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Message from the Executive Director 
 

As you read in the subsequent pages, you’ll find both the 
Equipment Distribution Program (EDP) and Outreach 
program had a productive fiscal year 2017/2018.  Here are a 
few highlights: 
 

• 22,107 individuals were served with new, modify, 
exchange, return, or follow-up service throughout the 
state. 

 

• 10,378 new clients received service. 
 

• 11,729 existing clients received modify, exchange, return, or follow–up 
service.  
 

• 18,233 pieces of specialized telecommunications equipment were 
distributed. 

 

• Processed 29,224 customer calls.  
 

• Received 2,076 online inquiries through the FTRI website. 
 

• Verified more than 68,398 EDP forms. 
 

• 1,399 outreach activities were performed by FTRI and the Regional 
Distribution Centers (RDC) throughout Florida.   

 

• Conducted 812 off-site telephone equipment distributions. 
 

• We continued to collaborate with other organizations and/or state 
agencies for outreach activities. 
 

• We continued to place a high priority on protecting the integrity of client 
information by making security enhancements to our processing system. 

 

• We operated within budget requirements. 
 

• We received high marks from the external auditors for the financial 
records and internal controls FTRI has in place.   

 
These highlights are some of our accomplishments in fiscal year 2017/2018 that 
reflect the broad scope of the FTRI organization to provide quality services to the 
residents of Florida. 
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TASA Requirements 
 
In response to the Telecommunications Access System Act of 1991 (TASA), the 
Florida Public Service Commission (FPSC) directed the local exchange 
companies (LECs) to form a not-for-profit corporation   to   fulfill   the   
requirements   of    TASA.      Florida Telecommunications Relay, Inc. (FTRI) 
registered with the Florida Department of State as a not-for-profit corporation 
effective June 13, 1991 and is exempt from Florida sales tax as a 501(c) (3) 
organization. 
 
 

Mission Statement 
 
Florida Telecommunications Relay, Inc. (FTRI), as the designated administrator, 
shall carry out the intent of the Telecommunications Access System Act (TASA) 
by providing access terminals required for basic telecommunications services to 
hearing impaired, speech impaired, and dual sensory impaired persons in the 
most cost-effective manner. 
 
 

Equipment Distribution Program 
 
FTRI utilizes a regional distribution system for approximately eighty-six percent of 
the State of Florida, with centralized distribution from the administrative office in 
Tallahassee accounting for the remaining fourteen percent.   
 
FTRI contracted with twenty-seven non-profit agencies to provide services as 
Regional Distribution Centers (RDCs).  In these areas persons who are deaf, 
hard of hearing, or speech impaired have applications certified and processed 
(New service), receive equipment and training, and are supplied with any 
additional services.  These may include modifying from one type of equipment to 
another (Modified service), exchanging for the same type of equipment 
(Exchange service), returning any equipment that is no longer necessary 
(Return service), and additional training services as needed (Follow-up service). 

 
Additional training on equipment is provided to individuals requesting the training 
at no charge.  
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Client Services 
 
The total number of EDP services provided by FTRI for fiscal year 2017/2018 
was 22,107*.  The average number of EDP services provided monthly was 
1,842. 

 
* Margin of error ± 1% 

 
 
 
 

  
 
 
 
 
 
 
 
New Client Eligibility  
 
FTRI served 10,378 new clients during the reporting period.  Clients certified as 
eligible for the FTRI program are classified into four distinct groups:  

 

Group New Clients 
Deaf 27 
Hard of Hearing 10,304 
Speech Challenged 47 
Dual Sensory  0 

Total 10,378 
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New Client Certification 
 

Professionals involved with the certification of client applications for the 
equipment distribution program were as follows: 

 
 

Category of Certifier Quantity of Approved Applications 
Deaf Service Center Director 7,896 
Audiologist 1,207 
Hearing Aid Specialist 935 
Licensed Physician 297 
State Certified Teacher  0 
State Agency 0 
Speech Pathologist 43 
Federal Agency 0 

Total 10,378 

 
New Client Age Groups 
 
The 2017/2018 breakdown of new recipients by age group is as follows: 

 
 

Age Group Recipients 
3 – 9 5 

10 – 19 12 
20 – 29 53 
30 – 39 87 
40 – 49 173 
50 – 59 521 
60 – 69 1,509 
70 – 79 2,876 
80 – 89 3,523 
90 – 99 1,553 

100 – 109 66 
  

Total 10,378  
 

          

 
More people in the 80 to 89 age group received equipment than those of any 
other specific age group.  Approximately seventy-seven percent of all recipients 
served in this fiscal year were seventy years of age or older. 
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New Client County of Residence 
 

FTRI is a statewide program serving all 67 counties.  The following is a 
breakdown of new clients by county of residence: 

 

 

Counties in bold are located close to Regional Distribution Centers.  RDC 
contracts do not assign counties to specific contracted entities to assure that 
clients receive the best and most convenient service available. 
 

 

County Recipients County Recipients 
Alachua 108 Lake 292 
Baker 11 Lee 249 
Bay 70 Leon 72 
Bradford 7 Levy 21 
Brevard 189 Liberty 1 
Broward 697 Madison 6 
Calhoun 2 Manatee 121 
Charlotte 158 Marion 261 
Citrus 196 Martin 121 
Clay 42 Monroe 4 
Collier 132 Nassau 54 
Columbia 26 Okaloosa 24 
Dade 655 Okeechobee 13 
DeSoto 16 Orange 177 
Dixie 6 Osceola 22 
Duval 1,271 Palm Beach 1,074 
Escambia 164 Pasco 444 
Flagler 176 Pinellas 716 
Franklin 2 Polk 382 
Gadsden 23 Putnam 16 
Gilchrist 5 Santa Rosa 33 
Glades 5 Sarasota 362 
Gulf 14 Seminole 62 
Hamilton 9 St. Johns 90 
Hardee 2 St. Lucie 159 
Hendry 19 Sumter 215 
Hernando 192 Suwannee 14 
Highlands 49 Taylor 2 
Hillsborough 649 Union 4 
Holmes 18 Volusia 328 
Indian River 83 Wakulla 11 
Jackson 15 Walton 4 
Jefferson 6 Washington 6 
Lafayette 1   

    

  Total 10,378 
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Equipment  
 
FTRI currently distributes the following specialized telecommunications 
equipment: 
 

1. Text Telephone 
2. Amplified Telephone for the Hard of Hearing 
3. Amplified Telephone for the Speech Disabled 
4. Voice Carry-Over Telephone 
5. In-Line Amplifier 
6. Voice Carry-Over/Hearing Carry-Over/TTY  
7. Specialized speakerphone for individuals with hearing loss and limited 

mobility  
8. TeliTalk Telephone 
9. Captioned Telephone  

 

FTRI also distributes amplified, flashing, or vibrating ringer devices to alert clients 
to incoming telephone calls.  These devices are: 

 

1. Audible Ring Signaler  
2. Visual Ring Signaler  
3. Tactile Ring Signaler  

 
Each piece of equipment is supported by the standard manufacturer warranty.  
Equipment that is determined to be out of warranty and beyond repair is retired.  
Equipment that meets specific criteria is repaired/refurbished to “like new” and 
reissued.   
 

Equipment Vendors 
 
FTRI works with several equipment vendors to supply specialized 
telecommunications equipment.  Some of these include: 
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Distributed Equipment 
 
FTRI distributes both new and refurbished equipment.  Equipment distributed 
during fiscal year 2017/2018 numbered 18,233* units.  The monthly equipment 
distribution average was 1,519. 
 

* Margin of error ± 1% 
 

 
   
 
 
 
 
 
 
 

            
             
 
 
             
** Includes In-line amplifier, phones for the speech challenged, hearing carry-over phone, and voice carry-over 
phone.  

 
 

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.  Two thousand seven 
hundred and sixty-six (2,766) questionnaires were mailed during this fiscal year 
and FTRI received 884 responses for a nearly 32% return rate.  Ninety-six 
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 3,669 
new clients the subsequent day after receiving service and received 877 
responses for a 23.9% response rate.  Clients requesting follow-up were 
contacted by FTRI Customer Care.  
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Outreach 
 
During the past fiscal year FTRI’s outreach efforts continued throughout the 
state.  The Regional Distribution Centers (RDCs) continue to provide outreach 
services to their respective communities to disseminate information about FTRI’s 
programs and Florida Relay service. 
 

The following activities were conducted. 
 
 

Outreach Activities 
FTRI/RDC conducted 1,399 outreach activities throughout the state.   

Administered a statewide print media campaign throughout the year using 
customized RDC ads covering major markets.  The combined circulations of the 
newspapers in the campaign total 6,833,887.   

13 businesses signed up as “Relay Friendly Business Partners Program” (BPP) 
through the FTRI website.  

Information about both Florida Relay and FTRI EDP was made available to 555 
employees through the BPP. 

Visited 144 TASA Approved Certifiers. 

FTRI continued to partner with organizations and/or state agencies (FAD, 
FLALDA, HLAA-FL, Sprint, TSC, FDVR, FASC, FLAA, FLASHA, FLA, 
FCCDHH, FSHHP, FCEC, FCOA, FASP, FDBA, FDVA, CVSOAF, HCAF) for 
outreach activities.   

Launched a targeted digital campaign that included Email blasts, digital website 
ads, and geo-fencing in a targeted area, featuring a targeted product; 256,598 
users reached. See details below.     

Continued posting Memes on FTRI’s Twitter and Facebook account with the 
assistance of Clarity. 

Developed and implemented web-based training programs using Go-To-
Meeting program for RDC staff on important topics relative to the FTRI program 
(RDC Training Sessions). 

Provided approximately 606 (EDP) and 114 (Outreach) hours of comprehensive 
training to RDCs during this fiscal year. 

Contributed articles for publication in Tampa Bay Times, Citrus County 
Chronicle, Palm Beach Post, FCOA/FASP and FSHHP. 

Emailed quality assurance surveys to 3,669 new clients who provide an email 
address with their application.  FTRI also developed and emailed 30-day follow-
up quality assurance survey to 3,603 clients ensure they are satisfied with their 
equipment.  
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FTRI – Equipment Distribution Program 
 

FTRI advertised in major dailies, community newspapers year-round using 8½ x 
11 insert ads throughout the state.   
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In addition to the Insert Ads, FTRI also ran Advertorial content in several 
newspaper markets.  Advertorials are a newspaper or magazine advertisement 
giving information about a product in the style of an editorial or objective 
journalistic article.  Our experience with Advertorials was mixed, with some 
newspaper markets being more productive than others.  Ideally, we would have 
continued to run a variety of ‘stories’ in various markets over a minimum of six 
months to produce an accurate gauge on effectiveness, but due to budgetary 
limitations that was not possible.  FTRI decided to stop the printed versions of 
Advertorials for this fiscal year, with plans to incorporate that concept 
electronically within a comprehensive digital marketing plan during the next fiscal 
year. 
 
Example of Advertorial: 
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Internet and Social Media Campaigns 
 
Google AdWords 
 
FTRI employed the services of an organization to secure and manage the 
Google AdWords campaign.  As a nonprofit, FTRI is eligible to receive $10,000 
per month in credit from Google.  Managing that opportunity involves creating 
keywords and phrases that are likely to match a person’s organic search terms, 
and to then present them with an FTRI text ad in the hopes they will click on the 
ad and ultimately land on the FTRI website.  Google Analytics allow us to track 
visitor behavior on the website, including the number who ‘convert’ by completing 
the Application Request form.  One of the biggest takeaways from this program 
was the importance of having this vehicle be incorporated into a larger 
advertising/messaging strategy to leverage digital exposure and increase Search 
Engine Optimization (SEO) results.   
 
 
Examples of Google AdWords Ads: 
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Pilot: Email Blast, Retargeting Ads and Geofence Campaign 
 
FTRI experimented with a digital campaign focused around a single product, and 
a single geographic (RDC) location.  The intention was to raise awareness about 
a specific phone FTRI offers.  There were multiple components of the campaign: 
Email blasts to lists of people who were targeted (and who had ‘opted in’ to 
receive such communications) based on their purchasing and web browsing 
history; digital ads that ‘follow’ a person and appear on websites they visit; and 
Geofencing of locations such as Hearing Aid vendors and cell phone stores.   
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Display Ads on Websites: 
 
Targeted and Retargeted, based on recipients who had opened the email they 
received, and/or clicked through to ftri.org.  Appearing on websites in various 
locations, and sizes. 
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FTRI Website (www.ftri.org) 

 

 
FTRI made several refinements to the FTRI website, designed to improve the 
user experience.  Work was begun on an online application process component 
to the site, which would allow a visitor to complete the entire Application in one 
visit to the site.  Required documentation will be accepted through this new 
process, to provide a ‘one-stop’ experience for applicants who need home 
delivery (don’t drive, have mobility issues, no local RDC within reasonable 
distance), but their local RDC may not offer it.  Based on comments by callers to 
the FTRI 800 number, we expect this feature to be beneficial for the public. 
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Florida Relay 
 
FTRI did not conduct any electronic advertising campaigns for Florida Relay this 
Fiscal Year, but the agency did participate in community Outreach events 
suggested by the Sprint Relay Account Manager.   
 
The Florida Relay Brochure received a facelift, adopting a new design that has 
proven popular in other states.  It is available for download on the FTRI website.   
 
A few pages are shown here, to illustrate: 
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TASA Approved Certifiers 
 

FTRI partnered with 144 new TASA approved certifiers who referred individuals 
with hearing loss to the FTRI programs to receive specialized telephones and 
services.  FTRI provides all certifiers, as well as other collaborated partners, with 
applications, brochures and other printed materials for dissemination to people 
that visit their office or agencies.     
 
 

Closing Statement 
 

FTRI continues to maintain its status as an administrative center, concentrating 
on oversight of the Regional Distribution Center (RDC) contractors, and 
equipment vendors.  Since the inception of the Equipment Distribution Program 
in 1986, over 550,100 Florida residents have been provided with 
telecommunications equipment and support services.     
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