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Sprint Relay Welcomes…
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to the family!
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Sprint TRS States & Call Centers
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Agenda
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Florida Relay Service Team

Implementation Updates & New 
Features 

Operational Update

Outreach Plan
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Angela Officer, Sr. Implementation Manager
angela.officer@sprint.com

Natalie Ryan, Interim FL. Customer 
Relationship Manager
natalie.d.clanton@sprint.com

Michelle Mobley, Care Support
michelle.mobley@sprint.com

Jim Skjeveland, Sr. Sales Executive
james.skjeveland@sprint.com

Jeff Branch, FL Customer Relationship Manager
(Based in Florida)
jeffrey.branch@sprint.com

Loraine Overland, FL Quality Assurance Manager 
(Based in Florida)
loraine.l.overland@sprint.com

Ken Goulston, Sprint Wireless Sales
(Based in Florida)
kenneth.goulston@sprint.com

John Monroe, FL Government Affairs Counsel 
john.Monroe@sprint.com
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Meet Jeffrey  Branch
• I have over 10 years of TRS 

experience, formerly with CSD.

• I graduated from Gallaudet 
University.

• I love to spend time coaching 
baseball at the Greater Dunedin 
Little League in Florida. 

• I have two boys, Elijah (13 years 
old) and Jessiah (10 years old).

• I love fishing and one of my 
goals is to take a boat trip to 
catch a blue marlin.

• I am a certified scuba diver and 
enjoy exploring the bottom of 
the ocean.

6



©2014 Sprint. This information is subject to Sprint policies regarding use and 
is the property of Sprint and/or its relevant affiliates and may contain restricted,
confidential or privileged materials intended for the sole use of the intended 
recipient. Any review, use, distribution or disclosure is prohibited without 
authorization. 

©2014 Sprint. This information is subject to Sprint policies regarding use and 
is the property of Sprint and/or its relevant affiliates and may contain restricted,
confidential or privileged materials intended for the sole use of the intended 
recipient. Any review, use, distribution or disclosure is prohibited without 
authorization. 

Meet Loraine Overland

• I have over 24 years in the 
telecom industry, and 9 years 
with Sprint Relay.

• I’m a lifelong Florida resident 
(when I travel I actually miss 
the humidity).

• I’m an Army veteran (101st

Airborne Air Assault).

• I have two sons age 7 & 12 that 
keep me active 
(snowboarding, surfing, biking, 
canoeing…).

• I recently played paintball for 
the first time and loved it.
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 Successfully implemented as of March 1, 2015
 Including TRS, CapTel, Enhanced STS, Spanish, French and RCC 

services
 Relay Conference Captioning (RCC) Services (new!)
 Video Assisted STS (new!) 
 French to French (new!)
 Spanish to English Translation (new!)
 New dedicated TTY/Voice Customer Service for Florida only (new!)
 New dedicated Spanish TTY/Voice Customer Service for Florida only 

(new!)

 New Customer Profile Database form (new!)
 In-state Florida Quality Assurance Manager (new!)
 In-state Florida Customer Relations Manager (new!)

See following slide for a list of all toll free numbers and services implemented
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Florida Relay Toll Free Numbers
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Florida/Sprint Relay Customer Service
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What’s New?
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 Relay Conference Captioning (RCC) for FL 
Residents!

 www.floridarcc.com

http://www.floridarcc.com/
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What’s New? (continued)
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 Video Assisted Speech to Speech
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What’s New? (continued)
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 French to French 

Telephone User

Communication Assistant (CA)

1. French Speaking TTY User types 
conversation

2. CA reads text aloud 
(in the French 

language) 

3. French Speaking 
Telephone user listens to 

the CA

4. Telephone user responds

5. CA types everything heard (in the French Language)

6. TTY user reads conversation

TTY User
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What’s New? (continued)
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 Spanish to English  

Telephone User

Communication Assistant (CA)

1. Spanish Speaking TTY User 
types conversation

2. CA reads text aloud 
in English (translated)

3. English  Speaking 
Telephone user listens to 

the CA

4. Telephone user responds in 
English

5. CA types everything heard in Spanish

6. TTY user reads conversation in 
Spanish

TTY User
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Operational Updates
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Ethics

CAs meet necessary requirements including:

Competent Skills Confidentiality

Typing 60 WPM
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Operational Updates
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• Performance-Management expectations focus on four 
key areas: 

- Ensuring clear expectations have been set 

- Defining priorities tying them to business goals 

- Giving coaching and feedback about work performance

- Providing attention to skill development and career 
aspirations 
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Outline of Outreach Requirements 
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In cooperation with FTRI:
 $25,000 Outreach Budget

 Attend TASA Meeting 2x Annually 

 Provided FTRI with 10 Tablets (iPads) 

 Provide Survey for FTRI website

 Sprint will provide  free 840 Plus CapTel equipment to FTRI and End 
Users

 Annual CapTel Television Advertisement campaign

 15-20 Outreach Events Annually (at no charge) Including:
 Provide schedule of events to FTRI for Calendar Updates

 Presentations to Service Providers

 Exhibits, Tradeshows, Conventions

 One on One training sessions

 Town Hall Meetings

 Consumer Social Events
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Outreach Efforts
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 Attended Deaf Awareness Day in Tallahassee, FL on   
March 10, 2015

 Provided website content updates for FTRI’s website

 Provided new advertisement design to FTRI for ad 
placement

 Worked with FTRI on updating brochure 
information/providing feedback

 Sprint was present at the DeafNation Event in Orlando, FL 
on March 21, 2015

 12 Events attended by Outreach Experts Incorporated 
(OEI) across the State of Florida (focus on Captioned 
Telephone products & installation) since March 1, 2015
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Ad about Florida CapTel Service
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Partnership with FTRI
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OEI Events March 2015

21

March 2, 2015 Delray Beach, FL Senior Lifestyle and Healthcare Expo 

March 3, 2015 Lake Worth, FL Villagio of Lake Worth Health and Wellness Expo 

March 6, 2015 Delray Beach, FL 8th Annual Health Fair 

March 7, 2015 Parkland, FL Heron Bay of Parkland Home and Leisure Expo 

March 7, 2015 Bradenton, FL Hearing Loss Association of America Hearing Tech Expo 

March 12, 2015 Delray Beach, FL Valencia Palms of Delray Beach Health & Wellness Expo 55+

March 14, 2015 Weston, FL Savanna of Weston Family Health and Wellness Expo 

March 18, 2015 Delray Beach, FL Delray Beach Health and Wellness Expo 

March 20, 2015 Boynton Beach, FL Health and Business Expo 

March 28, 2015 Boynton Beach, FL Lakeridge Green Health and Wellness Event

March 31, 2015 Delray Beach, FL Young at Heart 

April 7, 2015 Sunrise, FL Rise and Shine with Sunrise
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Future OEI Events
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April 18-19, 2015 Jacksonville, FL Jacksonville Women Expo 

April 25-26, 2015 Punta Gorda, FL Punta Gorda Home Show

May 13-14, 2015 Jacksonville, FL Jacksonville Senior Expo 

May 14-16, 2015 Miami, FL AARP 

May 31, 2015 Miami, FL Casa Latina Home Expo

June 10, 2015 Parkland, FL Aston Gardens Health and Wellness Expo

August 28-30, 2015 Daytona Beach, FL Volusia County Home and Garden Show

September 25-27, 2015 Fort Myers, FL Fort Myers Home Show 

October 19, 2015 Boynton Beach, FL Cascades of Boynton Beach Health and Wellness Expo 

October 10-11, 2015 Punta Gorda, FL Punta Gorda Home Show

October 24-25, 2015 Naples, FL Naples Home Show

November 7, 2015 Jacksonville, FL Walk 4 Hearing
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Future Outreach Efforts
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 CapTel TV Advertisement March 
30th – May 29th, 2015 in Orlando, 
Jacksonville and Ft. Myers TV 
Markets.

 Potential for Social Media 
(Facebook) 

 Work with the following potential 
organizations for events:
 Florida Association for the Deaf

 Florida Deaf Blind Association

 Hearing Loss Association of 
America, Florida 

 Central Florida Speech & Hearing 
Center
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Thank You!
Any Questions??




