know 
they will reach this type of device and know which option they want, they cm 
provide that information to the CA d u ~ g  the call set up. 

B.14 

B.15 

B.16 

Sprint offers Spanish Services, wkch provide Sp~h-to-Spanish, Enghsh-to- 
Spanish, and Spmkh-tc-Englrsh ttansIation h a d e d  by proficient bilingual CAS, 
Their workstatims axe modified to provide mibcros and other functions to the 
caUei in S p d &  Sprint is the d y  relay provider that includes Spanish services as 
part of our standard d a y  product. Sprint also offers d a y  semices to callers who 
use ASL on their relq call. 

Additional Languages served 

In addidon, S p t  will aecess any hguage s&ce provider that can be reached 
through telecommunicauons. When a person c d s  the d a y  se&, Sprint will 
cMlnect that caller to a laguage service provrder. 

Shift AdvisorKonsultant 

All Sprint relay centers have at Last one supervisor sufficiently proficient to assist 
customers who use ASL md wi l l  be available dudng e& working shift. 
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B. 17 Confidentiality o€ calls 

The Service To 6e Provided 

No witten or raped information regarding a relay call is kept once the call is 
released from rhe CA position. The from and to numbers are removed oncc &be 
call has been terminated; at t h i s  point, the billing information is transferred to the 
billing hles and is only accessible for billing purposes. Sprint retains records for 
the sole purpose of hilling. If a custornex registem a concern regding operatifig 
practices and wishes to rwed their name, it is only used to fdw up with the 
customer and explain the resolution Sprint has taken in regard to their concern. 

All relay center personnel WE required to sign and abide by a pledge of 
confidentiality that promises not to disclose the identity of any caller or fellow 
relay employee, nor any information learned during the course of relaying calls. 
Sprint policy implements and enforces strict rules tegardmg confidentiality. 

Sprint's confidentiality policy is outlined bebw 

Operator 

Prospective CAs are screened in the intewiew process on issues regardmg 
ethics and cemfidmtidity. 

. Dwhg initial ttauung, CAS are presented with examples o€ pussible 
questirmabIe t y p e s  of breaches. of conf~denaality. 

9 Stress can be a factor in rna ineg  confidentiality. CAS receive training on 
hdthy  detachment. 

At the begking of inittd training, each C A  must syp a confidentiality 
agreement (see Figure 817-1, Pledge of Con&ntialitjr). 

3 When CAS require cowseling due to a strrtssEul caIl, t h y  will not discuss 
specifics about the call. Sprint has consulted with a medical agency to provide 
a confidan&l mpIoyee assistance program 

9 &each of canfidentiahty may result in te&ation of employment. 
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The point af contact' 

Building 

9 CA c m t a  has security card key access. 

. Visitors are nut allowed in the Ca work area. 
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B. The Service To Be Provided 

Sprint miners share examples of past experiences without reveahg any 
infarmation whkh would allow a person to iden~fy name, gender, or ages of the 
p e s  indved on a call. Originition of termination points are not used when 
&cussing calls for &g purposes. No specific ififarmation is given regarding 
the contimt of the call or calls. 

During training, CAS sale play various sceriarios that teach them the correct way 
to ask for assistance from their supervisor on a relay call withour divulging 
specifics afthe cd. CAS who need to &cuss a difficult G ~ I  with a supervisor 
must do sa without revealing rrames or any specific information about the call. 
CAS who want to clarify a procedure far a specific c d  will use generalization in 
discussing it with their supervisor. No specific names or contents discussed. 

Sprint will pmvide a copy of our Confidentiality Policy to a d a y  user upon 
request at no cost. 

B. 18 Voice and Hearing Carryover 
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Voice Carry-Over and Hearing Carry-Over 

Sprint was the first relay provider to offer VCO users the abihty to conduct their 
@tire call using thkr voice and HCO users the abdity to listen d&g the call set- 
up, ringing, md the called party axrswerhg the telephone. These enhancements 
elkhate the need for VCO users t~ type and accelerate the call set-up and wrap- 
up pdms of the VCO and HCO call. VCO and HCO users may use &her the 
acoustic or direct connect mode to pIace their calla. 

Voice Carry-Over (VCO) 

Voice G q - O u e r  provides users the option to use thau own voice to place a c d  
through Sprint Relay. F&re B.18-1 lllustxates VCO. 

4. CA ktorrr and typs tha 
m r s l u p  toth. VCO U4.r 

n , .  

a - “ -  

1. YCO Uwr mmkm 

Note: FRS users will also have VCQ with Pfivacy/NO GA capabhties. 

VCO with Privacy - the CA will not hear the VCO users’ voiced mess-s and no 
“GA” is needed from the VCO user. The mice user will be heard by t h e  CA and 
must give the “GA’~ each time to dert the CA that he/& is tinished speaking. 

VCO users may choose to have their telephone numbis permanently branded as 
VCO. When a telephme number is branded VCO, each dl into FRS receives a 



B. The Senrice To Be Provided 

unique greeting. The following is an example a€ the VCO greeting used. The 
caller can either voice or type their c d  set-up k s t r u c b s  to the CA: 

Hearing Carry-Over (HCO) 

A 8. Vole. Uomr I b t . ~  

(. ........ ...... . . . , . , ..... , , , , , E -r 
Figura B.l&Z Hearing Cmrry-Dwr 

Sprint wa5 also the first relay provider to offer HCO usem t h e  abdity to hear the 
call set-up known as mice progression technolw. This advancement eliminates 
the HCQ user‘s need far: reading macros and instead allows &/her t~ listen to 
the call set-up, mging and the called p q  answering he telephone. 

FRS HCQ users may choose to have their telephone numbers branded as HCO. 
when a telephone number is branded as HCO, each call into FRS receives an 
HCO geetirig. The following is an example of the HCO greeting used: 

As a result of conhunlls input from HCO arid VCO users, Sprbt Retay has 
develuped enhanced VCU and HCO semices. These enhancements allow a 
preferred commUnicaUon method for each user when c&g through FRS. As a 
part of Sprint’s standard relay features, the mhmced VCO and HCO services Wiu 
be provided to FRS at nu additiond cost. 



VCO-VCO Catling 

VCO-to-VCO users can communicilte with other VCO m m  through d a y .  The 
CA listens to each VCO user's spoken words and types fox the prrrties at lmtb 
d s .  F&x B.1B-3 depicts VCO-VCO C ~ E ,  

Mate: VCO and ASCII cannot be used at the same h e .  

5. VCO Uwr 4-h 

RI 

Figure B.18-3. VCO-tdfCO Calling 
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3. The Service To Be Provided 

VCO-l lY Calling 

VCQ-to-TIY users can cammurkate with each other though relay. The VCO 
caller uses Melhei voice to speak, which is typed by the CA, to the TIY user. 
The TIY user types directly to the VCO user, who reads the typed message 
acmm t h e  TI?u' screen, with no CR hteraeuoa Figure €3.18-4 depicts VCQ-TTY 
C W .  

2. CA tiatsru and t y p a  tho 
rnossege totha TTY h e r r  

'- e 
L 
ab- < F-4, 1 

(*......".*.................*I u 

Figure B.18-4. VCO-to-lTY Calling 
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A T S P r i O t ”  
The paint of con?&“ 

Two Line VCO 

Two line VCO pro1 .-is a “rd-timp”’ comersation between the VCO and voice 
users with two telephone lines (one from conference c a h g  capabilities). The 
VCQ user speaks dkecdy to the voice user on ane line w& the other line is used 
to receive the CA’s typed responses from the voice d e r .  This occur5 Wirh~ut 
saying %A” and dows two-way miatermpted conversation; it provides a mare 
na& flow of conversation. F&re B.18-5 depkts two line VCO. 

I 

-1 

Figure B.t&5. Two Line VCO 



6. The Service To Be Provided 

Reverse Two-Line VCO 

Reverse two-he VCQ is sirnilat to two-he VCO. The major difference is in the 
sequence of connectkg &e relay apemtm or hearing person to the voice line. In 
~ r o - h e  VCQ, you dial the relay center first and cmnect the h&g person 
s e c o d  In feverSe two-line VCO, YQU receive w call from a hearing peesen fmt 
md tben dial/cormwt the relay operator secmd. Reverse m~ line VCO daw 
heating people to call deaf or heard of hearing individuals without calling &e relay 
service. 

F igum B.18-6. Reverse Twa-Line VCO 



HCO-HCO Calling 

i 
HCO users can commurLate with other I C 0  users through day. 7'he CA reads 
&e typed message From the HCU user and voices to the other HCO user who 
listmu a d  then rypa &/her response back in the same manner. Figure 8.38-7 
dtpiccS HCO-HCO *. 

<..... . 

FLTW11 

Figure 6.1 8-7. HCO-HCO Calling 

VCO-HCO Calling 

VCQ-m-EiCO users can cmmunicate with HCO users through relay. The VCO 
user ape& directly ta the HCQ user and &e HCO user types th& responses 
chct ly to the VCO user. Figure B.3 8-8 de@ VCO-HCQ &go 

3. HCOtypsm tlm rompwus 

A'  4 ........................ 4 ...... 

Figure B.18-8. VCO-teHCO Calling 
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B. The Service To Be Provided 

HCO and T I 3  t m ~ s  can communicate with each other through relay. The HCO 
user types directly to the Tl’Y user. The CA voices tho 733’ user’s typed message 
to the HCO mer. Figure B. 18-9 depicts the HCO-m-TIY sequence. 

3. CA rssd v&.e t l u  
m a s a p  la HCO Us-- 

1. HCOUur typw 
dlmfiy rrY Uoer 

r l  . -  

4. HCO User 1kt.m 

A 

i---... -h “............~“.....e.... 

3.19 Obscenity Directed at the Operator 

CAS who rec&e a call ftom P customer using ~bscenity directed at them will try 
ro redirect h e  caller. The C A  will ask the d e r  if they wish to place a call. This is 
repeated twice. If the d e r  continues ta be offensive, the CA will notiFy the c d ~  
they are asking for a supemisor. The supervisor again asks the caller if they wish 
to place a cdL This is repeated twice. If the caller continues to use obscenity, the 
Supemism informs the d e r  that if they do not wish to place a call, the iine wdl 
be released my rhe s u p h a r  can give appmd to release an inbound 
CUGtOlneP. 

If the cusmmtrr uses profanity directed at  the G4 d u h g  a M a y  call, the CA wrill 
~ernain calm and conhue to relay the call. 



Sprint considers an emergency c d  to be one in. which the user of the relay service 
indicates they need the police, fre department, or ambulance. 

To ensure comprehensive emergxcy call handling, Sprint utiltzes the following 
procedures. The CA will: 

. Render thek terminal unavailable to receive another call . Notify a supervisor 
Deterrhine the area code and number fram which the customer is ealiing @f 

9 Determine the type of emergency response needed, @lice, fire, ambulance) 
Inform the customer that the emergency provider is being called . Dial the Directory Assistance Operator 
Provide the appropriate infomuon to &e Dlrectaxy A s s i s w e  Operator - Dial the emergency number given by the Operator 
Amounce the call to the emergency dispatcher 

= Advise the dispatcher of the area code and number of the c&r 
4 Advise the dispatcher of the emergency s&ces requested 

DDcumentthccall. 

not received) 

= stay on &e line urrd the call is compka 

T h e  €A stays MI the line wiih the emergency provider until told by the dispatcher 
that their services are no €anger needed, Thts includes situations where the 
inbmmd d e r  disconnects for any reason. By remaining on h e ,  the CA can 
prode vid hfomauon necessary to ensure that rapid, appropriate e m e v c y  
semice is rendered 

Customers may also udize the kdiv idd customer database to speed up the 
pmess of placing emergency calls. Customs  may provide the CA with up to 5 
emergency numbers prior t~ placing an emergency cd. If a FW user has supplied 
emeigmq numbers in their customer database pru6le, their ANI activates their 
database profllt thus proding the correct emergency number to the CA. Sprint 
Rae tailored solutions to meet each State 's emergency qukements. W e  look 
fornard to mering the d q u e  needs of the State of FImida. Please feel free to 
d k  to our references provided in Section C.5 to fkd out how Sprint handled the 
emergenq c& in those states. 

n 
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3. The Senrice To Be Provided 

To the extent the Relayprovider has con& of the network blockge s&nd and the 
abiliry to do so, d 3  that are blocked must d v e  a netuvfk blochge of 
m h p & e s p r ~ u t e .  

W e  Sprint can ensuse that 99% of inbound calls reaching the Rday Center per 
day, ring or are answered by a CA, Sprifit offers a more cust~rner-firiented and 
realistic blockage rnmsumncnt. With t h e  currmt requirement, virtually every c d  
bl~kage measurement: will be zero, as demcsnsmt4 by &e current: provider’s 
r e p t  T?is is because, W i t h  the Sprint Relay System, t h e  ACD switch is 
virtually hon-blockmg. A call reaching the switch at a relay center cmmt be 
blocked &fore it rings at a CA position (unless the switch is completely at of 
service). 

With 0th~ stare contracts where Sprint is the d a y  proder,  blockage iS measured 
from the point where the call is idmtifid as a relay call, to the termination of the 
inbound call when it rings at the CA position. 

For example: 

1. a caller in Jacksonde dt& the F l o d a  800 relay fiumbei 

2. the d is detected by Sprint’s SS7 (Signaling System 7); call r e c d  (CDR) is 
initiated: blockage measurement begins 

3. the call is routed over Sprint’s SUNET network from Jacksonville via Sprint’s 
Orlando n e m k  switch, to the tereainating POP, and h d y  to the TRS call 
center 

4. the call is accepred by t h e  ACD switch and rings at a CA position; call record 
and blockage measurement are completed. 

Under this scenario, blockage can occur and be measured mywhere between h e  
c d  originator (Jacksonville, in the above example) and the Relay Center. The 
fallowing table is an exact repredhon of a S p k t  monthly blockage report, 
which is based an network Call Detail Records (CDR) generated by S p t %  
serving network switch, not he center ACD. As can be r e d l y  seen in the repart, 
occasional blockage Within the network does occur, md is reported accoidqly. 
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n 

- ._. 

l W l W 9  1,248 1,248 1.177 0 0 0 0 
10/lt/m 2,140 2,138 1,902 0 0 2 0 
I lk'lrn 2,m 2 , m  1,974 D 0 2 0 
1W1- 2,047 2,040 1,W5 a 5 2 0.m4 
tm4m 1,- 1,985 t342 0 1 2 0,0005 

Inbound calls &at do not reach a CA receive a blockage signal of 120 impurses 
pr minute, or a voice recordq sta- that d c i 4 b  are busy. 
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B. The Service To Be Provided 

B32 AnmrTime 

Sprint has gown its TRS Opedons capability to handle approxharely 17 
&un calls per year. W e  have gained valuable expximce in sizing our TRS 
opefations to accommodate individual State's requirements, and have the 
capability to handle Florida's traffic wMe maintaining an excellent standard of 
service. Historical ealI d e d s  have been gathered, by 15-minute periods, 
thrqhout the years ofprovibg TIIS service. This hist~fical information can be 
combined with FloAda+pecXc inEOrmatiOn to establish anticipated c&g 
patterns that accurately predict the needs of FRS. 

Spriar will sample the average answex time a minimum of every 30 minutes for 
each 24-hour period. Currently, we sample every 15 &Utes for each state 
mpirement we maintain. Our traffic m q p n e n t  Control Center and OUT 
Enhanced Sedces Operadons Control Center (ESOCC) are staffed with 
professionds, who understand call processes, call volumes, &&bution patterns, 
contract requirements and call routing thus ensuring exemplary service, 
Histo~cally, Sprint has exceeded customer expectatians by protTiding service 
levels unequaled in the indusrry. Sprint understands the FRS requirements and 
wilI supply a munthly serpice level consistent with the RFP xequirements. 

Sprint TRS is also designed to ensure service is pravided regaxdless of regonal 
problems. For example, September 1997, a severe storm in New York caused 
c o m d  power to fail and damaged Sprint's TRS Center in Syracuse. The 
k e & a t e  respanse of the UPS and emetgency generator allowed calls in progress 
to be processed without intemption. High winds mnd rain caused d q  to the 
roof of the building, which threatened agent safety and sensitive electronic 
equipment The tenter was subsequently shut down as a safety precaution. At 
that point, G& directed to the Syracuse center were immediately tfansferred to 
mother center through the actions of Sprint's intelhgmt call routing technology. 
TRS customers were completely unaware of the tempomy deactivation of the 
Syracuse center, a d  no calls were lost 
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Most recently, duting Hurricane FIoyd Sprint continued to provided the States of 
South Camha, Maryland, New Yo& md New Hampdke uninterrupted sen&. 
This was again due to Sprint’s intelligent caIl muting technology. 

323 Equipment Compatibility 

All Spxint Relay Centers are capable of receiving and transmitting in voice, 
BadoG md ASCII codes, at any speeds c d y  used in the United States 
through d temrinal sta t ions .  When a cd i s  received at &e CA psition, it is 
autumaticdy identified as voice, Baudat, or ASCII, and if ASCII, the baud rate. 
htdigent modem pennit the CA to h a d e  either voice oi data hes  from the 
same CA wurk statinn, The unique system S Q ~ = ,  axdwive to Sprint Relay, 
identifies whether the h e  is voice or data, and prompts the CA acmdnglp. If the 
lLte is data, the device type and b a d  rate are identified, and a connection made. 
To distinguish from voice, data is i & d m  generared either by a TIY device 
ur a computer. A ??“y devi= utilizes a Baudot c d e ,  while a computer t ransmits  
h ASCI€ d e .  Both devices are M y  comptibIe with Spkt’s Relay network and 
call center equipment. This processing of incoming calls provides a quick and 
eF6dmt technique for varied customer input, and r e d m  the average CA work 
time to a minimum. All equipment QO the Sprint Relay platform is compaubie 
~4th indusq-Gda standards for TIY Uaits- 

3-24 Transmission Levels 

S e t  is a cerhfied 1nterexchmg.e Carrier (XC) in all 50 $ma. Spkt‘s 
trnnstniSgion &ts meet, and in most cases exceed &e ANSI T1.505-1397, 
Nemrk Perfommce - Tr~tndssian Specifications fat Switched Exchange 
Access Nemrk standards. TR5 circuits are d e d  on Sprint’s all digital f i k r -  
optic network. Sp&t developed the hist mtiorwidt 100 percent dgml fi4er- 
optic network, a network &signed for clear channel voice and error-free hgh- 
s p e d  data rrafismissim. During the t m  of my cmtmct with the State of 
Flarida, Sprint dl meet the standards as amended by ANSI. 
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B. The Sewice To Be Provided 

B.25 Measuring Equipment Accuracy 

Sprint enswes the information being populated hm the repash-rg CDR (call 
Detail Record) M be accurate at least 97% of the t h e ,  Within a v&ce of 1 
second. The CDR includes the telephone number or credit card number to be 
hilled, originating telephone number, terminating telephone number, date, start 
&me of call, endhg time of call, and call duratim to the nearest 100th of a second. 
The CDR, along wish OpemYrtions Measurements (OM) and NO0 (toll-free) 
reports, comprise a comprehensive system of stahistical measuring and reporbg 
that wdl exceed the contract requiremen&. 

B.26 Emergency Operations and Uninterruptibk Power 
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Uninterr upti ble Power Supply 

Sprint will conthue to provide back-up power systems xk dl Relay Centers. Each 
major Center is quippd with an Unintemptible Power Supply (UPS), generator, 
and sufficient fuel to prmidi power for 24 hours after B power failure. These 
back-up power systems can continue to provide power beyond 24 hours as long 
BS fuel is r d y  available. 

SprLrt's Florida Relay Center will be equipped with a cmplere U P S  and 
generator, fully capabie of haodlmg any power disruption. Working in parallel 
with the UPS is Spxint's Intelltgent Cd Router, which instantly recognizes a 
problem mywhere in the Sprint Relay system and routes the calls to other 
o p e d n g  call Centers. FBS customers will be unaware of any system fault. 

In &e event of a power outage, the UPS provides a seamless power transition 
w W  he emergency generator is brought on line, During this transition of less 
than B minute, power to all the basic equipment and facilities for the cmtes 
operation is maintained. This includes the switch system and its peripherals, 
s w i ~ h  r a m  wvkmment (& coadtimmg and bean@ CA positions (including 
wonsoles/terminah), anerpncy lighting system alarms and CDR recotding. As a 
safety precautian, the fire suppression system is not ekctricdy powered in m e  of 
a tire during a power fdm. Once the back-up generator is on line, stable power 
to all TRS system equipment and facility environmental control is established and 
maintained until commercial power is restored. 

Wth 100 percent generam backup, and immediate transfer of power M the 
generator after a power failure, fd load i n t e a l  on the battezies is reduced to B 

mintnUm. This results in long battery life and ample battery energy in the unlikely 
event of a brief &la, in rhe generator coming on h e .  

The past p r € m c e  of Sptintb TRS back-up power systems assures high 
aperational reliability. Back-up systems have been required during power outages 
approximately three to four times a year, and have worked eRectively when 
needed. Sprint also tests the back-up power s y s t e m s  once a week. Sprint has a 
d t m m c e  agrement for the UPS systems and batteries, which consists of a 
semi-annual m a n u h e r ' s  inspection and 24-hour mnergencp response. Sprint's 
back-up pwer  system will ensue reliable service far FRS users. 
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13. The Service To Be Provided 

Switching System 

Sprirrt uses t h e  Rockwell Galaxy ISS 3000, a switching system that is an integral 
piece of h e  TRS platfoam. The ISS 3000 switch is m all-dqptd, state-of-the-art 
system that provides unsurpassGd r&abiliq irrmd fault recovery. The E d q  ISS 
offers system avdabdity in excess of 99.99 percent, redundancy of all major 
system components (incluudmg the CPV), and catastrophic fault recovery that 
limits the dropping of calfs to those not currently in pfwess. C& will not be 
dropped if &cy have been answered by a CA pSiciOn. The Rockwell Galaxy is 
currently used as the witclung phtform for a large number af E91 1 service 
providers, whose demands require the u r n a t  in syetem teliahiliq. 

Alt of the Gdaxy ISS 3OW preventive maintenance functions can be performed 
on-line, 4th no a€fect rn d prucessing. In addition, the Galaxy ISS proddes on- 
h e  and off-line diagmstic routines that identify system f d t s  o r  farlures to the 
individual bard levd On-line diagnostics are launched ~utamatically and can be 
launched manually. Automatic &agnostic procedures ate continually run by the 
switching system softwart to detect defective compnents before they are used. 
Mmual on-line diagnostics are launched at any &e from the maintenance and 
adminismtive tmnkal locad with the unit, and have no affect on call 
pruceeskg call3 ia progress, or calls w&ng,to be answered. The m a i n t m c e  and 
administrative termin.al includes keyboard, screen and pfinter capabhties. 
Diagnostics routines =e scheduled hy the switch processor and run at the earliest 
non-semice affecting oppmtunity (w;tt;l seconds). 

Each Sprint TKs center m a k t t a k s  8. complete sysra’s spar@ invenmq to meet 
any malfunction or emergency situation. In addition ta spares for ACD switch 
components, spare units indude C A  position units, computer Betktop spares, and 
LAN wid modem equipment. 

Disaster Recovery Plan 

Sprint’s comprehensive Disaster Recove y Plan for FRS is provlded in 
Appendix A of this proposal. The Disaster Recovery Plan details haw data is 
recovered and se& restored in the event of a nahlral or man-made disaster. The 
plan also confirms Sprint‘s c o d m e n i  m noafy the Cmttact Marrager if a 
sewice disruption of 5-minuts or longer occurs. Addrfianal reparts will be 
provided within 24 hours and 5 business days. These repons provide a complete 
summary of the problem and the corrective action haken. 

The Disaster Recovery Plan dedaped for FRS details the method Sprint utilizes 
to cope with specific disasters. It includes alternate, quick, md reliabk switching 
of c& and network &gams identifying where traffic will be rerouted if 
vulnerable circuits become inoperable. Besides typical network outages, the FRS 
disaster recovery procedures apply M specific disasters that are not part of the 
nemork. The plan details the steps @ x h d n g  escbtions) that will be taken to 
deal with the problem and restore TRS. 



In the event of a major disruption in operations at any TRS Center, TRS traffic is 
dpmicdly  rerouted within minupea to my of Sp&s devm ohex TIU centers. 
S~te - spc ihc  call processing software resides at each of Sprint's TRS Call C&ters, 
Sprint CAS are +d in advance to psovide service to another State's TRS; t!ae 
transfer of c& betureen centers is t m n s p m t  to users. F h r e  B.26-1 illustrates 
the use of an alterna~ve traffic route. 

:CESS TANOEYP 

lneomlng 
TRS 800Calls L 

h 
A 
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Center 
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The must recent emmple aF SprLxt'a netwark dumbdity and emergency eapabdity 
is Sprint's response to the devastation caused by Hurricane Floyd an the Adantic 
Coast. Even though  tu^ call centers in the Sprint i t e m &  were tempurady shut 
down by this destructive storm, service to Sprint pmvidd states (South Carolina, 
Maryland, New York and New Hampshire) cmtinned &tempted. Sprint's 
intelligent call rouhg technology muted c d s  to the next a d b I e  agent SO that 
mhy serpice was maintained. 
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3, The Service To Be Provided 

AT&T 

MCl 
WoildCom 

Ahother example of Sprint's successful disaster mcoveq planring procedures is 
the 1997 severe storm in New Ymk which caused commemal p w e r  to fad, and 
damaged Sprint's TRS Center in Syracuse. The h e & € e  respotwe of the UPS 
and emergency generam dowed c d s  itl pmgress to be processed without 
intemption. H@ winds and rain caused damage to the roof of the building, 
threatening C A  safety and sensitive electronic equipment. The center was 
suhquently shut dawn as -a safety precaution. At that paint, calls directed t~ the 
S p m  CeAter were k d a t d y  transferred to mother center haugh the 
actions of Sprint's inklltgerrr call muting technology. TR5 ~tomers bath locally 
md throughout the T%S network, were complete+ unaware of he t e r n p a y  
deactivation af the Syracuse center, and no calls were lost. Sprint's call routing 
&mity, disaster recovery phminh and an dea and prepared maintmimce crew 
h i r e d  the effect of tke optage signiGcady. 

I t  13 

13 
7 

13 

Transmission €&ties supporting TRS are part of Sprint's d-wd fiber-optic 
backbone network. Our state-of-the-art telemrnmunkation system enables quick 
recovery during network outages. Sprint's fiber network and extensive Point of 
Pitsmce (POP) coverage: in Florida is more than adequate M satisfg &e Stm's  
desire for additional &cui& to 1- CMiCmtmtions of use-. With 14 POPS in 
he State, all areas of Florida d be dquatelg serviced ly spriflr TRS, 

3med upon information reported to the FCC by each catrier, Sprint has the most 
&ble network compared to ow largest competitors. C m k s  are required to 
submit outages ra &e FCC when service is diiirupted for 30 minutees or more and 
has at least 90,aOO cds being blocked. Table B.26-a details the 1998 and 1993 
{through September 10th) outage infurnation gathere$ frsm the FCC reprt. 

SDrIilt I 3 I 2 

The Commission md the State of FRS users cm be assured of continuous quality 
service with Sprint'a disaster recovery process. 

B37 Intercept Messages 

Sprint relies on the re-rouung capaldiq of the Sp&t RcI-ay network t~ avoid any 
situation where an intercept message map be tlecessaq. A system or pawe Mure 
at any TRS Carer or the relay switch serPing Florida causes incoming e d s  to be 
rerouted to other TEls centers w i b  the Spiint %lay network. No calls are lost. 
In he event a problem QCCWS after a call has reached the relay center serving 



or a fast busy m e  (120 pdsee per minute) will be head For blockage of more 
than a few minutes, dl te-mumg action restores complete seivice. 
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3. The Service To Be Provided 

Equipment udization is rrronivored weekly. Quartdy usage studies of TRS 
system campments emure that apttnum capacity requirements ate met. This 
serves to keep cost5 at a minimum, while ensuring maintenance to all service 
standards as detailed in the FRS requirements. Figure B.281 d e d s  a typical 
expansion cycle for FRS. 

Floridu Reby 
Service Expansion Schedule 

E!!!!! 
Future Service CC kntif i  

I O d  r3 I 
k k  I 

E!!!! 

f 
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Sprint is currently conducting Speech-m-Tert Trials ta demonsmte the 
apphcaum technology ira a d a y  envkmment. The trial dates are September 1, 
1999 through Februarg 28,2000; Spht  has invited over 200 P..t;cipants, both 
Voice llnd TI“y was, from -6s the country to take part in the dds. Sprint’s 
Independence, Missouri Relay Center is processing these calis. Sprint has 
inclded a press release regarding ow speech-eo-text trial Mow. 

I 
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13. The Service To Be Provided 

FRS will benefit from SprkPs hvcdv&hmt in the joint d & o p i ~ ~ ~ t  of 
teiemmmunieatbi-ts solutions with leading hardware providers, s m h  as NXI 
Commuhicatims, Inc., Phone TTY, Inc. and Utriiec. Sprint &o pdcipates and 
attwtds various technology trade shows, works with educational institutions and 
those in the tdecomukations industry. 

Users of l%S d benefit from Sprint's significant presence and influence on 
nationd hoards that address industry issue, such as coin sent paid and the TRS 
Interstate Fund Advisory Council. Sprint conducts periodic swveys md focus 
groups, conducted by companies such as Czmbridge Research, to gather 
information repdmg the features desired by our TRS customers. 

Once twgeted, td-mdogies axe developed, tested, a d  k c ~ i p r a t e d  hto  the 
Sprint Relay pmoduct h e  through quarterly software uppdes md supporting 
hardware up@s. These tecbaologies: 

Sprint Relay d h f o m  the FPSC and the Administratof of my new 
developments that wodd h e f i t  FRS users and negotiate any additiond costs of 
features mandated by the FCC. 

3.30 €,onsumer Input and Pwticiption in Advisory conunittee and FPSC 
Proceedings 



Thepnovider&dpmkipte h d meet+ afthe Advisoq Committee m d d  
FR5C warkshaps and headnp d d n g  to day s d c c  d e w  excused by the 
m n t m c t m m ~ .  

Sprint relies heady upon the hput it receives fim wen of our relay semice and 
other key organizaibns ta provide conhued q d t y  relay services. Many of &e 
services we offer today as enhancements beyond the basic requirements of the 

. ADA were brought to Sprint by cmsutner~ of TRS in our exisring states. Sprint 
uses sumeys, evduuatims aad consumer feedback to ensure a quality relay semice. 

The outhe bdow shows Sprint's process for the h m b g  and implementation of 
consumer input. 

Sptinfs R&y Constuner Input Outline far FRS: 

a. Commendations 
b. Complaints 
c. Resolutions 

2. User Focw Groups initiated by Sprint Account Mmagement/SaIes Team 

a. Quality of Service and Current Provider Performance Issues 
b. Current Scope of Service Pmvisions 
c. Techns1g.Y available and Desired Future Features and Network 

Limitations 

3. Community Forums - Sprint will sponsor, present, or exhibit at the functions 
d the organizations fisted below in an effort to provide outreach, a8 wd as 
receive customer input on Sprint's Relay perfamace 

4. Consumer Sum9 - Sprint will share the results of s w c y s  with the 
Commission, the Advisory C d t t e e  and the FPSC. The results of any 

calendar days sftm the last month of ea& quarter. 
service quality evaludon will be reported M the FFSC of!& witbrn 15 

Sprint has included, in Appendix B, a copy of a consumer survey conducted by a 
public relations firm for the Maryland Telecmnmunicatims Relay Service. WE 
have also included the survey results which indicate that Maryland Rday users fed 
the relay service is €ulfilling their cominunicntiafi needs. 

Sprint will sponsor cof3lfnuniq events on an as-needd basis throughout the term 
of the contract. Sprkt works with relay users in the cmxnunity that represent 
diverse backgrounds and needs. Orgmizauons urgered will include and not be 
limited to the foollowing: 

5 Florida Asao&tion of the Deaf . Florida Chapters of SHHH 



3. The Service To 838 Provided 

F h i d a  Public Answedng Points 
Eklucatimal Programs for Deaf a d  Hard-crf-H&g . FIoida Chapters of AARP 

9 Florida Chapters- of ALDA 
Florida Civic and Community Service Organhations 

9 Flonda Rehabhation and Independent Living Service 0rg; tn izahx  
9 Horirla Local and Statewide Deaf Service Orgatmations . Florida Associadon of Better Business Bufeaus 
9 Florida Association of Chambers of Commerce. 

Sprint d actively seek representatives that can assist in providing feedback from: 

. ASL Users 
Late Deafened Adults 
Hard o f H e h g  (VCO) Users - Speech Disabled Users 

= Voice Telephone Users 
= Parents of Deaf and Hard-af-H&ng CM&n 
9 Business Uses of FRS 
1 Spanish Users of FRS. 

Sprint is aware of the effect that consmet input has on improving the relay 
service. The more infarmed &e consumer is regadng the sewice, the mare 
Sprint can count on the feedback of those m n s ~ ~  to continually enhance 
Sprint Relay as well as the lives of those that we the se&. Below are some 
examples of outreach activities that spcuficdy help to inform the relay consumer 
about the service, incIudmg users in Florida: 

9 Cdumbia HCA Hospid Systems with 300 hospitals in 22 states (mostly TN, 
TX, and FIorida) have agreed to distribute relay information throughout the 
Columbia H'CA network 
fadltks in m o d e  

indudes 87 Col~mbia HCA health care 

9 The National League for Nursing printed an axtide about relay that was 
distributed ta 2,000 nursing schools md health care facilities nationwide and 
over 10,000 individual members W ~ O  we nurses, tducatbrs, admifllstrators, 
consumers, and students. 

The American Jaumd of Kidney Diseases is an i n k : m a e ~ d  publiarion that 
goes to most of the nephdogists worldwide ( c k d a t i o n  7,000-k). S k e  
patients with kidney related illnesses often have hearl-rg md speech disabilities 
as well, the A J D  included an a r k k  abut relay services in its September 
issue. The article may help kidney spe&ts better serve their patients. The 
artick was dm posted on the AJKD website fur the month of September. 

A member of the Sprint Relay Management team will partidpate in all meetmgs of 
the Advisory Committee and all FPSC workshops and heaxkg re1ahg to relay 
semice d e s s  excused by the Contract Manager. An integral part of ow p h  

W 
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inchdm evaluation of the system by the Commission and &e Advisory 
C&tl!EC 

3.31 Complaint Resolution 

Spirit uses established procedures to handle ~ ~ i ~ ~ p i a i n t s ,  inquiries and commmnts 
c e p r d m g  the reby services a d  personnel. Customer feedback, commendations, 
inquiries and comments d enable S p t  to provide the best relay service to the 
State of Florida These elements d also help to build and makitah 
rehimships With 6Ur CUStQlTIefS, f&fOr&g Quf CO&ment to service. 

Ope*ltiorls Sqmisors,or Operations Abhiswtors we zvdable 24 hours a day 
to provide on-he assismct ta relay customers. These employees are responsible 
for accepting dl customer contacts; documenting the contacts, cornmendatims or 
mrnpIair~ts; and forwarding the documentation to the proper S Q W C ~  for 
resolution. These pmedum enable supervisors to p v i d e  immedate coaching, 
binkg or fedback ta CAS. Customers have the option to call our %hour 
C u s m e r  Service department at 1-800-676-3777. In additim, the C A  has the 
~ a p b i h t g  to transfer the customer to Customer Semice if desired. 

FRS users may also register a compliment or complaint with the 
Account Manager assigned to F l d a  through a roll-free 800 access number. The 
Account Mmwr receives complaints directly from custorntrs when customers 
would prefer to speak directly to s mmap and not go through the agent, a 
supewimr or customer service. The Account Manager will document a customer 
contact and will try to resolve the issue with the customer directly or wtll *-direct 
the problem to engineering, operations, b&g or the appropriate functional mea 
far follow-up. Complaints are lagged with customer se&e for an accurate rally 
of contacts reflected in monthly reports from Sp&t 

Relay 

AI complaints received are documented, includhg their resolution. They are kept 
on file for the life of the contract and for an dd1timall2 months after the 
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B. The Service To Be Provided 

conclusion of the c m ~ a ~ t  period. The documentation includes name and/or 
address of the complainant, the date and time received, the C A  identificafion 
number, the n a m e  of the cPmpl&r4 the result of the investigation, and the 
disposition and date ofresolution. Thts information will be made available to &e 
Cornmission Withtn 15 dap of the date of the Commission inquiry. Sprint wtll 
comply with Florida’s requitefnent for Written achowledpent  far each 
customer contact regardless of point of entry with customer senice or supetvisor, 
or through the Account Managr.r. 

.Fm d of Sprint’s relay =mice calla handled, we experienced call volumes of 
74,315,006 fromjmuaq 1999 through September 1999. During this t h e  pnod 
there were 2388 concerns r e g s t e d  for S p k t  Relay. This correlates to 1 concern 
for every 5,510 calls or 0.01814 percent o f d  c d s .  

Figure B.31-1 “Sprint’s Complaint Process” iuustrares our contact p m x s s  for 
FRS users. This process is also included in appropriate outreach material. 

I 

r 
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Figure B.31-f. Sprint’a Complaint Process 
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The paint of contatf 

852 

B.33 

Charges for Incoming Calls 

There d be no charge to FRS uaers for making kconung calls to the relay 
c8nter. 

Billing Arrangements 

Cab that are carried ovef S-t Relay irrdude collect and person-to-person E&, 

calls to or from hotel rooms and pay telephes,  and calls charged to a third 
p q .  When a call is p k d  through Sprint May,  a user L billed in the same 
m e r  that a non-relay user would be bilIed; this msuxes Sprirzt's goal of 
pmvLdutg functional equivdency. B d h g  occurs within 60 days of the calting date. 
Sprint accepts nm-proprietary LEC (local) mind E C  (long distance) c&g cards, 
and some major credit cards. Sprint pracessea credit cads that are offered by the 
user's &i of choice. The rating md invoicing of tall calls placed through the 
ehy .are c k e d  by the customers &men long distance c&ex; that c&r is 
responsible for catl types and billing op~ons adable .  Sprint Relay hilling is 
processed k-house. 
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Collect Calls-Sprint's CAS obtain call acceptance from the d e d  prsm beforc 
the caller can be& their conversation. This informarion is embedded in the call 
detail record and used to bill cdeGt  cds to the end user. Figure B.33-1 illustrates 
how t h i s  is handed, 

B. The Service To Be Provided 

c 

I 
t '  

I 
Outdiats to interexchange 
carrier operator and 
w e s t s  collect call billinn 

Int 

Verifies that the collect 
call Mll be accepted, then 
confects the call 

t '  1 Step3 

Florida CA 
begins to relay call (announcement, explanation, 
relay be@ ns) 

Figure 8.3~1, Collect Call Processing 
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A v s p l & l t .  
The point of contact* 

Person-To-Person-Persan-~~p~on c d s  ar6 idedtified withrzl the call &tad 
record with a unique Value &at is recopized by Sprint's b&g system. This 
enabies us to bill a person-to-person c d  approp&tdy. Figure B.33-2 illustrates 
how th is  is handed. 

Verifies Dr. Paul is available, 
then connects call. 

Outdials to interexchange 
carrier operador and relays 
person-to-parson information 

L 

Florida CA begins to relay call 
(announcement, explanation, 
relay begins) A Florida 

CA 

FLTRODB 

Figure B.33-2. ParsokT*Pmrson Call Processing 
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B. the Service To Be Provided 

Third P-The call detail record created far a third party is popuhted kvith 
:appropriate d u e s ,  muriflg the call is billable as a thrd party call. Figure 3.33-3 
4'21usmtes how this is handled. 

a- - 
1 1 

1 
t 

F l O M  Step 4 
fhe CA W n s  to relay call 
(announcement, 
explanation, relay begins) 

Figure B.33-k Third Party Call Processing 
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I, 7 sprint.. 
The point of m t a c t ’  

S p t  Relay CAS fiequently d a y  calls that are billed to prepaid calling cards. 
Sprint also =lays c d s  Wed through packages as long as the ca&w paduptea Ur 
S p t ’ s  Carrier of Choice ( C a q  program 4 as lang as Feature Group D is at 
the COC access tandem. Figure B.33-4 illwmtes a sample bill fomat. 

&Sprint 7 
ACCT NUWEFI 8M XX )(>ooE XXX X 
DECEhlBER 3,1998 
DETAIL OF OHARCES PAGE 11 

CHARGES BEKlRE TAXES 

STATE AND LWAL TAXES 
FEDERAL TAX ’*’ 

4.23 TOTAL 

SPRHT HLLING #UCbJIRIES 1 %00-877-4846 

see k v d a  MAW YOU MFI PAYWG BY MAL 

FLTROOB 

Figure 8.85-8. Sample Bill Format 

Billing Process 

Sprint Relay autamatcally captures d call infomtim pertaining to the billing uf 
all d a y  &, With the exception of 976 calls which gte not offered, and creates a 
TRS ‘virtual’ c d  detail h h g  record. For each relay assisted c d  bandied on the 
Sprint network, I call record is created. The Sprint internal call record contains 
the following information: 
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B. The Service To Be Provided 

Spmt’s call deerail records axe processed through an automated rating and 
invuicing system. Spfiflt uses two mternal bdiag systems to invoice end users that 
select Spfidt to complete their relay d s .  Figure B.33-5 illustrates Sprint’s relay 
b i i  sys tern. 

Figure 8.33-5. Sprint E d  User Billing 

A FRS usez who selects Spht to carry the& long distance call and is a Sprint pre- 
subscribed customer will receive h e i r  chargee on a Sprint invoice. A billing call 
detail record (CDR) is creaad on t h e  Sprint network That CDR contains 
information that identifies the call a8 a TRS d. 

A FRS user who selects Sprint tu cxpy a long distance call and k not a Sprint pre- 
subscribed customer WilI receive their charges on the S p t  page of theit L a d  
Exchange Camids invoice. T h e  hilling call detail recard created on the Sprint 
network contains information hat  identifies &at call as a TRS call. Once Sprint 
has processed that CDR through its internal rating system, it is packaged with 
Sprint’s Casual Caller files and transmitted to the appropriate Local Exchange 
Carrier. The call and associated charges are reflected on the Sprint page of the 
monthly kvoice the user rewives Erc-rm the Local Exchange Cartier. 



B.34 End Usgt Billing for Intrastate W s  

Table 8 3 4 4  depicts h e  MTS raws. The inttasme rates for Florida will be 
dtscounted 60 percent off these ram. 



The Service To Be Provided 

Tabla B.34-a. MTS Ratos 

B.35 

&lo 0.1m 0.1000 0.looQ 0,1m O.lMX31 0.1OOo J o.t#ol 0,1000 0.1ooo' O . l r n ]  0.1m1 0.1000 
0.1ml 0.1000 0.1m O.lOoO1 0.10001 0.1000 

S p h t  Rehy begins h g  c d s  when &e dialed custurmer answers the phone, 

Sprint Relay is able to transport long distance cab through relay in a manner that 
is compatible with subscribers' lmg distance toll plans. The necessary 
ktfamatiion fur a carrier to offer discount toll plans is adabte  through relay. 

Sptint Relay does mt c b g e  users far l b d  ot non-tall c&. Sptiit proposes to 
utilize the mileage band system to prevent dl billing when compkhg calls made 
to or from extended area service p1m subscriber locations. 

The mileage band system uses vertical and horizontal coordinates of the &g 
fmm and calling to numbers to calculate the distance between the two numbers. 
Based pn &e distance calculated and infarmarion received h r n  the LECs, h e  
system safmaxe d e ~ ~ e s  if &e calt f d s  within a precletefmined mileage radius. 
If &e call falls within the mileage d w  it is treated aa local IF the call falls 
outside the &age radius it is mated as toll. Mil- bands cross state lines, 
LATAs, at'ea code boundada and LEG @&odes. 

In order to maintain hct imal  equivdellcg, Sprint cmplies with LEC c&g 
p h s  aad does not charge Q customer more for plakg a call thio@ relay &an if 
they had placed B m a - d a y  call. 

Please refer to aecUm B3.3 ' 'Mq Process" for a detailed explanation of how 
Sprint Ws relay &. Sprint wdi advise the contract manager if changes are made 
in bdhg i T h ~ t h 0 d O k g k 5 .  



how irs rate forinterstate dnd in iemat i~a lda  d -are to the mte for 
maLzrelay d a  and whether m y  ~Ysmunts  or d&tiomd & q e s  d a p H  to 
inremate and &temaduml reday 4 s .  

Sprint will provide both interstate and intpmatimd c d l q  far d s  that originate 
or terminate in F I O ~ A  and is not billed for any charges or time associated with 
these cds. Interstate and International calls are not billed to the end user at a rate 
higher than the rate for a non-relay call. FRS users dl feceive dmcounts of 35 
percent ~ f f  of day rates, 25 prcent off of evening rates, and 10 perrent off of 
night/weekend rates  from the Message Telecommunications Services tadffed 
rates for all inreratate c&. 

Sprint will seek reimbursement €or the processing of interstate a d  international 
calls from the National EX&- Carrier Association (NECA). NECA 
admmisters the TRS Interstate Fund by closely monitoring payments into the 
fund by telecnrmmUnicaCions pmviders and fund &bursemen@ to Relay semice 
providers. The minutes reimbursed by NECA are listed an the invoice as a 
reductim to the total minutes of service fur the month. The State is not invoiced 
for minutes associated with the relaying of intefstate or intematiund cds. Users 
of FRS who place toll calls will be billed only far the toll portion of the c d  by the 
caller's Carrier of Choice. 

BeEow are the MIX rates for interstate calls placed throughout FRS. 

Table B.35-a. M l S  Ratea 

18.36 End User Selection of M e r  
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call is muted over that carrier's network. FRS callers are able to use any billifig 
method made available by the requested carder, i.e. c a h g  card or major credt 
card. A3 with calls carried by Sprint, most COC participants linrit billing methads 
based on the origin;thg call's type of h e .  For instance, sent  paid is not accepted 
as a bdhg methud far c& &at briginate h payphcmes; international c& 
cmnnot be billed collect. These hitadons, however, are not restricted to TRS but 
a ~ e  universal celeccmm&catims procedures. 

If the c a l k  states m COC preference or if their pfeferred c k e r  is not a COC 
pa&ipanr, the call is carried over the Sprint network CAs relap CQC calls when 
the c d  is placed over mo&@r carrie3s network anJ e x p k  COC procedures to 
cw tomeis when needed. 

Sprint led the industry by approachkg the Industry Carriers Compatibility F o m  
(ICCP) to asskt in the development af methods and proceduces. This reedred in 
the technical requkements that provided DcCs whh the information m e d d  m 
recophe COC calls passed from TRS piavidem. 

Because of Sprint's involvement in organizing the industry Cat-rier Of Choice 
(COCj issues and our G O Q I ~ I I ~ ~ ~ ~  to meerkg or exmeding ADA Tide IV 
reqlrlements, Sprint is the only interexchmge c d e r  (XXC) and 'I% p m d a  
who fully implemented COC on the FCC required date of July 26,1993. On that 
date, Sprint w a s  technically and operatimally prepared to send COC calls to 
participating carriers' networks and prqared to receive COC calls from any TRS 
provider capabk of processing COCcds. 

Sp&t d provide ta the WSC any subsequent updates to the standard as sam as 
they are adopted. We have Lzelwled a copy of the ICCF technical needs and a 
sample letter we send to all common carriers jn order to enter into an 
intercwnection agreement in Appendix C of this poposal. 

B,37 Reepient of ToIl Revenues 

B,Z8 Long Distance Cd B i b ~ g :  
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a) telephone number arcidit cadnumber to be bHed @VPA-pidx-&e 
number) 

b) cw&ifiaclrg and tetmfnahg telephone number ( N P A - p e t k h e  number) 
c) on&bating and temhati'ng exchange name 
d) date 

r )  
e) mwrtime 

dduraihn to the M s m d  (&e tima in bmvccn start rime and end time) 

Each incoming c d  to the center is time s y n c b i z e d  to the ACD switch For 
CDR recofdmg purposes. A d d y  procedwe is performed to synchronize &e 
ACD to the Sprint network timing dock, which is Iinked to Universal Time and 
the Bureau of Standards timing source in Colorado Springs, C O  Clock deviation 
between all TRS call m t e r s  during my one day is never more than a few 
milliseconds. 

A FRS mer who selects Sptint to carry the& h g  dismce dl and is a Sprint pie- 
subscribed customer receives their charges on a Sprint invoice. A billtng call detail 
record (CDR) is created on the S p t  network. That CDR contains information 
that identifies the call as aTRS call. 

A FRS user wko selects Spint to carry a long distance call and is not I Sprint pre- 
subscribed customer receives their charges on the Sprint page of their LQcal 
Exchange C~er's invcpice. The &g c d  detail record created on the Sprint 
network contains information that identifies that d as a TRS call. Once Sprint 
has processed that CDR thmugh its internal ratkg system, it is packaged with 
Sprint's Casual C d e r  files and transmitted to the appropriate Local Exchange 
C w k .  The call and associated chaqp me reflected Q ~ Z  the Sprint page of the 
monthly invoice the user receives from the h c d  Exchange Carrier. 

Sprint's internal call records contain t h e  fallowing information: 

9 Telephone number or credit card number to be baed 
Otigmating telephone number 

3 Terminating telephone number 
. Date 
9 Start Time 
9 EhdTime 

Call Time to the full second. 

In additiun, any information necessary to accurately rate a long distance c d  
placed over the Sprint network will also be included. 

Sprint's call detail records me processed thiough an automated rating and 
invoicing system Sprint uses two internal billing system to invclice end users. 
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Thts system is dustrated in our tesphse to RFP Section B.33 - Billing 
Arrangements. 

Specid Needs 

. Visual/tacde tekphene interpreting (for users with dual sensory kp.airments 
or language barriers to text telephones) 

9 Community based sites m acxess video d a y  interpretkg (for users who have 
limited access to text telephones due to mobility or language bnrriers) 

Cornunity based sites ta access speech to speech relay service (for users 
who have need tu access an intermedwy agent to assist in an voice to voice 
caU for speech impaited users}. 

Sprint has developed a standard Relay Ambassador Program @4P) RFP that we 
use extensively across the United hates to assist with outreach and the delivery of 
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special nccds services. An example of a RAP RFP has been attached to this 
proposal as Appendix D. 

This RFP would bc modified to include the goals and cibjectives of the FRS in 
tcrms of bes t se&g people who h a w  spccial needs in the State of Florida. 
Approval of the final WP released wdl be obtained from the FPSC. 

Responses rcccivcd would be evaluated by Sprint and finalists submitted to the 
FR5 for final approval on an annual basis. 

Statistics on the costs, number of pcople served, and types of service providcd 
would be maintained for audit/review by Florida on a quarterly basis. Vendors 
will be asked to demonstratc how they will provide the service and report thc 
service results to Sprint. 

Reimbursement of subcontracting community based orptuzations providing this 
service would be subjcct to quarterly approval of submitted rcports to the FRS. 
Sub-contracting entities would most likely include a variety of  local independent 
living centers that have a consumer base that most closely A g n s  with thc p a l s  of 
thc FRS Program. A p n ,  final selection of vendors by Sprint would bc subjcct to 
approval. 

l'his process w31 be managcd through the Sprint Account Manager serving the 
FRS. 

BAO Custom Calling Type Features 

The bidder should explain separately how the following features would be 
provided. An explanation should be provided of what actions a cder would have 
to take to use the services* 

a) SpeedDiding 

Thts hature d o w s  a d e r  to pre- to identie certah numbers by name. 
The system would know the number to d i f  the cder  asked the CA io call a 
psrticularname. 

Frequently Dialcd Numbers, sometimes referred to as Speed Dial, allow FRS 
users to storc up to 10 frcquendy called telephone names and numbers in their 
customer profile. A FRS user can either provide the C h  the code for thc 
frcqucntly called telephone number or the name instead of the entire IO-digt 
number. The Frequently Dialed Numbers featurc is a standard feature of the 
Customer Database. 

b) Last Number R e d d  

This would d o w  rhe d e r  to hsve the system dd rhe l a g t  number caued via 
relay Without the caller having to give the number io the CA. 

FHS customers may use their LEC provided Last Number Redial to access PRS if 
the previously dialed call was placed through FRS. Once the FRS customer 
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reachcv thc relay service, Sprint offers Last Numbcr Redial, bawd on our database 
application, that allows the uscr to call the last person dialed through thc Rclay 
Ccntcr without having to provide the telephone number to the CA. ’ R e  PRS user 
can simply instruct thc CA to call the Iast number dialed by typing LNR for “1,ast 
Number Redial”. W h e n  this instruction is gvcn, the system software immcdiately 
performs a databasc scarch based on the caller’s telephone, and retrievcv thc Iast 
number that was dialed from that telephone number through the Rclay Center. 
LNK is a standard fuaturc of the Sprint Relay Customer Database. 

B,41 Unsolicited Features in Basic Relay Service 

The provider will not be required to pmdde unsokited features in its basic relay 
service. However, considmrion WiII be given for additional eduatiun points far 
propods that indude unsofiutedfeatures. The cost  to the state for these 
unsolidred f k a t m s  must be included within the basic d a y  service pnke pmposal. 

Any additiond features not descdbed elsewhere in the W P ,  and which the bidder 
is inciudthgin its basic d a y  seMce andpdcepmposd, which I bidder would like 
to propose &odd be fuUy desCn’bedinaYcaring how the feature would work, how it 
would impmve the system, which users would benefit f)am rhe feature and any 
other i%ormadon which midd ailow the FPSC and PRC to evaluate the fiatwe. 
Exmpks mgiit include features such as: (a)pm&!hg a CatlerproHe i d e n w g  
to the CA the cider’s prefmce re@g use of c&hg d, CBIfier of choice, use 
of HCU/VCO, desctiptions of background noise; video interpreu’ng; use of speech 
synthesis equipment instead of B Gp to convert text to speech; use of mice 
recognition equipment instead ofa  CA to convert speech to text; (6) enhanced 
transmission s p e d  and interrupt capab*ty, em. 

Table €5.41-a details the relay features available to the State of Florida. ’lhese 
featurcs are included in the price per minute, as part of thc Basic Rclay Service. 

Table B.41-a. Sprint’s Additional Unsolicited Features in Basic Florida Relay Service Platform 

Features DescriptionlBend its - 
Sprint provides functionally equivalent pager calls, which are made to beepers 
and pagers, interactively end non-interactively. Calls are relayed beheen 
interactlve paging services and the Florida Relay Service users. For non- 
interacrive paging services, calls are made to leave specific numeric information to 
aocompllsh those calls. 
System’s ability to answer the incoming call based on the previous call, the 
caller’s communication mode ( T Y ,  Voice, ASCII, VCO, HCO, Spanish, and 
Telebralllel. 

Beepers and Pagers 

Branding of Call Type 

Upon FRS caller’s request, system’s ability to brand the caller’s preferred 
communication mode - TW, Voice, ASCII, VCO, HCO, or Spanish - 
permanently. 
Enable FRS cellular customer to reach the Florida Relay Service’ 800 nurnber(s) 
to complete relay calls. 
Through Customer Database feature, it enables FRS callers to have traditional 
LEC services i.e. Call Black, Frequently Called Numbers. 
Enable FRS callers to enter specific informatlon In a profile i.e. carrier of choice, 
emergmcy numbers, last number redial, customer notes, call block, frequently 
dialed numbers, etc. to expedite their call set-up time. 
Callers’ name and address. Available information could s a w  valuable tlme when 
calling for emergency servlce. 

I Branding of Call Type- Permsnsnt 

CeIIularlPCS Phone Access 

I I Custom Catling Services 
I 1 Customer Dstabase 
! 
i 
! . Name and Address 
i 

d 
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Features Descriptionmensfits 

Callers’ preferred carrier for In-State and Out-of-State long distance calls. Callers 
also could indlcate their preferred billing option when placing long distance calk 
Up to 10 numbers, it allows “speed dial” calls through the Florida Relay Servlce. 
It allows CA to be aware as to how the callers will answer the phone and which 
language type they will communicate in. 

. Long Distance profik 

Frequently Dialed Numbers 

Outdial Information 

It informs CA of special requests to handle your call i.e. do not anmume the 
service, preferred operator gender, etc. . Customer N o h  

Call Block Callers may enter telephone numbers from whlch they do not wish to receive relay 
**,I1 

Callers may restrict the type of call i.e. long distance, international, 900, etc. to be 
Dlaced throuoh the Florida Relav Service. . Outdial Restrictions 

Callers may enter emergency numbers such as fire, doctor, police, etc. to 
emedlte the emernencv call Ormessinu. . Emergency Numbera 

Deal-Blind Pacing For Telebraills FRS callers, system’s ability to buffer down the TW (baudot) 
transmission weed as low as to 10 words Der minute. 
Sprint offers a delay recording announcement when a CA does not answer a call 
within 30 seconds at the Florida Relav Service relay center. Delay Recording Announcer 

Dialed Numtm Verification System’s ability to echo the numbw calllng to in the T Y  Dial string macro, ‘NOW 
DlALfNG XXX-XXX-XXXX RINGING l . . .  2... 3...” 

Oirectory Assistance 
(Intrastatdlnterstat) 

This feature allows the Florlda Relay Service callers to reach local (LEC) dlrectory 
operator or long distance (IXC) DA operator. When the number is obtained, the 
caller mav choose to Dlace the call throuoh the Florida Relav Service or call direct. 
New modems have been deployed at sprlnt Relay to support enhancements in 
ASCII communication protocols. The capabillties of new modems include 
autodetection; connections with modems up to 14.4k; and faster ASCII detmtion 
{3 seconds). 
Sprlnt Relay workstations are equipped with the Error Correction capablllty to 
automatlcally correct common typographical errors and spell out abbreviations 
while increasing typing speed and reducing conversational minutes. 
The permanent branding enables the system to establish a HCO call 
automatically. It eliminates a need for HCO caller to inform CA it is a HCO call. 
The permanent HCO brand greetlng macro is: 

Enhanced Transmission 

Error Correctlon 

HCO Permanmt Branding 

FRS CA 1234~ YOU MAY H E A R  VOICE OR USE Try G A  
HCO users can communicate with other HCO users through FRS. The CA reads 
the w e d  message from the HCO user and voices to the other HCO user who 
listens and then types hidher response back in the same manner. 

HCO and TTY users can communicate with each other through FRS. The HCO 
user types directly to the TTY user. The CA voices the 7TY user’s w a d  message 
to the HCO user. 

HCO-HCO 

HCO-TTY 

From any International destinations, relay users could reach the Florida Relay 
Service through Sprtnrs International Inbound ?&digit number, 605-224-1 837. 
The Florida Relay Service users can resuest CA to redial their last number. Sprint 

Inbound International 

Lest Number Redial Relay is dwigned to store the user’s last number dialed and it is dialed upon the 
user’s command, 

“LAST NUMBER REDIAL PLS GA” or “LNR GA”. 
Callers who subscrlbe to extended area service plan will reCeive equivalent 
service through the Florida Relay Service. 

LocallExtended Area Service 

Thls feature reduces redials when CAS recelve an audbtext interaction 
machlnes. In most casas, it allwvs the callers to receive all of the information on 
the flrst call. It eliminates the number of redlals. 
This feature allows the Florida Relay Servlce callers to reach 800/88#877 toll-free 

This feature allows the Florida Relay Service calls to orlglnate and terminate 
outsrde the State. 

Machine Recording Capabllitles 

Restricted 80O/Mk5&77 numbers. 

Romming Service 
~~~~ 

The command (S) typed by speech disabled person would inform the CA that a 
sneech disabled mrson is on-llne. Speech Disabled Indicator 

r -  ~- - - ~~~ ~~ 

TmxUVoice Trmsmi88ion The system’s ability to toggle between inbound TIT, ASCII, and Volce calls. 
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Features DescriptioniBenefits - L- 

Transfer Gate capabilities 

Spanish to English Translation 

The system's ability to transfer the FRS callers to Spanish, l T Y  Operator Service, 
& FRS 24-hour Customer Service gates. 
In addltion to Spanish to Spanish Relay service, Sprlnt offers English to Spanish 
translation handled by proficient billnQual (SDanish) CAS. Their workstations are . .. - 
modified to provide macros and othe;funcUons to the caller in Spanish. 
Operator services available to complete a l T Y  to TTY calf; obtain Directory 
Assistance information; or recelve credit for erroneous billinrr. The number is 1-  l T Y  Operator Services (OSD) 

automatically. It eliminates a need for VCO caller to inform CA it IS a VCO call and 
voices the call set-up wlthout typing. The permanent VCO brand greeting macro 
Is: FRS CA 1234F VOICE (OR TYPE) NOW GA 
This is similar to the standard VCO feature however; the CA will not hear the VCO 
caller speaking through the Florida Relay Servlce. The CA will only type voiced 
responses back to the VCO user. 
VCO users can communicate with HCO users through FRS. The VCO user 
speaks dlrectiy to the HCO user and the HCO user types their responses directly 
to the VCO user. 
VCO users can contact l T Y  users through FRS. The VCO user will use hislher 
awn volce and the CA will listen to the VCO spoken words then type the message 
to the TIT user. The 7TY user types directly to VCO user without any CA 
interaction. 
VCO users can communicate with other VCO users through FRS. The CA listens 

The system's abillty to allow Voice or HCO callers to llsten during call set-up i.e. 
rinninn. hi iw 

VCO Permanent Branding 

VCO wl PrivacymO GA 

VCO-HCO 

vcal-ry 

to each VCO user" spoken words and types for the parties at both ends. d vco-vco 

Volca Call progression 
- --=- -a, ---I- 

Voice Gender ID This feature (macro) informs the outbound TTY caller the gender of their caller. 

B.42 FPSC Optional Services Not Included in Basic Relay Service But Available to 
Provide at Additional Cost 

m e  following sem'ces will not rrceive evaluacionpoints h r  the p u p w e  of 
detrnnining which bidder will be selected to provide d a y  semke. Howevw, once 
a pmm'dpr is selected, the FPSC wtll determine which of the foffom'hg services i t  
may wish to add to the basic rehy service and negotiate the coditions under 
which these optional services may be offered. If a bidder offers a service in this 
section and the FPSC cbhooses to purchase the service, the provider mustprovide 
the service4 

Far each item, the bidder should indude the price per baabie minute {or other 
basis) which it would charge for the purchase ofthe optional service oyer and 
above thepice for basik refay sem'ce, That p ice  per billable minute (or other 
baais) should be Listed separately in thepn'ce pmpsaI. The proposal should dso 
indicate how each feature would mrkj how it would hpmve the system, which 
users would benefit from the feature, any driect charges that would be baed to the 
user, and any other infomation that wodd &ow the m c  to evaluate the feature. 

B.42.a Other Custom Calling Type Services 

The provider WilI not be r e q u i d  toprodde custom W n g  type senices unless 
requkd for certh5cacian by the FCC. N o  addtimal evaluation pints  will be 
a w a d e d  to a bidder based on a proposal topmvlbe S e M ' c e S  which offer 
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functiondties similar to those of one or more of the fdowihg custom cabg  
serrkes. Thepmposed chaw to the Administmror fir custom calli= service 
should be separately stated in the price proposal. 

The bidder s h d  explan how a user could receive functimalities siinilar to those of 
the foflowing services in conjunciion with a relayed caU. The bidder shall also 
indicate what additional cost would ap@y to the relay user, ifany. fino separate 
charge to the refay user is stated, it d be assumed there is no sepamte charge 

a) lXree-way &g which wodd d o w  a user whh only one telephone fine to 
conduct a canversation with two 0therp;Uu‘es at the same tiine. 

FRS Customers who haw purchased three-way calling service from thcir J , K  can 
use the feature when placing a call through FRS. This feature will allow FRS 
customer tn add a t h d  party to a relay call. For example, a TLY caller places a 
call to FRS and then bridges another ’17Y pcrson on their l ine. The original ?TY 
caller requests to place a cd to a voice person. The CA will make thc connection 
and relay the call between the voice party and both TIY users. This process also 
would apply if it were two vaicc customers and one ’ITY user on the line. 

b) C d  trace which would d o w  the cder  to &aI the relay center and have the CA 
provide the number of the last c d  made to the cder via mby. 

FRS customers may use thcir LEC-provided Call trace, or I m t  Numbcr Rcdial to 
access FRS if the prcviously dialed call was oncc piaced through FRS. Once FRS 
callcr rcachcs the relay service, Sprint offers Last Number Redial, based on our 
database application, that allows thc user to call the last person dialed through the 
rclay center without having to provide the telephone number to CA. The FR5 
user can simply instruct the CA to call the last numbcr dialed by typing “LNK” or 
“ T m t  Number Redial”. When the instruction is gven, the system software 
immediately performs a database search based on the caller’s telephone, and 
rctricves the last number that was dialed from that telephone number through the 
relay center. 

Separate pricing for Custom Calling Type Services is provided in the Pricing 
Proposal, 

B.42.b Access to 9001976 Services 

Thtprowkler d not be requixed topmdde access to 900/976senke unless 
required €or ccm’ffcation by the FCC. N o  additiond evaluation points wil l  be 
awarded to a bidder based on a proposal to provide 900/976 service. The proposed 
charge for poO/976 SeM’Ce should be separately stated in the price propsd.  

The bidder should explan how it couldpror?‘de d a y  s w k e  users Wirh access to 
976and M number services. Bidders are to desclibe how such access can be 
pmddd,  how cders can dsmnnect without being charged and P methodology 
far billing the user Ourerrtly for any charges incurred from the 900/976 service. n e  
bidder should describe how it would deal wilh denied 900/976 caUs and hi& bill 
complahts for 9w/976 calls- If this service is prowad, befomplacing the c d ,  the 
G4 shall advike the d e r  that there d be B char- for the call* 
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B.42.c 

3.42.d 

The bidder s h d  explain in the proposal how interstate andintrasrate pW/976 c d s  
shd be separared fbrpapentpuFoses. 

Sprint's procedures for 900/976 exceed the rcquirement. Please scc scction B.42.f 
€or an cxplanadon of our procedure and proposal. 

Enhanced Transmission Speed & Interrupt Capability 

Theprovlder willnot be required to provide the enhancements described bdow 
udess required for certiffcation by the FCC. N o  additional evaluahn points will 
be awarded to a bidder based on a pmposd to provide these enhancements. The 
proposed c h q  to the Adnuhistrator fbr the enhancements IreIow should be 
separatdy stated J+I the ptike proposal. 

Enhancements mayindude the abzty  both to sendand receive typed 
communicarions at the same speed as w e d  or trandmicred Enhancedprotods 
may dso indude the abi& to send and receive intermpt ~ & d s  while another 
party is wing. The bidder should state whar nxpirements would exist in order for 
the d a y  user to be able to utihze the above enhancements. 

Sprint offers 'l'urbo Codem as an cnhanccment feame avadabk to the FRS. It 
provides enhanccd baudot transmissions speed up to 110 words pcr minute. It 
will enable the FKS TTY callcis with Turbo Codem capabrlity to interrupt during 
the transmission. 

Separate pricing for Turbo Codem is provided in the Pricing Proposal. 

Video Relay 

Thepronaer WilI not be required to pmvide video d a y  inteqweu'hg unless 
required for mmYTcation by the FCC. N o  addtional evaluation pints  wii l  be 
awarded to a bidder based on a proposal to provide video d a y  inteptethg. The 
proposed charge for this seMce should be separatdy stated in the price proposal. 

The bidder should explain how it will provide and bill relay s m ' c e  users for video 
d a y  inteqrethg. fithis service is provided, before cornpletthg the &, the CA 
shall advise the d e r  of any user &ar,g-~ for the cd. 

Sprint's Video Relay Service permits intcrface with both public and private vidco 
terminals and is compatible with acccptcd international video conferencing 
standards. An intcgrd part of the senrice, Video Interpreters are highly qualified 
and experienced. ' h e  small labor pool of qualified intcrprctcrs dictatcs that the 
service is best provided from a geographic location(s) that maintain(s) a relatively 
high level of interpreting expertise, typically a largcr rnctropolitan area. The 
interpreters wdI bc traincd to Sprint standards and provided with video terminal 
technical training and culture training that is needed to provided the best relay 
interpreting possible. Sprint is in thc process of determining the viabhiy of the 
Video Relay Service. 

Sprint was the first TRS provider in the county to combine video technology 
with d a y  applications. In January of 1995, Sprint partncrcd with the Public Utility 
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Commission of Texas in a vcry successful Cweek video interpreting trial. Thc trial 
involved thrcc video-equippcd agency locations in the Austin area, a 'l'exas PUC 
location, and a Relay Texas location. The trial demonstrated the feasibllity of 
desktop vidco in providing video-interpreting service. Sprint partnured with 
PUCT once a w n  for a second very succcsvful VKI trial in September 1996. This 
trial continued for 90 days and involved video cquipment being installed in ten 
major cities across Texas. This trial resultcd in an average of 100 VRI calls daily 
and has captured thc hcart of those who have used it. A copy of the Relay Tcxav 
Statewide VRI tnal fmal report can be made avadablc upon request. 

Pricing for Video Relay is to be determined based on the specific rcquirements of 
the State and thc Public Scrvice Commission. 

r' 

B.42.e Speech- to-Speech Service 

The provider will not be r e q u i d  to provide speech to speech service unless 
reguired for certification by the FCC. N o  additional eduation points wiU be 
awazded to a bidder based on a pmposd to provide speech to speech service, The 
proposed c h q  fbr this S e M * #  should be sepmtefy stated in &e pn*ceproposd. 

The bidder should e x - n  haw it dprnvide and billrelay semke users Wirh 
speech to speech SeMke. If this semke 1s prorid&, before completing the d, the 
CA s h d  advise the d e r  of any user charge mount for the caU. 

Speech-to-Speech Service is a TRS enhancemcnt that enables a speech disablcd 
person to use his/her own voicc of voice synthesiaer, rather than using a '11Y. 
Specially trained CAS function as human translators for FRS users with speech 
disabilities who havc troublc bcing understood on the telephone. The C A  repeats 
the words of thc speech disabled caller to whomever the person with the speech 
disability is talking. A new 800 number will be pmvidcd with this feature. 

Separatc pricing for Speech-to-Speech Service is provided in the Pricing Proposal. 

BA2.f Other Optional Features Not Included in Basic Relay 

Any additional features not described el~ewhere in the RFP which a bidder would 
Like topropose should be M y  described. 

N o  adiiYabnid evaluation points will be o d d  to a bidder based on a pmposal to 
provtkie these unsoIicited features. The proposed charge for any unsolicited 
features offered under this section &odd be separatdy stated in the p i ce  
proposal. M e r  a bidder is sdected to be the ptuvitfm, the EPSC may contract fbr 
not only basic d a y  service but dso for other apcionsrl fiatures. 

Access to 9001976 Services 

?he followkg list idcntifics Sprint's 900/976 pay per call serviccs. 

= Sprint is the only provider to offer access to 900 service. The rating and 
billing of 900 calls will be determined as if dialed from the TRS caller's 
telephone and a l l  b a n g  will be performed by the 900 service provider and the 
900 numbcr carrier. 
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Call blocking to 900 number services d be performed via the oqinating 
LEC. A totl-free 900 number d be created for thc Florida service for 
customers who wish to ~ C C C S S  900 services. If  the origmating customcr has a 
900 block on the telephone tine and attempts tci dial the FRS 900 number, the 
otlginating LEC wiLl block the call, and the call will never reach thc TRS 
Ccnter. If a 900 number block has not bccn added to the origmating 
telephone h c ,  the 1,EC will complete the call to the FRS. I h e  customcr wdl 
not be chargcd for the call to the TRS Center. However, the use of the free 
900 number will prevent unauthorized cnd users from circumnavigating the 
LEC telephone line restriction. A 900 call may be placed once the customer 
rcachcs the TRS Center. Using this method, cdcrs wishing to dial a 900 
number service must always dial the TRS Cmter’s 900 number to access such 
services, and will not be permitted to dial pay services if access to thc TRS 
Center is via the general use 800 numbcr. Sprint will provide the 900 number 
for the State. 

1 It should bc notcd that 976 numbers are declining in use in favor of the more 
interactive nature of 900 calling and that Sprint does not rcctimmcnd 
impicmcnung 976 service unless mandated by the FCC and until the relay 
provider receives efficient and effective interconnection and b h g  
mechanisms from the local exchange companics. 

. In order to ensure functional equivalcncy, Sprint CAS do not advise the caller 
that: there will be a charge for the call. Sprint CAS will relay thc call verbatim. 
If the 900 service provider offers gracc pcriod informauon, it will be relayed 
to the relay caller. 

Separate pricing for 900/976 Pay Per Call service is provided in the Pricing 
Proposal. 

Out reach 

Sprint has provided an overview of its Outreach program in Appcndix E. While 
the Outreach activities would be priced in addition to the basic relay price per 
minute, the Account Manasmcnt support mentioned in our overview is part of 
the basic relay service. 

Caller ID 

Sprint is pleased to announce our ability to offer true Caller ID on our TRS 
platform. Sprint is currently establishing a network-bad Callcr I D  for ai l  calls 
that use the Sprint network and do not use alternative carrier through Carrier of 
Choice. A Sprint-based solution would provide Caller ID for all calls through 
Sprint TRS that orignatc on a LEC ncimork that supports Caller ID, are carricd 
over the Sprint telecommunications nemork, and terminated on a LEC nctwork 
that supports Callcr ID. 

Separate pricing for Caller ID is provided in the Pricing Proposal. Scrvice will bc 
offcred when commercially available. 

4 
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Customized 800 Access 

Additional 800 access to Speech-to-Spccch, telebrde, VCO, and 900 would be 
available upon rcqucst. Pricing for these 800 numbers are to be dctcrmined. 

Contract Clauses for the State’s Consideration 

IC Sprint should be the succcssful bidder on this proposal, we would like the Statc 
of Florida ta  consider incorporating the following clauses or  somcthing s i d a r  
into the resulting contract. 

FCC Mandates 

Any ncw Rday service requirements mandated by the FCC d bc grounds for 
both parties to enter into negotiations concerning changes in the cost of providing 
Relay servicc as impacted by the new requirements. 

Customer Data base 

Per Sprint’s interpretation of Scction 222 of the New Telecommunications 
Kcform Act, the customer database created in performance of this contract is 
proprietary data to the Relay users and Sprint is barred from dissemination of this 
data without cach and every customer’s specific approval for release of their 
information. Sprint shall not be requircd to submit the information contained in 
this databasc to the State of Florida or to any other designee with the exceptinn of 
the Relay servicc provider succeeding this contract. 

Limitation of tiabi I ity 

For any claim or cause of action arising under or related to this contract: 

a) Neither party shall be liable to the other for punitive, special, o r  consequential 
damages, even if it is advised of the possibility of such damages; and 

b) Sprint’s liability for damages of any kind to the State of Florida shall be 
limited to the lesser of $100,000 or the total amount paid to Sprint under this 
contract during the twelve months immediately preceding the accrual of the 
claim or cause of action resulting in such damages. 

CancellationlAvailability of Funds 

Although Sprint understands and is d n g  to comply with the requirements of 
this dause in thc WP, we request the State’s considcration of the considerable 
amount of talents and Eacihties involved in providing Relay scrvice to the State of 
Florida I t  would be a very difficult and tedious task to terminate all services 
bcing provided within a 24-hour pcriod and this short time frame would not allow 
for the transition of services to another providcr. Wc rcspcctively request that the 
State consider a 60-day termination period even in the event of breach of contract 
(something that Sprint has no intention of giving the State reason to do). 
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B.43 Performance Bond 

The Provider will be required to fum'kh an acceptable pexfonnance bond cera%& 
or cashiers check or bank money order equal to the esrimated total first year pice 
of the contract. The bond shd be in effmt fbi the entire duration o f  the contract 
andprovided to the FPSC upon execution of the contract. 

To be acceptable to the FR?L as sureq forpedomance bonds, a Surety Company 
s h d  comply with the foUoWingproViaions: 

a) The Sumty Company s b d  be adnitted to do business in the State of Haida. 

Sprint understands and d comply. 

b) The Surety Company shd have been in business and have a record of 
successful continuous operarions fir at least five (5) years. 

Sprint understands and will comply. 

c) The Surety Company shd have mt'nimum Best's Poliv Holder Rating ofA 
and Requtied Financial Rating of WZI fmm Best's Key Ratin# Guide. 

Sprint understands and d comply. 

d) ALI bonds shaU be signed by a Floiida Licensed Resident &nt who holds a 
c u m t  Power ofAttomey fmm the Surew Company issuing the bond. 

Sprint understands and will comply. 

B.44 Submission of Monthly Invoice 

By the 14th calendar day of the month (ox the subsequent business day ifthe 14th 
f d s  on a Saturday, Sunday or hdday), tbepmvioler s h d  submit a detailed invoice 
(showing bilIabIe minutes and rates) to the Adhistrator fdefmedin s.427.703(2)] 
at tbe contractedprice fir the previous month5 activity. The acmunnngpedod 
used toprepare monthly invoices shd be the calendar month. Payment shall not 
exceed the prices contatned in the contract. The invoice andsuppm'hg 
documentation ahaU be prepared in such a way as to dow the Administrator or the 
FPSC to audt the invoice. A copy of the monthly invoice shd be submitted to the 

contract manager a t  the same time it i s  submmd to the Administrator. 

Sprint will submit an automated invoice to the Administrator by the 14& calendar 
day of the month. A copy of the monthly invoicc d also bc submitted to the 
Contract Manager. The invoice details the billable minutes of sen-ice at the 
contracted pricc for the previous month's activity. A samplc invoice is included in 
Appendix F. 



The point of contact' 

B.45 

B,46 

Travel 

The Provider w i l l  not be entitled to P separate payment fmm the FPSC or the 
Administrator for any travel expense which accurs as a result of this contract. 

Sprint understands and wdl cornply. 

Reporting Requirements 

The provider shallprovide to the Cammission's Division of Cornmurkations and 
the Admhistratar the fhllowng wdtten reports by the 25th calendar day of each 
month reporting data for theprevious month. (More fnquent or more decailed 
reports s h d  also be prodded upon mquest.) 

Sprint will providc the following written reports to the Commission's Division of  
Communications and the Administrator by the 14th calendar day of  each month. 
These reports, which provide data for the previous month, will accompany thc 
invoice. Sample reports have bccn includcd in Appendix G. 

a) Total daily and rnontMy 

1. number ofincomng calls (sepamtdy stau'hg whethermmmhg c d s  oxighate 
as Baudot, ASCII or voice caUs and a h  separately staring whether each 
of call is English, Spanish or other foreign langzlage &sa) The number of 
incoming c a h  which are general assistance c d s  ah& be footnoted on the 
r€pon. 

Sprint understands and ud comply. 

iX number of incoming call minutes associated with each of the categories of 
incoming calla in ai. above 

Sprint understands and will comply. 

iii. number of outpng d s  @rod& two breakdowns af t h i s  rod: one 
separately stating completed 4 s  and incomplete a d s ,  and one 
separately stating whether d s  terminate as Baudot, ASCII or voice c d s )  

Sprint understands and wdl comply. 

iv. number andpercentage of incoming Florida 4 s  received at each d a y  
center handing Horida c d s  (Total should equal the number ofinmmhg 
c d s  in item a i .  above.) 

Sprint understands and wdl comply. 

b) Average daily and monthly blockage rate. 

Sprifit understands and will comply. 
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c) Range of answer t imes for the month and ddy and monthly number and 
percent ofincoming 4 s  answered wirhin 10 seconds. 

Sprint understands and wdl comply. 

d) Total daily and monthky number of 0u-g c d s  #dd.ng both completed 
and incomplete) of rhe folowinglengphs: 

0 -  10mtnutes 
>IO - 20 mtnures 
>20 - 30 minutes 
>30 - M minutes 
>40 - 50 mnutes 
>50 - 60 mnutes 

4 >6#+ minutes 

Tot& of d. should equal total of dii. 

Sprint understands and will comply. 

e) On a daily basis for the month, number of outping d s  and average length of 
c d s  by hour of day. (Total should equal total of a&) 

Sprint understands and will comply. 

r )  Number of outgoing local, in& TA toll, intmstate inrerLA TA, interstate 
and intemationd c d s  for the month. (Total shadti equal total of a&) 

Sprint undcrstands and will comply. 

g) Number of outgoing calls and average length of compieted ougvoig d s  
oipi.ated by TDD usem and voice users (identified separateiy). (Total 
number o f  d s  should equal total in .Xi.) 

Sprint understands and wd  comply. 

h) Theprovider shallprovide monthly awnmay repofis to the FPSC and the 
Admhistrator regardtrg number of camplants received cstep~iized by topic 
areas. 

Sprint understands and wdl comply. 

i) The provider s h d  reporc monthly to the EPSC and the Administrator the 
results of any user evaluations conducted. 

Sprint understands and wdl comply. 

j> The provider s h d  report monthly on new subcontractors being used ta assist 
in providing d a y  servlce and s h d  identie the scope of their d e  in the 
process and the relationship of the subcontmctor to the prudder- 

Sprint understands and will compIy. 
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k) By March 1, the pmvider shailprovide to the A d h k m t o r  and the cuntmct 
manager forecasted d a y  usage figures and costs to the Commission h r  the 
upcoming fiscal year udy I -June 30). 

Sprint wdl submit an annual report summarizing operations for thc contract year 
with forecasted rciay usagc figures and costs to the Commission for the upcoming 
fiscal year. 

Thepmdder shall indude informanon on its capaWty and willingness to pmw'de 
ad hoc reports indudling new idonnation in the bidder's database or new formats 
for exidng hfomation. 

Sprint welcomes the opportunity to work with the Commission in the 
development of ad hoc reports and their associated costs. 

B,47 Liquidated Damages for Failure to Initiate Services on Time or to Provide 
Contracted Services for the Life of the Contract. 

r' 

Implementation of the Hotida Relay Semke in a timely matter is essential, Failure 
by the Provider to implement the service byJune 1, 
sl;pru.l(icsmt and mated& breach of the Provider's commiment. Fox every day the 
service is delayed, the Pmw*der shall pay to the Adminismtor, for deposit in its 
operatinghnd, the sum of $2S,Wper day. 

Liquidated damages shall xcme in amounts up to the foflowing amounts per day 
of vialatian: 

shall be considered a 

a) For fdure to meet, blockagp rate or transnzisaion level requirement - $6000 

b) For fdure to meet CompIaint tesoluubn requirement - $1,M 

c) For fdure to provide mports - $SM 

d) For fdure to provide contiacted services for the life of the cantract, the FPSC 
reserves the right to require the papnent by the Provider, offiqukiated 
damages in an mount commensurate wirh &e duration and extent of the 
system defiuendes, 

Liquidated damages s h d  accrue in amounts up to $S,Wpermonth for Mure to 
meet answer t h e  requirements. 

Any Liquidated damages may be paid by means of the Administrator deducting the 
amount of the Liquidated damage fmm a monrhlypapnent to the provider. Such 
action s h d  only occur upon order oftbe FBC. 

Sprint understands and will comply. 

B,48 Transfer to New Provider 

When rehy SeM'Ce is transfemd to a newprovider, the provider s h d  make eveq 
effort to ensure that s m k e  i s  transkmd to the newprovider so that d a y  users do 
not expetience an intemprion in service. The d a y  service and consumer SeM'cc 
Boll or other telephone numbera s h d  be made available to the newpmw'der, wi>h 
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the newproviderpap'hg any costs associated Wich tmsfemng the numbers to the 
newprovider's use. 

Sprint will ensurc thc FPSC and thc State of Florida a complctcly transparent 
service transition to the TRS customers. Sprint has performcd scvcral succcssful 
scrvicc transitions since 1992 where we involvcd the contract administrators for 
all activities and worked with the incumbent servicc pwvidcr tn cnsure eve y step 
was met according to the implcmentation schedules. Table B.48-a lists the States 
that have transitioncd to Sprint. 

Table B.48-a. Transitions to Sprint 

State Transition Date 

California* February 1992 

Federal Relay Service April 1993 

Montana (ATLT) March 1996 

Minnesota" (D.E.A.FIMCII Jutv 1998 

New York' (AT&T) July 1997 
~ 

Ohio* (Amerltech) November 1997 

Washington (AT&T) June 1998 

Arizona (MCI) Auaust 1998 
- 

Illinois (AT&T) January 2000 

North Carolina (MCI) April 2000 

"Out of State to In-State center transition 

In these transitions, Sprint did not encounter any technical or network difficulties. 
To cnsufc a scamlcss convcrsirm of service, Sprint recommends a traffic transition 
by LATA over a period of 4 - 5 weeks. All of the states listed in 'I'able B.48-a 
(regardless of transition by IATA or flash cut) were transitioncd successfully. 

B.49 Insurance Coverage 

TEeproVider ShaLIproVide insurance coverage for itself and aU ofits employees 
used in connection w i t h  pedomance of services under t h s  Agreement and ensure 
that aLI subcontractors s h d  be similarly m m d .  Such pdciks s h d  be issued by a 
f i a n u d y  sound carrier and/or camkrs. Such insurance coverage s h d  RoId the 
FPSC hamdess fmm d datms of bodily injuq, including death, and property 
damage; indudng loss of use, by prodiferr its empIoyees, agents or subcontractors 
and thek employees. This i n s m c e  M i n d u d e  Worker'$ Cornpensdon as 
required by law and compmhensive p e d  hbiliq and bodily i n j q  insurance in 
amounts that are commercidy reasonable under the given drcumstances. 

Sprint undcrstands and will comply. 
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C. The Technical Bid Proposal Format 

r- 

CJ Format 

The bidder's propod should be oqpnized in the same order as the items fisted 
in the checklist fotm in Section E. The bidder should provide inhmation 
c o n c e d g  each item in the checklist; howeveG for items mted aspass/fd, 
bidder may simply note that it has reviewed the item and agrees to comply with 
the itrm. For items fir which points may be award&, the bidder should 
explain how it will provide the service desc&ed in the RlT 
Twenty (20) two-sided copies of the compfete proposal should be fled. 
The technical proposal should be contained in a threenhg binder indicahg 
the name of the bidder and hdcating that the cantents of the binder is the 
technid bid proposal only. (The price p m p d  shd  be submicced in P 

separate sealed envelope - see Section D,) 

each page srnd each page should be consecua'vely numbered with no repetition 
ofpage numbers in the entire proposal. For exampIe, them should only be one 
page 1, one p a g ~  50 and onepage 5pO in the entire proposal. Page numbering 
should only be done in Arabic numerais wi>b nopagrs numbered w i t h  other 
charactem such as 5.7, IZ, &a, Xn, or SimiIar numbering systems. . In tbe top or bottom margin o f  each page, the name of &e company should be 
identified. 
To the extmtpossible, allpages of the proposal should be on 8% x 11"- 
paper. Howeveq individualpresentations which the bidder is unable toplace 
on an 8% x Il"pap in a readabie fomat  may be presented on a hgerpage. 

9 Eachpage of the encirepmpsd should be numbered at the bottom center of 

Sprint has read, understands, and has complied. 

C.2 Transmittal Letter 

Of the twenty copies of the completepropsd, the tmsmi>td letter on one should 
cvntain the or&ind manual signature of the person subm'tting the pmp~sal on 
behalfof the bidder. Au twenty copies should also contah h e  s&nerrO name and 
title typed. The transdttai letter s h d  dearly idem* the complete Iegd name of 
the bidder. 

Each pemon sigmhg a proposal c e d e s  chat he/she is the person in the bidder'a 
organization authorized to make the proposal. The signer shdpmvide his/her 
dBistib~~ with the bidder, addtess, telephone and f a  numbers. If dHerennt fmm the 
person dignine the proposal, the transnittal letter s h d  identie the pemon or 
pemons (name, title? m d n g  addmss, e-mai! address, telephone and f a  number) 
authotized to make decisions or answer questions related to the proposal and any 
subsequent contract. 

In the transmittal letter the bidder should state that it will comply with aU 
requirements of the RFI? I f  the bidder is unable to so state, it should in the 
transmittal letter identi+ the sections of the RFP with which it cannot comply and 
expand on that explanation in the body of its pmposal. 



Sprint has read, undcrstands, and has complied. 

C.3 Public Entity Crimes Provision 

Pursuant to Section 287.133, FloMa Statutes, aperson or afluiate who has been 
placed on the convicted vendor fist fdomng a conviction for a public entity mme 
may nor submit a bid on a contract toprow.de any g o d s  or services to a public 
entiy, may not be awarded orperfom work as a contracto5 suppbeq subcontractor, 
or consultant under a contracr with anypublic entity, and msy nor transact business 
with anypublic entity in excess of the rhmhhdd amountprovidPd h r  in Florida 
Statute 287.017 h r  CategoT Two ($ll,ooO) for a period of 36 months from the date of 
beingpiaced on the convicted vendor list. 

Sprint has read and understands. Neither Sprint (nor any of its subcontractors) have 
been placcd on the convicted vendor list. 

C.4 Financial Information 

To allow the FPSC to evaluate the tZnancial msponsibility of the bidding company, 
the foUa Wing items s h d  be submitted with thepropsd for the bidding company 
(and its parent company, if appficable): 

1. Audted Finanu'd Statements (or a SEC 1OK Report) for the most recent two (2) 
years, induding at a mimmum: 

a) Statement ofincome and d a t e d  eamhga, 

b) cash flaw atatemenr, 

c) bdance sheet, an4 

d] opinion concedg hancial statements fmm an 
outside CPA; 

2. M s u y  B&g Source letter of refireme. 

Sprint has read, understands, and has complied. Please see Appendix I I for 
complete copies of Sprint's Annual Rcports for the past 2 years. S p k t  has also 
included banking source letters of reference. 

C.5 Experience and Customer References 

For each state in which the bidder has or is providing d a y  service, the bidder s h d  
indicate: (r) when the bidder began opemu'& the system, (2) the number of 
outgohg d s  for the most recent month, and (3) the total duration of the contract. 
I f  the bidder's d a y  service is available for testing by means of a number that can be 
dided horn wihn Florida, bidder shouldprovide the telephone numbers that can be 
used to dial the bidder's rehy 8eM.e. 

The bidder shdprovide the names of three customer references, indudng s-c 
contact name andphone number, to whom the bidder has provided the bid senice or 
a simdarsemice- lfno customer references are available orapplicable, expiah and 
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provide three alternative rpfernces explaining the redationship of the derence to 
the bidder. 

Table C.5-a represents Sprint Kelay States who haw hclpcd Sprint to showcase our 
supcrior cxpertise in the Telecommunications Relay Servicc market. Sprint, the 
largest provider of 'l'elecommuntcations Relay Service in the United States, 
currently provides relay service in 25 states, to the Federal Government, and to 
four rescllcrs. 

Table C.5-a. Sprint Relay States 

California 

1 07-01-83 through -30-97 07-01-97 through C6-30-02 I Connecticut 

Illinois*' 02-01-00 through 01-31-05 
New contract 

I 
07-10-92 through 01-16-97 01-17-97 through 12-31-99 

Maryland 12-01-91 through 11-30-98 12-01-98 through 11-3040 

Minnesota 07-01-96 through 06-30-01 

Missouri I 06-OB-91 through 06-30-96 07-0t-96 through 08-30-01 

03-01-98 through 02-2&02 

07-01-99 through W30-02 

New York 07-22-97 through 07-31 -00 

Notth Carolina 04-01-91 through 03-30-96 03-30-00 through 03-29-04 I I 

(aoo) 387-8939 (TTY/ASCI I) 
(800) 842-4687 (Voice) 
(800) 842-2088 (Spanish) 
(800) 842-8520 (Speech to Speech) 

106.276 

(900) 346-3323 (900 Services) 

(888) 877-5379 (Voice) 
(877) 735-2929 (rrv) 

(888) 877-5380 (ASCII) 
(688) 877-5381 (Spanish) 

(BOO) 559-2556 (TTY) 95.804 
(800) 659-3656 (Voice) 

18001 843-8 134 IVoicel 1 Approx. 210,000 

(aoo) 743-3333 {TTYIVIASCII) 1 109,175 
(900) 230-3323 (900 Pay Services) 

(aoo) 735-2942 (rrv/mcr I) 40,MB 
(800) 735-2943 (Voice) 

(aoo) 785-5830 (Speech to Speech) 
(goo) 386-3323 (900 Pay Seivicss) 

(800) 627-3529 (TW#/ASCll) 122,547 
(877) 627-3848 (Speech to Speech) 
(goo) 246-3323 (900 Pay Services) 
(800) 735-2968 (TTY/ASCII) 112,307 
(Boo) 735-2466 (voice) 

(800) 253-4091 (TYIASCII) 12.175 
(BOO) 253-4093 (Voice) 

(600) 326-6B68 (TYIASCII) 32.227 

(800) 877-1219 (Spanish) 

(900) 230-2300 (900 Pay Services) 
(800) 735-2984 (TTYIVIASCII) 15,728 

(800) m - a m  (TTYIASCII) 27,447 
18001 859-177g IVoicel 

(aoo) 735-2258 (TTYN/ASCI I) 209,779 

- 

I" 

(BOO) 326-6888 (Voice) 

(888) 326-5658 (Speech to SpMCh) 

(800) 6@2-1220 (TTY) 
(800)-42 1-1 220 (Voice) 
(aoo) 584-2e-w (ASCII) 
(a00)-662-1220 (Talebraille) 
(an) a 2 5 ~ 9 7 7  (vco) 
(800) 735-zg62 (TTY/ASCI I) 
(600) 7358262 (Voice1 

Approw 95,000 

378,506 
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I 
Ohio I 11/11/97 throuah 12-31-03 
. .. 
Oklahoma 11-15-93 through 11-14-99 

Oregon 04-01 -92 through 06-3046 I Rhode Island 0801-92 through 07-31-96 

South Carolina 03-13-92 through 03-31-99 

South Dakota 
Teaas 

06-2a-QS through 06-27-01 -I Washington 

Service 

11-15-9Bthrough 11-14-04 

07-01-98 through 06-30-99; 
07-01-9Q through 08-3041 

04-01-99 through 0331-02 

09-01-95 through 08-31-00 

08-01-98 through 07-3100 

Og-Ol-gS through 08-31-00 

(800) 750-0750 (TTYIVIASCII) 
(800) 722-0353 (TTYJ 
(800) 522-8501 (Voice) 
(BOO) 522-5065 (ASCII) 
(BOO) 73S22900 (TTY) 
(600) 735-1232 (Voice) 

(BOO) 735-3896 (Spanish) 
(900) 568-3323 (900 Pay Services) 

(aoo) 745-6575 (Voice 
(800) 735-8583 {TWSpanish) 
(800) 735-2905 (Voice) 
(aoo) 735-7293 (ASCII) 
(877) 735-7277 (Speech to Speech) 
(goo) 535-3323 (900 Pay Services) 
(800) 877-1 I 13 (TTYNIASCII) 
(800) 735-2989 (TTY/Spanish) 
(800) 735-2988 (Voice) 

(BOO) 735-0644 (ASCII) 

(800) 745-5555 (TTYIASCII) 

(800) 735-2991 (ASCII) 
(877) 826- 1789 (VCO) 
($00) 230-2303 (900 Pay Sewices) 
(800) a s m a  (TTY) 
(800) 833-6384 (Voice) 
(877) 833-6388 (Spanish V) 
(877) 833-6398 (Spanish TTY) 
(877) a 3 3 - m i  (sp. TO sp.) 
(BOO) as3-8386 (vco) 
(900) 64&3323 (900 Pay Sewlces) 
(BOO) m - g m  (TTY/ASCII) 
(800) 877-9985 (Voice) 
(877) a n -  I 474 (vco) 
(900) 482-3323 (900 Fay Services) 

(BOO) an-8339 (TTYMASCII) 
(900) 24&2400 (Govt. QOO) 

65.502 

-I 

4,899 

13,757 

4 

The following three customers are able to provide rcfcrence information on S p k t ' s  
performance as a hgh-quality TRS provider. 

Arizona 
Mr. James Scarboro 
AZRS Contract Administrator 
Arizona Council for the I. Icaring Impaired 
1400 W. Washington, Room 126 
Phoenix, AZ 85007 
(602) 542-3365 Voice/TiY 
(602) 542-3380 Fax 
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Minnesota 
Mi. Jim Alan 
1 elecommunications Access for Communicatively Impaired Programs 
121 7th Place East, Suite 200 
St. Paul, MN 55101 
(612) 297-4565 Voice 
(612) 296-1652 'ITY 
(612) 296-5819 Fax 

I f  

Nevada 
Todd Butteworth 
Nevada Rehabilitation Division 
Officc of Community Based Services 
71 1 South Stewart Strcct 
Carson City, NV 89701 
(775) 687-4452 Voice 
(775) 687-3388 TI?' 
(775) 687-3292 Fax 

C.6 Bid Security Deposit 

A bid aecucie deposit in the amount of $sOo,&W shall be fumkhed to the FPSC Hit% 
tbe odpnal of the proposal. The bid securiq deposit shaU be in the h m  of a bond, 
a certified or cashier's check, or bank money order that is valid through at least 
Februay 28, and is payable to the Florida Tdmmmunikationa Rday, Inc. 
The bid secuxiv deposit wiU be held without caslung. 

If a band is used, the bond s b d  be issucd from a reliable surety company 
acceptable to the FBC, licensed to do busl'ness in the State of Horida and s h d  be 
s i p m i  by a Florida Licensed Resident Agent, Such a bond shd be accompanied 
by a duly authenu'catedpower of attorney evidenung that thepemon executing the 
bond m behalf of the Sure@ had the authority do so OR the date of the bond. 

The unsuccesstid bidders' bid secutiq deposit shall be returned, without interns6 
wirhin thirty (30) days after disquaWcation, Wi tnhwa l  or &&ung of the contract. 
The succes& bidder's bid secuiity s h d  be returned, without interest, upon 
signing of the contract and furnshing the Perfannace Bond as s p e d &  herein. If  
the successful bidder f d s  to sign a contract within t h i q  (30) days after the Letter of 
Intent or f d s  to deIiver the Pdonnance Bond as specl'fied herein, the bid secun'cy 
ah& be fodeited to the Flon'da Telecommunications Access System Fund. 

Sprint has included its Hid Security Deposit in the amount of $5OO,OOO in 
Appendix I. 

C.7 Subcontractors 

If the bidder proposes to use submntrsctors, the bidder s h d  identify those 
subcontractors and hdicare the scope of their role in thepmm'sion of r&y SeM'cC 

The bidder should also indicate what expe&nce the subcmtmctor has in providjng 
the service for which it would cmtracf Wich the Provider. 

Communication Service for the Deaf (CSD), parent company of USA Relay signed 
its initial letter of agreement to providc rclay scrviccs in 1993. USA Relay is a deaf- 
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owned, non-profit organization whosc primary mission is to provide functionally 
equivalent phone service to the deaf, hard-of-hcaring and speech impaired. USA 
Rclay is htadquartcrcd in Sioux Falls, South Dakota. 

Rcnjamin J. Soukup: Chcf Executive Officer of Communication Scrvicc for thc 
Deaf (CSD), 1975-present. Served as consultant to state associations of the Deaf to 
dcvclop programs, community ccnters and service delivery programs for the Deaf in 
more than isventy states across the U.S. Bcn has also served as an international 
ambassador and representative of the National Association of the Deaf in which hc 
served as President und recently. Bcn has been extensively involved as well in 
cnsuring the provision of high quality telecommunications relay service to more 
than 20 states. 

Philip W. Rravin: Chicf Markcting Officer is a well-known figure in the deaf 
community whcn it comes to technology and telecommunications. Prior to his 
recent employment at CSn, hc has scrved as a consultant, consulting with fHms 
across the country on tcchnology and telecommunications issues. He worked for 
IRM for 24 years, serving in a variety of tcchnology, management and marketing 
positions before becoming the chef executive of the National Captioning Institutc 
from 1393-1996. 

Andrew J- 1,angc: Spccial Projects Clfficer came to CSD from Al‘&’L in 1006. Andy 
brings a vast background of business experience to CSD. Andy has been extremely 
active in the TRS community over thc past 103. ycars in various roles. He has 
spoken at hundreds of conferences across the country on various issues including 
TRS. Andy’s expertise is utilized during the implemcntation of our TRS ccntcrs. 

,d 

James D. Skjeveland: Director of Operations for the Division of USA Relay. Jim 
oversees the overall operations and planning for the Division of USA Rclay. Jim 
came to CSD in 1995 from the Sprint Operations team. He served in roles 
instrumental in leading the division’s growth from 2 ccntcrs and 350 employees to 
its current 6 centers and 1300 plus employees. 

Precision Response Corporation (PRC) has been providing customer service and 
teleservices for a widc varicty of organizations throughout the country for over 
fifteen years. Nationally recognizcd for outstanding services, PRC ranked in the 
prestqqous INC 500 four years in a row, was bestowed with the prestigious ACCE 
award (Award €or CalI Ccnter Excellence) by TelePrafessional Magazine, and is 
currently listed among the top four providers by Telemarketing Magazinc. PRC 
sibmed a letter of agreement with Sprint arid has been providing relay s e n k  since 
1997. Currently PRC has one relay center located in Miami, Florida. 
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6 8  Check List of Proposal Content 

As a part of the bidder's praposal, the transmittal letter ShouId be fbllowed by the 
evaluation check fist Ir Section E. In the &I& beside each item on the check List, 
the company conractperson who is responsiMe for the pmposal and any subsequent 
contract and who Signs the r m s m i t t d  Ietter should hitid (nut check) each item in 
the check Lisr which is contained w i t h  theproposd. The person h i t i h g  the 
check fist should ensure that each item in thr check list is also contained in its 
proposal and in the same oder as the item appears in the check List. The bidder 
should also hdicare beside each item in the checkiist the p a p  nmBer in its 
proposal where rhe item in the check list can be found. 

Sprint has wad, undcrstands, and has complied. 
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P e r f b m c e  at each Sprint relay center is monitored cwtinuously 24 hours a day, 
seven days a week fmn Spsint’s Enhanced Sedxes O p e d o n  Control Center 
(ESOCC) in Overland Park, b a a s .  

Disaaster Recovery Procedure 

If the problem is within the rehy center s e h g  Florida, maintenance can usually be 

i 
performed by the on- 
site technician, with 
assistance from Sprint’s 
ESOCC. If the problem 
occurs during non- 
business haws and 
requires on-site 
assistance, the ESOCC 
will page the: technician 
to provide service 
iemeches. Sprint retains hardware spares at each center to allow €or arty type of 
repair required withuut ordering addltional equipment (except for complete loss of a 
center) . 

Time Frames for Service Restoration 

h e  to Sprint Equipmen+A technician is on site during the m m a l  business 
day. The technician provides parts md / or resources necessary to expedite repair 
Within mu hours. Outside of the normal business day a technician will be on site 
within four hours. Tke d m k i a n  then provides parts and /or resources ntcassary 
to expedtte repair within twa hours. 

Due to Utilities or Disaster at the CtnteAervice is restored as soon as the 
utility is restored, provided the Sprint equipment has not been damaged. If the 
equipment has hen damaged then eefer to the eiming in the statement previous 
(Dm tu Sprint Equipment). 

Due to T t b  Fac.cilities Equipment-Ir will be at Sprint’s hcretion, whether to 
dispatch a techntcian. The nomal tdco escalation pocedures will apply: 

Two hours at first level 
9 Four hours at second level 
9 Eight hours at third l e d  

These hours of telco escalation are d during the norinal business day; thedore, a 
trouble may be extended from one day to &he next 



3 S h e  Descriptim rFRS”) 
= callers Name 
9 ContactNumber 
= Calling m/C% frgm if applicable 

Descfiprion of the trouble 

Service &sruptiOns or a n o d e s  that are identified by FRS users may be reported 
to the Sprint Relay Customer Service 800 number (800-8774996) at any rLne day 
or night, seven days a week The Custmner Service agent creates a trouble ticket 
and passes t h e  infomatimi on ta the appropriate member of Spknt’s Maintenance 
Team for a&n. Outside the normal business day, the ESQCC will handle calls 
from the Customer Service a j p t s  24 hours a day, 7 days a week The ESOCC can 
be reached at (sool) 800-8129 or (913) 661-8901. The Maintenance Team r e c o p e s  
most disruptions in sewice prior to customers being a m  af my problem. Site 
teCPini&s are on calI at each of Sprint’s eleven TRS cali centers to respond quickly 
to my event, including natud disasters. 

Time to N o m  

Sprint‘s M ~ M  Time to Repair is viewed from &e customer‘s perspective. A criacal 
elemem in the equation is the Time ta N~tify, because Sprkt doe8 nor consider a 
repair complete until the customer accepts &kt circuit back as satisfactory. 

If adequate results have nor been achieved within two horn, a FRS user may 
escalate the report to the next level. 
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Table A+. Escalatian Levels 

contact Phone Escalation 
Levttl 

b 

2 Regtonal Malnlenance Manager Offke Phone Number (913) 024-7065 
(Pager - 800-724-3328, Pin 385W01 (Numeric)) 
(Pager - 800-724-3508, Pin 385191 (T#xt)) 

3 Staff Director. Systems Maintenance Office Phone Number (913) 824-7965 

Non-=mice affecting trouble 
illwtrates the trouble reporting for FBS. 

also be reported as described above. Figure A-1 

I 

FLTCIW 

Figure A-I. Sprint Relay Trouble Reporting and Escalation 



81 

Sprint’s service is provided over M d-fibm backbone network with drgrd  
swkhing architecture and is supported by sophiskated management control 
networks. These dements are combed to provide a hghly reliable, proven, and 
redundant network SurVivabiIity is a mandatory objective of the Sprint network 
design. Tke Sprirrt networkminimizes the adverse effect of service interruptions 
due to equ@mmr failures or cable cuts, network omdoad codtiunq or fegimal 
cawmphes. 

A 100 percent fiber-optic networlq with significant fiber d e s  in Florida, pmdes  
critical d v a n t q p  over the other carriers. These advmtages include: 

. Quality 

Since voice or data are transmitted ualizing fiber optic technology, the 
p m b h  of autdated malag and even modern microwave transmission simply 
do not apply. Noise, electrical interfermce, weather-impacting condhns, and 
fdmg are virtually diminated. 

Economy 

The overall quality, architectwe, and advanced technology of *tal fiber 
optics makes trmsmission so dependable that it a t s  us less to mrrintairl, 
thereby passing the sgvings mto our customers. 

As demand for network capacity grows, the capacity of the existing single- 
mode fiber can grow. Due ta the wchiecwe and design of fiber optics, the 
capacity of the network can be upgraded to kcrewe 2,00CY-fold. 

Network shvabdiiy is the ability of the network to cope with random 
ditituptiws of fadties and/or d m d  werloads. Sprint has esmbfished an 
o b ~ t i v e  to provide 100 percent capability to remute backbone traffic during 
any single cable cut. This is a signiftcant h e f i t  M FRS, arid a competitive 
differentiation of the Sprint f iework.  

Currently, S p k t  has over 23,000 d e s  of its fiber network in place and in service, 
with a fiber eo;nt of presence (POP) in every Local Avess Transport Area 
(LATA). All 19 LATAs in Florida are served by S p h t  POPS. There are plans for 
additional fiber &age, addttiud POPS, and added route diversity. There are 
mare than 300 POPS in serviceeon the netwurk With 14 POPS in the State, all 
ateas d be adequately semiced by SprLrt Relay. Figure 8-2 Uustrates the SONET 
network sewkg Florida. 
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TO 
NEW ORLEANS I 
ATIAWA 

ACKSOWILLE 

M Y T W  

1 W R f h  

'- 

F E W  

Figura A-2, Sprint SOMET m r k  

Switched semkes are pr&ded via 37 Northern Tdecom DMS-250/300 switches at 
28 locdms nationwide. Three DMS-300s, located at New Yak, NY; Fort Worth, 
TX; and "Stockton, CA, serve as international gateways. The mnaining 34 switches 
provide sW;tchkg functions for Sprint's domestic switched s d c e s .  FRS would 
primarily utilize the DMS switch in Orlando, FL, with other diversely located 
fadries d m  "zving Fbrida 

Interconnection of the 37 switches is provided in a non-hierarchical manner. This 
means that internchine trunk [MI) p u p s  connect each switch With all other 
switches within the netwurk Each of these XMT p u p s  is split and muted through 
the Sprint fiber network aver SONET route paths for protection and survivabihty. 
As an extra precaution to preclude m y  call blockage, Dynamically Controlled 
Routing (DCR) provide8 an additional layer of tmdm mu&g optbns when a 
d i m  t IMT is temporarily busy, 

Reliabdity is achieved through a corpomte commitment to rn&tain or surpass our 
system objectives. Beginnkg with the network design, reIiabfity and efficienq are 
b d t  Lltu the system. Sprint conhues to improve he network's reliability through 
t h e  addition of new technohgks such as Digital Ctoss-cmect: Systems, SONET 
(5ynchrwlous Optic Network), and Signalifig System 7. 
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The effectiveness of this highly rcliable and survivable network is attributed to thc 
redundant transmission and switching hardwarc configurations, SONET h n g  
toppology, and sophsticated network management and control centcrs. These 
factors combine to assurc outstanding network performance and reliability for I;RS. 

Network Criteria 

System Capacity 

The Sprint network was built with the capacity to support every interLATh and 
intraLATA call avdable in the United States. With the continuing developcnt  of 
network fiber transmission equipment to support higher speeds and larger 
bandwidth, the capacity of the Sprint nctwork to support increasing customcr 
requirements and tcchnologtes is assured well into the next century. 

System Availability 

- Switch Availability 

P- 

Comprised of two components that are measured separately. I t  is rcprcsmted 
by the percentage of circuit minutes that a switching system is available during 
the month compared to the total circuit minutes possiblc using only switch 
outagcs or impairments. 

9 Fiber Availability 

Rcprcscntcd by the percentage of circuit minutes that transmission fadt ies  are 
a d a b l e  during the month compared to the total circuit minutcs possible. 

Sprint’s “800” service network operatcs cuntinually and has never been out of 
service. ’l‘his is true because the Sprint “800” servicc network is derived on the first 
company-owned coast-to-coast, 100 pcrccnt digtal fiber optic network conceived 
and built in America. Sprint’s “800” service is available 24 hours per day, 365 days a 
year. It is a function of DMS-250 switch and fiber avdabhty. ’She availability of 
both switch and fiber excecdcd the internal objectives set by Sprint for 1998. Table 
A-d lists Sprint’s 1999 network availability objcctivcs, and averages for 1998. 

Table A-d. Sprint Network Availability 

Avalbblllty 1999 Objectivm 1998 Average 

Switch 99.95% 99.96% 

Fiber 99.9596 99.96% 

System Blocking 

Sprint network switch architecture is non-hierarchical; all switchcs arc processor- 
controlled using advanccd digrtal technology enpeered at P.01 Grade of Scrvicc 
(GOS) to ensure maximum network call complction. Call completion is enhanccd 
by these factors: 

I 
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9 Rased on traffic volumcs and economic consideration, tu& usagc trunk groups 

are established directly to a LHC acccss tandem or cnd office. 

1 Calls can originate and terminate on the same Sprint network switch, based on 
the NPA/NXX homing arrangcmcnt across the domestic switch network. For 
thcsc calls, I M T s  are not required and the calls arc non-blocking. 

Sprint switches are equipped with standby WA’l‘S capabhty. During conditions 
of severe network blockage, standby WA’1’S is available to enhance call 
completion. Standby WATS trunks, whtch are normally outbciund only, can be 
used to complere inbuund traffic. 

Sprint continuously monitors thc grade of service on thc nctwork and makes 
adjustments in thc trunking as necessary to maintain the objective p d c  of service. 
In the unlikely event that route blockages occur, courtusy messages are provided to 
the c d h g  party. 

Service Restoration 

Sprint provides for thc restoration of service in the event of cquipment 
malfunctions, isolated network overloads, major network disruptions and 
national/civil emergency situations. In thc event of service disruption duc to 
Sprint‘s equipment, service typically is restored within four hours after notification. 
Sprint does everything possible to prcvent a total outage at its switch sitcs or at any 
of its POPS through the use of advanced site designs. All processors, memory, and 
switch networks within our switches arc filly redundant. All switch sites are 
protcctcd by uninterruptible power supplies and halon systcms planncd in 
conjunction with local fire departments. Most of our new sitcs are earth sheltered to 
increase survivabhty. A multi-pronged program is usud to minimizc outagcs: 

1. Do everything possible to minimize the impact of a “single point of fdure.” 
This includcs: 

Diversification of all facilities demands between switch sitcs. All switch sitcs 
are connected to the long haul nemork over at least two scparatc Sprint 
fiber routes; many havc three paths. 

1 Deployment of multiplc switchcs at large switching centers. This prevents a 
single switch outagc from disabling the site. 

2. Haw systcms in placc allowing for the rapid redeployment of network 
resources in case of a catastrophic outage. Fiber cuts, which can affect 
thousands of calls at several locations, are sometimes unavoidablc. Rcsponsc to 

these outages is maximized through thc following procedures: 

. Utihzation oE cstabhshcd plans to rcspond cffcctivcly to these outages. 

The capabihty to rapidly deploy network transmission fachties when 
ncedcd. 

4 

4 



The point of contact- 

? 

. Immediate execution of altematc routing in the dLgital switchcs and cross- 
connect systems to assist in the handling of temporary network dwuption 
and forccd overloads. 

The entirc spectrum of survivability nccds, expectations, and requircments can be 
m e t  by the proper engineering of  customer and Sprint switchcs and facilities. 

Fiber Backbone Loop Topology and Reconfiguration 

Fiber optic cable routes are designed to include redundant capacity to insure 
survivable fiber optic systems. Sprint's SONET network, using four fiber bi- 
directional line switched ring capability, allows automatic switching to altcrnate 
paths to providc €or traffic rerouting in the event of a route failure. 'lke SONET 
fiber optic backbone topology is currcntly designed with more than 100 
overlapping cine t n  cnsure sufficicnt alternate paths for total network survivabiliq 
Six operating SONE?' rings currently scrve Florida, with ring augmcntation 
planned for 1999 and 2000. 

Sprint Route Outage Prevention Programs 

Call Before You Dig Program 

This program uses a nationwide 1-800 number intcrhked with all local/state 
government udty agcncies as well as contractors, rail carriers, and major utllitics. 
Sprint currently receives in excess of 60,000 calls por month for location assistance 
over the 23,000-de fibcr nctwork. 

Awareness Program 

?'his Sprint program proactively contacts local contractors, budders, property 
owners, county/city administrators, and utlllty companies to educate them on 
Sprint's cable locations and how each can help eliminatc cablc outages. 

Route Surveillance Program 

This is a Network Operations department program using Sprint employees to driv 
specific routes (usually 120 d e s )  and visually inspect the fiber cablc routes. This 
activity is performed an avcragc of 11.6 times per month or approximately once 
every 2-3 days. 

Technician Program 

Technicians are stationed at strategic locations and cover an area avcragng 60 rout 
miles. Each technician has cmcrgcncy restoration material to repair fiber cuts on a 
temporary basis. Other operations forces within a nominal timc framc accomplish 
total repair. 

Fiberiswitch Trending Program 

This includes a wcckly summary of equipment fdure events highlighting bit crmr 
rate PER} and cable attenuation. As a result, Sprint identifies potcntial equipment 

I 
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problems and monitors performance degradation to establish equipment aging 
proftlcs for scheduled repair, rcplacement, or elimination. Aging profdes arc 
computer-storcd rcprcscntations of the characteristics of a fibcr splice. The profic is 
stored at thc time the splice is acceptcd and put into service. A comparison of  the 
o q n a l  profilc and current profile are compared for performance dcgradation. 
Maintenance is scheduled bascd on this typc of monitoring. 

Network Management and Control Systems 

The Sprint network is managcd and controlled by a National Operations Control 
Ccntcr (NOCC) locatcd in Overland Park, Kansas. As a back-up, a secondary 
National Operations Control Cmtcr is located in Lenexa, Kansas. 'lhe NOCC is 
dcsiped to providc a national view of the status of the nctwork as well as to 
provide netwtxk management from a centralized point. The NOCC intcrfaccs with 
the Regonal Control Centers to obtain gcographical network status. 'l'he Regional 
Control Ccnters are responsiblc for maintenance &patch and trouble moludm,  
and are desqned to provide redundancy for cach other and back-up status for the 
National Operations Control Center. 

lhc NOCC and Regional Contccd Ccntcrs (RCC) work closely with the BSOCC in 
cascs where a network problem may affect FRS operations. In cases such as thcsc, 
thc NOCC or RCC immediately alcrts the ESOCC of the situation so that 
appropriate steps can be taken to minimize service impacts. 'Ihe NOCC and RCCs 
also serve as reference points for thc ESOCC when problems are detcctcd in the 
TRS center that are not the result of internal center operations. 

The Network Management Command and Control System (NMCC) supports the 
National Operations Center and is designed to manage and control thc network 
switchcs by: 

- Monitoring the network on a continual basis to ensure that the traffic flow is 
ClpUmd with respect to the load and design. 

. Responding to unusual traffic conditions by uultzing planned traffic controI 
p r o p s  or direct human modifications of routing algorithms. 

9 Analyzing nehvork traffic statistics to determinc usagc and potential needs for 
additional equipment and/or fachtics. 

- Pcrfnrming required translations to add, change, or delete routing tables. 

Network Management 
Commitment KO a diptal fiber optic nctwork permits Sprint to use a single 
transmission surveillancc prutocol to intcgratc intcrnal nctwork vendor equipment. 
?'his enhances Sprint's ability to automate and provide preventive, near real-time 
detection and isolatitm of nctwork problems. The controlling principle is 
identification and correction of potential problems before they affect the FR5 call 
capabhtics. 
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Sprint dividcs the major functional rcsponsibilities, facilitics maintenance and 
network managemcnt, into a two-lcvel organization which maximizes netwtirk 
efficiencies and customer responsiveness. The f i x s t  level consists of  the Regional 
Control Ccnrers (RCCs) located in Atlanta and Sacramento. RCC personnel focus 
on the performance of individual network elcmcnts within predctermincd 
geographical boundaries. The second lcvcl is the National Operations Control 
Center (NOCC) in Kansas City that ovcrsees traffic design and routing for Sprint's 
23,000-mile fiber optic network and interfaccs. 

This two-level operational control organization, combined with architcctural 
redundancies in data transport and survedlance, control and test systcms, ensurcs 
an cxpedited response to potential problcms in both switched and private line 
networks. 

Summary 

Thc State of Florida and the Commission can be assured that PRS d have thc 
full support of Sprint's nctwork facilitics, relay technology, and thc dedicated Sprint 
&lay Team. 
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Satisfaction Survey 

3 2 1 D 5 4 

3 

3 

2 

2 

6, My rclay d s  get cut off m dkconncctcd. 

7. fhe Flay apemtor ide&cs ihtmsslvex by giving 

5 

5 
.- 

beir ID n u m b s  at h e  beginntug and end of cach -11. 

4 

4 

4 3 2 1 0 8. fhe account managers, supwifo~s, and d a y  operators 5 
n o l v c  problem? bt requests immcdiatoly. 

4 3 2 1 0 9. Thc d a y  operator is patient and doesn't lush me. 

4 3 2 1 0 10. My calls arc answered quickly. 

1 1. Thc mlay operator is skillcd to do thr: following procedures: 

5 

vco 5 

HCO 5 

Specch-tu-Specc h 5 

12. Thu relny operator makes me feel like I am 
an imparcant cwonicr. 5 

5 

4 

4 

3 

3 

2 

2 

0 

0 13. The rclay operator is rcsptctfiil and politc. 

1 
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5 4 3 2 1 0 
14. The relay operator hiindb my calls quiekIy. 

15. The relay opcrator Vpes at II good sped, not too fast 
/--. 

1 0 2 or too dow and hu good spelling skills, 5 4 

4 

3 

3 2 1 0 5 

2 

2 

0 3 5 4 

D 3 5 4 

Which opening grcct-Lg would you prekr? (CHECK CINE) 

- 1. 

-- 2. 

- S, 

MARYLAND ?SLAY OPR 1234 GA 

MARYLAND RELAY OPR 1234 PLS GIVE NU'MRER CALLlNG GA 

MARYLAND RELAY OPR 1234 NUMk3ER CALLING PLS GA 

z 
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Purpose of Study 

Methodology 

A written quesrionnaim, dmloped with assistance md inpm from Maryland Relay, was sent to 
1,500 c u m m  Maryland Relay crqtbmcrs in Maryland The list afcwaomers was provided by the 
MaryIand Relay. A vixhty of cIase&-end quesdans were included. All surveys wem smr with rl 
postage-paid emelope. Sltrvoy redpients received a frtc Mayland R&y T-shirt for compbxiog 
the suurvcy and rch~rming it by August 15,1998. Responses were retunid to the Mayland &lay 
and tabulated by Dwanq & Associaus. Four hundred and smuantyninc (479) respomm w t ~ c  
received by md, represem'hg a 33.9% respons~ rate. An additional 58 responses wme e o b m l  
at a iradc show and are includcd in the totals. Therefore, t)le total number ofrespansee a n a l f r ~ e d  
is 537. For a sampling of 5Db respondenrs, ax the 95% eenKdmce bel, tha &urn nrafgisI of 
sampling MOT would be +A 4.5% La thcary this means that ifom hundred srudks were 
conducted among sknflat samples, in 95 of rhcm the results would differ by a mmhrtm of 45% 
fswm the results that would have been obtainid by inthewing every eIigiblt person ia the 
population An additional 20 ~ ~ S P O P S C S  were recfivcd a f k r  &e data tabuldon phase had 
These respunscs arc mt indud4 in this summary report. 

Approximately 13% of dl respondents were from zipeodes 20770 [Greenbelt), 20874 
(Germantown). 20910 and 20904 (Silvct Spring), and 20734 (HyansviUe). A cornpIet0 list of 
survey respondents by zipcode is ineluded at thc end of this report. 

Gfaphk exhibits of responses IO dl questions as well as verbatim responses to ihe open-ended 
question {number 30) are included in this r'cpod. I n  addition, responses to qhestions are cross- 
tabbed against the folladng: use in the past 30 days, sex of respondent, we of respondent, and 
household incorn= af respondent, 

Summary of Findings 

0 Approximately 29% of all respondents have used Maryland Refay 1-10 timcs in the past 
30 days. An additional 28.6% hsve used Maryland Rday more than 30 times in the passt 
30 days. Respohdents aged 21-64 gh more likely t w  have used Maryland Relay more 
ofim in the past 30 days. More than thiecwqumcrs of all rtspondats use MaryIand Relay 
at least 1-3 rimes per week 138.8% use Maryland Relay every day, M additional 36.1% 
use it 1-3 tines per week). Older and more affluent (higher reponed household hcomc) 
respondents tend to use Maryland Relay more fquently.  
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Criteria 

Dial calls correctly 

Patient 

Spellitlg skills 

Typing speed 

Typfng uf background nolses 

Typing of voice tones 

Remaining fransparenL throughout calls 

a 

c 

Petcent responding "Always" 
or "Most ofthe time" 

D6,8Oh 

922% 

88,Wh 

88.5% 

63.4% 

36,446 

80.2% 

8 

; l i  

m 

0 

More than 9oyd of dl rcspondmts =e satided most of the h e  or cclmplddy satisfied 
wirh the rervice pcrfomed by the Maryland Relay operators. O€ these, 3 7 . W  we 
completcIy satisfid. Raspondents who have used ir Ies  often ih the past 36 days me 
more sarisfid. 

Approximately onethird af dl respondms (333%) arc not aware that rhey can rccpest a 
new operator or ask to  speak to a s u p h o t  jf they are not satisfied with a M a q h d  
Relay operator's performalrce. .Mot= frequent users ufc more swwe o€ this policy, 

More frequcni users rend to r4te Maryland Relay operators Iess f m o d &  in: dialing calls 
correctly, patience, spclling skills, and speed of typing. Them respondents dso rend to 
notice the typing of background noises more frequently. Almosr one-rGtd (28,8%) of 4 
respondencs repon &at operators "never" q p c  voica tones to them. Femde respondents 
tend to rate Mwland Relay operators less favorably than male respondents in terms of 
speIling skiIls. 

Overall, 30,8% df respondents rate the skills of MaryIand Relay operators as excellmr and 
another 45.3% rate their skills as very good. Individuals who used Maryland Rday IGSS 

freqrrefifly in thc past 3 0  days are mora likely to rata the skills of operators as axcelleat. 
Male respondents rend to p d d e  a gream pcmenragt of very good md exceknr ratings 
than female respondents. Mare than 90% oinU respondcnrs believe that M a q h d  bIay 
hJfills their existing telephone eomunication needs. 

2 

. 



Option 

ASL calls are tran5Iatctd Into Wfry. 

English 
Spanish bilingual opemtor 

International calls 

CaQ 900 numbers 

Use thmughaut the US. 

Leave a message on an answering 
machine 

Pick up massages fmm an answering 
machins 

r 

I respond mu^ who use M a y h d  &lay kssfieqzitwiy, &male r e s p d m t a ,  and 
rcspoadtnts with hi~her housrhold incomes tend to be more aware that ASL calls are 
translated into =wvmiationaI Enghh and ihar they can rqucst z Spanish bilingual 
apetaror. Rsspoaderrts who use Maryland Relay more frequently and k a l c  resp~pdm~s 
tend to be marc aware that they can use Maryland Relay to make international cdls, can 
call 900 fiumkars, and usc Mawland &lay at any time no maim where chq may be within 

iy 

n 

.- the United Starts. 

Percmt Asp on ding "Y el" 

70.3% 

37.5% 
62.0?4 

47.0% 

S 7 S %  

873% 

#9.8% 

Criteria 

Make customers Peel important 

Respecfful and polite 

Answer quickly 

Get a busy signal 

3 

Percent mspondirlg "AlWay8" 
or ''Most of the t h e "  

90.5% 

94.0% 

a ~ . z %  
85.Q0m' 
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P. 
AT&?: is thc 10% distance carrier of 68.8% of all respondents, fbllowed by Sprbc 
(12.295) andMCX(10.5%)). 

ProRle of Respandents 

I Respondents wcrc g m d l y  split b m e n  female (55.5%) md male (44.5%]. Eight 
suweys wtre rettumd by a malc and female CO@E combined on a single questiomirc. 
MUG than tbreeqmers of all respondents (78.%> were bawccn &e ages of 3 1 and 45. 

0 . More than half of all respondcnts reponed a household hicome ofkehveen $25,000 and 
$75.000 pm year. Approxibma!cly 36% of dl respondents repofled a household inerrme of 
bemen S25,OOO and S50.000 per year- Analher 224% reponed a hausebold h o m e  of 
between 350,001 and S75.000 per ycxr, 

Conclusions 

B d d  on the findings from zhls qrranritative survey, Maryland &lay is fid~EIling the kkphane 
eommwicarian needs of its cusmm~ts. Mmyhd Relay ~wtomers tend 10 rate this s&ce and its 
opcratars favorably. 

From a marketing standpoint opportunities exist IO eomuni~atte the features and ba&s of 
M&hd Relay, such as the option ofrequesting a Spanish bilingua1 operator, the abiliry t~ make 
internafianal calls, call 900 numbers, and pIck up messages from an answering machine. Tt is 
noteworthy that nearly half of all respondenfs (48.3%) would likc 10 usc their computw i n h a d  of 
TTY, the must often mcntioned current communjcatian method. to communicate through 
Maryland &lay. Based on this survey, it appears that print admising is an effeciive media for 
communicating to Maryland M a y  users. 

- 

The research indicates that more frequent users o f  Maryland Relay tend to be Iess than completely 
satisfied with selacwd senices thm less frequcnt users. In addition, older respondents tend to be 
more eomplcttdy sattisficd with Maryland ReIay than younger respondents. This presenrs bath an 
opportlinity and a chalIcnge €or Maryland Relay, Maryland Relay must maintain a focus on 
achieving a high level of sewke with every customer interactiopn and &odd conthe to remind 
heavy users of the variery of Maryland Relay senices and benefits. A fbcus on marketing to 
younger Marylanders is impwtcant EO that ns. chis population segment ages hey rem& aware of 
and satisfied with the semices of Maryland RtIay. 
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Telec~munications Relay Setvim P S )  iS a telephone transmission service that 
provida the ability for an inWdudwho has a hearing or speech disabZ9 b engage in 
cornmudration by wire or radio eth a h m  hdividual in a manner that is functionally 
equivalent to the ability of an mdkidud who dc-a notbave a hearing hpainnent or 
speech impairment. 

13 Key Regnlatars and h g h h t i v e  R&gs 

SeveraI regulatory and legislative actions haye mandated that TliS be made available. 
Most sigaificaat of these actions is the h e r b s  with Disabilities Act (ADA) wEch 
prsn'bes that 

Each m m o n  Carrier -. shall ... provide -. TRS, individually, h u g h  designees, 
through a cornpetitfvely selected vendor, or in concert with other carriers. 

0 



l.4 carrier of Choice 

2.0 Needs and Objectives 

2.1 RatingofTRSCalIs 

sevetal state commissions have mandated tbat TRS cal~s be discounted S U C ~  discounts 
must lx provided not only by the TRS provider, but also by any other d e r  that k 
invoked in transportingtht TRS Cau h r d i n g l y ,  ifa all is routed by t h e m  provider 
to a transport d e r ,  the transport Carritrmustkable to identify thecall as a TRS dl in 
order that the appropriate discount a n  be applied. 

. . ... 

It is desireable that the TRS provider be able to route the call to the dasignatd transport 
carrier in as ef6cienr a manner as psf i le .  The need for such efficiency implies that the 



t 

n e  suggested network a r c b i m  to e f € d  d e r  of choice is shown in the Qure 
blow. Akey featwe of the archittctrrre is the capability witbin the TRS platform which 
daws the platform to outpulse in an apd access signahg format to a LJX access 
tandem Switch This capability taks advantage of h o w n  a m  network CapabZtieS and 
arrhgements to efkthely provide conndviv to the rqutstbd mprt carrier. 

NFlWORK ARCHlTEC7URE FOR CARRIER OF CHOICE 



32 Access to the TRS Plaffom 

33 SeLection of carrier of choice 

After connection to the TRS platform, the end user will provide to the CA- either -- 
,,verbally or thou& use of a TT - the d e d  numkr, the type alternate billhe res- if 

the d e r  wish= to route the call. 

'-The TRS Pht€ormwiUrOute the dl to the requtsted Carrierby generating an egual 
(FG D) signaling mesage to an appmpk@ orighathg U C  tandem switch, 
Originating FG D s@&g through an a- tandem uses a two stage outpulsing 
sequence with the &st stage of the form "OZZ xxx" where OZZ is used to specifp a 
particlilar tnrnk group and XXX is the Carrier d ~ "  The dhgnurnbe r  (ANI) including 
the ANI II digits and the d d  numkr are provided in the seand stage of outpulsing. 

. -  

3.5 T h e  Use of Unique E Digit Pairs 

I t  is necessary that the CaZTief of choice (the transport carrier) recognize the dl incoming 
to its network as a call. To e f fec t  this recognition through network si- new 
A N I  ll digit pairs mmt b defined and assigned to iden- TRS CalJS. Because the 
emsport carrier requites infomation regarding the nature of the, calling line, reflecting, 
for example, the need for a particular b m  treament, mdtiple II digit pairs are 
n-ary. Accordingly, the use of these new II digit pairs dl iden* the incoming CaIl 
as a TRS call with no billing restrictions (Le., bill to the Cauing number) or a TRS call in 
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3.6 call. Fhm 

The CA would initiate the d fo the designated Carrier causing an equal w a s  signaling 
m e ~ ~ a g e  io be transmitted 5nm thc TRS pladorm b the appropriateEC a- tandem 
switch. Contain& witbin the signal.& mcsage is the information indicating the d e r  to 
wbjch the call should lx routtd The second stage of the s i p l i n g  rnmsagc contains b t h  
d h g  and d d  party number, including the (new) 1I d@s indicating that t h c d  is a 
TRS d and that there are no b w  restrictions an the d h g  lint. The call would be 
CompIeted by the transport d e r  with the n-axy call detail indicating the use of TRS, 
thereby permining the transport d e r  to apply the appropriate rate treatment. 

A call will be dcsigoattd as an alternate billed cdll either because the calling party has 
requested such treatment or hhe CA, based on an indication fiom the d i n g  line E digits, 
rea- hat  the d cannot be t r ead  as smi paid. h either event, the calt would reach 
the TRS platform as previousIy d a k d  in Section 3.6.1. 

h 
'd 



4.0 Capabilities OftheTRS - d e r  

As indicated in ibe above dl flows, the TRS platform and/or the CAmust pmvide -4 
specific capabilities in order to tfEect the desired dl processing. 

5.0 Capabilities of the Transport Carrier 

Similarly, tbe banspod carrier must also suppart several f a t u r s  b dow theefficient 
implementation of carrier of choice. 

- Provision a m  facilities ~ r n  the approprhw access tandems 
- Receive FG D signaling at all POPS designated to all& TRS f l c  
- Receive and r m g n k  rht Unique TRS II digits 
- Record the necessary d detail hformztion for rating and billing 

. .  
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ch 

?x considered. 

7.0 New ANI II Digit Fairs for TRS 

It is slrggesttd that h n m  D digif pairs k assign4 to permit the cf6citnt 
implementation of TRS and, in partiah, carrier of choice. 

7.2 TRS n Digit PairBB* 

AN7 II digit pair BB indicates that the assbcialed d is a TRS call delivered to a transport 
carrier from a TRS provider and that the call originated h m  a res~cted lint. 
Accordingly, sent paid calls shodd not b atfowd and additional saumhg, if available, 
should be performed to determine t h e s p s c  resbictions and type, alternate billing 
petmined. 

ANI II digit pair CC hdimtes that the asx>ciated call is a TRS dl delivered to a transport 
carrier fiom a TRS provider, and &at the dl ariginam.froma hotet/moteL The transport 
d e r  can use this indication, dong with other information (e.g, whether the Cau was 
dialed I+ or O+) to deredne the appropriale billing arrangtment C L ~  bill to m m  or 
alternate bill). 



ANI II digit pairs associattd with the d i n g  lipe and 
have to be map@ into the tbretn p a h  assigned for TRS (AA, BB, cc). The h u m  
table suggtsts such a mapping.' 

by t h e m  pbtfomfl  

8.0 Additional Technid I s u s  

3 
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Becaust8OOserviceis ofitnusedto provide end user a- toTRs, it is necessarg that 
any impact of 800 database access, to b hplernmtd May 3,1993, on TRS be fully 
understod ofparticular interest should be the need to recckethe ANI II digits 
m i a t e d w i t h  the originating h e  and the features'within database access which may 
bhi i i t  this need. 

SpxXCally, there are two situations where 800 Database Amss will provide to t h e m  
platform an ANI II digit pair which dws not directly desaik the cham%xm ' 'cofthe 
originating line, or will change the TT pak associated with the calling line. II 23 will be, 
received by theTRS platfarm if the pmvidtr wnnot de-e if the originating 
%e is a& or n o n a b  R w i p t  of II 23 will oxur ,  for example, on some calls originating 
fi-om non qd a- end offitxs. 

Upon rtceipt of II 23 the C A  should attempt to obtain the full (10 digit) ANI of the d h g  
party and the nature of the calling h e .  lf the CA determines that the call wn be b a d  to 
the &g he, the ANT 1T digit pair forwarded to thc wprt d e r  could be that 
a s x i a t &  with a TRS unrestricted caL1. If the CA is not certain of the pature of the calling - 
line, or is unwilling lo take responsib~ty for that deckion, the Call should ke forwarded to 
the transport carrier with the ANI II digit pair for a T M  rsb5cte.d d L  



. .  
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It should be noted that amoozmoemmt capability may not be adable  at all E C  
switches that'wilI receiye TRS (carrier of choice) trafEic, possibly causiag mlTs m u d  to 
unavaihble Carriers to ttrminate mmrdcr, without mpIanationto the calling party, 
Acmrdingly, it would be advisable for the TRS providtr to be aware of the I& that m c  
a given state (or area withh a state) and are availabIe to receive TRS traf6c. 

area would be so infonnd by the TRS provider and ask& to makc another choice. 

8.4 A- b theX;EC Operator 

Situations may arir;e inwhich a d i n g  patty  mEng a TRS dl n &to access theme 
operator for assistance. hmrdingip, the TRS platform should harporate and support 
exkthg htwconneCtion arrangements (e.g, operator inward dialing) and p r o d u n s  to 
acmmmcdatethispotentialneed. 

+- paties sehxting a Carrier hown to the TRS provider to be unavailable from the cdlleis 

As previously explained (Section 1.4) there may ksihmions where, subject to regula& 
directives, intrdllLTAcaIlshaadIedbpaTRSprovidermust~routedtotheIEC~r 
completion. The ne#work solution d s c r i i  herein cannot k used for such calls. 
Alternatively, i n m T A  calls could k foorwardd to the L l X  simply by sending fhe 
called number to the E C  tandem or end oEce switch- @calls are muted by the TRS 
provider to the IECfor completion, the calls may bavt to be delivered to a tandem switch 
in the LATA in which the mll originated). Misted billing arrangements, if required, 
would have to be accommadated on an individual case basis, In any event, should m C  
completion of intraMTA TRS CalIS be required (ii some areas, state commissions have 
authorized TRS providers to complete intrax-ATA traflic) the arrangements n-ary to 
a m m o d a t e  this need should be developed through on-nane negotiations between the 
TRS provider and the LEC 



8.6 Coin Smt-Paid CaIls 
e J 

- A TRS provider a d o r  a transport Carrier, along with the LEG may choost not to 

to the, network solution which could pmYidt the basic Carrier of choice feanue. 
_ _  implement the above d m i  capabiliities. Although Jess  efficient, there are alkmaw 

Simpktically, upan a d h g  parfy qmt for transport 
the TRS provider could launch the call to that Carrier usbg l O x x X  amza'* Thecall 
would be routd to the carrier of choice with the ANI and t h e m  'II &gib of the TRS 
pla$om The transport d e r  mdd identify calls fiom a TRS provider b a d  upon the 
ANT, and couect ihe call detail for thw calls in a "downstream" prooess, call &tail 
information, recorddby the TRS provider, incIuding cdlling party number could then be 
provided to the ttanspod d e r ,  a l l o f i g  CalIS completed over the transport a d d s  
network to k. asociated with the appropriate cdlling party. Accordingly, the CdlIS could 
be rakd and billed. 

Thls arrangement would permit a TRS prbGder to route the call to fhe cafling 
party's carrier of choice, and would not require &e network mUca t ions  and 
acceSS trunkkg additions d s c x i i  above. This arrangement, however, r q u h  
the transfer of bi- infomation outside the normal, automat& p-. The 

h m  a dtsignated carrier, 

. . _ _  





S A M P L E  

Date: <insert> 

Carrier: <insert> 
ATTN: <insertz 

<insert> 
Fax: dnserb  

Dear <insert>, 

Thank you for your request to complete <insert carrier n a m e  cdls with Sprint Relay. At present, 
Sprint Telecommunications Relay Service (TRS) is unable to send the toll calls from the regional 
relay center tandems to your network As the TRS default long distance carrier for contracted 
Sprint Relay States, Sprint currently transports the traffic of customers who have selexted you as 
their long distance carrier. Sprint welcomes your company’s participation in ourTRS Carrier of 
Choice program at no cost to- you if your company has facilities at any of our listed regional 
andor relay center access tandems. See Attachment A for a listing of Sprint TRS Tandem 
Interconnection locations. 

b i  

As required by Title IV of Americans with Disabilities Act and as regulated by the Federal 
Communications Commission 47 C.F.R. 64.601 et. seq., TRS users shall have equal access to 
their chosen interexchange carrier through relay service and to all other operator services. 
Customers who would like to use you as their carrier have approached Sprint to complete their 
relay service toll calls through Sprint TRS center. 

.. 

Sprint uses the Feature Group D tandem interconnection described in the ICCF document, 
“Telecommunications Relay Service - Technical Needs”, ICCF 93-0328-008, dated 2/26/93. With 
this tandem interconnection, Sprint can pass to <insert carrier name> in the standard FGD format, calls 
from their relay end user customers. Your translations tables will need to be uDdated in order to receive 
TRS Billing codes established by Bellcore (information dinits 60,66, and 67). 

To ensure proper biIling on these calls, Sprint will outpulse special TRS Originating Line 
Information digit pairs. These Information digits have been authorized by Bellcore and have 
industry approval as a means to identify TRS calls. To ensure proper delivery of your traffic, 
Sprint needs the CIC and UZZ codes associated wirh I +, O+, and 0- dialing for the access 
tandems ut which both your carrier and Surinr TRS have a presence. 

The 
customers is to designate the 7 Sprint Regional TRS centerlAccess Tandem combinations as the 
points at which Sprint will hand off long distance relay service traffic to you. In this manner any 
relay caller that wishes to use your services may be efficiently, and with minimal time delay, be 
routed to your network. Should you not have a presence at one or more of the Sprint regional 
centerlaccess tandem combinations, the traffic may be handed of at the centers’ access tandem. 

way to provide access to your long distance network through relay service for your 
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Sprint TRS 

<insert carrier name> should provide the above information to Sprint in writing (see Attachment 
B). The O Z Z  codes (sometimes referred to as the LEC routing codes) can be obtained from the 
LEC Access Tandem owner. 

<insert carrier name> will also need to ensure that your translations tables are updated in order to 
appropriatdy receive, rate, and bill TRS Calls per Bellcore Industry standards. TRS Calls are 
designated as ANI fl Digit Pair 60, 66 and 67. Your translations tables must be able to recognize 
these information digits. 

Once Sorint receives VOW written request to particiaate in TRS Carrier of Choice. Sorint will 
schedule translation uPdates in the next available release (usually 30 to 60 davs). Information 
obtained from carriers will be used solely for the purposes of providing equal access for Sprint 
Relay Service customers and shall be held proprietary. 

Your participation to the TRS Carrier of Choice wiIl create a win-win situation for our customers. 
Through Sprint, as their reiay provider, they will be able to be billed by your carrier and to generate 
additional revenue for your company. 

i' 

Technical questions may be directed to Paul Ludwick, Product Manager-TRS, by phone at 913- 
66 1-8927 or by fax at 9 13-66 1-8950 or you may call me at 303-297-5560. 

.- Sincerely, 

MichaeI Baer 
Program Manager-TRS 

Cc: John Hogue, Industry Relations, Sprint 
TRS Customer Service Department, Sprint 
State Relay Contract Admins trator 

Attachments (2) 



Attachment A 
Sprint TRS 

Carrier of Choice Tandem Interconnection 

ACCW Tandem Tandem 
T m  CI ,I .T LEC 

Repional Center Tandems 

Arizona 
Maryland 
Missouri 
New York 
Oh0 
South Dakota 
Texas 

Tucson 
Baltimore 
Kansas City 
Syracuse 
Dayton 
Sioux Falls 
Austin 

P State Located Tandems 

TCSNAZMAWT 
BLTMMDCH06T 
KSCYM05503T 
SYRCNYSUSOT 
DYTNOH225GT 
SXFLSDC009T 
AUSTTXGR06T 

California Sacramento SCRMCAO 103T 
Colorado Denver DNVRCOMAO2T 
Connecticut Hartford HAFRCT037GT 

.- Iowa Des Moines DESMIADT18T 
Indiana Indianapolis IPLSINOllOT 
Minnesota Owatonna OWTNMNOWf2T 
Montana Billings BLNGMTWEOlT 
New HampshireManchester MNCHNHC004T 
New Mexico Albuquerque ALBQNMMA03T 
Nevada Las Vegas LSVGNVXB41T 
North Dakota Bismarck BSMFtNDBC12T 
Oklahoma Oklahoma City OKCYOKCEl3T 
Oregon Portland PTLDOR 1 3 C9T 
South Carolina Charles ton CHTNSCDT60T 
Washington Seattle S'ITLWA06C9T 
Wyoming Cheyenne CHYNWMAOZT 

Revised: 10125199 

u s West 
Bell Atlantic/C&P MD 
SBC 
Bell AtlantidNYNEX 
Ameritech 
U S West 
SBC 

Pacific Bell 
U S West 
SNET 
u s West 
Amentech 
U S West 
U S West 

U S West 
Sprint LTD 
U S West 
SBC 
U S West 
Bell SoutMSBC 
U S West 
U S West 

NYNEX/NET 



Attachment B 
Sprint TRS 

S A M P L E  
Letter of Authorization 

Michael Baer, Program Manager 
Sprint Telecommunications Relay Services 
1099 lS* Street Suite 1400 
Denver, Colorado 80202 

This letter of authorization has been issued to give Sprint TRS permission to send <insert 
company name> toll traffic associated with 1+, O+, and 0- dialing through Sprint TRS at the 
<regional center tandems>. 

1. Regional center tandems 

Company Name: <insert ccna code> 
CIC: <insert carrier identification cod- 
OZZ: 
Arizona* CallType Code 

h 

I+ <insert digit code> 
o+ <insert digit code> 
0- <insert digit code> 
800 <insert digit code> 

*Note: Please provide the information for Maryland, Missouri, New York, Ohio, South Dakota, 
and Texas regional center tandems as well. 

OR 

<Other> Tandem 

Company Name: <insert carrier code> 
CIC: <insert carrier identification code> 
ozz: Call Type Code 

I +  <insert digit code> 
O+ <insert digit code> 
0- <insert digit code> 
800 <insert digit code> 



2. Call Type Restrictions 

<company name> will accept any intrastate, interstate, international and operator services call 
types that will be routed to thectandem location(s)> tandems. 

<company name> will accept any (speccib intrastate, interstare, inrenzatiunal, and operatur 
services) call types except for (specify what call ypes and restrictions) that should not be routed 
to the <tandem location> tandems. 

If there are any questions regarding this letter of authorization please contact <name>, <job title, 
<department name> at xxx-xxx-xxxx. 

Sincerely, 
<name> 
<job title, department name> 



S A M P L E  

AGREEMENT 

FOR 

RELAY AMBASSADOR PROGRAM OUTREACH 

WHEREAS, Sprint wishes to cngagc the Scrvicts of the Subeonmror in a field in which the 
S U b K a c m  has an snd ttrc sukmmactmis *g w render slleb & for sprint 

1, 

II 

2. 

3. 

4.  

OR- 
and The period of performance of this Agreement shall kgin on 

end on . Sprint and Sukonmtor may exrend the pcxiod of 

COMMUNICATIONS 
All conmctuai communications relating to this Ageerncnt shall be identified by 
Contract Number and communicated by registered mail, telex. facsimile or cable to 
the following addresses: 

Sukonmctor‘s point of contact with Sprint with rwpcct to the Relay Ambassador 
Outrtach scrviccs to be provided hemeunder is: 



SAMPLE 

5 .  WIWQEEs 
5.1 Subconuacmr shau snbsstanthte invoices and mainfain appropriate timc and expenst rccortl 

patahling to the SQYiccs p u f m c d  undtr thk Agr#ment Subconuac~ofs invoices shall 
bt ittmizad on a form acceptable to Sprint and must bc acmnpaniod supporting 
documcamtion. All txptasts in exc(=ss of $15.00 must be suppond by endit card 
xeceipf~. bvoices shall bc submitted in acamhce with Exhibit B, Fee Schedule. 

Submitted To: Copy To: 
sprint cwrmuniaions company 

Kansas City, Missowi 64131 

sprint comrrwnications company 

k n d O & V i r g i n i a  22071 
901 Eorst 104th s a t  

A m  AecountsPayabk A m  Mana~Govemmmt Sub#maacrs 

13221 W- Park 

Copy TO: 

6-3 Payment of Sukonmctor's invoicts will k made by Sprint within thirty (30) days after 
d p t  of a valid invoice. 

7. PERSIONNE1, 
7.1 Subcontractor shall identify all personnel who wi1l be p d d n g  the Relay Ambassador 

Outreach services, Personnel shall be approved in advance by Sprint. Subconmctm shall 
submit resumes of personnel if rquestcd by Sprint 

It is rccogniztd by the panics that following individuals cmployd by Sukonaactor are key 
individuals: 

Subconmaor may not remove or replace any key individuals from the performance of this 
Agrcancnt without the prior express witten conscnt of Sprint. Any change of key 
personnel without rht conscnt of Sprint shall k considered a material breach of this 
Agreement, and may be grounds for termination under Paragraph 12. 

n 7.2 Subcontractor guarantees and apes that no Subconttactor Employee shall bt assigned to 
provide sewices IO Sprint for more than l,OO0 hours within any one (1) calendar y ~ a r  or 



SAMPLE 

n 

8- 
8.1 

8.2 

8.3 

8.4 

8.5 

9. 

10. 

/-- 

within a c o n ~ c ~ u t i v ~  twdvc (I2bmonth paid beginning with tfic first day Subcontractor 
Employee provides SCNicts fo Sprint; nor shall any Subconuacror Employtc provide such 
strviccs in exctss of that number of h o m  Subnuactor agms to notify Sprint in writiiw 
when any Subnuactor Emplop has pufmncd 900 hours of service for Sprint. 
Subconuactor agrccs to indannify, defend, save and hold Sprint handcs~ from any and ;I!: 
claims of any nature ur kind and demands by any pttson, govunmcnt or agcncy as a rcsul! 
of S u b d s  failure to comply with ti& or any ober pvisions of this agrttmtnt. 

Sub- agrecs not to make any xcprductbm of any ma#rial supplied by Sprint 
without Sprint's prim written COILSCIIL. 

Notwithstanding prwision 1 I h m f ,  this Paragraph & shall sLwivc the cxpkadon M early 
tmnination of this Agreement. 

--.. 

Prior to the rtotipt or potential development of Prop- Information, as d c d n c d  by 
Sprint, by Sukonuactor under the tcnns of this Agrccmcnt, Sprint may require signed 
Pro@etary Information Agimmcnts from Subnmctor's e m p l o p ,  agents andlor 
subconmctors - 
iDuE€wm 
Any equipment items purchased by the Subcontractor from funds authorid by this 
Agreement, specifically for the performance of work under this agrttmtnt, shall become 
the proptrty of the State of Texas, Public Utilities Commission and shall bc rclinqukhcd to 
the State of Texas, Public Utilities Commission upon expiration or m i n a t i o n  of this 
Agreement. 

Reports, inventions, discoveries, developments, and improvements wri ten, invented, 
made, or conceived by Sukontractor in the course of or arising out of or suggcstd by the 
scnices to be performed hereunder (hereafter "Inventions") shdl k a m e  and d n  the 
sole and exclusive pmpeny of Sprint. Subconeactor shall have no right to rc~tI1, publish, 
license or otherwise mnsfer or disseminate the information collected and reported 
hcrtundcr . 

OVEqLES INVENTTOP& D E V F . i , O P m T S .  AND TMPROVE- 



SAMPLE 

11, 

12. 

i :  

n 13. 

14. 

15. 

n 

Subnuactor shall promptly notify Sprint in writing of alI Inventions so conceivd or 
made by Subcontractor. Subconaa~tor h a b y  txansfcrs and assigns to Sprint all righrs, 
title, and i n m t  in and to the same whcthcr or not patent ur copyright applications are filer! 
thcroon. Upon quest, and at the eqxnsc of Sprint, Subconaactor will fmm dmc to timc 
during and W the Tam of this Agrtancnt make applidons upon such Invention 
through attomys and ~ m t i v c s  designated by Sprint for ktm Patent or Copyrighis 
in the United States and III all other countrjcS and shall assign such applications to Sprint. 
Subconpanor will give SPrint, Sprint's &nomcy& and rcpscntaavw all reasonable 
assistance in prtparing said applicatibns snd, fmm t h e  fo time, upon quest ,  cxccutc all 
papus and do all things that may m w b l y  lx rcquirtd to protect the rights of Spxinr and 
vestinsprint thtInvcndonsandLttrcrsPatwt,allashtrcinprovidEd 

Subnmcmr wamnts that its strvicxs and p d t w  will confarrn to tht quiiEmCnts of 
the S m a n a f  of wark and to genesally a#xptd 
m a k  no other express of implica warrantics and shaIl not k liable in any went for any 
specid. incidental, or consequential damages wcecpt for scrims bascd on hagraph 7 and 
on breach of confidentiality in Paragraph 8. 

- tpmmics subaonmm 

INmuKE 
Subconmcp SM provide Sprint with cvidmct of insmuioe oovcragc required in Exhibit 
C, anached dpm of this Agretmcnt 

JNDEMNTFTC ATION 
Sukonnactor agrees to take all ncccssary prcmutions to pnvcnt injury to any pt"on 
(including employees of Sprint or damage to pr0pcrt)r including Sprint's prom) during 
the Ttrm of rhis Agreement and shall indemnify and save Spiint harmless against all loss 
and expense resulting in any way from any action or omission on the part of Subconaactor, 
its agents. employees or subcontracum, resulting dhctly or indirectly from 
Subconmcro<s performance under this Agreement, cxccpt to the extent that any such loss 
is due to the sole negligence of Sprint. Should Sprint puni t  Subconaactor to use any of 
Sprint's quipmtnt, toofs. or facilities during the performance of this Agreement, such 
pamission will be gratuitous and Sukontractor shall indemnify and save Sprint harmicss 
from and against any claim for personas injuries including dcath, loss, or damage to 
pcrsonaf property, or loss of use of personal propmy arising out of the usc of any such 
equipment, tools, or facilities, whether or not such claim is b a d  upon tht andition 
thereof or on the allcged negligence of Sprint in permitting he use thereof. - 
ln  considcmion for the cornpensarion paid under this Agreement as well as other good and 
valuable considerations thc receipt of which is hereby acknowledged, Subconmaor hereby 
waives all claims which htlshc, hisher heirs, csmte, M successors in interat may have 
against Sprint, its employee, agents, directors, succcsso~~ or assigns, for Subcon~ctOr's 
death, Subcontractor's performance under this Agrctment or Suhnmctor's ust Of 
Sprint's equipment or facilities. 



SAMPLE 

16. m m T  C 0 - A  
Thc Subconaactar shall not hold himscWhasclf [i#cifl out as an employe or agent of 
Sprint and is not authdzad to act m &half of Sprint. Subconuaam shall render hisher 
[its] swims hmuncicr as an independent amnactm and hdshc [it) shall have no authorily 
m obSigarc Spirnt in any manner. 

17.0 BxGmQFm 
Sukmmactorshall maintain all rtcQzds and accounts pCrtaining to Work p d o d  
for a Mod of at 1-t three (3) years afta final paymm Sprint shaIl have the right 
to audit, copy and inspect said records and acmunw at all rcasonablt times during 
the mum of such work and for the above three O)-ytar period for the purpose of 
vaifyingcclstsincltfitd 

198. J3-w. 
This agrccmcnt shall be dcemed to have btm madc within County of Johnson, SUE of 
Kansas and shall be inrqxctcd and enforccd in aoeordanct with the laws of the Smate of 
Kansas. The parties hmby a p t  that the Disaict Gun of Johnson County, Kansas, shall 
be the cxdusivt forum for the resolution of all disputes dating to this conaact. 

publicity maw rehung to the StrVices p h n c d  hemunder ur mention or imply 
the name of Sprint or any of its pcrsonncl without prior written consent of Sprint, 
Nothing in thisdausc shall k intqrcted to zestria the Subnuaccmfrom 
pmviding informarion repding relay s(=Tvicts which are pzpvidcd by vendors other 
than Sprint. 

COM PLETE AG REEME NT AND COMPL 1ANC:E 
The partics to this Agmemcnt mutually agree that this Agreement contains the en& 
Agrttmcnt k t w t t n  the parties and neither they nor their agents shall k bound by any 
itms, conditions, statements, warranties, or representations, oral or written, not contained 
herein. This Agreement shall not k varied in its terms by any oral agrement or 
representation or otherwise than by an insmmcnt in writing of subsqutnt date cxtcutcd 
by both parties hereto. 

21. 

Subconnactor agrees ID comply with all applicable laws and regulations in fhe pu fmancc  
of this Agrctmcnr. 

22. ENFOR-ITY 
In the event any provision of this Agreement is found to be lcgally uncnforccablc, such 
uncnforccability shall not prevent enforcemtnr of any other provision of the A p m n t .  

SAFETY AND SECl !R ITY R EGI Jl a ATYOW 
Subconmctor shall comply with all applicable U.S. Government and Sprint's safety and 
ssurity regulations. If Subconrractor rcndcrs scwiccs at Sprint's facilhy, Subcontractor 
shall not remove any classified material or proprietary infoxmation thmfrom 

23. 



S A M P L E  

n 

IN WITNESS WHEREOF, the parties have c a d  this Agrc~mtnt to be executed as of the date 
sei forth at thc bcginnhg of h i s  A p m c n t  

Sprint Communications Company 
Canpany Limit.& Pamaship 



S A M P L E  

EXHIBm A 

SCOPE OF WORK 

(BIDDER'S PROPOSAL TO BE INCORPORATED) 

i i  



SAMPLE 

EXHIBIT B 

FEE SCHEDULE 
c 

Sprint will pay Subcontractor for the Maryland Relay Ambassador outreach efforts as outlined in the 
SOW (ExhibitA) $ 

AII fees submitted for reimbursement must be documented as outlined in the Statement of Work 

per month not to exceed a total fixed price of $ 

The total price of th is  agreement for a l l  Maryland Relay Ambassador Outreach services shall not 
exceed $ 



SAMPLE 

EXHIBIT C 

INSURANCE 

a. 

b. 

d. 
i ;  

1, 

z 
3, 

The Subcoatracwrrcprcsmts and warrants that is has anangal foreach policy to namc Spin1 a an 
additional ins& and IO provide that it may not bc cancclcd without thky (30) days @or written 
nonce to Sprint. Each policy shall be p x h q  and with out right of contribution from any 
insurancemslintrrincd-by Sprint. The Subnaactor shaIl @e, to the Sprint official to whom 
notices arc to bt given, hcreundtr, copies of such policies or d c a t t s  evidencing such covemge. 



The point of contact- - 
Sprint has been a proven leader in the areas of outrcach and publicity for relay 
services. Our outrcach activities are available to the State of Florida as an option 
priced in addtion to the price per minute. Additionally, Sprint will u d z e  our 
proven partnership outrcach program, the Relay Ambassador Program, with thc 
goal of achieving awareness in communities that continue to be in need of 
information about 1XS. 

Advertising Philosophy and Practice 

Sprint will dedicate a Ed-service marketing departmcnt to the State of Florida, wid 
a team of TRS marketing professionals. Sprint distinguishes itself from its 
cornpctitors in TRS marketing through its excellent marketing relationships with 
clicnts. We strongly encourage evaluators of this prn-c)Pc)sal to scek comment from 
the refcrcnccs provided by Sprint, as well as our competitors, in the TRS 
marketplace. Sprint proves superior in terms of return CHI the State’s marketing 
dollars with the following results: 

4 Tncreascd Call Volumes 

Greater Percentages of Inbound Voice Users 

9 Shortened Bdable Communication Assistant Work Timc and Related Length 
of calls 

1 Greater Consumer Awareness of Available Technology to Shorten Call 
Duration 

1 Superior Customer Service and Problem Resolution 

Established Customer relationships. 

Account Services 

Sprint is excited about the ability to offer the State of Florida an Account Managcr 
to support the outreach and contract issucs of FRS. The Account Managerncnt 
support is included in our basic relay service price. l l e  high quahty of our TRS 
product to the residents of Florida is in part attributable to the on-going forthright 
communication established between high-level Sprint managcmcnt and state agenc 
clients. 

Sprint’s relationship with the Florida Contract Administrator Will include traditiona 
information-gathcring, strategizing, planning, update sessions and standing 
meetings. These frequent mcetings help keep both the Contract Administrator and 
Sprint abreast of varying markct conchions and new strateges for customer 
education and awareness in an ever-changing, occasionally volatile 
telecommunications marketplace. 

I 



Appendix E - Outreach 

Innovative Peer Advertising: Relay Ambassador Program (RAP) 

Sprint proposes to use our proven &lay Ambassador Program in thc S tatc of 
Fk~rida It will be coordinated through thc Sprint TRS Account Managcrnent team. 
’Ih team wiLl be coordinated by Sprint’s Customcr Kelations Manager, Mark 
Sccger, who has more than 17 years of experience in developing and implementing 
statewide outreach programs 

The concept of KA1’ has been introduced and succcvsfully implcmcnted in several 
othcr statcs whcre Sprint currently provides TRS. Sprint will release an W P  to 
various organizations that represent people who are TRS uscrs to develop the Relay 
Ambassador Program for thc entire State of Florida. The objcctivc of the KAP is to 
educate the public about the use of FRS, specifically: 

. ASL users . 1,ate deafened adults 
9 Parents of deaf and hard of hearing cMdrcn . Hard of Hearing (VCO) users 

Spccch Disabled (HCO) users 
Business users of FRS 
Other hard to reach users of FRS. 

lhrough outreach activities targeted to business and residential FRS users, cfficicnt 
and cffcctivc usc of available TRS technolorn will continue to provide larger 
numbers of pcople with even greater access to telecommunication scrviccs. 

Through RAP, Florida would capitalize on many of these outstanding typcs of 
outreach activities: 

1 Meetings with uscr organizations for distribution of promotional matcrials 
(brochures) 

9 Presentations to businesses and agencies 

3 Exhibiting at trade shows and annual organizational events 

9 Updates on FRS in local group newsletters 

* Media advertisements through group ncwslcttcrs. 

Listed below arc thc types of organizations that Sprint hopes to rcccivc proposals 
from in rcsponse 10 our RAP RFP. Sprint will ensure that before any contracts are 
executed, the State of Florida is satisfied that there are no implied or perceived 
conflicts of intcrcst with any party contracted to Sprint. 

Possible Florida State Organizations for RAP Contracts: 

. Florida Association of the Deaf 
Florida SHHH chapters 

4 



The point of contact" I 

Florida Public Safety Answering Points . EducationaI Programs for the Dcaf and Hard of Hearing 
. Florida Speech-language and Hearing Association 

Florida Chaptcrs of AARP . Florida Civic and Community Service Organizations 
. Florida Rehabilitation and Independent Iiving Service Organizations 
9 Florida Association of Better Business Bureaus 
9 Florida Chambers of Commerce. 

During all public relations activities where the use of FRS is explained, such 
information will include: 

1 Explaining thc prtqxr proccdurcs for using FRS 

1 Encouragng users to prepare all necessary information beforc calling 

Encouragmg users to be clear and concise when leaving messages and leave 
instructions about how to use the relay on the answering machines 

1 fincouragng users to call 9-1-1 directly in the event of an emergency 

. Educatifig users about how to access FRS through pay phones as required by 
the FCC 

Educating users about how to access their carrier of choice through FRS as 
required by the K C :  

* Explaining hnw common problems encountered by relay users can be 
overcome 

1 Explainhg the relationship beiween the Commission and the provider of Tl2.S 

Throughout the public relations activities, the communication process will 
accommodate all communication needs including sign language interpreters, oral 
interpreters, and real time captioning. Additionally, promotional materials d bc 
available in standard, B r d e ,  and large print. Visual aids, such as instructional flyer! 
with graphics, provide a greater understanding oE how FRS works for thc varicty o 
users who access it. 

Sprint d continuc to work closely with the Commission and local telcphonc 
exchange cornpanics to scc that al l  telephone directories carry appropriate 
information about FRS. Outreach wdl also include working with the local public 
safety answering point personnel and statcwide emergency response associations tc 
promote community education that reinforces information about thc FRS. 

Mainstream Promotional Media and Materials 

ALI promotional materials will be coordinatcd through the Commission for 
approvals. Additionally, all materials will include acknowledgment that Sprint is 
operating the P'HS under contract with the State of Florida. Sprint will t d o r  our 



Appendix E - Outreach 

avadablc resources to meet those promotional needs idcntifiud by thc State of 
Florida. Prior to production and/or distribution of any outreach materials, approval 
will be gamed from the State. Table E-a lists the outrcach actividcv avadablc to 
FRS. 

Table E-a Sprint TRS Outreach and Promotion Activities 

9 Generic Sprint TRS Brochures with 
State Logo including: 
-Standard Print 
-Braille 
-Large Print 
-Spanish 
-Instructional Flyers . VCOlHCO . Marketlng Buslness I Wallet Cards . Marketing Stickers 
Organizations 
-Deaf 
-Hard of Hearing 
-Deaf-Blind 
-Speech Disabled 
-Business 
-Hlspanlc 
TVPSAS 
Radio Advertlslng 
TV Advertising - Posters 
Training Videos 
-ASCII 
-vco 
-HCO 
ASCII Demos wl Notebook 

= Full Page Newspaper Ads . Letterhead Packaaes 

. Subcontractor Outreach (Relay 
Ambassador Program) 
Annual Consumer Events 

9 Trade Shows and Display Booths . Consumer Councils . Town Hall Meetings 
Customer Service Days 

9 Articles Vla Local Group Newsletters 
1 Dedicated FRS Newsletter 

(Quarterly) 
9 Generlc TRS Video 

ldentlty Giveaways (Magnets, Pens, 
Letter Openers, etc.) . Billboards 
Broadcast Casting, Direction and 
Production 
Computer Generated Graphics . Presentation Charts and Graphs 
Consumer Research 
Contests . Direct Mail 
Focus Groups . Instruction Manuals 

. Art Direction 

1 FocusGroups . Illustrations . Logos 

Creative Direction 

News Releases 
9 Photography 
1 Scriptwriting 
1 Sllde Presentations 
9 Speechwriting 

Storyboards . Strategic Planning 
T-shirt Design 
Targeted Marketing . Annual Reports 

If the State of Florida wcrc to aggressively pursue an advertising opportunity outside 
of the price per minute, Sprint wdl provide chccks and balances in developing and 
executing advertising campaigns. We will estimate the cost of production of each 
project at thc concept/media plan stage, and re-estimate at the copy/layout/ 
storyboard stage after the State has approved the initial direction. Thcrc will bc no 
surprises to the Statc, who is involved at all stages and literally “ s g n s  off” on 
production estimates and media plans, typesetting, copy, scripts and storyboards 
prior to production, and final artwork prior to prinhg or publication. 



FLORIDA RELAY SERVICE 
DETAIL OF RELAY CARRIER MONTHLY COMPENSATION 

FOR THE MONTH OF MONTH, YEAR 

INVOICE DATE: Month, Day, Year 
ACCOUNT NUMBER: 000000000 

INVOICE NUMBER: 0000000 

MINUTES OF SERVICE COMPENSATION SUMMARY 

Total Conversation Minutes of Use 

Total Session Minutes of Service 

Less Interstate Session Minutes 
International Session Minutes 
Interstate Toll Free Session Minutes 
Interstate Directory Assistance Session Minutes 
Test Call Session Minutes 

Total Billable Intrastate Session Minutes of Use 

Price Per Minute of Service 
P 

Total Service Compensation 

Additional Charges 
Line Item One 
Line Item Two 
Line Item Three 

Total Amount Due 

Page I of 3 
11/8/99,4:42 PM 

0 
0 

0 

0 

0 
v 

0 

$0 

50.00 

$0 
$0 
$0 

$0.00 

Please submit rcmittances to: 
Sprint - TRS 
P.O. Box 101343 
Atlanta, GA 30392-1 343 



Traffic Report Statistim 

/? 1. 

2. 

3. 

4. 

5.  

6. 

7. 

.-- 

8. 

- 

Total Number of inbound Calls Handled 

Monthly Weighted Average Speed of Answer 

0 

0 .o 
# 

Monthly Weighted Service Level 0% 

Total Number of Calls Offered and Abandoned 
Abandoned 

Offered Answered Tn Queue In Queue 
Number of Calls 
to Relay Florida 0 0 0 0 

Total Number of Calls Placed By End Users 0 

Total Number of Completed Calls Placed By End Users 

Total Number of Outbound Calls and Completed Calls By Jurisdiction 

Local 
Intrastate IntraLATA 
Intrastate InterLATA 
Interstate 
General Assistance 
Toll Free 

. Directory Assistance 
900 NPA Access 
International 
Marine 

To tal 

Average Length of Call 

Work Time (minutes) 
Set-uplWrap-up Time (minutes) 
Conversation Time (minutes) 

Conversation Time Based on Call Type 
(in minutes) 

TTY-Baudot 
Turbocode 
ASCII 
Voice 
Voice Carryover 
Hearing Carryover 
BIindDeaf ASCII 
BlindDeaf Baudot 

Outbound Calls 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

Inbound 
0.00 
U.00 
0.00 

0 

==% 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

0.00 
0.00 
0.00 

0.00 
0.00 
0.00 
0.00 

0.00- 
0.00 

Page 2 of 3 
11/&99,4:42 PM 



9. Total Number of Inbound Calls and Outbound 

F 

TTY-Baudot Calls 
Spanish-Speaking Users 
Speech Disabled Users 

TURBO CODE Calls 
Spanish-Speaking Users 
Speech Disabled Users 

ASCII Calls 
Span ish -Speaking Users 
Speech Disabled Users 

Voice Calls 
Spanish- Speaking Users 

Voice Carryover Calls 
S p a  ish -Spea king Users 

Hearing Carryover Calls 
Spanish-Speaking Users 

Deafdlind ASCII Calls 

DeaflBlind Baudot Calls 
c. 

Total 

Inbound 
0 

Calls by Call Type 

Outbound 

u 
0 
0 

0 
0 

0 

- 
0 

0 
0 

~ 

0 

0 
0 a 
n 
0 

- ... 

0 

0 
0 

0 0 

0 

0 

%of Total ASAI * 
0.008 0.00 

0.00% 0.00 

0.00% 0.00 

0.00% 0.00 

0.00% 0.00 

0.00% 0.00 

0.00% 0.00 

*Average Speed of Agent Interaction measures the time bemeen the switch answering 
the call and the agents interaction wirh rhe caller. 

1 
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REPORT: SGACB480 

SPRtNT 

ORlGlNATlNG 
NUMBER 

DIALED 
DIGITS 

NO TEST CALLS WERE MADE 

ARRIVAL 
DATE 

TELECOMMUNICATIONS RELAY SERVICE 

TEST CALLS 

CONNECT 
TIM E 

.. USAGE 
MINUTES 

0:w 

AGENT 
MINUTES 

0:w 

PAGE 1 

RUN DATE OWWOO 



REPORT SGACDOOO 
SPRINT 

IFTIRASTATE 
LOCAL 
INTRASTAlX INIRAIATA 
INTRASTATE lNlEKLATA 
*GENERAL ASSISTANCE 
TOLL FREE (36%) 
INlRASTAl'E DIRHTORY ASSISTANCE 
900 NPA ACCESS (100%) 
MARINE 
OTHER 
BUSY KING NO ANSWER 

TOTAL INTRASTATE 

INTERSTATE 
INTERSTATE 
TOLL FREE (64%) 
INTERSTATE DIRECTORY ASSISTANCE 
400 NPA ACCESS (0%) * 

INBOUND 
CALLS 

0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

TELFXOMMUNICATlONS RELAY SERVICE 
INTRASTATI3INTERSTAE BREAKOUT FOR STATE 

FOR THE MONTH OF MONTH, YEAR 

OUTBOUND 
CAI.1.s 

0 
0 
0 
0 
0 
0 
0 
0 
0 
n 

COMPI.WED 
CALLS 

0 
0 
0 
0 
0 
0 
0 
0 
0 
n 

0 0 

0 
0 
0 
0 

.. - 

0 
0 
0 
0 
... . 

BUSY RINGWO ANSWER 
SESSION 

CALLS MINUTES 
0 000 
0 O M  
0 O W  
0 O:M1 
0 000 
0 ow 
0 0:oO 
0 0:OO 
0 000 
0 0:M) 
0 0:oO 

b L 

PAGE 1 

RUNDATE OolIwMlO 

CONVERSATION 
MINUWS 

000 
O:M1 
0:MI 
000 
0:oO 
0:OO 
OM1 
0:oO 
000 
0:OO 

0 
0 
0 
0 

0:OO 0:oO 
0:00 0:oO 
0:OO 000 
OXQ 0:m 

INTERNATIONAL 0 0 0 0 0:M) 000 
TCWAL INTERSTATE 0 0 0 0 0:oO 0:oO 

GRAND TOTAL 

SESSION 
MINUTE3 

0m1 
000 
0:00 
O M  
0:M) 
000 
0:00 
090 
0m1 
000 
0:W - 
000 
000 
OM) 
0:W 

000 

*GENERAL ASSISTANCE COMPIJ3ED CAIlS INCLUDE OPERATOR ASSISTANCE CALLS 



PAGE 1 
RUN DATE: OOlMMxI 

REPORT: SGACS 150-3 
SPRINT 

TELECOMMUNICATIONS REMY SERVICE 
CAIJS RY JURISDICTION - STA'E 

---CONVERSATION-- 
INBOUND OUTBOUND 
AVERAGE AVERAGE 
LENGTH lENGTI1 

INBOUND 
CAIlS 

OUTBOUND 
CAUS 

COMPIETEU 
CALLS 

CONV ERS ATlON 
MINUTES 

mht 
WTR A S T A T E m  AI ATA 
INTRASTATWNTEERLATA 
INTHISTAR 
INTERNATIONAL 
MARINE 
T D L L r n E  
DIRECTORY ASSISTANCE 

NPA ACCESS 
GENERAL ASSLSTANCE 
OTHER 

MONTHLY TOTAL 

0 .00 0 .oo 
0 .oo 0 .oo 
0.00 0.00 
0.M) 0.00 
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FLORIDA RELAY SERVICE 
DETAIL OF RELAY CARRER MONTHLY COMPENSATION 

FOR TIEE MONTH OF MONTH, YEAR 
INVOICE DATE: Month, Day, Year 
ACCOUNT NUMBER: 000000000 

iNVOICE NUMBER: 0000000 

MINllTES OF SERVICE COMFENSAllON SUMMARY 

Total Conversation Minutes of Use 

Total Session Minutes of Service 

0 

0 

Less Interstate Session Minutes 
International Session Minutes 
Interstate Toll Free Session Minutes 

Test Call Session Minutes 
; Interstate Directory Assistance Session Minutes 

Total Billable Intrastate Session Minutes of Use 

Price Per Minute of Service 
P 

0 

$0 

Total Service Compensation $0.00 

Additional Charges 
Line Item One 
Line Item Two 
Line Item Three 

Total Amount Due 

Page 1 of 25 
Ii/8/99,4:36 PM 

$0 

$0 
$0 

50.00 

Please submit remittances to: 
Sprint - TRS 
P.O. Box 101343 
Atlanta, GA 30392- 1343 

_. 



Traffic Report Statistics 

I .  

2. 

3. 

4. 

5. 

6.  

7. 

8. 

Total Number of Inbound Calls Handled 

Monthly Weighted Average Speed of Answer 

Monthly Weighted Service Level 

0 

0.0 

0% 

Number of Calls 
to Relay Florida 

Total Number of Calls Offered and Abandoned 
Abandoned 

Offered Answered In Queue In Queue 

0 0 0 0 

Total Number of Calls Placed By End Users 

Total Number of Completed CaIls Placed By End Users 

0 

0 

Total Number of Outbound Cdls and CompIeted Calls By Jurisdiction 

Local 
Intrastate lnuaLATA 
Intrastate InterUTA 
Interstate 
General Assistance 
To11 Free 
Directory Assistance 
900 NPA Access 
tn ternational 
Marine 

Total 

Average Length of Call 

Work Time (minutes) 
Set-uplWrap-up Time (minutes) 
Conversation Time (minutes) 

Conversation Time Based on Call Type 
(in minutes) 

TTY-Baudot 
Turbocode 
ASCII 
Voice 
Voice Carryover 
Hearing Carryover 
3 IincUDeaf ASCII 
BlindlDeaf Baudot 

Page 2 of 25 
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Outbound Calls 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 

Comuleted Calls 

Inbound 
0.00 
0.00 
0.00 

Outbound 
0 .oo 
0.00 
0.00 

0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0 .uo 



9. Total Number of Inbound Calls and Outbound Calls by Call Type 

P Inbound Outbound % of Total ASAI * 
TTY-Baudot Calls 0 0 0.00% 0.00 
Spanish-Speaking Users 0 0 
Speech Disabled Users 0- 0 

TURBO CODE Calls 0 0 0.00% 0.00 
Spanish-Speaking Users 0 0 
Speech Disabled Users 0 0 

Span ish -Speaking Users 0 0 
SDeech Dimbled Users 0 (1 

ASCII Calls 0 0 0.00% 0.00 

Voice Calls 0 0 0.00% 0.00 

Voice Carryover Calls 0 0 0.00% 0.00 

Hearing Carryover Calls 0 0 0.00% 0.00 

Deh3'lind ASCII Calls 0 0 0.00% 0.00 

Spanish -Speaking Users 0 0  

Spanish -Spea king Users 0 u 

Spanish -Speaking Users (1 0 

Deaf/Blind Baudot Calls 0 0 0.00% r1.00 
e. 

Total 0 0 . .  * 

*Average Speed of Agent Interaction measures the time between the switch answering 
the call and the agents interaction wiih the caller, 
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From: 


