Appendix A: FCC TRS Public Notice, July 19, 2017
(See next page)
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for enforcing any requirements that the program may impose.!' In addition, a state must establish that its
program makes available to TRS users informational materials on state and Commission complaint
procedures sufficient for users to know the proper procedures for filing complaints.'> This certification
process is intended to ensure that TRS is provided in a uniform manner throughout the United States and
territories. The Commission’s TRS rules further explain that documentation should be submitted in narrative
form, and that the Commission shall provide the public with notice of and an opportunity to comment on
such applications.'?

Per the following schedule, the Bureau will release for public comment each application for renewal,
after which it will review each application to determine whether the state TRS program has sufficiently
documented that it meets or exceeds all of the applicable operational, technical and functional mandatory
minimum standards set forth in section 64.604 of the Commission’s rules.¥ The state musl also establish
that the program does not conflict with federal law.'3 In addition, applications will be reviewed to ensure
that each state TRS program makes available adequate procedures and remedies for enforcing the
requirements of each state’s program.'® The Bureau will release public notices of renewal of certification for
each state on a rolling basis.

SUMMARY OF STATE TRS PROGRAM CERTIFICATION TIMELINE

DATE FCC ACTION PROCESS

Beginning CGB will issue Public Notices Comments are due within 30 days of release of the Public

July 2017 seeking comment on state TRS Notices: reply comments are due within |3 days thereafier.
applications that have been filed.

July2017- [ CGB will review applications for | [f necessary. the Burcau will send deficicncy letiers requesting

May 2018 TRS recertification for additional information from stutes 1o ensure compliance with TRS
compliance with 47 CFR §§ mandatory minimum standards and other certification
64.604 and 64.606. reguirements.

May 2018 - | CGB will issue certification

July 2018 renewals on a rolling basis.

PROCEDURES FOR FILING: All filings must reference CG Docket No. 03-123 and be captioned
“TRS State Certification Application.”

Electronic Filers: Filings may be filed electronically using the Intemet by accessing the
Commission’s electronic comment filing system (ECFS): hup://apps.fec.goviectsi, Follow the instructions
provided on the website for submitting electronic filings. For ECFS filers, in completing the transmittal
screen, filers should include their full name, U.S. Postal service mailing address, and CG Docket No. 03-123.

Paper Filers: Parties who choose to submit by paper must submit an original and one copy of each
filing. To expedite the processing of the applications, parties submitting by paper are encouraged to submit
an additional copy to Atin: Dana Wilson, Federal Communications Commission, Consumer and
Governmental Affairs Bureau, 445 12* Street, SW, Room 3-C418, Washington, DC 20554 or by email at
Dana.Wilson(@fce.gov.

Filings can be sent by hand or messenger delivery, by commercial overnight courier, or by first-
class or overnight U.S. Postal Service mail. All filings must be addressed to the Commission’s Secretary,
Office of the Secretary, Federal Communications Commission.

& Al hand-delivered or messenger-delivered paper filing for the Commission’s Secretary must
be delivered to FCC Headquarters at 445 12" Street, SW, Room TW-A325, Washington, DC
20554. The filings hours are 8:00 a.m. to 7:00 p.m. All hand deliveries must be held together
with rubber bands or fasteners. Any envelopes must be disposed of before entering the building.

e Commercial overnight mail (other than U.S. Postal Service Express Mail and Priority Mail)

must be sent to 9300 East Hampton Drive, Capitol Heights, MD 20743,
e U.S. Postal Service first-class mail, Express Mail, and Priority Mail must be addressed to 445

'' 47 U.S.C. § 225(f); 47 CFR § 64.606(a).

1247 CFR § 64.606(b)(1)(ii).

B Id. § 64.606(a).

"47 U.S.C. § 225(f)(2)(A). See 47 CFR § 64.604.
1> 47 CFR § 64.606(b)(1)(iii).

47 US.C. § 225(A(2)(B).
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12 Street, SW, Washington. DC 20554,

ADDITIONAL INFORMATION )

A copy of this Public Notice and related documents are available for public inspection and copying
during regular business hours at the FCC Reference Information Center, Portals [1, 445 12" Street, SW, Room
CY-A257, Washington, DC 20554. Filings also may be found by searching on the Commission's Electronic
Comment Filing System (ECFS) at hup:/apps.tcc.uoviecls/ (insert CG Docket No. 03-123 into the
Procecding block).

To request materials in accessible formats for people with disabilities (Braille, large print, electronic
files, audio format), send an e-mail to fec304uifce.uov or call the Consumer and Governmental Affairs
Bureau at 202-418-0530 (voice), 844-432-2275 (videophone), or 202-418-0432 (TTY).

For further information, please contact please contact Dana Wilson, Consumer and Governmental
Affairs Bureau, Disability Rights Office, at (202) 418-2247 (voice) or e-mail at Dana. Wilson@fcc.gov.

-FCC-
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Appendix B — Award, FCC Matrix, TRS, STS, CapTel Training Outlines

Alabama Public Service Commission Awards Sprint to provide Relay services effective October 1,
2016:

STATE OF ALABAMA PUBLIC SERVICE COMMISSION
AGREEMENT WITH
SPRINT
TO PROVIDE
STATE-WIDE WWCAHONS RELAY SERVICE

EFFECTIVE October 1, 2016

CONTRACT NO. M4 010 1609009003
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Page 1 of this award:

MMIRSA:%EV

THIS AGREEMENT (herelnafer che *Agreament”) s for sesvice uymmmF
te

AGREEMENT

2016 ond is by and berween SPRINT SOLUTIONS, INC.. a Delawre carporstion (hers
refemed a8 *Sprint”), with offices &t 12802 Surise Valley Drive, Reston, Virginia 20196,

Alsbama Public Service Commission (hereinafler roferred as “PSCT, “Commissin”, of “State" L with
offices for the purposa of this Agreezent located & 100 North Unznnsmsmoso,mm.

Alsbama 36064,

RECITALS

wmus.mmmmmmmmamm:x

telecommunteations relay services (herein refesrod to a5 *TRS®) for the hearing and speech
and .

WHEREAS, the Sts of Alsbona Department of Finance, Division of
(“Purchasing Division™) lasued solleltation No. RFB 018 16000000001 dated June 29, 2016 ('
Solicliation”) requesting propasals from vendors to provide TRS for the State of Alsbama,
tespoaded with a proposel dated August 23, 2016 (“Sprint’s Propesei™) and Sprint was selected
successful offeror;

WHERRAS, Srint has been providing TRS in Alsbams since Maseh 1, 2004 and boi
State aad Speint wish to continus in this business relationship;

NOW, THEREFORE, In considemtion of the pramises, mutua) covenants and
hereloafier set fosth, the parties do hereby sgree with each other, for themselves snd tielr
and assigns, as follows:

L  FURPOSE

10 mmawwwmmmmmmwmsmrl

continue to provide statowide TRS through which persons with hesring and o
disahilities e provided with aceess to the telesommunications astwork in Altbema
marmer as fimetienally equivalent as passible to that provided to other telecommunt
customers, end the tems and conditions under which the Stre will make payments fo
svaluste thess services provided by Sprint.

'S
n
the

the

h
na

ns
ead
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Page 2 of the award:

20

21

Alebana TRS Agrberent

SCOPE OF WORK
Sprint shall be tha exclusive provides of TRS for ths State of Alsbama. This ssrvice Wil be

c2lled Alabama Relay and shall be pravided in form and fashion comsistent with Shrim

provisions of this Agrecment, the most stringent isterpretation shall apply pro
consistent with fedoral law,

It is the intention and destre of the partics Lo this Agresment to provide conversetiosal ga
innhyedullghwnluyminmwumh&num.utdmmmwm

cngoing basis concoming such matters a3 operator proficlenties and training, qus

service, call handling procedures, and cutveach projects. Sprint agroes to kmplemerk any
reasonshie recommendations conceming the provisioning of the State's TRS s propased by
the State when such recommendations and costs have been epproved in writing by the{Swue

and meds the subject of an emendmest to this Agreement.

mwumly.aammmmwcmmc@mrm
(FCC) standards concemning the provizioning of TRS (perticuladly Subpart F, Sec. ) &5
thoss standards may be amendod from time to time during the term of this Agroement] The
reasonablo and necessxry costs incurred by Sprint in Implementation of any niow staniiards
may be eligible for reimbursement through the Stats.  Within thinty (30) days of gubti

FCC requirements. Any costs bncrrod by Sgrint without e prior writien epproval ¢

Smto end/or prise to cxecution of an emendment under this Agreement shall ng

reimbursed. Sprint will implement the recommendations requested or developed by the Siate

end Sprit enly if spproved in writing by both partics.
2
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Oct 2016

Disability is Diversity, Stretches to do at your desk

Nov 2016 | Disability Awareness

Dec 2108 | Disability Advocacy

Jan 2017 | View of a persen's abilities

Feb 2017 | Highlight: Edward Veme Roberts ~ American Disability Activist

Mar 2017 | Disability Awereness

Apr 2017 Perkinson's Awareness Month

May 2017 | Limb Loss Awareness Month

The folfowing is an example of the monthly Quality Focus Check for Understanding from March 2017.

Name Supervisor

1)
2
3

4
)

8)

TTY/ASL Refresher Provide examples of how to relay the statements

Check For Understanding
Quality Focus March 2017
Please retumn to your supervisor by March 7, 2017.

What s tha first thing an agent should look at when a call comes to their station?

It a customer requests that the agent verifies the Calling To number before dialing out the agent
should type or say something like, —
The (P Call number to dial is entered by the inbound, therefore you DO NOT need to verify the
Calling To number before outdialing on an 1P call, even if it's in the Customer Notes to do so.
TRUE FALSE
The record feature may be used on conferente calls.
TRUE FALSE
tf the customer has TYPE RECORDINGS as & preference or instruction the egent should not
transmit . This Ingtruction indicates that the customers the agent to type the
recording.
If a device user requesis that you do not announce relay, the agent should:
a) Not identify that this call is through a relay service or ask if the voice person has had a
relay call before. |
b} Inform the customer they must answer the quastion (HOW WOULD YOU LIKE YOUR
CALL ANNOUNCED Q} GaA.
¢) Inform the caller they are required to annournce the call.
What is the purpose of the customer notes?

a) To essist the agent in processing the call how the customer prefers.

b) To ennoy the oparator.

¢} To ensure the customer does not have fo repeat their instructions before every cail

d) BothAand C.

When using <ALT .», agents should send it:

Q) Oniy once and then pause a faw moments before sending it again.

b) Twice and then pause a few moments before sending it again,

¢) Asmgumesasdtheywanismmeymln the buffer and can be canceled when the
answered.

~TIME WHAT Q

“GOPARTY YOUQ

Customer Service Initiative (CSI) program: A discussion of support techniques to enhance service
_ and sharing relay agent peer to peer suggestions toward accomplishing superior service. 2016/2017
GSl topics are:

Jan 2016

Use of “Deaffhard of hearing" andfor “internet service" in announcements.

Feb 2016

Outdlal time, Inappropriate use, Veterans and hearing loss

April 2016 | Sprint P go ahead, Keeping the caller informed, Facilitate communication

May 2016 | Procedura for recordings, Chemotherapy and hearing loss

Jun 2016 Caller control, Keeping caller informed, Announces, FCC verbatim req, State req call customization
Jul 2016 Solicitation for agent process improvement suggestions, Caller control
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confidentially and safely seek advice or report any suspected violation of the Code of Conduct, such
as fraud, sexual harassment, discrimination, or any illegal conduct in the workplace.

Sprint staff members are also required set annual corporate training and development goals.
Individual performance is measured and tied to compensation. Ongoing Staff Development is also
key to overall staff performance. Sprint's Accessibility Customer Solutions (ACS) group hosts an
interactive meeting called the Sprint Accessibility Café. This monthly meeting is an opportunity for
the Accessibility Team to share market and industry product updates. Presenters from outside the
group and subject matter experts from the Relay industry also provide updates.
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Nor shall information regarding CapTel clients be discussed or posted in any public forum.
Employees agree to abide by the following:

+ [ shall only discuss the content of a CapTel call (production, training, timing, or otherwise) with a
member of the administrative team under the guidelines provided above. | will not discuss the
content of a CapTel call with other persons (CAs, friends, family members, etc.).

e | shall disclose only appropriate information regarding a training/timing call to a member of the
administrative team according to the guidelines documented above. A

¢ 1shall not divulge specific information related to the work or cafls | have heretofore processed,
upon termination of my employment at CapTel or at any time thereafter.

e | shall not disclose information which could be used to identify specifics about a particular
consumer to anyone except a member of the administrative team according to the guldelines
documented above.

e | shall not act upon any information received via a CapTel call.

e |shall not listen to, get invoived in, or position myself to observe a CapTel call being processed
by another employee.

e | shall not disclose information which could be used to identify specifics about any employee
including, but not limited to, name, CA number, and schedule, except as is necessary to
appropriate individuals and/or institutions or services.

* | shall not divulge my personal CA number in conjunction with my name except as required by
member of the administrative team.

e | shall not disclose the technical aspects of my position to anycne not employed by
CapTel/Utratec.

e | shall not bring visitors, including children, onto the call floor.

+ | shall remain off of the call floor if | am not scheduled to be at work.

Employee Name (ptease print)
Employee Signature and Date

Sprint Confidentiality Form

IN CONSIDERATION of: (1) my employment with Sprint or any subsidiary, affiliate, or successor-in-interest
of Sprlnt Corporation, (2) my continued employment as long as mutually agreeable, and (3) the opportunlty
to receive Sprint confidential customer information or other good and valuable consideration:

AS AN EMPLOYEE OF THE RELAY SERVICES ORGANIZATION, | UNDERSTAND THAT | AM BOUND
BY ALL SPRINT POLICIES AND SPECIFICALLY, | AGREE AS FOLLOWS:

1 ALL TELECOMMUNICATIONS RELAY SERVICE (TRS) CALL RELATED INFORMATION SHALL
BE KEPT STRICTLY CONFIDENTIAL. | will not reveal any information acquired during or observing
a relay call. 1 will only discuss call-related questions or problems with management or Human
Resources. | agree to keep confidential all information | learn in my possition for the duration of and
after my employment with Sprint ends.

2 NO RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY TRS CALL SHALL BE
KEPT BEYOND THE DURATION OF THE CALL, WiTH LIMITED EXCEPTIONS FOR AUTHORIZED
COMPANY PROCEDURES. | will not keep a record of any customer information or conversation
content beyond the duration of the call except in accordance with company procedures for relaying
Speech to Speech calls or for billing and customer profile purposes. | will destroy all such records in
my possession immediately upon completion of their authorized use.

3 NOTHING MAY BE EDITED OR OMITTED FROM THE CONTENT OF THE CONVERSATION OR
THE SPIRIT OF THE SPEAKER. | will transmit exactly what is said in the way that it is intended in
the language of the customer's choice.

4 NOTHING MAY BE ADDED OR INTERJECTED INTO THE CONTENT OF THE CONVERSATION
OR THE SPIRIT OF THE SPEAKER. | will not advise, counsel, or interject personal opinions, even
when asked to do so by the customer.

5 TO ASSURE MAXIMUM CUSTOMER CONTROL, | WILL BE FLEXIBLE IN ADAPTING TO THE
CUSTOMER'S NEEDS,

6 IWILL STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED TRAINING,
WORKSHOPS, AND READING OF CURRENT LITERATURE IN THE FIELD.

7 ALL SPRINT MATERIALS IN MY POSSESSION PERTAINING TO ANY SPRINT CUSTOMER WiLL
BE DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT.

| have read and understand the Sprint Relay Center Agreement Regarding Confidential Customer
Information. | agres to comply and understand that failure to do so will lead to company disciplinary action
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bein

that may result in my termination and/or criminal prosecution. | also understand that ascertaining damages
resulting from a breach of this agreement would be difficult. | agree that Sprint shall have the right to an
injunction against me, enjoining any such breach without any obligation to post bond. | agree that this will

addition to and without limiting any other remedies or rights Sprint may have against me.

EMPLOYEE SIGNATURE AND DATE
MANAGER/SUPERVISOR SIGNATURE AND DATE

Sprint Federal Confidentiality Form

The Federal Relay provides a transparent link of telecommunication between typed/signed/voice (disabled)
and voiced (non-disabled) messages. As part of the relay services organization ali employees and
subcontractors are bound to the following rules and regulations:

All Federal Relay call related information is to be strictly confidential.

Nothing is to be edited or omitted from the content of the conversation or the spirit of the Federal

Relay user.

:o}hing is to be added or interjected into the content of the conversation or the spirit of the Federal
elay user.

To assure maximum user control, the employee will be fiexible In adapting to the caller's needs.

Employees and subcontractors will strive to further competency in skill and knowledge through

continued training, workshops and reading of current literature in the field.

~ Employee and Subcontractor Role ~

1) The employee or subcontractor shall not disclose the content of any relayed conversation with the
exception of resolving issues with supervisors regarding customer complaints.

2) The employee or subcontractor Is prohibited from identifying the name of any caller. The
employee or subcontractor shall not reveal or act upon any information obtained from the caller
while Nﬁyﬁng calls, except to resolve issues regarding complaints that are handled through the
supervisors.

3) The employee or subcontractor shall not discuss the specifics of any call relayed (even for training
purposes) with coworkers, counselors, or other support services. Nor shall specifics be discussed
with supervisors except to resolve issues regarding complaints.

4) Any Federal Tax Return information fas defined in Intemal Revenue Code (IRC) 6103 (b)(1).(b)(2)]
made available shall be used only for the purpose of carnrying out the provisicns of the Federal
Relay contract. Information contained in such material shall be treated as confidential and shall
not be divulged or made known in any manner to any person except as may be necessary in the
performance of this contract. Disclosure to anyone other than an authorized employee or
subcontractor of Sprint shall require prior written approval of the Intemal Revenue Senvice (IRS).
Requests to make such disclosures should be addressed to the GSA Contracting Officer.

5) Retumn information disclosed to an employee or subcontractor can be used only for a purpose and
to the extent authorized within the Federal relay contract, and further disclosure or any inspection
of such return information for a purpose of o an extent unauthorized herein respectively
constitutes a felony ar criminal misdemeanor punishable upon conviction by a fine as much as
$5,000.00 or imprisonment for as long as 5 years, or both together with the costs of prosecution.
These penalties are pursuant to IRC 7213, 7213A, 7431, and 28 CFR Section 301.6103(n)-1.

6) Any such unauthorized future disclosure of retums or retum infermation may also resuit in an
award of civil damages against the employee or subcontractor in an amount not less than
$1,000.00 with respect to each instance of unauthorized disclosure. These penalties are
prescribed by IRC sections 7213 and 7413 and set forth at 26 CFR Section 301.6103(n)-1.

7) Employees and subcontractors have been notified of the penelties for improper disclosure
imposed by the Privacy Act of 19874, U.S.C 552a. speclfically, 5 U.S. C. 552a(l)(1), which is made
applicable to subconiractors by 5 U.S.C. 552a(m)(1), provides that any employee of a
subcontractor who by virtue of histher employment or official position, has possession of or access
1o agency records which contain individually identifiable Information, the disclosure of which is
prohibited by the Privacy Act or regulations established there under, and who knowing that
disclosure of the specific material is so prohibited, willfully discloses the material in any manner to
any person or agency not entitied to receive it, shail be guilty of a misdemeanocr and fined not
more than $5,000.00.

8) Employees and subcontractors shall be respensible for the confidentiality of all calls relayed

consistent with Federal Laws, Statutes, and Regulations.
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9) Employees and subcontractors shall ensure that no records are maintained of any conversation,
in accordance with the Privacy Act of 1974 (P.L 93-679), IRC 6103, 8103(n), 26 CFR Section
301.6103 (n)-1, the Intemal Revenue Service Acquisition Procedures (IRSAP) and Office of
Management and Budget (OMB) guidance on the Privacy Act of 1974 (Federal Register, Volume
52, No. 75, Page 12880).

10)This Pledge of Confidentiality will remain in the employee’s and subcontractor's file until
termination of employment and shall be made available to an authorized representative for the
General Services Administration (GSA) as may be requested.

| have read and fully understand the Federal Relay Code of Ethical Behavior. | agree that failure to do so
will lead to disciplinary action that may include temmination. | agree to pracess ealls in the manner required
by the Federal Government as detailed in the Federal Relay contract. | agree to abide by this Code of
Ethics even after my employment with Sprint and/or subcontractor ends.

Employee/Subcontractor Signature  Date
Supervisor Signature  Date

Company Name (Print or Type)

Service Type (check one)

— Captioned Telephone/CapTel

—Relay Conference Captioning/RCC

o Telecommunications Relay Service/TRS and/or Internet Relay (a.k.a. Federal [P Relay)

Note: All of Sprint's Employees and subcontractors working on this contract will be acquainted with the
applicable portions of FIRMR, the Privacy Act of 1974, and the Freedom of Information Act, and
implementing regulaticns and policies. The employees and subcontractors will also be given coples of the

following criminal and civil disclosure and inspection penaities, in full text, IRC 7213, IRC 7213A, and IRC
7431.
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Appendix D: Disaster Recovery Plan

Sprint offers emergency options and uninterruptible power that exceeds the State's minimum
requirements by offering an end-to-end approach that is unmatched in the relay industry. Sprint has
emergency operations and uninterruptible power systems (UPS) supporting relay call centers, the
TRS switches (located at wireline switch sites). Sprint knows a large-scale loss of commercial power
is one of the most critical factors impacting access to communication. We have proven programs to
keep that from impacting relay services. Both TRS and CapTel offer uninterruptible power supplies
and generators to ensure relay users will continue to have access to the service in the event of power
outages.

Call Center Power Solutions
Sprint provides a cost effective solution with a UPS using a combination of standard battery backup

and an auxiliary generator to provide uninterrupted power for an unlimited duration for key
components.

The switch peripherals
Switch room environment, including:
o Air conditioning, if required to maintain service
Fire suppression systems
Emergency lights and system alarms
CA consoles/ terminals
CA work site emergency lights
o Call Detail Recording (CDR)

Sprint ensures the UPS system capacity is sufficient to operate the call center during busy season
and busy hour load. Sprint has installed power-generating equipment capeble of operating call
centers for extended pericds. In the event of a power outage, the UPS and back-up power generator
ensure seamless power transition until normal power is restored. UPS is used only long enough for
the backup power generators to come on line - a matter of minutes. Backup power generators are
supplied with sufficient fuel fo maintain operations for at least 24 hours. Generators can stay in
service for longer periods of time as long as fuel is supplied. As a safety precaution (in case of a fire
during a power failure), the fire suppression system is not electrically powered. Once the back-up
generator is on line, stable power is established and maintained fo all TRS system equnpment and
facility environmental controls until commercial power is restored.

Emergency Procedures Training

All Sprint Relay employees are trained on emergency procedures to minimize or prevent disruption
to relay users. Sprint instructs its staff on the procedures to be followed in the event of an emergency
or service impacting issue. Sprint provides annual training to ensure familiarity with systems and
processes. Ad-hoc training is conducted for new procedures or team members.

0000

Sprint's response organizations use exercises to evaluate plans, educate personnel, test functions,
and operational capability. Information related to these exercises is propriety to Sprint. Additionally,
as part of the nation’s critical infrastructure, Sprint participates in coordinated situation drills with
Federal Emergency Management Agency (FEMA), the Department of Homeland Security (DHS),
and state emergency management agencies to ensure coordinated preparedness and response
during a disaster.
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types of natural and man-made problems including but not limited to terrorism and phone line cut
accidents. Performance at the CapTel call center is monitored continuously by CTl technicians 24/7.
Sprint will be notified by the CapTel Service Center Manager immediately upon determination of any
type of natural or man-made problem that causes disruption either:

CapTel has established contingency plans in the event of a complete and extended loss of a CapTel
call center. The plan includes a number of steps based on the estimated duration of the outage and
takes advantage of the relative short travel time between the Wisconsin CapTel call centers. The
first phase is organized to initiate the recovery process within hours and can be fully completed within
days. This involves expanding service into available space in the operating call center locations and
other CapTel facilities. | '

All training seats are configured and immediately ready to take production traffic.
Additional production seats are established in unused and available space within the existing
facilities.

Regular shuttle services are established to transport qualified CapTel CAs and staff from the
outage area to and from the expanded facilities.

The recovery plan includes a second phase for extended outages. To support this longer duration,
CapTel has identified additional disaster recovery locations with appropriate facilities in the
metropolitan area of each of the call centers.

The addition of the Orlando, FL and Sprint's TRS/CapTel call centers has alleviated many of the
inclement weather challenges presented by the winter season. However, if inclement weather affects
the CapTel staffs’ ability to arrive to work, in most cases, with minor adjustments, CTl can sill meet
the call volume demand with enough staff coverage in a wide range of snow fall amounts. However,
if necessary, Sprint and CTI will institute proven tactics, as necessary, to motivate, encourage, and
enable CapTel CAs/operators to be present or to pick up additional hours so CTl can meet its service
level requirements during inclement weather

Customer Notification Procedures

Sprint will inform the state contract manager of any major interruptions to the TRS/CapTel service
that exceeds 5 minutes in duration or isolates part of the state. To provide the contract manager with
the most complete and timely information on problems affecting relay service, Sprint's trouble-
reporting procedure for TRS and CapTel includes multiple levels of response:

Immediate nofification of events that last 5 minutes or isolate part of the State
Notification when the issue is resolved and/or status updates (every 24 hours)
Comprehensive final report within 3 days

Within 24 hours of the Relay service disruption, an intermediate report provides prablem status and
more detail of what action is necessary. In most cases, the 24-hour report reveals the problem has
been corrected and full relay service has been restored. The state contract manger (or designate)
will receive this notification from your Sprint Customer Relationship Manager (CRM). He/she and/or
a member of the management team will provide the final report and follow up on steps Sprint will
take to ensure we can minimize the likelihood of this event occurring again.

Final reports include a comprehensive look at the event, including the following:

How the problem occurred
When the problem occurred
The number of impacted customers (if known)
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