Florida
‘ Telecommunications
FTRI Relay, Inc.

TASA Meeting
October 30, 2014



Florida

Telecommunications
FTRI Relay, Inc.

Client Services

The total
number of
EDP services
provided by
FTRI for
fiscal year
2013/2014
was 33,222.

7l ?%3 .“

Modified
1.5%

Exchange
38.5%
New
41.2%

Follow-up
2.0 16.0%



Florida =
. Telecommunications @
FTRI Relay, Inc. 1=,

Total Client Services

FY 10/11 - 52,217
FY 11/12 - 43,179
FY 12/13 - 36,480
FY 13/14 - 33,222
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New Client Services

FTRI served 13,671 new clients during the reporting
period. Clients certified as eligible for the FTRI program
are classified into four distinct groups:

Group New Clients

Deaf 61
Hard of Hearing 13,395
Speech Impaired 104
Dual Sensory Impaired 111
Total 13,671
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New Client Services

25000 -
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Distributed Equipment

FTRI distributes both new and refurbished equipment.
Equipment distributed during fiscal year 2013/2014 numbered
27,606 units.
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Total Equipment Distributed

50000 -
1
40000 FY 10/11 — 48,005
30000 - | FY 11/12 — 38,477
20000 1 FY 12/13 -31,726
0000 1 FY 13/14 - 27,606
0 T T T I *FY 14/15 = 6,460
qS)\'\ rﬁ)’\q’ qs)'{b rﬁ)'\b‘ 3% increase over
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Outreach

FTRI conducted 1,123 outreach activities and 2,040 off-site
distribution during fiscal year 2013/2014.

Presentation
1.1%

Distribution — 2,040

Pfj;‘{(‘,‘;‘is Presentation - 350
9.0% Exhibit - 387

SP - 285
BPP - 15
Other - 86

BPP

Distribution Other 0.5%
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Total Qutreach / Distribution

3000 -
FY 10/11 - 3,147
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1000 - FY 13/14 - 3,163
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Total Off-site Distribution

2000 - FY 10/11 - 1,890
FY 11/12 — 2,055

1000 - FY 12/13 -1,977
FY 13/14 — 2,040

O T T T I *FY 14/15 = 373
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Some of the other services provided...

« Processed 29,467 customer service calls
« Mailed 1,031 applications to individuals
 Processed more than 97,166 EDP forms

Other important facts...

« Continued extensive education, training and support for RDCs

« Continued to place a high priority on protecting the integrity of
client information by making security enhancements to the system

«  Operated within budget requirements

« Received high marks from the external auditors for financial
records and internal controls


http://www.ftri.org/
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Newspaper Ads
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“I love you."
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FTRI Aired Florida Relay PSA
Throughout the State

Open captioned in both English and Spanish
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FTRI Demo Phone Display
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XLC2 Product Display

100 displays
have been
disseminated
to the RDCs
for installation
in offices,
such as
audiologist
and
professional
hearing
healthcare
providers.
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FTRI Ad on HNN Screens

e

DONT LET HEARING
LOSS KEEP YOU Ads are placed

FROM CONNECTING WITH on over 60
FAMILY AND FRIENDS screens

throughout the
state in offices,
such as
audiologist,
professional
Complete your brcd. hearing
application and / healthcare

call FTRI at: providers and
' - S ‘ physicians.
1-800-222-3448

#KeepFloridaConnected
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FTRI and the National Deaf-Blind
Equipment Distribution Program

FTRI is the contracted entity 1o administer the National Deat-8ind
Forsopent Duatrheton Proacm INDRFDP) i he stata pf Flnada. Sinca.
213t Century Communscations and Video Accessdity Act of 2010 sgned
by President Obama. The NDBEDP, with an annual budget of $10 mion.
5 oversoon by the Federal Communications Commission (FCC). Should
you know of anyone who mary qually for this program, please have them
contact the FTRI office 800-222-3448 or email at NDBEDP@friorg. To
loarm more about the NDBEDP you may 9o 10 www.fin.org/ndbedp o
W ICanNconnect org

iCanConnect

The National

Blind Equipment Distribution Program

—

ABOUTUS...

Florida Telecommunications

Rolay, Inc. (FTRY) is a statewido
nonprofit S0%c) (3) organization

that administers the Speciakzed
Telocommuncatons Equpmont
Distribaion Program for citzens

of Florida who are Doat, Hard of
Hearing, Doat/Blind and Speech
Challenged. Wo're dedicated

10 administering the specialized
equIpMent program, as well

a3 educating and promoting

the Flonda Relay Service. The
Florida Legisiaturo passed the
Telocommunications ACCess
System Act (TASA) in 1091, The
possow. (RSK Mariaaes trix ne
FTR! equipment datribution program
and the Flonda Relay Service be
funded by a monthly surcharge
biled 10 all telophone Customers
(land ines) in the State of Florida
The ampified telophone equipment
and ring signaling devices provided
through this program are loaned to al
qualifiod pormanont Florda residents
for a3 fong as they need &, at no
charge.

About The Florida Link | tre Fiords Lnk s FTRr's newsietter, your source
for news and information on your telephone equipment and the Florda Reley
Service. This newslotior is posted 10 the wobsite, www.firl.org.

FTRI Customer Care: 1-888-554-1151 (Voice) or 1-888-447-5620 (TTY)

Florida

CUSTOMER CARE

“How Can
| Help
You?”

Customer satisfaction is 8

top pricrity at FTRL. In 2012,

a Customer Care lina was
launchad to betier sane ciams
ranuiring assistance for any
aquipmant thay have race ked
hrough he program. The rasuts
50 1ar a1 significart: sicty-fe

Flaridna

FTRI Welcomes Two Hew Regional
Distribution Centers

v
Self Reliance, Inc.  senpenance, nc. center for independent
TR ron nCoomT LG Living - Tampa
One ofthe mars xciling changss in 2014 s the addition of Seif Filianca, Inc.
‘2CaMar for Indapandant Liing in Tampa. The staff at Satt Asliance, Inc. prioe
with dissbik-

percant of al cals are resoked pramating

anar raubleshooting the probEM | ties Thair cors sarvicas ar avocacy, paer SUPROTE, mentoring, independant
with the cliart. FTRI cliris Ining skl fraining imormation & rekrral sanicss, and various medical and
with quastions

1o call the Cusiomer Care ing
af BBE-554-1161 or amail at.
org

FTRI Relay, Inc.
W0 E Park Ave, Sute 10!
Tatarassee, FL 32301

3wt ong

The Flods Link | Winter 2014« 1

‘Soltions to commion issues
includa:

*  Maka sune ihe dal swilch for
Tone and Pulse is sat 1o Tone
Fully charge a new cordiess
piang (12 hours)

Us2 a flker (provided by FTRI)
‘o reduce static/eedback.
Mk sura tha AC powar
adapler is pluggad in for
phianes with AC powar
adaplers.)

u , affactivs Fabruary 15t
inchudas FTAIS Equipment Distribution Program. FTRI and Salf Raliance look
‘fonward towhiat we can accomplish togather. For mare information about Sair
Realianca Inc. go fo their websie af htp: fsal-rlianca.org/.

Abllity 18t Cenber for Inde pendent Living of

Ability I*

____._-_.1_1_11"__-' North Florida - Tallahasses

W2 Bravery pieasad to announca the addition of Abiity 1st Caniar for
Indapa ndant Lving of Norih Florida as our newest Ragional Distribution
\Camer. Ability 181, The Canier for Indapanoant Liing of Narth Flonida, is a
communiy-based non profit onganization that provides senices to parsona
with varying disabilties. Abiityist sanes Leon, Jaferson, Madison, Taykar,
«Gadzdan, and Wakulla countias. FTRI and Abiityist |ook farward to what we
Can accomplish togetrer. For mare infomation about Abiltyist Caner far
Indapa ndant Liing of Norih Floride, please po to thair wabsia at:
v, ity st infy.

2 * The Florida Link | Wimer 2014

Tt r.org

‘[e now in the second of a three-year contract

ida relay servicas in Florida. The Florida
[Sarvice is the communications nk for
who are Daaf, Hard of Hearing, Deal/Blind,
hach Challengad. Through the Fiorida Ralay
ta, pacple who uss spaciakzed felephons

Is ~

Congratulations FTR

W are proud 1o announce that FT R was recognized & on of the

Sarvice fer March of
2013, Mary “PsC
the Pubic Servics
PEG, o ng i - =
= o — Social Media
e S g Find us on

Frogram, plesse go to Bhed wetisits at: N W psc SISt .U/ e - Facebook

- . M&T anll me A2 you on Fasaboak? As the largast res, social

networking websie wih over 1 bilion usars, Facabook
s id2al for panarating awarenass for organizations like
FTRI. Ifyou aready have a Facabaok account you can
‘@asily find us by saarching for FTAL. Myou do not have &
Facabock Scoount, you can quickly creats ona by geing
o our we beite www.FTFILong and click on the Facebook
link. an the Dottom of the Nomepage . Thia will take you o
our Facebook page and you can click on the “Sign-Lip”
link. The FTRI Facebook page includsas a list of our
stalewide Regional Distribution Cenlers, pictures of past
events, and other valuabie imormation. FRcebook alows
FTRI toexpand its networking horizon by communicating
i milions of paapke na

nanit with pacp
landand talaphicns equipmant. To call Florida
dial -1, orusa the appropriate toll e
fars balow:

POO-8EE-87 T1 (TTY)

POC-BEE-GT 70 (Woina)

pOO-866-1239 ASCI)

B77-B5E-E260 Waice Carry-Over Dirct)
FTT-966-5:2334 (Speach-to-Spaach)
B77-B5E-E772 (Sparish

rvica i available 24 hours a day, 385

year, wilh no limit on the number or

of cals. Anyone can make 3 Florida Relay

cost aflective way. Please visit Face book and “ike” FTRI
toaay.

FTRI has officially gone live on Twitter!

Just in casa you haven't haard about it, Wwitler is an
online netwarking that enables its ussrs to sand and
read textbassd messages of up to 140 charactars,

als0 known as ‘twests " Az of 2012, Twitler houses 500
mificn users, genarating 240 milion twests daily. To
cregie a witler handie go to www Twitter.com and cick
the “sign-up” nk. To tollw FTRI click the search fiskd
an the top of the page and emer “FTRI_InC" and enjoy all
of our ineresting conent. Whes Facsbock is used s a
resource to locale regional distribution canters and view

ity by dialing i b

[wide acoaas number: 7-H. Pelay ussrs
couraged to complets a Relgy Customer
a-1orm to expadie calls. Onca a profle is
iahad, your calls am answersd mmedizsly
Florida Ralgy Sanvics in the language and
ity spacified inyour profile. The form is

Pl at Fittp:/ . firi.ong/inde. cimyge’

FTRI 2014 Newsletter

Al you provide i

ITyou nead heip this

a-fom, please confact ATET's National Custamer
Care Canter at BO0-BE2-BTAE (TTY) or BO0-6E2-
EBTDE (Voice) or 888-288-2184 (Fax).

] , Twitler i usad as a fopical
resource for our clents as well 38 & networking ool o
connect our olrer hiat trey may

banefit fom.
Follow us today at hitpe/twitter.com/FTRL Inc

ity i org

The: Florida Link | Wirler 2014 * &
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NDBEDP - iCanConnect

FY 2013/2014

Number of people assessed — 44
Number of people trained — 39
Number of equipment distributed — 80
Number of outreach activities conducted — 10

Highest concentration of clients are from the following areas:
Tampa, Miami, Orlando and Jacksonville

Number of trainers FTRI contracts with — 4

Number of people in the program from inception — 95
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NDBEDP - iCanConnect
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NDBEDP - iCanConnect
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< \ Click here to view accessibility j
~ features oniOS & Mac.

CLICK HERE >
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FTRI Regional Distribution Centers

T -‘ FTRI Headquarters
RDC #24 — 8 1—-\" -'.'“‘

RDC # 2 — Center for Hearing and Communication (Ft. Lauderdale) ~ RDC #25 !‘ Q““‘ l '
RDC # 3 — Deaf and Hearing Resources of Palm Beach County (West Palm Beach) L ' . #\.

RDC #23 .
RDC # 4 — ES Deaf & Hard of Hearing Services (Daytona Beach) RDC #29
RDC #31

<«——— RDC#5

RDC # 14

RDC # 5 — Independent Living Resource Center (Jacksonville) <«<——— RDC#4

f g J J ( derdale) RDC#9 — 5 & RDC # 22
RDC # 7 — Center for Independent Living in Broward County (Ft. Lauderdale ~
- , . = RDC # 18
RDC # 8 — Center for Independent Living of South Florida (Miami) RDC # 10 - RDC # 20
RDC # 9 — Citrus Hearing Impaired Program Services (Crystal River) RDC # 27 / F‘ RDC # 19
RDC # 10 — Deaf & Hard of Hearing Services of Pasco/Hernando (Port Richey) RDC #28 2
RDC # 13 — Community Center for Deaf & Hard of Hearing Manatee/Sarasota (Sarasota) RDC # 13 > <«—— RDC#16
RDC # 14 —Center for Independent Living of North Central Florida (Gainesville) RDC # 21

S RDC # 3
RDC#17 — < RDC #30

RDC # 16 — Deaf & Hard of Hearing Services of the Treasure Coast, Inc. (Port St. Lucie)
RDC # 17 — Deaf Service Center of SW Florida (Ft. Myers)

RDC # 18 — Center for Independent Living of Central Florida (Winter Park) RDC # 7
RDC # 19 — Central Florida Speech & Hearing Center (Lakeland)

£

<«—— RDC#2

RDC # 8
RDC # 20 — Space Coast Center for Independent Living (Rockledge)

RDC # 21 — Hearing Impaired Persons in Charlotte County (Port Charlotte) . \
oo

RDC # 22 — Deaf Service Center of Lake & Sumter Counties (Leesburg) o
RDC #26

RDC # 23 — Area Agency on Aging (Tallahassee)

RDC # 24 — CIL — Disability Resource Center (Pensacola) *Hours of operation varies from RDC to

RDC # 25 — Disability Resource Center (Panama City) RDC

RDC # 26 — Hearing and Speech Center of Florida (Miami/Kendall)

RDC # 27 — Family Center on Deafness (Largo) FTRI added 4 new RDCs for a total of 26 and plans
RDC # 28 — Self Reliance CIL (Tampa) to add 1 more during the next few months.

RDC # 29 — Ability 1st CIL (Tallahassee)
RDC # 30 - Audiology with a Heart (West Palm Beach)
RDC # 31 — Big Bend Hospice — (Wakulla) 10/21/14
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Quality Assurance

FTRI maintains a quality assurance system to monitor the services, training,
and equipment provided by contracted agencies.

Postcard questionnaires are mailed to a random selection of clients served by
each Regional Distribution Center or the FTRI office. Four thousand two
hundred and twenty-two (4,222) questionnaires were mailed during this fiscal
year and FTRI received 1,474 responses for a nearly 35 percent return rate.
Ninety-eight percent of the responses were positive. Negative responses are
resolved by either contacting the client directly or referring to the RDC for
follow-up.

Also, FTRI’s automated email system sent quality assurance surveys to 3,249
new clients the subsequent day after receiving service and received 951
responses for a 29 percent response rate. Clients requesting follow-up were
contacted by FTRI Customer Care.
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Questions
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