Relay Oklahoma FCC Certification Renewal and Supporting Documents

Introduction

Relay Oklahoma, a program administered by the Oklahoma Telephone Association under authority
of the Oklahoma Corporation Commission, has prepared the following narrative and attached
appendices to comply with the FCC TRS Certification Renewal Application, specifically in response
to the FCC Public Notice DA 17-697, CG Docket No. 03-123 released on July 19, 2017. Included
in the Public Notice are the minimum mandatory FCC Telecommunications Relay Service (TRS)
requirements under 47 C.F.R. §64.604 and §64.606. A copy of this Public Notice and these
mandatory requirements are attached as Appendix A. Relay Oklahoma prepared this TRS
Certification Renewal Application with the assistance of Sprint Accessibility.

The minimum mandatory TRS requirements, listed in Appendix B, provide operational, technical,
and functional standards pertinent to the FCC mandates as specified in 47 C.F.R. §64.604 and
§64.606 and are contracted by the Oklahoma Telephone Association with Sprint to provide
Telecommunications Relay Service effective November 14, 2016. Please note that although Sprint
Accessibility provides Internet Protocol (IP) and Captioned telephone web-based services, Relay
Oklahoma does not contract to provide these services in Oklahoma, nor is Relay Oklahoma
responsible for oversight of IP and VRS or to other Internet or web-based relay services.

The FCC has requested that each FCC TRS Certification Renewal application respond to the
minimum mandatory FCC TRS requirements for providing Telecommunications relay services and
that each state includes procedures and remedies for enforcing any requirements imposed by state
programs. Additionally, the FCC requested that several exhibits such as outreach presentations,
promotional items, consumer training materials, and consumer complaint logs be included with the
information provided.
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Operational Standards

A.1 Communication Assistants (CAs)

§64.604 (a)(1) (i) TRS Providers are responsible for requiring that all CAs be sufficiently
trained to effectively meet the specialized communication needs of individuals with hearing
and speech disabilities.

CA Employment Standards

Relay Oklahoma contracts with Sprint to provide the hiring, training and oversight of
Communication Assistants (CAs) for Relay Oklahoma. Sprint has established a successful
procedure to attract qualified applicants for TRS CA positions. Sprint's Quality Assurance team
has developed comprehensive hiring and training programs that prepare employees for the
challenging position as a CA and ensures all communications are of the highest quality.
Employees continue to expand their knowledge of Relay and the importance of providing quality
services to the consumers they serve throughout their employment as a CA. CAs are required to
have a high school diploma or GED, which ensures that the applicant has at least a 12th-grade
level of English grammar and spelling skills, the ability to type 60 words-per-minute (wpm) on an
auditory-based test, clear articulation and an intelligible, pleasant speaking voice.

Preference is given to CA applicants with TRS experience, knowledge of American Sign Language
(ASL), or experience working with individuals who are deaf, hard of hearing or have a speech
disability. All applicants for CA positions are required to submit an employment application that
details the applicant's educational and employment history. After an applicant's educational
history, employment history and typing test results are reviewed; a determination is made as to
whether the applicant meets the minimum CA requirements.

A human resources representative will then screen potential candidates through face-to-face and
telephone interviews to evaluate the applicant's communication skills, including English grammar,
diction and speech clarity, sensitivity to issues of customer service, integrity and confidentiality, and
overall suitability for the job. Those applicants who do not pass the HR screening interview will not
be considered for employment. Sprint TRS CA applicants are required to pass a valid and
unbiased 12th grade level spelling test to be considered for employment. Sprint TRS CA
applicants must pass a valid unbiased 12th grade level grammar test to be considered for
employment.

Once the applicant passes the HR screening interview, he/she is interviewed in person by an
Operations Supervisor for specific job dimensions that relate to the success of a CA. These
dimensions include sensitivity to customers and issues of confidentiality. If the Supervisor
recommends the applicant for employment, the applicant must pass a drug screen and a
background investigation of educational, work and criminal histories. This process ensures only
qualified applicants are hired to work at Sprint Accessibility centers as a CA.

Sprint provides an enhanced VCO service called Captioned Telephone (CapTel) Services. Sprint
requires that all CapTel CAs have a high school graduate equivalency as a minimum qualification
for the job. Sprint ensures all CapTel CAs are sufficiently trained to meet the needs of CapTel
users. Trainees must demonstrate adequate skill level in all aspects of call processing prior to
graduation from training. CapTel CA Trainees must also demonstrate a strong proficiency in the
primary required skill-set of re-voicing for CapTel calls.

e CapTel CA Trainees spend 2-3 weeks training in a classroom setting.
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e There is a final proficiency exam that must be passed in order to move into a live call
environment.

e Upon completion of classroom training, CapTel CAs are scheduled for one-week of
transition training, while being monitored and supported by another CapTel CA or an
Instructor.

e All CapTel CAs must continue to qualify for live call handling each month.

e Sprint CapTel CAs are routinely coached on Call Center ergonomics, call handling
procedures, and confidentiality.

e Each CapTel CA is evaluated on a minimum of one call each shift.

e There is also a monthly test each CapTel CA must pass in order to remain qualified to
caption live calls.

§64.604 (a)(1)(ii) CAs must have competent skills in typing, grammar, spelling, interpretation
of typewritten ASL, and familiarity with hearing and speech disability cultures, languages
and etiquette. CAs must possess clear and articulate voice communications.

Relay Oklahoma, through their contract with Sprint, has shown Sprint CAs have competent skills in
typing, grammar, spelling, interpretation of written ASL, and familiarity with hearing and speech
disability cultures, languages, and etiquette. Sprint requires all CAs to possess clear and articulate
voice communications. CAs are given five written and three hands-on performance evaluations
demonstrating the ability to process calls. Sprint CAs must demonstrate Relay skill level in all
aspects of call processing prior to graduation from training. CAs must demonstrate their ability to:

e Sprint CAs must type 60 wpm prior to taking live calls and post training must demonstrate
the ability to maintain a minimum typing speed of 60 wpm on an auditory test.

e Sprint's diversified culture training program provides the CA with information about
understanding TRS users including deaf users and their culture, history and
communication needs. Sprint’s diversified culture program incorporates training includes
the characteristics and of hard-of-hearing and late deafened users, deaf/blind and speech
disabled users.

e Demonstrate a professional and courteous phone image

e Process calls using live training terminals in an efficient and knowledgeable manner

e Role-play scenarios written in varying levels of ASL

Sprint provides an extensive process for hiring CAs who provide Speech to Speech (STS). CA
applicants must successfully achieve the following:

Six months of employment as a CA

Recommendation and/or approval from supervisor or manager

Attend and complete STS specialized STS training program including a written evaluation.
Proficiency in all areas of Relay call processing including grammar, enunciation and
vocabulary

e Hearing acuity test administered by an audiologist using calibrated equipment to perform a
speech recognition test and pure tone test.

STS applicants who meet these qualifications receive additional training specifically on STS.
Sprint's STS training is delivered by individuals with professional experience related to Speech
Disabilities and/or consumer experts and is based on adult learning theories. STS applicants who
meet all qualifications for the STS training program receive eight hours of classroom training
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specifically on STS Services. Sprint's STS training program has been developed based on direct
experience and consultation with Dr. Bob Segalman obtained during the initial STS trial conducted
along with eight years of experience processing STS calls. The STS training outline includes
specific strategies used to facilitate communication without interfering with the STS user’s control
over the call including retention of information at the user’s request and verification of what is said
to verify accuracy. The STS training outline is displayed in the following figure:

STS TRAINING OUTLINE \

Sprint Values and Goals

Objectives / Training Outline
Introduction and History
Video

Service Description
Characteristics of Customers
Stereotypes

Speech-Disabilities

Attributes of Speech-to-Speech Relay CAs
Speech-to-Speech verses Traditional Relay
FCC Requirements

Speech-to-Speech Variations

Assessment

Basic Call Processing

Call set up

Customer Database
Frequently Dialed Numbers

Confidentiality
Transparency

Personal Conversations
Developmental Skill Practice

Customer Requests Audio
Emergency Call Processing Observation
= CAtraining = Call Focus
=  Taking over calls — 15 minute =  Teamwork — support peer
=  CA work performance
= Discuss call speech patterns = Unacceptable to:
= Discuss techniques customer uses = Have conversation regarding information
= Have two CAs on one call, if necessary or discussed on calls
customer requests. = Discuss customers in general

All CapTel CAs are tested and competent in typing, grammar, and spelling to ensure skills meet
the following FCC Guidelines. CapTel CA training provides familiarity with hearing, deaf, and
speech-disabled cultures. Personnel supporting CapTel have the requisite experience, expertise,
skills, knowledge, training, and education to perform CapTel Services in a professional manner.
CapTel Trainees are screened on several skill-sets to be considered for hire. Several tests are
administered to evaluate for skills in the following:

Spelling

Pronunciation

Enunciation

Reading Ability

Vocabulary

Error Recognition - CapTel Operators must be able to recognize a mistake in voice-
recognition and be able to appropriately correct errors while on a call.

A captioned telephone user does not type during CapTel calls; therefore it is not necessary for the
Operator to interpret typewritten ASL.

CA Quality Assurance Programs

Sprint Accessibility Quality Assurance Managers coordinate all training curriculum and policies with
the call center Quality Team Leaders and Assistant Trainers to ensure consistent quality is
maintained throughout the TRS network of Relay centers. The Sprint Quality Assurance Managers
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and the call center training teams meet weekly to receive updates, discuss changes and discuss
concerns and how to address them. The training team is located in seven Relay Centers across
the country. This team along with the support of the Location Managers, Supervisors, and CAs
has just one goal: to provide excellent service to our customers. In addition, Sprint listens to
customer’s feedback and takes proactive steps to implement suggestions and feedback. Sprint
Accessibility does not develop training and consumer education programs for the TRS alone.
Sprint Accessibility contracts with members of the deaf, hard of hearing, deaf-blind, and speech-
disabled communities to jointly develop and present training all TRS programs.

§64.604 (a)(1)(iii) CAs must provide a typing speed of a minimum of 60 words per minute.
Technological aids may be used to reach the required typing speed. Providers must give
oral-to-type tests of CA speed.

Transmission of 60 WPM

Relay Oklahoma contracts with Sprint to provide a comprehensive Quality Assurance program
focusing strictly on typing speed and accuracy. As a part of this program, Sprint conducts pre-
employment testing and internal testing (quarterly) using a -minute oral-to-type test that simulates
actual working conditions and the Relay environment. Internal testing on typing speeds
demonstrated that Sprint's CAs typed an average of 83.9 wpm, with at least 95 percent accuracy.
In fact almost a third of Sprint's CAs type over 90 wpm!

§64.604 (a)(1)(iv) TRS providers are responsible for requiring that VRS CAs are qualified
interpreters. A “qualified interpreter” is able to interpret effectively, accurately, and
impartially, both receptively and expressively, using any necessary specialized vocabulary.

Qualified VRS interpreters
Relay Oklahoma does not contract to provide VRS services, nor is the state responsible for the
oversight of VRS. As of January 2012, Sprint no longer provides VRS services.

§64.604 (a)(1) (v) CAs answering and placing a TTY-based TRS or VRS call must stay with
the call for a minimum of ten minutes. CAs answering and placing an STS call must stay
with the call for a minimum of fifteen minutes.

In-Call Replacement of CAs

Through their contract with Sprint, Relay Oklahoma exceeds all FCC minimum requirements
regarding changing CAs during a call. As a matter of practice at Sprint, calls are not taken over
unless it is absolutely necessary to do so. Sprint CAs are trained to use on screen clocks to
identify the total amount of time since the call arrived at the CA position. After 10 minutes with the
TRS (15 minutes with STS) inbound customer, a CA may be relieved if it is appropriate. The only
situations in which a CA would transition during a call prior to the FCC minimum standard of 10
minutes include:

The customer requests a CA of the opposite gender or different CA,

End user verbal abuse or obscenity towards the CA

Call requires a specialist (STS, Spanish, etc.)

CA lliness

At the request of the customer for any reason, and/or

CA becomes aware of a conflict of interest such as identifying callers as friends or family.
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In addition, there are situations which may require a CA to transition the call to a different CA,
which is only approved after the CA has remained on the call longer than the FCC minimum
standard of 10 or 15 minutes (for STS calls). These include:

e Shift change, and/or
e (A fatigue normally as a result of a call in progress more than 30 minutes with difficult call
content or speed or 60 minutes or more of an average call.
e If transition of CAs is unavoidable, the change occurs with minimal disruption to either
Relay participant including the following:
o Sprint attempts to honor any requests for a specific gender during call transitions.
o The second CA silently observes the call long enough to learn the spirit of the call
as well as reviewing any customer call handling preferences provided during the
call and as a part of the Customer Profile.

§64.604 (a)(1)(vi) TRS providers must make best efforts to accommodate a TRS user's
requested CA gender when a call is initiated and, if a transfer occurs, at the time the call is
transferred to another CA.

As stated §64.604 (a)(1) (v), Relay Oklahoma honors the requests of all callers when they request
a specific CA gender. Relay users may request a specific CA gender through the Customer Profile
or a per-call basis directly with the CA. The transfer of the CA to the requested gender occurs as
soon as one is available. This requirement has been waived by the FCC for CapTel CAs.

§64.604(a)(1)(vii) TRS shall transmit conversations between TTY and voice callers in real
time.

All conversations relayed between voice and TTY callers are transmitted in real-time. Relay
Oklahoma uses Sprint's Phoenix software, which provides tools and enhancements designed to
allow conversations to be transmitted in real time, including the following:

Automated answer

CA-initiated macros (44 macros)

Function Keys (85 separate function keys)
System-initiated macros

On-line help panel

Tone of voice pre-approved descriptions (almost 100)
Automatic Error Correction Library (615 words)
Background descriptions (over 250)

All of these features are available in all languages including English and Spanish. CapTel is a
transparent service. CapTel CAs transmit audio and captioned text conversations from the voice
caller to the CapTel user in real time. Since the CapTel user utilizes their own voice to transmit, no
transmission occurs from the CA to the voice caller.

A.2 Confidentiality and Conversation Context

§64.604 (2)(i) Except as authorized by section 705 of the Communications Act, 47 U.S.C.
605, CAs are prohibited from disclosing the content of any relayed conversation regardless
of content, and with a limited exception for STS CAs, from keeping records of the content of
any conversation beyond the duration of a call, even if to do so would be inconsistent with
state or local law. STS CAs may retain information from a particular call in order to facilitate
the completion of consecutive calls, at the request of the user. The caller may request the
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STS CA to retain such information, or the CA may ask the caller if he wants the CA to repeat
the same information during subsequent calls. The CA may retain the information only for
as long as it takes to complete the subsequent calls.

Confidentiality Policies and Procedures

As stated earlier, Relay Oklahoma contracts with Sprint to oversee all TRS CAs, including CapTel
CAs for the State of Oklahoma. In accordance with the FCC regulations, all information provided
for the call set-up, including customer database records remain confidential and cannot be used for
any other purpose. Once the inbound party disconnects, CAs lose the ability to view or access any
information pertaining to that call. No written or taped information regarding the call is kept once
the call is released from the Relay position. Billing information is transferred to billing files after the
call has been terminated and is no longer available except for billing purposes.

The only exception to this policy relates to STS calls. Relay Oklahoma STS Relay Agents may
retain information from one inbound call for use in a subsequent outbound call, with the caller’s
permission. Such information will only be retained for the duration of the inbound call. Relay
Oklahoma’s confidentiality expectations are strictly enforced and employees are expected to
comply with this policy during and after their period of employment. Sprint strictly enforces
confidentiality policies in the Center, which include the following:

e Prospective CAs undergo a thorough background investigation and screening.

e During initial training, CAs are presented with examples of potential breaches of
confidentiality.

e Stress can be a factor in maintaining confidentiality. CAs receive training on healthy
detachment.

e Breach of confidentiality will result in disciplinary action up to and including termination of
employment.

e CAs perform their work in cubicles that are bordered by high sound-absorption acoustic

tiles and wear special noise reducing headsets.

All Sprint Accessibility Centers have security key access.

Visitors are not allowed in Relay work areas.

Supervisors are present in the work area to observe behavior.

All Relay Center personnel are required to sign and abide by the Sprint Accessibility

Center’s Agreement Regarding Confidential Customer Information.

e All employees attend annual confidentiality meetings wherein the confidentiality agreement
is reviewed and re-signed.

Sprint Accessibility Center's Agreement Regarding Confidential Customer Information requires
CAs to:

Keep all call information confidential.

Not edit or omit any content from the conversation.

Not add or interject anything into the content or spirit of the conversation.
Assure maximum user control.

Continuously improve their skills.

Relay Oklahoma CapTel CAs must comply with the same rules that TRS follows regarding
confidentiality. The CapTel confidentiality form is similar to TRS. Information obtained during a
CapTel call should not be shared with any person except a member of the CapTel management
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staff who has asked for specific information. This information may be needed to clarify technical,
policy, emergency, venting, consumer, or customer service issues. General call information will
not be shared unless it is used to clarify, vent, or teach. Information about call content should be
discussed in a private area only. Only information critical to resolving the situation will be
disclosed. This may include consumer name, name of business/agency, gender of caller, type of
call (voice in, CapTel in), day of week, time of day, city, state, or any other details that could in
some way identify a consumer. A CapTel agent may have problems, complaints or stress from
handling the call. The CA may ask to speak to a supervisor or other member of management (as
long as it wasn't their call) in a private area.

The success of CapTel depends on quality and complete confidentiality. Since consumers will be
less likely to use the service if they feel their personal and professional calls are not kept in the
strictest confidence, all Captionists understand and abide by the confidentiality policy. Any CA who
breaks this policy will be disciplined, up to and including termination. Please see Appendix C for
the TRS pledge of confidentiality.

STS Limited Exception of Retention of Information

At the request of a caller, Relay Oklahoma STS CAs will retain information from a call in order to
facilitate the completion of consecutive calls. STS CAs may utilize the TRS system designed
electronic scratchpad to aid the CA during the processing to a call or subsequent calls. No
information is kept after the inbound call is released from the CA position. Please see Appendix C
for the TRS Pledge of Confidentiality form.

§64.604 (2)(ii) CAs are prohibited from intentionally altering a relayed conversation and, to
the extent that it is not inconsistent with federal, state or local law regarding use of
telephone company facilities for illegal purposes, must relay all conversation verbatim
unless the relay user specifically requests summarization, or if the user requests
interpretation of an ASL call. An STS CA may facilitate the call of an STS user with a
speech disability so long as the CA does not interfere with the independence of the user,
the user maintains control of the conversation, and the user does not object. Appropriate
measures must be taken by relay providers to ensure that confidentiality of VRS users is
maintained.

Verbatim Relay and the Translation of ASL

Relay Oklahoma CAs type to the TTY user or verbalize to the non-TTY user exactly what is said,
verbatim, when the call is first answered, and at all times during the conversation, unless either
relay user specifically requests summarization or ASL interpretation.

STS and TRS Training: Sprint puts control of the call with the users.

e CAs accept their being involved only to the point of facilitating communication as a “human
telephone wire.”

CAs understand the relay user is to remain in control of the call.

CAs do not make decisions or comments on behalf relay users.

The user controls the call progress and content of the conversation.

CAs re-voice/relay verbatim what is spoken, typed or heard.

At the request of the relay user, Relay Oklahoma CAs will translate written ASL into conversational
English. Training is provided on various levels of interpretation of typewritten ASL during initial
training as well as throughout a CA’s employment. In order to successfully complete initial training,
the CA must demonstrate competent skills to accurately reflect the TTY user’s intent and the CA’s
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role in the Relay process. CA trainees are required to pass a valid and unbiased written test to
demonstrate that they can correctly interpret typewritten ASL phrases. Trainees must achieve a
score of 80% or better before being allowed to complete training and process Relay calls. After
initial training, each CA is provided with an ASL workbook. This workbook is completed by the CA
and returned to the Supervisor. The Supervisor and CA together review the workbook and the
CA’s ability to translate ASL to conversational English. The CA keeps this manual for future
reference. A CA continues to be evaluated on translation skills through individualized monthly
surveys. Relay Oklahoma CapTel CAs are prohibited from intentionally altering a relayed
conversation and will relay all conversation verbatim. The State of Oklahoma does not have
oversight of VRS services and does not contract with providers to process VRS calls, and is
therefore exempt from ensuring VRS interpreters maintain confidentiality.

STS Facilitation of Communication

Relay Oklahoma STS CAs will facilitate communication without interfering with a caller's
independence. They do not counsel, advise or interject personal opinions. Relay Oklahoma STS
CAs have received training on many techniques to clarify the STS user's message if the meaning
or context is unclear. Sprint understands each STS user may also find one technique to be most
comfortable. Sprint STS CAs will follow these customer preferences to clarify while providing as
smooth of a call flow as possible. Relay Oklahoma STS CAs will not guess what the STS user is
saying and will request clarification when unsure. When unsure of the meaning or context, the
STS CAs will ask the speech disabled caller to repeat or clarify — especially if the meaning or
context is unclear. Emphasis is placed on the intent and spirit of the message.

When necessary, STS CAs respectfully engage in open dialogue with the STS user while
maintaining focus on the intent of the call. STS CAs may use many multiple tactics to clarify a STS
user's message. Many times STS users have a preference on which tactic works best for him/her.
When the STS user has a preference, the STS CA will use that tactic. Otherwise the STS CA may
clarify unsure including the following:

e STS CAs may simply ask STS user to repeat the word or phrase

STS CAs may ask “yes” or “no” questions

STS CAs may ask the STS user to use the word in another sentence

STS CA may ask the STS user to provide a word that rhymes with the misunderstood word
STS CA may ask the user to spell the word

To ensure STS CAs follow established call processing procedures, STS CAs are evaluated
through individualized monthly surveys, tested randomly through the test call process, provided
with customer feedback when available and observed by supervisors who are available in the STS
CA work area to monitor performance. If a development area is identified in any area of call
processing the STS CA will receive specific feedback and additional training. If the STS CA
performance does not demonstrate improvement, progressive discipline up to and including
termination may occur.

A.3 Types of Calls

§64.604 (3) (i) Consistent with the obligations of telecommunications carrier operators, CAs
are prohibited from refusing single or sequential calls or limiting the length of calls utilizing
relay services.

Relay Oklahoma provides 24x7 TRS for standard (voice), Text Telephone (TTY), wireless, or
personal computers users to place local, intrastate, interstate, and international calls. Relay
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Oklahoma also processes calls to directory assistance and to toll free numbers. There are no
restrictions on the duration or number of calls placed by any relay user. All relay users accessing
Relay Oklahoma retain full control of the length and number of calls placed anytime through relay.
Relay Oklahoma CapTel CAs are currently waived by the FCC for outbound calls because the
CapTel CAis not involved in the call set up and cannot refuse the call CapTel users dial sequential
calls directly therefore it is not possible for a CapTel CA to refuse sequential calls or limit length of
calls. Relay Oklahoma CapTel CAs are not waived by the FCC for inbound calls to a CapTel user
made through a TRS facility. However, if a call is made directly to the captioned telephone access
number, no set up is involved and the CapTel CA cannot refuse to call.

§64.604 (3)(ii) Relay services shall be capable of handling any type of call normally provided
by telecommunications carriers unless the Commission determines that it is not
technologically feasible to do so. Relay service providers have the burden of proving the
infeasibility of handling any type of call.

The following information is applicable for the timeframe through May 31, 2017:

Relay Oklahoma, through Sprint Accessibility, works in conjunction with the Local Exchange
Enhanced Services to provide additional functionality for users of TRS. Sprint Accessibility
processes collect and person-to-person calls and calls charged to a third-party as well as calls
billed to prepaid and non-proprietary calling cards offered by the local or any other IXC. Relay
Oklahoma will also process calls to or from restricted lines e.g. hotel rooms and pay telephones.

All TRS and CapTel users will be billed in the same manner that a non-relay user would be billed.
The relay user will only be billed for conversation time, (which does not include call setup time, time
in between calls and wrap-up time) on toll calls. Billing will occur within 60 days of the call date.
Relay Oklahoma gives users the option of billing their calls to a non-proprietary LEC (local) or IXC
(long distance) calling cards. Relay Oklahoma works with the LECs and IXCs to compile and make
available to all TTY or CapTel users a list of acceptable calling cards. The user’s carrier of choice
is responsible for providing call types and available billing options, and will also handle the rating
and invoicing of toll calls placed through the relay.

The following information is applicable beginning June 1, 2017:

As part of our overall corporate technology evolution to provide all of our customers with
communications delivered in a cost-effective, high performance manner, Sprint has already
decommissioned aging infrastructure whose upkeep costs our customers more. For all of our
Relay users, this also means simpler and quicker call set-up.

In August of 2016, Sprint received a waiver of end user selection of carrier from the FCC. As a
result, Sprint is offering domestic and international calling at no charge with no long distance
fees or long distance call billing for all TRS and CTS users through Relay Oklahoma service.
Sprint's optimal approach provides less cost to the end user, fewer billable minutes to the State,
greater functional equivalence, and fewer customer complaints.

Sprint's approach as a global telecommunication provider includes the following benefits for Relay
Oklahoma and its end users:

o Correctional Facilities: Sprint will process calls from inmates at correctional facilities
without charge. Please note, inmate calling services (ICS) providers may assess fees
directly to relay users — as is done for traditional phone users (i.e., non-relay callers).

e Payphones: Sprint will provide domestic and international calling at no charge for
Relay Oklahoma callers using payphones.
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o International Locations: Sprint will provide outbound international calling at no
charge for TRS and CTS users. Inbound access is available with customers being
charged.

o Directory Assistance: Sprint is offering access to Directory Assistance at no charge
through Relay Oklahoma Service.

e Pay Per Call Services: Sprint will continue to process calls to 900 access numbers. The
900 services provider may assess fees directly to relay users.

§64.604 (3) (iii) Relay service providers are permitted to decline to complete a call because
credit authorization is denied.

The following information is applicable for the timeframe through May 31, 2017:
If a long distance provider declines to complete a call because credit authorization is denied, Sprint
Accessibility will relay the message verbatim to the relay user and follow the user’s instructions.

The following information is applicable beginning June 1, 2017:

Due to the waiver described in the previous question, long distance billing is no longer applicable.
Sprint is offering domestic and international calling at no charge with no long distance fees or
long distance call billing for all TRS and CTS users through Relay Oklahoma service.

§64.604 (3) (iv)Relay services shall be capable of handling pay-per-call calls.

The following information is applicable for the timeframe through May 31, 2017:

Sprint Accessibility was the first provider to process pay-per-calls, beginning in 1996. Callers to
Relay Oklahoma access 900 services by dialing a free 900 number to access relay. Use of a toll-
free 900 number inbound to the relay center provides functionally equivalent access to the
telecommunications network while preventing unauthorized end users from circumnavigating the
LEC restrictions. This process ensures the LEC will only complete those calls into the relay service
that do not have a 900 number block added to their phone lines. The 900 service provider and the
900 number carrier(s) will rate and bill the user as if the call was dialed directly from the originating
user's telephone. Because 900 blocking information is not available with CapTel phones, CapTel
users who wish to place pay-per-calls from the CapTel phone must update their Customer Profile
form to allow these calls.

The following information is applicable beginning June 1, 2017:
Due to the previously described waiver, Sprint will continue to process calls to 900 access
numbers. The 900 services provider may assess fees directly to relay users.

§64.604 (3)(v) TRS providers are required to provide the following types of TRS calls: (1)
Text-to-voice and voice-to-text; (2) VCO, two-line VCO, VCO-to-TTY, and VCO-to-VCO; (3)
HCO, two-line HCO, HCO-to-TTY, HCO-to-HCO.

Relay Oklahoma provides access to all available relay call types. Through the state’s contact with
Sprint, the state meets and in some cases exceeds the requirements for text-to-voice, voice-to-text,
VCO, two-line VCO, VCO-to-TTY, VCO-to-VCO, HCO, two-line HCO, HCO-to-TTY, and HCO-to-
HCO. Below is a list of standard services that are provided by Relay Oklahoma:

Text-to-Voice (TTY to Voice)
Voice-to-Text (Voice to TTY)
VCO Attribute-Based Routing
VCO with Privacy/No GA
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VCO Branding

Standardized or personalized VCO call announcement and explanation
Two-Line VCO

VCO-to-HCO

VCO-to-TTY

VCO-to-VCO

Reverse Two-Line VCO

Voice Call Progression

HCO with Privacy

HCO Branding

Standardized or personalized HCO call announcement and explanation
Two-Line HCO

Reverse Two-Line HCO

HCO-to-VCO

HCOto TTY

Except where waived by the FCC, Relay Oklahoma CapTel users are able to access all types of
TRS calls. The requirement to provide 711 dialing is waived for outbound calls made from a
CapTel phone. STS and HCO calls are also waived.

§64.604(3)(vi) TRS providers are required to provide the following features: (1) Call release
functionality; (2) speed dialing functionality; and (3) three-way calling functionality.

Call Release Functionality

Relay Oklahoma’s TTY Call Release, also known as TTY-to-TTY call set-up, is fully in compliance
with FCC standards. Once the CA has both TTY parties on line, the CA releases the call and the
conversation is removed from the CA’s screen, ensuring confidentiality. TTY callers are then able
to conduct a conversation with their called party (TTY) without an intermediary remaining on the
line. Relay Oklahoma adheres to the FCC's 2nd Report and Order rule, and when the call is
signed off or ‘released’ by the CA, the call ceases to be a Relay call and is no longer subject to the
per-minute reimbursement. With 2-Line CapTel service, a CapTel user can release or receive
captions at any time during a call.

Speed Dialing Functionality

Relay Oklahoma speed dialing functionality (also known as frequently dialed numbers) allows
Relay users to store up to 30 frequently called telephone numbers in their TRS customer profile.
Customers who wish to store more numbers can simply register multiple Customer profiles, which
translate to an unlimited number of entries. When the customer calls into the center, the customer
can simply provide the CA the “short-hand” name or code associated with that number instead of
the entire 10-digit number. For example, a caller can simply request, “Please call mom,” and the
CA will dial the associated ten-digit telephone number without delay. The frequently dialed number
entry can be sorted by name or number. The CapTel phone is equipped with the ability to program
in 3 speed dial numbers, and a recently dialed number.

Three-Way Calling

Relay Oklahoma provides three-way calling capability, in which the voice or STS Relay users
through TRS (if the customer has purchased this feature from his/her LEC) can use this feature to
either tie the third party directly into the conversation or to tie the third party in by making a second
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call to the Relay center. Relay users who have purchased Three-Way calling or conference calling
capability from his/ner LECs can use this feature when placing a call through Relay Oklahoma.
This feature allows the user to place the call to the Relay and then conferences in the voice-called
party. This is also known as the Two-Line VCO method. TTY users may also use the relay to
conference in another TTY user on the line. The original TTY user requests to place a call to the
voice-called party. It then becomes a conversation between two TTY customers and one Voice
customer. This process also would apply if there were two voice customers and one TTY user on
the line. Relay Oklahoma provides three-way calling for CapTel users that is in full compliance
with FCC requirements. Two-line CapTel users are able to host, join or be added to any three-way
call in the same manner as traditional telephone users. One-line CapTel users are able to join any
three-way call in progress. In order to be added on, the host of the three-party call would simply
dial the national CapTel number and enter the CapTel user’s telephone number. CapTel users are
also able to participate in a conference bridge to speak to three or more individuals.

§64.604(3)(vii) Voice mail and interactive menus. CAs must alert the TRS user to the
presence of a recorded message and interactive menu through a hot key on the CA's
terminal. The hot key will send text from the CA to the consumer's TTY indicating that a
recording or interactive menu has been encountered. Relay providers shall electronically
capture recorded messages and retain them for the length of the call. Relay providers may
not impose any charges for additional calls, which must be made by the relay user in order
to complete calls involving recorded or interactive messages.

Relay Oklahoma, through Sprint, provides an advanced Phoenix platform which contains CA-
generated macros (e.g., pre-programmed phrases) which allow the CA to press a “hot key” to alert
TRS users of the presence of a recorded message and/or interactive menu. Sprint’'s hot key sends
text to the user which says “(RECORDING).” Sprint's hot keys are available in all supported
languages, including English and Spanish. Relay Oklahoma has the ability to electronically
capture recorded messages and retain them for the length of the call. All information provided
during the call to the CA to assist in processing the call is considered customer-sensitive
information and is deleted from the CA’s screen, after the call has ended. The only information that
is retained is information in the Call Detail Record necessary to bill the call.

Relay Oklahoma does not impose additional charges for any calls which must be made in order to
process calls involving recorded or interactive messages. Sprint’s sophisticated Phoenix feature
incorporates “function keys” allowing the CA to complete standard tasks with a combination of two-
keys (or mouse clicks). As a result, many calls involving recordings can be completed without
having to redial using Sprint's recording functionality. If a CA needs to redial to process these
calls, the CA can quickly redial, using a specific redial hot key for answering machine, voicemail
and recordings which redials the call so the end user is not imposed charges for additional calls.
Relay Oklahoma CapTel users are able to hear and interact directly with the recorded message
and make the selections as requested by the interactive menu. The CapTel user is alerted to the
presence of a recording by hearing the recording and seeing the captions of the recording as the
message is played. CapTel users can replay messages as required until the message is both
heard and read as captions. The user can stay on the line as long as desired until the message is
heard in its entirety or replayed. This is requested by the user directly. The CapTel user interacts
with the recorded message system directly. This is treated as one call.

§64.604 (a) (3)(viii) TRS providers shall provide, as TRS features, answering machine and
voice mail retrieval.
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Relay Oklahoma has the ability to retrieve messages from any voice processing system that can
be accessed via the telephone. Through Sprint Accessibility’s Phoenix platforms, CAs are able to
retrieve and relay voice messages for TTY users and TTY messages for voice users.

When a user requests the CA to retrieve messages from a voice mail system or PBX mailbox, the
CA will follow the following process:

The CA will inform the caller that an answering machine has been reached.

If the caller has provided instructions, such as access codes will follow the user’s
instructions.  Sprint Accessibility will use the touch-tone capability embedded in Sprint
Accessibility’s Phoenix software to enter access codes or system commands to retrieve
new messages, play all messages, save messages, and/or delete messages (depending
on customer instructions).

If necessary, Relay Oklahoma CAs uses advanced recording technology to slow down the
playback of the messages. If a CA needs to redial to process these calls, the CA can
quickly redial, using a specific redial hot key for answering machine, voicemail, and
recordings which redials the call so the end user is not imposed charges for additional
calls. The following information is applicable for the timeframe through May 31, 2017: If
the CA needs to redial local calls are free, if the call is long distance the customer is only
charged long distance calls for the first call. The following information is applicable
beginning June 1, 2017: Sprint is offering domestic and international calling at no
charge with no long distance fees or long distance call billing for all TRS and CTS users
through Relay Oklahoma service.

Sprint Accessibility’s platform provides the technology necessary to retrieve voice mail or
answering machine messages including enabling and disabling touch-tone capability
through hot keys (i.e. DTMF).

Once all customer instructions have been followed and the caller disconnects, all
information including caller's personal information is automatically deleted from the CA’s
position to ensure the customer’s information is kept confidential.

Like TRS users, Relay Oklahoma CapTel users can retrieve answering machine messages from
an answering machine near the CapTel phone. However, the CapTel user will need to follow
instructions that are slightly different than TRS users including the following:

Press the CapTel menu button that until the option, “Caption External Answering Machine
Messages” is displayed. (Please note the handset must be hung up to do this.)

Press the “OK” button.

Pick up the handset and place it near the answering machine.

Watch the CapTel display to see when the CapTel CA is connected.

Press the “play” button on the answering machine.

View the captions on the CapTel display.

Save, delete or navigate to the next message using the answering machine controls.
When done, simply hang up the handset and the phone will be ready for the next call.

With other voicemail systems, the CapTel user can both hear and interact directly with the
recorded message and make the selections as requested by the interactive menu. The CapTel
user is alerted to the presence of a recording by hearing the recording and seeing the captions of
the recording as the message is played.
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A.4 Handling of Emergency Calls

§64.604(a)(4) Emergency call handling requirements for TTY-based TRS providers. TTY-
based TRS providers must use a system for incoming emergency calls that, at a minimum,
automatically and immediately transfers the caller to an appropriate Public Safety
Answering Point (PSAP). An appropriate PSAP is either a PSAP that the caller would have
reached if he had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of
emergency services to the caller in an expeditious manner.

Relay Oklahoma accepts incoming emergency calls, and automatically and immediately transfers a
call to an appropriate Public Safety Answering Point (PSAP).  Through its contract with Sprint,
Relay Oklahoma has access to the following:

e The largest footprint of coverage across the U.S. to terminate a 911 call
e A web interface with complete API and a branded end-user portal for address changes for
internet calls.

Call Processing Procedures
Relay Oklahoma uses the following procedures to ensure TRS users needing emergency services
receive prompt assistance with their call.

1. Relay Oklahoma CAs act upon the word “emergency”. Calls placed to fire, police, ambulance and rescue
squad are considered emergency calls.
2. The CA hits a Phoenix function key (i.e., “hot key”) which designates the call as an Emergency. This key also

prompts the system to use the caller's NPA/NXX to automatically route the call to the E-911 center which is
closest to the caller’s rate center. This hot-key also “freezes” the screen with an emergency banner so that
the call information remains displayed. If the customer hangs up, the caller’s information is available to be
shared with the 911 Center.

3. Simultaneously, the CA presses a key to notify the Supervisor. The Supervisor will assist the CA in
processing the call, if needed. The Supervisor does not take over the CA function unless requested or
necessary to complete the call.

4. The caller's Automatic Number Identification (i.e., telephone number) is passed to the E-911 as Caller ID.

5. The CA identifies the call to the authorities, using the phrase: “This is an emergency. | am calling for a deaf
(or hard of hearing or Speech Disabled) person through the Florida Relay Service. They are calling from
(caller’s telephone number). This is CA # 1234, one moment please.”

6. The CA advises the inbound caller that the emergency services is on the line. For example, “(POLICE ON
LINE NOW)” and then types the way the 911 operator answered the phone.
7. The CA relays the call. Unlike other Relay calls, CAs may step outside of their neutral role to more actively

facilitate communication, as needed.

8. Upon request, the CA connects the TTY caller directly to the PSAP (TTY).

9. The CA fills out an “Emergency Incident Form” which documents the call.
10. In the rare case of an E911 routing error, the CA will fill out a technical “trouble ticket” for additional
investigation.

Back up Procedures

Through their contract with Sprint, Relay Oklahoma has access to an upgraded PSAP solution that
has proven extremely accurate, resulting in few instances of PSAP routing errors. In many
instances, two numbers are provided for each rate center. If one of the numbers fails, the second
number is dialed. In the event that a valid number is not available, the CA will contact Directory
Assistance for support.

CapTel Emergency Calling
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When calling 911 using a one-line CapTel phone, the call is processed in the same way as a 911
call processed when using a standard telephone.

e The CapTel phone automatically converts to a Voice-Carry-Over (VCO) phone and dials
911 directly. (The CapTel Call Center is not engaged in processing 911 calls.)

e The CapTel phone will display the typed responses from the PSAP and the caller will use
their voice to communicate with the PSAP.

e The user will be connected to the proper 911 Center in the least amount of time and the
telephone number (ANI) will automatically be passed to the 911 Center.

e The 911 system renders the appropriate emergency response.

Two-Line CapTel Emergency Calling

Because Two-Line CapTel uses separate voice and data connections, it offers the most efficient
way to access Emergency Services via 911 response Centers. The Two-Line CapTel user is
connected directly to 911 on a standard voice connection. The captions are connected on the
second line. This procedure means the call is connected in the fastest time, to the most appropriate
911 Center every time, with a reliable voice grade connection and with full speed captions.

Training and Support Materials

Relay Oklahoma CAs and Supervisors receive in-depth training on all emergency processes and
procedures. This training is reinforced through on-going refresher training where Call Center staff
must demonstrate knowledge and proficiency of Emergency processes and procedures.
Supervisors or Operations Administrators are available 24/7 to assist CAs when an emergency call
occurs. CAs also have immediate access to call processing steps via an online help screen and
position reference guide.

Variations

There are many things that can happen during an emergency call, which require immediate action
outside traditional call processing. The following processes were established for many of these
‘variations” to guide CAs and the Call Center staff on how to proceed:

Caller Disconnects Before Connecting to 911 Center

If the inbound caller disconnects prior to being connected to 911, the Phoenix system will continue
dialing to the PSAP/emergency call center. The CA or Supervisor will notify the PSAP Call Center
of the premature disconnect and will provide any customer information that may assist the PSAP
center in resolving the emergency. If a customer calls into the TRS center, types “HELP GA” and
hangs up, we will treat this as an Emergency call. Since the customer does not give an emergency
service name, Sprint always connects the caller to the police. The CA will notify the Supervisor
who, in turn, calls the police and passes on all known information about the call. The CA will also
fill out an Emergency Incident Form as a record. The police will make the determination as to what
kind of emergency it is and will dispatch the required emergency service.

Voice Emergency Calls

If a voice customer misdials 711 when actually they require assistance through 911, the CA will say
to the inbound voice: “You have connected to a telephone relay service for the deaf and hard-of-
hearing. If possible, you should hang up and dial 911. If not, we can attempt to connect you to a
911 center near your assigned telephone number, but there could be significant delay in getting
assistance.” When the voice caller does not disconnect, requests further assistance, and/or
remains online for more than five seconds after the notification phrase is read the CA will attempt
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to complete the call to connect the caller to emergency services. The CA will inform the caller, "I
am connecting your call to Emergency Services, one moment please."

A.5 STS Called Numbers

§64.604 (a)(5) STS called numbers. Relay providers must offer STS users the option to
maintain at the relay center a list of names and telephone numbers which the STS user
calls. When the STS user requests one of these names, the CA must repeat the name and
state the telephone number to the STS user. This information must be transferred to any
new STS provider.

Relay Oklahoma offers the ability for STS users to maintain a record of regularly called names and
telephone numbers. Relay Oklahoma’s speed dialing functionality (also known as frequently dialed
numbers) allows Relay users to store up to 30 frequently called telephone numbers in their
Customer Profile. This information, along with other preferences, will be transferred to any new
STS provider. When the STS user calls into the center, the user can simply provide the CA the
“short-hand” name or code associated with that number instead of the entire 10-digit number. For
example, a caller can simply request, “Please call mom,” the STS CA will repeat the name and
state the telephone number and then dial the associated 10-digit telephone number without delay.

§64.604 (6) Visual privacy screens/idle calls. A VRS CA may not enable a visual privacy
screen or similar feature during a VRS call. A VRS CA must disconnect a VRS call if the
caller or the called party to a VRS call enables a privacy screen or similar feature for more
than five minutes or is otherwise unresponsive or unengaged for more than five minutes,
unless the call is a 9-1-1 emergency call or the caller or called party is legitimately placed
on hold and is present and waiting for active communications to commence. Prior to
disconnecting the call, the CA must announce to both parties the intent to terminate the call
and may reverse the decision to disconnect if one of the parties indicates continued
engagement with the call.

Relay Oklahoma does not provide, contract to provide, or oversee VRS services and is exempt
from this section.

§64.604 (7) International calls. VRS calls that originate from an international IP address will
not be compensated, with the exception of calls made by a U.S. resident who has pre-
registered with his or her default provider prior to leaving the country, during specified
periods of time while on travel and from specified regions of travel, for which there is an
accurate means of verifying the identity and location of such callers. For purposes of this
section, an international IP address is defined as one that indicates that the individual
initiating the call is located outside the United States.

Relay Oklahoma does not provide, contract to provide, or oversee VRS services and is exempt
from this section.

Technical Standards

B.1 ASCIl and Baudot

§64.604 (b) Technical standards—(1) ASCIl and Baudot. TRS shall be capable of
communicating with ASCIl and Baudot format, at any speed generally in use.

Relay Oklahoma contracts with Sprint to provide Baudot (45.5 and 50), Turbocode, Enhanced
Turbocode (E-Turbo) and all ASCII rates generally in use. Upon a call being received at the CA
position, TTY signals are automatically identified as Baudot, Turbocode or ASCII; if ASCII, the
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Baud rate is detected. Outbound calls are dialed out in voice mode so both the CA and hearing
user (if applicable) can hear the progress of the call. If the phone is answered by a modem, the
software will automatically switch to the appropriate mode of Baudot or ASCII based on the tone
heard without intervention from the CA. If the call is answered by a voice person, the CA will
request the text device if a voice user originated the call.

B.2 Speed of Answer

§64.604 (2) Speed of answer. (i) TRS providers shall ensure adequate TRS facility staffing to
provide callers with efficient access under projected calling volumes, so that the probability
of a busy response due to CA unavailability shall be functionally equivalent to what a voice
caller would experience in attempting to reach a party through the voice telephone network.

Relay Oklahoma contracts with Sprint, who currently has 13 TRS and CapTel centers across the
U.S. Having access to this number of centers ensures adequate staffing for TRS and CapTel calls.
Sprint samples the average answer time a minimum of every 15 minutes for each 24-hour period.
Their Traffic Management Control Center (TMCC) is staffed with workforce analysts who
understand call processes, call volumes, distribution patterns, contract requirements and call
routing, thus ensuring exemplary service.

Sprint's Workforce Analysts develop staffing requirements for each center monthly, daily and in 15-
minute increments. These center staffing lines are a management tool, which provides Workforce
Analysts and each center with the following:

e Initial CA requirement for each 15-minute period of the day

e Total number of CAs scheduled for each-15 minute period

e The number of CAs over or under the requirement needed to meet forecast call volumes

e Daily, weekly, and monthly performance reports detailing speed-of-answer for each CA
group and the CA utilization (occupancy) percentage. These reports are reviewed to
ensure that Sprint is routing calls as efficiently as possible while meeting or exceeding
customer expectations.
Adjustments to the minimum staffing requirements can be made as needed to the 15-
minute scheduling requirements based on unforeseen increases or decreases in call
volumes.

§64.604 (b) (2) (ii) TRS facilities shall, except during network failure, answer 85% of all calls
within 10 seconds by any method which results in the caller's call immediately being
placed, not put in a queue or on hold. The ten seconds begins at the time the call is
delivered to the TRS facility's network. A TRS facility shall ensure that adequate network
facilities shall be used in conjunction with TRS so that under projected calling volume the
probability of a busy response due to loop trunk congestion shall be functionally equivalent
to what a voice caller would experience in attempting to reach a party through the voice
telephone network.

A requirement of the Relay Oklahoma contract with Sprint is that 85% of all calls be placed within
10 seconds. “Speed of answer” identifies the number of seconds required to answer a call. Relay
Oklahoma’s CapTel speed of answer meets or exceeds the FCC’s requirement to answer 85% of
all calls within 10 seconds. Relay Oklahoma expects Sprint will continue to review TRS and
CapTel data to determine trends, taking into account any call affecting issues such as weather,
holidays or technical problems. Utilizing this information, Sprint develops a Network forecast for
each upcoming scheduling week. Sprint also reviews each center’s results for the previous six-
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weeks, as well as anticipated changes in staffing levels to determine each center’'s capacity to
handle forecasted calls. Once the forecast has been determined, Sprint ensures total network
traffic is accounted for by each of the centers. By continually monitoring current capacity with
regards to trunking, CA workstations, staffing and equipment lag time between anticipated need
and actual need will be minimized.

§64.604 (b) (ii) (A) The call is considered delivered when the TRS facility's equipment
accepts the call from the local exchange carrier (LEC) and the public switched network
actually delivers the call to the TRS facility.

Relay Oklahoma considers the call delivered when the Relay Center's equipment accepts the call
from the LEC, and the public switched network actually delivers the call to the TRS Center. Sprint
furnishes the necessary telecommunications equipment, facilities, and system software for the
complete TRS operation. Sprint is a certified IXC in all 50 states. Sprint’s transmission circuits
meet, and in most cases, exceed the ANSI T1.506-1990 Network Performance — Transmission
Specifications for Switched Exchange Access Network standards.

§64.604 (b) (ii) (B) Abandoned calls shall be included in the speed-of-answer calculation.

Through its contract with Sprint, Relay Oklahoma includes abandoned calls in its daily speed-of-
answer performance calculations.

§64.604 (b) (ii) (C) A TRS provider's compliance with this rule shall be measured on a daily
basis.

Sprint measures its compliance with average speed-of-answer times on a daily basis and reports
this information to Relay Oklahoma on a monthly basis.

§64.604 (b) (ii) (D) The system shall be designed to a P.01 standard.

Relay Oklahoma, through its TRS contract with Sprint, ensures all relay call centers are provided
with sufficient facilities and staffing to provide a Grade of Service (GOS) of P.01 or better for calls
entering the call center switch equipment during the busiest hour. Sprint’s Relay system ensures
that an excess of 99.99 percent of all calls reach the call center and are answered or receive a
ringing signal.

§64.604 (b) (ii) (E) A LEC shall provide the call attempt rates and the rates of calls blocked
between the LEC and the TRS facility to relay administrators and TRS providers upon
request.

Performance of inbound traffic on each Relay Oklahoma toll-free number where it enters the Sprint
network or relay center facility is measured continuously and reported both daily and monthly.
These measurements, which include traffic volume and blockage data, are compiled into a monthly
report available to the state.

§64.604 (b) (iii) Speed of answer requirements for VRS providers are phased-in as follows:
by January 1, 2006, VRS providers must answer 80% of all calls within 180 seconds,
measured on a monthly basis; by July 1, 2006, VRS providers must answer 80% of all calls
within 150 seconds, measured on a monthly basis; and by January 1, 2007, VRS providers
must answer 80% of all calls within 120 seconds, measured on a monthly basis.
Abandoned calls shall be included in the VRS speed of answer calculation.
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Relay Oklahoma does not oversee VRS services, does not contract with a VRS provider to provide
VRS services to customers, and is exempt from this section.

B.3 Equal Access to Interexchange Carriers

§64.604 (b) (3) Equal access to interexchange carriers. TRS users shall have access to their
chosen interexchange carrier through the TRS, and to all other operator services, to the
same extent that such access is provided to voice users.

The following information is applicable for the timeframe through May 31, 2017:
Relay Oklahoma TRS and CapTel users have equal access to their chosen IXC through Relay to
the same extent access is provided to voice users.

TRS and CapTel users are encouraged to register their preferred Carrier-of-Choice (COC) with
Customer Service. Users who have not registered their preferred COC are encouraged to contact
the toll-free telephone support (Customer Service) to complete their registration. All new CapTel
phones come with a COC card packaged with the equipment. Users are responsible for filling out
the card or contacting CapTel Customer Service to receive the benefits of registering their COC
preferences for CapTel calls.

Voice-in users calling CapTel users are also notified that their call may incur long distance charges.
After connecting to the CapTel voice-in Voice Response Unit (VRU) and entering the phone
number of the CapTel user they wish to call, they may receive a verbal announcement stating that
their call may include long distance charges.

Relay Oklahoma relies on Sprint Accessibility to provide its Relay customers with both the
technical and operational capability to send and receive COC calls to and from other providers.
Sprint Accessibility’s network has the capability to permit users to select the IXC or LEC of their
choice in accordance with State and Federal law.

Sprint Accessibility provides the necessary network connections and signaling information in
compliance with the standards accepted by the Alliance for Telecommunications Industry Solutions
(ATIS) titled “ATIS-0300084, Telecommunications Relay Service” (July 2006) for carriers to
accurately bill and rate Relay calls. Sprint Accessibility routes calls to the designated carrier in as
efficient a manner as possible. Sprint Accessibility includes the identification of the call as a Relay
call, the end user calling number, the called number, and additional information describing the
nature of the calling line (e.g., payphone). Calls not requiring operator assistance are routed to the
carrier's non-operator switch. Calls involving alternate billing (e.g., card, collect, third party) involve
the operator services position of the carrier. Again, Sprint Accessibility provides as much
information as possible to the operator services position of the transport carrier through network
signaling. Efficient provision of routing to the carrier minimizes the call set-up time associated with
the Relay call.

Sprint Accessibility encouraged all Carriers to participate in its COC program. When the requested
Carrier was not a COC participant, Sprint Accessibility had established a procedure where the
Carrier was notified, verbally and in writing, of its obligation to provide access to relay users and
encouraged their participation.

Outlined below was the process used by CAs to process COC calls and subsequent instructions to
relay callers:

e Sprint Accessibility CA answers the call
e The caller provides the toll-call information.
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e The caller provides preferred Carrier information either registered in the user database or
for a specific call.

o If the preferred Carrier is not available through the Relay, the CA informs the caller with the
standard phrase: “I AM SORRY (carrier) DOES NOT ALLOW (billing method) CALLS
OVER THEIR NETWORK.”

e The user may choose to have another Carrier handle the call. Sprint Accessibility then
informs the unavailable Carrier of its obligation to provide access through the Relay
Service.

e The CA outdials the call utilizing the preferred Carrier. If no Carrier is specified, the call will
be carried over the Sprint Accessibility network.

e The called-party answers the call. The CA relays the COC call between the caller and the
called-party.

Sprint Accessibility had 260 carriers participating in the Sprint Accessibility's TRS COC program.
Participation of Carriers in Oklahoma is dependent on whether carrier is authorized to provide
service in Oklahoma and connectivity to the Sprint Accessibility Access Tandem.

The following information is applicable beginning June 1, 2017:

As part of our overall corporate technology evolution to provide all of our customers with
communications delivered in a cost-effective, high performance manner, Sprint has already
decommissioned aging infrastructure whose upkeep costs our customers more. For all of our
Relay users, this also means simpler and quicker call set-up.

In August of 2016, Sprint received a waiver of end user selection of carrier from the FCC. As a
result, Sprint is offering domestic and international calling at no charge with no long distance
fees or long distance call billing for all TRS and CTS users through Relay Oklahoma service.
Sprint’s optimal approach provides less cost to the end user, fewer billable minutes to the State,
greater functional equivalence, and fewer customer complaints.

Sprint's approach as a global telecommunication provider includes the following benefits for Relay
Oklahoma and its end users:

e Correctional Facilities: Sprint will process calls from inmates at correctional facilities
without charge. Please note, inmate calling services (ICS) providers may assess fees
directly to relay users — as is done for traditional phone users (i.e., non-relay callers).

e Payphones: Sprint will provide domestic and international calling at no charge for
Relay Oklahoma callers using payphones.

e International Locations: Sprint will provide outbound international calling at no
charge for TRS and CTS users. Inbound access is available with customers being
charged.

o Directory Assistance: Sprint is offering access to Directory Assistance at no charge
through for Relay Oklahoma Service.

e Pay Per Call Services: Sprint will continue to process calls to 900 access numbers. The
900 services provider may assess fees directly to relay users.

B.4 TRS Facilities

§64.604 (b)(4) TRS facilities. (i) TRS shall operate every day, 24 hours a day. Relay services
that are not mandated by this Commission need not be provided every day, 24 hours a day,
except VRS.
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Relay Oklahoma and Sprint Accessibility Customer Service are both available 24x7 for all TRS
services. Relay Oklahoma, through Sprint, utilizes both Uninterruptible Power Supply (UPS) and
backup power generators to ensure the relay centers have uninterrupted power even in the event
of a power outage. UPS is used only long enough for the backup power generators to come on
line — a matter of minutes. The backup power generators are supplied with sufficient fuel to
maintain operations for at least 24 hours. CapTel Relay Services are also available 24x7.

§64.604 (b)(4) (i) TRS shall have redundancy features functionally equivalent to the
equipment in normal central offices, including uninterruptible power for emergency use.

Relay Oklahoma contracts with Sprint's Relay centers, which are equipped with an UPS,
generator, and sufficient fuel to provide power for 24-hours following a power failure. These back-
up power systems can continue to provide power beyond 24-hours as long as fuel is readily
available. Working in parallel with the UPS is Sprint's Intelligent Call Router, which instantly
recognizes a problem anywhere in the Sprint Accessibility system and routes the calls to other
operating call centers. Relay Oklahoma customers will be unaware of any system fault.

In the event of a power outage, the UPS provides seamless power transition while the emergency
generator is brought on line. During this transition of less than a minute, power to all the basic
equipment and facilities for the center operation is maintained. This includes the switch system and
its peripherals, switch room environment (air conditioning and heating in the computer room), CA
positions (including consoles/terminals), emergency lighting, system alarms and Call Detail Record
(CDR) recording. As a safety precaution, the fire suppression system is not electrically powered in
case of a fire during a power failure. Once the back-up generator is on line, stable power to all
relay system equipment and facility environmental control is established and maintained until
commercial power is restored..

All of the system preventive maintenance functions can be performed on-line, with no effect on call
processing. In addition, on-line and off-line diagnostic routines will identify system faults or failures
to the individual board level. Diagnostic procedures are continually processed by the switching
system software to detect defective components before they are used. Manual on-line diagnostics
can be launched at any time from the maintenance and administrative terminal located with the unit
without affecting call processing, calls in progress or calls waiting to be answered. The
maintenance and administrative terminal includes keyboard, screen and printer capabilities.

§64.604 (b)(4)(iii) A VRS CA may not relay calls from a location primarily used as his or her
home.

Relay Oklahoma does not oversee VRS services, does not contract with a VRS provider to provide
VRS services to customers, and is exempt from this section.

§64.604 (b)(4)(iv) A VRS provider leasing or licensing an automatic call distribution (ACD)
platform must have a written lease or license agreement. Such lease or license agreement
may not include any revenue sharing agreement or compensation based upon minutes of
use. In addition, if any such lease is between two eligible VRS providers, the lessee or
licensee must locate the ACD platform on its own premises and must utilize its own
employees to manage the ACD platform.

Relay Oklahoma does not oversee VRS services, does not contract with a VRS provider to provide
VRS services to customers, and is exempt from this section.
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B.5 Technology

§64.604 (b)(5) Technology. No regulation set forth in this subpart is intended to discourage
or impair the development of improved technology that fosters the availability of
telecommunications to person with disabilities. TRS facilities are permitted to use SS7
technology or any other type of similar technology to enhance the functional equivalency
and quality of TRS. TRS facilities that utilize SS7 technology shall be subject to the Calling
Party Telephone Number rules set forth at 47 CFR 64.1600 et seq.

Relay Oklahoma through Sprint, is in full compliance with 47 CFR §64.1600 et seq. of the FCC’s
Rules for providing SS7 capability. In order to achieve functional equivalence, Relay Oklahoma will
continue to provide Caller ID service where the 10-digit number of the calling party is passed
through to the called-party for local and long-distance calls. Relay Oklahoma receives calling party
identifying information including blocking information, from all relay users. Sprint's Caller ID
solution includes receiving the privacy bit information from the inbound Relay caller and call
information elements such as:

Calling Party Number

Charge Number

Originating Line Information

Sprint passes through the calling party information (rather than 711 or the
number of the Relay Center)

State-of-the-Art Technology

As the provider of relay services for the State of Oklahoma, Sprint offers several enhanced
features to improve the telecommunications access of STS relay users. These advanced features
include:

Message Retention (up to 24 hours)

STS Called Numbers

Privacy Option

STS Contact Information

STS Email Call Set-up

STS with Voice Carry Over

Specialized STS Customer Service (including Training Line)
Wireless Access - STS (*787)

Wireless Access - STS (*787)

In early 2012, Sprint announced the first wireless short-code solution for STS users. Sprint
wireless customers are able to dial *STS (787) to reach a STS CA quickly and easily from
anywhere in the nation. All callers who are physically located within the state are automatically
connected to an STS CA. This service is available to both callers with and without a speech
disability who need to place an STS call. Voice callers needing to place a call to an STS user may
also use this service. When Oklahoma TRS customers travel outside of the state, callers will
automatically connected to STS based on their physical location. If they are in a state where Sprint
is the Relay provider, the caller is connected to the State’s STS. If not, callers are automatically
transferred to Sprint's interstate STS , where they will be able to place interstate calls only. This
exciting new enhancement grants additional mobility and flexibility for STS users.

STS Message Retention
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Sprint expanded its Customer Profile to allow STS users to retain messages for up to 24 hours.
The STS user may dictate the first message to be read to the called party. This feature allows the
STS user to request this initial message be retained in the Relay system for up to 24 hours. This is
especially helpful if the STS user needs to leave a message and the line is busy. If the called party
is unavailable (e.g. busy signal, no answer), the STS user may request that the STS message be
retained. Over the next 24 hours, the STS user can redial their state STS and request that the call
be attempted without delay. At the end of 24 hours, the message is automatically deleted from the
Customer’s Profile.

STS Called Numbers

Sprint continues to offer the ability for STS users to maintain a record of regularly called names
and telephone numbers. Sprint's speed dialing functionality (also known as frequently dialed
numbers) allows Relay users to store up to 30 frequently called telephone numbers in their
Customer Profile. This information, along with other preferences described, can be transferred to
any new STS provider. When the STS user calls into the center, the user can simply provide the
CA the “short-hand” name or code associated with that number instead of the entire 10-digit
number. For example, a caller can simply request, “Please call mom,” and the STS CA will dial the
associated ten-digit telephone number without delay. Please see the following graphic for the
written Customer Profile form, which encourages STS users to register speed dial entries.

Frequently Dialed Numbers (Speed Dial for Non-Emergency Calls):

Note: Limit 30 characters per name

Name Area Code & Phone Number

wvilBaw N =

Ifyou need to add more information, go to the Additional Information section on the page 3.

STS with Privacy Option

Sprint offers STS users the ability to communicate without the CA hearing the voice party. If this
option is selected, the CA simply listens to the voice of the STS user and repeats messages
according to the STS users’ preference.

STS Contact Information

Communicating telephone numbers may be difficult for some STS users. This feature allows STS
users to simply advise friends, family and others to dial 711 to reach them. Once connected, the
person can simply provide the STS user's name to the STS CA. The STS CA will use the STS
user's profile information provided for this purpose to connect to the STS user based on the
registered STS user's hours and days of availability. In this manner the inbound caller can be
connected with the STS user at their location.

Emergency Numbers

In most emergency situations, STS callers dial 911 first for emergency help. However, this may be
especially challenging for STS users. STS users also have the ability to list up to 10 additional
emergency phone numbers in their Customer Profile. Contacts such as a doctor’s office, the
local/state poison control center and the local hospital are used for this purpose.

B.6 Caller ID
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§64.604 (b) (6) Caller ID. When a TRS facility is able to transmit any calling party identifying
information to the public network, the TRS facility must pass through, to the called party, at
least one of the following: the number of the TRS facility, 711, or the 10-digit number of the
calling party.

Relay Oklahoma, through their contract with Sprint, provides true Caller ID service where the 10-
digit number of the calling party is passed through to the called-party for local and long distance
calls. Sprint will receive calling party identifying information including blocking information, from all
TRS users.

Customer Control

With Sprint's TRS Caller ID, the Relay user is in control. Relay users with this feature are able to
disable or block their Caller ID information from being transmitted with their LEC on either a ‘per-
call’ or a ‘per-line’ basis. The TRS user can view the calling party's information before picking up
the phone. The Relay user can then decide whether or not to answer the call based on the name
and number displayed on the Caller ID unit or their telephone display screen. With Sprint's Caller
ID, there are numerous benefits for TRS users, including:

Increased privacy

Documentation of calls received

A count of incoming calls on the display screen
Phone numbers of hang-up callers

Prompt emergency call processing

When Caller ID information is not passed through, as with standard telecommunications, the call
recipient will receive a message such as “Out of Area” or “Caller Unknown.”

Technology

Sprint Accessibility offers True Caller ID for all local and long-distance calls to Carriers who have
connectivity with Sprint. Sprint's network interfaces with all national long distance Carriers and
major LECs, CLECs, and ILECs. Sprint's Caller ID SS7 solution includes receiving the privacy bit
information from the inbound Relay caller and call information elements such as: the Calling Party
Number, Charge Number, and Originating Line Information. Sprint passes through the calling party
information (rather than 711 or the number of the TRS Center).

Caller ID Enhancements
Many Caller ID enhancements are compatible with the Relay service and can be accessed by TRS
users.

Selective Call Acceptance

Selective Call Acceptance allows a user to create a list of phone numbers so the user will receive
only calls from numbers on that list. All other callers will be directed to an announcement that says
“The number you have dialed is not accepting calls at this time.” If this recording is reached by
Relay, it will be typed or spoken to the inbound caller. When Selective Call Acceptance is in effect,
it supersedes all other enhanced features.

Selective Call Rejection

Selective Call Rejection enables the user to create a list of special phone numbers so when a call
is received from that number, the call will be rejected. If this recording is reached by Relay, it will
be typed or spoken to the inbound caller.
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Selective Call Forward
Selective Call Forward enables the user to create a list of special phone numbers so that when a
call is received from someone on that list, the call will be forwarded to a designated number.

Privacy ID (Anonymous Call Rejection)

Privacy ID, also known as Anonymous Call Rejection, allows users to restrict incoming calls from
parties who have blocked their Caller ID information. If the name or number of the person that
calls you is unknown, the caller hears a recorded message, such as: “The person you are calling
does not accept blocked or unknown calls. At the tone, please say your name or company name
and your call will be connected.” This information will be typed or voiced to the originating caller. If
the calling party wishes to leave their name, it will be left by the CA. The called party, if hearing,
may listen to the recording and choose an option to answer, block or send to voice mail. Realizing
not all users will be able to hear this recording by the calling party, some companies have
implemented additional enhancements.

Instant Access List (Preferred Caller List)

Users may designate a list of up to 10 numbers that can bypass the Sprint Privacy ID function. If a
caller's number displays while their name doesn’t, adding their number to this list will let their calls
through.

Caller’s Access Code

Caller's Access Code allows a user to designate an override code for Privacy ID. The user may
share this code with friends and family, as desired. When the calling party calls, they may choose
to enter a code during the intercept greeting to bypass the Privacy ID screening so their call will go
through. This works great for friends and family who frequently call from areas where Caller ID is
not available.

Functional Standards

C.1 Consumer Complaint Logs

§64.604 (c)(1)(i) States and interstate providers must maintain a log of consumer complaints
including all complaints about TRS in the state, whether filed with the TRS provider or the
State, and must retain the log until the next application for certification is granted. The log
shall include, at a minimum, the date the complaint was filed, the nature of the complaint,
the date of resolution, and an explanation of the resolution. (ii) Beginning July 1, 2008,
states and TRS providers shall submit summaries of logs indicating the number of
complaints received for the 12-month period ending May 31 to the Commission by July 1 of
each year. Summaries of logs submitted to the Commission on July 1, 2008 shall indicate
the number of complaints received from the date of OMB approval through May 31, 2012.

Relay Oklahoma has established policies regarding complaints, inquiries, comments and
commendations related to Relay Services and personnel. Upon receipt of a direct complaint filed
by a customer, a designated representative will accept the complaint, provide the customer with
information regarding the process for resolution and will offer to follow-up with the customer. Sprint
ensures all records will include the name and/or address of the complainant (when offered), the
date received, the CA identification number, the nature of the complaint, and the result of any
investigation and the date of resolution. Relay Oklahoma works closely with their TRS provider
(Sprint) to identify contact particulars such as: consumer type (TTY, VCO, HCO, Voice, STS),
customer contact information (when given), CA identification numbers, the call handling center and
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over 45 contact categories including: complaints, inquires and unsolicited commendations. Sprint
submits reports detailing the information. Each report will include the following information:

Name of the complainant or commendation

The date of the contact, complaint or compliment

The nature of the complaint or comment

The action taken i.e. technical support, service explanation, CA development area,
preparation of commendation

All contacts and complaints received by Customer Service, Supervisors, and Account Management
will be documented in Sprint’s customer contact database.

Customer Contacts Online Database (CCOD)

To further support the complaint resolution process, Sprint has developed a Customer Contact
Online Database (CCOD), which serves as a seamless and timesaving device for documenting
customer contacts. The CCOD will automatically notify the TRS Sprint program manager assigned
to the State of Oklahoma via email of any complaint entry, ensuring they receive timely notification
of concerns. The CCOD will track consumer contact information as required by the FCC. By
approximately June 15th of each calendar year, Sprint submits a copy of 12-month complaint log
report for the period of June 1- May 31 to the State relay administrators. Relay Oklahoma reviews
the log and then passed the complaint log to the FCC by July 1st of each year.

C.2 Contact Persons

§64.604 (c)(2) Contact persons. Beginning on June 30, 2000, State TRS Programs, interstate
TRS providers, and TRS providers that have state contracts must submit to the Commission
a contact person and/or office for TRS consumer information and complaints about a
certified State TRS Program's provision of intrastate TRS, or, as appropriate, about the TRS
provider's service. This submission must include, at a minimum, the following: (i) The
name and address of the office that receives complaints, grievances, inquiries, and
suggestions; (ii) Voice and TTY telephone numbers, fax number, e-mail address, and web
address; and (iii) The physical address to which correspondence should be sent.

Relay Oklahoma callers may file intrastate complaints and commendations regarding Relay
Oklahoma services through the following contacts:

Alice Berry

900 South Shackleford Road, Suite 700, Little Rock, AR 72211
www.oklahomarelay.com

alice.berry@sprint.com

TTY: 501.221.3279

Fax: 501.221.3241

Voice: 501.221.1285

VP: 501.246.8227

Bob Stafford, Executive Vice-President

3800 N. Classen Blvd, Suite 215, Oklahoma City, OK 73118
ota@brightok.net

Fax: 405.525.7707

Voice: 405.525.7700

C.3 Public Access to Information
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§64.604 (3) Carriers, through publication in their directories, periodic billing inserts,
placement of TRS instructions in telephone directories, through directory assistance
services, and incorporation of TTY numbers in telephone directories, shall assure that
callers in their service areas are aware of the availability and use of all forms of TRS.
Efforts to educate the public about TRS should extend to all segments of the public,
including individuals who are hard of hearing, speech disabled, and senior citizens as well
as members of the general population. In addition, each common carrier providing
telephone voice transmission services shall conduct, not later than October 1, 2001,
ongoing education and outreach programs that publicize the availability of 711 access to
TRS in a manner reasonably designed to reach the largest number of consumers possible.

Relay Oklahoma Outreach continues to educate the public as well as individuals who are deaf,
hard of hearing, speech disabled and senior citizens in the state. Relay Oklahoma has
publications in telephone directories as well as attends Health Fairs and Senior Expos to educate
the public about all of the TRS services offered. Listed in the following table are some of the
outreach events Relay Oklahoma has done to educate Oklahoma about 711 and all of the TRS
services.
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Presentation
(P), Outreach

Event City Date Attendace | (o), Booth (B)
November
Okla Statewide Autism Conf Norman Fri, Nov 13 - Sat Nov 14 1,000 B
Prevention & Recovery Conf Norman Tues Nov 17 to Thurs Nov 19 300 B
Tulsa Oilers Tulsa Fri, Nov 20 5,608 B
Tulsa Oilers Tulsa Sun, Nov 22 4,870 B
Tulsa Vintage Directory - listing Metro Tulsa 2016 Directory 30,000 [e)
Tulsa Oilers Tulsa Friday, Nov 27 4,933 B
Tulsa Oilers Tulsa Sun, Nov 29 5,683 B
December
Tulsa Oilers Tulsa Wed, Dec 2 3,511 B
Tulsa Oilers Tulsa Thurs, Dec 3 3,825 B
Tulsa Oilers Tulsa Thurs, Dec 10 3,621 B
Tulsa Oilers Tulsa Fri, Dec 11 7,327 B
Tulsa Oilers Tulsa Sun, Dec 13 5,226 B
Tulsa Oilers Tulsa Fri, Dec 18 9,160 B
Tulsa Oilers Tulsa Sat, Dec 19 5,163 B
January
Tulsa Oilers Tulsa Tues, Jan 5 4,312 B
Tulsa Oilers Tulsa Sat, Jan 9 5,872 B
Tulsa Oilers Tulsa Tues, Jan 26 3,687 B
OSD BB homecoming Sulphur Fri, Jan 29 and Sat Jan 30, 2016. 300 B
February
Tulsa Boat and RV show Tulsa Feb 1-7, 2016 10,000 B
Tulsa Oilers Tulsa Wed, Feb 10 5,439 B
Tulsa Oilers Tulsa Fri, Feb 12 10,050 B
Tulsa Oilers Tulsa Fri Feb 19 6,826 B
Tulsa Oilers Tulsa Sat Feb 20 6,211 B
Tulsa Oilers Tulsa Sun Feb 21 7,171 B
Tulsa Oilers Tulsa Tues, Feb 23 6,870 B
Choctaw Career Expo McAlester Wed, Feb 24, 2016. 200 B
March
Grand Lake Boat Show Grove March 11 12, 13, 2016 2,000 B
Tulsa Oilers Tulsa Fri, March 18, 2016 14,265 B
Tulsa Oilers Tulsa Sat, March 19, 2016 7,689 B
Tulsa Oilers Tulsa Tues, March 29, 2016 5,683 B
Tulsa Oilers Tulsa Wed, March 30, 2016 5,683 B
Okla Library Conference Tulsa March 30 to April 1, 2016 1,000 B
Regional transition Fair Tulsa Thurs, March 31, 2016 200 B
April
Okla Health & Wellness Expo Oklahoma City Sat, April 2, 2016 1,000 B
Tulsa Oilers Tulsa Sat, April 9, 2016 10,200 B
Claremore Home & Garden Show Claremore Fri-Sun, April 15-17, 2016 1,000 B
Broken Arrow Senior Citizens Fair Broken Arrow Friday, April 22, 2016. 500 B
Tulsa Home and Garden Show Tulsa Fri-Sun, April 22-24 2,000 B
May
June
Tulsa Pride Block Party Tulsa 06/04/2016 10,000 B
OKRID conference Tulsa June 10-11, 2016 300 B
July
August
Chickasaw Nation Health Fair Norman Tues, Aug 2, 2016 225 B
Chickasaw Nation health Fair Windstar Friday, Aug 5, 2016 430 B
Choctaw Nation Health Fair Wilburton Wed, August 10, 2016 115 B
Choctaw Nation Health Fair Poteau Fri, August 12, 2016 75 B
September
Owasso Gathering Night Owasso Thurs, Sept 1 1,000 B
Parkinson Disease Assoc Tulsa Sat, Sept 10 300 B
Tulsa Comm College Health Fair _[fulsa Metro cmapu Tues, Sept 13 100 B
Tulsa Comm College Health Fair | Tulsa SE Campus Wed Spet 21 150 B
Tulsa Comm College Health Fair | Tulsa NE campus Tues Sept 27 75 B
October
Senior Retirement Center Owasso/Cville Thur Oct 13 120 o
Senior Retirement Center Jenks/Glenpool Sat Oct 15 100 [e)
Senior Retirement Center Broken Arrow Thur Oct 20 100 o
Senior Retirement Center Claremore Fri Oct 20 100 o
November
City of Tulsa Health Fair Tulsa Wed Nov 9 1,700 B
TOTAL 223,250
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C.4 Rates

§64.604 (4) Rates. TRS users shall pay rates no greater than the rates paid for functionally
equivalent voice communication services with respect to such factors as the duration of the
call, the time of day, and the distance from the point of origination to the point of
termination

The following information is applicable for the timeframe through May 31, 2017:

Relay Oklahoma users are not charged more for services than for those charges paid by standard
‘voice” telephone users. TRS users, who select Sprint Accessibility as their interstate carrier, will
be rated and invoiced by Sprint Accessibility. The caller will only be billed for conversation time

By FCC jurisdiction, Sprint Accessibility has two separate Message Telephone Service (MTS) rates
— one for interstate and one for intrastate. The following table exhibits the discounted rates off
Sprint Accessibility’s MTS rates.

Intrastate Interstate
Day (7 AM - 6:59 PM) 35% 50%
Evening (7 PM - 10:59 PM) 25% 50%
Night/weekend (11 PM - 6:59 AM; all day Saturday & Sunday) 10% 50%

In states where Sprint is the contracted TRS provider, INTRAstate Sprint long distance rates for
TRS users will be assessed at a rate of $0.03 per minute.

In states where Sprint is the contracted TRS provider, INTRAstate Sprint long distance rates for
TRS users will be assessed at a rate of $0.03 per minute and INTERstate Sprint long distance
rates for TRS users will be assessed at a rate of $0.07 per minute.

C.5 Jurisdictional Separation of Costs

§64.604 (5) Jurisdictional separation of costs—(i) General. Where appropriate, costs of
providing TRS shall be separated in accordance with the jurisdictional separation
procedures and standards set forth in the Commission's regulations adopted pursuant to
section 410 of the Communications Act of 1934, as amended (ii) Cost recovery. Costs
caused by interstate TRS shall be recovered from all subscribers for every interstate
service, utilizing a shared-funding cost recovery mechanism. Except as noted in this
paragraph, with respect to VRS, costs caused by intrastate TRS shall be recovered from the
intrastate jurisdiction. In a state that has a certified program under §64.605, the state
agency providing TRS shall, through the state's regulatory agency, permit a common carrier
to recover costs incurred in providing TRS by a method consistent with the requirements of
this section. Costs caused by the provision of interstate and intrastate VRS shall be
recovered from all subscribers for every interstate service, utilizing a shared-funding cost
recovery mechanism.

All Relay Oklahoma intrastate and interstate minutes are reported separately to the state on the
Sprint invoice. The interstate and international minutes are reimbursed by the TRS Interstate
Fund. The local and intrastate minutes are reimbursed by the State. On individual customer
invoices, Sprint deducts minutes for which the Rolka Loube Saltzer Associates (RLSA), the
Interstate TRS Fund administrator, reimburses. These deductible minutes are associated with
these call types: Interstate, International, Interstate Directory Assistance, Toll Free, and 900. In
accordance with FCC rules, states only receive a 51% deduction for Toll Free and 900 minutes for
which RLSA reimburses. For RSLA reimbursement, Sprint uses a cumulative report of eligible
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customers to calculate its monthly reimbursement request. An invoice and supporting documents
are sent monthly to RSLA for reimbursement.

ADA Requires TRS Services
In July 1990, the Americans with Disabilities Act (ADA) was passed by the United States Congress.

Title IV of the ADA requires all states provide relay services to deaf and hard of hearing people
24x17.

The Oklahoma Telecommunications Relay Service (TRS) was established in order to comply with
the Americans with Disabilities Act of 1990 (ADA). The TRS provided in Oklahoma is advertised
under the name of Relay Oklahoma.

The Telecommunications for the Deaf & Hard-Of-Hearing Act (OS 673, §2417 et. Seq.) referenced
herein as “the Act” was passed by the Oklahoma State Legislature in 1986 authorizing the
Department of Human Services to establish a telecommunications equipment distribution program
and telephone message relay service for deaf and severely hearing impaired Oklahomans. The
program was funded by a surcharge of five cents per local exchange telephone access line per
month. This surcharge is collected by the Local Exchange Carriers (LECs) in Oklahoma and
remitted the Oklahoma Tax Commission in accordance with the requirements of the act.

In 1993, the Oklahoma Legislature created the Department of Rehabilitation Services (DRS)
transferring Telecommunications for the Hearing-Impaired Act responsibilities from the Department
of Human Services (DHS) to DRS. In the summer of 1993, provisions of the Americans with
Disabilities Act went into effect requiring telephone companies to assume responsibilities for
telephone message relay service.

In 1994, the Oklahoma State Legislature amended the Telecommunications for the Deaf and Hard-
Of-Hearing Act by transferring message relay responsibilities to the telephone companies.

On September 13, 1993, an application was filed at the Oklahoma Corporation Commission
regarding TRS. On October 13, 1993, the OCC approved a three-year contract with Sprint to
provide the State with unrestricted telecommunications relay service. The OCC order also required
each LEC to impose a monthly surcharge on each residential and business line. Per the OCC
Order, the LECs are required to forward the amounts collected from this surcharge to the
Oklahoma Telephone Association (OTA). The funds are then used by the OTA to fund and recover
the costs of developing and providing TRS in Oklahoma. The OTA has continued to contract with
Sprint for TRS services. The latest contract between Sprint and the OTA was executed November
15, 2016 and is effective through November 14, 2021.

Under OTA’s agreement with Sprint, Sprint is contractually obligated to comply with all FCC
regulations regarding TRS. One of these regulations requires that if a state program exceeds the
mandatory minimum standards for TRS prescribed by the FCC, the state program can in no way
conflict with federal law. Thus Sprint is required to ensure that the TRS it provides to the OTA for
its state TRS program does not conflict with federal law. Neither the OTA nor Sprint believes that,
to the extent that Relay Oklahoma exceeds the FCC’s mandatory minimum standards, the services
the Relay Oklahoma provides conflict with federal law.
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§63-2417 Duties and responsibilities of State Department of Rehabilitation Services
The State Department of Rehabilitation Services is hereby directed to:

1. Provide for the availability, distribution and maintenance, at no cost to qualified individuals
with hearing or speech disabilities, or both, telecommunications devices and ring-signaling
devices compatible with telecommunications relay services for deaf or hard-of-hearing and
speech-impaired individuals requirements for the Americans with Disabilities Act of 1990
and regulations promulgated thereunder; and

2. Design and implement a needs assessment test so that individuals with hearing or speech
disabilities, or both, are benefited by this program. Provided, however, that no equipment
and maintenance shall be provided without charge for those individuals meeting more than
two hundred percent (200%) of the income guidelines for food stamps. The State
Department of Rehabilitation Services shall develop a sliding scale to provide equipment
and maintenance to individuals exceeding the needs test specified by this paragraph.

Added by Laws 1986, c. 183, § 2, eff. July 1, 1986. Amended by Laws 1993, c. 364, § 19, emerg.
Eff. June 11, 1993; Laws 1994, c. 315 § 13, eff. July 1, 1994; Laws 1998, c. 246, § 25 eff Nov. 1,
1998

For a copy of the Legislation establishing TRS in Oklahoma, see Appendix G.

Telecommunications Relay Fund

§64.604 (c)(5)(iii) through §64.604 (c)(iii)((M) does not pertain to State programs. However,
the state of Oklahoma contracts with Sprint who contribute and collect interstate funds
through RLSA. It is the State’s understanding that Sprint complies with the appropriate
mandates under this section.

§64.604 (c) (7) (N) (1-4) pertain to VRS providers. The State of Oklahoma does not provide
VRS services, does not contract to provide VRS services and is exempt from this section.

C.6 Complaints

§64.604 (6) (i) Referral of complaint. If a complaint to the Commission alleges a violation of
this subpart with respect to intrastate TRS within a state and certification of the program of
such state under §64.605 is in effect, the Commission shall refer such complaint to such
state expeditiously. (ii) Intrastate complaints shall be resolved by the state within 180 days
after the complaint is first filed with a state entity, regardless of whether it is filed with the
state relay administrator, a state PUC, the relay provider, or with any other state entity.

Relay Oklahoma works in conjunction with the TRS provider, Sprint, to establish a complaint
resolution procedure to ensure complaints are resolved within 180 days of filing. If the complaint
concerns a specific CA, an Operations Supervisor follows up and resolves the complaint. The role
of the supervisor is to:

Accept all types of complaints, issues and comments.
Handle all service type complaints.

Resolve complaints with Communication Assistants.
Follow up with customers if requested by the customers.
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If the complaint concerns a specific technical issue, a trouble ticket is filed and the ticket number is
documented on the customer contact form. The ticket will be investigated and resolved by an on-
site technician. The state-assigned Account Manager is responsible for tracking all technical
complaints and following-up with customers on resolutions.

If a miscellaneous complaint is filed with customer service, a copy is faxed to the appropriate Relay
Program Manager for resolution and follow-up with the customer. Oklahoma customers also have
the option of calling Sprint's 24x7 Customer Service (800-676-3777), the Sprint Accessibility
Account Manager or the Oklahoma Telephone Association to file complaints or commendations.

Relay Oklahoma has adopted the informal FCC procedure of closing all complaints, complete with
a satisfactory resolution, within 180 days of the date the complaint was filed. Relay Oklahoma
submits all complaints from June 1-May 31st to the FCC by the annual July 1st deadline. To see
copies of the Complaint Log Summaries from 2013 through 2017, please refer to Appendix H.

C.7 Treatment of TRS Customer Info

(7) Treatment of TRS customer information. Beginning on July 21, 2000, all future contracts
between the TRS administrator and the TRS vendor shall provide for the transfer of TRS
customer profile data from the outgoing TRS vendor to the incoming TRS vendor. Such data
must be disclosed in usable form at least 60 days prior to the provider's last day of service
provision. Such data may not be used for any purpose other than to connect the TRS user
with the called parties desired by that TRS user. Such information shall not be sold,
distributed, shared or revealed in any other way by the relay center or its employees, unless
compelled to do so by lawful order.

Relay Oklahoma, through Sprint's Customer Preference Database, includes type of call, billing
information, speed dialing, slow typing, carrier of choice, emergency numbers, blocked outbound
numbers, language type (English, Spanish, ASL) and call notes in customers’ profiles. At the end
of the ensuing contract(s) Sprint will transfer all TRS database records to the next incoming relay
provider, at least 60 days prior to the last day of service, in a usable format. Sprint does not use
customer information for any purpose other than to connect the TRS user with the called parties
desired by that TRS user. Sprint Relay center or its employees will not sell, distribute, share, or
reveal customer information in any way, unless compelled to do so by lawful order.

.§64.606 State Certification

3(b)(1) Requirements for state certification. After review of state documentation, the
Commission shall certify, by letter, or order, the state program if the Commission
determines that the state certification documentation: (i) Establishes that the state program
meets or exceeds all operational, technical, and functional minimum standards contained in
§64.604; (ii) Establishes that the state program makes available adequate procedures and
remedies for enforcing the requirements of the state program, including that it makes
available to TRS users informational materials on state and Commission complaint
procedures sufficient for users to know the proper procedures for filing complaints; and (iii)
Where a state program exceeds the mandatory minimum standards contained in §64.604,
the state establishes that its program in no way conflicts with federal law.

In addition, the mandate below describes how funds are collected from telecommunication users in
the state of Oklahoma for the purpose of funding the Relay Oklahoma.
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§63-2418. Telephone access line surcharge — Telecommunications for the Hearing Impaired
Revolving Fund.
A. There is hereby imposed a surcharge of five cents ($0.05) per local exchange telephone

access line per month to pay for the equipment and maintenance program provided for in
Section 2417 of this title and to provide for other needed services for the deaf, severely
hard-of-hearing, severely speech-impaired and deaf-blind programs administered through
the Department of Rehabilitative Services, such surcharge shall be paid by each local
exchange subscriber to local telephone service in this state, unless such subscriber is
otherwise exempt from taxation.

B. The surcharge shall be collected on the regular monthly bill by each local exchange
telephone company operating in this state and shall be remitted quarterly to the Oklahoma
Tax Commission no later than fifteen (15) days following the end of each quarter.

C. There is hereby created in the State Treasury the Telecommunications for the Deaf and
Hard-of-Hearing Revolving Fund. The fund shall consist of monies imposed in subsection
A of this section. All monies accruing to the fund are hereby appropriate and may be
budgeted and expended by the Department of Rehabilitation Services. The fund shall be a
continuing fund and not subject to fiscal year limitations and expenditures from said fund
shall be made upon warrants issued by the State Treasurer against claims submitted to
the Director of State Finance for the purpose of implementation of this act.

Added by Laws 1986, c. 183, § 3, eff. July 1, 1986. Amended by Laws 1987, c. 5, § 140, operative
March 31, 1987; Laws 1987, c. 196, § 17, operative July 1, 1987; Laws 1994, c. 315, § 14, eff. July
1, 1994; Laws 1998, c. 246, § 26, eff. Nov. 1, 1998.

§63-2418.1. Certified local exchange telephone companies - Compliance with federal
legislation - Assessment of surcharge.

Each certified local exchange telephone company shall comply with the provisions of the
Americans with Disabilities Act of 1990 and regulations promulgated thereunder relating to
telecommunications relay services for deaf and hard-of-hearing and speech-impaired individuals
and shall assess a surcharge to each customer on a per line per month basis to recover the costs
associated with such compliance and advise the Commission of any changes.

Added by Laws 1994, c. 315, § 15, eff. July 1, 1994. Amended by Laws 1998, c. 246, § 27, eff.
Nov. 1, 1998.

§63-2419. Collection of revenues to cease under certain conditions.
A. If the revenues collected under this act exceed the costs of operating the program

provided for in this act, and if such excess at any time equals the three-year average of
expenditures under this act then such collections shall cease until one half of such surplus
has been exhausted.
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Relay Oklahoma was approved for TRS Certification Renewal by the FCC in 2013. For a copy of
this letter, please see Appendix J.

§64.606(f) Notification of substantive change. (1) States must notify the Commission of
substantive changes in their TRS programs within 60 days of when they occur, and must
certify that the state TRS program continues to meet federal minimum standards after
implementing the substantive change.

Oklahoma Telephone Association awarded Sprint a new 5 year contract November 15, 2016 —
November 14, 2021. Sprint Relay continues to provide, meet, and exceed all FCC requirements.
For a copy of the letter notifying the FCC of substantive changes to the TRS program, please see
Appendix K.
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Appendix A: Public Notice

¢ PUBLIC NOTICE

Federal Communications Commission
News Media Information 202 / 418-0500

th
445 127 St., S.W. Internet: https://iwww.fcc.gov

DA 17-697
Released: July 19, 2017

CONSUMER AND GOVERNMENTAL AFFAIRS BUREAU REMINDS STATE
TELECOMMUNICATIONS RELAY SERVICE PROGRAMS TO SEEK RECERTIFICATION

CG Docket No. 03-123

Under Section 225, states wishing to operate their own telecommunications relay service (TRS)
programs for the provision of intrastate and interstate TRS must have certification from the Federal
Communications Commission (FCC or Commission) to do so.> Commission rules provide that states and
covered territories may receive TRS certification in five year increments.” This Public Notice alerts states
and territories that the certifications they now hold will expire on July 25, 2018. Under the Commission’s
rules, each certified state or territory may file an application for renewal of its certification one year prior to
expiration, i.e., beginning July 25, 2017.3 Although there is no prescribed deadline for filing, we request
that renewal applications be filed no later than October 1, 2017, to give the Commission sufficient time to
review and rule on the applications prior to expiration of the existing certifications.

Congress created the TRS program in Title IV of the Americans with Disabilities Act of 1990
(ADA),* codified at Section 225 of the Communications Act of 1934, as amended (Act).> TRS enables
persons with hearing and speech disabilities to access the telephone system to communicate with other
individuals.® Under the Act, the Commission must ensure that the provision of TRS is functionally

147 U.S.C. § 225(f). TRS are “telephone transmission services that provide the ability for an individual
who is deaf, hard of hearing, deaf-blind, or who has a speech disability to engage in communication by
wire or radio with one or more individuals, in a manner that is functionally equivalent to the ability of a
hearing individual who does not have a speech disability to communicate using voice communication
services by wire or radio.” 47 U.S.C. § 225(a)(3). See also Telecommunications Relay Services and
Speech-to-Speech Services for Individuals with Hearing and Speech Disabilities, Report and Order, Order
on Reconsideration, and Further Notice of Proposed Rulemaking, 19 FCC Rcd 12475, 12479, para. 3 &
n.18 (2004) (describing how a traditional TRS call works). Although state TRS programs may offer
interstate as well as intrastate TRS, only the costs associated with the provision of intrastate TRS are
recovered from the state. See 47 U.S.C. § 225(d)(3).

%47 CFR § 64.606(c)(1). The Consumer and Governmental Affairs Bureau (CGB or Bureau), under
delegated authority, issued its last round of certification grants in July 2013. Notice of Certification of State
Telecommunications Relay Services (TRS) Programs, Public Notice, 28 FCC Rcd 9987, 9987 (CGB 2013).
47 CFR § 64.606(c)(1).

“Pub. L. No. 101-336, 104 Stat. 327 (July 26, 1990).

47 U.S.C. § 225.

®1d. § 225(a)(3).



equivalent to voice telephone services.” The Commission’s TRS regulations set forth mandatory minimum
standards that TRS providers must follow to meet this functional equivalency mandate.®

All certified state TRS programs are required to provide traditional (TTY -based) TRS, interstate
Spanish language traditional TRS, and speech-to-speech relay (STS) service.” States may also offer
captioned telephone relay service (CTS)."° Each state seeking renewal of its certification must submit
documentation to the Commission that describes its relay program and includes its procedures and
remedies 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 must also
establish that the program does not conflict with federal law.™ 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 July 2017 CGB will issue Public Notices seeking Comments are due within 30 days
comment on state TRS applications that of release of the Public Notices;
have been filed. reply comments are due within 15

days thereafter.

July 2017 - May 2018 | CGB will review applications for TRS If necessary, the Bureau will send
recertification for compliance with 47 CFR deficiency letters requesting
88 64.604 and 64.606. additional information from states

to ensure compliance with TRS
mandatory minimum standards
and other certification
requirements.

May 2018 - July 2018 | CGB will issue certification renewals on a
rolling basis.

"1d. § 225(a)(3).

® See 47 CFR § 64.604.

® See 47 CFR § 64.603.

19 Since 2003, CTS has been a non-mandatory type of TRS that is eligible for compensation from the states
for intrastate calls and from the Interstate TRS Fund for interstate or IP-based CTS calls.
Telecommunications Relay Services, and Speech-to-Speech Services for Individuals with Hearing and
Speech Disabilities, Declaratory Ruling, 18 FCC Red 16121 (2003).

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

1247 CFR § 64.606(b)(1)(ii).

31d. § 64.606(a).

47 U.S.C. § 225(f)(2)(A). See 47 CFR § 64.604.

1547 CFR § 64.606(b)(1)(iii).

1°47 U.S.C. § 225(f)(2)(B).
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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 Internet by accessing the
Commission’s electronic comment filing system (ECFS): http://apps.fcc.gov/ecfs/. 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 Attn: 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@fcc.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.

o All 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
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 II,
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
http://apps.fcc.gov/ects/ (insert CG Docket No. 03-123 into the Proceeding block).

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fcc504@fcc.gov 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: FCC Matrix and TRS, STS, CapTel Training Outlines
Please see the following table for a point-by-point explanation of how we meet and/or exceed
each of the minimum federal standards.

FC;%'Q;T dum Applies to: Compliant Sprint’s Approach
CA Training TRS, STS, CTS, Exceeds Sprint offers a comprehensive training
47 C.FR. 8 IP CTS, IP Relay program designed to offer the best quality to
64.604(a)(1)(i) all relay users. Sprint’'s 2-3 week program
includes training on Diversified Culture,
compliance with regulatory requirements, &
the operation of Sprint’'s systems.
CA Skills TRS, STS, CTS, Exceeds Sprint ensures all CAs are skilled in typing,
47 C.F.R. 8 IP CTS, IP Relay grammar, spelling, & interpretation of
64.604(a)(2)(ii) (Partially waived typewritten ASL (as applicable), familiar with
for CTS, IP CTS) hearing & speech disability culture, language,
& etiquette; & have clear & articulate voice
communication skills.
CA Typing TRS, STS, CTS, Exceeds Sprint's CAs type &/or transcribe
47C.F.R. § IP CTS, IP Relay conversations at a rate greater than 60 words
64.604(a)(1)(iii) (Waived/partially per minute. CA testing is conducted at least
waived for CTS, quarterly.
IP CTS)
VRS CA Qualifications | VRS N/A This requirement is not applicable to the
47 C.FR. 8 services being offered.
64.604(a)(1)(iv)
Call Takeover TRS, STS, CTS, Exceeds As a general rule, Sprint allows CA takeovers
47C.F.R. § IP CTS, IP Relay only when necessary. Sprint's CAs stay with
64.604(a)(1)(v) any given call for a minimum of 10 or 20
minutes, as defined by the FCC.
Gender Preference TRS, STS, IP Meets Sprint makes its best efforts to accommodate
47 C.FR. 8 Relay (Waived for its customers’ requests regarding the gender
64.604(a)(1)(vi) CTS, IP CTS) of the CA handling their calls — both at call
initiation &/or call takeover.
Real Time TRS, STS, CTS, Meets Sprint’s sophisticated software enables real-
47 C.FR. 8 IP CTS, IP Relay time communication for all Relay users.
64.604(a)(1)(vii)
STS Voice Mute Option | STS (Waived for Meets Sprint offers STS users the option to mute
47C.F.R. § TRS, IP Relay, their voice so the other party to the call will
64.604(a)(1)(viii) CTS, IP CTS) hear only the CA & will not hear the STS
user’s voice.
Confidentiality Rule TRS, STS, CTS, Meets Sprint has systematic & operational processes
47 C.FR. 8 IP CTS, IP Relay intended to prevent disclosure of call content
64.604(a)(2)(i) &/or Customer Proprietary Network Info
(CPNI), except as authorized by 47 U.S.C. §
605. STS CAs may retain info from a
particular call in order to facilitate the
completion of consecutive calls, at the request
of the user.
Conversation Content TRS, STS, CTS, Meets Sprint bars its CAs from intentionally altering
47 C.FR. 8 IP CTS, IP Relay the conversations they relay, except to the
64.604(a)(2)(ii) extent necessary to: (i) translate ASL calls to
conversational English; (ii) facilitate STS calls
without interfering with the independence of
the user; or (iii) necessary to provide info to
emergency responders.
Sequential Calls TRS, STS, IP Meets Sprint CAs do not refuse single or sequential
47C.F.R. § Relay (Waived for calls.
64.604(a)(3)(1) CTS, IP CTS)
Call Length TRS, STS, CTS, Meets Sprint never limits the length of a Relay call.
47 C.F.R. 8 IP CTS, IP Relay
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FCC Minimum

Standard Applies to: Compliant Sprint’s Approach

64.604(a)(3)(1)

Types of Calls TRS, STS, CTS, Meets Except to the extent the requirements are

47 C.FR. 8 IP CTS, IP Relay waived, not permitted, or as the FCC

64.604(a)(3)(ii) determines that it is not technologically
feasible to do so, Sprint services are capable
of handling any type of call normally provided
by telecommunications catrriers.

Credit Authorization TRS, STS, CTS Meets Sprint understands it is permitted to decline a

47 C.FR. 8 (Waived for IP call if the user cannot pay or because a credit

64.604(a)(3)(iii) CTS, IP Relay) authorization for toll calls is denied.

Pay Per Calls TRS, STS, CTS Exceeds Sprint processes pay per calling for TRS &

47 C.FR. 8 (Waived for IP CapTel users with blocks available via the

64.604(a)(3)(iv) CTS, IP Relay) Customer Profile.

Call Combinations TRS (Partially Meets Sprint’s Relay services support all mandatory

47C.F.R. 8 waived for CTS, FCC call types.

64.604(a)(3)(v) IP CTS, IP Relay)

Call Release TRS (Waived for Meets Sprint provides TTY-TTY call set-up which

47C.F.R. § CTS, IP CTS, IP allows the CA to set-up the call & drop off the

64.604(a)(3)(vi)(1) Relay) line, if not needed to facilitate conversation.

Speed Dial TRS, STS, CTS, Meets Sprint's TRS/CTS speed dial is available with

47C.F.R. § IP Relay (Waived a Customer Profile. CapTel users can select

64.604(a)(3)(vi)(2) for IP Relay) 3 speed dial buttons & a phone book for
contacts.

Three-Way Calling TRS, STS, CTS, Meets Sprint supports LEC-based three-way calling

47 C.FR. 8 IP Relay (Waived for its customers.

64.604(a)(3)(v)(3) for IP CTS)

Interactive Menus & TRS, STS, CTS, Exceeds Sprint electronically captures recordings &

Voicemalil IP CTS, IP Relay makes interactive recordings & voicemail/

47C.F.R. § answering machines available to Relay

64.604(a)(3)(vii)/(viii) customers. Sprint supports Sprint IP Text Malil
so Sprint IP users can receive voicemalil
messages via email, when unable to answer.

Emergency Calls for TRS, STS (N/A Meets Sprint automatically & immediately connects

TTY-based providers for CTS, IP CTS, emergency calls to an appropriate Public

47 C.FR. 8 IP Relay) Safety Answering Point (PSAP) which is

64.604(a)(4) capable of dispatching emergency services.

STS Called Numbers STS (N/A for Exceeds Sprint allows STS users to register a

47 C.F.R. 8 TRS, CTS, IP Customer Profile which includes Speed Dial &

64.604(a)(5) CTS, IP Relay) other enhancements.

Privacy Screens VRS N/A This requirement is not applicable to the

47C.F.R. § services being offered.

64.604(a) (6)

International Calls Non- | VRS, IP Relay N/A This requirement is not applicable to the

reimbursable (N/A for TRS, services being offered. Sprint IP has

47 C.FR. 8 STS CTS, or IP procedures in place to prohibit international

64.604(a)(7) CTS) usage.

ASCII & Baudot TRS, STS Exceeds Sprint's TRS (TTY) platform supports all

47 C.FR. 8 (Waived for CTS, communication modes generally in use

64.604(b)(1) IP CTS) (N/A for including Baudot (domestic & international),

IP Relay) ASCII, Turbo Code, & Enhanced Turbo Code

(E-Turbo).

Speed of Answer & TRS, STS, CTS, Exceeds Sprint Relay answers at least 85 percent of all

Blockage IP CTS, IP Relay calls on a daily basis within 10 seconds,

47 C.FR. 8 including abandons. Sprint's systems exceed

64.604(b)(2) the P.01 standard.

Equal Access to TRS, STS, CTS Exceeds Except to the extent the requirements are

Interexchange Carriers | (Waived for IP waived, Sprint's TRS & CTS platforms support

(IXCs) CTS, IP Relay) the billing & rating of toll calls through other

47C.F.R. § carriers.
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FCC Minimum

Standard Applies to: Compliant Sprint’s Approach

64.604(b)(3)

TRS Facilities TRS, STS, CTS, Meets Sprint provides mandated services 24/7 using

47 C.FR. 8 IP CTS, IP Relay redundant facilities functionally.

64.604(b)(4)

Technology TRS, STS, CTS, Exceeds Sprint exceeds the minimum mandatory

47 C.FR. 8 IP CTS, IP Relay services & routinely upgrades its products to

64.604(b)(5) increase functional equivalency.

Caller ID TRS, STS, CTS, Meets Sprint provides Caller ID. If not blocked by the

47 C.F.R. 8 IP CTS, IP Relay customer, the number of the calling party is

64.604(b)(6) transmitted.

STS 711 Calls TRS, STS (N/Ato | Exceeds Sprint offers multiple solutions to meet this

47 C.F.R. 8 CTS, IP CTS, or requirement include: Auto 711 Routing for

64.604(b)(7) IP Relay) STS users connects callers with a Customer
Profile directly to STS CAs. CAs answering
711 for callers without a profile will
immediately transfer the caller to a STS CA.
Sprint offers a wireless short code to STS for
Sprint wireless users. Sprint's 711 Interactive
Voice Response (IVR) allows connectivity
directly to an STS CA using the same level of
prompts the IVR uses for other forms of TRS.

Consumer Complaint TRS, STS, CTS, Meets Sprint maintains 24/7 Customer Service &

Logs & Procedures IP CTS, IP Relay logs all complaints received. Sprint provides

47 C.F.R. 8 the State a summary that meets FCC

64.604(c)(1) standards.

Contact Persons TRS, STS, CTS, Meets Sprint’s point of contact for complaints is

47 C.FR. 8 IP CTS, IP Relay Customer Service at:

64.604(c)(2) Sprint Relay Customer Service
PO Box 29230
Shawnee Mission, KS 66201-9230
800-676-3777 (English)
800-676-4290 (Spanish)
877-787-1989 (Speech to Speech)
877-877-3291 (Fax)

Public Access to TRS, STS, CTS, Exceeds Sprint provides innovative Outreach services

Information IP CTS, IP Relay through state programs. The FCC does not

47 C.FR. 8 allow IP Relay providers to include the cost of

64.604(c)(3) outreach in their yearly costs. Sprint
continues to publicize the availability of IP
services through promo materials, on-line
marketing, & public service announcements.
(Sprint does not include the cost of these
activities in its yearly cost submissions to the
FCCQ).

Rates TRS, STS, CTS, Exceeds Sprint ensures TRS/CTS users, who rely on

47C.F.R. § IP CTS, IP Relay Sprint’s Relay platforms to establish billing for

64.604(c)(4) toll calls, are charged no more than traditional
phone users.

Cost Information & TRS, STS, CTS, Meets Sprint contributes to the Interstate TRS Fund

Data Submission IP CTS, IP Relay & submits the required cost data to the FCC &

47 C.FR. 8 to the Fund administrator to receive

64.604(c)(5) reimbursement.

Whistleblower Notice TRS, STS, CTS, Meets Sprint has provided copies of the

47 C.F.R. 8 IP CTS, IP Relay whistleblower protections to all of its

64.604(c)(5)(M) employees including instructions for reporting
noncompliance to the FCC’s whistleblower
hotline.

Complaint Resolution TRS, STS, CTS, Meets Sprint supports timely & effective complaint

47C.F.R. §

IP CTS, IP Relay

resolution.
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FCC Minimum

Standard Applies to: Compliant Sprint’s Approach

64.604(c)(6)

Treatment of Customer | TRS, STS, CTS, Meets Sprint does not use Customer Profile data for

Information IP CTS, IP Relay any purpose other than to process calls & will

47 C.F.R. 8 not sell, distribute, share, or reveal the profile

64.604(c)(7) data unless compelled by law. During State
Relay transitions, Sprint does provide
Customer Profile data at least 60 days prior to
transition in usable format.

No Incentives to Use IP | IP CTS (N/A to Meets Sprint does not offer incentives to IP CTS

CTS TRS, STS, CTS, users directly/indirectly. Sprint prohibits

47 C.FR. 8 or IP Relay) incentives to hearing health professionals &

64.604(c)(8) does not have joint marketing arrangements
with any hearing health professional.

IP CTS Registration & IP CTS (N/Ato Meets Sprint complies with the final FCC rule

Certification TRS, STS, CTS, requiring the collection of each new

47 C.F.R. 8 or IP Relay) customer’s name, address, telephone number,

64.604(c)(9) date of birth, & last 4 of SSN. Sprint collects a
separate, self-certification for all new IP CTS
users. Sprint maintains registration &
certification records for at least 5 years after
service ceases, & does not disclose
registration & certification information, except
as required by law/regulation.

IP CTS Default IP CTS (N/Ato Meets Sprint’s default setting for the IP CapTel

Settings TRS, STS, CTS, phone is to have captions on.

47C.F.R. § or IP Relay)

64.604(c)(10)

IP CTS Equipment Fee | IP CTS (N/Ato Meets Portions of this requirement were struck down

& Label TRS, STS, CTS, at the conclusion of the DC Circuit Court ruling

47C.F.R. § or IP Relay) on Sorenson v FCC & no longer applies.

64.604(c)(11) Sprint fully complies with the remainders of
the order to provide a warning label on all IP
CTS equipment & software.

TRS calls requiring TRS, STS, CTS, Meets Sprint complies for VCO-VCO calls between

multiple CAs 47 C.F.R. | IP CTS, IP Relay multiple captioned telephone relay service

8§ users, IP CTS/CTS users & IP CTS users;

64.604(c)(14) CTS/IP CTS users & TTY users; CTS/IP CTS
users & VRS users.

IP Emergency calling IP CTS, IP Relay | Meets Sprint’'s emergency calling service is in full

requirements (N/Ato TRS, compliance with the FCC'’s rules. For Sprint

47 C.F.R. 8 STS, or CTS) IP, Sprint handles & routes emergency calls to

64.605 the applicable PSAP; immediately attempts to
re-establish contact in the event of
disconnection; automatically places 911 calls
at the front of call queues; & obtains
registered location info from its users. For IP
CTS calls, Sprint provides captioning for
emergency calls, & the customer’s underlying
carrier handles call routing & delivery to/from
the PSAP. Sprint provides its users with
methods of updating their registered
locations.

Internet-based TRS IP Relay (N/A to Meets Sprint provides IP users the ability to register

Registration
47C.F.R. §
64.611

TRS, STS, CTS,
or IP CTS)

Sprint as their default provider. Sprint assigns
10-digit local numbers, routes, & delivers
inbound & outbound calls. Sprint updates the
TRS Numbering Directory for users who select
Sprint as their default IP provider, as required
under the FCC. Sprint complies with all
porting requirements. Sprint’'s promo
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FC;%'S;T dum Applies to: Compliant Sprint’s Approach
materials include advisories for E911,
processes for obtaining a number, number
portability, & updating location information.

Training

Communications Assistant (CA) Training

Sprint knows a well-trained CA has the skills and tools to provide the best customer experience.
The education and continued development of all CAs is an investment. Sprint's training has
evolved over 26 years in the relay industry, however, Sprint's commitment to quality service has
never wavered. Sprint’s reputation as a TRS provider within the deaf, hard of hearing, DeafBlind,
speech-disabled communities, and the general public comes from our CAs’ commitment to
providing quality service.

Training has been developed in coordination and cooperation with the relay user communities. CA
trainees must complete a series of scenario-based assessments, culminating in an on-the-job final
assessment before graduating from initial training and handling relay calls. Training does not stop
after the initial push. Employees continue to receive regular ongoing training to improve their skills
and knowledge. Ongoing training and Quality Assurance programs are used as incentives to
encourage competition between individual CAs and call centers and encourage continued industry-
leading quality.

Sprint listens to customers’ feedback and takes proactive steps to implement changes to address
suggestions and feedback. Sprint does not develop training and consumer education programs for
the TRS in isolation. Sprint Accessibility contracts with members of the deaf, hard of hearing, and
DeafBlind communities and individuals with a speech disability to jointly develop and present
training for TRS. This is an important Sprint advantage. Sprint provides ongoing training to our
CAs on state-specific information including the names of local organizations, cities, and other
common terms specific to the State. Sprint welcomes feedback from the State and its end-users.

During initial training, CAs are trained and evaluated on how to accurately reflect the TTY user’s
intent and the CA’s role in the Relay process. Training is provided on various levels of
English/Spanish/ASL during initial training and throughout employment. In order to successfully
complete initial training, the CA must demonstrate competent skills to translate calls as requested.
When training is complete, a CA continues to be evaluated on translation skills through
individualized monthly surveys.

Relay trainees are required to pass a valid and unbiased written test to demonstrate that they can
correctly interpret typewritten ASL phrases. Trainees must achieve a score of 80 percent or better
before being allowed to complete training and process Relay calls.

Sprint incorporates various instructional methods to enhance the trainee’s ability to learn:

Lectures

Visual graphics

Flow charts

Videos

Role-play scenarios

Simulated on-line call handling
Observation of live-call handling
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Our policies and standards manual has been developed over the past 26 years. Sprint stresses
the importance of all Relay policies and procedures at the interview/selection process and
continues through initial and ongoing training and is currently being utilized and available for the
Sate to review. An outline of these expectations is provided in the following table. This list is not
meant to be a complete source and is subject to change.

POLICY AND PROCEDURE TOPICS

Orientation

Welcome and Introductions
Introduction to Each Other
Sprint (or Vendor Company)
Sprint Values

Sprint Corp Overview
History of Sprint Corporation
Local Telecommunications

Internet Services

Product Distribution

The Sprint Campus (if applicable)
Telecommunications Relay Service
What is Relay?

Relay Agent Training

Relay - Connect to Your Future Video

Wireless Observation Guidelines
How a Call Reaches Sprint Relay

Connecting to Relay The Role of a Relay Agent Sprint IP user connects to Agent but wants

Connecting to Relay Customer Service

Akl Sprint IP Two Line VCO

Dedicated Toll-Free Numbers Fed IP Relay

Equipment Fed IP Relay call processing

TTY Fed IP Relay Reporting

TTY Basics Fed IP Relay variations

TTY Etiquette Sprint/Fed IP Relay International Calling

Closing a Conversation

Agent Responsibility

Call Set Up

Call Closing

TTY to Voice Closing a Conversation
Operator Role Closure

Operator Close Protocol Guide:
Disallowed Calls

Glossary of Abbreviations & Terms
TTY Practice Session
Auto-Corrected Abbreviations
Standard Abbreviations

Typing Variations

Internet Characters

Non-Baudot Supported Characters
Verbatim - Style

Contraction Spelling

Punctuation

Agent/Operator Role

SKSK

Background Noises while TTY user is Typing
Typing Monetary Units

M

TTY Garble During Typing

XXX to Correct Typing Error

Other Communication Devices

Data Transmission Speed

Turbo Code

Turbo Code Interrupt

Enhanced Turbo Dial Thru - (ETurbo)
Disable Turbo Code Mode

American Standard Code Information
Interchange (ASCII)

ASCII Interrupts

Sprint/Fed IP Variations
Sprint/Fed IP Fast Busy
Sprint/Fed IP 2-Line VCO
Sprint/Fed IP Conversation Lag Time
Sprint/Fed IP Interrupts

Voice Mail Greeting

Cellular & Wireless Phones
Video Relay Service

Devices & Pagers

TTY Public Payphone

Sprint National Relay

Sprint International

Inbound international calling
Sprint International Variations
Non-Standard TTY

Outbound International calling
Transfer Menu

Reseller call processing

CapTel

Relay-CapTel

CapTel-Relay

CapTel Transfers

Dedicated State CapTel Transfer
Alternate Languages

Spanish Language Customer Service
Relay Caller ID

True Caller ID

Per Call Block

Per Line Block

Permanent Call Blocking

Caller ID Blocking - True Caller ID
Connecting Variations

Misdialed Relay Phrase

Dialed 711 Instead of 911
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POLICY AND PROCEDURE TOPICS

Sprint IP - Internet Relay

Sprint IP call processing

Internet Relay variations

‘GA’ is optional

Sprint IP Standard Svc Explanation
Text Flow

Interruptions without garble
Conversational flow

ASL Emoticons — Text Message Abbreviations

711 Spanish

Request for Relay Numbers

Cellular/Wireless problem reaching 711

611/811 (LEC Service Access)

700

900 Numbers & Call Processing

Correctional Facility/Prison Calls

Use of Relay through Correctional Facilities:
Correctional Facility Call Processing, Relay Abuse

IP Acronyms Spanish & French Language Service
Sprint IP Variations International calling restrictions
Info Digit list
911 Emergency Calls
Overview of System System Overview Dial Window
& Equipment Login/Logout Scratch Pad
Agent Profile Transfer Panel
Clicking the Mouse Headset Panel
Dragging/Dropping Status Bar
Copy/Paste Record Feature
Drop Down Boxes Function Keys
Lists Block
Radio Button Ctrl-Switch
Scroll Bars Switch
Sliders The Keyboard
Tables Alpha Keys
Accessing a Program Call Handling Keys
Screen Displays Numeric Keys
Call Handling Screen Cursor Movement Keys
Title Bar Arrow Keys
Banner Backspace
Conversation Area Error Correction Function
Disconnect Message Status Single Word Edit Function
Color Scheme Word Substitution Feature
Agent Text Transmission Macros Table
Cancel Key Ctrl-Function Keys
Information Bar Glossary of Telephony Terms
Profile Background Noises
Help Voice Tones/Descriptive Words
Call Type Standard Abbreviations
Phone Image Professional Phone Image Voice Person Speaking in Third Person

(Tone of Voice)

How phone image is created
Provide warm & friendly greeting
Conversational Tone

Voice Inflection

Audibility & breath control

Pitch

Quality

Operator Role

Relay Role

Relay Skills

Conversational Flow

Staying focused

Listening skills

Customer service skill

Coping skills

Phrases

Background Noises

Voice Tones/Descriptive Words

Pacing the Voice Customer

Brief pacing phrases

Repeating information

Voice Customer does not say "GA”

Handling Interruptions

Voice Tone

How Phone Image is Created

Why Conversational Tone?

Transparency, Caller Control & Confidentiality
Rudeness

Create an Exceptional Customer Experience
Announce

Closing

Suggested Redirect Phrases

Transparency & Caller Control
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POLICY AND PROCEDURE TOPICS

TTY-Voice & TTY to Voice Introduction TTY-Voice Busy Signals
Voice-TTY Connecting to outbound customer Regional 800
Announcement Voice-TTY
Explanation of service Voice-TTY Introduction
Deaf or Hard-of-Hearing Explanation Connecting to the outbound customer
International Announcement Voice Greeting
TTY-Voice Procedures Voice call progress
TTY-Voice Specific Person Request Announcement
Variations Specific Person Request Voice-TTY call (Hearing Person Answer)
TTY-Voice Answered TTY Explanation of service
Voice Person Not Available Voice-TTY Procedures
TTY-TTY Call Release Voice-TTY Specific Person Request
TTY-Voice Answer TTY (TTY-TTY) Voice-TTY Answered Voice
TTY-TTY Specific Person Request Voice-TTY No Answer
TTY-Voice No Answer Voice-TTY Busy Signal
Types of Busy Signals
Redialing
Branding Inbound Answer Type Branding Branding procedures
Database Branding
Recordings, Introduction AMR
Answering Recording Feature TTY-Voice Pager/Beeper (known)

Machines, Pagers, &
Answering Machine
Retrieval (AMR)

Information Line Recording (TTY/ Voice)
Touch Tone Dialing

Using Touch Tones (TTY/Voice)
Audio text interaction

Variations for Recordings

Record Feature Tips

TTY-Voice Recordings
TTY-Voice Recording Information
TTY-Voice Answering Machine
Variations: Answering Machine/
Recording/Pagers

Voice Mail Retrieval

TTY-Voice Pager/Beeper (unknown)
Voice-TTY Pager

Voice-TTY Answering Machine

Other Recording Variations

Voice Mail System

Privacy Manager/Call Intercept
Automatic Redial System Recordings
Switchboards

Redialing Voicemail through Switchboard
TTY-Voice Asking for Specific Person
Live person On Answering Machine Redial

VCO V/CO Introduction Reverse 2LVCO Intro
(Voice Carry-Over) VCO Announcement Reverse 2LVCO Procedure
VCO Service Explanation VCO Variations
VCO Equipment VCO comes in Voice Line
Non-Branded VCO 2LVCO Conference Calls
Branded VCO VCO Requests Relay to give Relay #
VCO No Answer VCO Privacy while leaving message
VCO Busy VCO Voice Mail Retrieval
VCO Privacy 2LVCO Voice Mail Retrieval
VCO Answering Machine VCO Types and Voices
Voice-VCO Answered TTY Inbound Customer Requests VCO/HCO
Voice-VCO Answered VCO VCO Requests CA gives name in notes
Two-Line VCO (2LVCO) Intro 2LVCO Procedure
Billing Introduction Inbound tells wrong #
Local call description Agent dials wrong #
Paid by Inbound Marine
Toll Free Calls Roaming Feature
Calls that Cannot Be Processed Restricted Roaming
Specific Person Request Unrestricted Roaming
HCO HCO Intro Voice-HCO Answered
(Hearing Carry-Over) HCO Announcement Voice-HCO Answered TTY (1) (2)
HCO Service Explanation Voice-HCO recorded message answers

People with speech disabilities “S”
Non-Branded HCO

2LHCO Intro
Two-Line HCO Procedure
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POLICY AND PROCEDURE TOPICS

Branded HCO

HCO with Privacy

HCO No Answer

HCO Busy

HCO-Voice Answering Machine

Reverse Two-Line HCO

HCO Variations

Inbound requests VCO/HCO
HCO User Requests to Speak

Customer Database Enhanced Customer Database Profile Customer Profile Introduction
Household Profile Use/Edit/New/Delete Customer Profile
Edit Household Profile Verify Customer Password for Agent
Navigating Customer Database Verify Customer Password — CSR Only
Household Profile Panels Customer Profile Panels
Frequently Dialed Numbers Personal Information
Preferences Notes
Restrictions Frequently Dialed #s
Blocked Emergency #s
Emergency Numbers STS
STS STS Messages
STS Messages Database Profile Macros
Directory Assistance DA Intro Call Processing -- Calling from International
(DA) Interstate DA Number
Intrastate DA Sprint International Variations
Automated DA Non-Standard TTY

DA City & State Given; Area Code Unknown
DA Variations

International Transfer Menu

Call Processing -- Calling Intl

Answered Foreign Language
Transfer Menu

900 # Call Processing
211/311/511 Requests

Device-to-Device
Calls

Device to Device Intro

Function Keys & Banner Messages
VCO-TTY & TTY-VCO

VCO-VCO

TTY-HCO & HCO-TTY

VCO-HCO & HCO-VCO

HCO-HCO

Device to Device Variations

Alternate Call Type reaches recording

Call Processing
Variations

CA information

Area Code Only In From Number
Conversational Flow

Static or Poor Connection

Profanity towards Agent

Redialing

Young Children

Inbound Does Not Connect

Inbound ASCII

Tone Judgments

Repeating Information

Restricted Calls

Two calling from numbers

LEC Service Office

611/811

Double Letters

Call Waiting Feature

Conference Calls

Party Line Calls

Three-Way Calling

Hard of hearing customer Answers TTY Line
Spanish Calls to Spanish Speaking Agents
Request for Alternate Language

Caller Types in Alternate Language
Voice Customer Hangs Up During Call
Variable Time Stamp

Customer Misdialed Phrase

Request for Length of Call
T-V Call & V Requests Supervisor Call Backs for
TTYs

Multiple Calls

Sensitive Topics

Suicide

Abuse

lllegal Calls

Answering Machines

Hangs Up Before Message Left

Do Not Type Recorded Messages

Answering Machine Full

Change Answering Machine Message

VCO Requests Leave Message 1st out dial
Leaving a Message V-TTY Ans V

Retrieving Messages from TTY V Answering
Machine

TTY Screener

Request to Leave TTY Message on Answering
Machine

Recordings

Regional 800

TTY Requests “Dial That Number”

Recording with Relay Option

Alternate Call Recording Reached
English/Spanish

Pound

Touch Tone Phone
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POLICY AND PROCEDURE TOPICS

TTY Customer Hangs Up During Call
Non Standard TTY Capability
Relaying Internet Characters

TTY User Does Not Type GA
Dispatch Calls — Pizza, Taxi, etc.
Customer Referral Guidelines

V-T Calls answered by Fax
Customer Requests

Holding for Inbound prior to out dial

Advertisements

Do Not Type Recordings

Get Live Person/Rep

Conversation Being Recorded

Dial Number from Recorded Announcement
VCO

Conference Calls

Leave Relay Number

Voice Mail Retrieval

Request for Company Information VCO Types & Voices
Request for M/F Agent Prompting
Request Specific Agent Data Transmission Box
Agent Knows Customer Prompting VCO on Hold
Request for Relay Number Requests VCO/HCO
Customer Requests to Call Relay Service HCO
Request for Calling From Number Requests VCO/HCO
Request Telephone Number Referral Alternate Call Type Recording
Request for Date/Time Bridge Left Open
User Requests Agent to Modify Call
Call Take Over FCC Rule VCO
Procedures Protocol & process flow VCO-VCO
TTY-Voice and Voice-TTY HCO
ASCII VCO-TTY & TTY-VCO
Customer Service Functions Procedures
Language Services
Transparency Non-Emergency Calls Network Failure

Emergency Center Evacuation

Emergency Call
Procedures

Emergency Calls Intro
Emergency Services

TTY-Emergency TTY Call Release
Internet-Emergency

FCC Requirements Instant Messenger (IM) Emergency
Emergency Call Processing Emergency Call Processing Variations
Emergency Reporting Emergency Form
TTY-Emergency Voice-Emergency
Federal Relay FedRelay Intro FedRelay Confidentiality Policy
Service FedRelay Announcement FedRelay Customer Information Requests
FedRelay Service Explanation FedRelay Customer Contacts
FedRelay Procedures FedRelay Reporting
FedRelay call types
STS (Speech-to- STS Introduction & History Ways to Reduce/Streamline Notes
Speech) STS Description Standard Abbreviations (STS)
Disabilities STS-Voice
Characteristics of STS users Voice-STS
Stereotypes STS VCO-Voice
Clarifying Phrases Voice-STS VCO (TTY answer)
Phrases to Avoid Voice-STS VCO (VCO answer)
STS Phone Image STS VCO - 2 Line VCO
STS Agent Tools TTY-STS
Consistency STS-TTY
Patience Non-branded HCO-STS
Ask Yes/No Questions STS-HCO
No Personal Conversation STS Hold Message
Phrases STS Call Takeover
STS Alphabet Confidentiality & Transparency
Transparency/Call Control/ Confidentiality Personal Conversations requests
STS Variations
Healthy Detachment Healthy Detachment Intro Perception

Objectives

Ways to Reduce Stress
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POLICY AND PROCEDURE TOPICS

Survival Skills Hospitality
Relay Traps Phrases

Healthy Relay Introduction Setting up Workstation
Objectives GUAM - Get Up and Move
Ergonomics Ergonomic Relief

Stretching Exercises

Slowing the Customer Down

Agent Reinforcement Overtime
Ergonomic Review Relaxation
Adult Learner Understanding the Needs of the Adult Learner Modeling

The Learning Continuum

Use of Different Modalities

Edgar Dale’s Cone of Experience
Elements of Lesson Design
Focus

Objective & Purpose

Input

Trust in Management

Checking For Understanding

Guided Practice

Independent Practice

Summary

Evaluation

How to Give Effective Instruction
Questioning Guidelines

Feedback - Training & Coaching Technique

Assessing
Performance

The Assessment Process in Training
Assessment - What is involved?
Practice Time

Spelling Test

Written tests

Side by side evaluations

Typing

Acceptable Time Frame
Acceptable Is Relative

Ways to “Coach”

Feedback

Maintain Self-esteem & Motivate
Pass/Fail Guidelines

Introduce Assessment Form
Form Set-Up

Introduction to
Diversified Culture

Introduction to Diversified Culture
Diversification

Who Uses Relay

Understanding Our Customer

Special Communication Needs
Pathological vs. Cultural View of Deafness

Why is there Deaf Culture?

What Do You Know About Deafness
Myths About Deafness

Two Views of Deafness

Loudness Levels

Characteristics of Deafness

The Deaf Community
Deaf Heritage History in Europe Edward Miner Gallaudet
History in North America Oral/Combined Debate
Alexander Graham Bell Timeline of Deaf History
The Deaf Community Introduction to the Deaf Community American Athletic Association of the Deaf

National Association of the Deaf
Contributions to Society

Mainstreamed Schools

Sign Language Interpreters

Different Communication Systems

Exposure to English

DEAF President Now

Attitude Changes toward the Deaf Community

National Theatre of the Deaf

Assistive Devices

Gaining Acceptance in the Deaf Community
Changes in the Deaf Community

Working with a Sign Language Interpreter
Interpreting Standards

Equal Access

Cochlear Implant Controversy

American Sign

What is ASL?

Rules of ASL

Language (ASL) Pt. History of ASL Five Parameters of ASL

1 ASL Recognized as Language English vs. ASL Idioms

American Sign Evolution of ASL Translate ASL to English and Vice Versa

Iéanguage (ASL) Pt. ASL Syntax

TTYPhony & TTY First Teletypewriter TTY Courtesy

Courtesy Evolution & History of the TTY Development of Relay Service Market
Telecom Laws of Accessibility

Deaf Customers Statistics from NIDCD Relaying for Deaf Customers

Hard of hearing & Characteristics of Deaf Customers Establishment of Hearing Loss Association of

Late-Deafened Assistive Devices for Deaf Customers America

Customers Establishment of Assoc. of Late-Deafened Deaf Seniors
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POLICY AND PROCEDURE TOPICS

Adults Military Veterans
Relaying for Late-Deafened Customers
DeafBlind Customers What Does DeafBlind Mean DeafBlind Pacing — Allows the CA to slow down the
Assistive Devices for the DeafBlind transmission to the Braille machine
Relaying for the DeafBlind
Relaying for Speech/ Speech-Challenged Customers Traumatic Brain Injury
Cognitively Disabled Assistive Devices Stroke
Customers Physically &/or Cognitively Challenged Communication Related Effects
Customers
Relaying for Hearing Statistics
Customers
Ethics & Interpreting Standards TRS Rules — Operator Standards
Confidentiality ADA & FCC regulations for the Provision of Relay Center Agreement Regarding Confidential
TRS Customer Info
Regulations pertaining to call content

On-Going Quality Focus Skill Training

Continuous skill training is the cornerstone of Sprint’s training program. Core relay processing
skills are continually reinforced throughout employment and as a part of supplemental training
programs. Sprint develops skills training programs and on-going training labs to ensure skills are
maintained and remain consistent with basic relay training. Refresher training is provided on
correct relay procedures including system navigation, standard procedures, professionalism, and
ethics. Depending upon the complexity of the training a decision is made to determine the
appropriate delivery. Our on-going skill training program includes:

Quality Focus Skill training - monthly

Diversified Culture Awareness training - monthly
Customer Service Initiative — monthly

Check for Understanding — monthly

Grammar and Spelling Rules - bi-annual

Quality Focus Skill Training topics from 2016/2017:

Jan 2016 Dialing the correct number within 5 seconds

Feb 2016 Typing the Voice/TTY greeting verbatim, Announcement protocol including a prompt state-specific
announcement/greeting used/ ID number given

Mar 2016 Call processed according to procedures, specifically following Customer Note instructions
Apr 2016 State-specific announcements/greeting/ID given, Call closing protocol, Appropriate closing and macro
for call type

May 2016 Specific person request announcements, Progress of call/Customer Informed

Jun 2016 Call transfer procedure, Adapting to call procedures changes as directed by the customer.

Jul 2016 Typing greeting verbatim, Typing message verbatim, Voicing the complete message

Aug 2016 Maintaining transparency maintained, Typing messages verbatim

Sept 2016 Dialing efficiency and protocol

Oct 2016 Typing/reading voice/device answer greetings verbatim, Call closing procedure, Relay mode closing
protocol, Operator mode closing protocol

Nov 2016 Changing call procedures as directed by customer, Appropriate macros use., Non-branded VCO call
type setup

Dec 2016 Call type standard procedure, Modifying call procedure as directed by the customer, Transferring (711
customer request)

Jan 2017 Dialing the correct number within 5 seconds

Feb 2017 Determining familiarity with relay services, Call type appropriate service explanations, Appropriate
macro use (EXPLAINING RELAY)?

Mar 2017 Following customer note and customer typed Instructions
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Apr 2017 Announcement protocol including a prompt state-specific announcement/greeting used/ID number
given, Call closing protocol, Appropriate closing and macro for call type.

May 2017 Specific person announcement procedure

Jun 2017 Call transfer procedure, Adapting to call procedures changes as directed by the customer, 711 transfer
compliance

Ongoing Diversified Culture Awareness Training

Training continues to bring focus to serving relay customers and disability awareness. Sprint
provides additional training in Diversified Culture in conjunction with each state’s local deaf, hard of
hearing, Deafblind, late deafened and speech-disabled communities to identify knowledgeable
presenters to promote ongoing training. These resources, in coordination with trainers ensure all
materials presented are appropriate to continuing to broaden employees’ understanding and
effectiveness.  Sprint will utilize live presentations, videos, audio recordings, role-plays, group
activities, written materials, and/or discussion groups to deliver ongoing Diversified Culture training.
As a part of ongoing Diversified Culture Training, each employee is required annually to review the
ethics and confidentiality requirements and sign an agreement of understanding.

Diversified Culture Awareness Training topics from 2016/2017:

Jan 2016 Diversified Culture-What's That? Diversification in Communication, Considerations, Who uses the
relay service? Why is it important for us to understand our customers? Why is it important for us to
recognize their special communication needs?

Feb 2016 The History of Deafness

Mar 2016 Ways to Detach

Apr 2016 Deaf Nation Expo is...

May 2016 American Sign Language is..., CODA means...

June 2016 All About CapTel, How it works

July 2016 Baseball Signs originated from Sign Language

Aug 2016 Accessibility for All, Sprint corporate responsibility

Sept 2016 Diversity-Equality-Inclusion

Oct 2016 Disability is Diversity, Stretches to do at your desk

Nov 2016 Disability Awareness

Dec 2106 Disability Advocacy

Jan 2017 View of a person’s abilities

Feb 2017 Highlight: Edward Verne Roberts — American Disability Activist

Mar 2017 Disability Awareness

Apr 2017 Parkinson’'s Awareness Month

May 2017 Limb Loss Awareness Month
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The following is an example of the monthly Quality Focus Check for Understanding from March
2017.

Check For Understanding
Quality Focus March 2017
Flease return to your supervisor by March 7, 2017.

Mame Supervisor
1) What is the first thing an agent should loock at when a call comes to their station?

2} If a customer requests that the agent verifies the Calling To number before dialing ocut the agent
should type or say something like,
3} The IP Call number to dial is entered by the inbound, therefore you 0O NOT need to verify the
Calling Te number before outdialing on an 1P call, even if it's in the Customer Motes to do so.
TRUE FALSE
The record feature may be used on conference calls.
FALSE

4

=l

L3

If the customer has TYPE RECORDINGS as a preference or instruction the agent should not
transmit . This instruction indicates that the customers the agent to type the
recording.
If & device user requests that you do not announce relay, the agent should:
a) Mot identify that this call is through a relay service or ask if the voice person has had a
refay call before. |
b) Inform the customer they must answer the question (HOW WOULD YOU LIKE vOUR.
CaLlL ANNOUMCED Q) GA.

g

=

¢) Inform the caller they are required to announce the call.
\What is the purpose of the customer notes?
a) To assistthe agent in processing the call how the customer prefers.
b) To annoy the operator.
t) Toensure the customer does not have to repeat their instructions before every call.
d) BothAandC.
&) WWhen using =ALT > agents should send it:
a) Only once and then pause a few moments before sending it again.
b) Twice and then pause a few momeants before sending it again.
c) As many times as they want since they are in the buffer and can be canceled when the
phone is answered.
TTY/ASL Refresher Provide examples of how to relay the statements

" TIME WHAT
TGO PARTY YOUQ

7

=

Customer Service Initiative (CSI) program: A discussion of support techniques to enhance
service for customers and an avenue for sharing relay agent peer to peer suggestions toward
accomplishing superior service. 2016/2017 CSlI topics are provided in the following table.

Jan 2016 Use of “Deaflhard of hearing” and/or “internet service” in announcements.

Feb 2016 Outdial time, Inappropriate use, Veterans and hearing loss

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

May 2016 Procedure for recordings, Chemotherapy and hearing loss

Jun 2016 Caller control, Keeping the caller informed, Announcements, FCC verbatim requirement, State
requirement call customization request

Jul 2016 Solicitation for agent process improvement suggestions, Caller control

Aug 2016 Call closure, Equal communication access

Sep 2016 Call processing reference information, Sprint Relay customer care, Speed of service recognition

Oct 2016 Brief service explanations, Call handling tips from agents

Nov 2016 Customer commendations, States and capitals review

Dec 2016 System enhancement prioritization

Jan 2017 Customer instructions, FCC call take over rule, Transparency
Mar 2017 Transparency, Caller control
Apr 2017 Customer notes, Operator/Relay mode, Call handling tips from agents

May 2017 Stress management
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The following is an example of our bi-annual Grammar and Spelling Rules from 2016/2017.

- u - m Homonyms [3ksa called homophanes) are wons that sound ke one anather

Dbut have different meanings. Some homanyms ane spelled the same, ke bark (the

GRAMMAR MATTERS | 50und a dog makes) and bark (e ouler [ayer of a tree runk).

| and Me Usage

WamEn [0 LisE EXEMIE Senrencs FOW B0 RS
| VATIER YOUTE: FEFRITING 10 M2 JUNE {EUDIECT) 300 § (SUCIECT] SWAYE | 10 KNCW T Y0U SNoW USE 1 OF “me-
subject of & sentence or clawse | go together. take e other pronoun out of the
santence and sea I i 6Nl makes
Me | wmnen youre rereming o me WAl YU [SUDJECT) De COming Wi M2 | sengse.
object of & santence or causa {oijact) 1o the shore?
Examples:
1 Me
1. Hamy and ¥ me weni to the siare. 1. Wl you Take my brother and me 1o the movias?
Test Me want 1o the stone Incamect) Test VIl vou kake 190 tha maviesT {Incomectt)
Test Jwent 1o Me shore. (Comecty) Test VIl you kake me to the moviesT (Comact)
2. Jake Invied Sran and I me over for dinner, 2. Zam, Jennifer, and Ume weni to the beach,
Test: Jake Imvited ! over for cinner. {Incomact!) Test: Mewent io the beach. {Incamect!)
Test: Jake Imdited me ower for dinner. (Comactl) Test: | went to e beach. (Tomect)
There, Their, and They're Usage
Pronounced e 5ame | wmen [o e oW B0 15T
Inerg MEMING 3 pEce, 3 ming, or me MYoU G3N FEpEGE TNETE" WRN “NEFE" YouU Nave | g
existance af something
I e SNOWING POEEESEICN MY0U C3N SUDSTITUDE TEIN WRN “0UF You Nave 1 ngen
L E ] OIMDINING T WOrds ey~ 3na —are- | ~1ney” [ & pronoun ana “3ne s Me e
M you can substute “We are” you have it right!

Have and Has Usage

SHiguiar Fural it
™ FESE0N 1 rave WWE nave “HAVE" 3Nd “Na&" are DOm Resent TEnsa
conjug=Etans of the VerD “in NAVE", and We use
& HEFSON TOU MaEve TOU Nave “have® or “has" depanding on the subjedt.
Hthe subject ks 3 persan singular, then you
o HEFSON Hed ST M3E Ingy nave “has”. All other subject take on have”.

It's and lts Usage

W [0 Lise HOW D JEsT HOW D 1ES
[r's | WimEN YOUTE 300U 0 EECNDE HEMIECE WIN T }0U C3N MEpECE WE Wl I 15"
sOmeming you have It right! Otherwise oo not
use punchuItion

[zs | VeMEn YOU "W3NT D INCIC302 CAWNETENIR | MEDEcE WEN aniomer posseseive
al something anjective {Mer," “his,” “their] or
“tha*
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our Ssuccess.

Ten Commen Spelling Rules

[ Fule Examplea WMamaorlze
1. or e Excephinns:
O \Wrie i before 2, except efierc Demchimve, helfee, fend receie, recept, Wards ke counterzt, sither, naither, height,
€  Weke iz efler ¢ forwords wih e shscund, | pemssive lemure, forfeit | foreign, =cience, =pecies,
& Wiz o when the vowels soundalise an @ | Bancient, aficient, sufficiant, conscience 3Eze, Werd
E=in ‘weigh Brnzighcr, wein, reign, rein, deign

G
Add == if s word enda in ok, sh, 55, rorz
Add &= for mostwoeds ending in o

-y

Baech > arches, clash > dashes, closs -
cleszer, boa > boges quiz > quizzes

Bromelo > iomeioes, hero = heroes, go = goes,
do > does, egho > echo=:

Excegfions:
\Woeds ko= sfcs, duos, pi=nos, redics, solos
soprencs, shadion, videos, bypos

3.y o 7 or not

© Ferwonds ending in y preceded by s
worwed, retain the y when sdding s or 8 aufiix
B  Forwonds ending in v, retain e ywhen
edding ing.

© Forwonds ending in v, preceded by s
comacnent, change the jrio i befors any cther
=ufix

©  ponesy > comeeya, employ = employer

8 iy iryig, jusify = juskéing, cery >
cartfying, study > =hudying

B try > fried jusiify > jusifies, cadify =~
cerifistle, mystify > mystifizd, |storston =
Isborsborize

Excepfions:
\Woeds e drymess, shyness

4_grop The final &

®  DROP fe e when the aufix slarts wih o
R

B DRCP #e & when the word ends in dge
® DROP fhe finel = when sdding -ng

Drzpps > skl use = umsble
Budge = judgment

Brzave >saying, menoge = managing, teoe =
Iracing, =meme > =meming

Excepfions:

D0 WOT DROP the & Fihe word enda in c=
of e (=0 sranages > mansgeabe, fece -
frazeabiz|

1 or It when agding -ing, -2d and
some suffives to varbs

DOOUBLE the § for verte of one =ylsbl=
with = single vowel, or & =hort vowel sound.

B DOUBLE the { for verts of more than on=
mylisble whes the siress & on the leat syllsble.

ot > pofing, rofted, potien

fit - fitfing, fted

knct > inoliing, knohed

Babet > ahetting, nhetfing

elict > sllcting, allofied

commit = committing, committed

emi = emiting, =mitad

forget = forgetting, foegofben [l fongetful)

Cxceplions:
3 WOT DOUBLE e f for werhs of ome

mylieble with a double wowel or & long vowel
sound [e.g. dresd > frealing, desded; gresd >
gresfing, greeled)

& 'r of ‘[T when adgang -ing, -4 and
some suffives to verbs

BDOUELE the rfor varbe of one syllabls when
the finel riz preceded by = single vowel.
BDOUELE the rfor words of moes then one

mylizble.

mylisble when the =iress doas not fall on the et

Dezler = shaming, stamed, stary

tar = taming, bamed

wer > weming, wamad [bul warfars]

BzEr > soaming, scamed

=tir > sfiming, =tred

Bronour > Conpinng, conoumed, conurenGs
CoGUr > DSEANNg, Docurred, nosweTEncE

defer » defeming, defemed, [but deference]
deler > dabeming, deteming, delzsmer

irdar = inferring, infemed, [bul inferencs]
prefer = preferred, prefeming, {bef preference)
refier = refemed, refeming, refemal

Exceptions:

D0 WOT DOUBLE %he rfor verba of one
mylimble whan the fnal riz precaded by s
double vowel (= . fear =fzaning, feared]
D0 WOT DOUELE %he rfor words of more:
then one =yllsklz, when fhe stess fals on
the firsl syllsble (= 5. prosper = prospened,
prosparing)

7. [ or "I when adding -ing. -ed and
some suffives to verbs DOUBLE the [ when
itim preceded by B zingle woesl,

cargel > canceling, cancelled, cencelaton
fuliil = fuliling, fuifild, fulfilsent
lzvel = leweling, levelled

franed > tmvelling, trevelled, fraveler Araveler

Excegiions:

D0 WOT DOUBLE %he | when it s precedad
Ey = double vowed (=.g. conceal »
conceaing, concealed)

Staff Training
Our entire Accessibility team exists for our customers. Training on all aspects of ASL, deaf culture,
the needs of hearing, speech and dual sensory impaired users, ethics and confidentiality is vital to
These topics and others help us to be able to meet and exceed customer
expectations and requirements.

All Sprint employees are required to take ethics and confidentiality training. The Sprint Code of
Conduct is applicable to Sprint employees and its controlled subsidiaries, the Sprint Board of
Directors and anyone we authorize to act on Sprint's behalf. The Code establishes the basic
foundation of Sprint's ethics by communicating our philosophy and commitment to all of our
employees, customers, other stakeholders, and the communities in which we do business. The
Sprint Code of Conduct outlines our ethical and legal responsibilities as employees, as well as our
interactions with customers, competitors and suppliers. One of our most valuable assets is our
reputation for honesty and fairness, and our commitment to uphold this responsibility. The Code is
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a go-to resource when questions of legal or ethical appropriateness arise. We are bound by the
Code and the specific operational policies of Sprint. Annual Code certification is required. Sprint
also maintains an Ethics Helpline, a 24-hour resource for employees and other stakeholders to
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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Appendix C: TRS Pledge of Confidentiality

Sprint's reputation as an ethical company is the key to enabling us to be the preferred
communications company — a place that delivers the best experiences for employees, end users,
and state customers. Throughout initial and on-going training, CAs receive information and
guidelines on professional conduct with an emphasis on ethics and confidentiality, based on
Sprint's “Relay Center Code of Ethical Conduct” and “Principles of Business Conduct.” CAs are
presented with possible situations involving ethical issues and are taught how to apply the conduct
guidelines to each situation.

All Relay center personnel are required to sign and abide by a pledge of confidentiality that
promises not to disclose the identity of any caller or any information learned during the course of
relaying calls. In conjunction with signing Sprint’s confidentiality agreement, as a part of training,
CAs role-play various scenarios which teach the correct way to ask for assistance from a
supervisor without divulging call-specifics. Examples of confidentiality breaches are reviewed and
discussed with the CAs.

Sprint strictly enforces confidentiality policies in the center, which includes the following:

Prospective employees are screened during the interview process on issues regarding
ethics and confidentiality.

On day one of training, employees must sign a Pledge of Confidentiality Agreement Form.
During initial training, employees are presented with examples of potential breaches of
confidentiality.

Stress can be a factor in maintaining confidentiality. CAs receive three hours of training on
healthy detachment.

After graduation from initial training, employees are reviewed yearly on the Pledge of
Confidentiality and are required to re-sign promises not to disclose the identity of any caller
or any information learned during the course of relaying calls.

Breach of confidentiality may result in termination of employment.

All Sprint Accessibility Centers have security key access.

Visitors are not allowed in work areas.

Sprint Code of Conduct

The Sprint Code of Conduct describes the ethical and legal responsibilities of employees of Sprint
and anyone we authorize to act on Sprint's behalf. Sprint and all TRS employees (including
Communication Service for the Deaf [CSD] staff) are required to annually certify that they
understand and will comply with the established code of conduct. The certification tool and
process requires employees to affirm their understanding and compliance of Code of Conduct
expectations regarding Ethics, Inclusion and Diversity, Information Security, Insider Trading,
Privacy, Records Management, Safety and Preparedness, and Time Reporting. The section on
Ethics includes a Helpline for employee resources allowing them to confidentially and safely seek
advice or report compliance violations.

The Sprint Code of Conduct covers all the serious concerns of a whistleblower policy, which is
intended to encourage and enable employees and others to raise questions/concerns and seek
resolution. It is explicitly stated in the Sprint Code of Conduct all employees and others are
obligated to report violations or suspected violations. Additionally, Sprint has an explicit retaliation
policy in which an employee who retaliates against someone who has reported in good faith or
assists in an investigation may be subject to corrective action up to and including termination. This

Page 57



information is contained within Sprint's Code of Conduct all employees are required to complete
annually.

There is a TRS whistleblower protection notification posted at Sprint TRS call centers in
accordance with FCC rules. CSD also obtains a signed acknowledgement of the receipt of the
Whistleblower Policy from all employees upon hire, and annually thereafter.

Training on Ethics

Sprint Relay employees receive training on the appropriate protocol to protect relay users’ privacy
and how to prevent the unintentional disclosure of relay communications. When trainees observe
calls and ask questions once back in the training room, trainers lead a discussion on the
appropriate method to seek clarifications without divulging confidential information. CAs may also
role-play various scenarios which demonstrate the correct way to request assistance from a
supervisor without divulging call-specifics.  Examples of ethical issues and challenging
circumstances are reviewed and discussed with CAs. During initial training, CAs are required to
pass a series of written and skills-demonstration tests, which include their understanding of the
Relay Center Code of Ethics and how to apply the Code to hypothetical situations. Trainees who
do not pass these tests are not utilized as CAs.

Sprint's high-performance culture focuses on accountability, first and foremost, along with open
communication and innovation. Within these traits, integrity and ethics are critical success factors.
Amidst unprecedented change and technological advancement, acting with integrity is not just the
right thing to do; it is the unwavering foundation for Sprint.

Confidentiality

Sprint believes measures to ensure confidentiality are crucial to the success of TRS operations and
has implemented procedural and environmental measures to safeguard customer and call
information. Sprint has policies in place to protect users’ confidentiality. These policies establish
high standards for ethical behavior and employees are subject to disciplinary action, including
termination of employment, for violating ethical and confidentiality standards.

Sprint employees receive training on confidentiality and ethics. Employees are trained to
understand why confidentiality is important, how to protect confidentiality, the appropriate protocol
to protect relay users’ privacy, how to prevent the unintentional disclosure of relay communications
and the consequences of not following all confidentiality requirements. CAs are taught using
various scenarios which demonstrate the correct way to request assistance from a supervisor
without divulging call-specifics. Annually, all TRS call center staff receives re-training which
includes items such as confidentiality, ethics, and inclusion and diversity. All CAs annually sign a
confidentiality agreement to maintain confidentiality.

Confidentiality is reinforced through our CAs’ participation in an interactive training program
focusing on scenarios that they are likely to encounter when relaying calls.

Correct Ways to Protect Confidentiality Examples of Breaches of Confidentiality

To make a generic comment about calls: “Boy — | Talking about the specific length of a call. For example,

long calls really wear me out.” saying to another agent, “You know that call | took over
for you? It lasted 84 minutes!”

To share general observations about calls: Talking about specific callers. Example, “I relayed a call

Example, “I'm noticing a lot of HCO calls lately.” for Miss Deaf America.” Or “I had that VCO user from
Florida again this morning.”

It is appropriate to respond to a customer’s The agent should never say to a customer: “| remember

comments with a brief “thank you” or something you from a previous call — how are you doing?” Phone

to that effect without elaboration. Maintain a lines do not talk to voice telephone users; it is the same
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Correct Ways to Protect Confidentiality

Examples of Breaches of Confidentiality

professional and friendly image with customers.

with relay customers.

It is appropriate to discuss with a member of

It is not appropriate to discuss call content or

management technical or procedural conversations with others, ever.
components of a call. For example, to say you
had problems placing a calling card call from a

pay phone.

It is appropriate to call for a Supervisor to look at
your screen for assistance with the call.

It is not appropriate to request assistance from the
agent sitting next to you.

All relay center personnel are required to sign and abide by the Sprint Relay policy for
confidentiality. ~These confidentiality expectations are strictly enforced and employees are
expected to comply with this policy during and after their period of employment. The relay center
Code of Ethics requires the following:

Keep all TRS call-related information strictly confidential.

Keep no records of customer information or content of any TRS call.

Refrain from editing or omitting anything from the content of the conversation or the spirit
of the speaker.

Refrain from adding or injecting into the content of the conversation or the spirit of the
speaker.

Assure maximum customer control.

Strive to further skills and knowledge through training, workshops, and reading literature
available in the field.

In accordance with the FCC, all information utilized for call set up, including customer database
and preferred call type information remains confidential and cannot be used for anything but the
call. Once the inbound party disconnects, all information pertaining to that call disappears from the
CA'’s terminal. The required confidentiality and security of the customer preference data is covered
during training of all employees and reinforced throughout employment. Sprint takes the following
steps to ensure Customer Profile information remains secure:

Sprint does not modify a customer’s record based on experience.

All Customer Profile database entries contain time and date stamps and note the
identification number of the CA who processed the request.

Relay users register a username and password/PIN. Sprint also asks customers to
register a security question and answer only known to them in case the username and
password is lost or forgotten.

Sprint's Customer Profile information is encrypted and protected from outside access by
firewalls.

CTI Confidentiality Form

Consumers need to be confident that their personal and professional calls are kept in the strictest
confidence. Itis crucial that all employees understand and abide by this Confidentiality Policy.

All information obtained during a CapTel call is to be kept strictly confidential. The only person(s) to whom
information obtained during a call may be divulged is a member of the administrative team (i.e. supervisors,
trainers, HR representatives, the Floor Operations Coordinator, or the Call Center Director). Only specific,
pertinent information relating to Training, Call difficulty, Technical difficulties, Emergencies or Customer
service issues may be disclosed to the appropriate personnel, and this must be done in private.

Under no circumstance are identifiers to be used while discussing a call (terminology that would identify
personal information about a caller including, but not limited to, gender, name, address, and business
information). The standard, objective way off referring to callers is to identify the person using the captioned
telephone as the “client,” while the other party or parties are referred to as the “doc(s).” Furthermore, any
person not employed by CapTel, Inc. or its parent company shall not be allowed on or near the call floor.
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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:

e | 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.

e | shall not divulge specific information related to the work or calls | 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 guidelines
documented above.

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

e | shall not listen to, get involved 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.

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

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

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

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

Employee Name (please 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 Sprint Corporation, (2) my continued employment as long as mutually agreeable, and (3) the opportunity
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. 1 will not reveal any information acquired during or
observing a relay call. | will only discuss call-related questions or problems with management or
Human Resources. | agree to keep confidential all information | learn in my position 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 | WILL 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. | agree to comply and understand that failure to do so will lead to company disciplinary action
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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
be in 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 all employees and
subcontractors are bound to the following rules and regulations:

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

e Nothing is to be edited or omitted from the content of the conversation or the spirit of the Federal
Relay user.

e Nothing is to be added or interjected into the content of the conversation or the spirit of the Federal
Relay user.

e To assure maximum user control, the employee will be flexible in adapting to the caller's needs.

e 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 relaying
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 [as defined in Internal Revenue Code (IRC) 6103 (b)(1),(b)(2)]
made available shall be used only for the purpose of carrying out the provisions 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 Internal Revenue Service (IRS).
Requests to make such disclosures should be addressed to the GSA Contracting Officer.

5) Return 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 to an extent unauthorized herein respectively constitutes
a felony or 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 26 CFR Section 301.6103(n)-1.

6) Any such unauthorized future disclosure of returns or return information may also result 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 penalties for improper disclosure imposed
by the Privacy Act of 1974, U.S.C 552a. specifically, 5 U.S. C. 552a(1)(1), which is made applicable
to subcontractors by 5 U.S.C. 552a(m)(1), provides that any employee of a subcontractor who by
virtue of his/her employment or official position, has possession of or access to 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
entitled to receive it, shall be guilty of a misdemeanor and fined not more than $5,000.00.

8) Employees and subcontractors shall be responsible for the confidentiality of all calls relayed
consistent with Federal Laws, Statutes, and Regulations.

9) Employees and subcontractors shall ensure that no records are maintained of any conversation, in
accordance with the Privacy Act of 1974 (P.L 93-579), IRC 6103, 6103(n), 26 CFR Section
301.6103 (n)-1, the Internal Revenue Service Acquisition Procedures (IRSAP) and Office of
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Management and Budget (OMB) guidance on the Privacy Act of 1974 (Federal Register, Volume
52, No. 75, Page 12990).

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 termination. | agree to process calls 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
Telecommunications Relay Service/TRS and/or Internet Relay (a.k.a. Federal IP 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 regulations and policies. The employees and subcontractors will also be given copies of the
following criminal and civil disclosure and inspection penalties, 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:

Air conditioning, if required to maintain service
Fire suppression systems

Emergency lights and system alarms

CA consoles/ terminals

CA work site emergency lights

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 capable of operating call
centers for extended periods. 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 to 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 to all TRS system
equipment 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.

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.

Tabletop Exercises: In a round-table setting, members of the response team meet to
discuss responsibilities and describe how to react as a team in an emergency.
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Walk-Through Drills: Both the response team and management perform their emergency
functions within the emergency response location.

Functional Drills: Tests designed to target specific functional processes within the
recovery plan such as notification, response, communications, documentation, and team
cohesiveness. Often, these functions are tested separately to help identify improvement
areas and to eliminate confusion.

Full-scale Exercises: Exercises simulated to be as close as possible to a real-life disaster.
They may involve a combination of response teams, management, field operations, and
outside agencies.

After Action Reviews (AARs): Following an incident or an exercise, an AAR is conducted
to ask participants to identify areas of success and improvement. These are documented
as Lessons Learned and tracked to satisfactory completion.

Maturity:  Sprint uses an internally developed Maturity Model for benchmarking the
Business Continuity Program success and progress. The model is based on the Capability
Maturity Model as developed by Carnegie Mellon University.

Business Continuity

Industry accepted principles are the basis for Sprint's BC program. Sprint has adopted key
principles from standards set by organizations such as the Disaster Recovery Institute International
(DRII), ASIS Organizational Resilience Standard, FEMA, Business Continuity Institute (BCI),
American National Standards Institute (ANSI), NFPA 1600, International Organization for
Standardization (ISO) 27001 and ISO 22301, and several Military Specifications (Mil-Spec)
standards. Sprint's Business Continuity Program Overview is reviewed and approved on an
annual basis.

Sprint Relay network has a Business Continuity (BC) plan to deal with all types of natural and man-
made problems which may prevent calls from reaching the relay center or impact the operation of
the TRS platform. The plan identifies how Sprint minimizes impact to relay users and restores
relay services. Sprint brings more value when it comes to maintaining operations during natural
and man-made events. Sprint's BC methodology and implementation standards are consistent
with industry-wide best practices and trusted by experts in the field. The Sprint dedicated BC
Teams (BCTs) participate in government-provided and private sector training, and maintain
certifications from:

DRII

International Association of Emergency Managers (IAEM)
DHS

Business Continuity Institute (BCI)

Sprint understands the BC challenges faced by government organizations and has designed state
relay services accordingly. Sprint has experience in serving more than 160 federal entities and
more than 150 military bases worldwide including the Department of Defense (DOD), State/Local
Governments, Law Enforcement, and DHS.

Sprint's Business Continuity Management Team works as a customer advocate when large
network outages occur. The team works closely with network recovery teams to establish
customer prioritization once the backbone, Telecommunications Service Priority (TSP) and Critical
Life Circuits are re-established.

All departments within Sprint, including the Sprint Relay program, follow these well-established
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programs to ensure top-notch support for our customers.

Call Center Evacuation Events

Sprint has plans in place to deal with call center events such as fires. Each call center has a
designated Safety Marshal and clear chain of command. As a first step, the situation is identified
and the threat is assessed. If evacuation is necessary, the local authorities (e.g., 911) are
immediately alerted along with the Call Center Service Assurance Center (CCSA) and the Traffic
Management Control Center (TMCC). Call center management and Sprint Corporate Security are
also alerted.

Traffic will be re-routed immediately to other call centers not impacted and work with those call
centers to increase staffing, as needed. Once the issue is resolved, all CAs return to the center
and the incident is fully documented.

Proactive Measures

Over the past 26 years, Sprint Relay users have rarely experienced any type of inability to place
calls. Sprint's backup capabilities are unmatched in the TRS industry with 6 call centers (including
the location at Sprint headquarters in Overland Park, KS) capable of handling TRS calls and
multiple switch locations supporting the TRS platform.

Sprint's switches and call centers are staffed with spare positions and platform components to deal
with all types of technical issues. The TRS platform offers automated alarming to notify personnel
of issues.

Redundancy is built into our infrastructure to deliver outstanding performance for all of our TRS
customers. These attributes will ensure functional equivalency for state relay service callers during
disasters. The benefits of our leading-edge platform and flexible configuration include:

Switches, call controllers, and databases are housed in geographically-dispersed locations
that conform to “critical” grade physical security requirements. Sprint's switches and
peripherals are located at switch sites in telecom bunkers.

Redundant connections between switch sites, 800 network, and call centers

If the problem is within Sprint's TRS center, maintenance can usually be performed from
Sprint's centralized center, the CCSA.

Sprint retains hardware spares at each center to allow for the most common type of repair
required without the ordering of additional equipment (except for complete loss of a
building).

Centralized routing and reporting systems enables Sprint to treat the entire call center
complex as a single virtual call center rather than standalone call centers

All TRS positions are capable of handling calls for any State customer.

All training seats are configured and immediately ready to take production traffic.

Sprint has pre-established plans for all types of outages.

Sprint automatic routes calls away from a center undergoing a service recovery event. For
example, if a fire drill forces CAs to evacuate, the call router automatically sends calls to
other relay centers.

Sprint has historically been the best at dealing with natural and man-made disasters that have
caused outages. With each incident Sprint has managed to be prepared, respond and ensure
ongoing service delivery. Sprint’s processes as detailed here take into consideration every aspect
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of an outage and/or natural disaster that includes a higher call volume likelihood due to the natural
disaster. Some examples of disasters that affected Sprint facilities in the past are:

Wind burst that blew off a portion of the roof of our Syracuse, NY call center

Farmer cuts Fiber Optic cable servicing Lubbock, TX when burying a cow

Hurricanes that impacted call centers in Miami and Jacksonville

Tornado warnings impacting upper Midwest call centers. One evening, 37 Tornadoes
were within range of our call center. Our center had to be evacuated. Sprint continued to
provide service without interruption.

These list just a few of the natural and man-made disasters we faced, and with each one we were
able to maintain our service levels with the processes we have in place. Our employees are the
best at ensuring we maintain these service levels.

TRS Data Center Disaster Planning

Sprint has implemented a distributed architecture for interconnection redundancy utilizing dual fiber
facilities at all of our switch locations. These main switch locations currently have battery backup
as well as permanent generators. In addition, site recovery plans have been developed for all
major switch locations, prioritizing available options for relocation, and ensuring agility when faced
with disaster recovery issues. Most switches also have tap boxes to readily connect the output of a
portable generator in the event of primary generator issues.

TRS Winter Preparedness Plan

Sprint has processes in place if a known weather event is encountered. These known contingency
plans are designed to mitigate our customers’ degradation of service and are maintained by the
TMCC. Each service has back-up locations to ensure redundancy.

Known Event
Four days prior - TMCC and Ron Peay (Operations Manager) will make a determination as
to the severity and number of centers which might be affected.
Three days prior - TMCC and Ron will verify previous day’s potential impact and begin
calling to non-effected centers to post overtime (OT). All centers will be advised to put a
list together of employees who will work overnight and weekends. TMCC will notify John
Moore (Manager - Customer Relations) and CCSA of our “game plan”
Two days prior - TMCC will meet with Ron to update impacts and plan. All non-impacted
centers will be called to update OT requirements and overnight requests.
One day prior - TMCC will meet with Ron to update impacts and plan.
Day of Event - TMCC will invoke emergency call routing as required. TMCC will be the
point of contact for all notifications. Affected centers will update TMCC every four hours.
TMCC will update Ron who will update Business Continuity Manager through executive
level. Management is also responsible for notifying the Business Continuity Team.

Unknown Event

The Activation Criteria Plan will be used when either weather or other events cause potential
significant (excess of 25 percent) increase in call volumes or one or more TRS call centers is off-
line for more than two hours, using the following procedure:

Automated alarming and/or TRS call center notifies TMCC
TMCC contact CCSA
CCSA sends notification to a pre-established distribution list
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CCSA establishes a conference call to work on resolving the issue with impacted groups

After fix agencies are unable to re-establish center operations — the Business Continuity Plan
(BCP) is invoked and Management will notify the Business Continuity Management Team.

CapTel-Specific Disaster Recovery Information

CapTel, Inc. (CTI) and Sprint have worked together to develop a complete plan for dealing with all
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 CTI 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, CTI can
still 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 to be present or to pick up additional hours so CTI 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 five 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 notification 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 problem 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
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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)

What was required to correct the problem

Time and date the relay service resumed full operation
Avoidance plan for future (if applicable)

Temporary Delay Message

If approved by the state, Sprint can also provide a temporary delay message for TRS users that is
turned on only when long hold times may occur as a result of weather or other event impacting
service. For example, if there were a terrorist attack or natural disaster that significantly increased
the number of calls to the relay center, Sprint can add a temporary recording that alerts voice and
TTY users, such as: “THE RELAY CENTER IS EXPERIENCING LONGER THAN NORMAL HOLD
TIMES. PLEASE HOLD FOR THE NEXT AVAILABLE CA OR TRY YOUR CALL AGAIN LATER.

Telecommunications Service Priority (TSP)

All of Sprint’s circuits supporting TRS and CapTel services have qualified for priority restoration
under the TSP program. Sprint's participation in the TSP Program strengthens our robust
reliability. If a national or regional emergency causes service to be disrupted and the call center
cannot receive or place calls, Sprint's participation in the TSP program means Local Exchange
Carriers (LECs) would be required to restore service as rapidly as possible consistent with the
priority status assigned. Sprint's reliable network and TSP participation ensures Sprint’s disaster
recovery ability is unmatched by any Relay provider in the world.
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Appendix E: Oklahoma TRS Information in Telephone Directories

e o OER INFORMATION 7 §
| Central Oklahoma Telephone Co.
| & COTC Connections Customers
~Main Office » 223 Broadway, Davenport, OK
DIRECTORY ASSISTANCE

Local Directory Service
Long Distance Directory Assistance

REPAIR SERVICE & BUSINESS OFFICE

; Dial 411 or dial 1 + 411
Dial 1 + Area Code of desired location + 555+1212

Agra & Tryon 918-375-2241
Boley & Castle.... : - 918-667-3411
Davenport, Kendrick & Spark 918-377-2241

Toll Free ; 800-252-8854
Stroud............ 918-987-1414
via e-mail info@cotc.net

For information about our company and services, visit www.cotc.net
Stroud customers can visit www.connectstroud.com

Payments may be made in person at our business office at 223 Broadway in Davenport or at the Central Cel- {
lular Store at 905 Manvel in Chandler. Payments may be mailed to Central Oklahoma Telephone Company, 223
Broadway, Box 789, Davenport, Oklahoma 74026, For your protection, please include your telephone number |
on your check or money order. A deposit slot is located near the door of the Davenport business office to receive |
payment when the office is closed. '

Office hours in Davenport are:
Monday through Friday 8:00 am to 5:00 pm
After hours, leave a message. In case of service trouble, leave a message stating yonr name and telephone
number and a serviceman will be contacted.

Office hours in Chandler are:
Monday through Friday 8:30 am- Noon; 1:00 pm - 5:00 pm

EXTENDED AREA SERVICE

This is service to the next exchange and is not a toll call.

You must dial 918 + the 7 digit phone number. (Do not dial 1)
Agra Kendrick
Boley....... Castle
Davenport Kendrick
Davenport ; ; Sparks
Tryon

RELAY OKLAHOMA TDD RELAY SERVICE
For communication between TDD users and hearing persons. Answered 24 hours 2 day, 7 days a week. If you |
have a TDD and need to talk to someone who does not have one, OR if you do not have a TDD and need to ta
to someone who does, please call these numbers for assistance in relaying a message:
TTY/TDD/Voice/Computer 711
Sprint’s Customer Service Center...... 800-676-3777 (TTY/TDD/Voice)

COTC BUSINESS OFFICE

Service representatives in our business office can help with orders for service and equipment, billing matters,
rates and inquiries or complaints.

ALTERNATIVE OPERATOR SERVICES
If operator assisted calls are made from outside the Central Oklahoma Telephone Company area, or if a pri- |
vately owned paystation is used, these may or may not be telephone company operator assisted calls. Customers

should register questions or complaints with the Alternate Operator Services (AOS) firm, the hotel, hospital,

payphone owner or owner of the business where the phone is located, and with the PUC or the Federal Com.
munications Commission.
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tba Beggs Telephone Company 918-267-3605

CONTENTS ‘;‘
BILLING PROCEDURES........ceoeverrumrrmrenesierevsssses oo 3
CUSTOMER RIGHTS ........coovviiraemreerecomen oo 4-9
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b L 18
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SPECIAL SERVICES
Relay Information for the Hearing & Speach Impaired

Missouri Relay Service o

Relay Missouri Service & how It works 0
Missourians with hearing / speech impairments using a telecommunications device for the deaf (TDD)

will be able to communicate with people using standard telephone equipment. Missourians without |
hearing / speech impairments using standard telephone equipment can call aTDD user, Relay Missouri |
will utilize specially trained agents located at the Relay Missouri Center to relay conversations between |
parties.

Relay Missouri Service Center

This center will operate and handle calls 24 hours a day, 7 days a week. The center relay assistants can
instruct you in making long distance calls,

How to use Relay Missour, Missouri Message-Relay Service ! :
Ifyou have a TTY and need to talk to someone who does not have one, ORif you do not have aTTY and
need to talk to someone who does, please call these numbers for assistance in relaying a message:'

Relay-Missouri 800-RELAY-MO

TTY Users Only 800-735-2966 ¢
Voice Callers Only 800-735-2466 ; i
Dial from anywhere to connect with a relay service.......... 711

Upon reaching the center, provide the relay agent with the area code and telephone number you wish
to call. If making a long distance call, advise the relay agent of the type of call you are making (direct dial,
credit card, collect, person to person, etc) and how you wish to pay (if using calling card, credit card or
third number billing, you will need to provide your name and the necessary billing numbers).

{n the past, when you needed to talk to an operator, you dialed 0 (zero) for assistance, Now, you may
have to dial 00 (zero, zero) to reach the appropriate operator. ;

Oklahoma Relay Service

TDD Message Relay Service for the Deaf - |
To communicate by telephone between hearing persons and TDD users you may call these numbers.

For 24-hour service call

Oklahoma City Local ....... 232-0591
Within 405 Area Code ... 1-800-522-8506
Tulsa Local : 663-4071
Within 918/ 539 Area Code ... 1-800-722-0353
Or Call e 711

BURIED CABLE

To Locate Buried Cable in Kansas Call « 1-800-DIG SAFE (344~7233)
Kansas House Bill No. 2041 requires anyone who engages in any type of excavation to provide advance
notice of at least two full working days, excluding weekends and holidays, to Kansas One-Call.

Kansas One-Call was developed to provide excavators and the general public with the ability to inform
multiple owners of underground facilities of intended excavation with just one phone call,

Craw-Kan will locate and mark our underground facility at no charge to the excavator, Location markings
are only estimates and after the markings have been made, excavators are required to mamtain a
minimum of two feet between a marked and unexposed utility underground facility and the cutting
edge or point of any power-operated excavating or earth-moving equipment,

If damage of any kind is discovered or any suspicion of damage exists, it is the excavator’s responsibility
to immediately notify the facility owner directly. :

To Locate Buried Cable in Missouri Call » 1-800-344-7483

To Locate Buried Cable in Okiahoma Call » 1-800-522-6543 Or Cali 811
. ‘

[Cratatis

7
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' Kansas Relay Center

Poweced by Hamilton Retay

What is the Kansas Belay Center (KRC)?
KRC is a public sevice which guarantees all citizens access to
prompt, professional and accurate communication thraugh the
refephone. Consumers of these specialized services, specifically
| individuats who are deaf, deaf-blind, hard of hearing or have
difficulty sp g. Can co icate on the telephone via TTY/TDD,
| Voice Carry Over (VCO}, Hearing Carty Qver (HCQ), Speech-to-Speech
(STS), Spanish-tc-Spanish and C aptioned Telephona in order to
connect with family, friends or businesses with 2ase.

| How doss the Kansas Relay Center (KRC) wark?
Simply dial 711 or the appropriate toll-free numper provided to

- connect with KRC. A qualified Commuritation Assistant {CA) wilt ask
for the area code and number of the parson you wish to caltand

| begin the relay call. Generally, the CA will vaice the typed message
from the text telephone (TRD/TTY; user to you. The CA refays your

| yoiced message by typing it ta the TORATY user.

Spediatized Services:
KAC offers specialized services for individuals who have difficulty

speaking and for Spanish speaking residents. Specially trained CAs
are on hand to assist in these types of calfs by dialing the associated
number provided, Since KRC offers a vatiety of services please refer
10 the website listed ot call KRC Customer Care for moje detailed
instruction op how a patticalar call 1s processed.

Captioned Teiephone (CTS):
CT5 Is also available and ideal for individuals with hearing loss who

ate abie to speak for themselves. A captioned telephone works like
any other telephope with an essential difference: it atiows userste
listen to their phone conversations while reading word-for-word
captions of what's said to them,

Access to Services:

Both 711 and the 8O0 nummbers ace toll-free catis and provide access
to the same relay services, If you are experienting rouble diating
711 to reach KRC, please cali KRC Customer Care.

Al services are available 24 hours a day, seven days a week.
Consumers may place relay calls to English and Spanish speaking
persons within Kansas, across the United States and even
internationally, By faw, each conversation is handled with strict
| confientiality. There Is no charge to access KRC, although standard
_tong distance charges apply.

important Information Regarding
Kansas Relay Center

To place a cali using Kansas Ralay Center,
dial 711 or one of the toil-free numbers beiow.

-BO0-766-3777
B : 1-866-305-1343
Speech-to-Speech: 1-866- 305-1344

Customer Care Information:
1-866-735-2957 WTTY
7.0.8ex 285

Aurora, NE 68518

Emait KSRelay@HamiltonRelay.com
Web: www.XansasRelay.com:

Captioned Telephone

Customer Service: 1-888-269-7477
To call a Captioned Telephone user, dial:
711 or 1-877-243-2823

Spetcial points of interest:
Equipment Ristribution Program

The Kansas Telecommunications Access Prageam
offers ampltfied phones, TTYs, Vaice Carry Qver (VCOH
phones, Captioned Telephones and other equipment
to sligible individuals in Kansas who are deef, deaf-
lind, or who fave difficulty with speech, mobility
and cognitive capabiiities. For more information you
can visit waww.atk ko adu/ks tap or call
1-800-326-3648.

Emergency Calis

Please note that 711 is only to be wsed to.reach
Kansas Relay Center. In an EMERGENCY you
should continus ta use 311, For emergancies, call
911 of your facal emeigency service TTY number
directly, without using re! The Amerdicans with
Disabilities Act (ADA] requires that 811 cantens have a
TTY and be preparad to handle emergency calis
phaced in this manner. Kansas Refay Centen wi make

every effort to assist you in an emergaicy. However, it
isimportant to understand that relay centers are not
911 centers and do not assume responsibility for
emergency calls.

Asa telephone customer, you have access to the Oklahoma Relay
System. This service provides a communications link between
hearing or speech impaired residents who use a typewriter-like
text telephone (TOD}, or personal computer, and those who use
standard voice telephones.

How dogs it work?
People who are deaf or hard of hearing and those with speech
impairments can dial 711 or 1-800-522-8506 (TDD only) or 711
or 1-800.722-0353 (Voice only) and be connected to a Commu-
nications Assistant. The assistant then refays the cosversation
fxom a computer screen and verbally “relays" the message to the
he;&nng party. The conversation continues until both parties ter-
minate the call. All relayed calls are kept strictly confidential, and
coment of the <all is deleted when the call terminates.

The Relay System works ways

AJ“’OM may call hearing or speech impaired individuals by sim-
ply dialing the same number,

When is the Relay System available . and how ruch does it cost?
The Relay System is available 24 hours a day, seven days 2 week,
including holidays. Local calls are free 2 d long distance calls
are billed if dialed directly. There is no limit on the number or
length of calls.

TDD/TTY Numbers

711 or 1-800-722-0353 .,
711 or 1-800-522-8506
1-800-325-0778...00e
Questions?

If you would like a referral, or more information about the Relay
System, please dial 711 or 1-800-522-8506 (TDD only)or 711 ot
1-800-722-0353 (Voice only).

{TDD only}

Social Security Information
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foldawatomie Telephon -
o General

Procedure For Petitioning The Commission To Examine The
Reasonableness Of Proposed Local Exchange Rate Change

Under Okdahoma law enacted during 1986 (17 0.5.#137), this telephone company ean raise your local exchange rate up to $2.00 per
month every year without the review and approval of the Oklahoma Corporation Commission.

At least sixty (60) days before the effective date of such proposed rate change eich subseriber will be notified by the telephone
company. Such an increase can be suspended if fifteen p {15%) of the subseribers petition the Oklahoma Corporation
Cnmmissionmexxmimnﬂddﬁmﬁmthem&blﬁmoﬁhcpmpmd}mdmhlﬂpm-

Every petition shall contain:

(1) The name, address and telephone number of the telephone subscriber,
(2)Theﬁymoﬂhudephmmbscrﬂminwhmmmthemhpmmisﬁswi
(3) The reason the subscriber apposed the proposed increase. (Optional)

Only the subscriber in whose name the telephone sevvice is listed shall be counted as a petitioner.
Petitions should be mailed to:

Director, Public Utility Division, Oklahoma Corporation Commission

Jim Thorpe Building, P.0. Box 52000, Oklshoms Cicy, OK 73152.2000

State Government Offices

Capitol - General Information Qperator
Governor's Office
State Senate

1-405.521.201 1
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Equipme'nt
Information

Anyone who records or monitors a telephone
conversation is required to make this known to all
parties in the conversation. The party doing the
monitoring or recording must ask the other persons’
“permission to record or monitor the conversation.

- When using the public utility telephone network:

A. All parties in the conversation must consent to
the conversation being recorded or monitored;
and

B. The monitoring or recording must be signaled
by either:

1. a “beep tone” audible to all parties and
repeated at regular intervals during the
conversation; or

2. clearly and permanently marking the tele-
phones being used that the conversation
may be recorded without notice.

Telecommunications Device For
The Deaf (TDD;

This service relays calls between a person
TTY or other assistive devices and any other
telephone user within the state. The service also
allows a person without a TTY to call a TTY user.
Specially trained personnel are available 24-hours-
a-day, 7 days a week, to relay the call. There is no
extra charge for this service.

Texas Customers - Dial 711 or:
If you have a TTY .....ccccveneeneen. 1-800-RELAY-TX
(1-800-735-2989)}

...................................

If you do not have a TTY ...1-800-RELAY-VV

....................................... (1-800-735-2988)
Oklahoma Customers - Dial 711 or:

If you have @ TTY ..ccerernnrnenne 1-800-722-0353

If you do not have a TTY .........1-800-522-8506

Oklahoma and Texas may also dial 711, both hear-
ing and deaf, hard-of-hearing, deaf-blind or speech-
impaired users can initiate a Relay Call.

The Specialized Telecommunications Assistance
Program (STAP) provides financial assistance to
help Texas residents with disabilities purchase
basic specialized equipment or services needed to
access the telephone network. For more informa-
tion, contact the Texas Commission for the Deaf
and Hard of Hearing at 512-407-3250 (Voice) or
512-407-3251 (TTY) or www.tcdhh.state.tx.us.
This program is open to all individuals who are
I residents of Texas and have a disability.

Telephone Receiver OF The Hook

At times you may not wish to receive incoming
calls. Please do not leave the receiver off the hook
as this unnecessarily congests the switching equip-
ment. In some cases, we may have to disconnect -
your line to avoid overloading the equipment.
When this occurs, your telephone will not work
until it is reconnected in our switching office.

We suggest if your telephone is equipped with a
jack, simply unplug it.

Attachments To

‘Telepho e Equipment
Aﬂéchments connecfed to the

telephone

company’s lines must be in compliance with
company tariffs and Federal Communications
Commission regulations.

Telephone Safety
mlephone is oneofﬂiéaia in your
home or office. There are, however, a few situations
where a telephone user needs to be cautious.

Use Of The Telephone Near Water

The telephone should not be used whileyou are ©
in the bathtub, shower or pool. Immersion of the
telephone or handset in water could cause
electrical shock. :

Use Of The Telephone During An Electrical Storm

You should avoid using a telephone during an
electrical storm in your immediate area; calls of
an urgent nature should be brief. There is a
remote risk of a dangerous electrical shock from
lightning when using the telephone during a
nearby electrical storm.

Use Of The Telephone To Report A Gas Leak

If you think you have found a gas leak, you
should not use a telephone in the vicinity of the
leak until the leak is repaired. The telephone
contains electrical contacts that could generate a
tiny spark when you lift the handset and dial.
While unlikely, it may be possible for this spark
to trigger an explosion if the gas concentration is
high enough.

Use Of A Vandalized Coin Telephone
Do not use a coin telephone that has been
vandalized. The handset could have exposed
wires that could cause an electrical shock. If
possible, contact telephone repair service to
report the damaged instrument.
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Dobson Telephone Company, Inc.

Emergency Calls

Ambulance  Fire Police Non-Emergency
BAMAIE0 vovivanisssasnis 911 911 328-5558
Cheyenne ................ 911 911 911 497-2417
e o R S 911 911 911 526-3385
keedey ...ouimirisionnats 911 911 328-5558
REVEON .oioviig o 911 911 911 497-2417
Roger Mills .............. 911 911 911 497-2417
Sweetwater .............. 911 911 911 928-2121
TBIO0BE sttt 911 911 328-5558
{15 SRR 911 911 328-5558
State Highway Patrol 980-323-2424
State Government Offices
i 3T s M A SR 0 1-405-521-2342
i MRS S Ml IR 1-405-524-0126
HOUSE OF REPIBSEIIATIVES ....vevsissassinemsimsssamnsen soetmsssssommsss 1-405-521-2711
IBSUEENCE COMMISIRIIN .. i iensessi bttt e 1-800-522-0071
ol AL TR R 1-405-521-2029
Oklahoma Corporation COmMmMISSION ...........ov.vveersorsonssss 1-800-522-8154
Sigte Health DEDAMBNL. .. cocorommcissiis s b 1-405-271-5600
Tontisiy e ROCIEUINN ..ottt i 1-800-652-6552
Before You Dig — Call OKIE.......ccoueeerereieeeoneoen, 811 or 1-800-522-6543
Federal Bureau of Investigation, Oklahoma 2715 1-405-290-7770
U.S. Secret Service, Oklahoma City.........o.vvvrererrsesonn, 1-405-272-0630
Oklahoma Poison Control Center .............oo.vvevesrsrooveonnn. 1-800-222-1222
Oklahoma Bureau of Narcotics, and Dangerous Drug Control.. 1-800-522-8031
Missing Persons Nationwide, INC.........c...ervereeerson s, 1-800-843-5678
HIE SRR HRE Li i 1-800-522-3511
Hazardous Materials :
Dewey County Local Emergency Planning Committee (LEPC)........... 328-5558

TDD Message Relay for the Deaf
To communicate by telephone between hearing persons and TDD users, you may
_ call these numbers:

For 24-hour service within Oklahoma, call ................ 711 or 1-800-722-0353
] RS e R SR I 1-800-522-8506
CTIRE SOIBE. ittt e B 1-800-676-3777

Corporation Commission Consumer Services Division (TDD)...1-405-521-3513

Community Services 211
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[Dobson Telephone Company, Inc.

i‘,.f;Emergency Calls

1 Emergency  Non-Emergency
P Oklahoma, Cleveland,

§ Lincoln and Pottawatomie Counties ......... 911
B McLoud Fire Department ........occcvevnonno.. 911
McLoud Police Department.........cccone.nn. 911 964-3325

County Sheriffs

' Cleveland County/Norman ...................... 911 321-8600

i Lincoln County/Chandler ........ccouemnn.... 911 405-258-1191
i Oklahoma County/Oklahoma City ............ 911 713-1000

_ | Pottawatomie County/Shawnee ............... 911 598-9305

el Safety CeNter-Jail couveveerssssneseessssssnssssssesesssssessesssnees 273-0043

423-2043
| State Government Offices
EEEVEIEIINS OIIOB v cvssinimssisiioms ittt 1-405-521-2342
f OIS SONA0 ...ouiiinecosncvuensasnsmssnassmsssmcsnsssissssisisishmisutins 1-405-524-0126
HOUSE Of REpPresentatiVes........cuiveresssssssecnssasansesesanssnsssssssas 1-405-521-2711
HISUIONCS COMMIBEIONGY cvccseimasivmssiimmmsinsriismms b 1-405-521-2991
IR ERY MR oo i i i s e ienat e 1-405-521-2029
Oklahoma Corporation CommiSsSion ... eceeeeoreeseeeseesinsens 1-800-522-8154
State Health Department .........ccoccuvereirerensseeeessnnseessesnsane 1-405-271-5600
TR BRI ROCPEAHITN ..ivvvsivemssmisiriisiiommrnmssmemmmsssiinds 1-800-652-6552
Before You Dig— Call OKIE ........coceeevecreeeeeccnerseeses 811 or 1-800-522-6543
Federal Bureau of Investigation, Oklahoma City .................. 1-405-290-7770
| U.S. Secret Service, Oklahoma City .....eeeeeevrevereseesnnsenin. 1-405-272-0630
Oklahoma Poison Control Center..........vueoerreereeseeneaerons 1-405-271-5454
Oklahoma Bureau of Narcotics, and Dangerous Drug Control.... 1-405-521-2885
: - Missing Persons Nationwide, INC c..ocoveveeeeeneeeeeeeeeseserssnens 1-800-843-5678
ed interet with internet filtering Child ADUSE HOt LiN.....vcverrenreecereereceescesnesseesaessssasssennn. 1-800-522-3511
Solutions. Plus receive one easy
<es, saving you time and money. TDD Message Relay for the Deaf
To communicate by telephone between hearing persons and TDD users, you
1line for more details. may call these numbers:
bsonteleco.com |
For 24-hour service within Oklahoma, call ..coveeeecreeeeeeeeeeeeooeoeoo FL1
L RS ———— 1-800-522-8506
CUSTOMIEr SEIVICE ...coverrrrrreiesrirniiseesnessessenssensessesssssssessees 1-800-676-3777
Corporation Commission Consumer Services Division (TDD).....1-405-521-3513
§
D()bson Community Services...... 211
TECHNOLOGIES
TReR0 -
ATNE t%\o ek FD TQQU\_DVO«

NOILLYWYOANI

-
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Hearing and Speech

Welcome To Relay Okiahoma
For The Hearing & Speech Impaired

If you live or work in Okiahoma, you can t;ke
advantage of the state’s new relay communica-
tions service, offered by Sprint. Known as Relay
Oklahoma, the service will be provided 24 hours
every day, with no restrictions on the length or
number of calls placed.

To Access Relay Oklahoma,

Callers Can Dial Either Toll-Free Number:
(The center can be reached from anywhere in the
state using either number.)

1800 722 0353 (TTY/Voice)

1800 522 8508 (TTY/oice) or dial 711

£ A " T O
A b Y es BEooo. o % B oo prn
S po o Y §oPgasens 18 Wy

Relay Oklahoma is Strictly Confidential

All calls will be kept private, and no records
or conversations will be maintained. Relay
custormers agents will not share information
regarding the contents of any relay call, unless
they are required to do so by state or federal
law.

What To Do In An Emergency

In case of emergency, please call the TTY-
equipped 9-1-1 center or emergency services
-center in your Oklahoma community. You will
need to verify the phone number for emergency
TTY calls in your area, Remember: Calls placed
directly and immediately to the local TTY emer-
gency number can save valuable time in urgent
situations,
* Your Communications Options

If you ask, Relay Oklahoma offers you different
ways for your calls to be handled. Here are
your options:

Ask the relay agent to type and speak exact-
ly what is said.

(Resuit: The agent will reproduce the exact
Conversation. )

Ask the agent not to announce your call.

(Re;ult: The. agent will not initially ask the
calling Party if he or she has ever received g
relay call, ang will not explain the service.)

R e e s

please feel free to cali our
Center:

impaired

Ask the agent to use voice or hearing
carry-over.

(Result: This provides direct communication
when callers who are deaf, hard-of-hearing,
or speech disabled use their own voice or
hearing.)
* Using Directory Assistance
Please refer to your local directory for the
directory assistance number.

Relay Okiahoma Billing Procedures

- There are no fees or charges for using the
relay service within your local calling area.

-Long distance calls made through Relay
Oklahoma will be billed at a reduced rate,
This discount is given to compensate for the
additional time needead to place a call through
the relay service. Rates are available.

- Direct dial, collect calls, third-party calls,
credit card and calling cards are welcome
through the relay service, Simply identify your
billing method.

State-To-State/International Calling

Relay Oklahoma lets you place calls to and

receive calls from anywhere in the continental

United States. in addition, Relay Oklahoma

enables you to make international calls to any-
where in the world,

- Computer Call Processing

You may access Reiay Oklahoma with your

computer by dialing either 1-800-722-0353

or 1-800-522-8508. Set Your communications
software to the following protocol at speeds

ranging from 300 to 2400:

a. 8 bit b. No Parity c. 1 Stop Bit d. Ful Duplex
When calling at a rate of 300 or below, follow the
above settings using Half Duplex. (Note: |t may
be helpful to set your “time out” tg 100 Seconds.)

If you need more information on Relay Oklahoma,
Customer Service

1-800-676-3777 ﬁTY/Voice}

Relay Okiahoma c/o Sprint
P.Q. Box 7910

Shawnee Mission, KS 66207
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Additional Information Page 1 of 2

AL
OKLATEL

s -
COMMUNICATIONS INC. telephone internet long distance customer about (4

Providing dependable telecommunication service. Key Word... Submit Que Quality Communication Se

Home Telephone Additional Information

telephone Additional Informa

Oklatel continually strives to provide its
customers quality phone service that offe
enhanced features and competitive high
broadband. To accomplish this, enhancit
Oklatel's network with fiber optics is a st
step goal aggressively being met, even t
extent of expanding some services into
neighboring areas,

Local Calling Areas

Business Service

Residential Service

Directory Assistance

Give us a call for all your telecommunica
needs — 918-656-3233.

Lifeline Service

Additional Information |

Additional Information

> Oklahoma Government Offices

» Oklahoma Corporation Commission
J
¥ Customer Telephone Access

j To communicate by telephone between hearing persons and TDD users, you may call these 24-hour service numbers:

4 : |
\ |45 N 1 | Okiahoma ity (Local ......525.8628
g Lo Nt o " | 405AreaCode.............. 1-800-522-8506
Check Your Coverage ‘ Tulsa (Local) .................. 252-3022
See the services available in i 918 Area Code .............. 1-800-722-0353
your area. i

Persons with hearing or speaking difficulties may obtain information about specialized equipment and service by contacting:

Oklahoma Department of Rehabilitation Services
| 2401 NW 23rd St., Suite 65
Oklahoma City, OK 73107

| Oklahoma Corporation Consumer Services Division Telecommunication Device for the Deaf — 405-521-3513

- Telephone Safety
Technical Support #: !
1-800-869-1989 i Your telephone is one of the safest appliances in your office or home, but a telephone user should be cautious in a few situations.
Technical Support Hrs. . Pithirig the lesh Shiverilh id O e telogin i 2 -
Mon - Fri 8 am. - 5 p.m. 5 v ngr € telephone in water could cause a shock. Do not use the te ephone while you are in the swimming pool, bathtt
i | ower.
f,;,':,:,'@" cliaial vt | Oklatel Communications uses protective measures to limit electrical surges from entering your home, but absolute protec
i . lightning is impossible.
Need Help? Click Here | = Avoid using the telephone during electrical storms in your immediate area. Make urgent calls briefl

| * Reportimmediately if a gas leak is suspected, but use a telephone away from the area in question. A tiny spark could be
the telephone’s electrical contacts when dialing. It is possible the spark could ignite heavy concentrations of gas.

Glossary of Terms

| # A B c D F | L M N o B R S

{ 4+ 911 Fee

=+ 9-141 Equalization Fee

O K LATEL Services Customer About Legal

http://oklatel.net/telephone/additional-information/ 9/19/2016
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Customer Bill Page Message




“Bill Paje mes's?e;

_‘———Av PO Box 380600 ACCOUNT N(?Z &
OKLA.FEL Dustin, OK 74839 VP HEING
COMMUNICATIONS INC, ml’-"age: g

* Bureau of Indian Affairs General Assistance

* Tribally-Administered Temporary Assistance for Needy Families (TTANF)
* Head Start Programs (under income qualifying eligibility provision only)

* National School Lunch Program's Free Lunch Program

Oklatel Communications, Inc. offers Enhanced Lifeline Service at a reduced
rate. Lifeline customers can also subscribe to optional services at the
same rate offered to other customers.

Lifeline service is a non-transferable benefit, and a Lifeline subscriber
is prohibited from transferring the Lifeline service to another, including
another person eligible for Lifeline service. Lifeline service is limited
to one discount per household.

What Universal Services Are Available to All Customers?

Unversal Services available to all customers of Oklatel Communications
inc. include:

* Voice grade access to the public switched network or its functional
equivalent

* Minutes of use for local service provided at no additional charge to the
customer

* Access to emergency services (911)
* Toll limitation for qualifying low-income consumers.

How Do Telephone Customers and Applicants for Telephone Service Apply for
Enhanced Lifeline and Expanded Link-Up Program?

Customers may request self-enroliment forms from the business office.

How to Apply for Telephone Service?

If you do not have telephone service and wish to obtain telephone service,
and you are in the Oklatel Communications, inc., serving areas or if you
have telephone service and you move, and you qualify for the Expanded
Link-Up Program and are in the Oklatel Communications, Inc., serving
areas please call our business office number, 918-656-3233, and we will
be glad to assist you.

Oklahoma Relay provides a full telephone interpreting service between
people who can hear and those who are deaf, hard-of-hearing, deaf-blind,
or speech-disabled. Communications Assistants (CA's) have computers that
enable them to hear the voice users as well as read the signals from the
TTY users. These services are available 24 hours a day, 365 days a year.
There are no restrictions, and confidentiality for relay users and CA's is
assured by the Federal Communications Commission (FCC) Ruling.

@ PRINTED ON RECYCLABLE PAPES
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Oklahoma Relay Numbers:

;  § RIS O— TTY/ASCH/NVoice/VCO

1-800-722-0353... TTY/HCO

1-800-522-5065...ASClito Voice

1-800-522-8506...Voiceto TTY/VCO/HCO/STS
1-800-876-3777...CustomerService (TTYNoice/ASCIlNCO/HCO)

| Persons with hearing or speaking difficulties may obtain information about
| specialized equipment and services by contacting:

| Okiahoma Department of Rehabilitation Services

2401 NW 23rd St., Suite 65

% Oklahoma City, OK 73107

TOD EQUIDPRG.........coonneirnmmm corsrensecssns 1-800-833-8973

f Oklahoma Corporation Commission
Consumer Services Division
Telecommunication Device for the Deaf. ..1-405-521-3513
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* Repairs
® Customer Service

®* New Service
From your exchange
dial 611 or call

888-782-2667

RELAY OKLAHOMA TDD
TTY RELAY SERVICE

Telecommunications
Relay Service

For assistance in calling
between persons with

a Telecommunications
Device for the Deaf and
hearing persons...Dial 711

0 RMAfk INV I 4AGERE Vi AININUAL MEETING
OF MEMBERS OF
PIONEER TELEPHONE COOPERATIVE, INC.

The Annual Meeting of members of Pioneer Telephone Cooperative, Inc.
Kingfisher, Oklahoma, will be held in the Kingfisher County Exhibit Building on the
grounds of the Kingfisher County Free Fair Association, located just West o
Thirteenth Street and South Bowman Avenue, situated on a tract of land described a:
the N/2 of the NE/4 of Section 21, Township 16 North, Range 7 W.I.M., Kingfishei
County, Oklahoma, at 1:00 P.m., on Tuesday, May 2, 2017, to take action on the
following matters:

I Certified copies of the Minutes of the District Meetings of Members in which

Trustees have been elected.

Il Report of Officers, Trustees and Committees.

. Al other business which may come before the meeting or any adjournment

~ thereof.
PIONEER TELEPHONE COOPERATIVE, INC.
BYDS i Q LJOC!:L,C;(/\
. It’s President
ATTEST:
s oy
ok Lot %
It's Secretary

(SEAL)

if anyone needs an interpreter present because of hearing impairment, please notify
us five (5) days in advance.

Equal Opportunity Employer M/F

Save this date!
@ Pioneer

Make plans to attend our 64th Annual Meeting
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Appendix F: Oklahoma Brochures, Ads, and Website Screenshot

What is CapTel® Service?

» The service Is similar % capfioned television.

} Dialtne perscn you're caling directly.

¥ Captions are provided ive for every phone call.
They are dispiayed on your CapTel phone's bult-n
screen for you 1o read while Istening to the caler
witn your resicual hearing and responding back 0
hem with your own voice.

} CapTel Service I3 provided tree of charge® through
Oklahoma Relay.

The CapTel phone ls avallable through OK-TEDP.
OK-TEDP Informagion on the back.

How does CapTel work?

The CapTel user dials and speaks directly
to the cther party on the telephone.

The other party speaks crecty o the
CapTed user.

The CapTel aperator ranscrives the other
party’s spoten meszage b text (captions)
using voice-recognition t=chnology.

The CapTei user listens to the cfher party on

the telephone while reading caplions of the
conversation on a cisplay screen

CapTel Comparative »(;haq

CapTel 840 Up to 15 Hines of text depending on fork stee
CapTel 2401 Up t 15 Tines of tewt dapending on fonk skoe
CapTel 24001 Up 10 10 Thnes of et dapending on font S8
= it e

CapTel 840 Anakog phone line or DSL with fter

TapTel B401  Anaiog, DL, VeiP, F105, Digital cablle phone

CapTel 24001 Anaiog, DGR, VeiP, P35, Ohital cabile phene

-
Need Equipment?

The

~

Program (OX-TEDP) provides free teisphone

‘equipment to efigitie Okiahomans who:
» are deat, hard-of-hearing, or deaf-dind.
» have a speech disabiity.

» have a visual mobiity, or cogmitive impairment that
prevents them from using 3 standard telephane.

Who can apply?
Anyone can 3pply who meets the folowing
four criferia:

» Okishoma resicent
» Personal felecommunication service
» income eligibiity

» Dhakilly cerifed by » quaified professional
Even If you do nct meet income eligbiRy, a chared

cost option |5 avalable.

How do | apply?

To receive an appiication, contact OK-TEDP:
» Servios to the Deaf and Hard of Hearing

Okiahoma Sohool for the Deaf
1100 East Okiahoma 3veet
Suipher, OK 73086-3108

» 888-308-1717 (Voke/TTY)

» 406-294-3977 or 406-294-39€8 (Videcphone)

» www.0sd k12.0k.us/odp (Webslto)

Butte 300
Litti= Rock, AR 72211

Oklabome Reley is provided by Sprint.

CopTot 15 @ registered tratemark of Ultratec, .

Nsthan Burieson, Relay Manager
500 South Shackieford Road

Videophome: 501-246-5227
Emall: nathan. berieson@sprint com
Webeite: ckishomareiay.comicapte|

AuoKace2

J

CapTel lets you

communicate with

ee)plilel=]

ef=]
A>3

» Okishoma Relsy Captioned Telephone 3ervice
sllows anyone who uses hearing alds or who
finds Its IMcult 1o hear indepencentty to use the.
phone.

¥ 24-hour-a-day free

service.
CapTef users are responsidie for thetr own long
However for

W Retay Captioned Teisphane Service.

} 2panish Captioning is svaliadle for
3panish-to-Spanish calis.
= Howrs are 7 am to 11 pm C8T

HI Mom a naw phone
realy? Does that m
can read what fm

i You

GUINgG Our CONversstion’
Wow { can't walt to see it
next time we Come ovee to

»
Do you S"Uggle with

understanding others
on the phone?

We've got a

solution for you

Captioned
Telephone

v

Rishomaresay.com

» misunderstand

conversations
due fo background nolses?

If you answered YES, we've got the solution
for you. Oklahoma Relay Captioned Telephene
Services allow you to LISTEN, and READ
captions of what the other person says.

CapTel benefits:

» Bult-in ansaering Machine wiih captions

» Bright and easy-to-read display.

» Captions 3ppear on 3l cals, incoming and oulgaing.”

» Just unplug your okd phone and piug In the CapTed
phone. There are no additional line charges
associated with use of e CapTel phone.

» Font size and colors ¢an be changed to meet your
persanal preferences.

/Sprini WebCaplel
sprintcaptel.com

WebCapTel benefits:

» No spacial equipment Is required.

» Any Kind of telephane and compuer with infernat
3Coe6s.

» Font ize and colors can be changed 1o mees your
pessonal preferences.

/

» The
mmmmm@wam
conversatian on his compuser manitor.

» T access this FREE* service, simply go o
the Sprint WedCapTe registration page at
s q
L7
=X
Federal Relay Caplel
federalcaptel.com
Are you a federal employee?

You may be qualitiad for the Sprint Federal CapTel
Senice.

» If you are a Federal employee, Feuex:wwus
accessiie domestcally

» No domestic tof {long distance) charge for cais
made amywhere In the Uniied States.

» Depending on your federal status, several
opions are avaliable 10 order 3 CapTed phone
» warw.federsirelay usicaptel
» www.caplel_com/federal

/

..h-—ub—w&-m* -u-.=¢-

= enrjaey o ot

e ok o levigen

m-“. Ton S
09 20w S0 am s cum o e 5244 . e o - s

e 3 0a g ol
0. SRt 0 4 S, pabasd w Sat oy
= eSSy T e G
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Relay
available 10:

'p o e deaf,

organizasons within Okiahom3.

make

‘answmyquesnms mmgems,ammrum

S e -
Y
settings and at trade snows throughout OKishoma.

mmmnmmnmmamm contact:

» 5012211285 (Veice)

+ 501-221-3279 (TTY)

+ 501-246-8227 (Vigeophane)
+ 501-221-3241 (Fax)

+ oklahomarelay comicontact (Wedsite)

* The goal of the Pigase Don't Hang Up campaign is to decrease

1he frequency of hang ups by businesses who are unfamiiar with
Ouahoma Relay. The campaign includes:
i announcements

public service
+ articies in business pubiicasons

* If you have expenenced a hang-up, please goto
U910 v e i ]
wil provide the n

information about Okiahoma Relay.

* Many people have found that changing the way their relay

‘calis are announced reducss hang ups:

+ Instea of saying, *This is Okiahoma Refay...", ask the relay

operator 10 begin, *This is a customer of your business caiing

though Okiahoma Relay.

JOICE]

3,” O, “This is (your ng

TTY

Emergency

5 érom TTY payphe

are free of charge.

can be billed througn Caling Carts and prepaid Cards.

Customer Profile

d3ting their user preferences
s Confidential and secure.

Telecommunication Equipment
Distribution Program (TEDP)

ovises TTYS ang omer acapive equpment

HCO.

Standard Phone Teletypewriter Hearing Carry-Over
711 or 800-522-8506 | 711 or 800-722-0353 | 711 or 800-722-0353

» Standard telephons users can * TTY stands for a teletypeniter » Speech-gisabled users wih
easily infdate calls 10 persons dewice. hearing isten to the parson

Who are deaf, hard-céhearing, ¥ A o e, N they are caling.

cea*bind, andior speech-disabied. , or deatbing » The HCO user types his!

» The reiay operator types he usesammyperiy her comversaton for e relay
‘s spoken 10 arelay operator 10 read aioud 1o the.
words 10 the TTY user. Wummmmm standard telephone user.
» Howto dial: mm m;a » A senvice is

» Dial 711 0r 800-522-6506 s S avaistie:

» The reiay operator anncunces, | sangard telephone user's I i i
*Okiahoma Relay Opesator (#). | spoken words by typing them ety operator feads Joud e
May I nave the number you BacK 10 the TTY user. TTY users
wish 10 cal, please™ LEers fyped message.

: The HCO user types nisher

¥ Give e refay operalor the ‘conversation directly 1o the

area code 3nd phone number. TTY user.

* The reiay opesator wil

process the call.

Voice Carry-Over
711 or 866-826-6552

» Adeafhand-ci-nearing person
uses nisimer voice to speak.
directly ¥ a standard telephone
user.

» Arelay operator types what the
standard telepnone user says 1o
the VCO user 1o their TTY for the
VCO user 1o read.

» ideal for iae-gefenad adults
Who are unatie 1o hear over the

* Additional VCO senvices are
avaiatie:

» VCO to TTY: The relay operatar
types what he VCO user says
mmmmmvume

Connecting
people to people...

One call at a time!

SIS

£

WIEM

nmmmmm amim mtalefed ornave

a speech disabily.

1o peogle who

 Aliows prone (TTY) or

Tey) o

Mmmawmmmn specaly vained

relay operators.

+ Cals can be made 10 anywhere in e woekd, 24 hours a day, 365 days
2 year with no reswicions on Me number, lengen, or type of calls.

* Al calls e stricty confdential and no records of any conversation are

manained.

* The reiay service i oy
Deaf and Hard of Hearing and provided by Sprnt.

1 Relay User types her conversation %o the Relay Operator.
2 Relay Operator ten read akouds TTY User's typed message o
Sandard

Telephone User.

3 Aer TTY User types “GA", itis Standand Tekepnone User's 8m to

respong.
a4

,s«axura

BTHERS!

Speech-to-Speech |Captioned Telephone | Internet (IP) Relay www.sprintip.com
711 or 877-722-3515 | 711 or 877-243-2823 » SprintIP Relay s a senice mat aliows
8 callers with hearing koss o piace

» Aperson witn a speach disatiity | Simuitaneously hear e other calls over the Internet via

can use hisier voice or voice party's voice and also read ther computer of Iaptop. There

synneszer over the phone. capions of evenyTing Mey say. is N0 need for raditional TTY

Sﬂeem—nspeech (STS)calls  |* Provided iree of charge* through equpment.

can te. Okiahoma Rei3y. » Sprint IP Relay i a free senice

’ wmmmm » igealor -

a speech disabiity. Who have cifficuty undersianding senvice with the ease of the.
» by pecpieo paop e phore. Imernet and there are no
useaTTY. 2 5 ¥ long-distance charges.
S 3 + Builtin answering machine with

» Specaly wained relay 0perars | capscns,

serve as the speech disabled e :

users voice. They fsten and * Free phone elighiy information

repeatthe speechisabied is avaiatle cn e websie at

wersdogueecaled | WeIEALGMREINMMAT | guanich Relay Service  800-662-4955

Lk 'g’iﬁ:‘;:;m » TTY user can type in Spanish and hisher conversation wil be:
» Okiahoma Relay's unparaleled relayed in Spanish % 3 voice caler.

equipment and exceptional STS

retay operator ¥raining ensures

International Calls

605-224-1837

you o place
and from anywhere in the world i Engiish or Spanish.

TeleBraille

711 or 800-722-0353
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Is this you?

“rm sorry,
I can’t hear you.

“could you please
repeat that? *’

oklahomarelay.com

J

We may have a
solution for you!

Easyas1:°2+3

@¢ Dial the number of the
: person you want to call.

Speak normally.

= LISTEN to the other person and READ
captions of everything that is being said.

CapTel® 840 & 840i

Oklahoma Captioned Telephone Service offers the ability for anyone
with hearing loss to communicate on the telephone independently.
Listen, read and respond to your callers with the ease of a CapTel phonel!

Large 7" screen with easy-to-read captions
Built-in answering machine with captions
One-touch button to reach customer service 24/7

To learn more about the CapTel service:
- go to www.oklahomarelay.com/captel

To order a CapTel 840/840i phone:
- go to www.captel.com/states/oklahoma
- call 877-805-5845

For more information, contact:

- Nathan Burleson, Oklahoma Relay Manager
- 501-246-8227 (Videophone)

- 501-221-1285 (Voice)

Capldl is a registered trademark of Ultratec, Inc.
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Trouble HEARING )

on the Phone e

www.oklahomarelay.com

L

2 Y m—TT Captioned Telephone service
higrandma my concert recital f
is next Friday night  would you 4 - from Oklahoma CapTel offers
and grandpa be able to come? [ ( s .
great it starts at 7pm at the " the ability for anyone with

theater downtown 2 .
hearing loss to communicate
on the telephone independently.

LISTEN, READ and
RESPOND t your callers

with ease on the CapTel® phone!

. FOR MORE INFORMATION ABOUT THE SERVICE
AL OR TO GET A CAPTEL PHONE, CONTACT:

= Built-in answering machine with captions ®m Oklahoma Relay/CapTel Customer Service
= Speakerphone capability m 888.269.7477 (TTY/Voice)

® Large touch-screen display with easy-to-read captions = 866.670.9134 (Espanol)

: ® 608.204.6167 (Fax)
= One-touch button to reach customer service ® captel@captel.com (Email)

LEARN ABOUT LIST OF CAPTIONED FOR CALLERS WITH PLEASE EQUIPMENT OUTREACH PARA PERSONAS HELP
OKLAHOMA RELAY RELAY SERVICES  TELEPHONE A SPEECH DISABILITY DONT HANG UP DISTRIBUTION PROGRAM QUE HABLAN ESPAROL CONTACT

What is What is 7117 > VIDEOS

Relay Service?

- . 711 is a number that is used in the United States to reach the p INTERNET
What is 7117 Telecommunications Relay Service (TRS). This number enables RELAY
. telephone conversations between people with speech or hearing
b‘St (:erRelay loss and people without speech or hearing loss. All states now > SPONSORSHIP
umbers have 711. REQUEST
All you have to do is dial 711. > CUSTOMER
PROFILE
Everyone Can Use 711! » FEEDBACK
Follow these simple steps: » RESOURCES
1. Dial 711 (or the Oklahoma Relay toll-free number
appropriate for you specific call. - click here) » FAQS
2. A specially trained Oklahoma Communication Assistant will
answer and identify themselves by their Operator number. > SURVEY

3. Give the Operator the phone number of the person you are
calling.

4. The operator will connect you with the person you are
calling and will assist you with communication.

It really is that easy! NOTE: If the phone from which you are calling does not accept 711, just call
1-800-722-0353 for the same great results.

Remember, calls can be made to anywhere in the world, 24 hours a day, 365 days a year. All calls are
strictly confidential and no records of any conversation are maintained. Long distance calls are billed
at a discounted rate.

711 is not an Emergency Number
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{ 9.\ OKLAHOMA

* « 50 « » » « Connecting peopleto people ... one call at a time!

deaf deafblind hard-of-hearing  speech-disabled

B <

L L]

a2 L
Relay Oklahoma
@RelayOkiahoma
Home

Events

Reviews ok Likedv 3\ Following~ 4 Share

At

Hours 5:00AM - 5:00PM
Relay Oklahoma Open Now

‘W Published by Alice Thompson B

Ty day 31 - &

. Visitor Posts >
Relay Oklahoma would love to help you comunicate better on the
telephone.
https:ffyoutu be/LLABWN 3yuX Q Thomas Tamme Jasper e
4 May 14 at 3:05am

Relay Oklahoma

@RelayOklahoma

Oklahoma Relay CapTel

i do agree this

Like - Comment - Message & -
Home
Events
X T Feople Also Like
Reviews I
About ,a Minnesota Music Connection
3 people reached Boost Post ' Musical Genre
Videos
Photos oy Like  (J comment 2> Share &

i
ﬁ Alexander Community Center
Posts 0 Dustin Martin - Community

ieEE Ié' Wite & comment ©

Community T - ' Sara Burke R&F
HealthiBeauty

@
(8
&

- —

2 houpL
HEARING %
ON THE PHONE »

e
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Appendix G: Legislation Establishing TRS in Oklahoma

§63-2417. Duties and responsibilities of State Department of
Rehabilitation Services.

The State Department of Rehabilitation Services is hereby directed
to:

1. Provide for the availability, distribution and maintenance, at
no cost to qualified individuals with hearing or speech disabilities,
or both, telecommunication devices and ring-signaling devices
compatible with the telecommunications relay services for deaf or hard-
of-hearing and speech-impaired individuals requirements of the
Americans with Disabilities Act of 1990 and regulations promulgated
thereunder; and

2. Design and implement a needs assessment test so that
individuals with hearing or speech disabilities, or both, are benefited
by this program. Provided, however, that no equipment and maintenance
shall be provided without charge for those individuals meeting more
than two hundred percent (200%) of the income guidelines for food
stamps. The State Department of Rehabilitation Services shall develop
a sliding scale to provide equipment and maintenance to individuals
exceeding the needs test specified by this paragraph.

Added by Laws 1986, c. 183, § 2, eff. July 1, 1986. Amended by Laws
1993, c. 364, § 19, emerg. eff. June 11, 1993; Laws 1994, c. 315, § 13,
eff. July 1, 1994; Laws 1998, c. 246, § 25, eff. Nov. 1, 1998.

§63-2418. Telephone access line surcharge - Telecommunications for the
Hearing Impaired Revolving Fund.

A. There is hereby imposed a surcharge of five cents ($0.05) per
local exchange telephone access line per month to pay for the equipment
and maintenance program provided for in Section 2417 of this title and
to provide for other needed services for the deaf, severely hard-of-
hearing, severely speech-impaired and deaf-blind programs administered
through the Department of Rehabilitation Services, such surcharge to be
paid by each local exchange subscriber to local telephone service in
this state, unless such subscriber is otherwise exempt from taxation.

B. The surcharge shall be collected on the regular monthly bill by
each local exchange telephone company operating in this state and shall
be remitted quarterly to the Oklahoma Tax Commission no later than
fifteen (15) days following the end of each quarter.

C. There is hereby created in the State Treasury the
Telecommunications for the Deaf and Hard-of-Hearing Revolving Fund.

The fund shall consist of monies imposed in subsection A of this
section. All monies accruing to the fund are hereby appropriated and
may be budgeted and expended by the Department of Rehabilitation
Services. The fund shall be a continuing fund not subject to fiscal
year limitations and expenditures from said fund shall be made upon
warrants issued by the State Treasurer against claims submitted to the
Director of State Finance for the purpose of implementation of this
act.

Added by Laws 1986, c. 183, § 3, eff. July 1, 1986. Amended by Laws
1987, c. 5, § 140, operative March 31, 1987; Laws 1987, c. 196, § 17,
operative July 1, 1987; Laws 1994, c. 315, § 14, eff. July 1, 1994;
Laws 1998, c. 246, § 26, eff. Nov. 1, 1998.

§63-2418.1. Certified local exchange telephone companies - Compliance
with federal legislation - Assessment of surcharge.
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Each certified local exchange telephone company shall comply with
the provisions of the Americans with Disabilities Act of 1990 and
regulations promulgated thereunder relating to telecommunications relay
services for deaf and hard-of-hearing and speech-impaired individuals
and shall assess a surcharge to each customer on a per line per month
basis to recover the costs associated with such compliance and advise
the Commission of any changes.

Added by Laws 1994, c. 315, § 15, eff. July 1, 1994. Amended by Laws
1998, c. 246, § 27, eff. Nov. 1, 1998.

§63-2419. Collection of revenues to cease under certain conditions.
If the revenues collected under this act exceed the costs of operating
the program provided for in this act, and if such excess at any time
equals the three-year average of expenditures under this act then such
collections shall cease until one half of such surplus has been
exhausted.
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BEFORE THE CORPORATION COMMISSION
OF THE STATE OF OKLAHOMA

APPLICATION OF THE OKLAHOMA LOCAL ) CAUSE PUD NO0O.930001568
EXCHANGE CARRIERS FOR APPROVAL TO )

RECOVER COSTS INCURRED IN PROVIDING )

INTRASTATE TELECOMMUNICATIONS RELATED )

SERVICES. ) ORDER NO. _ 177145
Hearing: October 13, 1993, before the Commission En Banc
Appearances: (See Official Record.)

By the Commission:

The Corporation Commission of the State of Oklahoma being
regularly in session and the undersigned Commissioners being
present and participating, this Cause comes on for consideration of
the application of the Oklahoma Local Exchange Carriers ("LECs")
for approval to recover costs incurred in providing intrastate
Telecommunication Relay Services ("TRS").

Summary of Proceeding

The LECs' application was filed on September 13, 1993. The
application was specially set before the Commission en banc, and

after proper notice came on for hearing on the above mentioned
date.

At the time of hearing Staff counsel announced that the
parties to the Cause had entered into a Stipulation for purposes of
resolving the issue raised by the LECs' application, and that the
parties request that the Commission approve said Stipulation as its
disposition of this Cause.

The Stipulation was sponsored and explained by witness Kendall
W. Parrish, Telecommunications Coordinator, Public Utility Division
of the Oklahoma Corporation Commission. Mr. Parrish recommended
that the Stipulation, as signed by the parties to the Stipulation,
be approved by order of the Commission.

Findings of Fact and Conclusions of Law

Upon full and fair consideration of the record in this Cause
and being well and fully advised in the premises, the Corporation
Commission makes the following findings and conclusions:

Proper notice was given in this Cause by publication as
ordered by the Commission.

The Commission has jurisdiction of this Cause by virtue of the
provisions of Article IX, § 18 of the Oklahoma Constitution; 17
0.S., § 131 et seq; and the Commission's General Rules and
Regulations Governing the Operations of Telephone Companies and
Telecommunications in Oklahoma.

The Commission finds that the Stipulation attached hereto and
made a part hereof, is a fair, reasonable and equitable disposition
of this application.



Lduse rupy NO. YouuulLOooo
Order continued
Page 2

The Commission further finds that Title IV of the Americans
With Disabilities Act of 1990 ("ADA") mandates that by July 26,
1993, all common carriers in Oklahoma shall provide TRS, but that
currently the LECs in Oklahoma are not in full compliance with the
new ADA requirements or Federal Communications Commission ("FCC")
regulations.

The Commission further finds that the LECs have solicited bids
from known vendors of TRS service; that four vendors responded with
proposals; and that based on those bids, an agreement for the
provision of TRS has been reached between the Oklahoma Telephone
Association ("OTA") as designee of the LECs and the lowest bidder,
U.S. Telecom d/b/a Sprint Services, a subsidiary of Sprint
Corporation ("Sprint").

The Commission further finds that pursuant to that contract
Sprint will provide, as the OTA's designee, a statewide TRS in
conjunction with its nationwide TRS, through which hearing-impaired
and speech-impaired persons are provided with access to the
telecommunications network in the United States that is
functionally equivalent to that provided to other
telecommunications customers.

The Commission further finds that the components of Sprint's
TRS will meet or exceed the minimum operational and technical
requirements of the FCC's regulations, Part 64.604 for TRS; and
that as designee of the OTA, through Sprint's provision of TRS in
Oklahoma all LECs will thereby achieve compliance with the ADA.

The Commission further finds that at the time Sprint's TRS
service is implemented in Oklahoma, the DRS will terminate the
service it now provides under the Oklahoma Telecommunications for
the Hearing Impaired Act; except that Department of Rehabilitative
Services ("DRS") will continue to provide equipment and maintenance
to qualified individuals in accordance with the pertinent
provisions of the Act, funded by the current five cents surcharge
imposed by the Act.

The Commission further finds that access to Sprint's Oklahoma
Relay Center will be through the two existing toll-free numbers
currently available to users of the DRS program; the DRS will
transfer the availability of those numbers to Sprint, thereby
making a transition from the DRS program to Sprint's
telecommunications relay service transparent to users of the
service.

The Commission further finds that Sprint will bill the OTA
each month for its services and the OTA will allocate the charge to
each individual LEC based on access lines; each LEC will be
responsible for its share of the charges and will remit payment to
the OTA which will in turn forward payment to Sprint.

The Commission further finds that the Interexchang> 7Tz =Z_z_
providing toll service in Oklahoma should not be assessed any
amount of Sprint's monthly charge unless so ordered by the
Commission in the future, but will be subject to the monthly per
access line fee, or its equivalent, to the extent they subscribe to
the LECs' services. Sprint will process all local calls, and all
intrastate long-distance and interstate long-distance calls
regardless of which long-distance carrier serves the user; long-
distance callers will be allowed to choose long-distance carriers
from those who respond to Sprint's carrier of choice plan.
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"A" should be approved and each LEC authorized to recover its
allocated portion of Sprint's charge to provide TRS by assessing
its customers a statewide uniform monthly per access line fee in
accordance with the provisions of said tariffs.

The Commission further finds that approval of the Stipulation
is in the public interest and will represent a balancing of the
needs and interest of the public, the common carriers providing
telecommunications services in Oklahoma, the users of the service
and the parties to the Stipulation.

ORDER

IT IS THEREFORE THE ORDER OF THE CORPORATION COMMISSION OF THE
STATE OF OKLAHOMA that the Stipulation attached hereto and made a
part hereof be and the same is hereby approved and adopted by the
Commission as its disposition of this Cause.

IT IS FURTHER ORDERED that each Applicant is hereby authorized
to recover its allocated portion of the charge of the TRS provider,
by assessing its customers the statewide uniform monthly per access
line fee in accordance with the provision of the tariff approved
herein and attached to the Stipulation and made a part thereof as
Attachment "A".

IT IS FURTHER ORDERED that Applicants shall file original
tariff schedules, which substantially comply with the provisions of
Attachment "A" to the Stipulation, for approval by the Public
Utility Division to become effective on and after the date of
approval.

CORPORATION COMMISSION OF OKLAHOMA

CODY L. qRAVES, Vice Chairman

DlSS ENT (Dissenting Opinion Attached)

BOB ANTHONY, Commissioner

DONE AND BERFORMED THIS | JJH DAY OF (7opce ,1993.
BY ORDER OF THE COMMISSION:

HARLOTTE W. FLANAGAN, Spgcretary



BE%ORE THE CORPORATION COMMISSION OF THE STATE OF OKLAHOMA

APPLICATION OF THE OKLAHOMA
LOCAL EXCHANGE CARRIERS FOR
APPROVAL TO RECOVER COSTS
INCURRED 'IN PROVIDING
INTRASTATE TELECOMMUNICATIONS
RELAY SERVICES.

CAUSE PUD NO. 930001568

DISSENT OF COMNISSIORER ANTHONY

I must respectfully dissent from the opinion of the majority
filed herein. I am reluctant to grant a unilateral $1.5 million rate
increase which affects all Oklahoma telephone customers without

carefully considering the fairness of existing rates. |,

Let no one misinterpret my dissent as a vote against this
program. I have long been a supporter of advanced telecommunications
access for the hearing and speech impaired, and upgrading this program

in Oxlahoma should occur immediately.

But I oppose automatic pass-through of these program costs
outside the normal rate review process which is designed to protect

Oklahoma ratepayers.

Aol

Bob Anthony

Commissioner
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BEFORE THE CORPORATION COMMISSION o:gg“ SOMMISSI0n
OF THE STATE OF OKLAHOMA LAHOMA

APPLICATION OF THE OKLAHOMA LOCAL )
EXCHANGE CARRIERS FOR APPROVAL TO ) 2 e
RECOVER COSTS INCURRED IN PROVIDING) CAUSE PUD NO. 930 001)()23
INTRASTATE TELECOMMUNICATIONS )
RELAY SERVICES. )
APPLICATION

Come ncw the Applicants in the above-stvlaed and numbered Cause
and £f2r +*halr application to recover the costs incurred in
groviding Lntrastate telecommunicaticns relay services allege and
state as follcws:

3 Parties. Applicants consist c©f virtually all Local

S = ")

Zxcharge Carriers LECs providing Lccal exchang talephone
service and other telecommunications services throughout the Stats
cf Cxlahoma. Attached heretc and made a party herec:i as Appendix
"A" L5 a list of the names and addresses of each of the Applicants
in this Cause.

25 Allegations of Fac=t. Title IV of %the Americans With

isapilities Act of 1990 ("ADA"), § 225 of the Ccmmunicaticns Act

(W]

(e}

f 1934, as amended, 47 U.S.C. § 225; and §5 64.601-¢4.608 cf the
Ccde of Federal ﬁegulations, 47 C.F.R. 5§ 64.601-64.608; require
that each commen carrier that provides telephcne voice transmission
services shall, nc ~ater than Jaly 25, 2593, srovide
celeccmmunicationg relay service {"TRS") 4individually, =ahrough
designees. through a competitively selected vendor, or in concert
#it!h the ocher carriers throughout <the area in which it offers
service. The intent of Section 225 of the Ccmmunicaticns Act
t"Secticn 225") is to further the Communicaticn Act's goal cf
universal service by providing to individuals with hearing or
speech <disabilities telephone servicss <+*hat are Zunctionally
equ;raienc T2 those provided toc individuals withcus hearwng or
speech disabilities.

Trem 1236 until the gresent, a TRS type service has been
srzcwwded in 2klahoma by the Cepartmenc <f Human Zarwices - "CHS")

and the subseguently’ created Oklahoma Oaepartment cf Pehabilitaticn
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Services ("DRS"), pursuant to authority and obligation establighed
under the Telscommunications For The Hearing-Impaired Act passad by
the Oklahoma Lagislature and made effective July 1, 1986.

Since the time Section 215 was passed in 1990, sach Oklahcma
LEC has relied on the DRS' program as a method to fulfill its
Ladividual obligation to provide TRS under Section 225. Each LEC
assumed that by virtue of the DRSS program it would ba in compliance
with Section 225 on the July 26, 1993, deadline datse.

However, cnlvy a few weeks tefore July 26, 1993, the LECs wera
made aware that the DRS program cid not meet Federal Communicaticns
Commission ("FCC") requirements. Therefcre, none of the LECS weres
in compliance with Secticn 225, nor cculd they achleve ccmpliance
by July 26, 1993.

In August each LEC was rotifiled bty the FCC's enforcament
division that the LEC must explain why it is not in cocmplianca with
Secticn 225 and the steps being taken tc achieve ccmpliance. The
FCC's lettar ncted that failure to comply with Secticn 225 subjects
a common carrier tc substantial forfeitures of up to $100,000 for
each violation or each day of czcntinuing violaticn, up to a total
of $1,000,000 for a continuing violaticn.

Since that notification by the FCC, industry meetings have
been ccnducted and ©tids have ceen solicited and raceived £{rcm
vendors iynterested in providing TRS in Oklahcma. The bids are
being analyzed at the present <inme. Applicants belleve that
contracting with a wvendor tc provide TRS 1in Oklahoma i3 the
quickest and most cost effective way to achieve compliance with ths
requirements of Secticn 225. The FCC has been notified by the LECS
of these steps that have baen taken toward compliancs.

It 1s the intent of the LZC3 toc select a single entity to
gserve as billing agent fcr the wvendor. That entity will receive
the monthly bill from the vendor and will asllocate the ccsts of the
service to each talecommunicaticnsg company in the statse obligated
under Section 225 tc provide T2S. Each company's bill will bs

calculated pursuant to an equaticn tc bte develcped by the billing
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agent Ior purposes of datermining the ratica for allocating the
montily costs of TRS tc each telecommunicaticns company using the
vencor's service.

-t is estimated by the LECs that the cost to provide TRS in
Oklarcma by a vendor selected through the bidding process will
saquate to less than eight cents per mcnth per telephone access
linea: The LECs proposs tc recover by approved tariff each LEC's
allccated portion of the vendor's cost by assessing customers a
monthly per access line fee.

3 Legal Authoritv. The Corporaticn Commission has

jurisdiction of this mattar pursuant to the provisions of Article

IX, 5 18 of the Oklahoma Cznstiturion: 17 0. S§. § 131 et seq; and

o~

the Zommissicn's Ganeral Rules and Regulaticns Governing the
Cperaticns of Telephone Ccmpanies and Telecommunications 4in
Oklancma.

4. Relief Sought. Applicants seek an order <¢£f the

Commission allowing the LZCs to £ile tariffs to rescover menthly
each LZIC's allocated porticn of the monthly bill submittsd to the
billing agent by the TRS vendor. The tariff will provide for
racovery by allc@ing each LEC to assess its custcmers a monthly per
accaess line fse.

WHEREFORE, premises considared, Applicants pray that after
notice given as determined appropriate by the Cocmmissicn, that this
matter be set for hearing, and that an order be issued as quickly
as possible granting the applicaticn as requestsed, thereby allowing
each lccal exchange carrier to recover its allocated gportricn of the
vendor's costg of providing the telecommunications rslay gervices
mandated by Title IV of the Americans With Disabilities AcCT cf
1990.

Respectfully submitted,

ﬂ._.c.z A Aa dlell

Cody BY Waddell (OBA #9253)
Huffman Arringteon Kihle Gaberino

& Dunn, a Professicnal Ccrporation
2212 M.W. S0th, Suite 163

Oklancma City, Cklahoma 73112

i 405) 840-3311
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Ron Comingdeer (OBA #1835)
818 N.W. 83rd Street, Suits 110
Cklahoma City, Oklahoma 73116

Roger K. Toppins (0OBA #15410)
Scuthwestern Bell Telephore Company
800 North Harvey, Room 310
Oklahcma City, Oklahoma 73102

A« Gar=a. JSr., E£sq.

TE Southwest Incorporated
0. Box 152013

00 =. Carpentar Freeway
Tving, Texas 75015-2013

ST Ry

Attcrneys fcr Applicants
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APPLICANT LOCAL EXCHANGE CARRIERS

Alltel Oklahoma, Inc.
Oklahoma Alltsl, Inc.
P. Q. Box 2177
Little Rock, AR 72203
(5Q01) 661-8000

Atlas Telephone Czmpany
P. 0. Box 77

Big Cabin, OK 74332
(918)783~5111

Beggs Telephone Ccmpany
Sth & Choctaw

Beggs, 0K 74421
(918)287-26136

2ixby Telepnone Czacany, Zac.
£.C. 3ox 98

Bixby, OK 74008
(918)36A6-A201

Canadian Valley Tele. Zo.
Access Rocad 635 Highway
Crowder, OK 73430
(918)334-3700

Carnegie Telephone Ccmpany
lst & Colorade

Carneqie, OK 73015
(«05)654-1002

Central Cklahoma Tele. Ccmpary
223 Broadway

Davenport, CK 74026
(918)377-2241

Cherokee Talephone C:zpany
Service Road & McKinley
Calera, OK 74730
(405)434=5375

Chickasaw Telephone Czapany
124 W. Vinicta

?. O. Box 460

Sulphur, CK 73086-0460
(405) 422-21:i11

Chouteau Telephone Ccmrany
P.O. Box 909

Chouteau, OK 743137
(Y18)476-8311

Cimarron Telephone Ccmrzany
101 Cimarrcn Streec
Mannford, TK 74044
(918)865-3311

Cross Telerhone <Ccmpany
704 Jrd Avenue

“arner, CK 74469
r918)463-2921



Grand Telephone Campany
P. O. Box 308

Jay, OK 74346

(918) 2S53-43231

GTE Scuthwest, Inc.

S00 E. Carpenter Freeway
Irving, TX 7S015-2013
(214) 717-2811

Hinton Talephone Ccmpany
200 W. Main

Hinton, CK 73047-1040
(405)S542-3262

Kanckla Telephone Asscciation
100 KanOkla Avenue

P.Q, Box ill

Caldwell, =S 67022
(316)845~-3682

Lavaca Telephone Company
P. 0. Box 30

Lavaca, AR 72941
(501)674=-2211

McLoud Tszlepncne Ccmpany
13439 N. Z2rczaaway Ext.,
Oklahema Cizy, OK 73114
(405)749-0500

Medicine
P.0. Box
Medicine
(405)529-27

ark Telephcre C:=.

) 'O )

Mid America Telephone, Inc.

P. 0. Box 7

Stonewall, OK 74871
:

(405)265=4212

[}
-

Oklahoma Ccmmunicaticens Systems,
J01 §. Westfisld Road

P.O. Box 5901

Madison, WI 33705

(608)845-¢000

Oklahoma Telephone and Telegraph
?, O. Box 29086000

Dustin, CK 743839

(918)656-3233

Oklahoma wastern Telephone Co.
P.0. Box 339

Clayton, CX 74536
(918)569-41lll

Panhandle Telephone Czcp., Inc.
602 S. Malin

Guymon, CK 73942

(405)338-2556

?ine Telernone Company
?. Q0. Box 24

2roken Bow, QK 73723
(40S5) 584-:1353

Pioneer Telephone Cscteractive, Inc.
P O, Box 239

Kingfisher, CK 73730

(405)375=6574

]



Pottawatomie Telephone Company
P.Q0. 2ox €6

Earlsboro, QK 74840
(405)997-5201

Salina-Spavinaw Telaphcone Czmpany
4200 East Kelly Orive, Sulte <10
Tulsa, QK 74135

(918)496-8166

santa Rosa Telephcne Caaperativae, ZInc.
1401 MarLn Streec

Vernan, TX 76384

(817)886-2217

Shidler Telephcne Company
120 Brcaaway

Shidler, CK 74652
(405)793-2212

South Central Telephcne Asscciatica, Inc.
P.O. Box 170

Medicine Lodga, KS 687104

(116)886=5629

Southwest Oklahoma Tele. C:c.
Duke, <X 73532
(405)679=-2345
Southwestern EBell Talephcne C:.
One Bell Centr

800 N, Harvey

Oklahonma City, SX T3Il02

el
al

Terral Telephcne Coapany
220 W, Wilshire, Suite F-1
Oklahenma City, OK 73116
(205)842~1764

Totah Telephone Ccmpany, I=xc.
P.C. Box 196

Ochelata, QK 7+051
(918)535-2208

Valliant Telepncne Company
100 E. W“ilscn

Valliant, OK 74764
(405)933=-4d400

Wyandctte Telephcne Company

dba Oklahoma Comnunication Systems - Wvandottiz
P. 0. Baox 220

Choctaw, OK 72020-9220

(405)3¢0-8181



BEFORE THE CORPORATION COMMISSION
OF THE STATE OF OKLAHOMA

APPLICATION OF THE OKLAHOMA
LOCAL EXCHANGE CARRIERS FOR
APPROVAL TO RECOVER COSTS
INCURRED IN PROVIDING
INTRASTATE TELECOMMUNICATIONS
RELAY SERVICES.

CAUSE PUD NO. 930001568

—

STIPULATION

This Stipulation and Settlement Agreement ("Stipulaticn") i3
made this 13th day of October, 1993, by and between the undersigned
Oklahoma Local Exchange Carriers ("LECs" or "Applicants") the

=

Oklahoma Department of Rehabilitation Services ("DRS") and the
Staff of the Public Utility Division ("Staff") of the Oklahoma
Corporation Commission ("Commission").

WHEREAS, Applicants filed the above styled and numbered
application on September 13, 1993, and the parties to this
Stipulation are all parties to this Cause.

WHEREAS, Applicants consist of virtually all LECs providing
local exchange telephone service and other telecommunications
services throughout the State of Oklahoma.

WHEREAS, the Telecommunications for the Hearing-Impaired Act
("the Act"), effective July 1, 1986, directed the Department of
Human Services ("DHS") and the subsequently created DRS to design
and implement a program ("the DRS program") whereby third party
intervention shall connect the deaf, severely hearing-impaired,
severely speech-impaired or deaf-blind persons with persons of
normal hearing by way of intercommunication devices and the
telephone system.

WHEREAS, the Act imposed a surcharge to be paid by each local
exchange subscriber to tqlephon. service of five cents ($0.05) per
local exchange telephone access line per month, excapt as exempted,
to fund the DRS program.

WHEREAS, the DRS program is currently in coperation and the
five cents surcharge is currently being collected by the LECs and
remitted to the Oklahoma Tax Commission in accordance with the
requirements of the Act.

WHEREAS, Title IV of the Americans With Disabilities Act of
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1990 ("ADA") §225 of the Communications Act of 1934, as amended, 47

U.S.C. §225 ("Section 225"), and §§5 64.601-64.608 of the Code o

m

Federal Regulations, 47 C.F.R. §§ 64.601-64.608; requires that each
common carrier that provides telephone voice transmission services
shall, no later than July 26, 1993, provide telecommunications
relay service ("TRS") individually, through designees, through a
competitively selected vendor, or in concert with the other
carriers throughout the area in which it offers service:; the intent
of Section 225 being to further the Communications Act's goal of
universal service by providing to individuals with hearing or
speech disabilities telephone services that are functionally
equivalent to those provided to individuals without hearing or
speech disabilities.

WHEREAS, since the time Section 225 was passed in 1990, each
Oklahoma LEC has relied on the DRS program as a method to fulfill
its individual obligation to provide TRS under Section 225, and
each LEC believed that by virtue of the DRS program it would be in
compliance with Section 225 on the July 26, 1993, deadline date.

WHEREAS, in fact, only a few weeks before July 26, 1993, the
LECs were made aware that the DRS program did not meet Federal
Communications Commission ("FCC") requirements, nor could it be
modified in time to meet FCC requirements:; and that therefore none
of the LECs were in compliance with Section 225, nor could they
achieve compliance by July 26, 1993.

WHEREAS, in August, 1993, each LEC was notified by the FCC's
enforcement division that each respective LEC must explain why it
is not in compliance with Section 225 and the steps being taken to
achieve compliance, and that failure to comply with Section 225
subjects a common carrier to substantial forfeitures of up to
$100,000 for each violation or each day of continuing violation, up
to a total of $1,000,000 for a continuing violation.

WHEREAS, as a result of that FCC notification, industry

meetings were conducted and Applicants determined that the quickest
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and most cost effective way to achieve compliance with the
requirements of Saction 225 would be to contract with an
experienced vendor, whose telecommunications relay service is ADA
and FCC compliant, to provide TRS in Oklahoma: that the Cklahoma
Telephone Association ("OTA") solicited bids from known vendors of
TRS service; that four vendors responded with proposals; and that
based on those competitive bids a contract has been entered intc
between the OTA and the lowest bidder, US Telecom, d/b/a Sprint
Services, a subsidiary of Sprint Corporation ("Sprint") pursuant to
which Sprint will provide, as the OTA's designee, a statewide TRS
in conjunction with its nationwide TRS, through which hearing-
impaired and speech-impaired persons are provided with access to
the telecommunications network in the United States that is
functionally equivalent to that provided to other
telecommunications customers; that the service will be implemented
no later than November 15, 1993; that the components of Sprint's
TRS will meet or exceed the minimum operational and tachnical
requirements of the FCC's regulations, Part 64.604 for TRS; and
that as designee of the OTA, through Sprint's provision of TRS in
Oklahcoma all LECs will thereby achieve compliance with Section 225.

WHEREAS, Applicants seek an order of the Commission allowing
the LECs to file tariffs to recover monthly by a per access line
fee, each LEC's allocated portion of the monthly bill submitted to
the OTA by Sprint for providing TRS.

NOW, THEREFORE, the LECs, DRS and Staff agree and stipulate as
follows:

1. Title IV of the Americans With Disabilities Act of 1990
mandates that by July 26, 1993, all common carriers in Oklahoma
shall provide TRS throughout the area in which each offers service.

2. Currently the LECs in Oklahoma are not in full compliance
with the new ADA requirements.

3. To achieve compliance and avoid substantial fines being

levied by the FCC against each LEC, the OTA, as designee for the
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Oklahoma LECs, has entered into a contract with Sprint pursuant <3
which Sprint will provide TRS in Oklahoma.

4. Through Sprint's provision of TRS in Oklahoma as =che
designee of the OTA, the Oklahoma LECs will thereby achieve
compliance with Section 225 and the FCC rules.

S. Access to Sprint's Oklahoma Relay Center will be thrcug r
the two existing toll free numbers currently available to users of
the DRS program: the DRS will transfer the availability of those
numbers to Sprint, thereby making the transition from the ORS
program to Sprint's telecommunications relay service transparent to
users of the service.

6. At the time Sprint's TRS service is implemented in
Oklahoma, the DRS will terminate the service it now provides under
the Telecommunications For The Hearing Impaired Act; except that
DRS will continue to provide equipment and maintenance to qualified
individuals in accordance with pertinent provisions of the Act,
funded by the current five cents surcharge imposed by the Act.

7. Sprint will process all local calls, and all intrastate
long-distance and interstate long-distance calls regardless of
which long-distance carrier serves the user: long-distance callers
will be allowed to choose long-distance carriers from those who
respond to Sprint's carrier of choice plan.

8. Sprint will bill the OTA each month for its service and
the OTA will allocate the charge to each individual LEC based cn
access lines; each LEC will remit payment to the OTA which will in
turn forward payment to Sprint.

9. Each LEC will recover its allocated portion of Sprint's
charge to provide TRS by assessing its customers a monthly per
access line fee in accordance with the provisions of the tariff
attached hereto and made a part hereof as Attachment "A".

10. Under the tariff, for purposes of calculating the initial
monthly per access line fee, the annual assessment amount shall be

calculated utilizing Sprint's per minute of use contract price, an
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assumption of 25,000 calls per month of an average duration of ~
minutes per call, and the aggregate number of LEC access lines: :n
any event the monthly per access line fee for the first year shall
not exceed eight cents and any over or under recovered balance in
any year shall be carried forward to the following contract year in
accordance with the tariff.

11. The Interexchange Carriers providing toll service in
Oklahoma shall not be assessed any amount of Sprint's monthly
charge but will be subject to the monthly per access line fee, cor
its equivalent, to the extent they subscribe to the LECs' services.

12. The parties agree to actively pursue, in cooperation with
any other interested party, legislation that will amend the
Telecommunications For The Hearing-Impaired Act to whatever extent
necessary to reconcile any duplication of obligations resulting
from the state directive and the federal mandate: and will address
the proper method of funding TRS and funding the equipment and
maintenance service provided to qualifying individuals by the DRS.

13. The service provided by the DRS and the future TRS to be
provided by Sprint is a praiseworthy and deserving service for
deaf, severely hearing-impaired, severely speech-impaired or deaf-
blind persons; granting the LECs' application and approval of this
Stipulation will be in the public interest and will represent a
balancing of the needs and interests of the public, the users of
the service and the parties to this Stipulation.

14. In the event this Stipulation is not accepted in its
entirety without condition or modification by the Commission, it
shall be null and void and no party shall be bound by any of its
provisions.

WHEREFORE, the undersigned LECs, DRS and Commission Staff
respectively submit this Stipulation to the Oklahoma Corporation

Commission and request its approval.
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O\, =
J Gray

AEﬁistant General Counsel -
Public Utilities

Cklahoma Corporation Commission

A. C. Adams, Director of
Rehabilitative Services
Oklahoma Department of
Rehabilitative Services
//
== i Py

Oodog /8. TSl b 8 T o
Ro

Cody P. Waddell, Attorney

Alltel Qklahoma, Inc.

Oklahcma Alltel, Inc.

Oklahcma Communication
Systems, Inc.

Chickasaw Telephone Company

Pine Telephone Company

Mid America Telephone, Inc.

Wyandotte Telephone Company

Al T

Rogor’K. Togpdns, Attorney
Southwestern Bell Telephone
Company

gdeer, Attorney
ahoma Rural Telephone
Coalition

CRAAM,Q

(

Garza, ' Jr.,Chtto
GT Southwest Incorporated
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Appendix H: Complaint Logs from 2013-2017
Complaint Log 2012-2013

Complaint Tracking for OK (06/01/2012-05/31/2013). Total Customer Contacts: 5

Tally | Date of Compl. Nature of Comp Date of Resolution |6 son of R
1 1000112 Customer reported seeng Logn fadure on the screen of the 1000112 Customer Service Rep gized for the s
CapTel and noted there was a brief 10-minute techaical difficulty that

affected ther call Customer Service Rep sugpested the customer
try ther call agan and confrmed that the customer was abie 1o
make captioned calls successfuly wihout seeing an error

message.
2 1000112 Customer reported seeing Account Logn Falure please cal 100112 Customer Service Rep gized for the s exp
support Code E2 on ther CapTel display screen and noted there was a brief 10 minute technical difficuty
affected ther call Customer Servica Rep suggested the customer

fry their cal again and confirmed that the customer was abie to
make capticned calis successfuly winout Seeing an error

message.
3 10712 < cared of 11072 CSR apelogized for nd for brrpng
ther experience to our attention. CSR sent a letter and suggested

i the customer documents the date time and CAS of any future
calis this wi allow us 1o take specific action wih the CA
capbioning the call for further coaching and mondoring for optmal

performance
Change to category 307 by C
Relstionship Manager on 11/14/14 as a result of a systemic coding
- ooENn3 Customer stated that after the completon of the cal, the 030513 We did not have agent D carrently assigned at this ime Unable tof
Communication Assatant did not acknowindged the Cusiomars conduct 8 follow up wih the agent
closng . C the and once
agan the Commumicabion Assistant dud not C
thought that ps the C Assistant di
on the Agologized forf the @ this may have
caused. No follow up requested
5 04nen3 Customer requested a redia to leave 8 VCO message The 04720013 Apologized to customer and nformed them this wil be forwarded
0 the operators supervisor for review. No follow up required.

customer did not receive any indication that the phone was
ringng, only (one moment please). The customer attempted fo get
[« ~ s and asked what was gong
on. Customer &id not receive 8 response so they hung up and
placed call with another Communication Assstant proper p

Folowed up with the Communication Assstant and reviewed
¢e. The C hssr willperforming

more professional manner in the future
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Complaint Log 2013-2014

Complaint Tracking for OK [08/01/2012-0331/2014). Total Customer Contacts: 9

Tally Iialn of Complaint Trzturs of Compiaint Dats of Recolution  |Explanation of Retoletian

1 EFERE) ‘Commuricaion Assistant was nstucied [ call ‘me and femperatre” DeZ13 Communication Assissn was coached by o SUpervisoron Bis sue.

and te call was disconneched, caler fesis i was on pUIDose and not 3 Communicabion Assistant does not recal processing this e of call
‘echnical probiem. Supervisor apologized Tor e Incomveniznce. Mo folow| ‘Communicaiion Assistant was coached on discornecing callers and reconding
up requested. proCsdure.

F | CLEGE] Customer complained Tat the Communication Assistant was not istening 080213 Commurication Assistant did request superisor 355Snce whils wating for
atthe end of an answerng machine refrieval. When e customer had e caller to respond and may fave nadvertently satched Io T wrong ine

asked the Communication Assisiant 1o make another oall the anad was unabée in hear e caliers response. Communication Assistant was
Communication Assistant did notrespond. Supervisor apologized for e coached on comedt procedure.
Inconvenisnce.

3 etk ] Cusmmer asked o redisl 3 number, Dot o response from the e k] Communication Assistant idenifiration provided by Fi2 CUSIMER I Cumently
Communication Assismant, and finally hung up. ComMUNICAton ASsistant rot assigned; unabée o conduct 3 folow up.

did not redial or respond BAC 1D e CusmEr. SupSnVisor spciogized or
the inconvenience. No foillow up request.

3 [EGE] ANIET rEiying 8 MESIAgE OUrNQ BN NSWETNg MaChne remeval, the (] EADENVS0r Mt Wil COMMUNICSIoN ASSSENG COMMURCAton ASSEtsnt G0E3
rusiomer had informed fhe Communication Assistant that e message: not remmember the cal and sirongy beleves that she did not Fang up on
was (oo gartied for i fo be nepeated, and e Communication Assistant cuskomer.
|ust dlscornecisd. Eupervizor apoiogzed for the inconvenience. Mo

Toiicw up reguesied.
5 13114 Customer decisned that the Communication ASsstnt's typing was very D131 Communication Assistnt was cnached i be mindiul of yping and i make:
bad and was unabée i nead. Supervisor apoiogized for the ComECtions as necessary.
Incomvenience. Mo folow up rqueched.
g | I The WCO cusiomer, from previcus experience, recognized Tk te comed azTe Commurication Assistant stated that at the Sme he Couldn't remember the:
phrase for the start of an answering machine reiieval was not used Tt maony bor e answering machine phrxse. Rafer taking e e D check ot
Tie Communicaton ASSistant byped their own phrasing. The cusiomer did the macrn, T COMMUNICAion Assistant decided b Type Ot the phrase.
3y Tis B T Communication Assstnt and T Communication Assistng Communicaton ASTSiant Was coached e Imporance of Ensunng e tped
id mot respond. The cussomer did then Rang up and calied Back 5o the prrase s consistent with e macmo.
REay I Speak 10 3 SUpErdtsor. Supenvisor taking the complaint
apoiogesd for the NConveniance. No foliow up regquested.
T | #Ater daiing the reguesied number fve phone rang over 10 Smes and the DaDEs Cur logs Indicates fat this Communicaton Aszistant dd Rot work 2t the tme of
WOO customer was asking the Communication Assistant Fthey were hene) the afieged incident. Uinabie 10 conduct 3 fSoliow up on this matter.
and the Communication Assistant mever nesponded.  Supenisor
apoiogTed for the INconvenience. No TIOW up nequessed.

B | G CommMLRICaNon ASsSEnt repentedy asked § ihe Caler gota message DaTEe Commanication ASSssnt typed i Caler SEveral BMES I COMTIm the message
fyped via anzwering mackine reideval and the Communication Assistnt was recsived and was Unabie i hear any response. Communication Assistant
did Rt respond o cadler's "Thank you” - when Communicaton Assistant was coached io make sure io be n "Ive mode” when Tnished reiaying a
would not reply or disconmect, cusiomer requested supervisor and says reconded message.
Commurication Assistant did not Comply Win request. The calier calied
Eack i requesta supervisor i fle complaint. Supenvisor apoingized for

e inconvenience. Mo folow up nequested.

E] | =) CamiDmer compianed Fiat he Communicaton Assisnt o not oose the o5z CommLRiCalion ASSISEMNE Was TOAOWIng Close-0T-Call prcedune and In doing 50
al, woadd lke Communicaion Assistant i be noffted, Sey never sald acridentally disconneched the Inbound caller. Coached the Sommunication
calier's party hung up, and did not say goodbye. Caller was incertain £ Asgistant wien the mistske ks reakred io slert 3 supsnisor for Gocumentation.

=7 had been hungrup-on by Relay. Supenvsor apclogized for e
Incomvenience. Mo fobow up requested.
C .
omplaint Log 2014-2015
Complaint Tracking for OK (0&/01/2014-05'31/2015). Total Customer Contacts: 11
Tally Date of Complaint Mature of C i Date of Resolution Explanation of Besolution
1 DE14/14 ‘Voice Carry Chver caller sisled whan they connectad 1o relay DE14/14 At the close of the call the inbound customer mstructed the
and gave the Communication Assistant the number 1o dial, Communication Assistant to disconnact and the
the call wes processed normaly. When the call ended, the Communication Assistant accidentally disconnected the
inbound Voice Carry Over caller instructad the inbound line instead of the outhound line. Communication
Cemmunication Assisiant to disconnect the outbound line Assistani was coached io be careful not to disconnect the
the Communication Assistant refusad and would not inbound line.
disconnect the outhound line. Supervisor apologized for the
inconversence. Mo follow-up requested.
2 o7f1M4 Customer's essistant sharad feedback on the accuracy of oO7M6M4 Customer Servica Aepresentative thanked the customer's
captions on the GapTel 840 in 1-Line mode on occasion. assistant for the feedback and provided information on how
«cEptions are producad. Customer Service Reprasentative
explained how corrections will appear in the captions so that
the customear knows what 1o look for. Customer Sarvics
Representative followed upwith the customerwho reportad
that caplions have been batier after undarstanding how they
are made end leaming te ask callers to speak cleary.
Gustomer Sarvice Representative further advisad customer 1o
contzct CapTel Customer service with fulure concerns about
the accuracy of her captions. Gustomer Service
Representatve incidentally identified in technical detad
available this customer has some incidence of data
connection difficulties that could be impacting the captions of
what the customer is receiving s the gaps in the connection
would mezn some words would not be sent to the CapTel
while the data disruption occurred on thair phone line.
Customer Service Hepresantative sent the customer a letter
describing our technical findings and tips on what might
uce such incidenca.
Change to complaint category #07 suthorized by Customer
Relationship Maneger on 11714714 &s a result of a systemic
coding error identifiad.
3 DBfa0f4 Callerwas not sure if complete message was left on the oeElA4 Supervisor met with the Gommunication Assistant and

answering machine, caller asked the Communication
Aszistant for clerficetion only received a "Go Ahead” and
when asked if the Communication Assistant was still on the
line the caller did not get any further response. Supervisor
spologized for the incorverence. Mo fiolow-up requested.

explained to be careful and to verily the connection and
status of the call to ensure no further instructions are being
mizsed by the caller.
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‘Compialnt Tracking for OK {06/04/2014-05/31/2015). Total Customer Contacts: 11

Tally Date of Complaint Mature of Complaint Diate of Resolution Explanation of Resalution
4 10007714 Tha customer reports that the Gommunication Assistant had 10407714 Mo Gommunication Assistant essigned to this 1D number.
succassfully dialed an 00 number call and the customear Unabile to further mvestigata.
then asked the Communication Assistant 1o disl another call,
but the Communication Assistant did not respond.  The
Communication Assistant said the cutbound caller was
going 1o heng up because there was no response from the
Voica Garry Over usar_ The in-charge responding
apologized for the confusion and edvised the customer thet
the report will be sent ta the call camter.
5 1074 A Voice Carry Over cusiomer cellad with 2 concem that 107714 Supervisor was prasent during this call and observed the call
towands the end of the call the customerwas na longar had dropped.
racaiving any responses from the Communication Assistant.
Assistant Supanvisor documenting the concern apologized
o the customes for the ncorveniance.
E 1074 The Woica Camy Over customer had requested messages 1074 A supervisor spoke with the Communication Assistant who
from the ansaering machine ba relgyed. The axplzinad he had made a mistake during the retriev 2l procass|
Communication Assistant had instructed the Voice Carry which included not communicating with the custiomer. The
Over customer to place the messapes which wes done but supervizor reviewed the retrieval procass with the
then the customer states thera was no longer any responss CGommunication Assistant.
from the Communication Assistant. Supenizor documenting
the concern apologized for the incomvenience. Mo follow-up
was requesied.
T 102314 The Voica Camy Over customer had made a request for the 12314 ‘Communication Assstant was boking-up the wong
massages on the answering machine be ralayed. After a procedure which caused the delay and requested Supervisar
delay the Voice Garry Over customer had requested to assistance to complate the call. | is possible that whils the
speak 1o a Supervisor but got no responsa from the Communication Assistant was retrieving the messages, the
Communication Assistant. Assistant Supervisor Voice Carry Cwer cusiomer wes making the request for a
documenting the concern apologized fior the inconv enience Supervizor and the Communication Assistant wes not able to
and offered a different Communication Assistant to complata) hear them. Supervisor met with the Communication Assistant|
tha requast. Mo folow-up raquasted. and coached the Communication Assistant whenever a
request is made to speak with a Supanisor we will comply
and ahways keep the caller informed of all the call steps.
‘Compilalnt Tracking for OK (06/01/2014-05/31/2015). Total Customer Contacts: 11
Tally Date of Complaint Nature of C i Date of Resalution Explanation of Resoluti
B D2D5HS5 Customer states that on ending the call the Communication D2D5H5 Supervisor coached the Communication Assistant to aweys
Aszsistant never gave har the *Go Ahead ™ Customer said, pay attantion to what is going on with the call and cormactly
"Bye” and the Communication Assitant didn't response. follow closing procaduras.
Then she wes sant the message, Do you have any othar
calls?™ She said, “no but | was weiting for you 1o say good
bye.” She was then sent the messapga, “Due to no response
this call is being disconnectad.” She thought this seemed
wery ebrupt and ruds and that the Communication Assistant
didn't seam 1o be paying attention 1o her call ending. RCS
raspanse: Apologized for the problem and assured that the
complzint would be sant in &s steted.
] D224A5 The Communication Assetent did not keep the caller D2f24H5 Supervisor coached the Communication Assistant 1o always
informed while processing an answaring machine ratiaval. keep the caller informed and, if necassary, io request
The customer reportad that it took & long time before the BUparYisor assistance.
Communication Assiztant staried 1o type the messapes and
then did not respond o any of the custemer's question.
Assistant Supervisor documenting the concemn apologzed
for the incomvenienca. Mo follow-up requestad.
10 0572815 The customer called in wanting to do Anssering Machine Dsf28M5 Supervisor apologized for tha inconvanience and assured
Retrieval. The Communication Assistant first asked the that this will be forwardad to the Communication Assistant's
customer for their mailbox number and customer had e tel direct supenvisor. Customer asked that the Communication
the Communication Assistant what kind of machine she had. Assistant be trained on the right procadure for getting
‘Whan the Communication Assistant did successfuly send anawering maching messages. The supervisor assured this
the right macno, the Communication Assistant began typing will be done and information on this wes provided 1o the
the meszage right eway, causing the message to ba Communication Assisiani long with irzining projocol. Case
incomplate. After five minutes of this, the customer got chsed.
frustrated and hung-up and then dialed in and ask fora
supanisor. Customerwanted the Communication Azsistant
to be instructed as to proper procedure. Supervisor
apologized for the inconvenience and assure this will be
forwarded to the Communication Assistant's direct
suparvisor. Mo folloa-up requestad.
11 052315 A Vaica Camy Cver user statez whan the number was dialed 052315 Communication Assistant was coachad on proper answering

&n enswering machine was reached, the Voica Carry Over
user iold the Communication Azsistant they wished 1o leave
a message. The only response the Voice Carmy Cwver user
got from the: Commumication Assistant wes that they were
disconnecting by typing "SKSK"  Assisiani Supervisor
documenting the concern apologzed fior the incomvenience.
No foliow-up requested.

machine procaduras.

Page 113




Complaint Log 2015-2016

Complaint Tracking for OK (06/01/2015 - 0531/2016). Total Customer Contacts: 5

Tally

Nature of Complaint

Date of
Ao solution

Explanation of Resolution

A Voo Carry Over customer gave the Communication
Assistant a numbor 10 dial and an answoring maching
was hed but the g machine age was
not relayed. The Voice Camy Over customer then

roquestod a ro-dial for a massags 1o be loft and there
was no from the C i A

Assistant Supervisor apoiogized for the inconvenionce.

No follow-up roquestod,

060V15

Communication Assistant was coachod on proper
ANSWOING MACching procoduros.

A Voica Carry Over customer reported that upon re-
dialing to leave @ massage the Communication A
had asked for the numbar o dial and thon when tho
nuMbor was &aled for the socond timo, the
Communication Assistant never mformed the caller on
when it was tme o leave a message. Assistant
Suporvisor documaning the concom apologizod for tho
inconveniance. No follow-up requested.

Te0d1s

Communication Asssstant was coachod on proper
answenng machine procedures.

0a2915

A Voico Camy Ovor customer instructod tho
Communication Assistant 10 rodial 10 an answeoring
machine after about 5 rings there was no more
communication from the Communication Assistant. VCO
customor askod "aro you thoro?” sovoral Bmos with no
response. Assistant Supervisor documenting e
concem apologized for the inconvenience. No foliow-up
requostod.

092015

Supanvisor mot and coached the Communication
Assistant on all answoring maching procedures and the
P of keaping the informed of aki call
stops at the bme of occurence.

122118

A Vouca Carry Over customer report that she may have
d by the Cor ation Assistant but
had also mantioned that the same thing had happened
earlier with a Communication A t s0itis
possidly a tochnical iSSuR Of an issuo with the calior's
equipment. No follow-up requested.

122118

Supenvisor met with the Communication Assistant 1o
roviow call disconnoct procoduras.

o116

A Voica Camy Over customer stated the Communication
Assistant was not ablo 10 process e answonng
machine retieval procedure comrectly. The
Comme ) Assist, d the caller 10 sob-up
1ho answering maching but the callor &id not recdive
anything from the Communication Assistant. Assistant
Supervisor apologzed for the incorvenionce. No follow-
Up roquestod.

041318

Supecvisor coached the Communicason Assistant on
PEOPAM ANSWONING MAching rotrioval procosuro.

Page 114




Complaint Log 2016-2017

Complaint Tracking for OK (06/01/2016-0531/2017). Total Customer Contacts: 7

Tafty | Date of Complaint Nature of Complaint Oate of Recolticn Explsastion of Recciution
A ) wmer saaed Srated ath
orsang ooves Bt e g 890 ot Cotmer 00 i e B A PO 1Kzt was 3u0mBed or e (eChncans 1 myestite e 35ue
Foliow up ietter sent v DOSSH SeNVice 35 Terreguest Wiile the techeical
ety Casmmer Servce tut wese Unadie 1o Communcate dut 1 e Garning| .
! o608 16 ISIURT ASHERNE JUDENISOr SOCKmEntRg the CONCem apcopEed for Me cece e Jresoonse cetais a% LNaVIIatE the QarDINg rEDCMEd O NS Gate M3y Nave|
SHse B U0 Sy V0 W SO0 Been Gue 10 & Fesdved equisment o phane ine msue. Research confrms
addogos 121 10 23ITOAN CONCE™S Nave Deen FECEIVES Fom IS Customer
A Vaize Camy Over (VCO) user 530 My Ao consecied % tis
Communcasons AsTimant 30 230 requested B Te SommUnicanens Tupenisor met with e COMMUNKatons ASESTING Te Commencanons
2 P T Asziiant 0 33 3 TUTDer Br the tme 370 D3NS and di3 mot get 3y 081545 22390t 3oz remerber 3 ing he RrmIton rRGLesied 30d W3t watngl
respease Tom he COMMUMICItOns ASSINant ASsistaet Sigerviser T 8 fesp0nse PO INE CATES MMEA Ihere waS AC furmer fespinse e
Socumenting the concem 3p0iog2ed for Me Ieconvenience. NG “0iow Up Communicatons Ass3tnt Diowes Pe DOCEIVE 1D OsConnect Me Cal
rvauestes
Ansmer Machine Retieval mas done incorectly. Communicatens Astistast
3 omene never responoeg of ped Messages to Caler. SUpenviSor 3pSI0QRed for e (SN M"““’“”‘"mw“u"‘:m"“mﬂ‘"m“m
DEbie™ NG CoNtact wanted
Cunmomer Jervice Representatve 3000PTLC or the mcdent Custorer
Service Represematve ASled I3t we a9 13le vEry SDECTC SCHCn Drovided
the dnie Dne phone sumBer Caled SABOF COMMUNCAtONS AsSSmane B. The
. o cmm?mmxm::::m:w‘m’ (TP eamar 303 ater e JIUGRRT CROTE FOL TS BRINE SHACHCS MCUBNG WISt WaT
7 CIECNR thes No *icE W CUKd kR Slce. Cuztomer Jervce
Reoresersatve enZOugen e Mamer 300 Cusitmer 1 SOCUMEN? CAS Setal
300 repont Lo away on 3y future Cals.
A Verce Carry Over (VCO) cusiomer ASS feguesies Br 80 srswerng
rereval The & Ass:szaes Tt 2rocessed e reques
oty relayed 3 portion of e Message. The VOO user 2as ashed e
3 119% Superviser o review NS e Sudervisor CoAfrmed whSt was reayed was Y% The met with the C Azsiztant 3a coached e
comect The Castmer A3 Cabed DACK IO redy 302 Nad asked % aactner O he DrOper DROCEDanes 130 VOICE M Fetrieva. NS TIOW UD reTuesies
Dupermor 1o T5ten 15 e mesEage, 3t IS the Supenvisor was abie B hear
e compieted =es39pe. Aszizian! Supervizor AaCumentng Me contem
202CPTEA Y T PLoAvEnence NI RIvw LD resuested
A Voice Camy Over (VCO) user 53ys e COMMUNICI0ONS ASSiant S not
s B r2350nd a%r relyNG the MesIages On the InSwEnng maCTIRE retreval P coacred tre Cor AITISC aNG revewed Te
Aszizant 5 the concen for e rzeerng maching retteval srocecure
. NS Blow
A Voice Carry Over (VCO) user 32%ed the Commumications Assistant 88 nol Communicatons
? cuiT Reep them MArmed of Ihe €85 theps. ASSitans Dupervisdr Sscumetting the owinr Supernioer conched the «""::":::'“"’""N“"'
concem apciogized %3¢ he MCoAvenence. No RNow up requesied. e

Oate Genented: Fri Jun. nd, 2017 Q092153 AMCY
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Appendix I: Phone Bill with Surcharge Rate

For All Billing Inquiries, call 1-888-580-2208 “ Page 3
l” Account Number: 00000 S
L M orah Account Name: BRIAN & KRISHNEMEALBGHLIN o,
l Coﬁnuulcnﬂou we. Due Date: SFOTHOF-MNEHD
| Monthly Charges
Amount Total
Current ficcount Charges Service oy =
Charges for 09/01/17-09/30/17 - 1 MONTH
Non- Paqu of charges noted with an asterisk (%) may result in disconnection of ) TR R IR

your focal teiibhone service, . % H
Account fip 00 Subtotal Monthly Charges e

|

Other Chafgles & Credns
Descriptic y Qty Amount Total
Subtotal @ J. er Charges & Credits o=

he Accountfitharges shovum above are being billed on behalf of TOTAH
COMMUNICARONS, INC 1-888-580-2208

Currerjj Telephone Service

Non-Payry J t of charges noted Witl &n asterisk () may result in disconnecton of
your locall phone service.

Telepho { No 918-535-2826

Monthly ‘P: ges
service |Hi oty Amount Total

Charges for|[89/01/17-09/30/17 - 1 MONTH

* RES-LOCAYACCESS LINE-CITY 1 12.20 12,20
* SIGHT/HE A8ING [MP RES 1 0.05 0.05
* TRS SURCEH ms 1 003 0.03
» RES- EOUL 1 0.61 0.61
< RES-IN m TOLL ACCESS 1 6.50 6.50

RES-ACCHES RESTRUCTURE CHARGE 1 3.00 3.00

i

* NETWOR -t' (TERFACE DEVICE 1 0.00 0,00

0CC MO ; LY ASSESSMENT FEE 1 012 012
* RES-WACRHIDIUSYMENT 1 5.81 5,81
Subtotal fbnthly Charges $35.12

Tig compa i you have chosen for your InterLATA calls (long distance calls outside
your local 18 calling area)
|

The compa 1 you have chosen lor your mmrotATA calis long distance calis fnside

yout local (§ calllng area) Is

Taxes, Su Enanges & Fees Total
FEDERAL T 095
STATE TAXi 1.62
anvTax (i 1.08
COUNTY T8 037
FRANCHISHITAX 0.63
FED UNIV[ERVC CHARGE 162
OKLA UNI l BERVICE CHARGE 0.48

Subtotal fhixes, Surcharges & Fees $6.75

The Telepl {! 2 charges shown above are being btied on behalf of TOTAH
COMMUNICRITIONS, INC 1-388-580-2208

Currefit PRIy
e
InternetiD gagas

The Intemet charges shown above are being billed on behalf of TOTELCS! 1-885-
580-2208
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Appendix J: FCC's 2013 TRS Recertification Approving Oklahoma

PUBLIC NOTICE

Federal Communications Commission ion
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445 12th Street, SW News Media Information 202-418-0500|nternet: http://WWW.fCC.gOV
Washington, D.C. 20554 TTY: 1-888-835-5322
DA 13-1530

Released: July 8, 2013

NOTICE OF CERTIFICATION OF
STATE TELECOMMUNICATIONS RELAY SERVICES (TRS) PROGRAMS

CG DOCKET NO. 03-123

The Federal Communications Commission’s (FCC or Commission) Consumer and Governmental Affairs
Bureau (Bureau) hereby grants certification to the state telecommunication relay services (TRS) programs
listed below," pursuant to Title IV of the Americans with Disabilities Act (ADA), 47 U.S.C. § 225(f)(2),
and section 64.606(b) of the Commission’s rules.? On the basis of the state applications received, the
Bureau has determined that:

(1) The TRS programs of the listed states meet or exceed all operational, technical, and
functional minimum standards contained in section 64.604 of the Commission’s rules;*

(2) The TRS programs of the listed states make available adequate procedures and remedies
for enforcing the requirements of their state programs;*and

(3) The TRS programs of the listed states in no way conflict with federal law.

The Bureau also has determined that, where applicable, the intrastate funding mechanisms of the listed
states are labeled in a manner that promotes national understanding of TRS and does not offend the public,
consistent with section 64.606(d) of the Commission’s rules.’

Because the Commission may adopt changes to the rules governing relay programs, including state relay
programs, the certification granted herein is conditioned on a demonstration of ongoing compliance with
any additional new rules that are adopted by the Commission. The Commission will provide guidance to
the states, as needed, to ensure compliance with such rule changes.

This certification, as conditioned herein, shall remain in effect for a five (5) year period, beginning July 26,
2013, and ending July 25, 2018, pursuant to 47 C.F.R. § 64.606(c). One year prior to the expiration of this
certification, July 25, 2017, the states may apply for renewal of their TRS program

For purposes of this proceeding, the term “state” refers to states, U.S. territories, and the District of
Columbia, where applicable.

47 C.F.R. § 64.606(b).
47 U.S.C. § 225()(2)(A); 47 C.F.R. § 64.604.
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47 U.S.C. § 225(f)(2)(B).
47 C.F.R. § 64.606(d).

certification by filing documentation in accordance with the Commission's rules, pursuant to 47 C.F.R. 8§

64.606(a) and (b).

STATES APPROVED FOR CERTIFICATION

File No: TRS-46-12
Alabama Public Service Commission
State of Alabama

File No: TRS-47-12
Arkansas Deaf and Hearing Impaired
State of Arkansas

File No: TRS-32-12
California Public Utilities Commission
State of California

File No: TRS-48-12
Connecticut Department of Public Utility
State of Connecticut

File No: TRS-49-12
Public Service Commission
District of Columbia

File No: TRS-51-12
Georgia Public Service Commission
State of Georgia

File No: TRS-43-12
Idaho Public Service Commission
State of Idaho

File No: TRS-08-12
Indiana Telephone Relay Access Corporation
State of Indiana

File No: TRS-07-12
Kansas Relay Services, Inc.
State of Kansas

File No: TRS-13-12
Louisiana Relay Administration Board
State of Louisiana

File No: TRS-33-12
Telecommunications Access of Maryland

File No: TRS-19-12
Department of Commerce
State of Alaska

File No: TRS-02-12

Commission for the Deaf and Hard of Hearing

State of Arizona

File No: TRS-23-12
Colorado Public Utilities Commission
State of Colorado

File No: TRS-35-12
Delaware Public Service Commission
State of Delaware

File No: TRS-50-12
Florida Public Service Commission
State of Florida

File No: TRS-22-12
Hawaii Public Utilities Commission
State of Hawaii

File No: TRS-10-12
Illinois Commerce Commission
State of Illinois

File No: TRS-03-12
lowa Utilities Board
State of lowa

File No: TRS-52-12
Kentucky Public Service Commission
Commonwealth of Kentucky

File No: TRS-53-12
Maine Public Utilities Commission
State of Maine

File No: TRS-34-12
Department of Telecommunications

and
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State of Maryland

File No: TRS-54-12
Michigan Public Service Commission
State of Michigan

File No: TRS-55-12
Mississippi Public Service Commission
State of Mississippi

File No: TRS-56-12
Telecommunications Access Program
State of Montana

File No: TRS-25-12
Relay Nevada
State of Nevada

File No: TRS-45-12
New Jersey Board of Utilities
State of New Jersey

File No: TRS-16-12
New York State Department of Public Service
State of New York

File No: TRS-12-12
Information Technology Department
State of North Dakota

File No: TRS-57-12
Oklahoma Telephone Association
State of Oklahoma

File No: TRS-58-12
Pennsylvania Bureau of Consumer Services
Commonwealth of Pennsylvania

File No: TRS-59-12
Division of Public Utilities and Carriers

State of Rhode Island

File No: TRS-11-12
South Carolina Office of Regulatory Staff
State of South Carolina

File No: TRS-20-12

Energy
Commonwealth of Massachusetts

File No: TRS-39-12
Minnesota Department of Commerce
State of Minnesota

File No: TRS-15-12
Missouri Public Service Commission
State of Missouri

File No: TRS-40-12
Nebraska Public Service Commission
State of Nebraska

File No: TRS-42-12
New Hampshire Public Service Commission
State of New Hampshire

File No: TRS-14-12
Commission for the Deaf and Hard of Hearing
State of New Mexico

File No: TRS-30-12
Department of Health and Human Service
State of North Carolina

File No: TRS-37-12
Public Utilities Commission of Ohio
State of Ohio

File No: TRS-36-12
Oregon Public Utilities Commission
State of Oregon

File No: TRS-28-12
Telecommunications Regulatory Board
Puerto Rico

File No: TRS-62-12
Micronesian
Corporation

Saipan

Telecommunications

File No: TRS-60-12
Department of Human Services
State of South Dakota

File No: TRS-17-12
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Tennessee Regulatory Authority

State of Tennessee

File No: TRS-61-12

Virgin Islands Public Service Commission
U.S. Virgin Islands

File No: TRS-44-12
Vermont Department of Public Service
State of Vermont

File No: TRS-27-12
Office of the Deaf and Hard of Hearing
State of Washington

File No: TRS-01-12
Wisconsin Department of Administration
State of Wisconsin

Texas Public Utility Commission
State of Texas

File No: TRS-09-12

Public Service Commission
State of Utah

File No: TRS-04-12
Department for the Deaf and Hard of Hearing
Commonwealth of Virginia

File No: TRS-06-12
Public Service Commission of West Virginia
State of West Virginia

File No: TRS-18-12
Division of Vocational Rehabilitation
State of Wyoming

The full text of this Public Notice and filings will be available for public inspection and copying during
regular business hours at the FCC Reference Information Center, Portals 11, 445 12" Street, SW., Room
CY-A257, Washington, DC 20554. This document and copies of subsequently filed documents in this
matter may also be purchased from the Commission’s duplicating contractor, Best Copy and Printing, Inc.
(BCPI), Portals 11, 445 12" Street, SW., Room CY-B402, Washington, DC 20554. Customers may contact
BCPI at their website: www.bcpiweb.com or call (202) 488-5300. Filings may also be viewed on the
Commission’s Electronic Comment Filing System (ECFS) at http://apps.fcc.gov/ecfs// (insert docket No.
03-123 in the proceeding number fill-in block, and the state identification number, (e.g., TRS-46-12)
assigned for that specific state application in the bureau identification number fill-in block).

To request materials in accessible formats for people with disabilities (Braille, large print, electronic files,
audio format), send an e-mail to fcc504@fcc.gov or call the Consumer and Governmental Affairs Bureau at
(202) 418-0530 (voice), (202) 418-0432 (TTY). This Public Notice can also be downloaded in Word and
Portable Document Format (PDF) at http://www.fcc.gov/encyclopedia/telecommunications-relay-services-
trs.

For further information regarding this Public Notice, contact Dana Wilson, Consumer and Governmental
Affairs Bureau, Disabilities Rights Office, (202) 418-2247 (voice), or e-mail Dana.Wilson@fcc.gov.

-FCC-
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Appendix K: Letter notifying the FCC of substantive changes to TRS program

ma Telephone Association

Serving Oklahoma’s Telecommunications Industry Since 1935

November 14, 2016

Mr. Thomas Chandler

Chief, Disability Rights Office
Federal Communications Commission
9300 East Hampton

Capitol Heights MD 20743

Dear Mr. Chandler:

Pursuant to 64.605(f), this is to inform you of substantive changes in the Oklahoma Telecommunications
Relay Service (TRS) program. Among the changes are the following:

1. A new agreement for the provision of telephone relay service in Oklahoma has been executed with
Sprint Communications Company, L.P. for the period of November 15, 2016 through November
14, 2021.

2. New rates, pursuant to the new contract for TRS service and for CapTel services.

3. Outreach - Sprint will provide a dedicated outreach budget to increase awareness and familiarity
of Relay Oklahoma among the users of the service as well as other citizens and businesses.
During the term of this Agreement, Sprint will provide a $60,000 annual outreach budget
dedicated to Relay Oklahoma in addition to providing the services of an Account Manager to
serve the outreach needs for the State. This is an increase of $10,000 annually from the previous
contract.

The OTA certifies that the Oklahoma TRS program continues to meet federal minimum standards.
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Sincerely,

Reb- Xy

Robert Stafford
Executive Vice President

CC: Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12" Street, SW, Room TW-B204
Washington, D.C. 20554
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