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SECTION D — THE PRICE PROPOSAL FORMAT

D. The Price Proposal 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 42a,b,c,d e, and f shall be separately
stated. A format similar to that shown below should be used for the
price proposal.

Note: The price proposal shall be filed in a separate sealed envelope
marked: “Sealed — To Be Opened By The FPSC Proposal Opening Officer”

RESPONSE AT&T understands and complies with the above requirement.

AT&T's pricing will be available for the initial three (3) year period of a
contract awarded pursuant to this RFP. AT&T understands that there
may be two (2) one year extensions of the contract. AT&T reserves the
right to revisit pricing upon renewal or extension of the contract, subject

to mutual agreement with the FPSC.

Item Service Price Per Billable Minute
1. BASIC RELAY SERVICE $0.69
3 OPTIONAL FEATURES
a. Other Custom Calling Types' $0.69
b. Access to 900/976° $0.69
c. Enhanced Transmission Speed and Interrupt Capability $0.69
d. Video Relay $9.50
e. Speech-to-Speech Service $0.69
f. Optional Feature #1 N/A
g. Optional Feature #2 N/A

A A Db / {/’ o /o3
D. Sue Decker Date
AT&T Authorized Representative

! Inchuded in Basic Relay Service (When available, availability to be determined)

? Included in Basic Relay Service

¥ Included in Rasic Relay Service

{ This price is to provide ISDN-based point-to-point relay (kiosk) at par with existing market technology. AT&T's longer-term plan for internet.
based video relay will be priced lower. Since IP-based video is a new technology, beta testing and trials dono in Florida will have no direct cost
to the FPSC,

* Included in Basic Relay Service
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Proposal Response
To
State of Florida
Florida Public Service Commission
For
Telecommunications Relay Service

Mr. Richard Tudor
c/o Ms. Blanca Bayo
Division of Records and Reporting
The Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL32399-0850
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Government Systems Division
Tony D’Agata
VP and General Manager
13221 Woodland Park Road
Herndon, VA 20i71
Tel: (703) 904-2003
Fax: (703) 904-2612
Mailstap: VAHRNAOGIS

November 8§, 1999

I will be out of the office Monday, November 8 throu i ®
| ) gh Friday, November 12°. In my ab
Cathy Clements is authorized to sign on my behalf. YRS

Qoo b =2 e
Tony D’ Agata, Vice President and General Manager

Cathy Cleréents, Director
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The Florida Public Service Commission
Division of Records and Reporting
2540 Shumard Oak Blvd.

Tallahassee, FI. 32399-0850

Attn:  Mr. Richard Tudor
c/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
optional 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

intrinsic proprietary nature of the information being provided and request that

dissemination of this information be limited to only those with a need-to-know.

LT Bk B 5 o8 b DDGUHg?? NUMBER-DATE DU{WBER?(DATE

Wt
FiSe Jinian o micenre 13821 NOVIOR 13822 NOV IO
FPSC-RECORDS/REPORTING  £psc-RECORDS/HFPORTING



Mzr. Richard Tudor
November 10, 1999
Page 2

Sprint will comply with all 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 ability 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
Sprint

Mailstop: CODENB1430
1099 18" Street, Suite 1400
Denver, CO 80202

(303) 297-5268 Phone

(303) 297-7951 Facsimile
mike.j.ellis@mail sprint.com

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
Sprint

Mailstop: VARFHINAO608

13221 Woodland Park Road

Herndon, VA 20171

(703) 904-2492 Phone

(703) 904-2069 Facsimile
don.j.rawlings@mail.sprint.com

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,

C ﬁ (lermepda jﬁiﬂ@ E%Cé/ DIQ.?c&ta_,
s .

Tony D’ Agata

Vice President and General Manager
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Executive Summary

Quality

Selecting Sprint as its "point of contact” provides to the State of Florida more than
a telecommunications rclay scrvice provider. Flonida Relay Service (FRS) wall
benefit not only from our years of experience in the global telecommunications
industry, but also cur unparalleled presence in the TRS community, supedor
technology and networking systems that are the foundation of the Sprint Relay
platform. At Sprint, the point of contact is not just an idea - it's 2 way of business.
We provide a single company that can satisfy all of your telecommunications needs.

Sprint is excited by this opportunity to provide relay service to the State of Florida
and its eitizens. Our goal is to make “quality of service means quality of life.” a
reality for all our customers. Sprint ‘s team of dedicated professionals is
determined to exceed the expectations of Florda's relay customers, and to become
an integral part of their pursuit of functonal equivalency. While we offer
unsurpassed 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 states that are served by Sprint have found our network to be the
perfect point of contact for connccting their citizens to feature-rich technology in a
best-value environmemnr, We utilize the reliability of Tntelligent Call Routing
technology combined with the expertise, knowledge, experience and sensitivity of
several relay service partners and their centers: USA Relay, a division of
Communication Services for the Deaf (CSD) in Sioux Falls, South Dakota, which is
a private, non-profit organization owned and operated by and for deaf citizens;
New Mexico Refay Network (NMRN) in Albuguerque, New Mexico; and Precision
Response Corporation (PRC) in Miami, Florida.

Sprint maintains demanding employment practices. It is important to note that
Sprint's training standards are adhered to by all of the partnered centers. In addition
to typing speed assessments, a Sprint Communication Assistant (CA) traince must
possess a mind-set compatible with providing excellent customer service while
preserving transparency and confidentiality. Training encompasses call-processing
skills, transparency, confidentiality, ASI., deaf culture, customer service and
ergonomics. After graduation, supervisors monitor for quality assurance. Feedback
sessions are held to promote continuous skill improvement. Supervisors perform
monthly comparison exercises to make certain they are consistent when evaluating
CA skills. Quality measurcs include reviews, new training and cultural education on
a continuous basis for CAs as well supervisors.
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Survivability

Florida residents will benefit from Sprint’s Network reliability. Relay setvice
survivability is of paramount importance to the State and to Sprint. Our TRS
centers are designed to contend with weather related challenges, power outages, and
natural disasters. The durability of Sprint’s network 18 evidenced by the recent
devastation visited on the Atlantic Coast by Hurricane Floyd. Even though two call
centers in the Sprint network were temporarily shut down by this destructive storm,
service to our clients in South Carolina, Maryland, New York and New Hampshirc
continued uninterrupted. Sprint was able to weather the storm by immediately
transferring service to its other network centers.

In another example of the durability and capabilities of Sprint’s network, in 1997, 2
severe storm in New York State caused commercial power to fail and damaged
Sprint's TRS center in Syracusc, New York. The immediate response of emergency
generators allowed calls in progress to continue without interruption. High winds
and rain caused damage to the roof of the building, threatening employee safety and
sensitive clectronic cquipment. As a safety precaution, the center was taken off line
and calls redirected to another center via intelligent call routing technology. TRS
customers, locally and nationally, were not aware of the temporary deactivation of
the Syracuse 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 the highest level of
sensitivity to customer needs. Sprint Relay, along with our subcontractors, employs
a large number of account managers, national sales managers, 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
confracts than any other provider. l'o date, 25 states, the Federal Government
(Federal Relay Service — FRS), and several re-sellers have honored Sprint with their
TRS contracts. Annually, Sprint processes over 100 million minutes of relay cails.
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 fulfilling the
needs of so many TRS customers nationwide.
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—& Sprint.
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MCI
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Alaska - GCI

Hawaii - GTE
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Michigan - Ameritech

Utah - Utah Assoc. of the Deaf

FLTRO22

Figure ES-1. Telecommunications Relay Service Provider

Recently, Sprint Relay’s team of professionals received the National Business and
Disability Council’s (NBDC) Valued Customer of the Year - Silver Honoree
award. The NBDC citation reads, in part, “... a corporation that has expanded
opportunities for people with disabilities by providing accessibility to the
company's products and services through innovative design, accommodation, and
inclusion of people with disabilities ... Sprint has demonstrated to the business
community and the community at large that people with disabilities are valued
customers.”

Leadership

Florida poses an exciting opportunity because of its large number of relay service
users and the diversity represented by Florida residents. Sprint values customer
contributions concerning our product. Many of our enhancements came about as a
result of feedback from customers and advisory committees. These enhanced
features have brought TRS users nationwide much closer to functional equivalency.
RS users will appreciate and benefit from our ability to listen to and act upon the
needs they bring forth.

The following services were developed and implemented by Sprint as a direct result
of customer inquiries and they were offered to our customers prior to any mandate
by the Federal Communications Commission. Sprint was the first relay provider in

the continental United States to initiate 7-1-1 Local Exchange Carrier (LEC)--based

3
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abbreviated dialing. The 7-1-1 service began in Maryland on February 1, 1999. In
California, Sprint was the first carrier to offer Speech-to-Speech service, which
allows people with a speech disability to use their own voice to communicate.
Sprint also developed the technology to allow relay users full access to services
provided through 900 numbers. These and many others are important reasons why
we listen to our customers.

Technological Superiority

Because we listen, Sprint offers a relay service that is feature-rich. Our platform is
among the most sophisticated in the industry. With approximately fifty features
included with our basic connection, relay customers receive the benefit of our
preeminent experience and support.

Examples of Sprint’s standard features include: Dialed Number Verification,
Customized 800 Access, Custom Calling Services through our Customer Database
feature, Delay Recording Announcer, Enhanced Transmissions, Automatic Error
Correction, Inbound International calling, Machine Recording Capabilities, Spanish-
to-Spanish and Spanish-to-English Translation, Variable Time Stamp Macro, Voice
Call Progression, and dear-blind paging,

These product enhancements are indicative of Sprint's innovative technology, and
the reason why Sprint is the industry leader.

Customer First

Sprint is attentive to all customer concerns and takes pride in our policies and
procedures regarding complaint resolution. Seven days a week, twenty-four hours a
day, a consumer with a grievance may speak immediately with a supervisor. The
supervisot listens, documents the concern and takes care of the problem, or
escalates it to the appropriate person for resolution. If requested, the customer
will receive a follow-up as to the status of their concern. Detailed records are
kept on file and forwarded to the State in monthly reports and faxed within two
business days of the occurrence or within 24 hours if a complaint requires
escalation, This procedure allows Sprint to maintain the highest standards and
quality by focusing on customer satisfaction. Customers benefit from knowing that
their concerns are heard and acted upon.

% Proposal Offering

For the State of Florida, Sprint proposes our best-value network solution. This plan
routes FRS traffic across the entire Sprint Relay Network. This is a proven venue
for the pursuit of an affordable, yet high quality, relay service.

With Sprint as your chosen provider of choice, consumers of FRS will benefit from
the most advanced relay center network in the industry. In addition to our existing
11 relay centers that currently support 25 states, Sprint and our subcontractor
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Communication Services for the Deaf (CSD) would like to bring an additional relay
center to Florida located in the Pensacola arca. This would be in addition to the
relay center we currently have operating in Miami, that is managed by Precision
Response Corporation (PRC).

Oaly Sprint and our subcontractors, CS1) and/or PRC, can bring Florida this type
of economic development benefit and disaster recovery assurance. With the
combined expertise and management resource power of Sprint, CSD, and PRC,
consumers can be assured that only highly-trained, customer-focused, employees
will provide the very best feature-rich, relay in the world. We look forward to
exploring with the Florida PSC and the FRS Advisory Council all of the benefits
and realized gains made possible by this unique and expansive opportunity.

Smooth Transition

Sprint has extensive cxpericnce in transittoning TRS clients. Within the pas: few
years, many states switched from other TRS vendors to Spdnt. Illinois, New York,
Washington, and Montana, all formerly with AT&T, have sclected Sprint as a
better-value provider. Minnesota, and Arizona, and most recently, North Carolina,
all formerly with MCI and its partners, have chosen Sprint and our subcontractors
as the best-value for quality TRS.

A seamless transition from your current TRS provider to Sprint is something we
will make easy for both customers and administrators. The State of Florida will
benefit from our proven experience in TRS transitions. Additionally, Sprint is
presenting to Florida the same transmission planning clements which went into the
successful transition of other states. Many of these transitions involved the same
plan being presented to Florida.

Image for Tomorrow

‘The State may have questions or concerns about the pending merger between
Sprint and WorldCom. Sprint assures the Florida Public Service Commission
(FPSC) that, regardless of the outcome of the mesger in the next year or two, the
offerings in this proposal and agreements into which Sprint enters will stand on
their own. Sprnint's management, its technological 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 nced, 2 comprehensive training
program, attention to the requirements of the customer, unmatched cxpericnee,
and a relay service that the State of Florida will be proud — all at a fair price. Sprint
affords the State of Florida a cost-effective and technologically advanced point of
contact for relay service into the twenty-first century.
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1. Farmat (RFP ref. Section C-1 and D) N/A N/A
2. Transmittal Letter, Address, Contact Person, Tel. and Fax No., | Transmittal P/F
Legal Namae of Bidder, and Statement of Compliance with or Latter
C C lack of Compliance with RFP requiremsnts{RFP ref. C-2)
3 i Check List (RFP ref. C-8 and E) 748 P/F
4 | £ C Certification by FPSC and FCC {HFF ref. A-5) 9 P/F
5. | £ & Conflict of Interest (RFP ref. A-28) 9 P/F
6. | (T Can provide by June 1, 2000 (RFP ref. B-3) 11 P/F
.| Tarm of Contract (RFP ref. B-4) 12 P/F
a. o Accass Numbers (RFP ref. B-5) 13 P/F
9. C Location of Helay Center (RFP ref. B-6} 13 P/F
10. fal Availability of System to Users {AFP ref. B-7) 13 P/F
11. ¢ Minimum CA Qualifications and Testing (RFP ref. B-8) 14 100
12. e CA Training {(RFP ref. B-9) 16 100
13. | < Staff Training (RFP ref. B-10) 21 100
14. < Counssling (RFP raf. B-11) 23 25
15. [ Proceduras for Relaying Communications (RFP ref. B-12) 24 100
16. i Interaction with Answering Machines and Voice Aespense 28 25
CC Units {RFP ref. B-13)
17. [l Languages Servad {AFP raf. B-14) 29 P/F
18. Pt Additichal Languages Served (RFP ref. B-15) 29 28
19. ¢ Shift Advisor/Consultant (RFF ref. B-16) 29 P/F
20. Jalal Confidentiality {RFP ref. B-17) 30 P/F
21, . Voice and Hearing Carryover (RFP ref. B-18) 32 50
22. [l Obscanity (RFP ref. 8-19) 39 P/F
23. < Emergsncy Calls (RFP ref. B-20) 41 50
24, P Blockage (RFP ref. B-21) 42 200
25, [ Answer Time (RFP ref. B-22) 44 200
26. C < Equipment Compatibility (RFP ref. B-23) 44 P/F
27. 7 Transmission Levels (RFP ref. B-24) 45 P{F
28. P an M rring Equipment Accuracy (RFP ref, B-25) 46 P/F
29. o Emergency Operations (RFP ref. B-26) 46 50
30, [l Intercept Messages {AFP ref. B-27} 50 P/F
31 £ Service Expansion (RFP ref. B-28) 51 50
32. Jak & New Technology (RFP ref. B-29) 52 50
33. [ Consumer tnput {(AFP ref. B-30) 54 100
34. Faley Complaint Resolution {RFP ref. B-31) 57 200
35. | o Charges for Incoming Calls (RFP ref. B-32) 59 P/F
36. VA AR Billing Arrangaments {RFF ref. B-33} 59 b0
37. ¢ End User Billing (RFP ref. B-34) 65 50
38. [ Relaying Interstats or International (RFP ref. B-35) 86 90
as. o End user Selection of Carrier (RFP ref. B-36) 67 50
40. [l Recipient of Tall Revenues {AFP raf. B-37) 68 P{F
41. flal Long Distance Call Billing (RFP ref. B-38) 68 50
42, e Special Needs {RFP ref. B-39) 70 25
43. Custom Calling Type Fealures {Speed Dialing & Last Number Fal 25
Redial)
o (RFP ref. B-40)
44, All Unsolicited Features in Basic Relay Service Price Proposal | 72 200
¢ < (RFP ref. B-41). Optional Services Not In Basic Aalay Service
’ Price Proposal
45. (o] a._Cther Custom Calling Type Services (RFP ref. B-42 a) 74 Optional/G Points
46. [ b. 900/976 Services (RFP ref. B-42 b) 75 QOptional/Q Points




B Filing Check List

Initiaks of
Bidder's

Page No.
Brief Title of Bidder's
Proposal

Check
List
Itam Mo,

Pass/Fail or Maximum
Contact Paints

Farson

47. ¢. Enhanced Transmission Speed and Intsrrupt Capability Optional/0 Points

Lo {RFP ref. B-42 ¢)
48. | d. Video Relay (RFP ref. B-42d) 76 Optional/0 Points
49, o e. Speech to Spasch Service (RFF ref. B-42e) 77 Optional/0 Points
50. f. Other Optionat Faatures Not Included in Basic Relay (RFP | 77 Optienal/0 Points

s Ref. B-42f)
51. s Submission of Monthly Inveice (RFP ref. B-44) 80 P/F
52. P Travel (RFP ref. B-45) 81 P/F
53. | ¢ Reporting Requirements {RFP ret. B-46) 81 P/F
54, | o Liquidated Damages (RFP ref. B-47) 83 PIF
55. fal Transter to New Provider (RFP ref, B-48) 83 P/F
56. [y Insurance (AFP ref. B-49) 84 P/
57. - Public Entity Crimes (RFP ref. C-3) 86 P/F
58. i Financial Information (RFP ref. C-4) 86 P/F
59. C O Exparience and customer references (RFP ref. C-5} 86 200
60. fall il Bid Security Deposit (RFP ref, C-6) 87 P/F
61. far g Subcontractors (RFP ref. C-7) 89 P/F
62. PRICE PROPOSAL {AFP ref. Saction D) Must be filad in a Prica See RFP Sec. D& E

: separate sealed envelope marked: "Sealed - To Be Opened Proposal
{ £~ | Only By the FPSC Proposal Opening Officer"
MAXIMUM TOTAL POINTS 2125
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Certification by FPSC and FCC
Conflict of Interest

Certification by FPSC and FCC

Sprint will provide a Florida Certificate of Public Convenience and Necessity and
FCC Authority upon request of the FPSC.

Conflict of Interest

Sprint has no officer, director, or agent who is also an cmployce of the state of
Florida or any of its agencies. Further, Sprint has no employee who is also an
employee of the state who owns, dircctly or indirectly, an interest of five percent or
more in Sprint’s firm or any of its branches.
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B.1

B.2

B.3

B. The Service To Be Provided

Overview

This section of the RFP lists and describes the specific basic features of the relay
service required to be provided. At the end of this section, the FPSC also requests
the bidder to comment on (and in its price proposal, propose a price separate from
the price for basic service for) the provision of optional services which are not
required to be provided. The optional services offered will not be evaluated until
after a bidder is selected; at that time, the FPSC may choose to purchase some or
all of those services in addition to the basic services.

Sprint has read, understands, has complied.
Scope of Service

The relay scrvice shall be designed to provide the means by which a hearing,
speech or dual sensory impaired person using a TDD can communicate over the
existing relecommunications network with a non-TDD user (and vice-versa)
through the use of the relay system. The service shall also provide other
telecommunications services to persons with hearing and speech disabilities as
further described below.

The FPSC is interested in providing a relay service that is as cost efficient as
possible while at the same time providing a service as equivalent to standard
telecommunications service as possible.

Sprint has read, understands, and will comply.

Commencement Date

The commencement date for the service is June 1, 2000. Bidders shall provide a
work schedule showing how they can meet that deadline and shall provide a
statement that they can provide the complete service by that date.

Sprint understands and will comply with the commencement date for providing
relay service on June 1, 2000. Sprint has provided a work schedule in Figure B.3-1
to illustrate how we will meet the deadline. Sprint also will have a relay center in
place by September 1, 2000.

1
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FLORIDA RELAY SERVICE
Proposed Service Activation Schedule

D Task Narie | Duration 1st Quarter 2nd Quarter 3rd Quarter
3 Jan F;'_rhh;} Apr | May [Jun | Jul |Aug | Sep
1 Contract Award 0 days ’—vm
2 Planning & Funding Approval 30 days -$
3 Select Center Location 7 days
4 Leasehold Negotiations 5 days
5 Architectural & Engineering Dwgs 28 days
6 Agent Hiring 77 days _T
i TRS Network Expanson 60 days
8 Florida Service Initiation (Network) 0 days .
9 Site Prep & Building Construction 65 days
10 Furniture & Electronics Order & Delivery |35 days
1" Transmission Trunk Order & Delivery 30 days
12 Furniture & Equipment Installation 40 days
13 Conformity Testing of Positions/Trunks |10 days
14 Agent Training 15 days
15 Final System Test & Acceptance 5 days
16 Florida Center Ready 0 days
17 Florida Center Service Transition 2 days
18 Florida Center In-Service 0 days '

Figure B.3-1. Proposed Service Activation Schedule

The implementation schedule is preliminary, and the sequence and description of
some activities may be modified, however, service initiation dates are firm and will

be complied with.
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B.4

B.5

B.6

Term of Contract

Service shall begin on June 1, 2000. The term of the contract will be an initial three
year period. Upon mutual agreement berween the FPSC and the provider, the
contract may allow for the terin to be extended for up to two additional onc year
periods. By June 1, 2002, and June 1, 2003, the provider should notify the Florida
Public Service Comunission of its desire to extend for an additional year.

Sprint understands that service shall begin on June 1, 2000 and the term of the
contract will be an initial three year petiod. Sprint will provide all required
services by Junc 1, 2000. Sprint also understands that upon mutual agreement
between Sprint and the FPSC, the contract may allow for the term to be extended
for up to two additional one year periods and that by June 1, 2002 and june 1,
20003, Sprint will notify the FPSC of our desire to extend for an additional year.

Access Numbers

There shall be a single access nurnber for TDD users, a single access number for
voice users, a single access number for ACSIT users, and a single access number
for Spanish usets. TDD access shall be by using the number 800-955-8771, voice
access shall be by using the number 800-955-8770, and ASCII access shall be by
using the number 800-955-1339. The provider shall secure a toll free telephone
number for Spanish access. The provider must request FPSC authority to use
additional numbers for refay access (e.g., 8T8, other foreign languages, etc.). Ifa
caller calls the wrong access number, the system shall process the call without
requiring the caller to redial,

When selected as the Florida Relay Service (FRS) provider, Sprint will continue to
use the current TDD (800-955-8771), Voice (800-955-8770) and ASCII (800-955-
1339) access numbers. Sprint will provide a toll free number for Spanish access.
Sprint will request FPSC authority if additional 800 numbers are needed.

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

Location of Relay Center

The provider shall be required to locate a relay center in the State of Florida. A
minimum of 80 percent of Florida relay traffic shall be handled by the Florida
located center except when emergency conditions exist at the Florida center.
Emergency conditions that would justify handling what is nornally Florida traffic
outside the stare would include situations such as natural disasters, bomb threat,
etc. and would nor include traffic spikes.

Norwithstanding the above requirement, during the months of June, July and
August, 2000, the provider may handle all Florida relay traffic using out-of-state
relay centers. The 80% minimum Florida traffic handled out of a Florida center
must be mer beginning with the momth of September, 2000.

Sprint understands and will comply. Sprint’s proposed offering for the State of
Florida will include at least one relay center, fully staffed and able to handle 80
percent of the State’s relay traffic, except under emergency conditions as
stipulated in this requirement. The tentative location of the center(s) will be either

13




B B. The Service To Be Provided

B.7

B.8

in Miami and/or Pensacola. In either casc, during the months of June, July, and
August, 2000, Sprint may handle all of the FRS traffic at any of our cxisting relay
center, out of state or at the center(s) in-state. Should Sprint be selected as your
provider of choice, we look forward to proposing a transition plan from the
current provider to the Sprint network in a manner that is smooth, seamless, and
provides the best solution for all parties involved.

Availability of System to Users

The service shall be designed to relay local, intrastate toll and interstate and
intemational calls that originate or terminate in Florida. Relay service shall be
available 24 hours per day every day of the year.

No restrictions shall be placed on the length or number of calls piaced by
customers through the relay center.

Sprint will relay local, intrastate toll, nterstate, and intcrnational calls that originate
or terminate in Florida. There will be no restriction placed on the length or
number of calls placed by customers through the FRS. Service will be available 24
hours a day, 7 days a week, 365 days a year.

Minimum CA Qualifications/Testing

The provider shall adequately supervise and train its employees to always be
courteous, considerate and efficient in their contact and dealings with its
customers and the public in general, and shall make checks from titne to time to
cnsure that courteous service actually is being rendered.

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

Sprint strongly emphasizes to its employees, the need to be courteous,
considerate, and efficient in all dealings with our clients and the public in general.
The following statements demonstrate how Sprint ensures the proficiencies of its
CAs in supporting 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,
dictation, procedures, AST., Deaf Culture, ethics, confidentality, and professional
judgment. In addition, CAs are given a monthly evaluation on call processing
skills. CAs are not provided information 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 does not pass the training, that includes
the Proficiency Exam and call processing evaluation, then that person is not
considered for employment.
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a) Basic skills in English grammar.

All Sprint CA applicants are required to have at least a high school diploma or
GED. Sprint evaluates potential candidates based on their English grammar and
communication skill as part of the applicant screening process.

b) A minimum typing speed of 55 correct words per minute.

Sprint CAs meet the required 55 wpm typing speed. Sprint conducts a standard
typing test as part of the pre-employment testing process. Those applicants not
passing the test are not considered for employment. Typing skills are evaluated
throughout a CA’s employment. Based on recent results, the average typing speed
at our centers is currently more than 60 wpm.

c) Minimum spelling skills sufficient to quickly and easily spell words
comparable to a beginning college level conversation.

Sprint CAs are requtred to have at least a high school diploma or GED. All CAs
are required to take and pass a quantifiable proficiency examination which ensures
a high level of spelling skills comparable to a beginning college level spelling skills.

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

Sprint CAs are trained on proper translation of written/typed ASL. to
conversational Hnglish. FRS users will benefit from having CAs who are trained
using role plays that are written at varying levels of ASL difficulty. The CAs must
demonstrate their proficiency in translating this material prior to the completion
of training. CA traiming includes learning how to clearly express vocabulary with
no direct English cquivalent, while maintaining transparency.

e) Deaf culture.

The Diverse Culture program was developed in a collaborated effort by several
organizations that serve the deaf and hard of hearing communities. When Sprint
won their first relay contract, we worked closely with "TDI (l'elecommunications
for the 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 currculum.

Sprint also contracted with the Ohlone College in Freemont, California to develop
an in-depth training scminar on ASL (American Sign Language). This program
included ASL basic sign concepts, structure, and phrases. Two Associate
Professors 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 this seminar, two ASL workbooks were created to build our
relay agents’ abilities to translate typed ASL into conversational English. Sprint
continues to utilize these workbooks with new employees.

18
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The Diverse 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.

) Ethics, e.g., how a CA deals with situations he may encounter.

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

Z) Confidentiality.

During the initial period, employees receive detailed traming on employee
confidentiality. All relay center personnel are required to sign and abide by a
pledge of confidentiality which promises not to disclose the dentity of any caller
or fellow relay employee nor any information learned during the course of
relaying calls. Sprint policy implements and enforces strict rules regarding
confidentiality.

k) Clarity of speech.

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

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

Any person not fulfilling the passing requirements of our training program and
demonstrating the necessary proficiency requirements does not become a CA.
CAs are re-tested at least annually.

CA Training

Each bidder shall demonstrate in its proposal how ongoing CA teaining will be
provided by including with its proposal an outline of a proposed CA training plan.
The provisions for CA training shall include, but not be limited to, an
understanding of limited written English and ASL, deaf culture, needs of hearing
and speech disabled and dual sensory impaired users, ability to speak in a tone of
voice consistent with the intent and mood of the conversation, operation of relay
telecommunications equipment, fow to handle hearing and voice carryover, ethics,
confidentiality and other requirements of the Provider’s operating policies and
procedures. Training shall include both simulated and live on-line call handling.

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

All of Sprint’s training programs arc developed using adult learning theones; we
adapt training to each participant’s learning modality. We incorporate lecture,
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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/she will be trained and evaluated on accurately reflecting the
TTY user’s intent 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
hearing-impaired, posscsses extensive knowledge in this arca.

Sprint CAs receive extensive training on how to improve their interpersonal skills
so that they can work effectively with difficult and seressful situations that may
arise during their employment. ‘Throughout 2 CA’s employment, he/she builds on
these skills with the gutdance of the CA’s supervisor and receives additional
training and evaluation as needed.

In initial training, CAs are given three written and three side-by-side evaluations.
The CA must demonstrate thetr ability to spell, type accurately, process a call
using live training terminals, and roleplays written in varying levels of ASL.

Throughout initial and on-going training, CAs receive information and guidelines
on ethics and confidentiality with regard to Sprint Relay. Examples of breaches 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 i1s completed, the CA continues to work and have their job skills
evaluated through monthly surveys and formal reviews. The survey process used
1s a product of a task force comprised of management staff and it evaluates all
areas of work performance, personal effectiveness, and attendance. The survey
process goals are to respond to customer feedback and provide the CA with
cleasly defined, objective performance measures. Surveys are completed on each
CA every month. If additional development is needed on the part of the CA, a
development plan will be designed by their supervisor.

Sprint's CAs reccive rigorous initial training. T'able B.9-a illustrates some of the
training modules that are provided to our CAs.

Table B.9-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
Managing Dissatisfied Customers
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Module

Table B.9-a. Initial Training Modules

Customer Benefits

Module 3A

Overview of System and Equipment
Objectives
Logging In
Logging Out
Scraen Display
Checking for Understanding
Headsets
Maodem

Error Corraction

Keyboard

Last Typed Macro Feature
English Macros

Spanish Macros
Telephony Terms

Module 38

Interactive Terminals
Knowing Your TTY
Closing a Conversation
Typing Background Noises

Module 3C

QOverview of System and Equipment (FRS Only)

Malfunctions
Relay Proceduras
Confidentiality
Statistics

Handling Cbscana Calls
Requesting a Supervisor
Raporting

Macros

Module 4A

Call Processing Procedures
Objectives
Your Role as Agent
Call Processing for All States

Module 4B

Destinations of Traffic
Destinations not Allowed
Intrak.ata Compaetition
State Differences

Module 4C

Answering Machines and Audiotext
Recaord Feature
Voice Answering Maching
Voica to TTY Answaring Machine
Infgrmation Line
Audiotext

Voica Mail

Pagers/Beepers (TTY-Voice)
Pagers/Beepars (Voica - TTY)
Variations

Answaoring Machine Ralrieval

Module 4D

Yoice Originated Calls
Local Calt Description
Toll Free and Paid
Paid cvar Sprint Network
Paid over Alternate Carrier
Variations

Module 4E

Long Distance Calling
FONcard
LEC Card
Optional Cards
Pra-Paid Cards
Collect
Third Party
Immediate Credit

Module 4F

vCO and HCO
Voice Carry Over (VCQO)
Inbound VCC Branding
Busy Line
No Answer

Two-Ling VCO

Hearing Carry Over {HCO)
Non-Branded HCO
Branded HCO

Moduls 4G

Alternate Call Types
vCO to VCO
VCOto TTY
TTY to VCO

HCO to HCO
HCOto TTY
TTY to HCO
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Table B.9-a. Initial Training Modules

Module Customer Benefits
Module 4AH Customer Database
Customer Database Featura Billing Mathod Window
Customer Notes Window 8illing Options
UCR Main Menu Numbers Submenu
Name Submenu Emergency Numbers
COC Submenu Frequently Dialed Numbers (FD})
InterLata COC Blockad Numbers
intraLata COC Customer Notes
Module 4H  Customer Database
Preferences Cutdial Resfrictions
Answer Type Macros
Language Type Last Number Redial
Module 4l Variations
Busy Signals llegal Calls Two Calling From Numbers
Paor Connaction Sensitive Topics LEC Service Office
No Answar Redtaling Double Letters
Request for Infarmation Switchboards Call Waiting
Speech Impaired Young Children Conference Calis
Pacing Voice Customar Inbound ASCII Thrae-Way Calling
Profanity towards Agent Repeating Information Changing Agents
Request for M or F Agent Request for Relay Number 800 Number Referral
Agent Knows Customer Restricted Cails Hard-of-Hearing Customer
Suicide ASCHl on Quibound Ling Calt Backs for TTYs
Abuse Regional 800 Muitiple Calls
Module 41 Variations
Call Madification TTY Customer Hangs Up
Holding Conversation being Recorded
Alternate Language Prompting Voice for "GA”
Typing in Parenthesis Non-Standard TTY Capability
Produet Information Internet Characters
Spanish Calls TTY does not type "GA"
WVoice Customer Hangs Up Cellular Long Distancea Calls
Variable Time Stamp Party Lina Calls
Moduls 5 Emergency Call Processing
Emergency Calls
Non-Emergency Calls
Emergency Incident Form
Moadule 8A& Performance and Procedures
Performance Measurement Plan Assessment Survey and Replay
Quality Customer Service Emergency Praceduras
Commitment Emergency Assistance Form
Parsonal Effectivensss Checking for Understanding
Module 68  Healthy Relay
Introduction Ergenomic Review
Analogy Setting up Workstation
Stretching Exarcises GUAM - Get up and move
Agent Reinforcement
Module 6B Healthy Relay
Ergonomic Relief
Slowing the Customer
Overtima  Relaxation
Module 7A  Responding Positively

Strass Managemant
Thoughts and Feelings
Relaxing Emotionally
Thinking Powerfully
Exercise

Nutrition
Aetaxation/Meditation

Energy Hesource Assessmant
Suggested Reading

Leader's Notas
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Table B.9-a. Initial Training Modules

Module Customer Benefits

Module 7B Healthy Detachment
Interactive Communication
TDD Coemmunication
Potential Stressors
Detaching

Module 8 Assessing Performance
Assessment Process
Coaching
Feedback
Pass/Fail Guidelines
Role Plays

Module 9 Supervisor as Trainer and Coach
introduction An Adult Learner
Objectives Giving Effective Instruction
Being a Coach/Trainer Feedback

Module 10 A Healthy Approach to Relay
Learning Continuum Hearing Thru (Voice - TDD}
Adult Education Voice Thru (TDD - Voice)
Dale's Cone of Exparience Voice Thru (Voice - TDD)
Elements of Lesson Dasign Audictaxt
Preparation for Training Information Lines
Warm Ups Business Answering Machines
Voice Inflection Residential Answaering Machines
Handling Interruptions Baepors
Prep for Final Spanish Answering Machine
Hearing Thru (TDD - Voice} TTY Answering Machine

In addition to the initial training program, Sprnt has developed several

supplemental training programs. Current CAs have already participated in these
programs; Sprint will continue to offer these learning opportunities to future CAs.
These programs reinforce skills developed in initial training.

Voice Inflection Workshop—CAs ate the customer’s first point of contact. We
introduce the importance of superior “Phone Image”. Superior phone image
encompasses good listening, verbal, and reading skills. This means relaying
verbatim, remaining transparent, adopting a conversational tone, and translating
ASL to conversational English.

Answer Machine Workshop—In today’s environment, it is not unusual to call a
number and reach various types of answering devices. CAs are prepared to handle
voice answer machines, T'TY answer machines, voice/ T1Y answer machines,
information lines, audiotext, and pagers/beepers. There are specific guidelines for
handling these types of calls. Control of the call remains with the customer. CAs
use mteractive tratning terminals to practice answering machine calls. Actual calls
are placed to various recording devices so that CAs can continually increase their

skills in handling this call type.
TTY Pagers—Sprint worked closely with manufacturers when this technology

became available to ensuse that access was available to customers. CAs practice a
varicty of calls utilizing the interactive training terminals.
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B.10

Two Line VCO—Two linc VCO has become popular with relay users over the
past years. All CAs are trained to handle this unique call. VCO users will continue
to enjoy a smooth call flow.

Sprint realizes the importance of keeping all personnel informed 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, ASI., and
topics relating to the deaf community. The CAs have access to this resource and
can botrow the information for review.

The Diverse Culture portion of the training is delivered by local deaf
organizations and/or Sprint staff with appropriate experience. As described in
Section B.10 of the REP response, each CA must complete Diverse Culture
training beforc graduation. This training module, rescarched and written by a deaf
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-hearing staff members.

Staff Training

All relay center staff, including management, shall receive training in ASL, deaf
culture, needs of hearing, speech and dual sensory impaired users, and ethics and
confidentiality. Each proposal should include an ouddine of a staff training plan
Indicating training topics and timne frames as well as explaining how individuals or
organizations (such as deaf service centers, state agencies, unfversities, etc.)
representing the hearing and speech impaired community would be used to assist
with the training.

All Sprint relay center employees, including management, participate in
Diversified Culture training during the initial training period. Sprint works closely
with each Sprint center’s local deaf community to 1dentify knowledgeable
presentets to assist with the training. Sprint utilizes videos, role plays, group
activides and discussion groups to educate its employees on the different needs of
their customets.

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

National Organizations

= American Association of Deaf/Blind

» American Association for Retred Persons

+ Associaton of Late-Deafened Adults, Inc.

- Amecncan Speech and Hearing Association

= Sclf telp of Hard-of-Hearing, Inc.

» National Assoctation for the Deaf

= National Black Deaf Advocates

* National Hispanic Council of Deaf and Hard-of-Hearing
« Telecommunications for the Deaf, inc.

* United Cerebral Palsy

21




m B. The Service To Be Provided

Educational Institutions

= Gallaudet University

« National Technical [nstitute of the Deaf

+ California State University at Northridge

» University of Arkansas-Dept. of Rehabilitation

+ State Schools of the Deaf

« Local Programs for Deaf/Hard of Hearing (Mainstreaming)
« Ohlone College in Freemont, Califomia

Other Related Areas

+ Sprint Relay Statc Advisory Boards

« State Contract Administrators (S.T.A.R.S.)

+ Sprint Relay Account Managers

« Individuals representing Speech-Disabled Community (Speech-to-Speech

service)
Diversified Culture Training Topics Qutline

Who Uses the Relay Service? 4 hours

« Why is it important to understand our customers?

« Why is it impottant to recognize theit special communication needs?
« Pathological versus Cultural Views of Deafness

= Characteristics of Deafness

= The Deaf Community

= Myths about Dcafncss

« Why is there a Deaf Culture?

= Deaf Heritage

« Bell’s View on Deafness

= Gallaudet’s View on Deafness

« Hstablishment of the National Association of the Deaf

= Use of Sign Language Interpreters

- Different Communication Skills Used in the Deaf Community
« Changes in Attitude Toward the Deaf Community

= Americans with Disabilities Act

American Sign Language 6 hours

= What is ASL?

» History of ASL

+ ASL’s recognition as its own language
» Rules of ASL

» Parameters of ASL

« English [dioms versus ASL idioms

+ Evolution of ASL

» Syntax of ASL

« How to Translate ASI. to English
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» TTY Language Samples
» TTY Courtesy

Hard of Hearing and Late Deafened Customers 7 hours

= Characteristics of Hard-of-Hearing Customers

- Assistive Devices for Hard-of-1learing Customers

= Hstablishment of Self Help for Hard-of-Hearing (SIIHIT)

= Relaying for Ilard-of-Hearing Customers

= Characiceristics of Late-Deafened Customers

= Establishment of Association of Late-Deafened Adults (ALDA)
= Relaying for Late-Deafencd Customers

Deaf/Blind, Speech Impaired, Spanish Speaking
and Hearing Customers 3 hours

» Characteristics of Deaf/Blind Customers

» Assistive Devices for Deaf/Blind Customers

- Relaying for Deaf/Blind Customers

= Characteristics for Speech-Impaired Customers

= Relaying for Spanish Speaking Customers

- Relaying for Hearing Customers

« Decaf/Blind Pacing — allows the CA to slow down the transmission to the
braille machine.

B.11  Counseling of CAs and Staff

Bidders are required to outline a counseling and support program that will help
CAs and staff deal with the emotional aspects of relaying calls. Those providing
this staff support shall have training in dealing with the emotional aspects of
handling relay calls. However, in counseling sessions, the CA shall not give to the
support person the narnes of callers involved. The counseling support system shail
follow the confidentiality provisions of this RFPF.

Sprint is familiar with the stress factors that are associated with relaying calls and
has established a professional counseling and support program to help its staff
dcal with the emotional aspects of this environment. Sprint Relay Center
supervisors and management are trained to assist CAs with the emotional aspects
that may occur when relaying a call. Our staff is also extremcly sensitive to and
trained in avoiding any breach of confidentiality when this type of coaching is
needed. In counseling sessions, the CA do not give the names of callers to the
support perscm.

During our mitial training, all CAs participate in desensitizing traiming 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, While on the job, if a
CA needs counseling, our supervisors and management staff are trained to work
with employees by providing support and guidance through emotional calls as
well as after the call. We do not provide group discussion, but rather one-on-one
guidance for confidentiality. If the supervisor feels that the CA needs additional
counseling, the CA is encouraged to contact Sprint’s Employee Asststance
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Program (EAP), which is staffed 24 hour/7 days a week by trained counseling
professionals. All communication between the employee and counsclor are held in
the strictest confidence and the content of relay calls never discussed. If 2 CA
requires additional counseling, the EAP provides onc-on-one personal sessions
for the CA.

Procedures for Relaying Communications

The system shall be designed to convey the full content of the communication.
Unless requested otherwise by a user, the CA shall relay ail calls according to the
following procediires.

a) The method to be used in the system is for the CA to be identified by a
number (not name) followed by "M if male and "F" if fernale. The provider
shall establish 2 method which will allow identification of the CA in the event a
complaint fs filed or 2 user wants to praise the work of the CA.

Fach CA is assigned a unique four digit number and gender identification. On
TTY calls, the system automatically sends the ID number and gender (M/F). On
voice generated calls, the CA verbally states their ID number. Such identification
allows the relay user to be able to identify a CA in the event the user wants to
register a compliment or complaint.

b) The system shall keep the user informed on the status of the call, such as
dialing, ringing, busy, disconnected or on hold throughout the call session.
The system shall provide feedback to callers on call status within 10 seconds
after a caller has provided the number to call and continue to provide feedback
untdl the call is answered.

As the customer gives the calling to number to the CA, the CA enters the number
in the dialing window. The CA immediately outdials the call and a macro is
automatically gencrated stating NOW DIALING XXX-XXX-XXXX. When the
outdial is made and the CA hears the outbound line ringing, the CA will launch a
macro that says “RINGING 1...2...3...” etc. Sprint’s system will provide
feedback to callers on call status within 10 seconds.

¢} All users shall iave the option of telling the CA what aspects of the call that
he/she will handle. For example, the TDD user may voice the call fvoice
catryover), rather than have the CA do it or the caller may ask thar relay be
explained as soon as someone answers the call.

FRS inbound users have full control of the relay call. A TTY user may tell the CA
what aspects of the call the TTY user will handle. If the caller requests that he/she
announce TRS and not the CA, the CA will honor the request.
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d) When the call is first answered and at all times during the conversation, the
system shall type to the TDD user or verbalize to the non-TDD user verbatim
what is said or typed unless the relay user specifically requests summarization.
If the CA summarizes the conversation, the CA shall inform both parties that
the call is being surmmarized.

FRS inbound users have full control of the relay call. The Sprint CA types to the
TTY user or verbalizes to the non-TTY user exactly what is said throughout the
relay process, unless the caller requests otherwise.

e¢) When the CA is asked to expiain relay to a user, the CA shall express the term
"explaining relay"' to the other user on the call to let them know what is
happening rather than transmitting all of the explanation. The CA shall not
inform the telephone user that the TDD user is hearing or speech disabled
unless the TDD user asks the CA to do so.

When a TTY relay user calls a non-TT'Y user, the CA notifies the called party that
this 1s a relay call and asks the non-TTY user if they have ever received a relay call
before. If the called non-TTY user has used the service, the CA continues the call.
If the non-TTY user has not received a relay call before, the CA notifies the TTY

caller that service is being explained by sending 2 macro EXPLAINING SERVICE.

The explanation of the service is brief and concise.

If the TTY user requests the CA not to announce the call, the CA honors the
request. The CA will ask the TT'Y user what is to be said once the outbound party
answers the phone so a conversation can be established.

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

f) When speaking for the TDD user, the CA shall adopt a conversational tone of
voice appropriate to the type of call being made and conveying the intent and
mood of the message. The CA shall also indicate identifiable emotions by
typing those in parentheses, (e.g., he's laughing, he's crying). Any identifiable
background noises shall be relayed to the TDD user in parentheses. The CA
shall identify to the TDD user, if identifiable, the gender of voice users when
they first come on the line. All of the above should be done automatically
unless the user asks that it not be done.

Sprint CAs let the TTY user know the non-TTY user’s tone of voice without
making subjective judgments. The CA adopts a conversational tone of voice
approprate to the type of call being made. Sprint has worked closely with the user
community to develop an appropriate list of words that convey the tone of the
non-TTY user. TTY callers are informed of background noises during the call

through CAs typing in parentheses.
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| Table B.12-a lists examples of words used to convey possible emotions.

Table B.12-a. Example Words

Emotion Response

; Angry - - “(\.roice getting Ioude_r)- -

Irritated (sigh)

Sad (talking softly)

Excited (talking fast)

Bored (talking slow)

Breathing heavy (panting)

Eating (smacking)

Crying (sniffling)

Talking softly (sounds frightened)

Sick (coughing)

Sick (wheezing)

Tired (yawning)

When it 1s discernable, the CA automatically identifies, to the TTY user, the
gender of voice users when they first come on line.

Z) CAs shall indicate to the user, if known, if another person comes on the line.
Sprint’s CA indicates to the users if another person joins the conversation.

h) All comments directed to either party by the CA or to the CA by either party

shall be relayed. These comments shall be typed in parentheses. However,

! comments between the CA and a relay user at the beginning of a call which
I deal with billing information need not be relayed to the other user.

FRS CAs convey all conversation during the initial call set-up and acceptance of
, charges from the called party. All comments directed to either party by the CA are
' relayed and typed in parentheses. For example, the CA may relay "Will you
accept a collect call?" or "Yes I will accept charges.” All comments directed
to the CA by either party are also be relayed.

i) CAs shall verify spelling of unfamiliar proper nouns, numbers, addresses,
information about drug prescriptions and other unfamiliar words that are
spoken and are to be relayed.

To ensure accuracy, CAs request the non-TTY user to verify spelling of proper
nouns, numbers or addresses, information about drug prescriptions and other
unfamiliar words that are spoken and are to be relayed.

j)  The CA will stay on the line until both parties have terminated the call,
The CAs currently release an outbound line upon receiving an outbound

disconnect message. The CA releases the inbound line after sending a macro
stating the outbound person hung up. Once the CA recetves an SKSK or SK
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from the inbound T'TY, which indicates the TTY is finished and is hanging up,
the CA responds by mirroring what the TTY typed and releases the inbound line.
The CA will leave full control of the relay call with the FRS customer. If the FRS
customer wishes to make an additional call, then the CA processes the call. A CA
may not terminate a call without the permission of the FRS supervisor; the
supervisor will log the call with the date, time, CA who handled the call, the
reason for termination and sign the log.

k) CAs shall not counsel, advise or interject personal opinions or additional
information into any relay call. This also means the CAs shall not make any
value judgements on the profanity or obscenity or legality of any messages.
Furthermore, the CAs shall not hold personal conversations with anyone
calling the system.

Sprint CAs serving FRS will not counsel, advise, or intetject personal opinions or
additional information into any relay call. The CAs do not make any value
judgments on the content of any relay communication and will not hold personal
conversations with anyone calling FRS.

1) Users shall not be required to give their names or the name of the party they
are calling, unless needed for billing.

Sprint CAs do not require the caller’s name or the name of the party they are
calling in order to process a call unless required for billing purposes.

m) For each incoming call, the CA shall without delay make as many outgoing
calls as requested by the caller.

The FRS user has full control of the relay call. There is no limit to the number of
calls a user may request the CA to process.

n) If a user requests that a CA of a specific gender be used, the system shall
comply whenever possibie.

Each CA is assigned a unique four digit number and gender identification. On
TTY calls, the system automatically sends the ID number and gender. On voice
generated calls, the CA verbally states their [D number. If a request 1s made for
another gender CA, every attempt is made to honor the request.

o) Ifa user requests that the same CA be used during the entire conversation, the
system shall comply whenever possible.

If a FRS user requests that the same CA be used to process the entire
conversation, Sprint Relay will, whenever possible, comply.
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B.13

[nteraction with Answering Machines and Voice Response Units

The bidder shall explain if and how messages will be left on or retrieved from
answering machines and if and how interaction with voice response units will be
accomplished.

a) The bidder should explain how any access code used to retrieve messages will
be confidentially handled.

FRS CAs will retrieve messages from all voice and TTY messaging systems. Some
messaging systems give information very quickly which challenges the CA to type
the full message on the first attempt. Sprint’s recording technology allows the CA
to record the messages and plays back the message to the CA at a pace that is
possible to obtain the entire message. This technology decreases the number of
times the CA would need to redial to retrieve the messages.

If codes are required, the CA will inform the caller. The caller then gives the CA
the access codes which the CA types on their screen. Once the call is complete,
all codes are automatically erased from our system.

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

Answering Machine Retrieval (AMR) allows deaf consumers to have access to
voice line answering machine messages. When such a request is received, the CA
types instructions to the TTY user to place the handset of the telephone next to
the recording device and play back messages. 'The CA utilizes Sprint’s recording
technology to obtain all information necessary on the first attempt. The TTY
user knows when all messages have played by watching the light on their
answering machine. When the light goes off, the T'T'Y user replaces the telephone
handset onto the TTY. The CA will type all of the recorded information to the
customer.

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

Sprint charges the customer for the first call attempt (which is typically the
shortest). Subsequent redials to leave a message are not charged to the customer.
Sprint has developed a procedure using our Ultra WA'LS lines to ensure that with
additional outdials, the customer does not incur toll charges. Sprint does not pass
these toll charges on to the end user, the FPSC, or the State of Florida.
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B.14

B.15

B.16

d) The bidder should explain if and how calls will be handled in order for the
caller to interact with voice response units. (e.g., “Press 1t0...”).

The CA types all information and choices to the customer. If customers know
they will reach this type of device and know which option they want, they can
provide that information to the CA during the call set up.

Languages Served

At all times, the provider shall make available CAs with the capability to provide
relay service to users who use either English, Spanish or ASL (American Sign
Language) on their relay call. Translation from one language to another is not
required.

Sprint offers Spanish Services, which provide Spanish-to-Spanish, English-to-
Spanish, and Spanish-to-English translation handled by proficient bilingual CAs.
"Their workstations are modified to provide macros and other functions to the
caller in Spanish. Sprint is the only relay provider that includes Spanish services as
part of our standard relay product. Sprint also offers relay services to callers who
use ASL on their relay call.

Additional Languages Served

The provider will not be required to serve languages other than English, Spanish,
or ASL. However, additional evaluation points may be given for proposals that
include how the provider would handle relay calls using one or more additional
languages (e.g. French, or Creole etc.).

Sprint through its subcontractor Precision Response Corporation (PRC), will
provide one primary CA position to handle French and Creole calls. This service
will be available between the hours of 8:00 am and 2:00 am eastern time, seven
days per week. This service will have its own separate and new 800 access
numbers. Due to the unknown call volumes and trends, Sprint respectfully
requests the ability to negotiate growth-expenses on an as needed basis.

In addition, Sprint will access any language service provider that can be reached
through telecommunications. When a person calls the relay service, Sprint will
connect that caller to a language service provider.

Shift Advisor/Consultant

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

All Sprint relay centers have at least one supervisor sufficiently proficient to assist
customers who use ASL and will be available during each working shift.
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B.17

Confidentiality of Calls

As required by s.427.704(1)(c), F.S., all calls shall be totally confidential: no written
or electronic script shall be kept beyond the duration of the call. CAs and
supervisory personnel shall not reveal information about the content of any call
and, except for the minimum necessary for billing, complaint processing,

statistical reporting or training putposes as further described in this RFP, shall not
reveal any information about a call. CAs and supervisory personnel shall be
required to sign a pledge of confidentiality promising not to disclose the identity of
any callers (except for the reasons discussed in this section) or any information
learned during the course of relaying calls, either during the period of employment
as a CA or after termination of employment.

No written or taped information regarding a relay call is kept once the call is
released from the CA position. The from and to numbers are removed once the
call has been terminated; at this point, the billing information is transferred to the
billing files and is only accessible for billing purposes. Sprint retains records for
the sole purpose of billing. If a customer registers a concern regarding operating
practices and wishes to reveal their name, it is only used to follow up with the
customer and explain the resolution Sprint has taken in regard to their concern.

All relay center personnel are 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 regarding confidentiality.
Sprint’s confidentiality policy is outlined below:

Operator

» Prospective CAs are screened in the interview process on issues regarding
ethics and confidentiality.

* During initial training, CAs are presented with examples of possible
questionable types of breaches of confidentiality.

= Stress can be a factor in maintaining confidentiality. CAs receive training on
healthy detachment.

* At the beginning of initial training, each CA must sign a confidentiality
agreement. (sce Figure B.17-1, Pledge of Confidentality).

* When CAs require counseling due to a stressful call, they will not discuss
specifics about the call. Sprint has consulted with a medical agency to provide

a confidential employee assistance program.

= Breach of confidentiality may result in termination of employment.
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Building
» CA center has security card key access.
« Visitors are not allowed in the CA work area.
= CA terminal screens are not visible from any window area.
= Breach of confidentiality may result in termination of an employee. All claims
of breach of confidentiality will be investigated. If after the investigation it is

confirmed that any employee committed a breach of confidentality, the
employee will be terminated.

Sprint Relay Service Confidentiality Policy

1. All'TRS call related information s to be strictly confidential.

2. Nothing is to be edited or omitted from the content of the
conversation or the spirit of the s peaker.

3. Nothing is to be added or intetjected into the content of the
conversation or the spirit of the s peaker.

4. To assure maximum user control, the employee will be flexible
in adapting to the consumers needs.

5. FEmployees will strive to further competency in skill and
knowledge through continued training, workshops, and
reading of the current literature in the field.

Employee Role

I The employee or contractor shall not reveal any information
about the call, including the fact that the call is being
performed. Information learned from a call cannot be used
for personal gain. All call related questions or problems
will be discossed with management.

ta

The employee shall transmit exactly what is said in the way
that it is said in the way it was intended, including
profanity; in the language of the consumer's choice.

3. The employee shall not counsel, or interject personal opinions,
even when asked (o do so by the consumer.

I have read and understand the Sprint Relay Service Confidentiality Policy. lagree to
comply with the code and understand that failure to do so will lead to disciplinary action
that may include my termination,

Employee Signature Date Supervisor Signature

Print Name, Company Representing and Title

FLTRG01

Figure B.17-1. Pledge of Confidentiality
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B.18

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

i. names of the parties to the call
ii. originating or terminating points of specific calls
iii. specifics of the information conveyed

Sprint trainers share examples of past experiences without revealing any
information which would allow a person to identify name, gender, or ages of the
parties involved on a call. Origination or termination points are not used when
discussing calls for training purposes. No specific information is given regarding
the content of the call or calls.

b) CAs shall not discuss, even along themselves or their supervisors, any names
or specifics of any relay call, except as necessary in instances of resolving
complaints, bill processing, emergencies or for training purposes. CAs may
discuss a general situation with which they need assistance in order to clarify
how to process a particular type of relay call. CAs should be trained to ask
questions about procedures without revealing names or specific information
that will identity the caller.

During training, CAs role play various scenarios that teach them the correct way
to ask for assistance from their supervisor on a relay call without divulging
specifics of the call. CAs who need to discuss a difficult call with a supervisor
must do so without revealing names or any specific information about the call.
CAs who want to clarify a procedure for a specific call will use generalizaton in
discussing it with their supervisor. No specific names or contents discussed.

c¢) Watching or listening to actual calls by anyone other than the CA is prohibited
except for training or monitoring purposes or other purposes specifically
authorized by the Commission. FPSC staff shall be permitted to observe live
calls for monitoring purposes but shall also comply with the confidentiality
provisions above.

Watching, or listening to, actual calls is only permitted for training or monitoring

purposes.

d) A copy of the Confidentiality Policy shall be provided to a user upon request
and at no cost.

Sprint will provide a copy of our Confidentiality Policy to a relay user upon
l‘{;‘qUCSt at NO COost.

Voice and Hearing Carryover

Provider shall provide both voice and hearing carryover upon request of the user.

A TDD user may request voice carryover (VCO) which will allow him/her to speak
directly to the telephone user and receive the message typed back on the TDD.
Also, a TDD user may request hearing carryover (HCO) which will enable the
TDD user to directly hear what the telephone user is saying and type back his/her
message which will be spoken by the operator.
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As part of its proposal the bidder should describe in detail how incoming 2-line
VCO calls will be handled. As part of its proposal the bidder should also describe
in detail how outgoing 2-line VCO calls will be handled.

speak for themselves by means of voice cartyover to voice carryover (VCO to VCO)
and for two persons who are speech disabled to hear for themselves by means of
hearing carryover to hearing carryover (HCO to HCO).

|
|
The provider shall make provision for two persons who are hearing disabled to i
|

Voice Carry-Over and Hearing Carry-Over

Sprint was the first relay provider to offer VCO users the ability to conduct their
entire call using their voice and HCO users the ability to listen during the call set-
up, ringing, and the called party answering the telephone. These enhancements
eliminate the need for VCO users to type and accelerate the call set-up and wrap-
up portions of the VCO and HCO call. VCO and HCO users may use cither the
acoustic or direct connect mode to place their calls.

Voice Carry-Over (VCO) i

Voice Carry-Over provides users the option to use their own voice to place a call |
through Sprint Relay. Figure B.18-1 illustrates VCO. '

4. CA listens and types the
message to the VCO User

5. VCO User reads the
typed message

3. Voice User speaks
histher response

Communications

Assistant

Voice User

. Voice U i
1. VCO User speaks 2. Voice User listens

FLTROMG

Figure B.18-1. Voice Carry-Over
Note: FRS users will also have VCO with Privacy/NO GA capabilities.
VCO with Privacy — the CA will not hear the VCO users’ voiced messages and no
“GA” 1s needed from the VCO user. The voice user will be heard by the CA and
must give the “GA” each time to alert the CA that he/she is finished speaking.
VCO users may choose to have their telephone numbers permanently branded as

VCO. When a telephone number is branded VCO, each call into FRS receives a
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unique greeting. The following is an example of the VCO greeting used. The
caller can either voice or type their call set-up instructions to the CA:

FRS CA 1234F VOICE (Or TYPE) Now GA

Hearing Carry-Over (HCO)

Hearing Carry-Over (HCO) allows people who are speech disabled to use their
hearing abilities to listen directly to their party. The CA voices the typed
responses from the HCO user to the hearing person, who then speaks directly to
the HCO user without CA interaction. Figure B.18-2, ‘Hearing Carry-Over’
shows this.

4. CA reads and voices the
message to the Voice User

1. HCO User types the message 3. Voice User listens

Communications
Assistant

- 2. Voice User speaks
5. HCO User listens directly to HCO User

Figure B.18-2. Hearing Carry-Over

Sprint was also the first relay provider to offer HCO users the ability to hear the
call set-up known as voice progression technology. This advancement eliminates
the HCO user’s need for reading macros and instead allows him/her to listen to
the call set-up, ringing, and the called party answering the telephone.

FRS HCO 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 greeting. The following is an example of the HCO greeting used:

FRS CA 1234F YOU MAY HEAR VOICE OR READ ON TTY GA

As a result of continuous input from HCO and VCO users, Sprint Relay has
developed enhanced VCO and HCO services. These enhancements allow a
preferred communication method for each user when calling through FRS. As a
part of Sprint’s standard relay features, the enhanced VCO and HCO services will
be provided to FRS at no additional cost.
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VCO-VCO Calling

VCO-to-VCO users can communicate with other VCO users through relay. The
CA listens to each VCO user’s spoken words and types for the parties at both
ends. Figure B.18-3 depicts VCO-VCO calling,

Note: VCO and ASCII cannot be used at the same time.

2. CA listens and types the
message for both VCO User

1. VCO User speaks

3. VCO User speaks

Communications
Assistant

typed conversations

FLTRO1S

Figure B.18-3. VCO-to-VCO Calling

35




! B. The Service To Be Provided

VCO-TTY Calling

VCO-to-TTY users can communicate with cach other through relay. 'The VCO
caller uses his/her voice to speak, which is typed by the CA, to the TTY user.
The T'TY user types directly to the VCO user, who reads the typed message
across the TTY screen, with no CA interaction. Figure B.18-4 depicts VCO-T'TY
calling.

2. CA listens and types the
message to the TTY Users

1. VCO User speaks 3. TTY User reads and

types back the response

Communications

Assistant

FLTRD1E

Figure B.18-4. VCO-to-TTY Calling
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Two Line VCO

Two line VCO provides a “real-time” conversation between the VCO and voice
users with two telephone lines (one from conference calling capabilities). The
VCO user speaks directly to the voice user on one line while the other line 1s used
to receive the CA’s typed responses from the voice caller. This occurs without
saying “GA” and allows two-way uninterrupted conversation; it provides a more
natural flow of conversation. Figure B.18-5 depicts two line VCO.

2. CA types the message
to the VCO User

1. VCO User can speak
and read the typed
conversation at the
same time

First telephone line for typing o R C RS

Assistant

=5
Secondiulephons e

with 3-way Calling for
speaking only

3. Voice User listens
and speaks

FLTROY4

Figure B.18-5. Two Line VCO
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Reverse Two-Line VCO

Reverse two-line VCO is similar to two-line VCO. The major difference is in the
sequence of connecting the relay operator or hearing person to the voice line. In
two-line VCO, you dial the relay center first and connect the hearing person
second. In reverse two-line VCO, you receive a call from a hearing person first
and then dial/connect the relay operator second. Reverse two line VCO allows
hearing people to call deaf or heard of hearing individuals without calling the relay
service.

Rela

Deal/Hard of First telephone line for typing Relay q:":n

I:;r:‘g Operator flitirm

answers

incoming call

on second

line.

32:’:;"’ % Second telephone line ::::v
I person calls with 3-way Calling for el
I relay on speaking and listening e

second line listens

-

FLTRO

Figure B.18-6. Reverse Two-Line VCO
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HCO-HCO Calling

HCO users can communicate with other HCO users through relay. The CA reads
the typed message from the HCO user and voices to the other HCO user who
listens and then types his/her response back in the same manner. Figure B.18-7
depicts HCO-HCO calling.

Communications
Assistant

HCO User A rerernsananssisaniiniiianieay »

1. HCO User listens and types 2. CA voices the typed message 3. HCO User listens and types
to the HCO Users

FLTADIT

Figure B.18-7. HCO-HCO Calling

VCO-HCO Calling

VCO-to-HCO users can communicate with HCO users through relay. The VCO
user speaks directly to the HCO user and the HCO user types their responses
directly to the VCO user. Figure B.18-8 depicts VCO-HCO calling.

4. CA does nothing

5. VCO reads the typed message

Communications

Assistant

1. VCO speaks to the HCO User 2. HCO listens

FLTRD8

Figure B.18-8. VCO-to-HCO Calling
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B.19

HCO-to-TTY

HCO and TTY users can communicate with each other through relay. The HCO
user types directly to the TTY user. The CA voices the TTY user’s typed message
to the HCO user. Figure B.18-9 depicts the HCO-to-T'TY sequence.

3. CA read and voices the
message to HCO User

2. TTY User reads and
types back the response

1. HCO User types
directly to TTY User

Communications
Assistant

4. HCO User listens

FLTRO20

Figure B.18-9. HCO-to-TTY

Obscenity Directed at the Operator

CAs do not have to tolerate obscenity directed at them. A proposal should specify
how the provider will handle these situations.

CAs who receive a call from a customer using obscenity directed at them will try
to redirect the caller. The CA will ask the caller if they wish to place a call. This is
repeated twice. If the caller continues to be offensive, the CA will notify the caller
they are asking for a supervisor. The supervisor again asks the caller if they wish
to place a call. This is repeated twice. If the caller continues to use obscenity, the
Supervisor informs the caller that if they do not wish to place a call, the line will
be released. Only the supervisor can give approval to release an inbound
customer.

If the customer uses profanity directed at the CA during a relay call, the CA will
remain calm and continue to relay the call.
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B.20

Emergency Calls

Although most of Florida is covered by 911 communication centers prepared to
handle TDD calls directly, the bidder shall develop and follow a policy for
handling and referring emergency calls. The policy may include procedures for
referring callers to emergency services and numbers other than 911,

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

To ensure comprehensive emergency call handling, Sprint utilizes the following
procedures. The CA will:

= Render their terminal unavailable to receive another call

= Notify a supervisor

= Determine the area code and number from which the customer is calling (if
not recetved)

« Determine the type of emergency response needed, (police, fire, ambulance)

- Inform the customer that the emergency provider is being called

= Dial the Directory Assistance Operator

+ Provide the appropriate information to the Directory Assistance Operator

« Dial the emergency number given by the Operator

» Announce the call to the emergency dispatcher

»+ Adpvise the dispatcher of the area code and number of the caller

+ Advise the dispatcher of the emergency services requested

= Stay on the line until the call is complete

» Document the call.

The CA stays on the line with the emergency provider until told by the dispatcher
that their services are no longer needed. This includes situations where the
inbound caller disconnects for any reason. By remaining on line, the CA can
provide vital information necessary to ensure that rapid, appropriate emergency
service is rendered.

Customers may also utilize the individual customer database to speed up the
process of placing emergency calls. Customers may provide the CA with up to 5
emergency numbers prior to placing an emergency call. If a FRS user has supplied
emergency numbers in their customer database profile, their ANI activates their
database profile thus providing the correct emergency number to the CA. Sprint
has tailored solutions to meet each State’s emergency requirements. We look
forward to meeting the unique needs of the State of Florida. Please feel free to
talk to our references provided in Section C.5 to find out how Sprint handled the
emergency calls in those states.
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B.21

Blockage

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

To the extent the relay provider has control of the network blockage signal and the
ability to do so, calls that are blocked must receive a network blockage signal of
120 impulses per minute.

While Sprint can ensure that 99% of inbound calls reaching the Relay Center per
day, ring or are answered by a CA, Sprint offers a more customer-oriented and
realistic blockage measurement. With the current requirement, virtually every call
blockage measurement will be zero, as demonstrated by the current provider’s
report. This is because, within the Sprint Relay System, the ACD switch is
virtually non-blocking. A call reaching the switch at a relay center cannot be
blocked before it rings at a CA position (unless the switch is completely out of
service).

With other state contracts where Sprint is the relay provider, blockage 1s measured
from the point where the call is identified as a relay call, to the termination of the
inbound call when it rings at the CA position.

For example:
1. acaller in Jacksonville dials the Florida 800 relay number

2. the call is detected by Sprint’s SS7 (Signaling System 7); call record (CDR) 1s
initiated; blockage measurement begins

3. the call is routed over Sprint’s SONET network from Jacksonville via Sprint’s
Orlando network switch, to the terminating POP, and finally to the TRS call
center

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

Under this scenario, blockage can occur and be measured anywhere between the
call originator (Jacksonville, in the above example) and the Relay Center. "The
following table is an exact teproduction of a Sprint monthly blockage report,
which is based on network Call Detail Records (CDR) generated by Sprint’s
serving network switch, not the center ACD. As can be readily seen in the report,
occastonal blockage within the network does occur, and is reported accordingly.
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Table B.21-a. TRS 800 Blockage Report

State := Arizona TTY NOONUM = 800367893¢

Date Attempts | Completed | Answered Busy Blocked | Abandoned GOs
10/10/99 1,248 1,248 1177 0 0 0 0
10/11/99] 2,140, 2,138 1,982 0 0 2 0
10/12/99 2,082 2,080 1,974 0 0 2 0
10/13/99]  2.047] 2,040 1,885 0 5 2| 0.0024]
10/14/99 1,988 1,985 1,842 0 1 2 0.0005
10/15/99 2,250 2,236 1,983 0 10 3 0.0044
10/16/99 1,346 1,345 1,227 0 1 o 0.0007
NOONUM|  13,101|  13,072| 12,070 0| 17 1)

Inbound calls that do not reach a CA receive a blockage signal of 120 impulses
per minute, or a voice recording stating that all circuits are busy.

The Sprint TRS Center(s) serving FRS will be fully staffed and provided with
sufficient network facilities to provide a Grade of Service (GOS) of P.01 or better.
Performance of inbound traffic will be measured both within the Sprint network
and on the dedicated trunk facilities serving the automatic call distributor (ACD)
at the relay center.

Sprint offers FRS customers the advantages of a superior digital fiber network
unsurpassed in the industry. Through use of leading switch technology and
SONET network survivability techniques, Sprint’s network ensures a very low
level of call interruption or blockage.

A call across the Sprint network passes over Inter Machine Trunks (IMT) which
are engineered at P.01 GOS at the busy hour to allow for maximum network call
completion. This GOS requirement ensures that at least 99 percent of calls to the
relay center will reach a CA. The local exchange carrier (LEC) network typically
utilizes a P.01 grade of service also, and similar blockage rates should apply on
their facilities.

With system availability in excess of 99.99 percent, the digital, advanced-
technology ACD switch provides unparalleled reliability and fault recovery. In
addition, through redundancy of all major system components, and catastrophic
fault recovery processes, any calls dropped are limited to those not currently in

progr €858.
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P

Answer Time

Provider is responsible for answering 90% of all calls per month within 10 seconds
of reaching the relay switch. Elapsed time is calculated from the time inbound
calls reach the relay switch. In calculating the percentage of calls meeting the
answer time standard, the numerator shall be the total number of calls per month
that are answered (with a CA ready to serve) in 10 seconds or less. The
denominator shall be the total number of calls per month reaching the relay switch
except that the total shall not include calls abandoned within 10 seconds after
reaching the relay switch. However, calls abandoned after 10 seconds shall be
included in the denominator. (Exception: If the Provider is unable to differentiate
between calls abandoned within 10 seconds and those abandoned after 10 seconds
of reaching the relay switch, then all abandoned calls shall be included in the
denorminator.)

Sprint will meet the requirement of answering 90 percent of all calls within 10
seconds on a monthly basis by a live CA. No more than 30 seconds will elapse
between the receipt of dialing information and the dialing of the requested
number.

Sprint has grown its TRS Operations capability to handle approximately 17

million calls per year. We have gained valuable experience in sizing our TRS

operations to accommodate individual State’s requirements, and have the

capability to handle Florida’s traffic while maintaining an excellent standard of e
service. Historical call details have been gathered, by 15-minute periods,

throughout the years of providing TRS service. This historical information can be

combined with Florida—specific information to establish anticipated calling

patterns that accurately predict the needs of FRS.

Sprint will sample the average answer time a minimum of every 30 minutes for
cach 24-hour period. Currently, we sample every 15 minutes for each state
requirement we maintain. Our traffic management Control Center and our
Enhanced Services Operations Control Center (ESOCC) are staffed with
professionals, who understand call processes, call volumes, distribution patterns,
contract requirements and call routing thus ensuring exemplary service.
Historically, Sprint has exceeded customer expectations by providing service
levels unequaled in the industry. Sprint understands the FRS requirements and
will supply a monthly service level consistent with the RFP requirements.

Sprint TRS is also designed to ensure service is provided regardless of regional
problems. For example, September 1997, a severe storm in New York caused
commercial power to fail and damaged Sprint's TRS Center in Syracuse. The
immediate response of the UPS and emergency generator allowed calls in progress
to be processed without interruption. High winds and rain caused damage to the
roof of the building, which threatened agent safety and sensitive electronic
equipment. The center was subsequently shut down as a safety precaution. At
that point, calls directed to the Syracuse center were immediately transferred to
another center through the actions of Sprint's intelligent call routing technology.
TRS customers were completely unaware of the temporary deactivation of the
Syracuse center, and no calls were lost.
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Most recently, during Hurricane Floyd Sprint continued to provided the States of
South Carolina, Maryland, New York, and New Hampshire uninterrupted service.
This was again due to Sprint's intelligent call routing technology.

Equipment Compatibility

It is necessary for the system to be capable of receiving and transmitting in both
Baudot and ASCII codes as well as voice. It is also required that relay systems be
capable of automatically identifying incoming TDD signals as either Baudot or
ASCII. All equipment shall be compatible with the basic protocol of TDDs
distributed in Florida through the Administrator (Ultratec Model Nos. 100, 200,
400, 425, 1140 and 4425 and Ameriphone Dialogue VCO).

All Sprint Relay Centers are capable of receiving and transmitting in voice,
Baudot, and ASCII codes, at any speeds commonly used in the United States
through all terminal stations. When a call is received at the CA position, it is
automatically identified as voice, Baudot, or ASCII, and if ASCII, the baud rate.
Intelligent modems permit the CA to handle either voice or data lines from the
same CA work station. The unique system software, exclusive to Sprint Relay,
identifies whether the line is voice or data, and prompts the CA accordingly. If the
line is data, the device type and baud rate are identified, and a connection made.
To distinguish from voice, data is information generated either by a TTY device
or a computer. A TTY device utilizes a Baudot code, while a computer transmits
in ASCII code. Both devices are fully compatible with Sprint’s Relay network and
call center equipment. This processing of incoming calls provides a quick and
efficient technique for varied customer input, and reduces the average CA work
time to a minimum. All equipment on the Sprint Relay platform is compatible
with industry-wide standards for TTY units.

All Sprint equipment is compatible with the basic protocol of TDDs distributed in
Florida through the Administrator, including all Ultratec models and Ameriphone
Dialogue VCO.

Transmission Levels

Transmission levels must be maintained within industry standards as outlined in
the American National Standards Institute - Network Performance - Switched
Exchange Access Network Transmission Specifications (ANSI T1.506-1997).
Provider must provide updates to those standards as amended by ANSI during the
term of the contract and must meet the amended standards.

Sprint is a certified Interexchange Carrier (IXC) in all 50 states. Sprint’s
transmission circuits meet, and in most cases exceed the ANSI T'1.506-1997,
Network Performance — Transmission Specifications for Switched Exchange
Access Network standards. TRS circuits are carried on Sprint’s all digital fiber-
optic network. Sprint developed the first nationwide 100 percent digital fiber-
optic network, a network designed for clear channel voice and error-free high-
speed data transmission. During the term of any contract with the State of
Florida, Sprint will meet the standards as amended by ANSI.
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Measuring Equipment Accuracy

Every meter, recording and ticketing device used to capture call details for billing
subscribers or the FPSC/Administrator as well as for providing traffic information
shall be tested prior to its installation and shall be accurate 97 percent of the time
to within a 1 second grace period. All equipment shall be maintained in a good
state of repair consistent with safety and adequate service performance.

As the nation's largest provider of relay services, Sprint maintains an automated
process for measuring service statistics, both for subscriber billing and reporting
to the FPSC/ Administrator. With the establishment of new relay call centers,
expansion of existing centers, and scheduled periodic maintenance, all systems for
measuring and recording of call traffic and CA performance are tested for
accuracy and reliability.

Sprint ensures the information being populated into the reporting CDR (Call
Detail Record) to be accurate at least 97% of the time, within a variance of 1
second. The CDR includes the telephone number or credit card number to be
billed, originating telephone number, terminating telephone number, date, start
time of call, ending time of call, and call duration to the nearest 100th of a second.
The CDR, along with Operations Measurements (OM) and NOO (toll-free)
reports, comprise a comprehensive system of statistical measuring and reporting
that will exceed the contract requirements.

Emergency Operations and Uninterruptible Power

In addition to a minimum of thirty (30) minutes battery capacity sufficient to
operate each relay center processing Florida relay traffic at busy season busy hour
load, each relay center shall have installed emergency power generating equipment
capable of maintaining the relay center's operations for extended periods of time.
The uninterruptible power system shall support the switch system and its
peripherals, switch room environmental (air conditioning, fire suppression systemn,
emergency lights and system alarms), operator consoles/terminals, operator work
site emergency lights, and Call Detail Record recording. Provisions shall be made
to meet emergencies resulting from failure of power service, sudden and prolonged
increases in traffic, storms, lightning, etc. Employees shall be instructed as to the
procedures to be followed in the event of emergency in order to prevent or mitigate
interruption or impairment of relay service.

The bidder shall describe its plan for dealing with all types of natural and
man-made problems (e.g., hurricanes, lightning strikes, fires, etc.) which either
isolate the relay center and prevent calls from reaching the center or cause the
center to be unable to operate. In addition, the plan should detail the steps which
will be taken to deal with the problem and restore relay service.
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The provider shall inform the contract manager of any major interruptions to the
operation of the relay center extending beyond five minutes duration. The
contract manager shall also be informed when it becomes known to the relay
center that any portion of the state is isolated for more than five minutes from the
relay center. The provider shall also provide a report after restoration of service.

Uninterruptible Power Supply

Sprint will continue to provide back-up power systems at all Relay Centers. Fach
major Center is equipped with an Uninterruptible Power Supply (UPS), generator,
and sufficient fuel to provide power for 24 hours after a power failure. These
back-up power systems can continue to provide power beyond 24 hours as long
as fuel is readily available.

Sprint’s Florida Relay Center will be equipped with a complete UPS and
generator, Fully capable of handling any power disruption. Working in parallel
with the UPS is Sprint’s Intelligent Call Router, which instantly recognizes a
problem anywhere in the Sprint Relay system and routes the calls to other
operating call centers. FRS customers will be unaware of any system fault.

In the event of a power outage, the UPS provides a seamless power transition
while the emergency generator is brought on line. During this transition of less
than a minute, power to all the basic equipment and facilities for the center
operation is maintained. This includes the switch system and its peripherals,
switch room environment (air conditoning and heating) CA positions (including
consoles/ terminals), emergency Ilg,,hung, system alarms and CDR recording. As a
safety precaution, the fire suppression system is not electrically powered in case of
a fire during a power failure. 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.

With 100 percent generator backup, and immediate transfer of power to the
generator after a power failure, full load interval on the batteries is reduced to a
minimum. This results in long battery life and ample battery energy in the unlikely
event of a brief delay in the generator coming on line.

The past performance of Sprint’s TRS back-up power systems assures high
operational reliability. Back-up systems have been required during power outages
approximately three to four times a year, and have worked effectively when
needed. Sprint also tests the back-up power systems once a week. Sprint has a
maintenance agreement for the UPS systems and batteries, which consists of a
semi-annual manufacturer’s inspection and 24-hour emergency response. Sprint’s
back-up power system will ensure reliable service for FRS users.
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Switching System

Sprint uses the Rockwell Galaxy ISS 3000, a switching system that is an integral
picce of the 'TRS platform. The ISS 3000 switch is an all-digital, state-of-the-art
system that provides unsurpassed reliability and fault recovery. The Galaxy ISS
offers system availability in excess of 99.99 percent, redundancy of all major
system components (including the CPU), and catastrophic fault recovery that
limits the dropping of calls to those not currently in progress. Calls will not be
dropped if they have been answered by a CA position. The Rockwell Galaxy is
currently used as the switching platform for a large number of E911 service
providers, whose demands require the utmost in system reliability.

All of the Galaxy ISS 3000 preventive maintenance functions can be performed
on-line, with no affect on call processing. In addition, the Galaxy ISS provides on-
line and off-line diagnostic routines that identify system faults or failures to the
individual board level. On-line diagnostics are launched automatically and can be
launched manually. Automatic diagnostic procedures are continually run by the
switching system software to detect defective components before they are used.
Manual on-line diagnostics are launched at any time from the maintenance and
administrative terminal located with the unit, and have no affect on call
processing, calls in progress, or calls waiting to be answered. The maintenance and
administrative terminal includes keyboard, screen and printer capabilities.
Diagnostics routines are scheduled by the switch processor and run at the earliest
non-service affecting opportunity (within seconds).

Fach Sprint TRS center maintains a complete system’s spare inventory to meet
any malfunction or emergency situation. In addition to spares for ACD switch
components, spare units include CA position units, computer desktop spares, and
LAN and modem equipment.

Disaster Recovery Plan

Sprint’s comprehensive Disaster Recovery Plan for FRS is provided in

Appendix A of this proposal. The Disaster Recovery Plan details how data is
recovered and service restored in the event of a natural or man-made disaster. The
plan also confirms Sprint’s commitment to notify the Contract Manager if a
service disruption of 5-minutes or longer occurs. Additional reports will be
provided within 24 hours and 5 business days. These reports provide a complete
summary of the problem and the corrective action taken.

The Disaster Recovery Plan developed for FRS details the method Sprint utilizes
to cope with specific disasters. It includes alternate, quick, and reliable switching
of calls and network diagrams identifying where traffic will be rerouted if
vulnerable circuits become inoperable. Besides typical network outages, the FRS
disaster recovery procedures apply to specific disasters that are not part of the
network. The plan details the steps (including escalations) that will be taken to
deal with the problem and restore T'RS.
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In the event of a major disruption in operations at any TRS Center, TRS traffic 1s
dynamically rerouted within minutes to any of Sprint’s eleven other TRS centers.

State-specific call processing software resides at each of Sprint’s TRS Call Centers.

Sprint CAs are trained in advance to provide service to another State’s TRS; the
transfer of calls between centers is transparent to users. Figure B.26-1 illustrates
the use of an alternative traffic route.
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Figure B.26-1. Alternate Traffic Routes

The most recent example of Sprint's network durability and emergency capability
is Sprint’s response to the devastation caused by Hurricane Floyd on the Atlantic
Coast. Even though two call centers in the Sprint network were temporarily shut
down by this destructive storm, service to Sprint provided states (South Carolina,
Maryland, New York and New Hampshire) continued uninterrupted. Sprint's
intelligent call routing technology routed calls to the next available agent so that
relay service was maintained.
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Another example of Sprint’s successful disaster recovery planning procedures is
the 1997 severe storm in New York which caused commercial power to fail, and
damaged Sprint’s TRS Center in Syracuse. The immediate response of the UPS
and emergency generator allowed calls in progress to be processed without
interruption. High winds and rain caused damage to the roof of the building,
threatening CA safety and sensitive electronic equipment. The center was
subsequently shut down as a safety precaution. At that point, calls directed to the
Syracuse Center were immediately transferred to another center through the
actions of Sprint’s intelligent call routing technology. TRS customers both locally
and throughout the TRS network, were completely unaware of the temporary
deactivation of the Syracuse center, and no calls were lost. Sprint's call routing
diversity, disaster recovery planning, and an alert and prepared maintenance crew
limited the effect of the outage significantly.

Transmission facilities supporting TRS are part of Sprint’s all-digital fiber-optic
backbone network. Our state-of-the-art telecommunication system enables quick
recovery during network outages. Sprint’s fiber network and extensive Point of
Presence (POP) coverage in Florida is more than adequate to satisfy the State’s
desire for additional circuits to large concentrations of users. With 14 POPs in
the State, all areas of Florida will be adequately serviced by Sprint TRS.

Based upon information reported to the FCC by each carrier, Sprint has the most
reliable network compared to our largest competitors. Carriers are required to
submit outages to the FCC when service is distupted for 30 minutes or more and
has at least 90,000 calls being blocked. Table B.26-a details the 1998 and 1999
(through September 10th) outage information gathered from the FCC report.

Table B.26-a. FCC Reported IXC Service Outages

Inter-Exchange Number of Number of Outages 1999
Carrier (IXC) Outages 1998 (through September 10, 1999)
Sprint 3 2
AT&T 14 13
MCI 7
_—J - . - —ee SR | 13
WorldCom 13

The Commission and the State of FRS users can be assured of continuous quality
service with Sprint’s disaster recovery process.

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

Sprint relies on the re-routing capability of the Sprint Relay network to avoid any

situation where an intercept message may be necessary. A system or power failure
at any TRS Center or the relay switch serving Florida causes incoming calls to be

re-routed to other TRS centers within the Sprint Relay network. No calls are lost.
In the event a problem occurs after a call has reached the relay center serving
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Florida and during an outbound call from the center, a message will be provided
to the caller in voice or TTY.

In the unlikely event of blockage of trunks into the center, a message announces,
I’M SORRY, ALL TRUNKS ARE BUSY NOW. PLEASE TRY AGAIN LATER,

or a fast busy tone (120 pulses per minute) will be heard. For blockage of more
than a few minutes, call re-routing action restores complete service.

Should a local disaster situation occur, and a center must be evacuated for safe
> ty
reasons, but no technical disruption occurs, an intercept message announcing,

“DUE TO A LOCAL EMERGENCY, CAS NEED TO LEAVE THE CENTER. PLEASE
HANG UP AND CALL AGAIN; YOUR CALL WILL BE MOVED TO A DIFFERENT
CENTER"

is enabled at the affected center. This message is activated upon notification of the
emergency it allows the immediate evacuation of CAs and prevents further calls
from being received. The message is terminated when a safe environment has
been restored at the center and CAs are ready to receive calls. Minutes of use
attributed to accessing any intercept messages are not included in billable minutes.

Service Expansion

Bidder shall show the capability of expanding services in response to increasing
demand. Bidder shall develop and illustrate in its proposal a detailed plan of how
this expansion will be accomplished. The plan shall include, but not be limited to,
trunking capacity, CA work stations, personnel staffing and equipment capacity.
The plan shall also indicate how any time lag shall be avoided to meet any
Increased call volume. The above plans shall allow the provider to be able to
maintain all standards listed in the RFP.

Sprint is capable of expanding services in response to increased demand while
meeting or exceeding all traffic and operational standards listed in the FRS
requirements. Sprint will be fully responsible for the initial and future design and
component level of the system. All equipment, software, and facilities required to
achieve the standards and to handle the types of calls required for FRS, will be
provided and maintained by Sprint at no additional cost to the FPSC, other than
the contracted cost per Session Minute of use. This includes all components
necessary to expand the service. Cost to upgrade or provide new features or
services will be subject to negotiation.

The Sprint Relay trunking capacity, CA work stations, personnel staffing, and
equipment capacity in support of FRS are equipped to handle an immediate 25
percent increase in requirements. Based on usage studies, the trunking,
workstations, and support equipment will be expanded when the use of these
system components reaches 80 percent of the equipped capacity. The engineering,
installation, test and acceptance of equipment additions will occur within 60 days
of reaching the 80 percent level, thereby avoiding any blockage of offered traffic.
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Fquipment utilization is monitored weekly. Quarterly usage studies of TRS
system components ensure that optimum capacity requirements are met. This
serves to keep costs at a minimum, while ensuring maintenance to all service
standards as detailed in the FRS requirements. Figure B.28-1 details a typical
expansion cycle for FRS.

Florida Relay
Service Expansion Schedule

1D Task Name - .;m Wesk 1 | Wosk2 | Wk 3 | Waak 4. | Wealc 8 | Weak @ | Waakc7 | Waak &
1 | Future Service Constraint Identified od .1
2 | Planning & Funding Approval 10d i e Ak
3 | Fumiture & Electronics Order & Delivery | 18d
4 | Transmission Trunk Order & Delivery 18d
§ | ACD Components Order & Delivery 18d
6 | Agent Hiring 14d
7 | Agent Training 10d
8 | Furniture & Equipment |nstallation 8d i
9 | Contormity Testing of Positions/Trunks | 3d
10 | Final System Test & Acceptance 1d
11 | Begin Expanded Service od

FLTROT3

Figure B.28-1. Service Expansion Schedule

B.29  New Technology

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

Sprint Relay has a proven track record of implementing new technology and relay
enhancements before the test of the industry. Sprint was the first relay provider to
deploy:

« TRS Customer Database

. Automatic Error Correction

- Branding of VCO/HCO Call Types
« Carrier of Choice Functionality

« 24-hour, 7-day Customer Service

* Regional 800/888/ 877 LEC Business Office Service
- 900/800 Pay Per Call Services

+ Speech-to-Speech

= Voice Call progression

« Video Relay Trials

« Speech-to-Text Trials.
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Sprint is currently conducting Speech-to-Text Trials to demonstrate the
application technology in a relay environment. The trial dates are September 1,
1999 through February 28, 2000; Sprint has invited over 200 participants, both
Voice and TTY users, from across the country to take part in the trials. Sprint's
Independence, Missouri Relay Center is processing these calls. Sprint has
included a press release regarding our speech-to-text trial below.

Sprint And Ultratec Announce Technology Trial To Improve Telecommunications
For Deaf & Hard-Of-Hearing Persons

Seattle, July 16, 1999 -- Sprint and Ultratec today announced plans for a six-month technology trial in which Sprint’s
Telecommunications Relay Service will use new Ultratec voice recognition technology intended to improve the capability
of deal, hard-of-hearing and other relay users to communicate by phone.

The trial of Ultratec’s Fastran ™ technology, which will be implemented in September for some customers calling into
Sprint’s Independence, Mo., relay center, is expected to streamline relay service, reducing some of the delays inherent in
traditional relay calls to make them more functionally equivalent with voice calls. The announcement of the trial was
made at the Telecommunications for the Deaf, Inc. (TDI) conference in Seattle.

The technology trial announcement comes just two days after the Federal Communications Commission expressed its
support for telecommunications improvements for deaf and hard-of-hearing persons by approving new rules requiring that
telecommunications equipment be developed with greater accessibility in mind.

Telecommunications Relay Service (TRS) agents serve as professional intermediaries, relaying phone conversations
between standard voice telephone users and text telephone (TTY) users. In most cases, a deaf or hard-of-hearing person
transmits written words to the agent, who reads them aloud to the hearing person. The agent then transcribes the hearing
person’s spoken response, and that is transmitted to the text telephone screen of the other user.

Fastran, short for “Fast Transcription,” is a system that uses voice recognition technology, among other methods, to help
increase the transcription speed of relay operators. For even fast-typing agents, the rate at which they can transcribe is

| much slower than the rate at which the caller is speaking, which causes delays and pauses in the conversation.

Fastran replaces typing with a voice recognition system specially designed by Ultratec for relay use, enabling the agent o
transcribe the conversation faster. The Relay Operator is relieved of all but a small amount of typing for proper names and
unusual words.

“Since the day we began providing relay service in 1990, Sprint has devoted considerable time and resources o improve
the capabilities and expand the options for persons who use the relay,” said James F. X. Payne, assistant vice president of
Sprint’s Government Systems Division in Herndon, VA. “This technology trial with Ultratec holds great promise for
taking the relay service another step towards equivalency with voice calling.”

Ultratec President Robert M. Engelke, said “Through this joint technology trial, Sprint and Ultratec have taken a
leadership role in recognizing that new technologies such as Fastran hold much promise for providing more functionally
equivalent relay services. Ultratec is delighted to be able to work together with Sprint in exploring new ways to improve
relay for everyone.”

Ultratec is the world’s largest manufacturer of text telecommunications devices (TTYs or TDDs) that enable people who
are deal, hard-ol-hearing, or speech-impaired to communicate over the telephone. For more than 20 years, Ultratec has
been instrumental in advancing technology to make TTYs and relay services more reliable and affordable for people
throughout the world. Among Ultratec’s innovations are some of the most helpful technologies used in relay service
today, including Voice Carry Over, which allows relay users to talk to each other directly through relay.

| Serving 23 states and the federal government, Sprint is the national leader in providing telecommunications relay services
| nationwide.

Sprint is a global communications company - at the forefront ol integrating long distance, local and wireless
communications services and one of the largest carriers of Internet traffic. Sprint built and operates the United States' first
nationwide all-digital, fiber-optic network and is a leader in advanced data communications services. Sprint has $17
billion in annual revenues and serves more than 17 million business and residential customers.
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FRS will benefit from Sprint’s involvement in the joint development of
telecommunications solutions with leading hardware providers, such as NXI
Communications, Inc., Phone TTY, Inc. and Ultratec. Sprint also participates and
attends various technology trade shows, works with educational institutions and
those in the telecommunications industry.

Users of FRS will benefit from Sprint’s significant presence and influence on
national boards that address industry issues, such as coin sent paid and the TRS
Interstate Fund Advisory Council. Sprint conducts periodic surveys and focus
groups, conducted by companies such as Cambridge Rescarch, to gather
information regarding the features desired by our TRS customers.

Once targeted, technologies are developed, tested, and incorporated into the
Sprint Relay product line through quarterly software upgrades and supporting
hardware upgrades. These technologies:

* Improve the quality of relay service through technological advancement
« Lower the cost of relay service though technological advancement.

Sprint Relay will inform the FPSC and the Administrator of any new
developments that would benefit FRS users and negotiate any additional costs of
features mandated by the FCC.

Consumer Input and Participation in Advisory Committee and FPSC
Proceedings

The telephone users shall have input on the quality of the delivery of service.
Bidders shall develop a plan to include the Commission and its Advisory
Committee in any evaluation of the system. A bidder shall not include travel or per
diem costs of the FPSC or its Advisory Committee in its bid price since those costs
will be funded by the State. An outline of this plan shall be included with the
bidder's proposal. The plan should explain methods for consumer input and how
the recommendations from these evaluations will be incorporated into the policies
of the relay center. This does not preclude the provider from conducting
additional internal evaluations which use relay staff. The results of any service
quality evaluation shall be reported to the FPSC office within 15 calendar days after
the last month in each quarter.

Bidders are encouraged to include in the consumer input plan methods for
working with otganizations serving hearing and speech impaired individuals
statewide to conduct periodic community forums. The community forums shall be
for the purpose of gaining user input on the quality of relay service and for
responding to user questions and problems on use of the relay service. The
community forums shall be planned and conducted in conjunction with
organizations serving people with hearing and speech impairments.
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The provider shall participate in all meetings of the Advisory Committee and all
FPSC workshops and hearings relating to relay service unless excused by the
contract manager.

Sprint relies heavily upon the input it receives from users of our relay service and
other key organizations to provide continued quality relay services. Many of the
services we offer today as enhancements beyond the basic requirements of the
ADA were brought to Sprint by consumers of TRS in our existing states. Sprint
uses surveys, evaluations and consumer feedback to ensure a quality relay setvice.

The outline below shows Sprint’s process for the handling and implementation of
consumer input.

Sprint’s Relay Consumer Input Outline for FRS:

1. Customer contacts through Account Management, or the Communications
Assistant Position on a monthly basis

a. Commendations
b. Complaints
¢. Resolutions

2. User Focus Groups initiated by Sprint Account Management/Sales Team

a. Quality of Service and Current Provider Performance Issues

b. Current Scope of Service Provisions

c. Technology available and Desired Future Features and Network
Limitations

3. Community Forums - Sprint will sponsor, present, or exhibit at the functions
of the organizations listed below in an effort to provide outreach, as well as
receive customer input on Sprint’s Relay performance

4. Consumer Survey - Sprint will share the results of surveys with the
Commission, the Advisory Committee and the FPSC. The results of any
service quality evaluation will be reported to the FPSC office within 15
calendar days after the last month of each quarter.

Sprint has included, in Appendix B, a copy of a consumer survey conducted by a
public relations firm for the Maryland Telecommunications Relay Service. We
have also included the survey results which indicate that Maryland Relay users feel
the relay service is fulfilling their communication needs.

Sprint will sponsor community events on an as-needed basis throughout the term
of the contract. Sprint works with relay users in the community that represent
diverse backgrounds and needs. Organizations targeted will include and not be
limited to the following:

= Florida Association of the Deaf
» Florida Chapters of SHHH
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= Hlorida Public Safety Answering Points

= Educational Programs for Deaf and Hard-of-Hearing

= Florida Chapters of AARP

« Florida Chapters of ALDA

« Hlorida Civic and Community Service Organizations

» Florida Rehabilitation and Independent Living Service Organizations
« Florida Local and Statewide Deaf Service Organizations

+ Florida Association of Better Business Bureaus

« Florida Association of Chambers of Commerce.

Sprint will actively seck representatives that can assist in providing feedback from:

= ASL Users

o Late Deafened Adults

= Hard of Hearing (VCO) Users

« Speech Disabled Users

= Voice Telephone Users

- Parents of Deaf and Hard-of-Hearing Children
= Business Users of FRS

+ Spanish Users of FRS.

Sprint is aware of the effect that consumer input has on improving the relay
service. The more informed the consumer is regarding the service, the more
Sprint can count on the feedback of those consumers to continually enhance
Sprint Relay as well as the lives of those that use the service. Below are some
examples of outreach activities that specifically help to inform the relay consumer
about the service, including users in Florida:

» Columbia HCA Hospital Systems with 300 hospitals in 22 states (mostly TN,
TX, and Florida) have agreed to distribute relay informaton throughout the
Columbia HCA network. 'This includes 87 Columbia HCA health care
facilities in Florida.

» The National League for Nursing printed an article about relay that was
distributed to 2,000 nursing schools and health care facilities nationwide and
over 10,000 individual members who are nurses, educators, administrators,
consumers, and students.

« The American Journal of Kidney Diseases is an international publication that
goes to most of the nephrologists worldwide (circulation 7,000+). Since
patients with kidney related illnesses often have hearing and speech disabilities
as well, the AJKD included an article about relay services in its September
issue. The article may help kidney specialists better serve their patients. The
article was also posted on the AJKD website for the month of September.

A member of the Sprint Relay Management team will participate in all meetings of

the Advisory Committee and all FPSC workshops and hearings relating to relay
service unless excused by the Contract Manager. An integral part of our plan
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includes evaluation of the system by the Commission and the Advisory
Committee.

Complaint Resolution

The provider shall establish procedures regarding complaints, inquiries and
comments regarding systemn services and personnel. The provider shall ensure
that any caller to the relay center having a complaint will be able to reach a
supervisor or administrator while still on line during a relay call. All complaints
received by supervisors or in writing shall be documented, including their
resolution, and kept on file and available to the Commission upon request. In
addition, the relay center shall have a toll-free Customer Services telephone
number available and accessible to the public statewide for the purpose of
reporting service or other deficiencies. Records of such reports and copies of
written reports regarding service or other deficiencies shall be maintained for the
life of the contract and for twelve (12) months after conclusion of the contract
period. This record shall include the name and/or address of the complainant, the
date and time received, the CA identification number, the nature of the complaint,
the result of any investigation, the disposition of the complaint and the date of
such disposition. Each signed letter of complaint shall be acknowledged in
writing or by contact by a representative of the provider. The necessary replies to
inquiries propounded by the Commission's staff concerning service or other
complaints received by the Commission shall be furnished in writing within fifteen
(15) days from the date of the Commission inquiry.

Sprint uses established procedures to handle complaints, inquiries and comments
regarding the relay services and personnel. Customer feedback, commendations,
inquiries and comments will enable Sprint to provide the best relay service to the
State of Florida. These elements will also help to build and maintain
relationships with our customers, reinforcing our commitment to service.

Operations Supervisors or Operations Administrators are available 24 hours a day
to provide on-line assistance to relay customers. These employees are responsible
for accepting all customer contacts; documenting the contacts, commendations or
complaints; and forwarding the documentation to the proper source for
resolution. These procedures enable supervisors to provide immediate coaching,
training, or feedback to CAs. Customers have the option to call our 24-hour
Customer Service department at 1-800-676-3777. In addition, the CA has the
capability to transfer the customer to Customer Service if desired.

FRS users may also register a compliment or complaint with the Sprint Relay
Account Manager assigned to Florida through a toll-free 800 access number. The
Account Manager receives complaints directly from customers when customers
would prefer to speak directly to a manager and not go through the agent, a
supervisor or customer service. The Account Manager will document a customer
contact and will try to resolve the issue with the customer directly or will re-direct
the problem to engineering, operations, billing or the appropriate functional area
for follow-up. Complaints are logged with customer service for an accurate tally
of contacts reflected in monthly reports from Sprint.

All complaints received are documented, including their resolution. They are kept
on file for the life of the contract and for an additional 12 months after the
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conclusion of the contract period. The documentation includes name and/or
address of the complainant, the date and time received, the CA identification
number, the nature of the complaint, the result of the investigation, and the
disposition and date of resolution. This information will be made available to the
Commission within 15 days of the date of the Commission inquiry. Sprint will
comply with Florida’s requirement for written acknowledgement for each
customer contact regardless of point of entry with customer service or supervisor,
or through the Account Manager.

For all of Sprint’s relay service calls handled, we experienced call volumes of
14,315,006 from January 1999 through September 1999. During this time pertod
there were 2,598 concerns registered for Sprint Relay. This correlates to 1 concern
for every 5,510 calls or 0.01814 percent of all calls.

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

* Customer |
Contact
Flonda ‘ — |
PSC
(K
Contracting !
Officer
1A
|
Account [‘ » TRS
Manager Florida Relay Customer |
1-BO0-1XX-XXXXK CA | Service {
i T e v J 1-B00-676-3777 r
A A ™ @ A

On-Site
Technicians

— e Supervisor  [lg——

o
H” Manager
.

L P Director

FLTROM

Figure B.31-1. Sprint’s Complaint Process
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Charges for Incoming Calls

The Provider shall make no charge to the users for making calls (incoming) to the
relay service.

There will be no charge to FRS users for making incoming calls to the relay
center.

Billing Arrangements

Provider shall bill for charges for collect calls, person-to-person calls, calls to or
from hotel rooms and pay telephones, and calls charged to a third party. Provider
shall also arrange for billing to any industry standard local exchange company or
alternative local exchange company calling card. For calls billed by or on behalf of
the provider, the bidder shall include a complete description of how users will be
billed for all calls. This description shall include the bidder's procedures for
obtaining billing information from the local exchange and alternative local
exchange companies, whether the billing will be performed directly by the provider
itself or contracted, specific credit cards or telephone calling cards to which calls
can be billed, and a sample bill format. The bidder shall also explain how it will
respond to customer inquiries about erroneous bills and how credits will be issued
or refunds made.

Calls that are carried over Sprint Relay include collect and person-to-person calls,
calls to or from hotel rooms and pay telephones, and calls charged to a third
party. When a call is placed through Sprint Relay, a user is billed in the same
manner that a non-relay user would be billed; this ensures Sprint’s goal of
providing functional equivalency. Billing occurs within 60 days of the calling date.
Sprint accepts non-proprietary LEC (local) and IXC (long distance) calling cards,
and some major credit cards. Sprint processes credit cards that are offered by the
user’s carrier of choice. The rating and invoicing of toll calls placed through the
relay are carried by the customers chosen long distance carrier; that carrier is
responsible for call types and billing options available. Sprint Relay billing is

processed in-house.
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Collect Calls—Sprint’s CAs obtain call acceptance from the called person before
the caller can begin their conversation. This information 1s embedded in the call

detail record and used to bill collect calls to the end user. Figure B.33-1 illustrates
how this is handled.

Step LI

ID LIKE TO PLACE A
COLLECTCALLTO
305 5551234 GA

IDLIKE TOPLACE A

| ﬂ Interexchange Camier
Step 2 | Operator

Outdials to interexchange
carrier operator and
requests collect call billing

Verifies that the collect
call will be accepted, then
connects the call

Florida
CA

Florida CA

begins to relay call (announcement, explanation,
relay begins)

FLTROOS

Figure B.33-1. Collect Call Processing
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Person-To-Person—Person-to-person calls are identified within the call detail
record with a unique value that is recognized by Sprint’s billing system. This
enables us to bill a person-to-person call appropriately. Figure B.33-2 illustrates
how this is handled.

User Florida

CA

Step 2 Verifies Dr. Paul is available,

then connects call.

Qutdials to interexchange
carmrier operator and relays
person-to-person information

Interexchange
Camier Operator

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

Florida
CA

FLTRO06
Figure B.33-2. Person-To-Person Call Processing
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Third Party—The call detail record created for a third party is populated with
appropriate values, ensuring the call is billable as a third party call. Figure B.33-3
illustrates how this is handled.

| Step 1 ||

1D LIKE TO PLACE A CALL TO
3 1234 AND BILL TO
Y HOME NUMBER GA

MAY | HAVE THE
NUMBER YOU ARE
BILLING TO GA

Step 2 “ YES ITS 305
555 1637 GA

THANK YOU
ONE MOMENT

f—

SteP 34“ Florida Interexchange Camer

CA Operator

CQutdlials to interexchange
cameroperator and relays Verfies billing, then
request for third-party biling connects the cal
Florida

S tep 4 CA

The CA begins to relay call
(announcement,
explanation, relay begins)

FLTROO?

Figure B.33-3. Third Party Call Processing
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Sprint Relay CAs frequently relay calls that are billed to prepaid calling cards.
Sprint also relays calls billed through packages as long as the carrier participates in
Sprint’s Carrier of Choice (COC) program and as long as Feature Group D is at
the COC access tandem. Figure B.33-4 illustrates a sample bill format.

A o ACCT NUMBER 802 XX XXXX XXX X
= Spr'nt DECEMBER 3, 1998
h 4 DETAIL OF CHARGES ~ PAGE 11 [
SUMMARY OF CHARGES FOR SPRINT
MONTHLY SERVICE - NOVEMBER 1 THROUGH DECEMBER 1 00 I
ITEMIZED CALL (SEE DETAL) 3.84 !
[ i
CHARGESBEFORE TAXES 7 i
FEDERAL TAX ‘5

STATE AND LOCAL TAXES :
TOTAL 422 ;
SPRINT BILLING INQUIRIES 1-800-877-4646
ITEMIZED CALLS FOR SPRINT
i
NO DATE TIME PLACECALLED ABEANUMBER *  MIN ~ AMOUNT |
1 1117 608PM Orlando AL 4070000000 E 17 1.91# E
2 1129 254PM Tampa FL 8130000000 D 4 334 i
3 1129 258PM Miami A 3050000000 D 10 844 ]
4 121 835AM Miami A 3050000000 D o o ]
See Reverse THANK YOU FOR PAYING BY MAIL ;

Figure B.33-4. Sample Bill Format

Billing Process

Sprint Relay automatically captures all call information pertaining to the billing of
all relay calls, with the exception of 976 calls which are not offered, and creates a
TRS ‘virtual’ call detail billing record. For each relay assisted call handled on the
Sprint network, a call record is created. The Sprint internal call record contains
the following information:

« Telephone number or credit card number to be billed
+ Onginating telephone number

= Terminating telephone number

= Date

= Start Time

= End Time

= Call Time to the full second.
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Sprint’s call detail records are processed through an automated rating and
invoicing system. Sprint uses two internal billing systems to invoice end users that
select Sprint to complete their relay calls. Figure B.33-5 illustrates Sprint’s relay
billing system.

Other IXC's Network
End-User Invoice 1
Florida Rela i | i
oo Y | gz:;:,ﬂem e — :;:3,.:3 i Other IXC's Network ||
Voice . Text End-User Invoice 4
Text Telephane
Telephone Voice T Toll Traffic i
;_______e Access ff Sprint DMS-250 i
Tandem |  SPRINT TRS Toll Calls will be
I __——= identified by f
' information digits ;
60,6667 1
A Reporting Call Detail Record || £
is automatically created for .
all calls processed by i Spmt's Intemal Message b
Flonda Relay Processing Systems mies and ]
i ; appiies appropriata discounts ]
All Flonda Relay end user
* charges have been timely and
A Reporting Call Detail Record accurately cakulatad i
file is provided to the Sprint Relay |
Report Generation Group. . | Florida Relay users who do not i Flonda Relay users who do not identify
identity a prefered camer or who are pra- | a prefemed camer or who are not pre-
The Reporting Call Detail Record| | subscribad Spant customers wil subscrbed Sprint customers wil receive
File is processed though an | | eceive charges on ther Sprint invoice. : theircharges on a Spint page of their LEC invoice
Automated Mainframe Production .
P which creates reports |- Automated Creation of mporting of
and statistical information H end user toll chages invoiced.

required by Florida Relay. -
e

FLTRooS

Figure B.33-5. Sprint End User Billing

A FRS user who selects Sprint to carry their long distance call and is a Sprint pre-
subscribed customer will receive their charges on a Sprint invoice. A billing call
detail record (CDR) is created on the Sprint network. That CDR contains
information that identifies the call as a "TRS call.

A FRS user who selects Sprint to carry a long distance call and is not a Sprint pre-
subscribed customer will recetve their charges on the Sprint page of their Local
Iixchange Carrier’s invoice. The billing call detail record created on the Sprint
network contains information that identifies that 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 invoice the user receives from the Local Exchange Carrier.
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Sprint’s 24 hour Relay Customer Service Center is available to assist FRS
customers who may recetve erroneous bills. Once acknowledged, Sprint provides
credits to a customer’s account.

End User Billing for Intrastate Calls

Intrastate toll calls placed through the relay system and billed by or on behalf of
the provider shall be billed to the voice or TDD caller at 50% of the provider’s rate
for non-relay calls. An additional 10% discount (60% total discount) shall apply to
calls to or from the dual-sensory impaired; the provider shall develop a system for
identifying such users and applying the discount to their calls. Timing for timed
intrastate call billing shall begin when the relay operator advises a party to proceed
with the call and shall not include any initial time by the operator to explain how
relay service works.

The bidder shall explain how its discount toll plan subscribers would be billed for
relayed calls billed by or on behalf of the provider. For example, if a bidder offers a
discount for over 5 hours of usage per month, the bidder should explain how a
subscriber to that service would be billed for any relay calls made during the
month.

The provider shall not charge the end user more for non-message toll relay calling
than would be charged for the same call if billed by the end user's local exchange
or alternative local exchange company. The provider can accomplish this by
obtaining necessary billing information about the end user’s local company in
order to ensure that it does not bill in excess of those rates (e.g., extended area
service calls, extended calling service calls, etc.)

In the alternative, the provider can collect necessary billing information and tum
that billing information over to the end user's local company so that the end user's
local company can bill for relay calls under the local company's rates. If this
alternative approach is taken, the provider shall submit the billing information to
the local company in an industry standard format and the provider shall incur
whatever costs are required to correctly format the billing information so that the
local company can bill the calls.

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

Sprint understands and will comply with the discounts stated in this section.

Sprint will look to FPSC and FIRI to assist us in identifying dual-sensory impaired

customers that are eligible for the additional 10 percent discount.

Table B.34-a depicts the MTS rates. The intrastate rates for Florida will be
discounted 60 percent off these rates.
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Table B.34-a. MTS Rates

IntraLATA
Day Day Evening = Evening Night Night

Mileage Initial min add! min Initial min add! min | Initial min add’l min | .
0-10 0.1000] 0.1000/ 0.1000/ 0.1000/  0.1000|  0.1000
11-22 0.1000/ 0.1000/ 0.1000] 0.1000/ 0.1000  O. 1000|
23-55 0.1000] 0.1000/ 0.1000 0.1000]  0.1000]  0.1000
56-124 0.1000, 0.1000] 0.1000/ 0.1000] 0.1000,  0.1000
125-292 0.1000] 0.1000] 0.1000, 0.1000] 0.1000/  0.1000
1293-430 0.1000,  0.1000|  0.1000/  0.1000]  0.1000/  0.1000
1431+ 0.1000]  0.1000/  0.1000/  0.1000]  0.1000|  0.1000|

Sprint Relay begins timing calls when the dialed customer answers the phone.

Sprmt Relay is able to transport long distance calls through relay in a manner that
is compatible with subscribers’ long distance toll plans. The necessary
information for a carrier to offer discount toll plans is available through relay.

Sprint Relay does not charge users for local or non-toll calls. Sprint proposes to
utilize the mileage band system to prevent toll billing when completing calls made
to or from extended area service plan subscriber locations.

The mileage band system uses vertical and horizontal coordinates of the calling
from and calling to numbers to calculate the distance between the two numbers.
Based on the distance calculated and information received from the LECs, the
system software determines if the call falls within a predetermined mileage radius.
If the call falls within the mtlcage radius it is treated as local. If the call falls
outside the mileage radius it is treated as toll. Mileage bands cross state lines,
ILA'T'As, area code boundaries and LEC territories.

In order to maintain functional equivalency, Sprint complies with LEC calling
plans and does not charge a customer more for placing a call through relay than if
they had placed a non-relay call.

Please refer to section B33 "Billing Process" for a detailed explanation of how
Sprint bills relay calls. Sprint will advise the contract manager if changes are made
in billing methodologies.

Relaying Interstate and International Calls

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

If relayed interstate or international calls are to be billed by the provider to the end

user at a rate higher than the rate for a nonrelay call, the provider shall quote the
rate to the party to be billed before beginning the call. The bidder should indicate
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how its rate for interstate and international calls will compare to the rate for
nonrelay calls and whether any discounts or additional charges will apply to
interstate and intemational relay calls.

Sprint will provide both interstate and international calling for calls that originate
or terminate in Florida and is not billed for any charges or time associated with
these calls, 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 will receive discounts of 35
percent off of day rates, 25 percent off of evening rates, and 10 percent off of
night/weekend rates from the Message Telecommunications Services tariffed
rates for all interstate calls.

Sprint will seek reimbursement for the processing of interstate and international
calls from the National Exchange Carrier Association (NECA). NECA
administers the TRS Interstate Fund by closely monitoring payments into the
fund by telecommunications providers and fund disbursements to Relay service
providers. The minutes reimbursed by NECA are listed on the invoice as a
reduction to the total minutes of service for the month. The State is not invoiced
for minutes associated with the relaying of interstate or international calls. Users
of FRS who place toll calls will be billed only for the toll portion of the call by the
caller’s Carrier of Choice.

Below are the M'TS rates for interstate calls placed throughout FRS.

Table B.35-a. MTS Rates

InterLATA

) Day Day Evening  Evening Night Night
Mileage Initial min add' min | Initial min add'l min _Initial min add'l min
0-10 0.1900/ 0.1900/ 0.1400/ 0.1400, 0.1100| 0.1100
11-22 0.1900, 0.1900/ 0.1500/ 0.1500| 0.1200,  0.1200
23-55 0.2000/ 0.2000/ 0.1600/ 0.1600/ 0.1300| 0.1300
56-124 0.2100, 0.2100, 0.1600| 0.1600| 0.1400/ 0.1400
125-292 0.2200/ 0.2200/ 0.1700, 0.1700/ 0.1500  0.1500
293-430 0.2300/ 0.2300, 0.1700/ 0.1700| 0.1500,  0.1500]
|431+ 0.2400|  0.2400/ 0.1800, 0.1800, 0.1500/  0.1500,

End User Selection of Carrier

The provider shall allow a caller to select an available interexchange company
other than the provider for billing purposes. The provider must meet current and
subsequent requirements of the Network Interconnection Interoperability Forum
for handling end user requests for a carrier other than the provider. The bidder
should include a copy of the current standard along with its proposal and the
provider shall provide to the FPSC any subsequent updates in the standard as soon
as they are adopted.

FRS callers will have their interstate calls carried by any interexchange carrier who
has agreed to participate in the COC program. If a customer states their COC
preference to the CA, the CA determines if the carrier is a participant; if so, the
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call is routed over that carrier’s network. FRS callers are able to use any billing
method made available by the requested carrier, i.e. calling card or major credit
card. As with calls carried by Sprint, most COC participants limit billing methods
based on the originating call’s type of line. For instance, sent paid is not accepted
as a billing method for calls that originate from payphones; international calls
cannot be billed collect. These limitations, however, are not restricted to TRS but
are universal teleccommunications procedures.

If the caller states no COC preference or if their preferred carrier is not a COC
participant, the call is carried over the Sprint network. CAs relay COC calls when
the call is placed over another carrier’s network and explain COC procedures to
customers when needed.

Sprint led the industry by approaching the Industry Carriers Compatibility Forum
(ICCF) to assist in the development of methods and procedures. This resulted in
the technical requirements that provided IXCs with the information needed to
recognize COC calls passed from TRS providers.

Because of Sprint’s involvement in organizing the industry Carrier Of Choice
(COC) issues and our commitment to meeting ot uccccdmg ADA Title TV
requirements, Sprint is the only interexchange carrier (IXC) and TRS provider
who fully implemented COC on the FCC required date of July 26, 1993. On that
date, Sprint was technically and operationally prepared to send COC calls to
participating carriers’ networks and prepared to receive COC calls from any TRS
provider capable of processing COC calls.

Sprint will provide to the FPSC any subsequent updates to the standard as soon as
they are adopted. We have included a copy of the ICCF technical needs and a
sample letter we send to all common carriers in order to enter into an
interconnection agreement in Appendix C of this proposal.

Recipient of Toll Revenues

The relay provider or its underlying telecomunications provider shall be allowed to
retain the toll revenues for all long distance calls billed by or on behalf of the relay
provider or its underlying telecomunications provider.

Sprint understands and will comply.
Long Distance Call Billing

Operator-handled calls shall be carefully supervised and disconnects made
promptly. A check of the timing clock shall be made at least once each twenty-
four (24) hours to ensure that the clocks are synchronized and that the time is
correct. Clock deviations shall not be in excess of 12 seconds. Bidders shall
specify the record system for identifying and documenting long distance and toll
calls for billing purposes. The record shall contain, at a minimum, the following
information:
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a) telephone number or credit card number to be billed (NPA-prefix-line
number)

b) originating and terminating telephone number (NPA-prefix-line number)

c) orginating and rerminating exchange name

d) date

€) start timne

) call duration to the full second (the time in between start tine and end time)

Long distance calls billed to subscribers shall be listed chronologically and reflect
the connect time of such calls based on the appropriate time zone. Bidders shall
also fully describe the billing system and billing process that will be used,
including identification of any subcontractors, specific duties of the
subcontractors, and how the billing record detail will be transmitted to the billing

agent (if any).

Each incoming call to the center is time synchronized to the ACD switch for
CDR recording purposes. A daily procedure is performed to synchronize the
ACD to the Sprint network timing clock, which is linked to Universal Time and
the Bureau of Standards timing source in Colorado Springs, CO. Clock deviation
between all TRS call centers during any one day is never more than a few
milliseconds.

A FRS user who selects Sprint to carry their long distance call and is a Sprint pre-
subscribed customer receives their charges on a Sprint invoice. A billing call detail
record (CDR) is created on the Sprint network. That CDR contains information
that identifies the call as a TRS call.

A FRS user who sclects Sprint to carry a long distance call and 1s not a Sprint pre-
subscribed customer recetves their charges on the Sprint page of their Local
Exchange Carrier’s invoice. The billing call detail record created on the Sprint
network contains information that identifies that 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 invoice the user receives from the Local Exchange Carrier.

Sprint’s internal call records contain the following information:

+ Telephone number or credit card number to be billed
= Originating telephone number

= Terminating telephone number

= Date

= Start Time

= End Time

v Call Time to the full second.

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

Sprint’s call detail records are processed through an automated rating and
invoicing system. Sprint uses two internal billing systems to invoice end users.
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This system is illustrated in our response to RFP Section B.33 — Billing
Arrangements.

Special Needs

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

Special Needs is defined as limiting factors of a physical or literacy nature that
preclude a person who is hearing, speech or dual-sensory (both hearing and
visually impaired) disabled from using basic relay service. Special Needs includes:
(1) physical limitations, either temporary or permanent, which preclude use of a
TDD with or without adaptations for persons with manual dexterity limitations
(e.g., paralysis, severe arthritis, broken fingers) and (2) markedly limited ability
either to read or write English or Spanish which precludes user from being able to
use the relay service. (It should be understood that relay service does not include
transiation from one language to another for the Special Needs population or for
any other consumers.) Special Needs does not include (1) unavailability of
telephone service at the caller's home or business, (2) inability to communicate in
either English or Spanish (i.e., where caller can only communicate in a language
other than English or Spanish), or (3) handling complex calls (e.g., intervening in a
call with a doctor to explain a medical procedure.)

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

Sprint realizes that it is not required to provide special needs services as part of
the proposal. However, because we believe that access to telecommunications 1s
the cornerstone of any successful program, we will solicit annually and contract
with community-based organizations across the State of Florida to provide
services such as:

+ Visual/tactile telephone interpreting (for users with dual sensory impairments
or language barriers to text telephones)

- Community based sites to access video relay interpreting (for users who have
limited access to text telephones due to mobility or language barriers)

- Community based sites to access speech to speech relay service (for users
who have need to access an intermediary agent to assist in an voice to voice
call for speech impaired users).

Sprint has developed a standard Relay Ambassador Program (RAP) RFP that we

use extensively across the United States to assist with outreach and the delivery of
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special needs services. An example of a RAP RFP has been attached to this
proposal as Appendix D.

This RFP would be modified to include the goals and objectives of the FRS in
terms of best serving people who have special needs 1n the State of Flonda.
Approval of the final RFP relcased will be obtained from the FPSC.

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

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

Reimbursement of subcontracting community based organizations providing this
service would be subject to quarterly approval of submitted reports 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 aligns with the goals of
the FRS Program. Agam, final selection of vendors by Sprint would be subject to
approval.

This process will be managed through the Sprint Account Manager serving the
ERS.

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 caller would have
to rake to use the services,

a) Speed Dialing

This feature allows a caller to prearrange to identify certain numbers by name.
The system would know the number to call if the caller asked the CA to call a
particular name.

Frequently Dialed Numbers, sometimes referred to as Speed Dial, allow FRS
users to store up to 10 frequently called telephone names and numbers in their
customer profile. A FRS user can either provide the CA the code for the
frequently called telephone number or the name instead of the entire 10-digit
number. The Frequently Dialed Numbers featurc is a standard feature of the
Customer Database.

b) Last Number Redial

This would allow the caller to have the system dfal the Iast number called via
relay without the caller having to give the number to the CA.

FRS customers may use their LEC provided Last Number Redial to access FRS if
the previously dialed call was placed through FRS. Once the FRS customer
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Features

reaches the relay service, Sprint offers Last Number Redial, based on our database
application, that allows the user to call the last person dialed through the Relay
Center without having to provide the telephone number to the CA. 'The FRS user
can simply instruct the CA to call the last number dialed by typing LNR for “Tast
Number Redial”. When this instruction is given, the system software immediately
performs a databasc scarch based on the caller’s telephone, and retrieves the last
number that was dialed from that telephone number through the Relay Center.
LNR is a standard feature of the Sprint Relay Customer Database.

Unsolicited Features in Basic Relay Service

The provider will not be required to provide unsolicited features in its basic relay
service. However, consideration will be given for additional evaluation points for

proposals that include unsolicited features. The cost to the state for these

unsolicited features must be included within the basic relay service price proposal.

Any additional features not described elsewhere in the RFP, and which the bidder
is including in its basic relay service and price proposal, which a bidder would like
to propose should be fully described indicating how the feature would work, how jt
would improve the systern, which users would benefit from the feature and any
other information which would allow the FPSC and PRC to evaluate the feature.
Examples might include features such as: (ajproviding a caller profile identifying
to the CA the caller's preference regarding use of calling card, carrier of choice, use
of HCO/VCO, descriptions of background noise; video intetpreting; use of speech
synthesis equipment instead of 2 CA to convert text to speech; use of voice
recognition equipment instead of a2 CA to convert speech to text; (b) enhanced
transmission speed and interrupt capability, etc.

Table B.41-a details the relay features available to the State of Florida. These
features are included in the price per minute, as part of the Basic Relay Service.

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

Description/Benefits

Bespers and Pagers

Sprint provides functionally equivatent pager calls, which are made o beepers
and pagers, interactively and non-interactively. Calls are relayad batween
interactive paging services and the Florida Relay Service users. For non-
interactive paging services, calls are made to leave specific numeric information te
accomplish those calls.

Branding of Call Type

System’s ability to answer the incoming call based on the previgus call, the
caller's communication moda (TTY, Voice, ASCII, VCO, HC(G, Spanish, and
Telebraille}.

Upon FRS caller's requast, system's ability to brand the cailer's preferred

Branding of Call Type — Permanant communication moda — TTY, Veice, ASCII, VCO, HCO, or Spanish —

permanently.

Celluiar/PCS Phone Access

Enable FAS cellular customer to reach the Florida Relay Servics’ 800 numbar{s)
te cormplete relay calls.

Custom Calling Services

Through Customer Datapase featurs, it enables FRS cailers to have traditional
LEC services i.e. Call Block, Frequently Called Numbsers.

Customer Databasge

Enable FRS callers to enter specific information in a profile i.a. carrier of chaice,
emargency numbers, last number redial, customer notes, call biock, frequently
dialed numbers, efc. to expadite their call set-up time.

= Name and Address

Callers’ name and address. Available information could save valuable times when
calling for emargancy service.
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Description/Benefits

= Long Distance profile

Callers’ preferred carrier for In-State and Qut-of-State long distance calls. Callers
also could indicate their prefarred billing option when placing long distance calls.

« Frequently Dialed Numbers

Up to 10 numbaers, it allows “speed diai” calls through the Florida Relay Service,

= Qutdial Informaticn

It allows CA to be awars as to how the callers will answer the phone and which
language type they will communicate in.

= Custoamer Notes

It informs CA of speciai requests to handle your call i.e. do net announce the
sarvica, preferred operator gender, sic.

« Call Black

Callers may anter telephone numbetrs from which they do not wish to receive relay
calls.

= Qutdial Restrictions

Callars may restrict the type of call i.e. long distance, international, 900, etc. to be
placed through the Flarida Relay Service.

= Emergency Numbers

Callers may enter emergency numbers such as fire, doctor, police, etc. to
expadite the emergency call processing.

Deaf-Blind Pacing

For Telebraille FAS callers, system's ability to buffer down the TTY (baudot}
transmission speed as low as to 10 words per minute.

Delay Recording Announcer

Sprint offers a delay recording anncuncemeant when a CA doas not answer a call
within 30 seconds at the Florida Relay Service reiay center.

Dialed Numbar Varification

System’s ability te echo the number calling to in the TTY Dial string macro, “NOW
DIALING XXX-XXX-X00(X AINGING 1...2...3..."

Directory Assistance
(Intrastate/interstate)

This feature allows the Florida Relay Servica callers to reach local (LEC) directory
operator or long distance {IXC) DA operator. When the number is obtained, the
caller may choosse te place the call through the Florida Relay Service or call direct.

Enhanced Transmission

New modems have been deployed at Sprint Relay to support enhancements in
ASCII communication protocois. The capabilities of hew modems include
autodetection; connections with modems up to 14.4k; and faster ASCII detection
{3 seconds).

Error Correction

Sprint Relay workstations are equipped with the Error Correction capability to
automatically correct commeon typographical errors and spell out abbreviations
while increasing typing speed and reducing conversational minutes,

HCQ Permanent Branding

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 cail.
The permansent HCO brand graeting macro is:

FRS CA 1234F YOU MAY HEAR VOICE OR USE TTY GA

HCO users can cemmunicate with other HCO usars through FRS. The CA reads

HCO-HCO the typed message from the HCO user and voices to the other HCO user who
listens and then types his/her respanss back in the sama mannet,
HCO and TTY users can communicate with each other through FRS. The HCO
HCO-TTY user types dirgctly to the TTY user. The CA voices tha TTY user's typad message

to the HCO user.

Inbound International

From any International destinations, relay users could reach the Florida Relay
Service through Sprint's International [nbound 10-digit number, 505-224-1837.

The Flotida Relay Sesvice users can request CA to redial their last number. Sprint
Relay is designed to store the user’s last number dialed and it is dialed upon the

Last Number Redial e e
“LAST NUMBER REDIAL PLS GA” or “LNR GA™.
Local/Extended Area Service Callers who subscribe to extended area service plan will receive equivalent

service through the Florida Relay Sarvica.

Machine Recording Capabiiities

This feature reduces redials when CAs receive an audio-text interaction
machines. In maos! cases, it allows the callers to raceive all of the information on
the first cail. It eliminates the number of redials.

Reastricted §00/886/877

This featurs allows tha Florida Relay Service callers to reach 800/888/877 toll-fres
numbers.

Roaming Service

This feature allows the Florida Relay Service calls to originate and terminate
outside the State.

Speech Disabled Indicator

The command {S) typed by speech disablad person would inform the CA that a
speech disabled persen is on-ling.

Text/Voice Transmission

The systemn’s ability to toggle between inbound TTY, ASCII, and Voice calls,
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Description/Benefits

Transfer Gate capabilities

The system’s ability to transfer the FRS callers to Spanish, TTY Operator Servica,
& FRS 24-hour Customar Service gates.

In addition to Spanish to Spanish Relay service, Sprint offers English to Spanish

Spanish to English Translation franslation handied by proficient bilingual {Spanish) CAs. Their workstations are

modifiad to provide macros and other functions to the caller in Spanish.

Cperator services available to complete a TTY to TTY call; obtain Directory

TTY Operator Services (OSD) Assistance information; or raceiva credit for erroneous billing. The number is 1-

800-855-4000.

Variable Time Stamp Macro

This feature {macro} enables the Florida Relay Service callers to know when their
calied party had disconnacted from the call,

VCO Permanent Branding

The permanent branding enables the system to astablish a VCO call
automatically. It eliminates a need for VCO caller to inform CA it is a VCO cail and
voices the call set-up without typing. The permanent VCO brand greeting macro
is: FRS CA 1234F VOICE (OR TYPE} NOW GA

VCO w/ Privacy/NO GA

This is simitar to the standard VCO feature however; the CA will not hear the VCO
calter speaking through the Fiorida Relay Service. The CA will only type voiced
responses back to the VCO user.

VCO-HCO

VCO usars can communicate with HCO users through FRS. The VCO user
speaks diractly to the HCO user and the HCO user types their responses directly
to the VCO user.

VCO-TTY

VCO usaers can contact TTY users through FRS. The VCO user will use his/her
own voice and the CA will listen to the VCO spoken words then type the message
to the TTY user. The TTY user types directly to VCO usar without any CA
interaction.

VCO-VCO

VCO users can communicate with other VCO users through FRS. The CA listens
to each VCO user” spoken words and types for the parties at both ends.

Voica Call progression

The system’s ability to allow Vgice or HCO callers to listen during call set-up i.e.
ringing, busy.

Voice Gender ID

This feature (macra) informs the outbound TTY caller the gender of their caller.

B.42

B.42.a

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

The following services will not receive evaluation points for the purposc of
determining which bidder will be selected to provide relay service. However, once
a provider is selected, the FPSC will determine which of the following services it
may wish to add to the basic relay service and negotiate the conditions under
which these optional services may be offered. If a2 bidder offers a service in this
section and the FPSC chooses to purchase the service, the provider must provide
the service.

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

Other Custom Calling Type Services
The provider will not be required to provide custom calling type services unless

required for certification by the FCC. No addijtional evaluation points will be
awarded to a bidder based on a proposal te provide services which offer
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functionalities similar to those of one or more of the following custom calling
services. The proposed charge to the Administrator for custom calling service
should be separately stated in the price proposal.

The bidder shall explain how a user could receive functionalities similar to those of
the following services in conjunction with a relayed call. The bidder shall also
indicate what additional cost would apply to the relay user, if any. If no separate
charge to the relay user is stated, it will be assumed there is no separate charge.

a) Three-way calling which would allow a user with only one telephone line to
conduct a conversation with two other parties at the same time.

FRS Customers who have purchased three-way calling service from their LEC can
use the feature when placing a call through FRS. This feature will allow FRS
customer to add a third party to a relay call. For example, a TTY caller places a
call to HRS and then bridges another TTY person on their line. The original TTY
caller requests to place a call to a voice person. The CA will make the connection
and relay the call between the voice party and both TTY users. This process also
would apply if it were two voice customers and one TTY user on the line.

b) Call trrace which would allow the caller to dial the relay center and have the CA
provide the number of the [ast call made to the caller via relay.

FRS customers may use their LEC-provided Call trace, or L.ast Number Redial to
access FRS if the previously diated call was once placed through FRS. Once FRS
caller reaches the relay service, Sprint offers Last Number Redial, based on our
database application, that allows the user to call the last person dialed through the
relay center without having to provide the telephone number to CA. The FRS
user can stmply instruct the CA to call the last number dialed by typing “LNR” or
“Last Number Redial”, When the instruction is given, the system software
immediately performs a database search based on the callet’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 Accessto 900/976 Services

The provider will not be required to provide access to 900/976 service unless
required for certification by the FCC. No additional evaluation points will be
awarded to 2 bidder based on & proposal to provide 990/976 setvice. The proposed
charge for 900/976 service should be separately stated in the price proposal.

The bidder should explain how it could provide relay service users with access to
976 and 900 nurnber services. Bidders are to describe how such access can be
provided, how callers can disconnect without being charged and a methodology
for billing the user directly for any charges incutred from the 900/976 service. The
bidder should describe how it would deal with denied 900/976 calls and high bill
complaints for %00/976 calls. If this service is provided, before placing the call, the
CA shall advise the caller that there will be a charge for the call,
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The bidder shall explain in the proposal how interstate and intrastate 990/976 calls
shall be separated for payment purposes.

Sprint’s procedures for 900/976 exceed the requirement. Please sec scction B.A42.f
for an explanation of our procedure and proposal.

Enhanced Transmission Speed & Interrupt Capability

The provider will not be required to provide the enhancements described below
unless required for certification by the FCC. No additional evaluation points will
be awarded to a bidder based on a proposal to provide these enhancements. The
proposed charge to the Administrator for the enhancements below should be
separately stated in the price proposal,

Enhancements may include the ability both to send and receive typed
communications at the same speed as typed or transmitted. Enhanced protocals
may also include the ability to send and receive interrupt signals whife another
party is typing. The bidder should state what requirements would exist in order for
the refay user to be able to utilize the above enhancements.

Sprint offers Turbo Code” as an cnhancement feature available to the FRS. It
provides enhanced baudot transmissions speed up to 110 words per minute. It
will enable the FRS TTY callers with Turbo Code™ capability to interrupt during
the transmission.

Separate pricing for Turbo Code™ is provided in the Pricing Proposal.

Video Relay

The provider will not be required to provide video relay intetpreting unless
required for certification by the FCC. No additional evaluation points will be
awarded to a bidder based on a proposal to provide video relay intetpreting. The
praposed chatge for this service should be separately stated in the price proposal.

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

Sprint’s Video Relay Service permits interface with both public and private vidco
terminals and is compatible with accepted international video conferencing
standards. An integral part of the service, Video Interpreters are highly qualified
and experienced. The small labor pool of qualified interpreters dictates that the
service is best provided from a geographic location(s) that maintain(s) a relatively
high level of interpreting expertise, typically a larger metropolitan area. The
interpreters will be trained 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 the process of determining the viability of the
Video Relay Service.

Sprint was the first TRS provider in the country to combine video technology
with relay applications. In January of 1995, Sprint partnered with the Public Utility
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B.42.e

B.42.f

Commission of Texas in a very successful 4-week video interpreting trial. The trial
involved threc video-equipped agency locations in the Austin area, a T'exas PUC
location, and a Relay Texas location. The trial demonstrated the feasibility of
desktop video in providing videc-interpreting service. Sprint partnered with
PUCT once again for a second very successful VRI trial in September 1996. This
trial continued for 90 days and involved video cquipment being installed in ten
major cities across Texas. This trial resulted in an average of 100 VRI calls daily
and has captured the hcart of those who have used it. A copy of the Relay Texas
Statewide VRI tral final report can be made available upon request.

Prcing for Video Relay is to be determined bascd on the specific requirements of
the State and the Public Scrvice Commission.

Speech-to-Speech Service

The provider will not be required to provide speech to speech service unless
required for certification by the FCC. No additional evaluation points will be
awarded to a bidder based on a proposal to provide speech to speech service. The
Dproposed charge for this setrvice should be separately stated in the price proposal.

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

Speech-to-Speech Service is a TRS enhancemcent that enables a speech disabled
person to use his/her own voice or voice synthesizer, rather than using a TTY.
Specially trained CAs functon as human translators for FRS users with speech
disabilities who have trouble being understood on the telephone. The CA repeats
the words of the speech disabled caller to whomever the person with the speech
disability is talking. A new 800 number will be provided with this feature.

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

Other Optional Features Not Included in Basic Relay

Any additional features not described elsewhere in the RFP which a bidder would
like to propose should be fully described.

No additional evaluation points will be awarded to a bidder based on a proposal to
provide these unsolicited features, The proposed charge for any unsolicited
features offered under this section should be separately stared in the price
proposal. After a bidder is selected to be the providet, the FPSC may contract for
not ondy basic relay service but also for other optional features.

Access to 900/976 Services
The following list identifics Sprint’s 900/976 pay per call services.

- 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 all billing will be performed by the 900 service provider and the
900 number carrier,
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« Call blocking to 900 number services will be performed via the originating
LEC. A toll-free 900 number will be created for the Florida service for
customers who wish to access 900 services. If the originating customer has a
900 block on the telephone line and attempts to dial the FRS 900 number, the
originating LEC will block the call, and the call will never reach the TRS
Center. If a 900 number block has not been added to the originating
telephone line, the LEC will complete the call to the FRS. The customer will
not be charged for the call to the TRS Center. However, the use of the frec
900 number will prevent unauthorized end users from citcumnavigating the
LEC telephone line restriction. A 900 call may be placed once the customer
rcaches the TRS Center. Using this method, callers wishing to dial a 900
number service must always dial the TRS Center’s 900 number to access such
services, and will not be permitted to dial pay services if access to the TRS
Center 1s via the general use 800 numbcr. Sprint will provide the 900 number
for the State.

» It should be noted that 976 numbers are declining in use in favor of the more
interactive nature of 900 calling and that Sprint does not recommend
impiementing 976 service unless mandated by the FCC and until the relay
provider receives efficient and effective interconnection and billing
mechanisms from the local exchange companies.

* In order to ensure functional equivalency, Sprint CAs do not advise the caller
that there will be a charge for the call. Sprint CAs will relay the call verbatim.
If the 900 service provider offers grace period information, it will be relayed
to the relay caller.

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

Qutreach

Sprint has provided an overview of its Outreach program in Appendix E. While
the Qutreach activities would be priced in addition to the basic relay price per
minute, the Account Management 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-based Caller I1D for all calls
that use the Sprint network and do not use alternative carrier through Cartier of
Choice. A Sprint-based solution would provide Caller ID for all calls through
Sprint TRS that originate on a LEC network that supports Caller ID, are carried
over the Sprint telecommunications network, and terminated on a LEC network
that supports Caller ID.

Separate pricing for Caller ID is provided in the Pricing Proposal. Service will be
offered when commercially available.
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Customized 800 Access

Additonal 800 access to Speech-to-Specch, telebraille, VCO, and 900 would be
available upon rcquest. Pricing for these 800 numbers are to be determined.

Contract Clauses for the State’s Consideration

If Sprint should be the successful bidder on this proposal, we would like the State
of Florida to consider incorporating the following clauses or something stmilar
into the resulting contract.

+CC Mandates

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

Customer Database

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

Limitation of Liability
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, or consequential
damages, even if it is advised of the possibility of such damages; and

b) Sprnt’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.

Cancellation/Availability of Funds

Although Sprint understands and is willing to comply with the requirements of
this clause m the RFP, we request the State’s consideration of the considerable
amount of talents and facilities involved in providing Relay scrvice to the State of
Florida. [t would be a very difficult and tedious task to terminate all services
being provided within a 24-hour peniod and this short time frame would not allow
for the transition of scrvices to another provider. We respectively 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.44

Performance Bond

The Provider will be required to furnish an acceptable perfortnance bond, certified
or cashiers check or bank money order equal to the estimated total first year price
of the contract. The bond shall be in effect for the entire duration of the contract
and pravided to the FPSC upon exccution of the contract.

To be acceptable to the FPSC as surety for performance bonds, a Surety Company
shall comply with the following provisions:

a}) The Surety Company shall be admitted to do business in the State of Flotida.
Sprint understands and will comply.

b) The Surety Company shall have been in business and have a record of
succegsful continuous operations for at least five (5) years.

Sprint understands and will comply.

¢} The Surety Company shall have minimum Best's Policy Flolder Rating of A
and Required Financial Rating of VIII from Best's Key Rating Guide.

Sprint understands and will comply.

d) All bonds shall be signed by a Florida Licensed Resident Agent who holds a
curremt Power of Attomey from the Surety Company issuing the bond.

Sprint understands and will comply.

Submission of Monthly Invoice

By the 14th calendar day of the month (or the subsequent business day if the 14th
falls on a Saturday, Sunday or holiday), the provider shall submit a detailed invoice
(showing billable minutes and rates) to the Administrator [defined in s.427.703(1)}
ar the contracted price for the previous month's activity. The accounting period
used to prepare monthly invoices shall be the calendar month. Payment shall not
exceed the prices contained in the contract. The invoice and supporting
documentation shall be prepared in such a way as to allow the Adminjistrator or the
FPSC to audit the invoice. A copy of the monthly invoice shall be submitted to the
contract manager at the same time it is submitted to the Administrator.

Sprint will submit an automated invoice to the Administrator by the 14% calendar
day of the month. A copy of the monthly invoice will also be submitted to the
Contract Manager. The invoice details the billable minutes of service at the
contracted price for the previous month’s activity. A sample invoice s included in
Appendix F.
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B.46

Travel

The Provider will not be entitled to a separate payment froin the FPSC or the
Administrator for any travel expense which occurs as a result of this contract.

Sprint understands and will comply.

Reporting Requirements

The provider shall provide to the Commission's Division of Communications and
the Administrator the following written reports by the 25th calendar day of each
month reporting data for the previous month. (More frequent or more detailed
reports shall also be provided upon request.)

Sprint will provide the following written reports to the Commussion's Division of
Communications and the Administrator by the 14th calendar day of cach month.
These reports, which provide data for the previous menth, will accompany the
invoice. Sample reports have been included in Appendix G.

a) Toral daily and monehly

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

Sprint understands and wilt comply.

ii. number of incoming call minuies associated with each of the categories of
incoming calls in a.i. above

Sprint understands and will comply.
iii. number of outgoing calls (provide two breakdowns of this total: one
separately stating completed calls and incomplete calls, and onc

separately stating whether calls tertninate as Baudot, ASCII or voice calls)

Sprint understands and will comply.

iv. number and percentage of incoming Florida calls received at each relay
center handling Florida calls (Total should equal the number of incoming
calls in itemn a.i. above.}

Sprint understands and will comply.
b) Average daily and monthly blockage rate.

Sprint understands and will comply.
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¢} Range of answer times for the month and daily and monchly number and
percent of incoming calls answered within 1) seconds.

Sprint understands and will comply.

d) Total daily and monthly number of outgoing calls (including both completed

and incomplete) of the following lengths:

e (- 10 minutes

e > - 20 minutes

o 22t - 30 minutes

® >3 - 40 minutes

o >4 - 50 minutes

o >50 - 60 muinutes

» >60+ minutes

Total of d. should equal total of a.iii.

Sprint understands and will comply.

€) On a daily basis for the month, number of outgoing calls and average length of
calls by hiour of day. {Total should equal rotal of a.iii,)

Sprint understands and will comply.

f) Number of outgoing local, intral ATA toll, intrastate interL ATA, interstate
and imtemnational calls for the month. (Total shouid equal total of a.iii.)

Sprint understands and will comply.

&) Number of outgoing calls and average length of completed outgoing calls
originated by TDD users and voice users (identified separately). (Toral
number of calls should equal toral in a.1ii.)

Sprint understands and will comply.

&) The provider shall provide monthly summary reports to the FPSC and the

Administrator regarding number of complaints received categorized by topic
Aarcas.

Sprint understands and will comply.

i)  The provider shail report monthly to the FPSC and the Administrator the
results of any user evaluations conducted.

Sprint understands and will comply.

J)  The provider shall report monthly on new subcontractors being used to assist
in providing relay service and shall identity the scope of their role in the
process and the refationship of the subcontractor to the provider.

Sprint understands and will comply.
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k) By March 1, the provider shall provide to the Administrator and the contract
manager forecasted relay usage figures and costs to the Commission for the
upcoming fiscal year (July 1 - June 30).

Sprint will submit an annual report summarizing operations for the contract year
with forecasted relay usage figures and costs to the Commission for the upcoming
fiscal year.

The provider shall include inforration on its capability and willingness to provide
ad hoc reports including new information in the bidder's database or new formats
for existing infonmation.

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

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

Implementation of the Flotida Relay Service in a timely matter is essential. Failure
by the Provider to implement the service by June 1, 2000 shall be considered a
significant and matetial breach of the Provider's coruminment. For every day the
service is delayed, the Provider shall pay to the Administrator, for deposit in its
operating find, the sum of $25,000 per day.

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

a) For failure to meet, blockage rate or transmission fevel requirement - 35,000
b) For failure to meet complaint resolution requirement - $1,000
c) For failure to provide reports - $500

d) For failure to provide contracted services for the life of the contract, the FPSC
reserves the right to require the payment by the Provider, of liquidated
damages in an amount commensutate with the duration and extent of the
system deficiencics.

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

Any biquidated damages may be paid by means of the Administrator deducring the
amount of the liquidated damage from a mondhly payment to the provider. Such
action shall enly occur upon order of the FPSC.

Sprint understands and will comply.

Transfer to New Provider

When relay service is transferred to a new provider, the provider shall make every
effort to ensure that service is transferred to the new provider so that relay users do
not experience an interruption in service. The relay service and consurner service
800 or other telephone numbers shall be made available to the new provider, with
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the new provider paying any costs associated with transferring the numbers to the
new provider's use.

Sprnt will ensure the FPSC and the State of Florida a completcly transparent
service transition to the TRS customers. Sprint has performed several successful
scrvice transitions since 1992 where we involved the contract administrators for
all actvities and worked with the incumbent service provider to ensure every step
was met according to the implementation schedules. Table B.48-a lists the States
that have transitioned to Sprint.

Table B.48-a. Transitions to Sprint

State Transition Date
California® Fabruary 1992
Federal Relay Servica April 1993
Montana (AT&T) March 1996
Minnesota* (D.E.A.FMCI) Juty 1996
New York* (AT&T) July 1997
Ohio* (Ameritech) November 1997
Washington (AT&T) Jung 1998
Arizana (MCI) August 1998
llingis (AT&T) January 2000
North Caralina {(MCH April 2000

*Qut of State to In-State center transition

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

Insurance Coverage

The provider shall provide insurance coverage for itself and all of jts employees
used in connection with performnance of services under this Agreement and ensure
that all subcontractors shall be similarly covered. Such policies shall be issued by a
financially sound carrier and/or carriers. Such insurance coverage shall hold the
FPSC harmless from all claims of bodily injurty, including death, and property
damage, including loss of use, by providet, its employees, agents or subcontractors
and their employees. This insurance will include Worker's Compensation as
required by law and comprehensive general Hiability and badily injury insurance in
amounts that are cormmercially reasonable under the given circumstances.

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

Format

v The bidder's proposal should be organized in the same order as the iterns lsted
in the checklist form in Section E. The bidder should provide information
concerning each ftem in the checklisy; however, for items rated as pass/fail,
bidder may simply note that it has reviewed the item and agrees to comply with
the item. For items for which points may be awarded, the bidder should
explain how it will provide the service described in the REP.

« Twenty (20) two-sided copies of the complete proposal should be filed.

v The technical proposal should be contained in a three-ring binder indicadng
the name of the bidder and indicating that the contents of the binder is the
technical bid proposal only. (The price proposal shall be submitted in a
separate sealed envelope - see Section D)

» Each page of the entire proposal should be numbered at the bottom center of
each page and each page should be consecutively numbered with no repetition
of page numbers in the entire proposal. For example, there should only be one
page 1, one page 50 and one page 500 in the entire proposal. Page numbering
should only be done in Arabic numerals with no pages numbered with other
characters such as 5.7, if, 6-a, XIX, or similar numbering systems.

« In the top or bottom margin of each page, the name of the company should be
idemtified.

» To the extent possible, all pages of the proposal should be on 82 x 11" white
paper. However, individual presentations which the bidder is unable to place
on an 8% x 11" page in a readable format may be presented on a lagger page.

Sprint has read, understands, and has complied.

Transmittal Letter

Of the twenty copies of the complete proposal, the transmittal letter on one should
contain the original manual signature of the person submitting the proposal on
behalf of the bidder. All twenty copics should also contain the signier’s name and
tirle typed. The transmittal letter shall clearly identify the complete legal name of
the bidder.

Each person signing a proposal certifies that he/she is the person in the bidder's
organization authorized to make the proposal. The signer shafl provide his/her
affiliation with the bidder, address, telephone and fax nurnbers. If different from the
person signing the proposal, the transimiteal letver shall identify tihe person or
Dpersons (name, e, mailing address, e-mail address, telephone and fax number)
authorized to make decisions or answer questions related to the proposal and any
subsequent contract.

In the transmittal letver the bidder should state that it will comply with alf
requircments of the RFP. If the bidder is unable to so state, it should in the
transmittal letter identify the sections of the RFP with which it cannot comply and
expand on that explanation in the body of its proposal.
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Sprint has read, understands, and has complied.

Public Entity Crimes Provision

Pursuant to Section 287.133, Flotida Statutes, a person or affiliate who has been
placed on the convicted vendor Iist following a conviction for a public entity crime
may not submit a bid on a contract to provide any goods or services to a public
entity, may not be awarded or perform work as a contractor, supplier, subcontractor,
or consultant under a contrace with any public entity, and may not transact business
with any public entity in excess of the threshhold amount provided for in Florida
Statute 287.017 for Category Two ($11,000) for a petiod of 36 months from the date of
being placed on the convicted vendor list.

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

Financial Information

To allow the FPSC to evaluate the financial responsibility of the bidding company,
the following items shall be submitted with the proposal for the bidding company
(and its parent company, if applicable):

1. Audited Financial Statements (or a SEC 10K Report) for the most recent rwo (2)
years, including ar a minimum:

a) Sratement of incomne and related carnings,
b) cash flow statement,
¢) balance sheet, and,

d) opinion concerning financial statements from an
outside CPA;

2. Pdmary Banking Source letter of reference.

Sprnt has read, understands, and has complied. Please see Appendix I for
complete copies of Sprint’s Annual Reports for the past 2 years. Spnnt has also
included banking source letters of reference.

Experience and Customer References

For each state in which the bidder has or is providing relay service, the bidder shall
indicare: (1) when the bidder began operating the system, (2) the number of
outgoing calls for the most recent month, and (3) the total duration of the contract,
If the bidder's relay service is available for testing by means of a number that can be
dialed from within Florida, bidder should provide the telephone numbers that can be
used to dial the bidder's relay service.

The bidder shall provide the names of three customer references, including specific

contact name and phone mumber, to whom the bidder has provided the bid service or
a similar service. If no customer references are available or applicable, explain and
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Arizona

Pprovide three alternative references explaining the relationship of the reference to

the bidder.

Table C.5-a represents Sprint Relay States who have helped Sprint to showease our
superior expertise in the Telecommunications Relay Service market. Sprint, the
largest provider of Telecommunications Relay Service in the United States,
currently provides relay service in 25 states, to the Federal Government, and to

four rescllers.

Original Current

Contract

08-01-98 through 07/31/01

Successful
Re-competed
Contracts

Table C.5-a. Sprint Relay States

800 Number{s)

(800) 367-8930 (TTY/ASCIY

{A0O0) 842-4681 (Voice}

{B00) 842-2088 (Spanish)

{800} 842-6520 (Speech to Speech)
{900) 346-3323 (900 Services)

Mo.
QOuthound
Calls (8/99}

106,276

California

03-01-92 through 10-11-28

09-10-97 through 10/11/01

(877)735-2928 (TTY)
(888) 877-5379 (Voice)
(888) 877-5380 (ASCII)
{688) 877-5381 (Spanish)

182,166

Colorado

07-01-91 through 06-30-95

07-01-95 through 08-30-01

{800) 859-2656 (TTY)
{BDO) 659-3656 (Voica)
{800) 8594856 (ASCII)

95,804

Connecticut

07-01-83 through 06-30-97

07-01-97 through 06-30-02

{800) 842-9710 (TTY/ASCIVSpanish)
{8O0) 843-8134 (Voica)

60,277

Nlingis™
Mew contract

02-01-00 through 01-31-05

Approx. 210,000

Indiana

10-01-92 through 06-30-97

10-01-87 through 09-30-00

(BOC) 743-3333 (TTY/V/ASCI))
(§00) 230-3323 (900 Pay Services)

109,175

lowa

07-10-92 through 01-18-97

01-17-37 through 12-31-99

(800) 735-2842 (TTY/ASCI))
{800) 735-2943 (Voics)

40,085

Maryland

12-01-81 through 11-30-96

12-01-98 through 11-30-00

{800} 735-2238 {TTY/W/ASCI)
{800} 785-5630 {Speech to Spesech)
{900) 386-3323 (500 Pay Servicas}

209779

Minnesota

07-01-86 through 06-30-01

{800} 627-3529 (TTY/V/ASCII}
{877} 627-38448 (Speech to Speech)
{900) 246-3323 (900 Pay Services)

122 547

Missouri

06-08-91 through 06-30-26

07-01-98 through 08-30-01

(800) 735-2066 (TTY/ASCI
(800) 735-2468 (Voice)

112,307

Montana

03-01-96 through 02-28-02

(800} 253-4091 (TTY/ASCI)
{800} 253-4083 {Voice)

12,175

Nevada

12-01-91 through 11-30-94

12-1-84 through 08-30-95;

07-01-59 through 06-30-02

(800) 326-6868 (TTY/ASCII)

(BO0) 326-8888 (Voica)

(800} 877-1219 {Spanish)

{888) A26-5658 {Speach to Spaach)
{900) 230-2300 {900 Pay Services)

32,227

New Hampshire

Franchiss Agreament

(800) 735-2964 (TTY/V/ASCIN

15,728

New Maxico

05-10-93 through 06-30-97

07-01-87 through 06-30-00

(800) 658-8331 (TTY/ASCIN
{80C) 859-1779 (Voica)

27,447

MNew York

07-22-97 through 07-31-00

(800) 662-1220 (TTY)
(800)-421-1220 (Voice)
{800) 584-2848 {ASCI)
{800)-662-1220 (Telebraille)
{877) 826-8977 (VCO)

378,506

Notth Carolina

04-01-91 through 03-30-26

03-30-00 through 03-29-04

{800) 735-2962 (TTY/ASCI)
(800} 735-6262 (Voics)

Approx. 95,000
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Successful
Re-competed
Contracts

07-01-98 through D5-30-01

No.
Cutbound
Calls (8/99)
0,428

800 Number({s)

{800) 386-6888 (TTY/ASCH)
{B0O) 366-6689 (Voice)

Chig

11/11/87 through 12-31-03

{800) 750-0750 (TTY/A/ASGI) 195,276

Qklahoma

11-15-93 through 11-14-39

11-15-98 through 11-14-04

(80C) 722-0353 (TTY) 65,502
(80C) 522-8506 (Voics)

(800) 522-5085 (ASCII)

Oragon

04-01-92 through 06-30-96

07-01-86 through 08-30-99;
G7-01-89 through 08-30-01

(B0Q) 735-2900 (TTY) 71,394
(B0OQ) 735-1232 (Voice)
{B0O) 735-0844 (ASCII)
{800} 735-3896 (Spanish)

{900) 5668-3323 (900 Pay Services)

Rhode Island

0801-92 through 07-31-96

{800) 745-5555 (TTY/ASCIN 32,000

{800) 745-6575 (Voica

South Carclina

03-13-92 through 02-31-98

04-01-99 through 03-31-02

(800) 735-8583 {171Y/Spanish) 55,039
(800) 735-2906 (Voice)
(800} 735-7293 (ASCII)
(877} 735-7277 (Speech to Speech)

(800) 535-3323 (200 Pay Sarvices)

Scuth Dakota

06-30-92 through 06-30-00

tao0) 877-1113 (TTY/V/ASCII) 15,223

Texas

09-01-90 through 08-31-85

09-01-85 through 08-31-00

{800) 735-2089 (TTY/Spanish) 414,881
{BOC) 735-2968 (Voics)
{B00) 735-2991 [ASCII)
{877) 826-1789 (VCO)

{200) 230-2303 {900 Pay Services)

Washingten

06-28-98 through 06-27-01

{800) 833-8368 (TTY) 131,846
(800) 833-6384 (Voice)

(877) 833-6338 {Spanish V)

(877) 833-6398 (Spanish TTY)
{877) 823-6341 (Sp. To Sp.)

(800Q) 833-6386 (VCQ)

(900) 648-3323 (900 Pay Sarvicas)

Wyaoming

06-30-92 through 07-31-96

08-01-88 through 07-31-00

{B00) 877-8975 (TTY/ASCIN)

{800) 877-9965 (Voica)

(877) B77-1474 (VCO)

(900) 483-3323 (300 Pay Sarvices)

4,899

Faderal Helay
Service

04-01-93 through 08-21-98

08-01-98 through 08-21-00

(B00) 877-8338 (TTY/MASCII) 13,757

(900) 246-2400 {Govt. 900)

The following three customers are able to provide reference information on Sprint's
performance as a high-quality TRS provider.

~Arizona

Mr. James Scarboro

AZRS Contract Administrator
Arizona Council for the IHearing Impaired
1400 W. Washington, Room 126

Phoenix, AZ 85007
(602) 542-3365 Voice/ T1Y
(602) 542-3380 Fax
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Minnesota

Mr. Jim Alan

‘Telecommunications Access for Communicatively Impaired Programs
121 7% Place East, Suite 200

St. Paul, MN 55101

(612) 297-4565 Voice

(612) 296-1652 TTY

(612) 296-5819 Fax

Nevada

Todd Butterworth

Nevada Rehabilitaton Division
QOtfice of Community Based Services
711 South Stewart Strect

Carson City, NV 89701

(775) 687-4452 Voice

(775) 687-3388 TTY

(775) 687-3292 Fax

Bid Security Deposit

A bid security deposit in the amnount of $500,000 shall be furnished to the FPSC with
the original of the proposal. The bid security deposit shall be in the form of a bond,
a certified or cashier's check, or bank money order that is valid through at Icast
February 28, 2000 and is payable to the Florida Telecommunications Relay, Inc.
The bid security deposit will be held without cashing.

If a bond is used, the bond shall be issued fromn a reliable surety company
acceptable to the FPSC, licensed to do business in the State of Florida and shall be
signed by a2 Florida Licensed Resident Agent. Such a bond shall be accompanied
by a duly authenticated power of attorney evidencing that the person executing the
bond on behalf of the Surety had the authority do so on the date of the bond.

The unsuccessful bidders' bid security deposit shall be retumed, without interest,
within thirty (30) days after disqualification, withdrawal or signing of the contract.
The successfia bidder's bid secutity shall be returned, without interest, upon
signing of the contract and fumishing the Performance Bond as specified herein. If
the successfid bidder fails to sign a contract within thirty (30) days after the Letter of
Intent or fails to deliver the Performance Bond as specified herein, the bid secutity
shall be forfeited to the Flodda Telecommunications Access System Fundl

Sprint has included its Bid Security Deposit in the amount of $500,000 in
Appendix L

Subcontractors

If the bidder proposes to use subcontractors, the bidder shall identify those
subcontractors and indicare the scope of their role in the provision of relay service.
The bidder should also indicate what experience the subcontractor has in providing
the service for which it would contract with the Provider.

Communication Service for the Deaf (CSD), parent company of USA Relay signed
its initial letter of agreement to provide relay services in 1993. USA Relay is a deaf-
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owned, non-profit organization whose primary mission is to provide functionally
equivalent phone service to the deaf, hard-of-hearing and speech impaired. USA
Relay is headquartered in Sioux Falls, South Dakota.

Benjamin J. Soukup: Chief Executive Officer of Communication Service for the
Deaf (CSD), 1975-present. Served as consultant to state associations of the Deaf to
develop programs, community centers and service delivery programs for the Deaf in
more than twenty states across the U.S. Ben has also served as an international
ambassadort and representative of the National Association of the Deaf in which he
served as President unul recently. Ben has been extensively involved as well in
ensuring the provision of high quality telecommunications relay service to more
than 20 states.

Philip W. Bravin: Chicf Markcting Officer is a well-known figure in the deaf
community when it comes to technology and telecommunications. Prior to his
recent employment at CSID, he has scrved as a consultant, consulting with firms
actoss the country on technology and telecommunications issues. He wotked for
IBM for 24 years, serving in a variety of technology, management and marketing

positions before becoming the chief executive of the National Captioning Institute
from 1993-1996.

Andrew J. l.ange: Special Projects Officer came to CSD from A'T& in 1996. Andy
brings a vast background of business experience to CSD. Andy has been extremely
active in the TRS community over the past 10+ years 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 implementation of our TRS centers.

James D. Skjeveland: Director of Operations for the Division of USA Relay. im
oversees the overall operations and planning for the Division of USA Relay. Jim
came to CSD in 1995 from the Sprint Operations team. He served in roles
instrumental in leading the division’s growth from 2 centers 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 wide varicty of organizations throughout the country for over
fifteen years. Nationally recognized for outstanding services, PRC ranked in the
prestigtous INC 500 four years in a row, was bestowed with the prestigious ACCE
award (Award for Call Center Excellence) by TeleProfessional Magazine, and 1s
currently listed among the top four providers by Telemarketing Magazinc. PRC
signed a letter of agreement with Sprint and has been providing relay service since
1997. Currenty PRC has one relay center located 1n Miami, Florida.
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Check List of Proposal Content

As a part of the bidder’s proposal, the transmirtal letter should be followed by the
evaluation check st in Section E. In the blank beside each ftem on the check list,
the company contact person who is responsible for the praposal and any subsequent
contract and who signs the transmittal letter should initial (not check) each item in
the check list which is contained within the proposal. The person initialing the
check list should ensure that cach item in the check list is also contained in its
proposal and in the same order as the item appears in the check list. The bidder
should also indicate beside each itemn in the checklist the page mumber in its
proposal where the itern in the check list can be found.

Spunt has read, understands, and has complied.
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Appendix A - Disaster Recovery Plan for Florida Relay Service

Sprint’s first line of defense against degradation of FRS is the Intelligent Call
Router (ICR) technology that we employ. During a major or minor service
disruption, the ICR feature bypasses the failed or degraded facility and immediately
direct calls to the first available agent in any of Sprint’s cleven fully inter-linked
'TRS Call Centers. State-specific call processing software resides at each of Sprint’s
Relay Call Centers. Relay agents are trained in advance to provide service to other
States; the transfer of calls between centers is transparent to users.

Beyond the ICR, Sprint’s Disaster Recovery Plan details the steps that will be taken
to deal with any problem, and restore FRS to its full operating level in the shortest
possible time.

Sprint’s comprehensive Disaster Recovery Plan developed for FRS details the
method Sprint will utilize to cope with specific disasters. The plan includes
alternate, quick, and reliable switching of calls, network diagrams identifying where
traffic will be rerouted if vulnerable circuits become inoperable, and problem
reporting, with escalation protocol. Besides service outages, the FRS disaster
recovery procedures apply to specific disasters that affect any technical area of
Sprint’s Relay network.

FRS Notification Procedure

To provide FRS with the most complete and timely information on problems
affecting service, the trouble reporting procedure for Florida will include three
levels of response:

» A 3-hour verbal report
» A 24-hour status report
+ A comprehensive final report within 5 business days.

Sprint will notify the Contract Manager if a service disruption of 5 minutes or
longer occurs. The initial outage report describes the nature of the problem, the
corrective action planned, and the anticipated time and date when the service will
be restored to normal. Within 24 hours of the service distuption, an intermediate
report provides problem status and more detail of what action is necessary. In most
cases, the 24-hour report reveals that the problem has been corrected and that full
service to FRS has been restored. The final comprehensive written report,
explaining how and when the problem occurred, corrective action taken, and time
and date when full operation resumed will be provided to the Contract Manager
within five business days of return to normal operation. Examples of service
disruption to FRS include:

= ACD failure or malfunction

« Major transmission facility blockage

= ‘Threat to FRS agent safety or other CA work stoppage
= Loss of CA position capabilities.
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Performance at cach Sprint relay center is monitored continuously 24 hours a day,
seven days a week from Sprint’s Enhanced Services Operation Control Center
(ESOCC) in Overland Park, Kansas.

Disaster Recovery Procedure

[f the problem is within the relay center serving Florida, maintenance can usually be
performed by the on-
site technician, with
assistance from Sprint’s
ESOCC. If the problem
occurs during non-
business hours and
requires on-site
assistance, the ESOCC
will page the technician
to provide service
remedies. Sprint retains hardware spares at each center to allow for any type of
repair required without ordering additional equipment (except for complete loss of a
center).

Time Frames for Service Restoration
Complete or Partial Loss of Service

Due to Sprint Equipment—A technician is on site during the normal business
day. The technician provides parts and / or resources necessary to expedite repair
within two hours. Outside of the normal business day a technician will be on site
within four hours. The technician then provides parts and /or resources necessary
to expedite repair within two hours.

Due to Utilities or Disaster at the Center—Service is restored as soon as the
utility is restored, provided the Sprint equipment has not been damaged. If the
equipment has been damaged then refer to the timing in the statement previous
(Due to Sprint Equipment).

Due to Telco Facilities Equipment—It will be at Sprint’s discretion, whether to
dispatch a technician. The normal telco escalation procedures will apply:

» T'wo hours at first level
Four hours at second level
Eight hours at third level

These hours of telco escalation are all during the normal business day; therefore, a
trouble may be extended from one day to the next.
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Trouble Reporting Procedures

The following information is required when a FRS user is reporting trouble:

= Service Description (“FRS”)

» Callers Name

= Contact Number

+ Calling to/Calling from if applicable
= Description of the trouble

Service disruptions or anomalies that are identified by FRS users may be reported
to the Sprint Relay Customer Service 800 number (800-877-0996) at any time day
or night, seven days a week. The Customer Service agent creates a trouble ticket |
and passes the information on to the appropriate member of Sprint’s Maintenance |
Team for action. Outside the normal business day, the ESOCC will handle calls
from the Customer Service agents 24 hours a day, 7 days a week. The ESOCC can
be reached at (800) 800-8129 or (913) 661-8901. The Maintenance Team recognizes
most disruptions in service prior to customers being aware of any problem. Site
technicians are on call at each of Sprint’s eleven TRS call centers to respond quickly
to any event, including natural disasters.

Mean Time to Repair (MTTR)
Sprint defines MTTR as the average of:

Table A-a. Time to Investigate + Time to Repair + Time to Notify

Time to Investigate The time needed to determine the existence of a problem and its scope.
Time to Repair Repair time by Field Operations plus LEC time, if applicable. |
Time to Notify From the time repair is completed to the time the customer is notified of [

repair completion.

Table A-b. Current MTTR Objectives

Switched Services 8 Hours
Private Lines 4 Hours (electronic failure)
Fiber Cut 8 Hours

Sprint’s Mean Time to Repair is viewed from the customer’s perspective. A critical
element in the equation is the Time to Notify, because Sprint does not consider a
repair complete until the customer accepts the circuit back as satisfactory.

Escalation Procedures

[f adequate results have not been achieved within two hours, a FRS user may
escalate the report to the next level.
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Table A-c. Escalation Levels

Escalgbion Contact Phone
Level
2 Regional Maintenance Manager Office Phone Number (913) 624-7065

(Pager — 800-724-3329, Pin 3856901 (Numeric))
{Pager — 800-724-3508, Pin 3856901 (text))

3 Staff Director, Systems Maintenance Oﬂicthone_Number (913) 624-7965

Non-service affecting trouble may also be reported as described above. Figure A-1
illustrates the trouble reporting for FRS.

+ Customer E

Contact i

Florida —
PSC

' v

Contracting
Officer

Y

1
|
|
I
| v
Account ‘ TRS
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Figure A-1. Sprint Relay Trouble Reporting and Escalation
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Service Reliability

Sprint’s service is provided over an all-fiber backbone network with digital
switching architecture and is supported by sophisticated management control
networks. These elements are combined to provide a highly reliable, proven, and
redundant network. Survivability is a mandatory objective of the Sprint network
design. The Sprint network minimizes the adverse effect of service interruptions
due to equipment failures or cable cuts, network overload conditions, or regional
catastrophes.

A 100 percent fiber-optic network, with significant fiber miles in Florida, provides
critical advantages over the other carriers. These advantages include:

* Quality

Since voice or data are transmitted utilizing fiber optic technology, the
problems of outdated analog and even modern microwave transmission simply
do not apply. Noise, electrical interference, weather-impacting conditions, and
fading are virtually eliminated.

¢ Economy

The overall quality, architecture, and advanced technology of digital fiber
optics makes transmission so dependable that it costs us less to maintain,
thereby passing the savings onto our customers.

« Expandability

As demand for network capacity grows, the capacity of the existing single-
mode fiber can grow. Due to the architecture and design of fiber optics, the
capacity of the network can be upgraded to increase 2,000-fold.

« Survivability

Network survivability is the ability of the network to cope with random
disruptions of facilities and/or demand overloads. Sprint has established an
objective to provide 100 percent capability to reroute backbone traffic during
any single cable cut. This is a significant benefit to FRS, and a competitive
differentiation of the Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service,
with a fiber point of presence (POP) in every Local Access Transport Area
(LATA). All 10 LATAs in Florida are served by Sprint POPs. There are plans for
additional fiber mileage, additional POPs, and added route diversity. There are
more than 300 POPs in service on the network. With 14 POPs in the State, all

—

network serving Florida.
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I SPRINT SONET NETWORK |

TO
ATLANTA &
WASHINGTON DC

TO
NEW ORLEANS &
ATLANTA

ACKSONVILLE

3 MELBOURNE

SPRINT DMS Switch ‘
SPRINT POP @
SONET FIBER ROUTE —

Figure A-2. Sprint SONET Network

Switched services are provided via 37 Northern Telecom DMS-250/300 switches at
28 locations nationwide. Three DMS-300s, located at New York, NY; Fort Worth,
TX; and Stockton, CA, serve as international gateways. The remaining 34 switches
provide switching functions for Sprint’s domestic switched services. FRS would
primarily utilize the DMS switch in Orlando, FL, with other diversely located
facilities also serving Florida.

Interconnection of the 37 switches is provided in a non-hierarchical manner. This
means that intermachine trunk (IMT) groups connect cach switch with all other
switches within the network. Each of these IM'T groups is split and routed through
the Sprint fiber network over SONET route paths for protection and survivability.
As an extra precaution to preclude any call blockage, Dynamically Controlled
Routing (DCR) provides an additional layer of tandem routing options when a
direct IM'T is temporarily busy.

Reliability is achieved through a corporate commitment to maintain or surpass our
system objectives. Beginning with the network design, reliability and efficiency are
built into the system. Sprint continues to improve the network’s reliability through
the addition of new technologies such as Digital Cross-connect Systems, SONET

(Synchronous Optic Network), and Signaling System 7.
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The effectiveness of this highly rcliable and survivable network 1s attributed to the
redundant transmission and switching hardware configurations, SONET Ring
topology, and sophisticated network management and control centers. These
factors combine to assurce outstanding network performance and reliability for FRS.

Network Criteria
System Capacity

The Sprint network was built with the capacity to support every intet LATA and
intralLATA call available in the United States. With the continuing development of
networtk fiber transmission equipment to support higher speeds and larger
bandwidth, the capacity of the Sprint network to support increasing customer
requirements and technologies is assured well into the next century.

System Availability
= Switch Availability

Comprised of two components that are measured separately. It is represented
by the percentage of circuit minutes that a switching system is available during
the month compared to the total circuit minutes possible using only switch
outages or impairments.

« Fiber Availability

Represented by the percentage of circuit minutes that transmission facilides are
available during the month compared to the total circuit minutes possible.

Sprint’s “B00™ service network operatcs continually and has never been out of
service. Lhis is true because the Sprint “800” service network is derived on the first
company-owned coast-to-coast, 100 percent digital 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 availability. The availability of
both switch and fiber exceeded the internal objectives set by Sprint for 1998. Table
A-d lists Sprint’s 1999 network availability objectives, and averages for 1998.

Table A-d. Sprint Network Availability

Avallability 1999 Objective 1998 Average
Switch 99.95% 99.96%
Fiber 99.95% 99.96%
System Blocking

Sprint network switch architecture is non-hierarchical; all switches are processor-

controlled using advanced digital technology engineered at P.01 Grade of Service

(GOS) to ensure maximum network call completien. Call completion is enhanced
by these factors:
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* Based on traffic volumes and economic consideration, high usage trunk groups
are established directly to a LEC access tandem or end office.

* Calls can originate and terminate on the same Sprint network switch, based on
the NPA/NXX homing arrangement across the domestic switch network. For
these calls, IMTs are not required and the calls are non-blocking.

+ Sprint switches are equipped with standby WA'L'S capability. During conditions
of severe network blockage, standby WA'TS is avatlable to enhance call
completion. Standby WATS trunks, which are normally outbound only, can be
used to complete inbound traffic.

Sprint continuously monitors the grade of service on the nctwork and makes
adjustments in the trunking as necessary to maintain the objective grade of service.
In the unlikely event that route blockages occur, courtesy messages are provided to
the calling party.

Service Restoration

Sprint provides for the restoration of service in the event of cquipment
malfunctions, isolated network overloads, major network disruptions and

national /civil emergency situations. In the event of service disruption due to
Sprint’s equipment, service typically is restored within four hours after notification.
Sprint does everything possible to prevent a total outage at its switch sites or at any
of its POPs through the use of advanced site designs. All processots, memory, and
switch networks within our switches are fully redundant. All switch sites are
protected by uninterruptible power supplies and halon systems planned in
conjunction with local fire departments, Most of our new sites are earth sheltered to
increase survivability. A multi-pronged program is used to minimize cutages:

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

v Diversification of all facilities demands between switch sites. All switch sites
are connected to the long haul network over at least two separate Sprint
fiber routes; many have three paths.

* Deployment of multiple switches at large switching centers. This prevents a
single switch outage from disabling the site.

2. Have systems in place allowing for the rapid redeployment of network
resources in case of a catastrophic cutage. Fiber cuts, which can affect
thousands of calls at several locations, are sometimes unavoidable. Response to
these outages is maximized through the following procedures:

= Utilization of established plans to respond effectively to these outages.

» The capability to rapidly deploy network transmission facilities when
needed.
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« Immediate execution of alternate routing in the digital switches and cross-
connect systems to assist in the handling of temporary network disruptions
and forced overloads.

The entirc spectrum of survivability necds, expectations, and requitements can be
met by the proper engineering of customer and Sprint switches 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 ting capability, allows automatic switching to altcrnate
paths to provide for traffic rerouting in the event of a route failure. The SONET
fiber optic backbone topology is currently designed with more than 100
ovetlapping rings to cosure sufficient alternate paths for total network survivability.
Six operating SONET rings curreatly scrve Florida, with ring augmentanon
planned for 1999 and 2000.

Sprint Route Qutage Prevention Programs
Call Before You Dig Program

This program uses a nationwide 1-800 number inteslinked with all local/state
government utility agencies as well as contractors, rail carrters, and major utilities.
Sprint currently receives in excess of 60,000 calls per month for location assistance
over the 23,000-mile fiber network.

Awareness Program

This Sprint program proactively contacts local contractors, builders, property
owners, county/city administrators, and utility companies to educate them on
Sprint’s cable locations and how each can help eliminate cable outages.

Route Surveillance Program

This is a Network Operations department program using Sprint employees to drive
specific routes (usually 120 miles) and visually inspect the fiber cable routes. This
activity is performed an average 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 averaging 60 route
miles. Each technician has emergency restoration material to repair fiber cuts on a
temporary basis. Other operations forces within a nominal time frame accomplish
total repair.

Fiber/Switch Trending Program

This includes a woekly summary of equipment failure events highlighting bit error
rate (BER) and cable attenuation. As a result, Sprint identifies potental equipment
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problems and monitors performance degradation to establish equipment aging
profiles for scheduled repair, replacement, or elimination. Aging profiles arc
computer-stored representations of the characteristics of a fiber splice. The profile is
stored at the time the splice is accepted and put into service. A comparison of the
original profile and current profile are compared for performance degradation.
Maintenance is scheduled based on this type of monitoring.

Network Management and Control Systems

The Sprint network is managed and controlled by a National Operations Control
Center (NOCC) located in Overland Park, Kansas. As a back-up, a secondary
National Operations Control Center is located in Lenexa, Kansas. ‘The NOCC is
designed to provide a national view of the status of the network as well as to
provide network management from a centralized point, The NOCC wnterfaces with
the Regional Control Centers to obtain geographical network status. The Regional
Control Centers are responsible for maintenance dispatch and trouble resolution,
and are designed to provide redundancy for cach other and back-up status for the
National Operations Control Center.

The NOCC and Regional Control Centers (RCC) work closely with the ESOCC in
cases where a network problem may affect FRS operations. In cases such as these,
the NOCC or RCC immediately alerts the ESOCC of the situaton so that
appropriate steps can be taken to minimize service impacts. 'The NOCC and RCCs
also serve as reference points for the ESOCC when problems are detected 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 the network
switches by:

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

» Responding to unusual traffic conditions by utilizing planned traffic control
programs or direct human modifications of routing algorithms.

« Analyzing network traffic statistics to determine usage and potential needs for
additional equipment and/or facilities.

« Performing required translations to add, change, or delete routing tables.

Network Management

Commitment to a digital fiber optic network permits Sprint to use a single
transmission surveillance protocol to integrate intemal network vendor equipment.
This enhances Sprint’s ability to automate and provide preventive, near real-time
detection and isolation of network problems. The controlling principle is
identification and correction of potential problems before they affect the FRS call
capabilitics.
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Sprint divides the major functional responsibilities, facilitics maintenance and
network management, into a two-level organization which maximizes network
efficiencies and customer responsiveness. The first level consists of the Regional
Control Centers (RCCs) located in Atlanta and Sacramento. RCC personnet focus
on the performance of individual network elements within predetermined
geographical boundarics. The second level is the National Operations Control
Center (NOCC) in Kansas City that oversees traffic design and routing for Sprint’s
23,000-mile fiber optic network and intetfaccs.

This two-level operatdonal control organization, combined with architectural
redundancies in data transport and surveillance, control and test systems, ensurcs
an expedited response to potential problems in both switched and private line
networks.

Summary

The State of Florida and the Commission can be assured that FRS will have the
full support of Sprint’s network facilitics, relay technology, and the dedicated Sprint
Relay Team.,
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Satisfaction Survey

PLEASE ANSWER EACH OF THE FOLLOWING QUESTIONS BY CIRCLING THE NUMBER NEXT TO THE
RESPONSE YOU FEEL IS BEST.

1. 1n the past 30 duys how many times have you used Maryland Relay to make a telephone call?

None........ 1
}-10 acopproee
11-20 3
21-30 -4
More than 30 5

2. How often do you use Mazryland Relay?
Every day
Every 2-3 days
Every 4-6 days.
Once a week..
Once a month

SR S

3. My main way of using the Relny is: TIY VCO HCO _ SPEECH-TO-SPEECH ASCH

CIRCLE THE ONE NUMBER NEXT TO ANSWER THAT BEST
DESCRIRES YOUR RELAY SERVICE EXPERIENCE.
NOT  NEVER RARELY SGMETIMES OFTEN  ALWAVS

AFPLY
4. The relxy operator stays sut of the copversation. 5 4 3 2 1 0
5. My relay calls are dialed correctly. 5 4 3 2 ] D
6. My relay calls pet cut off or disconnceted. 5 4 3 2 1 1}
7. Th; relay operator identifies themselves by giving 5 4 3 2 1 1]
their 1D pumbers at the beginning and end of cach all.
8. The account managers, supervisors, and relay operators 5 4 3 2 1 0
resolve problems or requests Immediately.
9. The relay operator is patient and doesn’t (ush me. 5 4 3 2 1 0
10. My calls are answered quickly. 5 4 3 2 1 0

11. The relay operator is skilled to do the following procedures:

Y 5 4 3 2 | 0

Voo 5 4 3 2 1 0

HCO 5 4 3 2 1 0
Speech-ta-Speech 5 4 3 2 X 0
J.ong Distance 5 4 3 2 1 0

12. The relay operator makes me feel like 1 am
an impartant custoner. 5 4 3 2 1 0

13. The rclay operator is respectful and pelite. 5 4 3 2 1 0




NOT NEVER RJ\RMA’I SOMETIMES OFTEN  ALWAYS

APPLY
14. The relay operator handies my calls quickly. 5 4 3 2 1 0
15. The relay operator types at a good speed, not too fast
or too slow and has good spelling skills, 5 4 3 2 1 1
16. 1get through to Maryland Relay casily {the relay 5 4 3 2 1 ]
line is not busy when I eall).
17. The Relay operator transfers me to the 5 4 3 2 1 0
supervisor when I ask.
18, The Maryland Relay eperator types 5 4 3 2 1 1]
background nolses to me.

19, What ITY do you currently usc in your home or office through Maryland Relay?

Diltratec Modeld Krown Model# Ameriphons Model#

20, If you have an Ultratec TTY, do you use *“Turbo Code? Yes No

—— | AYp——

21. Do vou hava a personal conmputer (PC)? Yes No

e pe—

22. If Yes to 21, do you use ASCII through Maryland Relay? Yeas No

——

What servica(s) would you like 1o sez Maryland Relay perform that presently are not being performed?

What do you like mast about Maryland Relay?

Which opening greeting would you prefer? (CHECK ONE)
1. MARYLAND RELAY OPR 1234 GA
____ 2. MARYLANDRELAY OPR 1234 PLS GIVE NUMBER CALLING GA

3. MARYLAND RELAY OFR 1234 NUMBER CALLING PLS GA

You may contact me (OPTIONAL)

NAME:

ADDRESS;

CITY; STATE: ZIiP:
PHONE #:( ) Voice [ JTTY( )

E-MAIL: @
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Purpose of Study

Devarey & Associates conducted a guantitative market research survey to determine the extent to
which Maryland Relay is fulfilling the telephone communication needs of cutrent clients,

Methodology

A written questionnaire, developed with assistance and inpur from Maryland Relay, was sent to
1.500 current Maryland Relay customers in Maryland. The list of customers was provided I?y the
L:Imyland Relay. A variaty of closed-end questions were included. All surveys were sent wn!: a
postage-paid envelope. Survey recipients received a free Maryland Relay T-shirt for completing
the survey and returning it by August 15, 1998, Responses were feturned to the Maryland Relay
and tabulated by Devaney & Associates. Four hundred and soventy-nine (479) responses were
received by mail, representing 2 31.9% response rate. An additional 58 responses were collected
at a trade show and are included in the totals. Therefore, the total number of responses analyzed
is 537. Far a sampling of 500 respondents, at the 95% confidence level, the maxiroum margin of
sampling error would be +/ 4.5%. In theary this means that if on= hundred studies were
conducted among sirnilar sampics, in 95 of them the resulis would differ by a maximum of 4.5%
from the results that would have been obtained by interviewing every eligible person in the
population. An additional 20 responses were received after the data tabularion phase had begun.
These responses are not incliuded in this summary report.

ApproXimately 13% of all respondents were from zipcodes 20770 {Greenbelt), 20874
(Gecrmantown), 20910 and 20504 (Silver Spring), and 20784 (Hyansville). A complete list of
survey respondents by zipcode is included at the end of this report.

Graphic exhibits of responses 1o all questions as well as verbatim responses to the apen-ended
question {number 30) are included in this report. In addition, responses to guestions are cross-

tabbed against the following: use in the past 30 days, sex of respondent, age of respondent, and
household income of respondent,

Summary of Findings

L Approximately 29% of all respondents have used Maryland Relay 1-10 timcs in the past
30 days. An additional 28.6% have used Marylend Relay more than 30 times in the past
30 days. Respondents aged 21-64 are more likely to have used Maryland Relay more
often in the past 30 days. More than threc-quariers of all respondents use Maryland Relay
at least 1-3 times per week (38.8% use Maryland Relay every day, an additional 36.1%
use it 1-3 times per week), Older and more affluent (higher reported household income)
respondents tend to use Maryland Relay more frequently,




More than 90% of all respondents are satisfied most of the time or completely sarisficd
with the service performed by the Maryland Relay operators. Of these, 37.8% are
completely satisfied. Respandents who have used it Jess often in the past 30 days are
more satisfied.

Approximately ona-third of all respondents (33.8%) arc not aware that they can request a

new operator or ask to speak to a supervisor if they are not satisfied with a Maryland
Relay cperator's performance. More frequent users are more aware of this policy,

Respondents rated the performance of Maryland Relay operators very favorably:

Percent respending “Always"
Criteria or "Most of the time"
Dial calls ecorectly B6.8%
Patient 92.2%
Spelling skills 88,0%
Typing speed 88.5%
Typing of background nolses 63.4%
Typing of veice tanes 36.4%
Remaining transparent throughsut calls 80.2%

More frequent users tend to rate Maryland Relay operators less favorably in: dialing calls
correctly, patience, spelling skills, and spced of typing. These respondents also rend to

notice the typing of background noises more frequently. Almost one-third (28.8%) of all
respondents report that operators "never” type voice tones to them, Female respondents

tend fo rate Maryland Relay operators less favorably than male respondents in terms of
spelling skills.

Overall, 30.8% of respondents rarte the skills of Maryland Relay operators as excelienr and
anather 45.3% rate their skills as very good. Individuals who used Maryland Relay less
Jrequently in the past 30 days are more likely to rate the skills of operators as excellent.
Male respondents 1end to provide a greater percentage of very good and excellent ratings

than female respondents. More than $0% of all respondents believe that Maryland Relay
fulfills their existing telephone communication nceds,




Respondents are generally aware of Maryland Relay options:

Option Percent rasponding "Yes"
ASL calls are transiated Inta conv. 70.3%
Enqlish

Spanish bilingual operator 37.5%
International calls 62.0%
Call 900 numbers 47.0%
Use throughout tha U.S. 87.5%
Leave a message on an answering 87.9%
machine

Pick up messages from an answering 59.8%
machinga

Respondents who use Maryland Relay fess frequenily, female respondents, and
respoudents with higher household incomes tend to be more aware that ASL calls are
transiated into conversational English and that they can request a Spanish bilingual
operator. Respondents who use Maryland Relay more frequently and Famale respondents
tend to be mare aware that they can use Maryland Relay to make international ealls, can

call 900 numbers, and use Maryland Relay at any time no matter where they may be within
the United Starcs. -

Maryland Relay operators are rated favorably along the following criteria:

Percent responding "Always*
Criteria or "Most of the time"
Make customers feel important 20.5%
Respectful and palite 94.0%
Answer quickly g 85.2%
Gat a busy signal 85.0%"

“Percent responding "Nevey” or "Less than half of the time".

Nearly three-quarters of all respondents (73.2%5) had not seen the Maryland Relay
television commercial, however, almost two-thirds (66.8%) had seen print advertising
about Maryland Relay, OQlder respondents tend to recall sceing television and print
advertising about Maryland Relay more than younger respondents.

3




® ATZT is the long distance cartier of 68.8% of all respondents, followed by Sprint
(12.2%) and MCI (10.5%).

Profile of Respondents

» Respondents wese generally split berween female (55.5%) and male (44.5%). 'Fight.
surveys were returned by a male and female couple combined on 2 single questionnaire.
More than three-quarters of all respondents (78.7%) were between the ages of 31 and 45.

®.  More than half of all respondents reported a houschold income of between $25,000 and
$75.000 per year. Approximately 356% of all respondents reported a household income of
between $25,000 and $50,000 per year. Anather 22.4% reported a household income of
butween 350,001 and 375,000 per yenr,

Conclusions

Bised on the findings from this quanzitative survey, Maryland Relay is fulfilling the telephone
cemmunicarien needs of ity customers. Maryland Relay customets tend to rate this service and its
operators favorably.

From a marketing standpoint oppertunities exist 1o communicate the features and benefits of
Maryland Relay, such as the option of requesting a Spanish bilingual operator, the ability to make
internatianal calls, call 900 numbers, and pick up messages from an answering machine. Tt is
noteworthy that nearly half of all respondents (48.3%) would like to usc their computer instead of
TTY, the most oRen mentioned current communication method, to communicate through
Maryland Relay. Based on this survey, it appears that print advertising is an effective media for
communicating to Maryland Relay users.

The research indicates that more frequent users of Maryland Relay tend to be less than completely
satisfied with selected services than less frequent users. In addition, older respondents tend to be
more completely satisficd with Maryland Relay than younger respondents. This presents both an
opportunity and a challenge for Maryland Relay, Maryland Relay must majntain a focus on
achieving a high level of service with every customer interaction and should centiruc to remind
heavy users of the variety of Maryland Relay services and benefits, A focus on marketing to

younger Marylanders is important so that as this population segment ages they remaln aware of
and satisfied with the services of Maryland Relay.
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TELECOMMUNICATIONS RELAY SERVICE - TECHNICAL NEEDS

1.0 Background

1.1 Introduction

This paper presents the current industry understanding regarding network technical issues
associated with the implementation of Telecommmications Relay Service (IRS). Of
particular concern is the issue of carrier of choice - the ability of the TRS user to specify
the carrier the user wishes to transport the call, and the manner in which this feature can be
provided. This effort is a result of activity initiated at the Industry Carricrs Compatibility
Forum (ICCF). It represents the current industry view and may be subject to change. Any
such changes, including modifications or additions to the document will be made under the
direction of the ICCF. . ' .

Although the technical arrangements described in the document should be considered the

product of industry consensus regarding the ultimate network solution to the stated issues,

there should be no inference relating to the implementation of the proposed architectures
“by any TRS service provider. That is, the decision to implement these arrangements, and

the timetable in which such arrangements should be deployed, is likely to be based on

business and regulatory concemns, and will vary accordingly. Moreaver, nothing in this

docnment precludes the use of alternative arrangements which may incinde some or none
-of the features described.

1.2 Telecommunications Relay Service

Telecommunications Relay Service (TRS) is a telephone transmission service that
provides the ability for an individual who bas a hearing or speech disability to engage in
communication by wire or radio with a hearing individual in 2 manner that is functionalty
equivalent to the ability of an individual who does not have a hearing impairment or
speech impairment.

TRS includes services that enable two-way communication between an individual who

uses 2 Text Telephone (TT) or other nonvoice terminal and an individual who does not use
such a device.

1.3 Key Regulatory and Legislative Rulings

Several regulatory and legislative actions have mandated that TRS be made available.
Most significant of these actions is the Americans with Disabilities Act (ADA) which
‘prescribes that
Each common carrier ... shall ... provide ... TRS, individually, through designess,
through a competitively selected vendor, or in concert with other carriers.




In addition, the ADA directs the FOC to prescribe regulations that establish functional
requircments, guidelines, and operations procedures for TRS,

n ifs Order in Docket 90-571, the Commission provided such regulations. Key among
them is a technical standard that prescribes equal or equivalent aceess to interexchange
carriers. Specifically, it is stated that

TRS users shall have access to their chosen interexchange carrier
through TRS, znd to all ather operator serviess, to the same
extent that such access is provided to voice users.

1.4 Carrier of Choice

In each state, TRS is provided, after a selection/certification or competitive bidding
process, by a single carrier, either an interexchange carrier (IC), a local exchange company
(LEC), or other (usually non- profit) arganization. The regulation prescribing equal aceess
for TRS has been interpreted to require that the TRS provider offer the TRS user the -
ability to designate the carrier to transport the call.’ Accordingly, the TRS provider must
: ‘establish the technical capability and the administrative procadurm to route the call to the
desipnated transport camier. Similarly, the transport carrier must be able to recognize the
TRS call, complete the call to its destination, and obtain sufficient call detail information to
accurately rate and bill the call. With such ap arrangement, the established connection will
. li.ukthsca]]ingparty to the called party, through the TRS platform and the facilities of the
transport carrier. The Communications Assxstant (CA) of the TRS prowdu will provide
the relay function. ,

2.0 Needs and Objectives

2.1 Rating of TRS Calls

Several State Comamissions have mandated that TRS calls be discounted. Such discounts
must be provided not only by the TRS provider, but also by any other carrier that is
involved in transporting the TRS call. Accordingly, if a call is routed by the TRS provider
to a transport carrier, the transport carrier must be able to identify the call as a TRS call in
order that the appropriate discount can be applied.

22 Efficiency

1t is desireable that the TRS provider be able to route the call to the designated transport
carrier in as efficient a mapner as possitle. The need for such efficiency implies that the

* The ability of the end wser to designate a carrier of choice for intralATA toll or intral ATA local calls may

be subject 1o state regulatory rulings. Accordingly, in some states, such calls may have to bé directed to thc
LEC (Se¢e Section 7.5).




transport carrier reccive, through avaﬂablcnctwurksignaﬁflg, all necessary information to
complete the call. This information includes thcidmﬁﬁmm.‘:n of the call as a TRS call, the
cad user calling number, and the called aumber. Moreover, it is desireable that any
additional information further describing the nature of the calling line (e.g., hotel/motel,
payphone, eic.) be provided. :

Calls not requiring operator assistance should be routed to the transport carrier's non-
operator switch. That is, calls where alternate billing (card, collect, third party) is not
requested by the calling party should not avolve the operator services position of the
transport carrier. When alternate billing is requested, the interaction between the CA and
the transport carrier operator should be kept to a minimum. Agzin, as much information
as possible should be provided to the operator services position of the transport carrier

through network signaling. :

Efficient provision of routing to the transport carrier will minimize the call set-up time
associated with the TRS call. Minimal call set-up is necessary to better meet the
requirement of functiopal equivalency to non TRS commectiops.

8.0 Network Architecture
3.1 General

The suggested network architecture to effect carrier of chaice is shown in the figure
below. A key feature of the architecture is the capability within the TRS platform which
allows the platform to outpulse in an equal access signaling format to a LEC access
tandem switch. This capability takes advantage of known access network capabilities and
arrangements to effectively provide connectivity to the requested transport carries.

I
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It is recognized that some of the capabilities described as well as the necessary access
trupking are not now in place and will have to be deployed to comply with the proposed
architecture. Further, it is understood that this network architecture cannot be used for
certain calls (sce Section 7.5). Finally, as stated in the introduction (Section 1.1) the
decision to implement these acrangements and the timetable in which these arrangements
are deployed, are likely to be based on business and regulatory concerns.

3.2 Access to the TRS Platform

‘Conncection of the end uscr (calling party) to the TRS platform is typically provided
through the use of an 800 number.” The 800 scrvice which routes the call to the platform
should be configured to deliver to the TRS provider the 10 digit calling number (ANI).
In addition to the calling party number, the 800 service should deliver to the platform the

ANI II digit pair associated with the calling line.
3.3 Selection of Carzier of Choice

After connection to the TRS platform, the end vser will provide to the CA — either ™

verbally or through use of a TT ~ the called number, the type alternate billing required, if

any, and, if desired, the carrier the caller wishes to route the call. .

3.4 The Use of Featore Group D Signaling

“The TRS Platform will route the call to the requested carrierby generating an equal access

(FG D) signaling message to an appropriate, originating LEC access tandem switch.
Originating FG D sigpaling through an access tandem uses a two stage outpulsing
sequence with the first stage of the form "0ZZ XXX where OZZ is used to specify a
particular trunk group and XXX is the carrier code.” The calling number (ANI) including
the ANI II digits and the called number are provided in the second stage of outpulsing.

3.5 The Use of Unique II Digit Pairs

It is necessary that the carrier of choice (the transport carrier) recognize the call incoming
to its network as a TRS call. To effect this recognition through network signaling, new
ANI II digit pairs must be defined and assigned to identify TRS calls. Because the
transport carrier requires information regarding the nature of the calling line, reflecting,
for example, the need for a particular billing treatment, multiple I digit pairs are
necessary. Accordingly, the use of these new II digit pairs will identify the incoming call
as a TRS call with no billing restrictions (Le., bill to the calling number) or 2 TRS call in

* Requests have been made for the 2ssignment of an N11 eode for TRS acesss. Because the industry has not
yet acted upon this request, technical considerations associated with N11 access for TRS are not discussed in
this paper, :

** The current industry plan of record calls for the expaosion of FG D Carrier Identification Codes (CIC)
from 3 digits (XXX) t0 4 digits (OCKX) during the first half of 1995,

'
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which some alternate billing arrangement must be used. Specific definitions of these new
AN I digit pairs are given in Section 6, below.

It should be recognized that the 1T digit pair sent by the TRS platform to the carrier of
choice will not be the II digit pair originally associated with the calling line and initially
reccived by the TRS platform. Rather, the TRS Platform must map the IT pair of the
calling party's lin to one of the new I digit pairs assigned for TRS use.

3.6 Call Flows

The following are dmmipﬁons of the call processing necessary to establish and complete a
TRS call _ '

3.6.1 TRS Call Billed to the Calling Line

'Copsider a TRS call made from a residence line where the caller wishes to have the call
completed over a specific carrier's network, and not the network of the TRS provider.
Moreover, the call is to be billed to the calling line.

+ Typically, the calling party would access the TRS Platform by dialing an 800 number. The
call would be completed and, because of the manner in which the (800) service was
provisioned, the TRS platform would receive the calling party number (ANI) and the
associated II digits (in this case 00). The calling party will commumicate with the CA,

_informing the CA of the called number and the choice of camier. The CA, recognizing
(through tbe 1 digits) that call is made from an unrestricted line and that no alternate
billing (e.g., card, collect) has been requested would assume that the call is to billed to the
originating line. '

The CA would initiate the call to the designated carrier causing an equal access signaling
message to be transmitted from the TRS platform to the appropriate LEC access tandem
switch. Contained within the signaling message is the information indicating the carrier to
which the call should be routed. The second stage of the signaling message contains both
calling and called party number, including the (pew) II digits indicating that the call is a
TRS call and that there are po billing restrictions on the calling line. The call would be
completed by the transport carrier with the necessary call detail indicating the use of TRS,
thereby permitting the transport carrier to apply the appropriate rate treatment.

3.62 TRS Call with Alternate Billing

A call will be designated as an alternate billed call either because the calling party has
requested such treatment or the CA, based on an indication from the calling line I digits,

recognizes that the call cannot be treated as sent paid. In either event, the call would reach
the TRS platform as previously described in Section 3.6.1.
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The CA, after determining that alternate billing is rcqmred, will initiate the call to the
specified carxier as if the call were dialed O+. Carrier identification will again be realized
through thcﬁrststagcofFGDSLguahng through a LEC access tandem. The calling party
number information will contain the necessary I digit pair indicating a TRS call from
either a restricted or wnrestricted line. Because the call was dialed O+, the call will be
routed to the operator services position of the designated carrier where the appmpnm.c call
treatment (card, collect, third party) can be provided.

4.0 Capabilities of the TRS Provider

As indicated in the above call flows, the TRS platform and/or the CA must provide several
specific capabilities in order 10 effect the desired call processing.

- Receive the ANI of the calling line

- Receive and interpret the ANI I digits of the calling line

- Recognize the routing needs (e.g., 1+, 0+) of the calling party

- Map the calling line II digits to the TRS II digits as appropriate

- Route the call to the carrier of choice nsing FG D signaling :
through 2 LEC access tandem switch. (Access facilities to connect
the TRS platform to the appropriate access tandem must be in placs)
- Provide all necessary additional information to the carrier of
choice (e.g., card number, collect, third party)

In addition, it is the responsibility of the TRS provider to inform all ICs operating in a
given state (where the TRS provider offers service) of the location of specific aceess
tandem switches through which “carrier of choice” traffic will be distributed. Moreover,
the TRS provider is also responsible for informing the industry relative to the activation by
the TRS provider of any newly assigned ANT II digit pairs which will necessarily be
forwarded to a selected carrier of choice.

5.0 Capabilities of the Transport Carrier

Similarly, the transport carrier must also support several features to allow the efficient
implementation of carrier of choice.

- Provision access facilities from the appropriate access tandems

-- Receive FG D signaling at all POPs designated to collect TRS traffic
- Receive and recognize the unique TRS 11 digits

- Record the necessary call detail information for rating and billing




6.0 Responsibilities of the LEC

The designated architecture for carrier of choice requires that the TRS provider route
traffic through a LEC access tandem switch for delivery to the end uvser's chosen carrier.
Accordingly, access facilities should be made available by the LEC to provide the
necessary connectivity from the TRS platform to the designated access tandem.

In addition, the LEC sbould understand that the deployment of the recommended
architecture requires that access recording capability be available at the tandem switch
which receives traffic from the TRS provider and routes that traffic to the transport carrier.

- To the extent that access recording capabilities are not available, their development should
be considered “

7.0 New ANI II Digit Pairs for TRS

It is suggested that three new II digit pairs be assigoed to permit the efficient
implementation of TRS and, in particular, carrier of choice.

7.1 ‘TRS II Digit Pair AA*

ANI I digit pair AA indicates that the associsied call is a TRS call delivered to 2 transport
carrier from a TRS provider and that the call originated from an uarestricted line (ic., 2
line for which there are no billing restrictions). Accordingly, if no request for alternate
billing is made, the call will be billed to the calling line.

7.2 TRS II Digit Pair BB®

ANI I digit pair BB indicates that the assbciated call is a TRS call delivered to 2 transport
carrier from 2 TRS provider and that the call originated from a restricted line.
Accordingly, sent paid calls should not be allowed and additional screening, if available,

should be performed to determine the specific restrictions and type alternate billing

7.3 TRS I Digit Pair CC*

ANI I digit pair CC indicates that the associated call is 2 TRS call delivered o a transport
carrier from & TRS provider, and that the call originates from a hotel/motel. The transport
carrier can use this indication, along with other information (e.g., whether the call was

dialed 1+ or 0+) to determine the appropriate billing artrangement (Le., bill to room or
alternate bill).

* Assignment of ANI II pairs AA, BB, and OC as ANI I pairs 60, 67, and 66 respectively was approved at
ICCF 28 and subsequently confirmed by the North American Numbering Plan Administrator (NANPA).
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7.4 ANIII Digit Mapping

ANI 1 digit pairs associated with the calling line and received by the TRS platform will
have to be mapped into the three II pairs assigned for TRS (A4, BB, CC). The following
table suggests such a mapping.’

ORIGINAL DESCRIPTION TRS I DESCRIPTION

II PAIR PAIR

00 UNRESTRICTED | AA UNRESTRICTED

01 MULTIPARTY AA UNRESTRICTED

02 ANIFAILURE BB RESTRICTED**

06 HOTEL/MOTEL | CC HOTEL/MOTEL

07 : SPECIAL BB RESTRICTED
OPERATOR

_ HANDLING

20 AIOD AA UNRESTRICTED

23 COIN/NON-COIN | BB RESTRICTED
UNENOWN .

24 800 SERVICE BB RESTRICTED

27 COIN BB RESTRICTED

61 CELLULAR BB RESTRICTED

62 CELLULAR BB RESTRICTED

70 - COCOT BB RESTRICTED

93 VIRTUAL NET AA UNRESTRICTED

8.0 Additional Technical Issnes

Several additional technical issues must be recognized by both the TRS providers and the
transport carriers. '

8.1 Trunking to the LEC Access Tandem Switch

The previously described call flows indicate that the TRS provider will deliver traffic to
the designated carrier of choice through a I EC access tandem switch. Because the TRS
platform may be physically distant from the state it serves, an issue that must be addresed
is the location of the LEC access tandem to which the TRS platform will deliver carrier of

* The table reflects current ANI II digit assignments. When new ANI II digit assignments are made, the
mappings and this table will be expanded accordingly.

** Typically, when ANI faiture occurs, the cali is directed to an operator for collection of the calling party
number. If the calling party number is successfully obtained, and if it is dertermined that the calling line is
wmrestricted, the call may be forwarded from the TRS platform as an wmrestricted call ie., with ANI T AA).
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choice traffic. It is possible that such traffic could be offered ata tandem switch and
delivered to the designated carrier outside the state in which the call was made.

If this were the case, at least two difficulties might arise. First, the imformation provided to
the trapsport carrier necessarily includes the calling party number which indicate the NPA
code associated with the originating location. Accordingly, if this call is delivered to a
Point of Presence (POP), and ultimately to a switch of the transport carrier in a state far
distant from the location of the calling party, that switch will receive and must recognize
"foreign® NPA codes which it typically is not expecting. Therefore, screcning in these
switches, at least on those trunk groups which receive TRS calls, will have to allow such
"foreign” codes.

Second, the ANI based screening required to determine specific call treatment (e.g., collect
only) or to validate 1+ calling from hotels is based upon internal databases which are
regionally deployed. Accordingly, if the call is delivered to the transport carier at a
location distant from the calling party, the relevant information necessary to perform
screening may not be present. )

It is therefore suggested that routing amrangements be considered so that calls routed from
+ the TRS provider 1o the designated carrier of choice are delivered to that carrier from a
LEC access tandem switch in the state from which the call originated, preferably from the
switch that serves the calling NPA.

. 82 800 Database Access

Because 800 service is often used to provide end user access to TRS, it is necessary that
any impact of 800 database access, 1o be implemented May 1, 1993, on TRS be fully
understood. Of particular interest should be the need to receive the ANI 1T digits

associated with the originating line and the features within database access which may
inhibit this need.

Specifically, there are two situations where 800 Database Access will provide to the TRS
platform an ANIII digit pair which does not directly describe the characteristic of the
originating line, or will change the II pair associated with the calling line. 1123 will be
received by the TRS platform if the access provider cannot determine if the originating

line is coin or non-coin. Receipt of II 23 will occur, for example, on some calls ariginating
from non equal access end offices.

Upon receipt of I 23 the CA should attempt to obtain the full (10 digit) ANIT of the calling
party and the nature of the calling line. If the CA determines that the call can be billed to
the calling line, the ANI IT digit pair forwarded to the transport carrier could be that
associated with a TRS unrestricted call. If the CA is not certain of the nature of the calling -
line, or is unwilling 1o take responsibility for that decision, the call should be forwarded to
the transport carrier with the ANI I digit pair for a TRS restricted call.

G




ANI 11 digit pair 24 is used to indicate that 800 access includes 2 POTS number trapslation
and will therefore be received by the TRS platform on every call if the 800 service
provider has selected this option from the 800 access supplier. If I 24 is received, the CA
should again attempt to determine the nature of the calling line. More appropriately, the
TRS provider should request of its 800 service provider that POTS translation not be used.

8.3 Inaccessibility of the Designated Carrier

Clearly, the designated transport carrier of choice to which the TRS provider will direct
the call must have a Point of Presence (POP) in the area from which the call originates,

. and must have in place access facilities from the tandem switch to which the TRS provider
routes the call. If such access facilities are not in place, the call cannot be directed to the
transport carrier and should be routed to the appropriate announcement.

It should be noted that announcement capability may not be available at all LEC tandem
switches that will receive TRS (carrier of choice) traffic, possibly causing calls routed to
unavailable carriers to terminate in reorder, without explanation to the calling party.
Accordingly, it would be advisable for the TRS provider to be aware of the ICs that serve
a given state (or arca within a state) and are available to receive TRS traffic. Calling

. parties selecting a carrier known to the TRS provider to be unavailable from the caller's

area wonld be so informed by the TRS provider and asked to make another choice.

8.4 Access to the LEC Operator

Situations may arise in which a calling party making a TRS call needs 1o access the LEC
operator for assistance. Accordingly, the TRS platform should incorporate and support
existing interconnection arrangements (e.g., operator inward dialing) and procedures to
accommodate this potential need.

8.5 Transfer of TRS IntraL ATA Calls to the LEC

As previously explained (Section 1.4) there may be situations where, subject to regulatory
directives, intral ATA calls handled by 2 TRS provider must be routed to the LEC for
completion. The network solution described berein cannot be used for such calls.
Alternatively, intral ATA calls could be forwarded to the LEC simply by sending the
called number to the LEC tandem or end office switch. (If calls are routed by the TRS
provider to the LEC for completion, the calls may have to be delivered to a tandem switch
in the LATA in which the call originated). Associated billing arrangements, if required,
would have to be accommodated on an individual case basis. In any event, should LEC
completion of intral ATA TRS calls be required (in some areas, state commissions have
authorized TRS providers to complete intral ATA traffic) the arrangements necessary to

accommaodate this need should be developed through one-on-one negotiations between the
TRS provider and the LEC,




8.6 Coin Sent-Paid Calls

A recent FCC Order (CC Docket 90-571, released 2/25/93) ruled that TRS must
accommodate coin seot-paid calls. Current TRS access arrangements (i-c. 800 service)
and TRS platform capabilities cannot adequately support coin sent-paid traffic as the
necessary coin control signaling features, required to monitor the deposit and collection of
coins, are not available.” Moreover, the difficulties are compounded If the call is handed
off from the TRS provider to a transport carrier. In this situation, the coin control
capabilities would necessarily have to be transferred to the transport carrier —~ 2 capability
that apgain, is not available. ‘

Further, full support of coin sent paid TRS traffic would require a non-voice interface for
coin control signaling and the development of the associated industry standards. In
addition, changes in customer premises equipment (i.e., coin telphones) wonld be required
to support TT usage on coin calls. '

If an industry technical solution for the accommodation of TRS coin sent-paid ealls is
developed, this document will be ammended to describe the arrangement.

9.0 Alternate Arrangements

A TRS provider and/or a transport carrier, along with the LEC, may choose not to
_ implement the above described capabiliities. Although less efficient, there are altematives
to the network solution which could provide the basic carrier of choice feature,

Simplistically, upon a calling party request for transport service from a designated carrier,
the TRS provider could launch the call to that carrer using 10XXX access,™ The call
would be routed to the carrier of choice with the ANI and the ANI II digits of the TRS
platform. The transport carrier could identify calls from a TRS provider based upon the
AN, and collect the call detail for those calls in a "downstream" process. Call detail
information, recorded by the TRS provider, including calling party number could then be
provided to the transport carrier, allowing calls completed over the transport carrier's
network to be associated with the appropriate calling party. Accordingly, the calls could
be rated and billed.

This arrangement would permit a TRS provider 1o route the call to the calling
party's carrier of choice, and would not require the network modifications and
access trunking additions described above. This arrangement, however, requires
the trapsfer of billing information outside the nommal, automated processes. The

* The use of N11 dialing for TRS access, although eliminating the inhereat incompatiblities associated with
coin seat paid and 800 service, would not ,in and of jtself, ailow the easy implementation of coin sent-paid
traffic for TRS. ' -

** At the time FG D Carrier Identification Codes (CIC) are expanded from 3 1o 4 digits, the Carrier Acces
Code (CAC) will expand from 10XXX to 101XXXX
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use of essentially manual input to an otherwise automated process is
administratively burdensome and is prone to result in lost data and/or errors.
Moreover, the absence of relevant information (¢.g., calling party number, relevant
1I digits) in real time during call processing could inhibit the transport carrier's
ability to properly treat the call, and could potentially increase the possibility of
fraud. Accordingly, at least for use in the long term, this alternate arrangement is
not recommended. - :




=& Sprint.
SAMPLE

Date: <insert>

Carrier: <insert>

ATTEN: <insert>
<insert>

Fax: <insert>

Dear <insert>,

Thank you for your request to complete <insert carrier name>> calls 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 selected you as
their long distance carrier. Sprint welcomes your company's participation in our TRS Carrier of
Choice program at no cpst to you if your company has facilities at any of our listed regional
and/or relay center access tandems. See Attachment A for a listing of Sprint TRS Tandem
Interconnection locations.

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 updated in order to receive
TRS Billing codes established by Bellcore {information digits 60, 66, and 67).

To ensure proper billing 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 OZZ codes associated with 1+, 0+, and 0- dialing for the access
tandems at which both your carrier and Sprint TRS have a presence.

The best way to provide access to your long distance network through relay service for your
customers is to designate the 7 Sprint Regional TRS center/Access 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
center/access tandem combinations, the traffic may be handed of at the centers’ access tandem.
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<insert carrier name> should provide the above information to Sprint in writing (see Attachment
B). The 0ZZ 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
appropriately receive, rate, and bill TRS Calls per Bellcore Industry standards. TRS Calls are
designated as ANI II Digit Pair 60, 66 and 67. Your translations tables must be able to recognize
these information digits.

Once Sprint receives your written request to participate in TRS Carrier of Choice, Sprint will
schedule translation updates in the next available release (usually 30 to 60 days). 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 will create a win-win situation for our customers.
Through Sprint, as their relay provider, they will be able to be billed by your carrier and to generate
additional revenue for your company.

Technical questions may be directed to Paul Ludwick, Product Manager-TRS, by phone at 913-
661-8927 or by fax at 913-661-8950 or you may call me at 303-297-5560.

Sincerely,

Michael Baer

Program Manager-TRS

Cc: John Hogue, Industry Relations, Sprint

TRS Customer Service Department, Sprint
State Relay Contract Adminstrator

Attachments (2)




Attachment A

Sprint TRS
Carrier of Choice Tandem Interconnection

Access Tandem Tandem
State Tandem CLLI LEC
Regional Center Tandems
Arizona Tucson TCSNAZMAO4T U S West
Maryland Baltimore BLTMMDCHO6T Bell Adantic/C&P MD
Missouri Kansas City KSCYMO05503T SBC
New York Syracuse SYRCNYSUS0T Bell Atlantic/NYNEX
Ohio Dayton DYTNOH225GT Ameritech
South Dakota Sioux Falls SXFLSDCQ09T U S West
Texas Austin AUSTTXGRO6AT SBC
State Located Tandems
California Sacramento SCRMCAO0103T Pacific Bell
Colorado Denver DNVRCOMAQ2T U S West
Connecticut Hartford HAFRCTO37GT SNET
Iowa Des Moines DESMIADTI&T U S West
Indiana Indianapolis IPLSINO110T Ameritech
Minnesota Owatonna OWTNMNOWI12T U S West
Montana Billings BLNGMTWEOIT U S West
New HampshireManchester MNCHNHCO04T NYNEX/NET
New Mexico Albuquerque ALBQNMMAO3T U S West
Nevada Las Vegas LSVGNVXBA4I1T Sprint LTD
North Dakota Bismarck BSMRNDBCI12T U S West
Oklahoma Oklahoma City OKCYOKCEI3T SBC
Oregon Portland PTLDOR13C9T U S West
South Carolina Charleston CHTNSCDT60T Bell South/SBC
Washington Seattle STTLWAQ6CST US West
Wyoming Cheyenne CHYNWYMAQ2T U S West

Revised: 10/25/99




Attachment B
Sprint TRS

SAMPLE
Letter of Authorization

<Date>

Michael Baer, Program Manager

Sprint Telecommunications Relay Services
1099 18" 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 code>

0ZZ:

Arizona*  Call Type Code
1+ <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
<QOther> Tandem

Company Name: <insert carrier code>
CIC: «insert carrier identification code>

0ZZ: Call Type Code
I+ <insert digit code>
0+ <insert digit code>
Q- <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 the<tandem location(s)> tandems.

OR

<company name:> will accept any (specify intrastate, interstate, international, and operator
services) call types except for (specify what call types 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>




SAMPLE

AGREEMENT

FOR |

RELAY AMBASSADOR PROGRAM OUTREACH

THIS AGREEMENT is made and entered into between
with offices at

"Subconmactor - hereinafter) and Sprint Coramunications Company Limited Partnership of
%)cll;wart, with offices at 13221 Wgodland Park Road, Herndon, VA 22071 (Spriat hercinafter).

WHEREAS, Sprint wishes to engage the services of the Subcontracior in a field in which the
Subcomracto,r h?anexpaﬁseandﬂwSubconnacmrisu&Hingmmndasnchsmwfor Sprint
as hercinafter specified.

NOW THEREFORE, in considcration of the mutual covenants herein contained, the partics
hereto agree as follows:

1.  SCOPE OF WORK

 Subcontractor shall render professional services to Sprint 1o perform Relay Ambassador
Outreach Services in accordance with the requirements specified in the Scope of Work
("SOW™), Exhibit A, attached as part of this Agreement.

2. .
Subcontractor must dliver quarterly reports, documenting the outreach efforts for Maryland
Relay. Reports must be submired May 30th, August 30th, November 30th, and February
30th. Subcontractor must submit 2 copies of each report, one copy to each of the Points of
Contact, listed below in Article No. 4. Communications.

PERIOD OF PERFORMANCE

The period of performance of this Agreement shall begin on and
end on . Sprint and Subcontractor may extend the peniod of
performance by mutual agreement.

4. COMMUNICATIONS
: All contractual communications relating to this Agreement shall be identified by

Contract Number and communicated by registered mail, telex, facsimile or cable to
the following addresses:

Subcontactor's point of contact with Sprint with respect to the Relay Ambassador
Qutreach services 10 be provided hercunder is:




6.2

6.3

7.2

SAMPLE

Subcontractor shall substantiate invoices and maintain 2ppropriate time and expense recond
pertaining to the services performed under this Agreement. Subcontractors invoices shall
be itemized on a form acceptable 1o Sprint and must be accompanied supporung
documentation. All expenses in excess of $15.00 must be supported by credit card
receipts. Invoices shall be submitted in accordance with Exhibit B, Fee Schedule.

Subcontractor's invoice(s) for services shall be rendered in triplicate on a monthly basis
and shall include the subcontract number and shall be submited to:

Submitted To: S Q&%}; n:.%o copany
Sprint Communications Company print Communi
9811-m East 104th Street 13221 Woodland Park
Kansas City, Missouri 64131 Hemdon, Virginia 22071
Aun: Accounts Payable Atn: Manager Government Subcontracts
Copy To:

PAYMENT
The payments payabie under this Agreement incivde ali local, state, or federal sales, use,
cxcise, personal property, or other similar taxes or duties.

Subcontractor shall make time and expense records available for examination and audit by
Sprint or a mittually acceptable accounting firm until the expiration of three (3) years after
final payment hereunder.

Payment of Subcontractor’s invoices will be made by Sprint within thirty (30) days after
receipt of a valid invoice.

PERSONNEL

Subcontractor shall identify all personnel who will be performing the Relay Ambassador
Outreach services. Personnel shall be approved in advance by Sprint. Subcontractor shali
submit resumes of personnel if requested by Sprint.

Itis recognized by the parties that following individuals employed by Subcontractor are key
individuals:

Subcontractor may not remove or replace any key individuals from the performarnce of this
Agreement without the prior express written consent of Sprint. Any change of key
personnel without the consent of Sprint shall be considered a material breach of this
Agreement, and may be grounds for termination under Paragraph 12.

Subconwmactor guarantees and agrecs that no Subcontractor Employee shall be assigned to
provide services to Sprint for more than 1,000 hours within any one (1) calendar year or




8.3

8.4

8.5

10.

SAMPLE

within a consecutve twelve (12)-month period beginning with the first day Subcontractor
Employee provides services to Sprint; nor shall any Subcontracior Employee provide such
services in excess of that number of hours. Subconwmactor agrees to notify Sprint in writin:
when any Subcontractor Employee has performed 900 hours of service for Sprint. .
Subcontractor agrees to indemnify, defend, save and hold Sprint harmiess from any and al.
claims of any nature or kind and demands by any person, government or agency as a resul:
of Subcontractor’s failure to comply with this, or any other provisions of this agreement.

Subcontractor acknowledges that informarion concerning or related to the rescarch, design.
development, manufacture, and sale of Sprint products and services, the general business
operation of Sprint (c.g., sales, costs, profits, pricing methods, organizanons, customer
lists, processes, equipment, etc.), are proprietary to Sprint and will be kept in strictest
confidence by consultant. Additionally, the findings, reports, inventions, discoveries,
developments and improvements disclosed to Subcontractor by Sprint or those written,
invented, made, or conceived by Subcontractor under this Agreement is of a confidential
and secret character and of great value to Sprint. The Subcontractor agrees to regard and
preserve as confidential for a period of five (5) years all of the above information and any
other confidential information pertaining to Sprint's business obtained by Subcontractor
from whatever source during the term of this Agreement..

Any data or other material furnished by Sprint for use by Subcontractor in connection with
the services performed under this Agreement shall remain the sole property of Sprint and
will be held in confidence by Subcontractor in accordance with Paragraph 9.1. Such
materials and all copies thereof will be returned to Sprint as required or upon termination of
this Agrecment. -

Subcontractor agrees not to make any reproductions of any material supplied by Sprint
without Sprint's prior written consent.

Notwithstanding provision 11 hereof, this Paragraph 8 shall survive the expiration or early
termination of this Agreement.

Prior to the receipt or potential development of Proprietary Information, as determined by
Sprint, by Subcontractor under the terms of this Agreement, Sprint may require signed

Proprietary Information Agreements from Subcontractor's employees, agents and/or
subcontractors.

OWNERSHIP

Any equipment items purchased by the Subcontractor from funds authorized by this
Agreement, specifically for the performance of work under this agreement, shall become
the property of the State of Texas, Public Utilities Commission and shall be relinquished to

the State of Texas, Public Utilities Commission upon expiration or termination of this
Agreement.

v
Reports, inventions, discoveries, developments, and improvements written, invented,
made, or conceived by Subcontractor in the course of or arising out of or suggested by the
services to be performed hereunder (hereafter “Inventons™) shall become and remain the
sole and exclusive property of Sprint. Subcontractor shall have no right to resell, publish,

license or otherwise ransfer or disseminate the information collected and reported
hereunder.
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12.

13.

14,

15.

SAMPLE

Subcontractor shall promptly notify Sprint in writing of all Inventions so conceived or
made by Subcontractor. Subcontractor hereby transfers and assigns to Sprint all rights,
title, and interest in and to the same whether or not patent or copyright applications are filed
thereon. Upon request, and at the expense of Sprint, Subcontractor will from time to time
during and after the Term of this Agrecment make applications upon such Invention
through attomeys and representatives designated by Sprint for Letters Patent or Copyrighis
in the United States and in all other countries and shall assign such applications to Sprint.
Subcantractor will give Sprint, Sprint's attorneys, and representatives all reasonable
assistance in prepanng said applications and, from time o time, upon request, execute all
papers and do all things that may reasonably be required to protect the rights of Sprint and
vest in Sprint the Inventions and Letters Patent, all as herein provided.

Subcontractor warrants that its services and products will conform to the requirements of
the Statement of Work and to generally accepted commercial practices. Subcontractor
makes no other express or implied warranties and shall not be liable in any event for any
special, incidental, or consequential damages except for actions based on Paragraph 7 and
on breach of confidentality in Paragraph 8.

Sprint at its option may terminate this Agreement in whole or in part for any reason upon
submitting to the Subcontractor written notice of termination and specifying the service(s)
1o be terminated and the cffective date of termination. In the event of termination as
provided herein, Sprint shall be obligated to pay for services performed and for any
outstanding expenses incurred under this Agreement prior to the effective date of
termination.

INSURANCE
Subcontractor shall provide Sprint with evidence of insurance coverage required in Exhibit
C, artached as™part of this Agreement.

FICATI
Subcontractor agrees to take all necessary precautions to prevent injury 10 any person
(including employees of Sprint or damage 1o property including Sprint's property) during
the Term of this Agreement and shall indemnify and save Sprint harmless against all loss
and expense resulting in any way from any action or omission on the part of Subcontractor,
its agents, employees or subcontractors, resulting directly or indirectly from
Subcontractor's performance under this Agreement, except to the extent that any such loss
is due to the sole negligence of Sprint. Should Sprint permit Subcontractor to use any of
Sprint's equipment, tools, or facilities during the performance of this Agreement, such
permission will be gratuitous and Subcontractor shall indemnify and save Sprint harmiess
from and against any claim for personal injuries including death, loss, or damage to
personal property, or loss of use of personal property arising out of the use of any such
equipment, tools, or facilities, whether or not such claim is based upon the condition
thereof or on the alleged negligence of Sprint in permitting the use thereof.

In consideration for the compensation paid under this Agreement as well as other good and
valuable considerations the receipt of which is hereby acknowledged, Subcontractor hereby
waives all claims which he/she, his/her heirs, estate, or successors in interest may have
against Sprint, its employee, agents, directors, successors, or assigns, for Subcontractor's
death, Subcontractor's performance under this Agreement or Subcontractor's use of
Sprint's equipment or facilites.
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SAMPLE

INDEPENDENT CONTRACTOR

The Subconwactor shall not hold himself/herself [itself] out as an employec or agent of
Sprint and is not authorized to act on behalf of Sprint. Subcontractor shall render hus/her
[its] services hereunder as an independent contractor and he/she fit] shall have no authority
to obligate Sprint in any manner.

RIGHT OF AUDIT ..

Subcontractor shall maintain all records and accounts pertaining to Work performed
for a period of at least three (3) years after final payment. Sprint shall have the nght
to audit, copy and inspect said records and accounts at all reasonable times during
the course of such work and for the above three (3)-year period for the purpose of
verifying costs incurred.

ASSIGNMENT ] )
This Agreement may not be assigned or transferred by either party without the written
consent of the other. Sprint may assign or transfer the Agreement 1o 2 successor
corporation, parmership, or other entity resulting from a merger, consolidation, sale of
asscts or other similar transacton.

CHOICE OF LAW

This agreement shall be deemed to have been made within the County of Johnson, State of
Kansas and shall be interpreted and enforced in accordance with the laws of the State of
Kansas. The partics hereby agree that the District Court of Johnson County, Kansas, shall
be the exclusive forum for the resolution of all disputes relating to this contract.

Subcontractor shall not issue or release for publication any articles, advertising, or
publicity matter relating to the Services performed hereunder or mention or imply
the name of Sprint or any of its personnel without prior written consent of Sprint.
Nothing in thisclause shall be interpreted to restrict the Subcontractor from
proviging information regarding relay services which are provided by vendors other
than Sprint.

P R NT IAN
The parties to this Agreement mutually agree that this Agreement contains the entire
Agreement between the parties and neither they nor their agents shall be bound by any
terms, conditions, statements, warranties, or representations, oral or written, not contained!
herein. This Agreement shall not be varied in its terms by any oral agreement or
representation or otherwise than by an instrument in  writing of subsequent date executed
by both parties hereto.

Subcontractor agrees 10 comply with all applicable iaws and regulations in the performance
of this Agreement.

In the event any provision of this Agreement is found to be legally unenforceable, such
unenforceability shall not prevent enforcement of any other provision of the Agreement.

R
Subcontractor shall comply with all applicable U.S. Government and Sprint's safety and
security reguladons. If Subcontractor renders services at Sprint's facility, Subcontractor
shall not remove any classified material or proprietary information therefrom.




SAMPLE

IN WITNESS WHEREOF, the parties have caused this Agreement to be executed as of the daie
set forth at the beginning of this Agreement.

Sprint Communicadons Company

Company Limited Partnership
By: By:
Printed or Typed Name Printed or Typed Name
Title | Tide




SAMPLE

EXHIBIT A
SCOPE OF WORK
(BIDDER'S PROPOSAL TO BE INCORPORATED)




SAMPLE

EXHIBIT B

FEE SCHEDULE

-

Sprint will pay Subcontractor for the Maryland Relay Ambassador outreach efforts as outlined in the
SOW (Exhibit A) $ per month not to exceed a total fixed price of $

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

The total price of this agreement for all Maryland Relay Ambassador Qutreach services shail not
exceed $ .




SAMPLE

EXHIBIT C
INSURANCE

The Subcontractor represents and warrants that is has secured and shall keep in force, at its sole
cost and expense, for itself and for its subcontractors, the following insurance coverages each with
iimits of $1 million per occurrence (except as otherwise stated):

a. ‘Worker's Compensation - Statutory Limits.
b. Employer's Liability

c. | Comprehensive General Combined Bodily Injury and Property Damage Liability, including
riders or extensions for: .

1. Contractual Liability (to cover Bodily Injury and Property Damage Liability )
under the indemnification provisions in this Agreement.)

2. Independent Contract's Liability, and
3. Broad Form Property Damage Liability.

d. Automobile, Bodily Injury and Property Damage Liability Insurance covering all owned
(and, if available, non-owned and hired) vehicles, that are (or may be} used by
Subcontractor and its personnel or employees hereunder.

The Subcontractar represents and warrants that is has arranged for each policy to name Sprint 2 an
additional insured and to provide that it may not be canceled without thirty (30) days prior writicn
notice to Sprint. Each policy shall be primary and with out right of contribution from any
insurance maintained by Sprint. The Subcontractor shall provide, to the Sprint official to whom
notices are to be given, hereunder, copies of such policies or certificates evidencing such coverage.
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Appendix E - Qutreach

Sprint has been a proven leader in the areas of outreach and publicity for relay
services. Our outreach activities are available to the State of Florida as an option
priced in addition to the price per minute. Additionally, Sprint will utilize our
proven partnership outrcach program, the Relay Ambassador Program, with the
goal of achieving awareness in communities that continue to be in need of
information about TRS.

Advertising Philosophy and Practice

Sprint will dedicate a full-service marketing department to the State of Florida, with
a team of TRS marketing professionals. Sprint distinguishes itself from its
competitors in TRS marketing through its excellent marketing relationships with
clicnts. We strongly encourage evaluators of this propesal to seek comment from
the references provided by Sprint, as well as our competitors, in the TRS
marketplace. Sprint proves superior in terms of retumn on the State’s marketing
dollass with the following results:

s Increased Call Volumes
« Greater Percentages of Inbound Voice Users

« Shortened Billable Communication Assistant Work Timc and Related Length
of Calls

 Greater Consumer Awareness of Available Technology to Shorten Call
Duration

» Superior Customer Service and Problem Resolution
+ Dstablished Customer relationships.

Account Services

Sprint 1s excited about the ability to offer the State of Florida an Account Manager
to support the outreach and contract issues of FRS. The Account Management
support is included in our basic relay service price. The high quality of our TRS
product to the residents of Florida is in part attributable to the on-going forthright
communication established between high-level Sprint management and state agency
clients.

Sprint’s relationship with the Florida Contract Administrator will include traditional
information-gathering, strategizing, planning, update sessions and standing
meetings. These frequent mcetings help keep both the Contract Administrator and
Sprint abreast of varying market conditions and new strategies for customer
education and awareness in an ever-changing, occasionally volatile
telecommunications marketplace.
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Innovative Peer Advertising: Relay Ambassador Program (RAP)

Sprint proposes to use our proven Relay Ambassador Program in the State of
Florida. It will be coordinated through the Sprint TRS Account Management team.
This team will be coordinated by Sprint’s Customer Relations Manager, Mark
Seccger, who has more than 17 years of expenience in developing and implementing
statewide outreach programs

The concept of RAP has been introduced and successfully implemented in several
other states where Sprint currently provides TRS. Sprint will release an REP to
various organizations that represent people who are TRS users to develop the Relay
Ambassador Program for the entire State of Florida. The objective of the RAP is to
educate the public about the use of FRS, specifically:

~ ASL users

» Late deafened adults

* Parents of deaf and hard of hearing children
» Hard of Hearing (VCO) users

« Speech Disabled (HCO) users

+ Business users of FRS

s Other hard to reach users of FRS,

Through outreach activities targeted to business and residential FRS users, cfficient
and cffeetive use of available TRS technology will continue to provide larger

numbers of people with even greater access to telecommunication services.

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

» Meetnngs with user organizations for distrbution of promotional matcrials

(brochures)

= Presentations to businesses and agencies

» Exhibiting at trade shows and annual organizational events

« Updates on FRS in local group newsletters

* Media advertisements through group newsletters.
Listed below are the types of organizations that Sprint hopes to recetve proposals
from in response to our RAP RFP. Sprint will ensure that before any contracts are
exccuted, the State of Florida is satisfied that thete are no implied or perceived
conflicts of interest with any party contracted to Sprint.

Possible Florida State Organizations for RAP Contracts:

= Florida Association of the Deaf
+ Florida SHHH chapters
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« Flonida Public Safety Answering Points

» Educational Programs for the Deaf and Hard of Hearing

= Florida Speech-language and Hearing Association

¢ Florida Chapters of AARP

* Fonda Civic and Community Service Organizations

= Klorida Rehabilitation and Independent Living Service Organizations
» Florida Association of Better Business Bureaus

« Florida Chambers of Commerce.

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

» Explaining the proper procedures for using FRS
» Encouraging users to prepare all necessary information before calling

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

 Hncouraging userts to call 9-1-1 directly in the event of an emergency

- Educating users about how to access FRS through pay phones as required by
the FCC

 Bducating users about how to access their carrier of choice through FRS as
required by the FCC

+ Explaining how common problems encountered by relay users can be
overcome

+ Explaining the relattonship between the Commussion and the provider of TRS.

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 will be
available in standard, Braille, and large print. Visual aids, such as instructional flyers
with graphics, provide a greater understanding of how FRS works for the variety of
users who aceess it,

Sprint will continue to work closely with the Commission and local telephene
exchange companics to see that all telephone directories carry appropriate
tnformation about FRS. Qutreach will also include working with the local public
safety answering point personnel and statewide emergency response associations to
promote community education that reinforces informaton about the FRS.

Mainstream Promotional Media and Materials

All promotional materials will be coordinated through the Commission for
approvals. Additionally, all materials will include acknowledgment that Sprint is
operating the FRS under contract with the State of Florida. Sprint will tailor cur
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available resources to meet those promotional needs identified by the State of
Florida, Prior to production and/or distribution of any outreach materials, approval
will be gained from the State. Table E-a lists the outreach activitics available to

FRS.

Table E-a Sprint TRS Outreach and Promotion Activities

Generic Sprint TRS Brochuras with
State Logo including:
—Standard Print

—Braille

~Large Print

-Spanish

—instructional Flyars
VCO/MCO

Marketing Business / Wallet Cards
Marketing Stickers
Organizations

—Deaf

—Hard of Hearing
—DCeaf-Blind

—Speech Disabled
—Business

—Hispanic

TV PSAs

Radio Advertising

TV Advertising

Posters

Training Videos

-ASCI

-VCO

-HCO

ASCIl Demos w/ Notebook
Full Paga Newspaper Ads
Letterhead Packages

Subcontractor Outreach (Relay
Ambassador Program)

Annual Consumer Events

Trade Shows and Display Booths
Consumar Councils

Town Hall Meetings

Customer Service Days

« Articles Via Local Group Newsletters

Dedicated FAS Newslatter
{Quarterly)

Goeneric TRS Video

ldentity Giveaways (Magnets, Pens,
Letter Openers, efc.)

Billboards

Broadcast Casting, Direction and
Production

Computer Generated Graphics
Presentation Charts and Graphs
Consumer Ressarch

Contests

Direct Mail

Focus Groups

Instructicn Manuals

Art Diraction
Creative Direction
Focus Groups
lllustrations

Logos

Naws Relaases
Photography
Scriptwriting

Slide Prasentations
Speechwriting
Storyboards
Strategic Flanning
T-shirt Design
Targeted Marketing
Annual Reports

If the State of Florida were to aggressively pursue an advertising opportunity outside
of the price per minute, Sprint will provide checks and balances in developing and
executing advertising campaigns. We will estimate the cost of production of each
project at the concept/media plan stage, and re-estimate at the copy/layout/
storyboard stage after the State has approved the initial direction. There will be no
surprises to the State, who is involved at all stages and literally “signs off” on
production estimates and media plans, typesetting, copy, scrapts and storyboards
prior to production, and final artwork prior to pninting or publication.



FLORIDA RELAY SERVICE
DETAIL OF RELAY CARRIER MONTHLY COMPENSATION
FOR THE MONTH OF MONTH, YEAR

INVOICE DATE: Month, Day, Year
ACCOUNT NUMBER: (00000000
INVOICE NUMBER: 0000000

MINUTES OF SERVICE COMPENSATION SUMMARY

Total Conversation Minutes of Use 0
Total Session Minutes of Service )
Less  Interstate Session Minutes §]
International Session Minutes 0
Interstate Toll Free Session Minutes 0
, Interstate Directory Assistance Session Minutes 0
Test Call Session Minutes 0
Total Billable Intrastate Session Minutes of Use 0
/“"-\-.
Price Per Minute of Service $0
Total Service Compensation $0.00
Additional Charges
Line Item One $0
Line Item Two $0
Line Item Three $0
Total Amount Due $0.00
—

Please submit remitiances Lo;
Page [ of 3 Sprint - TRS

11/8/99, 4:42 PM P.O. Box 101343
Atlanta, GA 30392-1343




Traffic Report Statistics

Total Number of Inbound Calls Handled 0
Monthly Weighted Average Speed of Answer 0.0
Monthly Weighted Service Level 0%
Total Number of Calls Offered and Abandoned
Abandoned
Offered Answered In 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 0
Total Number of Outbound Calls and Completed Calls By Jurisdiction
Outbound Calls Completed Calls
Local O {}
" Intrastate IntraLATA 0 0
Intrastate InterLATA 0 0
Interstate 0 0
General Assistance 0 0
Toll Free 0 0
" Directory Assistance 0 0
900 NPA Access 0 0
International 0 0
Marine 0] 0
Total [ ]
Average Length of Call
Inbound Outbound
Work Time (minutes) 0.00 0.00
Set-up/Wrap-up Time (minutes) 0.00 0.00
Conversation Time (minutes) 0.00 0.00
Conversation Time Based on Call Type
(in minutes) '
TTY-Baudot 0.00 (+.00
Turbocode (.00 (100
ASCII .00 0.00
VYoice 0.00 {.0H)
Voice Carryover 0.00 0.00
Hearing Carryover .00 0.00
Blind/Deaf ASCII (.00 0.00
Blind/Deaf Baudot (.00 .00

Page 2 of 3
11/8/99, 4:42 PM
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9. Total Number of Inbound Calls and Outbound Calls by Call Type

TTY-Baudot Calls
Spanish-Speaking Users
Speech Disabled Users

TURBO CCDE Calls
Spanish-Speaking Users
Speech Disabled Users

ASCII Calls
Spanish-Speaking Users
Speech Disabled Users

Voice Calls
Spanish-Speaking Users

Voice Carryover Calls
Spanish-Speaking Users

Hearing Carryover Calls
Spanish-Speaking Users

Deaf/Blind ASCII Calls
Deaf/Blind Baudot Calls

) Total

Inbound Outbound % of Total ASAI*
() 0 0.00% (.00
0 ]

) 0

0 0 0.00% 0.00
0 () '

1] 4]

0 0 0.00% 0.00
0 0

() 0

0 0 0.00% .00
) (0

) 0 0.00% 0.00
0 ]

0 0 0.00% (.00
{ i

{ 0 0.00% (.00
0 0 0.00% 0.00
0 0

*Average Speed of Agent Interaction measures the time between the switch answering

the call and the agents interaction with the caller.

Page 3 0f 3
11/8/99, 4:42 PM
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REPORT: SGACB480

SPRINT
ORIGINATING DIALED
NUMBER DIGITS

NO TEST CALLS WERE MADE

ARRIVAL

DATE

)

TELECOMMUNICATIONS RELAY SERVICE

TEST CALLS

CONNECT . USAGE

TIME MINUTES
0:00

e hh P AR AP

b e e e e e e e

AGENT
MINUTES

PAGE 1
RUN DATE O0/DOYOO



REPORT: SGACBOOO
SPRINT

INTRASTATE

LOCAL
INTRASTATL INTRAIATA
INTRASTATE INTERLATA
*GENERAL ASSISTANCE
TOLL FREE (36%}
INTRASTATE DIRECTORY ASSISTANCE
900 NPA ACCESS (100%) *
MARINE
OTHER
BUSY RING NO ANSWER

TOTAL INTRASTATE

INTERSTATE
INTERSTATE
TOLL FREE {64%)
INTERSTATE BIRECTORY ASSISTANCE
000 NPA ACCESS (%) *
INTERNATIONAL
TOTAL INTERSTATE

GRAND TOTAL

* GENERAL ASSISTANCE COMPLETED CAILS INCLUDE OPERATOR ASSISTANCE CALLS

TELECOMMUNICATIONS RELAY SERVICE
INTRASTATEANTERSTATE BREAKOUT FOR STATE
FOR THE MONTH OF MONTH, YEAR

BUSY RING/NO ANSWER

PAGE 1

RUN DATE 00200000

INBOUND OUTBOUND COMPLETED SESSION CONVERSATION SESSION
CALLS CALLS CALLS CALLS MINUTES MINUTES MINUTES
0 0 0 1] 06:00 0:00 0:00
1] 0 0 0 0:00 0:00 0:00
] 0 0 0 0:00 0:00 0:00
0 (1] 0 0 0:00 0:00 0:00
1 0 0 0 0:00 0:00 0:00
0 0 0 0 0:00 0:00 00
a 0 0 0 0:00 0:00 0:00
0 ] 0 0 0:00 0:00 0:00
0 0 Q 0 0:00 0:00 0:00
0 1} 0 [¢] 0:00 00 00
4] [1] 0 0 0:00 0:00 0:00
0 ] 0 0 0:00 0:00 0:00
4] 0 0 1] 0:00 0:00 0:00
0 0 0 0 0:00 0:00 0:00
0 0 o o 0:00 0:00 0:00
{ 0 0 0 0:.00 0:00 0.00
0 0 0 0 0:00 0:00 (00
00 0:00 0:00 0:00 0:00 .00 0:00




REPORT: SGACB150-3
SPRINT

LOCAL
INTRASTATE/INTRALATA
INTRASTATE/NTERLATA
INTERSTATE
INTERNATIONAL
MARINE
TOLL FREE
DIRECTORY ASSISTANCE
900 NPA ACCESS
GENERAL ASSISTANCE
OTHER

MONTHLY TOTAL

INBOUND AVERAGE LENGTII
OUTBOUND AYERAGE LENGTH

TOTAL
TTY-BAUDOT
TURBOCODE
ASCII
YOICE
VOICE CARRYOVER
HEARING CARRYOVER
DEAF/BLIND ASCII
DEAFBLIND BAUDOT
OTHER
TOTAL

TELECOMMUNICATIONS RELAY SERVICE

CALLS RY. JURISDICTION - STATE

-

INBOUND OUTBOUND COMPLETED CONVERSATION SESSION
CAILS CAllS CALLS MINUTES MINUTES
0 0 0 0:00 0:00
0 0 0 0:00 0:00
0 0 0 000 0:00
0 0 1] 00 0:00
0 0 0 00 0:00
0 0 0 0:00 0:00
0 G ¢ 0:00 0:00
0 0 0 0:00 D:00
0 G 0 0:.00 0:00
0 0 o 0:00 0:00
0 4] 0 0:00 0:00
0 0 0 0:00 0:00
0.00 0.00
0.00 0.00
INBOUND OUTBOUND COMPLETTD CONVERSATION SESSION
CALLS CAILS Calls MINUTES MINUTES
] 0 0 3.00 0.00
0 0 0 0.00 0.00
0 0 0 0.00 0.00
0 0 0 0.00 0.00
0 0 0 0.00 0.00
0 4] 0 0.00 0.00
0 0 0 0.00 .00
0 0 0 0.00 0.00
0 4] 0 0.00 0.00
0 ] [¢] 0.00 0.00

---CONVERSATION -
INBOURD OUTBOUND
AVERAGE AVERAGE

{ENGTH LENGTH
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 0.00
000 0.00
0.00 0.00
0.00 0.00
0.00 0.00

---CONVERSATION---
INBOUND OUTBOUND
AVERAGE AVERAGE

LENGTH LENGTH
0.00 0.00
0.00 0.00
000 0.00
0.00 0.00
0.00 0.00
0.00 0.00
.00 0.00
6.00 0.00
0.00 0.00

PAGE 1
RUN DATE: 00/00/00

AVERAGE
SPEED OF
AGENT
INTERACTION

0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00
0.00



REPORT: 5GACB700-2 TELECOMMUNICATIONS RELAY SERVICE PAGE 1
SPRINT CALLPHETALL RUETORT - STATE TRS DATE: D0M)
INBOUND PERCENTAGE OF CALLS HANDLED - MONTH YEAR

ALB ALS BaL DAY FRS iND iUB Mia Mo SF SYR TOTAL

MONTH Percent fm Percent Percent Percem Parcent Percen _l’m_ Pm m Pocent

€

R O b I W R e

g 558388588888 88838888888¢88¢888¢8¢8

TOTAL L] 000 ¢ 000 1] 000 ¢ 000 ] 000 Q 000 1] 000 0 000 1] 000 o 000 ] 000



REPORT: SGACB100-1
SPRINT

INPUT RECORD
(THIS CYCLE):

SUSPENDED RECORDS

BILIABLE RECORDS

DAILY TRS CALL ACCEPTANCE
FOR TRANSMITTAL NO: STOOG000000

“

PAGE 1

TRS DATE: 000000

LY 1T 4 I e ———— MONTUH TO DATE CYCLE-----—---==n=mmmmmmmannn
INBOUND TOTAE CONVERSATION SESSION INBOUND TOTAL CONVERSATION SESSION
CAILS CAILS MINUTES MINUTES CAlLLS CALLS MINUTES MINUTES

LOCAL 0 0:00 0:00 0:00 0 0.00 0:00 0:00
INTRASTATE 0 0:00 0:00 0:00 4] 0:00 0:00 0:00
INTERSTATE Q 0:00 0:00 0:00 0 0:00 0:00 0:00
GENERAL ASSISTANCE 0 0:00 0:0 0:00 Q 0:00 G0 0:00
TOLL FREE 0 0:00 0:00 0:00 0 0:00 0:00 0:00
MHRECTORY ASSISTANCE 0 0:00 0:00 0:00 0 0:00 0:00 0:00
300 NPA ACCESS 4] 0:00 0:00 0:00 0 000 0:00 0:00
INTERNATIONAL 0 0:00 0:00 0:00 0 (=00 0:00 00
MARINE [ 0:00 0:00 0:.00 0 0:00 0:00 0:00
OTHER 1 0:00 0:00 0:00 1 :00 0:00 000
BUSY RING NO ANSWER G 0:00 0:00 .00 0 0:00 00 0:00
TOTAIL 1 0:00 000 .00 t 0:00 0:00 0:00
LOCAL [¢] 0:00 .00 000 0 0:00 0:00 0:00
INTRASTATE 0 0:00 0:00 0:00 D 0:00 0:00 0:00
INTERSTATE 1] 0:00 000 0:00 0 0:00 000 0:00
GENERAI. ASSISTANCE 0 0:00 000 0:00 0 .00 00 0:00
TOLL.FREE 0 0:00 0:00 0:00 0 0:00 0:00 0:00
DRECTORY ASSISTANCE 0 0:00 0:00 0:00 4] 0:00 0:00 0:00
900 NPA ACCESS 0 0:00 0:00 0:00 4} 0:00 0:00 0:00
INTERNATIONAIL, 0 0:00 0:00 0:00 0 0:00 000 0:00
MARINE 0 0:00 0:00 .00 0 0:00 0:00 0:00
OTHER 1 0:00 0:00 0:00 1 0:00 0:00 0:00
BLUSY RING NO ANSWER D 0:00 0:00 0:00 0 0:00 0:00 0:00
TOTAL 1 0:00 0:00 0:00 1 0:00 0:00 0:00
LOCAL 0 0:00 0:00 0:00 0 0:00 0:00 0:00
INTRASTATE 0 0:00 0:00 0:00 0 0:00 000 0:00
INTERSTATE 4] .00 .00 {00 0 0:00 0:00 0:00
GENERAL ASSISTANCE 4] 0:00 0:00 0:00 0 0:00 0:00 000
TOLI. FREE 4] 0:00 0:00 0:00 0 0:00 0:00 0:00
DIRECTORY ASSISTANCE 0 Q.00 0:00 0:00 o .00 0:00 0:00
900 NPA ACCESS Q 0:00 0:00 0:00 o 0:00 0:00 0:00
INTERNATIONAL 4] 0:00 0:00 0:00 4] 0:00 000 :00
MARINE | 0:00 0:00 0:00 | 0:00 0:00 0:00
OTHER 0 000 0:00 0:00 1] 0:00 0:00 0:00
BUSY RIN NO ANSWER 4] 0:00 0:00 0:00 4] 0:00 0:00 0:00
TOTAL [ 0:00 000 0:00 1 0:00 0:00 0:00




) ) )

REPORT: SGACB700-1 TELECOMMUNICATIONS RELAY SERVICE PAGE 1
SPRINT CALL DETAIL REPORT - STATI TRS DATE: O¥00A00
INBCUND CALLS - MONTH YEAR

Al B AUS BAL DAY FRS IND LuB” MIA MOO SF SYR TOTAL
MONTH NCIHH  ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH ATT NCH  ATT

MEODE ) O WA L R e

- e
[ T =

BEEES

EEENERERNDR =
£B8E8E8888888888888888888888E888¢88

Lad
—

TOTAL 0 (07 S 000 0 000 o Q00 0 000 o 000 o 000 0 000 o 000 0 000 0 000 0

g



) )

CENTER RELAY SERVICE RESULTS SUMMARY
MONTH, YEAR

12M - 6A 6A - 12N + 12N-6P - 6P - 12M Total Day
DATE NCH ATT SVL ASA| NCH ATT SVL ASA| NCH ATT SVL ASA} NCH ATT SVL ASA| NCH ATT SVL ASA

Fri
Kag

Sun

Wed

Fri
Sat
HOL
Mon
Tue
Wed

L= - - I R - N T

e e
[ N N S =]
e

Fri
Sat

—
-1 o

Sun
Mon

T =

S oo oo
—
&

Wad

[ e
[

Fo
Sat
Sun
HOL
Tue
Wed
‘Thu
Fri
Sat
Sun

BEUYIRRER

=8

TOTAL




)

)

STATE Weighted ASA: 0.0 Regquirement: 0 seconds with a standard deviation of 2.9 seconds
MONTH Albuguergue Austin Charlous Inedependence Lubbock [ Sicuz Falls Minneacis Mismi Syrannme
YEAR . Totd Towd | Duly | MTD
Call £all Gl call calt Ca]’l Call Call Call Call Call call
Datc | Callk ASA _Secx | Calls  ASA  Sew | Calli  ASA  Secs | Cals ASA  Sew | Calle  ASA  Sew | Culls  ASA  Scos | Calih  ASA  Soo- | Cale  ASA  Ses | Calls  ASA  Secr [Calls ASA  Sean | Calls ASA  Sea Secs Calls | ASA | ASA
1 0 [] 0 0 15 0 [iT] o 00 o 00 0 00 [ 00 ] 00 ] 00 0 o0 [ o [} o | o0
2 0.0 0 0 ] 115 0 o0 o 0.0 1] 00 [] 00 2 0% a 00 0 00 ] op o I ] 00 | o0
3 00 [] 0 ] 00 o (21 o 0.0 1] i1 0 o0 [} 0.0 ] 00 0 00 ] o0 ] ] [ o | oo
4 0.0 0 00 0 0o 0 00 [ 0.0 o 2 o oo o 0.0 [ 0.0 ] 00 ] o0 ] L] [ a0 1 oo
H 0.0 0 [ [} 0.0 ] o0 [ 00 o o0 ] oo ] 00 [] (1 [} 00 [ 00 0 [ [} T T
& 00 ] 1) o 00 9 (1) [ 00 o &0 ] a0 o 00 [} o0 [} 00 0 00 0 [} 0 0o | ao
7 00 ] on a 00 0 0 0 00 0 00 ] o0 ] 00 [} 0 0.0 0 60 0 0.0 a o [} co | oo
[] o ] 00 [ it ] 00 0 09 [] [ o 00 0 00 L] oo 0 00 [ L1 o ] 0 0p | 0o
» 00 ] 0.0 [ 0 ] o0 o [ 2 00 ] 00 ] 00 o 0.0 o o0 o 00 o 0 0 o0 | oo
] 0.0 ] 1) 0 00 ] 00 o o0 o 00 0 o0 0 0.0 o 00 0 o0 ] o ] ] [ ot | 00
1n i1} o og ] 00 1] 00 ] 'L o o 1] oo 0 0.0 ] i1} a i)} i} LT} 1] Q 4 a0 00
12 0.0 0 04 Q 00 0 00 0 0.0 1] Li1)) 0 L1)] 0 0.0 L] il}} i 0 1} o 1} Q 0 a0 |00
13 00 0 00 0 00 ] 00 0 00 o oo ] [T ] 1] o i1} ] 00 0 00 0 [ [] [T
14 60 ] i1 Q 08 3 00 0 00 1] it o LT} [ 1] o [T} ] 00 0 00 0 I} ] 0o | 0o
5 00 ] 08 ] 0.0 0 00 0 o0 [ 1 1] LT ] [ o 00 ] 00 0 60 o ] 8 0o | 0o
16 o0 0 00 ] o0 [ 06 L] 00 [ 1) ] 00 ] 1) o o4 0 [ [} 00 o ] 0 0o | eo
17 08 [ 00 ] on 0 00 ] o0 0 [T ] 00 ] [+ [ o6 ] 0o 0 0g 0 ] [} oo ] oo
£ 00 0 a0 o 00 0 00 0 60 0 a0 o i1 ] 08 a ot 0 (1] [ 00 0 [} [ @0 | o0
19 00 0 (i3] o o 0 00 0 00 0 an ] [T} ] a0 [} 08 [} 0 ] o0 0 0 ] 00 | 00
0 00 1] 00 [1} 00 0 00 0 00 0 a0 ] od ] oo o 00 [ s ] L) 0 0 [] oo | oo
1t 09 [ o0 0 00 [] 00 ] 00 0 a0 ] o0 ] on 0 1] o an ] 00 0 [} ] o0 | oo
12 00 [ 0.0 ] 0 [ 00 ] 00 [ an 2 00 9 00 0 0.0 0 on 0 00 o 0 0 oy | oo
n 00 0 00 0 00 [} 00 ] 00 0 L) 0 00 0 00 0 0.0 0 00 ] 00 o 0 [} oo | 00
b2 1 [ [} 0.0 0 00 [} o0 ] o0 [ 00 ] o0 a 00 [] 0.0 0 ] ] G0 0 0 [} 0o | oo
F 0.0 [} 0.0 0 00 0 0] ] 0.0 Q e [ 00 oo 0 00 [} 00 o 09 L] o ] 00 | co
2 00 [} 0.0 0 00 [} 00 ] 00 ] o [} 0.0 00 L] 0.0 [} 00 o 08 ] [} 0 co | oo
1 00 [ 0.0 ] 00 o 04 [] 00 0 o [ 00 ] 00 0 0.0 [} 00 L} 00 0 o 0 oo | oo
n 0.0 ¢ 60 ] 00 o o [] 00 0 on [ 00 ] 00 ] 0.0 0 00 0 00 0 0 a o0 | 00
il 00 0 00 ] 00 o 00 ] 00 0 on [ o0 ] 00 ] 1] 0 00 0 0 0 0 [ o0 | oo
30 00 0 00 1] 0 o 00 o a0 2 a8 o a0 0 00 [] 14 0 0.0 [} 00 [} 0 0 o0 | oo
o (1] o a LL} L} L} L L} L [1] L] L] o8 a L] ap L} L] L1} L L} L] L} L] LLJ L} [ ] oe L} [ L] [ a q 0.0




) . ) )

REPORT: SGACB150-2 TELECOMMUNICATIONS RELAY SERVICES PAGE t
SPRINT DAILY CALL SETUPYW RAPUP AVERAGI STATL RUN DATEOOAOG00
AVERAGE o
NO. AVERAGE AVERAGE DAILY WRAP-UP
OF SET-UP DAILY USAGE ASSISTANT AVERAGE
CALLS TIME MINUTES MINUTES TIME
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 0 .00 0.0 0.00 0.03
MTH-00 [ 0.00 0.00 0.00 0.00
MTH-00 [t 0.00 0.00 0.00 0,00
MTH-00 1] 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 ¢ 0.00 0.00 0.00 0.00
MTH-00 G 0.00 0.00 0.00 0.00
MTH-00 0 Q.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-(00 0 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 [t} 0.00 .00 0.00 0.00
MTH-00 o 0.00 .00 0.00 0.00
MTH-00 [ 0.00 0.00 0.00 0.00
MTH-00 1] 0.00 0.00 0.00 0.00
MTH-00 0 0.00 000 0.00 0.00
MTH-00 0 0.00 .00 0.00 0.00
MTH-00 { 0.00 Q.00 G.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 1] 0.00 0.00 0.00 0.00
MTH-09 0 6.00 0.00 0.00 0.00
MTH-0) ¢ 0.00 0.00 0.00 0.00
MTH-00 0 0.00 0.00 0.00 0.00
MTH-00 1] 0.00 0.00 0.00 0.00
MTH-00 I} .00 0.00 0.00 0.00
TOTALS o .00 0.00 0.00 0.00



PAGE 1

TELECOMMUNICATIONS RELAY SERVICES
RUN DATE;: 00/00/00

CALL PROFILE NUMBER OF GUTBOUND CALLS FOIRL STALT

REPORT: SGACBI175-4

SPRINT

30+ TO 40

MINUTES

54+ TO &0

40+ TO 50
MINUTES

oo

20+ TO 30

MINUTES

10+ TO 20

5+T0 10
MINUTES

MINUTES

0TOS5

MINUTES

TOTALS

MINUTES

MINUTES

DATE

TOTALS




TRS Customer Contact Summary
~ MONTH YEAR ~

STATE

FL | LU [ MD[MNTMOTNMINY [OH]| SD | TX | CS | AM
COMMENDATIONS TOTALS
Agent 0
Service 0
TOTAL] 0 { 0o ] ol o] o]Jolo]o]olJo]|] o |of o

POLICY COMPLAINTS
#00 Everything Relayed
#01 Problem Answer Machine
#02 Feelings Not Described

#03 Request Service Block
#04 Miscellaneous
SCOPE OF SERVICE COMPLAINTS
#10 No 900 Number
#11 Limited LD Service

olo|jo|o)o

o

=

=)

#12 Miscellaneous

MISC COMPLAINTS
#20 Rates

#21 Improper Agent Protocol

#22 Typing Speed/Accuracy

#23 Answer Wait Time

#24 Line Disconnected

#25 Trouble Linking Up

olo|c|eoio|e|o

OTHER CALLS
#26 Request Branding

#27 Brand Questions/Explanation

#28 Request Directory Assistance

#29 Test Calls

#30 Instructions/Explain Service

#31 Send Information

#32 General Information

#33 Billing Question

#34 Purchase TTY

#35 Referred to LEC

#36 Wanted Sprint Cust Sve

#37 Employment Inquiry

#38 Computer Setting

#39 Other

ajo|olo|o|olc|e|e=|c|o oo |o

S TOTAEL O 0 0 0 0 0 0 0 0 0 0 0

ON STATE REPORTED

#40 Rate

#41 Request Relay Number

SIO|O|Oo

#42 Chafged for Local Call

0 0 0 0 0 0 0 0 0 0 4 0

STOTALCONTACT] 0o | ot ol ol o) o]lo]o]o] o] o] ol

o

FL Contacts reported by Walter Berger NY Contacts reported by Paulus Yalim

LU Contacts reported by Edith Tillery OH  Contacts reported by Ralph Fernandey

MD Contacts reported by Angela Griffis SD  Contacts reported by Scott Dinnel

MN Contacts reported by Joan Schuh TX  Contacts reported by Sharon Behringer
MO Contacts reported by Lezlee Brown CS  Contacts reporied by Customer Service

NM Contacts reported by Becky Aranda AM  Contacts reported by Van Scheppach
***i*!ttt*SAMPLE REPORT**I*'*I‘HH




PAGE
TRS DATE: ¥0M00

TELECOMMUNICATIONS RELAY SERVICE

REPORT: SGACHO000

SPRINT

IXBOUNTI CALLS - MEONT] YEAR

BY ORIGINATING CALL TYPE

TOTAL

3

23

n

25

24

il

13 14 135 16 13 13 19

12

1%

ENGLISH

US DOMESTIC TTY
TURBOCODE

300 BALD ASCT)

2400 BAUD ASCII

VOICE CARRY OVER
HEARING CARRY OVER
DEAF/BLIND USING ASCIHI
DEAF/BLIND USING BAUDOT

VOICE

1200 BAUD ASCIT

SPANISH

US DOMESTIC TTY

TURBOCOD

DEAF/ABLIND USING ASCT
DEAFBLIND USING BAUDOT

1206 BAUD ASCIH

2400 BAUD ASCH
VOICE CARRY OVER
HEARING CARRY OVER
{ENERAL ASSISTANCE

VOICE

300 BAUT} ASCIL
TOTAL



)

STATE Weighted Service Level: 0% Requirement: 00% within 10 seconds
MONTH Albuguerg Auslin i Independ Lubbock Miami faorbead PRC Sioux Falls Symcuse
YEAR . Total | Total | Daity | MTD
SYL SVL SVL SVL SVL ' SV1. SVL SVL $V1, SVL
SVL
Dme |Calls SVL  Pu | Calls SVL Pu | Calls SYL P {Calls SVI Ps | Calls syl Ps | Calls SV Ps |calis svi. Ps | cals svi. Bs Jcas svi me | cals osvi B Pis. | calls | svi | svi
1 o [oc] o o Jweo| o o |100] o o ool o o jwoo| o o |woe] o ¢ Jioe| o o lwoo] o 0 |woo] o o oo o [ 0 0 ]
2 o |woe]| o o o] o o |106] o o Jwooo| o o jwoo| o 0 Jwos| o o Jiwao| o o ool o o ool o 0 Jwee] o o o 0 0
3 o |00l o o Jwwo| o o |wno]| o o |woo] o o fwoo| o o Jwoo| o o jime| o ¢ oo} o 0 |i0e} o 0o |iwol] o 0 o o 0
4 0o {100l o o |iwo| o o J1ueo| o o o] o o [woo| o o Jwso| o ¢ Jwoo| o ¢ jJwoof o 0 |i0o] o ¢ Jwoof o 0 0 o 0
5 o o] o o |woa| o o |1wo| o o |woo] o ¢ |woo| o 0o Jiwco| o ¢ Jwoo| o ¢ Jwoo| o ¢ oo} o o jwoo]| o 0 0 ()} 0
5 o [woe| o 0 joo| o o |woo| o ¢ o] o ¢ |woe| o o |ico] o ¢ |woe| o o Jwoo| o ¢ juwoo| o o jwoo]| o 0 Q 0 0
7 o J10e] o o |woo]| o o Jwoof o o Jiwono]| o o [woo| o 0o Jiwoo| o ¢ Jioe| o o |woo| o o |woo] o o |weo]| o 0 © o 0
$ 0 Jwoo| o o |1000f o o [10o| o o oo} o o |1woo| o 0 |woo] o o |100e] o o |iwo| o o Jwoo| o o Jwoe| o o 0 o 0
9 o Jiwco| o ¢ {100]| o o [woeo| o 0 |woo| o o |woe| o 0 |woo] o o {1000] O o0 Jwoo| o o |tooo] o o Jiwoo| o 0 0 o o
10 o oo} o 0 o] o o |1m0| o o |woo| o 0o [1c00] o 0 |woo] o ¢ Jioo| o o Jwoo| o o |swooo]| o o Jino| o 0 0 0 o
1 o Jwoos| o 0o Jwws| o o |1wof{ o o |woe| o o Jioo] o 0 |woo] o o Jiwoo| o o |i00] o o |weo] o o |woof o 0 0 0 o
12 o Jwoo| o o o] o o |weo]| o o {1w00| @ o Jiooel o o |won] o o Jimo| o o Jwoo| o o |woa] o ¢ [woo] o o 0 0 0
13 o [woe| o o fuwo| o o |iwo| o o Jwoo| o o Jiwoo| o 0 Jwo| o o Jwoa| o 0 Jweo| o 0 |woe] o o jo] o o 0 o 0
7] o Jiwoo]| o o [100] o 0 |Jwo| o o |wo] o o Jiwco| o o juoo]| o ¢ Jwoo| o 0 Jwoo]| o 0 |woel o o Jwoe| o 0 0 0 0
15 o Jwoo| o o |woo]| o o Jwooe} o o |wco| o o o] o o fimo] o o |woo| o 0 |wo]| o 0 {woef o o ool o 0 0 0 0
16 o |oof ¢ o Jweo| o o [woe| o o o] o 0 |Jmwoo| o o oo} o o o] o 0 |00] o o Jiwoof o o |woo| o 0 0 0 a
17 o Jiwo| o 0 |woo| o o [w0e] o o fioe] o o |woo]| o D oo} o 0o |i1coo] o o |iona] o 0 |[1w00f o o {l00| © Q a o o
18 o |wool o 0 |woo] o o [wool o 0 o] o o |woo]| ¢ o ool ¢ 0 |i1c0o] o 0 |100] o 0 |1oo] o 0 ol o o [+ o 0
19 o [woe] o o floe| o o Jwoo| o o |won] o o fwon] o o |woof ¢ o Jwoo| o o |ioo] o 0 [1woo] o 0o |wool o 0 0 0 0
20 o [1000] o o |won| o ¢ Jwg| o o |woof o o [woo) o o |1w0o| o o Jiwoo| o o Jwoo| o o |wog]| o o [woo] o 0 0 0 o
21 o |10e{ o o [1woa| o ¢ {woo| o o |woof ¢ o |wool o o J1oo| o o Jweo| o o |weo] o o {woo] o o o] o o 0 0 ]
2 o |1000] o o [woo| o o Jwoo| o o |woo| o o |woo| o ¢ Jwno| o o Jweo| o o |woo] o 0o Jwoo| o o |woo]| o o 0 0 0
b ¢ |woe| o o [woo| o ¢ Joo| o o Jioo| o o |100| o o Jwoo| e o Jwea| o o |oo]| o 0 Jwoo| o o [woo] o 0 o 0 0
2 ¢ [1006] O o [weo| o ¢ o] o 0 J1000{ o o |woo| o o |woo{ o o Jwoo| o o |woo| o 0o j100]| o 0 o] o 0 0 0 0
25 ¢ Jiwoo| o o |woo| o o |woo| o o Jwoe| o o Joe| o 0 {1000] o o Jiwoo| o o Jwoo| o o Jwoo] o o |wo]| o 0 0 0 0
6 o {00 o o |wool| o ¢ Jwoo| o o |woo{ o o j1000] o o Jwoe| o o Jwoo| o o |woo] o o Lwe]| o o [woo] o 0 (i 0 0
27 ¢ |wool| o o [woo] o o |meo| o o |ioo] e o jwoo] o 0 |woel o o |ioo| o o |moo| o 0o Jiool o 0o [woo] o 0 0 0 0
28 ¢ |wool o o [woa| o o |mwo| o o |10o] o 0o |woe| o o Jwoe| o o |woo]| o o |woo| o 0 jfioe]| o o |woo]| o 0 0 o (1
% o |10 o o [we| o ¢ |woo| o o Jwoco]| o o Jwoe| o o Jwoo| o o Jwo| o o Jwoo| o o o] o o |woe]| o 0 0 0 0
10 o |woo| o o Jwos| o o {iwbo| o o Jwoe] o 0 Jwco| o o |iweo] o o |woo]| o o |woo]| o 0 o) o o jwoo| o 0 0 o o
k11 o [woa| o o Jwon| o ¢ lwoo| o o |woo] o o Jiwoo| o o Jiwoa| o o |wo] o o |woo| o o |woof o 0o fwoo] o 0 0 o 0
0 o 0 0 o i} 0 0 0 0 0 o 0 o 0 0 0 0 (i} 0 0 0 0




) ) | )

SPRINT TELECOMMUNICATIONS RELAY SERVICES (TRS)
BY STATE 800 NUMBER AND DATE

STATE = STATE NODNUM=X XXX XXXXXX

DAILY BUSY BUSY HOUR BUSY HOUR BUSY HOUR BUSY HOUR BUSY HOUR
DATE ATTEMPTS COMPLETED BLOCKED ABANDONED GOS HOUR ATIEMPTS COMPLETED BLOCKED ABANDONED GOSs

000000 o 0 0 0 0.0000 0 0 0 H 0 0.0000
000000 0 0 0 0 0.0000 0 0 1] 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 0 0.000
00/00/00 0 0 0 0 0.0000 0 0 0 ] ¢ 0.0000
0O/00/00 0 0 0 0 0.0000 0 0 ] 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 0 (.0000
D0ANA0 0 0 0 1] 0.0000 0 0 0 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 g 0.0000
00/00/00 0 0 0 0 0.0000 ] 1] 0 0 1] 0.0000
00:00/00 0 o 0 L 0.0000 0 )] 0 G 0 0.0000
00/00/00 H o 0 ¢ 0.0000 0 )] 0 0 0 0.0000
0/00/00 0 0 0 1] 0.0000 0 ¢ 0 0 0 0.0000
00/00/00 o 0 H 0 0.0000 0 0 0 0 0 0.0000
00A00/00 1] ] [H ¢ 0.0000 0 0 0 0 0 0.0000
000000 ] 0 [ 0 0.0000 0 0 0 0 0 0.0000
006/00/00 0 0 0 0 0.0000 0 0 o 0 0 0.0000
03200/00 0 0 1] 0 0.0000 0 1] ¢ 0 0 0.0000
00200/00 0 0 ¢ 0 0.0000 0 0 0 0 0 (.0000
00200/00 0 0 ¢ 0 0.0000 0 Q 0 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 o 0 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 o 0 0 0.0000
0600/00 0 0 0 0 0.0000 0 0 0 0 ) 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 1] 0.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 0 0.0000
00/00/00 0 0 0 0 0.0000 0 0 o 0 0 0.0000
00200/00 0 0 0 0 0.0000 0 0 0 0 0 (.0000
00/00/00 0 0 0 0 0.0000 0 0 0 0 0 0.0000
000000 0 Q 0 0 0.0000 0 0 0 0 0 0.0000
000000 0 0 0 0 0.0000 0 0 0 0 0 0.0000

NOONUM 0 0 0 0 0 0 0 0



TELECOMMUNICATIONS RELAY SERVICE

1

FAGE
TRS DATE- 00XK0A0

OLTTHOUNEEC AL S - MOSITEY AR

REPORT: SGACRODDG

SPRINT

BY TERMINATING CALL TYPE

31

17

16

14

13

12

10

COMPLETED

Us DOMESTEC TTY
TURBODCODE

300 BALD ASCT

L2 BALD ASCD
400 BAUD ASCI

VOIKCE

YOICE CARRY OVER

HEARING CARRY DVER
DEAF/BLIND USTNG ASCT

DEAFMBLIND USING BAUDCT

INCOMPLETE

LS DOMESTIC TTY

TURBOCODE

300 BALD ASCD

1300 BAUD AECH
2400 BALD AECD

YOICE

VDICE CARRY OVER

HEARING CARRY OVER
GEAFBLINDG USING ASCH

DEAFBLINTG USING BAUDOT

GENERAL ASSISTANCE




TOTAL

e - I

CD e oo SEas o

=




TELECOMMUNKCATKONS RELAY SERYICE

t

PAGE
TRS DATE: GO0

REPORT: SGACBNO0
SPRINT

ISEOINDCA TS MO Yk

BY ORIGINATING CALL TYPE

JL TOTAL

30

28

kil

16 17 n

15

10

ENGLISH

LS DOMESTIC TTY
TURBOCODE
300 BAUD ASCD

1200 BALD ASCO

2400 BAUD ASCD
VOICE

YOXECARRY OVER

HEARING CARRY OVER

DEAFM!IND USING ASCT

DEARBLINEG USING BAUDGT

SPANISH

LS DOMESTH TTY
TURBOCODE

3 BALD ASCT

1200 BAUD ASCI
2400 BALT ASCD

VOICE

YOKE CARRY OVER

HEARING CARRY OVER

DEARBLIND USING ASCH

DEAF/BLIND {STNG BAUDOT

GENERAL ASSKETANCE




) ) )

REPORT: SGACB710 TELECOMMUNICATIONS RELAY SERVICE PAGE 1
SPRINT ANVERAGE LENGTH OF QUTBOUND CALLS BY HOUR - 5TA'TE TRS DATE: 00/00/00
MONTH, YEAR .

MONTH ; Z 3 4 5 6 7 8 9 10 1 12 13 14 15 16 17 18 19 20 21 22 23 24 TOTAL

01 000 d00 000 000 000 OO0 000 000 000 000 000 000 OO0 OO0 OO0 GO0 QOO0 QOO OO0 000 QOO0 000 000 000 000
02 000 000 000 Q00 000 000 000 000 000 OO0 000 OO0 OO OO0 OO0 OO0 OO0 OO0 OO0 QOO0 OO0 Q00 Q00 OO0 000
03 000 000 GO0 000 000 OO 000 000 000 000 000 000 000 OO0 000 OO0 OO0 OO0 OO0 000 OO0 OOC 000 000 000
04 000 000 000 000 000 QOO 000 000 000 000 000 000 OO OO0 000 GO0 000 000 00O 000 000 OO0 000 000 000
05 600 000 000 000 000 OO0 000 000 000 000 000 000 000 000 OO0 Q00 000 000 000 OO0 000 000 000 GO0 000
06 0c 000 000 000 000 000 000 000 000 000 000 OO0 0O OO0 OO0 OO0 OO0 000 OO0 QOO 000 000 000 000 000
07 000 000 000 000 000 000 OO0 OO0 000 OO0 O0OOC 000 OO0 OO0 00O O0O0O 0O 000 OO0 OO0 000 000 ODC 000 OO0
08 000 000 000 000 000 000 000 000 000 Q00 000 000 QOO0 OBOO OO0 OO0 OO0 OO0 000 OO0 000 Q00 OO0 000 DOD
o 000 000 000 000 000 000 OO0 OO0 OO0 0QO0 000 000 OO 000 OO0 000 000 Q0O 000 000 OO0 OO0 000 000 000
1 000 000 000 000 Q00 0000 OO0 OO0 000 0OC OO0 000 OO0 00O OO0 000 OO0 OO0 OO0 QOO OO0 000 000 000 000
11 000 000 000 000 000 000 OO0 000 000 OO0 000 000 000 000 000 000 000 O©O0 OO0 000 OO0 000 000 000 00C
12 000 000 ©O0 000 OD0 000 000 000 000 OQOC 000 000 0O 000 000 000 000 OO0 000 000 003 O©GOO0O 000 000 000
13 006 000 000 000 OO0 OO0 Q00 O0O0O OOC OO0 000 000 000 QOO 000 000 OO0 QGO0 OO0 000 000 QGO0 QOO 000 000
14 600 000 GO0 000 000 000 000 Q00 OO0 OO0 000 000 000 00O OO0 OO0 000 000 OO0 QOO0 000 000 000 000 000
15 000 00O 000 000 000 000 Q0O OO0 0O 000 OO0 000 OO0 000 OO OO0 000 OO0 QOO0 QOO0 OO0 OO0 003 000 000
16 000 000 000 000 000 000 QOO 000 000 000 00D O0OC 000 OO0 OO OO0 000 000 000 000 Q00 000 0O 000 QOC
17 000 000 000 000 000 00¢ 000 000 000 000 000 000 000 000 OO0 000 000 0O 000 000 000 000 000 000 000
I8 000 000 000 000 000 000 000 OO0 OO0 000 000 000 O0O0 000 OO0 OO0 000 000 000 000 Q00O 000 000 000 000
19 000 000 000 ©0O00 000 000 000 000 000 000 OO0 Q00 QOO QOO OO0 OO0 0OC OO0 000 000 OO0 000 Q00 000 000
20 000 000 000 000 OO0 000 000 000 000 000 OO0 000 000 000 000 000 0QO0 000 000 000 000 000 000 000 000
21 000 000 000 000 000 0O 000 O0G0 000 000 OO0 000 OO0 OO0 003 000 000 0D 000 000 000 000 000 000 000
22 000 000 000 000 000 000 000 OO0 OO0 000 OO0 OO0 OO0 OOD OO 000 0GOD ODO0O 000 OO0 OO0 000 000 000 000
23 000 000 000 000 000 000 000 000 OO0 000 OO0 000 OCOD OO0 OO0 000 OO0 000 000 000 000 OO0 000 000 000
24 000 GO0 000 00O 000 000 000 000 000 000 ©ODO 000 OO0 OO0 OO0 OO0 OO0 000 QOO0 000 000 Q00 Q00 OO0 000
25 000 000 000 Q00 OOCO 000 000 000 Q00 0OD 00O 000 OO0 QOO OO0 OO0 O©00 000 000 000 000 Q00 Q00 000 000
26 000 000 000 OO0 QOO 000 000 0QOC 000 OO0 QOO 000 OO0 000 OO0 000 OQGOC 000 QOO0 000 D00 QOO0 Q00 00D 000
27 000 000 000 Q0O OO0 000 00D QO 000 QOO0 QOO OO0 OO0 000 OO0 OO0 O©OLC 000 QOO0 000 O£OOC Q00 QOO0 000 000
28 0006 000 000 OO0 QOO 000 0O 000 000 OO0 000 OO0 0GO0O 000 OO0 OO0 OO0 000 000 000 OO0 OO0 OO0 000 000
29 000 000 000 000 OO0 000 000 000 000 00O OO0 000 GO0 QOO0 000 OO0 006G 000 000 000 0QOD OO0 OO0 000 000
30 000 000 000 000 000 000 000 000 000 OO0 Q0O QOO OO0 000 QOO OO0 OODO 000 000 OO0 OO0 000 000 000 000
31 000 000 000 000 OO0 000 000 000 000 000 QOO 000 000 000 000 OO0 OO0 000 QOO0 000 000 000 000 000 000

TOTAL 000 000 000 000 000 000 ©000 000 00O 0QOD OO00O O©0OCO 000 QOO0 OO0 000 OO0 ODO0 003 000 000 000 00F 000 000

R LA dd s B oA B = gy . et d d L A d L



) ) )

REPORT: SGACB712 TELECOMMUNICATIONS RELAY SERVICE PAGE 1
SPRINT AVERAGE LENGTH OF CALL BY HOUR FOR OUTGOING CAFLS- STATE TRS DATE: 00/00/00
MONTH, YEAR -

MONTH 1 2 3 4 5 & 7 8 g i0 11 12 13 i4 15 16 17 18 19 20 21 22 23 24 TOTAL

01 000 000 0CC 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
02 000 000 000 000 000 000 000 000 000 000 000 000 D000 @00 000 000 OO0 OO0 000 000 OO0 000 000 GO0 000
03 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
o4 000 000 000 000 006 000 000 000 000 000 Q00 000 000 000 000 OCO OO0 Q000 000 000 000 000 000 000 000
05 000 000 000 000 Q00 000 000 000 000 000 000 000 000 000 0O0 000 OO0 000 000 000 000 000 000 000 000
04 000 060 000 000 000 000 Q00 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
o7 00C 000 000 000 000 Q00 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0O 000 000 000
08 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 OO0 000 000 Q00 000 000 000 000 0.0
09 000 000 060 000 000 CGD0 000 000 000 006 000 000 000 000 000 000 000 000 000 G000 000 000 000 000 000
13 000 006 000 000 000 000 000 000 G000 000 000 000 000 000 000 000 000 000 000 000 000 000 Q00 000 000
11 GO0 000 000 000 000 000 000 000 000 000 000 GO0 000 000 000 000 000 000 000 Q000 000 000 000 GO0 000
12 000 000 000 000 000 000 000 000 000 000 000 000 000 OO0 000 000 000 000 000 000 000 000 000 000 000
13 000 000 o0O0C 000 000 000 000 000 0CO 000 000 000 000 000 OO0 000 000 000 000 (000 000 000 000 000 000
14 000 00c 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
I5 000 000 000 000 000 000 Q00 ©£O0 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
16 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 QOO0 000 OO0 003 D00
17 000 000 000 000 000 000 000 000 000 GO0 000 000 000 OG0 ODO 000 000 000 000 GO0 000 000 000 000 000
18 600 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
19 000 00 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 O0OF 000 D000 000 000
20 600 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
21 000 000 000 000 000 000 000 003 G600 000 000 000 000 000 000 000 000 0O 000 000 003 000 000 000 000
22 0 000 000 000 000 000 000 000 000 000 000 000 000 000 000 Q00 000 000 000 000 000 000 000 000 000
23 000 000 000 000 000 €O 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
24 000 000 000 0O 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
25 000 000 000 0OX 000 CO0 000 000 000 000 000 000 000 000 000 000 000 000 003 000 000 000 000 000 000
26 000 000 000 000 000 COO 000 000 000 000 OO0 000 000 000 000 000 OO0 000 000 000 000 0O 000 000 000
27 000 000 000 00O 000 GO0 000 000 000 000 000 000 000 000 000 000 OO0 000 Q00 000 000 Q00 000 Q00 000
28 000 000 000 000 O00C 000 000 Q0O GO0 000 000 000 000 000 OO0 000 00O OO0 OO0 002 000 000 000 000 000
23 000 000 000 GO0 000 000 000 000 ©000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
30 000 000 000 GO0 000 000 000 000 000 000 000 000 000 OO0 000 000 000 000 000 000 000 000 000 000 000
i 000 600 000 000 000 000 000 000 000 000 000 000 000 000 000 003 000 000 000 000 000 000 000 000 000

TOTAL 000 000 000 000 000 000 000 000 000 000 000 000 000 000 O©00 000 0600 000 000 000 000 000 000 000 000
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REPORT: SGACB680-3 TELECOMMUNICATIONS RELAY SERVICE PAGE 1
SPRINT DELAYED CALL PROFILE REPORT - §TATI TRS DATE: 00AN0/00
CALLS SUMMARY - MONTH, YEAR

ANSWER SECONDS 0 5 10 15 20 25 30 40 50 60 90 1280 180 180+ TOTAL

CALLS HANDLED 0 0 0 0 0 0 0 0 0 0 0 0 0 ¢

CALLS ABANDONED 0 0 0 0 0 0 0 0 0 0 0 0 0 0

CALLS OFFERED 0 0 0 0 0 1] 0 0 0 0 [t 0 o 0 0
0

THIS REPORT REFLECTS THE CALLERS TOLERANCE TO BEING HELD IN QUEUE, LE.,
HOW LONG THEY WILL HOLD FOR AN OPERATOR TO ANSWER BEFORE THEY ABANDON THEIR CALL.

SEE ATTACHMENTS A AND B FOR DAILY DETAIL
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TRS DATE: 00X00X00

PAGE

TELECOMMUNICATIONS RELAY SERVICE

DELAYER CALL PROVILL REPGRT - STATE

REPORT: SGACB680-1

SPRINT

TOTAIL CALLS OFFERED - MONTH, YEAR

TOTAL

180+
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REPORT: SGAUB6K0-2

SPRINT

PAGE

TRS DATE: 0000/00

TELECOMMUNICATIONS RELAY SERVICE

DELAYED CALL PROFILE REPORT - STATE

TOTAL CALLS ABANDONED - MONTH, YEAR

18} 180+ TOTAL

120
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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 0
Total Session Minutes of Service 0
Less Interstate Session Minutes 0
International Session Minutes 0
Interstate Toll Frea Session Minutes 0
* Interstate Directory Assistance Session Minutes 0
Test Call Session Minutes ]
Total Billable Intrastate Session Minutes of Use 0
Priee Per Minute of Service $0
Total Service Compensation $0.00
Additional Charges
Line Item One $0
Line Item Two $0
Line Item Three 50
Total Amount Due $0.00

Please submit remittances to:
Page 1 of 25 Sprint - TRS

11/8/99, 4:36 PM ! P.O. Box 101343
Atlanta, GA 30392-1343



Traffic Report Statistics

Total Number of Inbound Calls Handled 0
Monthly Weighted Average Speed of Answer 0.0
Monthly Weighted Service Level 0%
Total Number of Calis Offered and Abandoned
Abandoned
Offered Answered In 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 0
Total Number of Outbound Calls and Completed Calls By Jurisdiction
QOutbound Calls Completed Calls
. Local 0 0
" Intrastate IntraLATA 0 0
Intrastate InterLATA 0 0
Interstate 0 0
General Assistance 0 0
Toll Free 0 0
" Directory Assistance 0 0
900 NPA Access 0 0
International 0 0
Marine 0 0
Total () ]
Average Length of Call
Inbound Outbound
Work Time (minutes) 0.00 0.00
Set-up/Wrap-up Time (minutes) 0.00 (.00
Conversation Time (minutes) 0.00 0.00
Conversation Time Based on Call Type
(in minutes)
TTY-Baudot 0.00 .00
Turbocode 0.00 0.00
ASCII 0.00 .00
Voice 0.00 .00
Voice Carryover .00 0.00
Hearing Carryover 0.00 0.00
Blind/Deaf ASCII 0.00 0.00
Blind/Deaf Baudot 0.00 - .00

Page 2 of 25
11/8/99, 4:36 PM




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

TTY-Baudot Calls
Spanish-Speaking Users
Speech Disabled Users

TURBO CODE Calls
Spanish-Speaking Users
Speech Disabled Users

ASCII Calls
Spanish-Speaking Users
Speech Disabled Users

Voice Calls
Spanish-Speaking Users

Voice Carryover Calls
Spanish-Speaking Users

Hearing Carryover Calls
Spanish-Speaking Users

Deaf/Blind ASCH Calls
Deaf/Blind Baudot Calls
Total

Inbound Outhound % of Total ASAI*
0 0 0.00% 0.00
0 U
0 ]

0 0 0.00% 0.00
0 0

{ 0

0 0 0.00% 0.00
0 0

0 0

0 0 0.00% 0.00
0 i]

0 0 0.00% 0.00
[¥] ]

0 0 0.00% 0.00
¥] ¥

] 0 0.00% 0.00
0 ] 0.00% 0.00
0 0

*Average Speed of Agent Interaction measures the time between the switch answering

the call and the agents interaction with the caller,

Page 3 of 25
11/8/99, 4:36 PM




Mack W, Pricrson

2330 shanve Missian Parkwiry
Vico Praichent wid Assistant Treasirer

Waostwaod, X8 66205

Teluphone (913) 6343550

January 31, 1997 Tk (9]13) 624-5088

T0; Credit Manager
Treasury Managemant Department

Sprint Corporation {(Spring), incorporated in 1938, is a holding company with subsidisries in a aumber of
mﬁnonmunicaﬁnmts markets, Sprint owns subtidiarics which mvif\ Yocal oxchange, ceflularfwirsless and domestic
. long-distanca telecommunicasions services, In addition, Spriat’s other priacipal subsidiaries disribute
telecommunications products and provide directexy publishing scrvices. Sprint, through it subsidiaries, owns
Sprint Communlcations my LP. (ths Limiwad Partnership), the yprincipal gperating unit within the long-
distance comnunications division, :

Selected hightights for tho year cadad December 31, 1995 arc a3 Iollows:

From:

Rovemxs 5§ 12,7 bhillion
Total Assots $ 152 billian -
Opcrating Income $1,834.3 million
NeiIngome $ 946.1 million
Bamings Per Common Share ’
from coatinaing operations § 18
Approximats Nomber of Employes: 48,000

Billing a4 2ny Inquisies rogarding individual accounts should be directed 1o
Speint Corporation
Ascoonts Payabla Deparanent
. P.O. Box 5408
Kansas City, MO 64131.5409
- B16-854-$424

The following is a list of bank and rada references:

Spriat's Dun and Bradsgect number is 00-694-2395

Sincerely,;

TV \eAand Qt—_

Bank Refercnges

* " James Gifas Janet M, Klein Tom Bohrer
Assistant Vice President Vice President Vice President '
Citcorp Norwest Banks First Unlon
399 Park Avenug, $th Floor Norwest Centel Ona First Union Centar
New York, NY 10043 Sixth snd Mamquents Charlotte, N.C. 28288.
212.559-1810 Minneapolis, MN 55479 7043748272 ’

- G12-667-M437

Irade Referenges
Scott Rice of Xansas City Schoolsy, Ine, Ritz Carltem .
P,O. Boxz 19027 3401 Truman Road 401 Ward Parkway
Kansas City, MO 64141 Kansas City, MO 64127 Kanms Clly, MO 64112
Contact: John K. Clinger Conlact Juanita Reuscher Conmct: Shelly Thurman
816221-6025 8162316650

£16-756-1500




