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October 7 1997 

Ms Blanca S. Bayo, Director 
Division of Records & Repon.ng 
Flonda Public Service Comm1ss1on 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Re Docket No. 9? I A. (, t.. • T L-

• OR!G:i\AL 

tiji=t 
GTE Florida Incorporated 

One Tempa City Conter 
201 Nor1h Franklin Street, Fl TC0007 
Post Offlc:e Box 110 
Tampa, Florida 33601 
813-483-2606 
813·204-8870 (FecaJmile) 

tUl ( ;{ , / 7 ; '- I 

GTE Florida Incorporated's Pehtron for Clarifrcation of, or rn the Alternative 
A Waiver of, Rule 25-4 073(d), with Regard to Calls Transmrtted Through the 
Florida Relay Servrce 

Dear Ms. Bayo: 

Please find enclosed for filing rn the above matter an ongrnal ana frfteen cop1es of GTE 
Florida Incorporated's Amended Petition for Warver of Rule 25-4 073(d) w1th Regard to 
Calls Transmitted Through the Flonda Relay Serv1ce lr I here are any questions 
regarding this matter, please contact me at (813) 483-2617 

!:.. 
__ __ Very truly yours, 

( 

,. 

_, 
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~ Kimberly Caswell 
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A pan of GTE C'orp!lrnon 

OO CUHf NT Nl!'-'q[R·OATE 

I 0268 OCT-7rii 



.. • • 
BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

GTE Florida Incorporated's Peti tion ) 
for Clarification of, or in the Allemattve. ) 
a Waiver of, Rule 25-4.073(d), with ) 
Regard to Calls Transmitted Through ) 
the Florida Relay Service ) ________________________ ) 

Docket No C/7 I~ u II - T L
FIIed October 7. 1997 

GTE FLORIDA INCORPORATED'S AMENDED PETITION FOR WAIVER 

OF RULE 25-4.073(d) WITH REGARD TO CALLS TRANSMITTED 

THROUGH THE FLORIDA RELAY SERVICE 

GTE Florida Incorporated (GTEFL) asks the CommiSSIOn for a wa1vor of Florida 

Adm1nistratlve Code Rule 25-4.073(d) to the extent it may be applied to calls transm1tted 

to GTEFL through the Florida Relay Service (FRS). This Petition for Wa1ver was onginally 

fi led on October 1, 1997. This Amended Petition contams certain rev1sions .ntended to 

fully conform the Petition to the format requrred by Flor1da Statutes sect ron 120 542, whrch 

governs rule waivers. 

Commission Rule 25-4.073 eslabhshes answenng trme standards for calls to a 

telephone util ity's mtercept, directory assislance. repa1r and bus1ness off1ce serv1ces 

Subsection (d) of the Rule states that. when a company uses a menu-dnven. automated. 

rnteract1ve answering system (vorce-response system). at least 95% of calls must be 

answered Wlthm 15 seconds after the last dig1t IS d1aled If subscnbers w1sh to transfer to 

a live attendant, the transfer must be completed within 55 seconds after the lost drg1t dialed 

tor at least 85% of calls to any business off1ce, and 95% of calls to the Company's other 

services 
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GTEFL uses a voice-response system to answer calls to 1ts repa1r, bus.ness, and 

other services. This waiver request perta1ns to the parameters for transfer or calls from 

the Florida Relay Service to a live attendant 

The FPS provides the telecommunicetions relay serv1ce system for Flonda. The 

FRS vendor was selected by th1s Commiss1on and must adhere to the gUidelines and 

principles the Commission set forth for administration of the system (See Reque~. for 

Proposals to Provide a Telecommunications Relay Service System 1n Flor1da, Flonda PSC. 

Aug 14, 1996.) 

The FRS system perm1ts heanng- and/or speech-1mpa~red .nd1v1duals to more 

effectively use telecommunications services. The FRS. 1n effect. acts as the translator 

between the hearing- or speech-impaired caller and the called party In the process at 

issue 1n th1s filing, the caller uses a telecommunications dev1ce for the deaf (TOO) to call 

the FRS to ask it, in tum. to call GTEFL (The TOO 1s a keyboard dev1ce allov.mg a caller 

to type, rather than speak, the information he w1shes to transmit over the telephone ) The 

FRS Is also equipped with TOOs. along with Staff spec1ally tra1ned 1n Amencan S1gn 

Language, deaf culture, ethics and confidenliahty, and sensihv1ty to the needs of heanng-. 

speech-, and dual-sensory impaired users The FRS operator commun1cates with the 

GTEFL customer serv1ce representative by voice and w11h the heanng- and/or speech

Impaired person through the TOO. 

The latest available stetisttcs (from 1995) show that GTEFL bus1ness offices rece1ve 

about 23 calls a month from hearing andlcx speech-1mpa1red lnd1v1duals These calls are 

now transmitted to GTEFL through the FRS (For companson purposes, an eshmated 

2 



. . . • • 
Granting the waiver would lift the substantial econom1c hardShip GTEFL would 

otherwise experience. If GTEFL is held to a general answer 11me standard that 11 

demonstrably cannot meet with regard to calls transmitted through the FRS, 11 could be 

subJect to substantial, continuing Commiss1on fines or other sanctions for each ··•olallon 

F':Jrlher, It would be unduly expensive and burdensome for GTEFL to 1tself take on the 

functions FRS currently performs. It would also be a d1sservice (and thus a potenll~l 

hardship) to the hearing- and speech-impaired community. GTEFL cannot ma1nta1n a 

spec1al staff for the very small amount of TOO calls to 1ts bus1ness and other off1ces 

GTEFL customer representatives would thus never be as sk1iittd and expenenced .n 

handling TOO calls as the FRS staff, which IS ded1cated solely to TOO call processing c. "ld 

which, as noted above, is extensively trained in sensitivity to hearing- and speech-impa~red 

ISSUeS. 

GTEFL could generally comply with the 55-second transfer rule, even as applied 

to the two-call sequence, if the FRS operators .ns11tuted a policy of bypass1ng the menu 

on GTEFL's voice-response system and urvnedtately ·zero1ng out• to the GTEFL operator 

when the system answers the call. GTEFL has met With FRS to d1scuss th1s option Wh1te 

FRS agreed GTEFL's proposed resolut1on was reasonable. FRS believes 11 cannot. 

consistent with its guidelines. bypass the menu .nformat1on unless the caller spec1f1cally 

asks for summanzallon of the menu 

For all the reasons discussed in th1s fihng, GTEFL asks the Comm1SS1on to wa1ve 

it Rule 25-4.073(d) for calls transmitted to GTEFL though the FRS process The purpose 

of the underlying statute (section 364.03, F. S.) Will not be comprom1sed by th1s wa1ver, as 
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80,000 to 90,000 GTEFL customer calls are processed monthly through the FRS ) Thus. 

there are actually two calls involved when a heanng- or speech-1mpa1ted person contacts 

GTEFL-one t.o the FRS. and another from the FRS to GTEFL Oasp1te th1s fact. GTEFL 

believes that Commission Staff treats the contact as rust one call for purposes of 

measuring compliance with Rule 25-4.073(d). In other words. the 55-second standard for 

transfer of calls to a Jive operator applies from the time the party places tha call to the FRS 

to the time GTEFL transfers the call to a hva operator. 

Under the existing interpretation. then, GTEFL is held accountable for FRS' answer 

time (in addition to 1ts own). even though GTEFL has no control over FRS procedures 

Furthermore, the nature of the calfs-both the call from the subscnber to FRS. and the call 

from FRS to GTEFL-makes them inherently more lengthy than usual The process of 

•translating• typed into spoken information and v1ce versa simply takes longer than does 

a totally spoken conversation 

GTEFL believes the rule was never 1ntended to apply to the two-call sequence at 

1ssue: indeed, calls through the relay serv1ce were likely not even contemplated when the 

answer time rules were established. Nevertheless, g1ven Staffs .nterpretahon. GTEFL is 

obliged to ask the Commission to excuse 11 from compliance with Rule 25-4 073(c) for calls 

transmitted through the FRS. GTEFL's expenence shows 11 IS 1mposs1ble for GTEFL to 

satisfy the Rule if it is deemed to encompass the two calls On average. GTEFL behaves 

11 takes about 110 seconds for the two-call transmiSSIOn, but even th1s number cannot be 

used as a standard because, aga1n, GTEFL cannot control the t1m1ng of the first leg or the 

contact, from the caller to FRS 
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the serv1ce rendered 1n answering TOO calls is today as exped11tous. prompt, and effic•ent 

as poss1ble, given the relatively greater lime requirements inherently associated with such 

•translated" communications. Further evidence that the purpose of the statute •s sat1sfied 

Is apparent in the fact that neither FRS nor the hearing- and/or speech-impaired callers 

have comJ.Iiained about GTEFl '! :mswer time on the calls at issue 

GTEFL believes that this request fits squarely within the c.rcumstances for wh1ch 

wa1vers are intended. Continued application of Rule 25-4.073(d) to FRS calls wtlllead to 

· unreasonable. unfa1r, and un1ntended results." (sect1on 120.545( 1 ). F S ), part1cularty 

because there 1s no indication that the Rule was ever meant to apply to FRS calls 

Respectfully submitted on October 7, 1997 

By. K;w. f-ud_, ('UJt.u(.{k He. 
K1mberly casw;J 
Anthony G1llman 
Post Office Box 110. FL TC0007 
Tampa. Florida 33601 
Telephone: 813-483-2617 

Attorneys for GTE Flonda Incorporated 
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CERTIFICATE OF SERVICE 

I HEREBY CERTIFY that copies of GTE Florida lncorporaied's Amended Pet11ion 

for Waiver of Rule 25-4.073{d) with Regard to Calls Transm1tted Through the Flonda Relay 

Service were r ent via overnight delivery on October 6, 1997 lo 

Martha Brown, Staff Counsel 
Florida Public Service Commiss1on 

2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

Charles J. Bed< 
Office of the Public Counsel 

111 W . Mad1son Street. SUite 812 
Tallahassee, FL 32399-1400 

~ b0b c ~JWdf J}f't; 
K1mberly Caswell 
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Commlssioocn: 
JlllJA L .JOHNsoN, OIAWMN 
J. TEIUlY DeASON 
SuSAN F. Ct.APK 
DIANE K. KIESLINO 
JOE GARCIA 

Kimberly Caswell, Attorney 
GTE Florida Incorporated 
Post Office Box 11 0 
Tampa, Florida 33601 

STATE OF FLORIDA 
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October 1, 1997 

. • 
OMIIoHor ~A llti'OII nNO 

OLANCA S. 8AY0 

OIROCTOR 
(850) 41 3-6 770 

Re: DocketNo.9712~Tl 

Dear Ms. Caswel' 

This will acknowledge receipt of a petition for waiver of Rule 25-4.073(d), F .A. C., 
with regards to calls transmitted through Florida Relay Service, by GTE Florida 
Incorporated, which was filed in this office on October 1, 1997 and assi9ned the above
referenced docket number. Appropriate staff members will be advised. 

Mediation may be available to resolve any dispute In this docket. If mediation is 
conducted, it does not affect a substantially interested person's ri9ht to an administrative 
hearing. For more infonnatlon, contact the Office of General Counsel at (850) 413-6078 
or FAX (850) 413-6079. 

Division of Records and Reporting 
Florida Public Service Commission 
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