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New Jersey Relay Service FCC Certification Renewal and Supporting Documents

Introduction

New Jersey Relay Service, a program under the New Jersey Board of Public Utilities, 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. New Jersey Relay prepared this TRS Certification Renewal Application with the
assistance of Sprint Accessibility (formerly Sprint Relay).

The State of New Jersey contracted with Sprint Accessibility to provide Telecommunications Relay
Service effective April 1, 2015, to provide operational, technical, and functional standards pertinent
to the FCC mandates as specified in 47 C.F.R. §64.604 and §64.606. Included with this TRS
Certification Renewal Application is a copy of this Contract Award and all of the minimum
mandatory TRS requirements which are listed in Appendix B. Please note that although Sprint
Accessibility provides Internet Protocol (IP) and Captioned telephone (CapTel) web-based
services, New Jersey Relay does not contract to provide these services in New Jersey, nor is New
Jersey Relay 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 TRS 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

New Jersey contracts with Sprint Accessibility to provide the hiring, training and oversight of
Communications Assistants (CAs) for New Jersey Relay. Sprint Accessibility has established a
successful procedure to attract qualified applicants for TRS CA positions. Sprint Accessibility’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 the applicant has at least a 12t-
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 Accessibility TRS CA applicants are required to pass a valid
and unbiased 12t-grade level spelling 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 Accessibility provides an enhanced VCO service called Captioned Telephone (CapTel)
Services.  Sprint Accessibility requires that all CapTel CAs have a high school graduate
equivalency as a minimum qualification for the job. Sprint Accessibility ensures all CapTel
Operators 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 Relay
Trainees must also demonstrate a strong proficiency in the primary required skill-set of re-voicing
for CapTel calls.

o 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 Accessibility 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.

New Jersey Relay, through their contract with Sprint Accessibility, has shown Sprint Accessibility
CAs have competent skills in typing, grammar, spelling, interpretation of written ASL and familiarity
with hearing and speech disability cultures, languages and etiquette. Sprint Accessibility 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 Accessibility
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 Accessibility 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 Accessibility’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 Accessibility’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 Accessibility 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 Accessibility’'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
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applicants who meet all qualifications for the STS training program receive eight hours of
classroom training specifically on STS. Sprint Accessibility’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 Accessibility 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 CA 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 CAs 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.
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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 Accessibility Quality
Assurance Managers 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 five
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. |n addition,
Sprint Accessibility 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.

New Jersey Relay contracts with Sprint Accessibility to provide a comprehensive Quality
Assurance program focusing strictly on typing speed and accuracy. As a part of this program,
Sprint Accessibility conducts pre-employment testing and internal testing (quarterly) using a 5-
minute oral-to-type test that simulates actual working conditions and the Relay environment.
Internal testing on typing speeds demonstrated Sprint Accessibility’s CAs typed an average of 83.9
wpm, with at least 95 percent accuracy. In fact almost a third of Sprint Accessibility'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.

New Jersey Relay does not contract to provide VRS services, nor is the state responsible for the
oversight of VRS. As of January 2012, Sprint Accessibility 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 Accessibility, New Jersey Relay exceeds all FCC minimum
requirements regarding changing CAs during a call. As a matter of practice at Sprint Accessibility,
calls are not taken over unless it is absolutely necessary to do so. Sprint Accessibility 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, other),

CAilness,
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e Atthe request of the customer for any reason, and/or
o CA becomes aware of a conflict of interest such as identifying callers as friends or family.

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 CA 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 [f transition of CAs is unavoidable, the change occurs with minimal disruption to either
Relay participant including the following:
o Sprint Accessibility 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.

In section §64.604 (a)(1) (v), New Jersey Relay 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. New Jersey
Relay uses Sprint Accessibility’s Phoenix software, which provides tools and enhancements
designed to allow conversations to be transmitted in real time, including the following:
e 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.
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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
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 previously, New Jersey Relay contracts with Sprint Accessibility to oversee all TRS CAs,
including CapTel CAs for the State of New Jersey. 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. New Jersey Relay 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.

New Jersey Relay’s confidentiality expectations are strictly enforced and employees are expected
to comply with this policy during and after their period of employment. Sprint Accessibility 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 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:

e Keep all call information confidential.

Page 8



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.

New Jersey Relay CapTel CAs must comply with the same rules 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
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 was not 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 CAs 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, New Jersey Relay 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

New Jersey Relay 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 Accessibility 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.”
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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, New Jersey Relay CAs will translate written ASL into
conversational English. Training is provided on various levels of interpretation of typewritten ASL
during initial training and 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 role in the Relay process. CA trainees are required to pass a valid and unbiased written
test to demonstrate 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.
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.

New Jersey Relay CapTel CAs are prohibited from intentionally altering a relayed conversation and
will relay all conversation verbatim. The State of New Jersey 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

New Jersey Relay STS CAs will facilitate communication without interfering with a caller's
independence. They do not counsel, advise or interject personal opinions. New Jersey Relay STS
CAs have received training on many techniques to clarify the STS user's message if the meaning
or context is unclear. Sprint Accessibility understands each STS user may also find one technique
to be most comfortable. Sprint Accessibility STS CAs will follow these customer preferences to
clarify while providing as smooth of a call flow as possible.

New Jersey Relay 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 or
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:

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
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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.

New Jersey Relay provides 24x7 TRS for standard (voice), Text Telephone (TTY), wireless, or
personal computer users to place local, intrastate, interstate, and international calls. New Jersey
Relay 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
New Jersey Relay retain full control of the length and number of calls placed anytime through relay.
New Jersey Relay 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. New Jersey Relay 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:

New Jersey Relay, 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 interexchange
carrier. New Jersey Relay 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 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.
New Jersey Relay gives users the option of billing their calls to a non-proprietary LEC (local) or IXC
(long distance) calling cards. New Jersey Relay 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.
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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 New Jersey Relay. 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 New
Jersey Relay 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
New Jersey Relay 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.

e Directory Assistance: Sprint is offering access to Directory Assistance at no charge
through for New Jersey Relay.

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 New Jersey Relay.

§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
New Jersey Relay 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.
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§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.

New Jersey Relay provides access to all available relay call types. Through the state’s contact
with Sprint Accessibility, 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. Standard services provided by New Jersey Relay are:
o Text-to-Voice (TTY to Voice)
Voice-to-Text (Voice to TTY)
VCO Attribute-Based Routing
VCO with Privacy/No GA
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, New Jersey Relay 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

New Jersey Relay’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. New Jersey Relay 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 calll.

Speed Dialing Functionality
New Jersey Relay’s speed dialing functionality (frequently dialed numbers) allows Relay users to
store up to 30 frequently called telephone numbers in their TRS customer profile. Customers who
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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 10-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 three
speed dial numbers and a recently dialed number.

Three-Way Calling

New Jersey Relay 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
tie the third party directly into the conversation or to tie the third party in by making a second call to
the Relay center. Relay users who have purchased Three-Way calling or conference calling
capability from his/her LEC can use this feature when placing a call through New Jersey Relay.
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.

New Jersey Relay 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) Voicemail 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.

New Jersey Relay, through Sprint Accessibility, 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
Accessibility’s hot key sends text to the user which says “(RECORDING).” Sprint Accessibility’s
hot keys are available in all supported languages, including English and Spanish.

New Jersey Relay 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.

New Jersey Relay does not impose additional charges for any calls which must be made in order
to process calls involving recorded or interactive messages. Sprint Accessibility’s sophisticated

Page 14



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 Accessibility’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, voice mail and recordings which redials the call so the end user is not
imposed charges for additional calls.

New Jersey Relay 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.

Retrieving Answering Machine and Voicemail Messages

New Jersey Relay 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:

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

e 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).

e If necessary, New Jersey Relay 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, there is no charge; and 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 New Jersey Relay.

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

e 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.
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Like TRS users, New Jersey Relay’'s 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:

e 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.

e 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.

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.

New Jersey Relay accepts incoming emergency calls, and automatically and immediately transfers
a call to an appropriate Public Safety Answering Point (PSAP). Through its contract with Sprint
Accessibility, New Jersey Relay 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
New Jersey Relay uses the following procedures to ensure TRS users needing emergency
services receive prompt assistance with their call.

1. New Jersey Relay CAs act upon the word “emergency”. Calls placed to fire, police, ambulance, and rescue
squads are considered emergency calls.
2. The CA hits a Phoenix function key (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 E911 center which is
closest to the caller’s rate center. This hot-key also “freezes” the screen with an emergency banner so 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 (telephone number) is passed to the E911 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 New Jersey Relay. They are calling from (caller's
telephone number). This is CA # 1234, one moment please.”
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6. The CA advises the inbound caller that 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).

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 Accessibility, New Jersey Relay 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 a valid number is not available, the CA will contact
Directory Assistance for support.

CapTel Emergency Calling
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

New Jersey Relay 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 24x7 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
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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 Accessibility 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 5 seconds after the notification phrase is read the CA will attempt to
complete the call to connect the caller to emergency services. The CA will inform the caller, "l 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.

New Jersey Relay offers the ability for STS users to maintain a record of regularly called names
and telephone numbers. New Jersey Relay’s speed dialing functionality (frequently dialed
numbers) allows Relay users to store up to 30 frequently called telephone numbers in their
Customer Profile. 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.

New Jersey Relay 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
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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.

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

Technical Standards

B.1 ASCII 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.

New Jersey Relay contracts with Sprint Accessibility 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 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.

New Jersey Relay contracts with Sprint Accessibility, 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 Accessibility 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 Accessibility’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:

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

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

The number of CAs over or under the requirement needed to meet forecast call volumes.
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 Sprint Accessibility is routing calls as efficiently as possible while meeting or
exceeding customer expectations.

e 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
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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 New Jersey Relay contract with Sprint Accessibility is 85 percent of all calls
be placed within 10 seconds. “Speed of answer” identifies the number of seconds required to
answer a call. New Jersey Relay’s CapTel speed of answer meets or exceeds the FCC'’s
requirement to answer 85 percent of all calls within 10 seconds. New Jersey Relay expects Sprint
Accessibility 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 Accessibility develops a Network forecast for each upcoming scheduling week.

Sprint Accessibility also reviews each center’s results for the previous six 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 Accessibility 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.

New Jersey Relay 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
Accessibility furnishes the necessary telecommunications equipment, facilities, and system
software for the complete TRS operation. Sprint Accessibility’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 Accessibility, New Jersey Relay 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 Accessibility measures its compliance with average speed-of-answer times on a daily basis
and reports this information to New Jersey Relay on a monthly basis.

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

New Jersey Relay , through its TRS contract with Sprint Accessibility, 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
Accessibility’s Relay system ensures an excess of 99.99 percent of all calls reach the call center
and are answered or receive a ringing signal.
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§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 New Jersey relay toll-free number where it enters the Sprint
Accessibility 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.

New Jersey Relay 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:
New Jersey Relay 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 Carrier-of-Choice 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 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 their
call may include long-distance charges.

New Jersey Relay 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
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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.

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 New Jersey is dependent on whether carrier is authorized to provide
service in New Jersey 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 New Jersey Relay. 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 New
Jersey Relay 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).
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e Payphones: Sprint will provide domestic and international calling at no charge for
New Jersey Relay 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 New Jersey Relay.

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.

New Jersey Relay and Sprint Accessibility Customer Service are both available 24x7 for all TRS
services. New Jersey Relay , through Sprint Accessibility, utilizes both Uninterruptible Power
Supply (UPS) and backup power generators to ensure 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.

New Jersey Relay contracts with Sprint Accessibility’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 Accessibility’s Intelligent Call Router, which
instantly recognizes a problem anywhere in the Sprint Accessibility system and routes the calls to
other operating call centers. New Jersey Relay 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.
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Please see Sprint Accessibility’'s Disaster Recovery Plan and the Network Support Plan in
Appendix D.

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

New Jersey Relay 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.

New Jersey Relay 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.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.

New Jersey Relay through Sprint Accessibility, 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, New
Jersey Relay will continue to provide Caller ID service through SS7 signaling where the 10-digit
number of the calling party is passed through to the called-party for local and long-distance calls.
New Jersey Relay receives calling party identifying information including blocking information, from
all relay users. Sprint Accessibility’s Caller ID solution includes receiving the privacy bit information
from the inbound Relay caller and other call information elements such as:

Calling Party Number

Charge Number

Originating Line Information

Sprint Accessibility 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 New Jersey, Sprint Accessibility 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
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e STS with Voice Carry Over
e Specialized STS Customer Service (including Training Line)
e Wireless Access - STS (*787)

Wireless Access — STS (*787)

In early 2012, Sprint Accessibility announced the first wireless short-code solution for STS users.
Sprint Accessibility 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 New Jersey 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 Accessibility is the Relay provider, the caller is connected to the State’s STS. If not,
callers are automatically transferred to Sprint Accessibility’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

Sprint Accessibility 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 the STS
message be retained. Over the next 24 hours, the STS user can redial their state STS and request
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 Accessibility continues to offer the ability for STS users to maintain a record of regularly
called names and telephone numbers. Sprint Accessibility’s speed dialing functionality (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, 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
10-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

MName Area Code & Phone Number

W =

If yow need to add more information, go fo the Additional information saction on the page 3.
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STS with Privacy Option

Sprint Accessibility 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
§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.

New Jersey Relay, through their contract with Sprint Accessibility, provides true Caller ID service
through SS7 signaling where the 10-digit number of the calling party is passed through to the
called-party for local and long distance calls. Sprint Accessibility will receive calling party
identifying information including blocking information, from all TRS users.

Customer Control

With Sprint Accessibility’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 Accessibility’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
SS7 connectivity with Sprint Accessibility. Sprint Accessibility's SS7 network interfaces with all
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global carriers, LECs, CLECs, and ILECs. Sprint Accessibility’s Caller ID solution includes
receiving the privacy bit information from the inbound Relay caller and other call information
elements such as: Calling Party Number, Charge Number, and Originating Line Information.
Sprint Accessibility 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: “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.

Selective Call Forward
Selective Call Forward enables the user to create a list of special phone numbers so 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 voicemail. 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 Accessibility Privacy ID
function. If a caller's number displays while their name does not, 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.
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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.

New Jersey Relay 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
Accessibility 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.

New Jersey Relay works closely with their TRS provider (Sprint Accessibility) to identify contact
particulars such as: consumer type (TTY, VCO, HCO, Voice, or STS), customer contact
information (when given), CA identification numbers, the call handling center and over 45 contact
categories including: complaints, inquires and unsolicited commendations.

Sprint Accessibility submits reports detailing the information above. 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 Accessibility’s customer contact database.

Customer Contacts Online Database (CCOD)

To further support the complaint resolution process, Sprint Accessibility 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 Accessibility
program manager assigned to the State of New Jersey via email of any complaint entry, ensuring
they receive timely notification of consumer concerns. The CCOD will track consumer contact
information as required by the FCC. By approximately June 15th of each calendar year, Sprint
Accessibility submits a copy of 12-month complaint log report for the period of June 1- May 31 to
the State relay administrators. New Jersey Relay reviews the log and then passed the complaint
log to the FCC by July 1st of each year.
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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.

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

Lori Timney

Customer Relations Manager
Sprint Accessibility

201 Route 17 N

Rutherford, NJ 07070
www.sprintrelay.com
lori.2.timney@sprint.com
732-201-2667

Patricia Campbell

Administrative Analyst

NJ State Board of Public Utilities

44 S. Clinton Ave, 2nd floor, West

Trenton, NJ 08625

Email: patricia.campbell@bpu.state.nj.gov
Phone: 609-633-9702

C.3 Public Access to Information

§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.

Outreach education is a significant method to inform relay and non-relay users about the varied
free relay services available to them. A substantial amount of the funds are used on activities that
publicize and educate the public at large regarding what services are available and how to access
and properly use the available variety of relay services. The outreach plan is expanded monthly,
dependent on the availability of community events and other advertising mechanisms. Outreach
projects include:

Page 29


http://www.sprintrelay.com/
mailto:lori.2.timney@sprint.com
mailto:patricia.campbell@bpu.state.nj.gov

Outreach Specialists Program
Promotes and increases awareness of NJ Relay and NJ CapTel Services and provides one-on-one
training, home installations, products demonstration, seminars/presentations and exhibits at local
or statewide conference events.

Outreach Partnership Program & Business to Business Outreach

Networks with Organizations, Businesses and Agencies to provide outreach education; this
program targets audiences such as: high schools, hospitals, Department of Aging Groups,
businesses (audiologist & hearing aid dispensers) and doctors.

Marketing Collateral & Giveaways:
Provides promotional giveaways for NJ Relay and CapTel and publishes the TRS Newsletter,
flyers, brochures and posters.

Customer Outreach Survey

Collects data through an online survey, printed hard copies distributed at outreach events and
magazine inserts (i.e. Monthly Communicator) to determine areas of outreach needs and tailor
marketing methods and materials.

NJ Relay Advisory Board Meetings

Provides public awareness to customers about TRS, new services developed, and to serve as a
Liaison between users and the Relay Service Provider. The New Jersey Advisory Board, known
as the New Jersey Relay Service Operations Advisory Committee, was established on October 15,
1990, in accordance with the Request for Proposal for the provision of Dual Party Relay Systems
issued by the state. The Committee functions as a user group that provides support and
recommendations in areas of quality customer service, future service and technological
enhancements and promoting public service awareness. It serves as a liaison between the users of
the service ant the Relay Service Provider and/or the State.

Taste of Technology forums

Since 2006, New Jersey has been hosting open, hands-on forums on how people with hearing and
speech disabilities can use telecommunication technology. The events are a very successful way
to communicate with the community about relay services and keep relay users informed of the
latest advancements in technology. The forums are great opportunities for professionals working
with Deaf and Hard of Hearing clients and excellent for any agency that works with people with
hearing loss who may be experiencing difficulty hearing on the phone. Workshops and booths
focusing on NJ Relay, NJ CapTel, Sprint Relay, assistive devices for people with disabilities,
telecommunication equipment and other relevant accessibility topics have been provided free of
charge to the community. Taste of Technology forums have also been provided in Texas, Oregon,
and Washington.

Mass Media Advertising

New Jersey has a great deal of experience in Mass Media Campaigns. The use of media in public
relations is essential to maximizing awareness to the general public about TRS, CapTel, and RCC.
New Jersey has utilized every opportunity to educate the public about relay services through print:
New Jersey Relay Newsletter, organizational newsletters, newspapers (local, state and Hispanic),
Instructional video, and three websites: njrelay.com, njrelaycc.com, and njcaptel.com, and CapTel
TV PSA Campaigns.
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CapTel Advertisements

Captioned Telephone (CapTel) service, as an enhanced Voice Carry-Over (VCO) service, was
introduced to New Jersey in 2006 and became a part of the New Jersey contract the same year.
The CapTel Program in New Jersey has been successful and has become a model for other states
that have chosen Sprint as their CapTel provider. Also, New Jersey is the first state to offer
CapTel Set-up support service through the CTI website, which allows consumers to request
installation support while filling out the order form to receive a new CapTel phone. This procedure
helped increase the number of CapTel users using the service by helping them better understand
how the phone works. The NJ CapTel TV campaign was launched in 2006 and has continued to
air 30-second TV commercials over the past 6 years to educate family members of New Jersians
with hearing loss about the availability of the equipment and service throughout the state, these
advertisements are successful because actual consumers were recognized by their respective
communities and therefore, awareness about the service increased. New Jersey also has the
proud distinction of being one of the few states in the country to have a dedicated CapTel website
(njcaptel.com) which was launched in November 2008.

Hispanic Outreach

New Jersey has been recognized as one of the Sprint Relay states focusing on Spanish Outreach
to promote and accelerate the use and understanding of New Jersey Relay and CapTel services.
This is done to reach out to underserved populations who can benefit from New Jersey Relay and
New Jersey CapTel and provide feedback to improve services. New Jersey has developed
marketing materials, giveaways, and video clips such as TRS, CapTel Brochures, and website
information translated into Spanish. New Jersey also provided the newspaper ad copy to be
translated into Spanish and placed with all major Hispanic newspaper media outlets, including El
Nuevo to reach Hudson County, El Diario — in New Jersey, La Voz to reach Union County, and
online newspapers.

TRS Information in Directories

Placing New Jersey Relay TRS numbers in directories throughout the state makes relay
information visible and available to consumers. Appendix F contains selected examples of such
information.

New Jersey TRS Literature

New Jersey Relay products and services continued to be promoted via outreach activities where
brochures, instructional and marketing flyers, and advertisements in various publications are
disseminated. During the past four-and-a-half years, the following New Jersey TRS literature were
developed:

e Brochure in both English and Spanish languages
e Brochure geared for youth

New Jersey Speech-to-Speech Literature

New Jersey Relay STS products and services continued to be promoted via outreach activities
where a brochure is disseminated and an advertisement published in publications. In addition, a
Video-Assisted STS flyer was developed, outlining instructions on how to use this enhanced
service.

New Jersey CapTel
New Jersey CapTel products and services continued to be promoted via numerous avenues
including outreach activities where brochures, articles, and instructional and marketing flyers
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geared toward specialized groups of people are disseminated as well as via digital education,
modes of transportation, and advertisements in various publications. During the past four-and-a-
half years, the following New Jersey CapTel literature and media were developed:
e Advertisements in both English and Spanish languages
Brochure in both English and Spanish languages
Brochures geared towards: Youth, Family, Retired Persons
Articles
Billboards
Busses
Shopping Malls

Relay Conference Captioning
New Jersey Relay Conference Captioning products and services continued to be promoted via
outreach activities where a brochure and flyer are disseminated.

Newsletters
Developed, created, and produced for dissemination, New Jersey Relay provides these
newsletters twice a year. Information include:

Message from the Account Manager

New Jersey Relay numbers

Explanation of and pictures of events hosted and participated
Tips on a specific relay product and service

New Jersey Relay updates

Advisory board member listing

Other resources

Websites
New Jersey Relay maintains and operates three different websites:
e TRS: www.njrelay.com
e STS: www.newjerseysts.com
e CapTel: www.njcaptel.com or www.njcaptionedtelephone.com

These specialized websites provide information on the various relay services, explains how each
relay call is handled, view a blog, offers consumers an online form to note their personal
preferences, and more.

Social Media
In social media platforms, New Jersey Relay has information about its products and services for
consumers to read, learn, and participate:

e Facebook pages (2) -

o TRS: www.facebook.com/njrelay

o CapTel: www.facebook.com/newjerseycaptel
Twitter accounts (2) - @njcaptel and @njrelay
YouTube Channel — www.youtube.com/njrelay
Linkedlin — New Jersey Relay and CapTel
Blog sites (2) - njrelay.com/blog and njcaptel.com/blog
Myspace — myspace.com/njrelaycaptel
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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:

New Jersey Relay 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 rates — one
for interstate and one for intrastate. The following table exhibits the discounted rates off Sprint
Accessibility's Message Telephone System (MTS) rates.

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

March 17, 2016 through May 31, 2017
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.

Effective June 2017, we provide long-distance at no charge. This is as result of CG Docket No. 03-
123 granted by the FCC on August 24, 2016.

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.

NOTE: APRIL 6, 2011--FCC NAMES NEW ADMINISTRATOR OF INTERSTATE TRS FUND
Action Part of Commission’s Comprehensive Reforms to the VRS Program

Washington, D.C. — The Commission has awarded Rolka Loube Saltzer Associates, LLC, (RLSA) of Harrisburg, PA, a
contract to administer the Interstate Telecommunications Relay Service (TRS) Fund, a Fund used to support
communication service for persons who have hearing or speech disabilities or who are deaf-blind. Since July 26, 1993,
the Commission has required that each common carrier providing voice transmission services also provide TRS
throughout their service areas.
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The contract specifies the oversight and administrative duties that RLSA will be assuming, which include protecting the
integrity of the TRS Fund as well as overseeing the distribution of funds under the FCC’s newly established national
equipment distribution program for people who are deaf-blind. The latter is required by the new Twenty-first Century
Communications and Video Accessibility Act, signed into law on October 8, 2010.

TRS is a telephone transmission service that allows persons who have hearing or speech disabilities or are deaf-blind,
to place and receive telephone calls. TRS is available in all 50 states, the District of Columbia, and some of the U.S.
territories for local and long distance calls. There is no cost of TRS to the TRS user. The costs of intrastate TRS are
supported either through state telephone rate adjustments, or surcharges on local telephone bills. The costs of
interstate TRS are supported by contributions made to the TRS Fund by all telecommunications and VolP service
providers. TRS providers are then compensated for the costs of providing interstate TRS, including TRS provided over
the Internet, from the TRS Fund on a minutes-of-use basis.

As Administrator of the TRS Fund, RLSA will oversee the collection and disbursement of funds, which shall include
reviewing all monthly submissions from TRS providers seeking compensation to ensure there are no irregularities,
discrepancies or violations of the Commission’s TRS rules, and that there are no indications of potential fraud. RLSA
will also establish and implement internal controls and procedures for the disbursement of funds, subject to
Commission approval.

RLSA will withhold payment to TRS providers that fail to demonstrate full compliance with all relevant Commission
rules governing the provision of TRS, fail to provide adequate documentation or justification for compensation in
response to requests for such documentation by the FCC, or engage in potential waste, fraud, or abuse.

-FCC (For more news and information about the FCC please visit www.fcc)

All New Jersey Relay intrastate and interstate minutes are reported separately and distinctly to the
state on the Sprint Accessibility invoice. The interstate and international minutes are reimbursed by
the TRS Interstate Fund. The local and intrastate minutes are billed through the State and
reimbursed by the major telephone service providers in the State. On individual customer invoices,
Sprint Accessibility 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 percent deduction for Toll Free and 900
minutes for which RLSA reimburses. For RSLA reimbursement, Sprint Accessibility uses a
cumulative report of eligible 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 our Congress. Title IV of
the ADA requires all states provide relay services to deaf and hard of hearing people 24x7.

Telecommunications Relay Fund

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

§64.604 (c) (7) (N) (1-4) pertain to VRS providers. The State of New Jersey 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
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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.

New Jersey Relay works in conjunction with the TRS provider, Sprint Accessibility, 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:

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

e Resolve complaints with CAs

e Follow up with customers if requested by the customers

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
Account Manager for resolution and follow-up with the customer. New Jersey Relay customers
also have the option of calling Sprint Accessibility’s 24-hour Customer Service department (800-
676-3777), the Sprint Accessibility Account Manager or the New Jersey Board of Public Utilities to
file complaints or commendations.

New Jersey Relay 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. New Jersey
Relay submits all complaints from June 1-May 31stto the FCC by the annual July 1st deadline.

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or Operations
Administrator is available 24x7 to accept complaints, document and forward documentation to the
proper source for resolution. Supervisors provide immediate feedback to both the customer and
the CA.

Sprint will provide copies of each TRS Customer Contact form, including the date the complaint
was filed, an explanation of the complaint, the date the complaint was resolved and explanation of
the resolution and any other pertinent information to New Jersey. Further, Sprint maintains a log of
each individual complaint and provides comprehensive reports on a monthly and annual basis to
each of the Sprint States.

The complaint resolution procedure outlines the steps 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.

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
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onsite technician. The state-assigned Relay Program 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. New Jersey customers also have the option of calling
our 24-hour Customer Service department (800-676-3777) for the New Jersey Relay Program
Manager to file complaints or commendations. Sprint has the capability to transfer the caller on-
line to the Customer Service department.

A Customer Service representative will always answer the calls live. The assigned Relay Program
Manager is responsible for tracking all commendations and complaints and sending copies of
Customer Contacts to the State Relay Administrator by the invoice due date of the following month.
To assist customers in identifying contact information for complaints, the toll-free Customer Service
number and other contact information is included on all brochures and Outreach materials,
including relay websites.

Sprint Relay submits all Interstate Relay (Sprint IP, IP Wireless) complaints directly to the FCC
from June 1 - May 3 of each year by the July 1st deadline.

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.

New Jersey Relay, through Sprint Accessibility’s Customer Preference Database, includes type of
call, billing information, speed dialing, slow typing, COC, 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 Accessibility 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
Accessibility 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 Accessibility will not sell, distribute,
share or reveal in any other way by the relay center or its employees, unless compelled to do so by
lawful order. All complaints filed with the Board of Public Utilities are assigned a complaint number
and investigated thoroughly before an answer is provided to the customer. Upon the receipt of a
complaint, the contract manager contacts Sprint for a full and prompt investigation of the complaint
or inquiry. Complaints are not closed until a final resolution is achieved. Complaints are handled
in an informal manner and resolved on an amicable basis.

§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
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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.

On August 28, 1991, the New Jersey Board of Public Utilities (BPU) chose to provide statewide
TRS in New Jersey. Section 225(f) of the ADA requires a state choosing to establish a TRS
program provide documentation to the FCC describing the program for implementing intrastate
TRS and the procedures and remedies available for enforcing any requirements imposed by the
state program. The ADA provides the FCC shall certify the state program if it determines the
program makes available to individuals with hearing or speech disabilities intrastate TRS in a
manner that meets or exceeds the requirements of regulations prescribed by the FCC in its rules.

The FCC promulgated rules permitting each state to select its own method for funding the
intrastate portion of TRS, as long as said method was consistent with the ADA. 47 C.F.R.
§64.605(d). The Board determined the most appropriate and stable funding source for TRS was
from the IXCs and LECs, and the portion of funding supplied by each carrier would be determined
as a proportion of carrier revenue to total statewide IXC/LEC revenue. The Board established a
more detailed funding mechanism by Order dated September 1, 1993, which mandated TRS costs
be apportioned among all LECs and IXCs whose revenue are at least one half of one percent (0.5
percent) of the total New Jersey Gross Intrastate Annual Operating Revenue for all carriers
combined (LECs and IXCs). Staff was directed to make the required share calculations annually
and to arrange through Verizon for each carrier to be billed for the amounts owed on a monthly
basis, based on the TRS costs received from the provider of the service. The full text can be found
in Appendix O of the Legislative Order.

Each affected carrier's percentage will continue to be determined by Staff using the carrier's
revenue as a percentage of the total annual revenues, as reported to the Board in each carrier's
annual report, as required by N.J.S.A. 48:2-16 for the prior year. These figures will continue to be
filed on March 31 of each year, with the share determination to be made in April of each year. This
cost apportionment process shall apply to bills from April 1 through March 31 of the following year.
Share percentages shall be recalculated if an eligible company exits the market prior to the annual
recalculation.

The total TRS billing will continue to be reviewed and verified by Staff on a monthly basis as
incurred. The costs will be apportioned to each carrier on a monthly basis using the share
percentages calculated annually as determined by Staff. Verizon will continue to bill each carrier
its respective portion of the approved monthly costs. Payments will then be forwarded directly to
the TRS provider’s billing operation.

Please see Appendix O for a copy of the NJ Order regarding the funding of the NJ Statewide Dual
Party Relay System.

New Jersey users are charged no more for services than for those charges paid by standard
‘voice” telephone users. New Jersey users, who select Sprint as their interstate carrier, will be
rated and invoiced by Sprint. The caller will only be billed for conversation time. Those users, who
selected a preferred interstate carrier via the New Jersey COC list, will be rated and invoiced by
the selected interstate carrier.
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New Jersey Relay was approved for TRS Certification Renewal by the FCC in 2013. For a copy of
this letter, please see Appendix P.

§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.

No substantive changes have been made to New Jersey’s TRS program since 2008.
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Appendix A
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.® 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 equivalent to voice telephone services.” The Commission’s TRS
regulatior;s 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

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).

2 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).

®47U.S.C. § 225.

®1d. § 225(a)(3).

" 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 Rcd 16121
(2003).

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

12 47 CFR § 64.606(b)(1)(ii).

Page 39



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

July 2017 seeking comment on state TRS Notices; reply comments are due within 15 days thereafter.
applications that have been filed.

July 2017 - CGB will review applications for | If necessary, the Bureau will send deficiency letters requesting

May 2018 TRS recertification for additional information from states to ensure compliance with TRS
compliance with 47 CFR 88§ mandatory minimum standards and other certification
64.604 and 64.606. requirements.

May 2018 - CGB will issue certification

July 2018 renewals on a rolling basis.

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

Electronic Filers: Filings may be filed electronically using the 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.

e 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/ecfs/ (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-

B31d. § 64.606(a).

147 U.S.C. § 225(f)(2)(A). See 47 CFR § 64.604.
1547 CFR § 64.606(b)(1)(iii).

1947 U.S.C. § 225(f)(2)(B).
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Appendix B — Award, FCC Matrix, TRS, STS, CapTel Training Outlines

Award
STATE OF NEW JERSEY mm“ ;g‘,’g}}m PAGE: 1
PROCUREMENT BUREAU BUYER . JAMES E STRYPE
33 WEST STATE ST OTH FL__TRENTON, NJ 08625-0230 | pHONE : (808) 341-2977
 PRUFESSTUNAL CUNTFAGCT — | EFFECTIVE DATE : 04/01/15
EXPIRATION DATE: 03/31/18
TELECOMMUNICATIONS RELAY SERVICE T-NUMBER . T2380
CONTRACTOR . SPRINT COMMUNICATIONS CO LP
VENDOR NO. : 431408007 07
VENDOR PHONE : (703)689-67%9
FEIN/SSN : 431408007
SPRINT COMMUNICATIONS CO LP REQ AGENCY : 822012
%sums: VALLEY DR " —— BDARD OF PUBLIC UTILITIES
AGENCY REQ NO.:
PURCH REQ NO. : 1042363
FISCAL YEAR : 1S
goucrlrn'xou rE :5%
BID OPEN DATE : 12/23/14

TERM CONTRACT FROM: 04/01/15 T0: 03/31/18

1. ORDERING PERIOD: CONTRACT BEGINNING ORDERING PERIOD 15:04/01/15
CONTRACT ENDING ORDERING PERIOD DATE 15:03/31/18
2. F.0.B. POINT: DESTINATION
3. DELIVERY DELIVERY WILL BE MADE WITHINAS SPECIFIED ELSEWHER UNLESS

SPECIFIED DIFFERENTLY ON EACH LINE OR UNLESS AN ALTERNATE
DELIVERY SCHEDULE IS INDICATED. AN ALTERNATE DELIVERY
SCHEDULE IS ENCLOSED HEREIN:YES

4. CASH DISCOUNT TERMS: CASH DISCOUNT TERMS ARE00.00% DAYS.

S. PERFORMANCE BOND: PERFORMANCE BOND REQUIRED:NO ; DATE REQUIRED00/00/00
AMOUNT $0 ; PERCENT OF CONTRACT 0.00%

6. RETAINAGE: RETAINAGE PERCENT 1S 0.002

7. COOPERATIVE PROC: THIS CONTRACT IS AVAILABLE FOR POLITICAL SUBDIVISION USE UNDER
THE COOPERATIVE PROCUREMENT PROGRAMNO

8. BID REFERENCE NO: YOUR BID REFERENCE NUMBER IS:

9. AWARDED LINES: YOU WERE AWARDED 4 LINES FROM THE SOLICITATION NUMBER23662 ,
THESE LINES ARE INCLUDED AS A PART OF THIS CONTRACT.

ALL TERMS AND CONDITIONS AS A PART OF SOLICITATION NUMBER23662 INCLUDING ANY ADDENDA
THERETO AND ALSO INCLUDING THE BIDDER'S PROPOSAL AS ACCEPTED BY THE STATE ARE
INCLUDED HEREIN BY REFERENCE AND MADE PART HEREOF EXCEPT AS SPECIFIED HEREIN

PROPERTY ACTING FOR AND ON BEHALF OR
REFERENCED ABOVE BY YOUR FIRM WHC

35pe sl

USING AGENCIES CANNOT PROCESS INVOICES FOR PAYMENT OF DELIVERED
GOODS AND/OR SERVICES UNTIL THE PROPERLY EXECUTED BOND HAS BEEN
RECEIVED AND ACCEPTED BY THE PURCHASE BUREAU,

VENDOR COPY

FCC Matrix
Please see the following table for a point-by-point explanation of how we meet and/or exceed each of the
minimum federal standards.

FCC Minimum Standard Applies to: Compliant Sprint’s Approach

CA Training TRS, STS, CTS, IP_| Exceeds Sprint offers comprehensive training designed to offer
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FCC Minimum Standard Applies to: Compliant Sprint’s Approach
47 C.F.R. 8 CTS, IP Relay the best quality to all relay users. Sprint’s 2-3 week
64.604(a)(1)(i) program includes training on Diversified Culture,
compliance with regulatory requirements, & operation
of Sprint’s systems.
CA Skills TRS, STS, CTS, IP | Exceeds Sprint ensures all CAs are skilled in typing, grammar,
47 C.F.R. 8 CTS, IP Relay spelling, & interpretation of typewritten ASL (as
64.604(a)(1)(ii) (Partially waived applicable), familiar with hearing & speech disability
for CTS, IP CTS) culture, language, & etiquette; & have clear &
articulate voice communication skills.
CA Typing TRS, STS, CTS, IP | Exceeds Sprint’s CAs type &/or transcribe conversations at a
47 C.F.R. 8 CTS, IP Relay rate greater than 60 wpm. CA testing is conducted at
64.604(a)(1)(iii) (Waived/ partially least quarterly.
waived for CTS, IP
CTS)
VRS CA Qualifications VRS N/A This requirement is not applicable to the services
47 C.F.R. § being offered.
64.604(a)(1)(iv)
Call Takeover TRS, STS, CTS, IP | Exceeds As a general rule, Sprint allows CA takeovers only
47 C.F.R. 8 CTS, IP Relay when necessary. Sprint’'s CAs stay with any given call
64.604(a)(1)(v) for a minimum of 10 or 20 mins, as defined by the
FCC.
Gender Preference TRS, STS, IP Meets Sprint makes its best efforts to accommodate its
47 C.F.R. 8 Relay (Waived for customers’ requests regarding the gender of the CA
64.604(a)(1)(vi) CTS, IP CTS) handling their calls — both at call initiation &/or call
takeover.
Real Time TRS, STS, CTS, IP | Meets Sprint’s sophisticated software enables real-time
47 C.F.R. § CTS, IP Relay communication for all Relay users.
64.604(a)(1)(vii)
STS Voice Mute Option 47 | STS (Waived for Meets Sprint offers STS users the option to mute so the
CF.R. 8§ TRS, IP Relay, other party to the call will hear only the CA & will not
64.604(a)(1)(viii) CTS, IP CTS) hear the STS user’s voice.
Confidentiality Rule TRS, STS, CTS, IP | Meets Sprint’s systematic & operational processes intended
47 C.F.R. § CTS, IP Relay to prevent disclosure of call content &/or CPNI, except
64.604(a)(2)(i) 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 user request.
Conversation Content TRS, STS, CTS, IP | Meets Sprint bars its CAs from intentionally altering
47 C.F.R. 8 CTS, IP Relay conversations, except to the extent necessary to: (i)
64.604(a)(2)(ii) 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 calls.
47 C.F.R. § Relay (Waived for
64.604(a)(3)(1) CTS, IP CTS)
Call Length TRS, STS, CTS, IP | Meets Sprint never limits the length of a Relay call.
47 C.F.R. § CTS, IP Relay
64.604(2)(3)(i)
Types of Calls TRS, STS, CTS, IP | Meets Except to the extent the reqgs are waived, not
47 C.F.R. 8 CTS, IP Relay permitted, or as the FCC determines it is not
64.604(a)(3)(ii) technologically feasible, Sprint svcs are capable of
handling any type of call normally provided by
telecomm carriers.
Credit Authorization TRS, STS, CTS Meets Sprint understands it is permitted to decline a call if
47 C.F.R. 8 (Waived for IP the user cannot pay or because a credit authorization
64.604(a)(3)(iii) CTS, IP Relay) for toll calls is denied.
Pay Per Calls TRS, STS, CTS Exceeds Sprint processes pay per calling for TRS & CapTel
47 C.F.R. § (Waived for IP users with blocks available via the Customer Profile.
64.604(a)(3)(iv) CTS, IP Relay)
Call Combinations TRS (Partially Meets Sprint’'s Relay services support all mandatory FCC
47 C.F.R. § waived for CTS, IP call types.
64.604(a)(3)(v) CTS, IP Relay)
Call Release TRS (Waived for Meets Sprint provides TTY-TTY call set-up which allows the
47 C.F.R. 8§ CTS, IPCTS, IP CA to set-up the call & drop off the line, if not needed
64.604(a)(3)(vi)(1) Relay) to facilitate conversation.
Speed Dial TRS, STS, CTS, IP | Meets Sprint's TRS/CTS speed dial is available with a
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FCC Minimum Standard Applies to: Compliant Sprint’s Approach

47 C.F.R. 8 Relay (Waived for Customer Profile. CapTel users can select 3 speed

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

Three-Way Calling TRS, STS, CTS, IP | Meets Sprint supports LEC-based 3-way calling for its

47 C.F.R. 8 Relay (Waived for customers.

64.604(a)(3)(vi)(3) IP CTS)

Interactive Menus & TRS, STS, CTS, IP | Exceeds Sprint electronically captures & makes interactive

Voicemail CTS, IP Relay recordings & voicemail/answering machines available

47 C.F.R. 8 to Relay customers. Sprint supports Sprint IP Text

64.604(a)(3)(vii)/(viii) Mail so Sprint IP users can receive voicemalil
messages via email when unable to answer.

Emergency Calls for TTY- | TRS, STS (N/Afor | Meets Sprint automatically & immediately connects

based providers CTS, IPCTS, IP emergency calls to an appropriate PSAP capable of

47 C.F.R. 8 Relay) dispatching emergency services.

64.604(a)(4)

STS Called Numbers STS (N/Afor TRS, | Exceeds Sprint allows STS users to register a Customer Profile

47 C.F.R. 8 CTS, IP CTS, IP which includes Speed Dial & other enhancements.

64.604(a)(5) Relay)

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

47 C.F.R. § being offered.

64.604(a) (6)

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

reimbursable for TRS, STS CTS, being offered. Sprint IP has procedures to prohibit

47 C.F.R. 8 or IP CTS) international usage.

64.604(a)(7)

ASCIl & Baudot TRS, STS (Waived | Exceeds Sprint's TRS (TTY) platform supports all

47 C.F.R. § for CTS, IP CTS) communication modes including Baudot (domestic &

64.604(b)(1) (N/A for IP Relay) international), ASCII, Turbo Code, & Enhanced Turbo
Code (E-Turbo).

Speed of Answer & TRS, STS, CTS, IP | Exceeds Sprint Relay answers at least 85% of all calls within

Blockage CTS, IP Relay 10 secs, including abandons. Sprint’s systems

47 C.F.R. § exceed the P.01 standard.

64.604(b)(2)

Equal Access to TRS, STS, CTS Exceeds Except to the extent the regs are waived, Sprint's TRS

Interexchange Carriers (Waived for IP & CTS platforms support the billing & rating of toll

(IXCs) CTS, IP Relay) calls through other carriers.

47 C.F.R. §

64.604(b)(3)

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

47 C.F.R. § CTS, IP Relay redundant facilities functionally.

64.604(b)(4)

Technology TRS, STS, CTS, IP | Exceeds Sprint exceeds the minimum mandatory services &

47 C.F.R. 8 CTS, IP Relay routinely upgrades its products to increase functional

64.604(b)(5) equivalency.

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

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

64.604(b)(6) transmitted.

STS 711 Calls TRS, STS (N/A to Exceeds Sprint offers solutions to meet this req: Auto 711

47 C.F.R. 8 CTS, IPCTS, or IP Routing for STS users connects callers with a

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

Consumer Complaint Logs | TRS, STS, CTS, IP | Meets Sprint maintains 24/7 Customer Service & logs all

& Procedures CTS, IP Relay complaints received. Sprint provides the State a

47 C.F.R. 8 summary that meets FCC standards.

64.604(c)(1)

Contact Persons TRS, STS, CTS, IP | Meets Sprint’'s POC for complaints:

47 C.F.R. 8 CTS, IP Relay Sprint Relay Customer Service

64.604(c)(2) PO Box 29230
Shawnee Mission, KS 66201-9230
800-676-3777 (English)
800-676-4290 (Spanish)
877-787-1989 (STS)
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FCC Minimum Standard Applies to: Compliant Sprint’s Approach
877-877-3291 (Fax)

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

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

47 C.F.R. 8 providers to include the cost of outreach in their yearly

64.604(c)(3) costs. Sprint publicizes IP services through promo
materials, on-line marketing, & PSAs. (Sprint does
not include the cost of these activities in its yearly cost
submissions to the FCC).

Rates TRS, STS, CTS, IP | Exceeds Sprint ensures TRS/CTS users, who rely on Sprint’s

47 C.F.R. 8 CTS, IP Relay Relay platforms to establish billing for toll calls, are

64.604(c)(4) charged no more than traditional phone users.

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

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

47 C.F.R. § administrator to receive reimbursement.

64.604(c)(5)

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

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

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

Complaint Resolution TRS, STS, CTS, IP | Meets Sprint supports timely & effective complaint resolution.

47 C.F.R. § CTS, IP Relay

64.604(c)(6)

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

Information CTS, IP Relay purpose other than to process calls & will not sell,

47 C.F.R. 8 distribute, share, or reveal the profile data unless

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

No Incentives to Use IP IP CTS (N/Ato Meets Sprint does not offer incentives to IP CTS users

CTS TRS, STS, CTS, or directly/indirectly. Sprint prohibits incentives to

47 C.F.R. 8 IP Relay) hearing health professionals & does not have joint

64.604(c)(8) marketing arrangements with any hearing health
professional.

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

Certification TRS, STS, CTS, or collection new customers’ names, addresses, phone

47 C.F.R. § IP Relay) numbers, DOBs, & last 4 of SSNs. Sprint collects a

64.604(c)(9) separate, self-cert for all new IP CTS users. Sprint
maintains records for at least 5 years after service
ceases, & does not disclose registration & cert info,
except as required by law.

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

47 C.F.R. 8 TRS, STS, CTS, or have captions on.

64.604(c)(10) IP Relay)

IP CTS Equipment Fee & IP CTS (N/Ato Meets Portions of this were struck down after the DC Circuit

Label TRS, STS, CTS, or Court ruling on Sorenson v FCC & no longer applies.

47 C.F.R. 8 IP Relay) Sprint fully complies with the remainders of the order

64.604(c)(11) to provide a warning label on IP CTS equip &
software.

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

multiple CAs 47 C.F.R. § CTS, IP Relay CapTel 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 is in full compliance. For Sprint IP, Sprint

requirements (N/Ato TRS, STS, handles & routes emergency calls to the applicable

47 C.F.R. 8 or CTS) PSAP; immediately attempts to re-establish contact in

64.605 the event of disconnection; automatically places 911
calls at the front of call queues; & obtains registered
location info from 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 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 Sprint as

Registration TRS, STS, CTS, or their default provider. Sprint assigns 10-digit local

47 C.F.R. 8 IP CTS) numbers, routes, & delivers inbound & outbound calls.

64.611 Sprint updates the TRS Numbering Directory for users
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FCC Minimum Standard Applies to: Compliant Sprint’s Approach

who select Sprint as their default IP provider, as reqd
under the FCC. Sprint complies with all porting regs.
Sprint’s promo matls include advisories for E911,
processes for obtaining a number, number portability,
& updating location info.

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 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

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 Internet Services
Introduction to Each Other Product Distribution
Sprint (or Vendor Company) The Sprint Campus (if applicable)
Sprint Values Telecommunications Relay Service
Sprint Corp Overview What is Relay?
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POLICY AND PROCEDURE TOPICS

History of Sprint Corporation
Local Telecommunications

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

711 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

7M1

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 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
IP Acronyms

Sprint IP Variations

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

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: Call
Processing, Relay Abuse

Spanish & French Language Service
International calling restrictions

911 Emergency Calls Info Digit list
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
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POLICY AND PROCEDURE TOPICS

Copy/Paste

Drop Down Boxes
Lists

Radio Button

Scroll Bars

Sliders

Tables

Accessing a Program
Screen Displays

Call Handling Screen
Title Bar

Banner
Conversation Area
Disconnect Message Status

Record Feature

Function Keys

Block

Ctrl-Switch

Switch

The Keyboard

Alpha Keys

Call Handling Keys
Numeric Keys

Cursor Movement Keys
Arrow Keys

Backspace

Error Correction Function
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
(Tone of Voice)

Professional Phone Image
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

Voice Person Speaking in Third Person
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

Coping skills Transparency & Caller Control
Phrases Voice Tones/Descriptive Words
Background Noises

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

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

Voice-TTY Answering Machine
Other Recording Variations
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POLICY AND PROCEDURE TOPICS

Variations for Recordings Voice Mail System
Record Feature Tips Privacy Manager/Call Intercept
TTY-Voice Recordings Automatic Redial System Recordings
TTY-Voice Recording Information Switchboards
TTY-Voice Answering Machine Redialing Voicemail through Switchboard
Variations: Answering Machine/Pagers TTY-Voice Asking for Specific Person
Voice Mail Retrieval Live person On Answering Machine Redial
VCO VCO 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” 2LHCO Intro
Non-Branded HCO Two-Line HCO Procedure
Branded HCO Reverse Two-Line HCO
HCO with Privacy HCO Variations
HCO No Answer Inbound requests VCO/HCO
HCO Busy HCO User Requests to Speak
HCO-Voice Answering Machine
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 Answered Foreign Language
DA Variations Transfer Menu
International Transfer Menu 900 # Call Processing
Call Processing -- Calling Intl 211/311/511 Requests
Device-to-Device Device to Device Intro VCO-HCO & HCO-VCO
Calls Function Keys & Banner Messages HCO-HCO
VCO-TTY & TTY-VCO Device to Device Variations
VCO-VCO Alternate Call Type reaches recording
TTY-HCO & HCO-TTY
Call Processing CA information Request for Length of Call
Variations Area Code Only In From Number T-V Call & V Requests Supervisor Call Backs for

Page 48




POLICY AND PROCEDURE TOPICS

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

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
Request for Company Information
Request for M/F Agent

Request Specific Agent

Agent Knows Customer

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 Msg 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

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

VCO Types & Voices

Prompting

Data Transmission Box

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 Emergency Calls Intro TTY-Emergency TTY Call Release
Procedures Emergency Services Internet-Emergency
FCC Requirements Instant Messenger (IM) Emergency
Emergency Call Processing Emergency Call Processing Variations
Emergency Reporting Emergency Form
TTY-Emergency Voice-Emergency
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
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Clarifying Phrases
Phrases to Avoid

STS Phone Image

STS Agent Tools
Consistency

Patience

Ask Yes/No Questions

No Personal Conversation
Phrases

STS Alphabet
Transparency/Call Control/ Confidentiality

Voice-STS VCO (TTY answer)
Voice-STS VCO (VCO answer)
STS VCO -- 2 Line VCO
TTY-STS

STS-TTY

Non-branded HCO-STS
STS-HCO

STS Hold Message

STS Call Takeover
Confidentiality & Transparency
Personal Conversations requests
STS Variations

Healthy Detachment Healthy Detachment Intro Perception
Objectives Ways to Reduce Stress
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 National Theatre of the Deaf
Contributions to Society Assistive Devices
Mainstreamed Schools Gaining Acceptance in the Deaf Community
Sign Language Interpreters Changes in the Deaf Community
Different Communication Systems Working with a Sign Language Interpreter
Exposure to English Interpreting Standards
DEAF President Now Equal Access
Attitude Changes toward the Deaf Community Cochlear Implant Controversy

ASLPt. 1 What is ASL? Rules of ASL
History of ASL Five Parameters of ASL
ASL Recognized as Language English vs. ASL Idioms

ASL Pt. 2 Evolution of ASL Translate ASL to English and Vice Versa
ASL Syntax
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POLICY AND PROCEDURE TOPICS
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
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 Cogpnitively Challenged Communication Related Effects
Customers
Relaying for Hearing Statistics
Customers
Ethics & Interpreting Standards TRS Rules — Operator Standards
Confidentiality ADA & FCC regs for the Provision of TRS Relay Center Agreement Regarding Confidential
Regulations pertaining to call content Customer Info

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 - 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, 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 - customer directed, 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 service explanations, Appropriate macro use

Mar 2017 | Following customer note and customer typed Instructions

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, 711 transfer compliance
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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 training, each employee is required annually to review ethics
and confidentiality requirements and sign an agreement of understanding.

Diversified Culture Awareness Training topics from 2016/2017:

Jan 2016 What's Diversified Culture? Who uses relay service? Why is it important to understand customers?
Recognizing 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
Please return to your supervizor by March 7, 2017,

MName Supervisor
1} What is the first thing an agent should look at when a call comes to their station?

2} If & customer requests that the agent verifies the Calling To number before dialing cut the agent
should type or gay something like,
3} The IP Call number fo dial iz entered by the inbound, therefore you DO MOT need to verify the
Calling To number before outdialing on an 1P call, even if it's in the Customer Motes to do so.
TRUE FALSE
4} The record feature may be used on conference calls.
TRUE FALSE
5) Ifthe customer has TVPE RECORDIMNGS as a preference or instruction the agent should not
fransmit . This inztruction indicates that the customers the agent to type the
recording.
&) If a device user requests that yvou 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
relay call before. |
b} Inform the customer they must answer the question (HOW WOULD YiOU LIKE YOUR
CALL ANMOUNCED &) GA.
¢} Inform the caller they are required to announce the call.
Ty What is the purpose of the customer notes?
a) To assist the agent in processing the call how the customer prefers.
b} To anncy the operatar.
£} To ensure the customer does not have to repeat their instructions before every call.
d) Both & andC.
3} When using <ALT = agents should zend it:
a) Only once and then pause a few moments before sending it again.
b} Twice and then pause a few moments before sending it again.
£} As many times as they want since they are in the buffer and can be canceled when the
phone is answerad.
TTY/ASL Refresher FProvide examples of how to relay the statements

" TIME WHAT
TG0 PARTY YOU Q

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

Jan 2016 Use of “Deaf/hard 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 caller informed, Announces, FCC verbatim req, State req call customization

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.

- - - w Homonyms (ko called hamaophones) are words hat sound lice one another

but have different meanings. Some homonyms are spelled the same, lice bark (the

GRAMMAR MATTERS ™ ik it

| and Me Us;ie

Wmen o Use EXEMpe Senrence FOW 10 1eS
| VWMEN YOU TE MEfemng 10 me JUIE (SUDIECT) 3N0 § (SUDJECT) IWEYE | 10 KNOW [ YOU SNOWD USE 1™ OF “me"
subject of 3 sentence or clause | Qo togemer. take e other pronoun out of the
sentence and cee 11t 60 males
Me | vimen youre reremng w me Vil YOU [SUDJECT) D€ COMING WA M2 | sense.
object of a sentence or clause {cbjact) 1o he store?
Examples:
I M
1. Hamy and ¥ me went 10 the siore 1. WAl you take my brother and imé 10 e movies?
Test: Me went 10 the store (Incomect”) Test Wl you take 190 the movies? (Incomect”)
Test: I went 1o the store, (Comect!) Teest: WMl you take me to the mowies? (Comect!)
2. Jake invied Brian and U me over for dinner, 2. Sam, Jennifer, and Ume went 10 the Deach.
Test: Jake Imited / over for dinner. (Incomest!) Test: Ae went %0 the baach. (incomect!)
Test: Jake Invited me ower for dinner. (Comest!) Test: / went 1o e beach. (Comect')
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 our success. 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 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, communications assistants (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 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 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
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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 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 - long calls Talking about the specific length of a call. For example, saying to another
really wear me out.” agent, “You know that call | took over for you? It lasted 84 minutes!”
To share general observations about calls: Example, “'m Talking about specific callers. Example, ‘I relayed a call for Miss Deaf
noticing a lot of HCO calls lately.” America.” Or “l had that VCO user from Florida again this morning.”
It is appropriate to respond to a customer's comments with a The agent should never say to a customer: “l remember you from a
brief “thank you” or something to that effect without elaboration. | previous call — how are you doing?” Phone lines do not talk to voice
Maintain a professional and friendly image with customers. telephone users; it is the same with relay customers.
It is appropriate to discuss with a member of management It is not appropriate to discuss call content or conversations with others,
technical or procedural components of a call. For example, to ever.
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 | It is not appropriate to request assistance from the agent sitting next to
assistance with the call. 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.
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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/operator’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. It is
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. 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. | will not reveal any information acquired during or observing a relay call.
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I 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 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
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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(l)(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 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.

I 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.

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.
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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 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 (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 communication assistants (CAs)/operators 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
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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 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.
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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

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/operators 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
5 minutes in duration or isolates part of the state. To provide the contract manager with the most complete and
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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 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 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: Complaint Logs from 2013 - 2017

New Jersey FCC Complaint Log 2012-2013

Total Customer Contacts: 18

Tally Date of Nature of Complaint Date of Explanation of Resolution
Complaint Resolution

1 06/11/12 A New Jersey VCO customer's relay calls 06/11/12 Customer did not leave a call back number so could not follow up
kept getting interrupted by other incoming with him/her.
VCO relay calls. Apologized for
inconvenience. Opened ticket. Follow-up
requested.

2 07/24/12 Customer reported they saw "Stay on the 07/25/12 Customer Service Representative (CSR) thanked the customer for
line and Captions will be available shortly" sharing their experience with 1 captioned call. CSR investigated the
on the display screen. call with Call Center personnel and confirmed the call did not

reached the Call Center. CSR confirmed the captioning service was
available with no calls in queue. CSR shared results with the
customer and advised customer to document any future calls with
the specific date and time so we can research this further.

3 07/27/12 Customer reported seeing "Thank you" 08/04/12 CSR confirmed the captionist was experiencing technical difficulties
repeatedly at the end of her last call. which caused the phrase "Thank you" to appear repeatedly. CSR

passed this information along to the customer.

4 08/07/12 VCO user asked if the relay operator could 08/07/12 The Relay Operator alerted a supervisor when it became apparent
listen to messages on their answer machine. the customer's equipment was not receiving messages typed by
The agent never responded. Customer the agent. The supervisor confirmed data typed by the agent was
didn't want to be harsh but would like to see transmitting and the VCO bridge was enacted correctly. The
if the Relay Operator knows how to do it so transmission issue appears to have been on the customer's side of
the next time the Relay Operator will be able the call and unfortunately the supervisor was unable to
to help with this type of call. Thanked the communicate with customer to explain, apologize or assist with the
customer for the feedback and apologized issue. Customer does not wish for follow up.
for the inconvenience. Supervisor offered
follow up; no follow up required.

5 08/31/12 Customer reported saying "This relay 08/31/12 There was a known issue where the relay call takeover login
operator took over the call and did not performed by Relay Operators was not functioning. As a work-
inform me." around Relay Operators taking over calls were instructed to

manually type the ID number, but in some cases automated
macros containing the original Relay Operator's ID number
transmitted to the customer. A solution was implemented Sept. 6,
2012. Customer was informed of the issue and resolution by email.

6 09/04/12 Customer reported reaching the message 09/04/12 After troubleshooting, CSR advised the customer to dial the local-
"We are sorry you have dialed a number area equivalent of the toll-free number in question. CSR confirmed
that cannot be reached from your calling that this resolved their experience.
area" when dialing a specific business's
telephone number.

7 11/03/12 Customer's helper reported no captions on 11/05/12 After troubleshooting CSR advised the phone service provider be
the CapTel 800. contacted. Customer's helper subsequently confirmed functionality

of the CapTel.

8 12/11/12 Customer stated the Relay Operator was 12/11/12 Supervisor met with the Relay Operator. Proper procedure and
rude and didn't spell things correctly. professionalism was addressed. The supervisor is confident this
Apologized for the inconvenience. Will follow Relay Operator will perform in a more professional manner in the
up with Relay Operator regarding this future. A letter following up with the customer on this complaint was
complaint. Offered follow up and the sent on 12-4-12.
customer provided mailing information for
the supervisor to reply.

9 12/11/12 Operator was rude and can't spell. 12/11/12 Supervisor met with the Relay Operator. Proper procedure and
Apologized for the inconvenience. Would professionalism was addressed. The supervisor is confident this
pass information on to this Relay Operator's Relay Operator will perform in a more professional manner in the
supervisor. Follow up was offered and the future. A letter following up with the customer on this complaint was
customer provided mailing information for sent on 12-4-12.
the supervisor to reply.

10 02/04/13 Customer was upset the Relay Operator did 02/04/13 Supervisor apologized to the customer and assured them this
not send call take-over macro and there would be sent to the Program Manager. After reviewing the call it
were too many typos on the screen. showed the Relay Operator did send the correct call take-over
Customer wanted this sent to the Program macro. There was only one typo on the screen.

Manager.

11 02/04/13 Customer reported no captions on the 02/04/13 Through troubleshooting, CSR found that the second line used for
CapTel. captioning was not in service. CSR advised calling the provider for

further troubleshooting.

12 02/04/13 Relay Operator did not do her job by using 02/04/13 The Relay Operator was spoken to about the concern from the
"GA" customer. She is aware of the concern and will make sure to

process future calls appropriately.

13 03/20/13 Customer's neighbor reported that CapTel 03/20/13 CSR advised neighbor to contact telephone service provider to
200 could not place or receive calls. ensure an active line. The customer confirmed the phone is now

working.

14 04/12/13 Caller unable to make or receive calls from 04/12/13 Customer was not able to call Mom through New Jersey Relay 711.
his mother with New Jersey Relay 711. He reached the Relay Operator and gave the number to dial. It
Apologized for the problem and opened a rang and Relay Operator got an error message "Cannot proceed
ticket. Follow-up required to insure problem without dial: Carrier of choice required to process requested out
resolution. dial." Comcast is noted as the carrier of choice in customer profile.

Test calls were done with Relay Operators and produced the same
result. Customer and Mom are able to successfully call each other
though Washington Relay, Customer's cell phone has a
Washington state number. This incident reported Friday, 4/12/13.
Follow up requested: The call could not get through to Customer
due to invalid phone number.

15 04/30/13 Caller reported that since last Friday his 04/30/13 His VCO branding is in place and a note was added yesterday
VCO branding is not working when dialing "VCO", but the agents did not see the VCO greeting when he
711 for New Jersey Relay. Customer dialed 711 for New Jersey Relay. The Relay Operator ID numbers
Service Representative advised the caller today were noted to be from the Ohio call center. It appears maybe
the VCO branding is working as designed the switch at that call center has not been updated or something
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Tally Date of Nature of Complaint Date of Explanation of Resolution
Complaint Resolution

with his call to our department and asked for needs to be changed at that location. Solution: According to the
Relay Operator's ID number so a trouble database the customer was just branded today so when looking at
ticket could be entered. He provided the the Customer Complaint log's the call controller says no branding
Relay Operator's ID number and trouble info so it defaulted to voice. Since the database was updated
ticket was entered to resolve the issue. today, the customer's number is corrected in Customer Service
Apologized for the inconvenience and database. Left the message for the customer to follow up on the
provided the toll free VCO number for New issue as his number is branded for VCO. But, he has not called
Jersey Relay in case he needed quick back yet.
connection. Follow up requested.

16 05/04/13 Customer was having problems connecting 05/04/13 Known technical issue is being worked on. Followed up with
to the Relay Service. Supervisor assured customer via phone call as per request.
customer issue would be addressed. Follow
up requested via phone call.

17 05/22/13 Customer reported being unable to receive 05/31/13 Troubleshooting revealed the second line was not functioning. CSR
calls on the CapTel 840. set the CapTel in 1-Line mode and referred the customer to the

service provider to restore dial tone to the second phone line.

18 05/31/13 Customer's daughter reported inability to 05/31/13 CSR found daughter is unable to reach customer even when calling
reach the customer through the captioning directly and is getting a message that the phone number is not in
service. service. CSR advised contacting the telephone company for

assistance.

New Jersey FCC Complaint Log 2013 -2014

Total Customer Contacts: 13

Tally Cgﬁtr?l(a)ifm Nature of Complaint Re?s?ﬁj?iz)n Explanation of Resolution

1 07/01/13 Customer stated an Assistant Supervisor would not honor his 07/01/13 Educated Assistant Supervisor to honor the
request to get a different Relay Operator. Customer stated the request of a new Relay Operator if
Relay Operator was horrible with typing, the spelling was instructed to do so by the customer.
extremely poor, and the Relay Operator was unable to keep up
with a charge card type of call. Customer requested a
Supervisor and got assistant Supervisor. The customer stated
this Supervisor told him that if they want a different Relay
Operator, they can hang up and call back into Relay. The
customer felt he should not have to do this. Also, the customer
stated the Supervisor told him the Voice person is receiving the
same text of a conversation that is occurring between the two
of them (requesting for a different Relay Operator). Apology
given. No follow up requested.

2 07/09/13 Customer asked if the Relay Operator was new. Relay 07/09/13 Spoke to the Relay Operator. In looking at
Operator said that s/he was not new. Customer declared the the typing requirements she has surpassed
Relay Operator couldn't handle the call, the Relay Operator the minimum requirement consistently.
was a very slow typist, and had no clue how to do this Relay Operator was coached on interacting
correctly. Supervisor apologized for the inconvenience and appropriately with the customer and calling
informed the caller he/she will meet with the relay operator. No for assistant when needed.
follow up requested.

3 07/15/13 The customer states there was a note to mute the mic during 07/15/13 Relay Operator was coached by Supervisor
the call. Relay Operator muted the mic but did not unmute to on the importance of typing verbatim by
pace, and/or did not type (talking too fast) so VCO could pacing the caller and to follow the callers
correct the Voice person. The Relay Operator did not type instruction of keeping them informed if the
verbatim or keep VCO informed outbound was talking too fast. caller was talking to fast.

Apologized to the customer. No follow up requested.

4 07/17/13 Customer had wanted a "good" Relay Operator and the 07/17/13 Discussed this with the Relay Operator and
Assistant Supervisor had stated this is a good Relay Operator, instructed the proper procedure would be to
if they wanted a good Relay Operator they have the choice of tell the customer they have a good Relay
hanging up and calling into Relay again. Customer was angry Operator and if they would like a new Relay
and hung up and got a new Relay Operator and filed the Operator, Relay could provide a new one.
complaint. Customer would like follow-up with the program Attempts to contact customer were not
manager and the Supervisor. successful.

5 08/20/13 Customer states when calling Relay, they were not happy and 08/20/13 Assistant Supervisor stated the customer
requested Supervisor. When the Supervisor came on the line, was inquiring whether or not she was
they only provided the customer with their ID number (not actually a Supervisor or a Relay Operator
providing gender or name). Customer asked if they were a portraying as a Supervisor. The caller
"real" Supervisor and the Relay Operator responded with "If became abusive during the call. Then
you are not placing any calls | will be forced to disconnect the Supervisor asked for a number to dial the
call." Relay Operator then disconnected the call. Apologized appropriate amount of times to help place a
for the inconvenience. call. When the customer refused to provide

the number. Assistant Supervisor utilized
the procedure to disconnect the call. This
info was documented in the log book.

6 10/22/13 Customer did not like the tone the Relay Operator used during 10/22/13 The Relay Operator relayed the descriptive
the call. A supervisor was called to assist with explaining why tone as part of relaying the conversation.
the tone was unsatisfactory. Follow up was requested After the call ended the customer wanted to

know why the Relay Operator choose that
particular tone during the conversation.
Supervisor went over the call with Relay
Operator to ensure appropriate tones used
for particular situations during call. Attempts
to reach customer was not successful;
unable to follow up.

7 01/28/14 Customer stated that the Relay Operator was "messing up 01/29/14 Relay Operator requested for feedback to
instructions”; Relay Operator "was not able to follow what's improve service to make sure there is no
going on", or "didn't understand any instructions". Supervisor error in future. Supervisor provided some
apologized for unsatisfactory services and informed customer additional coaching support.
this will be sent over to the Relay Operator's Supervisor. No
follow up requested.

8 02/18/14 Customer stated s/he tried to obtain content of a call after the 02/18/14 Relay Operator reiterated she clearly heard

outbound person disconnected. Relay Operator notified the

caller that they no longer have information. Customer then

the voice person uttered the word which the
Relay Operator typed. Relay Operator
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Tally Cc?;t;gifm Nature of Complaint ReDs%tliggn Explanation of Resolution
requested a Supervisor. Customer stated that in a followed proper protocol of typing
conversation s/he had with the outbound voice, the Relay everything that was heard.

Operator included the word, "fucking" so the customer asked
the voice person if they said the word. They denied saying the
word. Customer wanted this documented and requested an
apology. An apology was given and per request a different
Relay Operator was located. No follow up requested.

9 02/28/14 The customer stated the Relay Operator typed the state relay 02/28/14 Relay Operator was coached to always
greeting and the Relay Operator identification came in partially repeat Relay Operator identification number
garbled. Customer requested the Relay Operator repeat and as requested and if there is a complaint
the Relay Operator repeated the greeting with the Relay about text not transmitting properly to
Operator identification still garbled...Customer stated he then request assistance from a Supervisor.
asked the Relay Operator to utilize the greeting macro.

Accordingly to the customer, Relay Operator replied, "You have
to tell us not to type it LOL". Customer thought reply was
inappropriate, and was able then to obtain the Relay Operator
identification. Relay Operator apologized. No follow up
requested.

10 03/04/14 Customer complained of long delays when calling into Relay. 03/12/14 Call was investigated and no New Jersey
Today took more than 30 minutes. Has been going on for calls were held or abandoned near the
about 6 months when calling 711. There's no message sent to identified time-frame. Call center confirmed
users about delay. Supervisor apologized to customer for that the delay call announcer is working
inconvenience and offered toll free numbers as an alternative. correctly. It may be the LEC is pointing 711
No follow up requested. to the wrong toll-free number which would

cause a customer's 711 call not to connect.
Dialing the published toll free numbers will
connect the call. The customer did not
provide contact information so further
investigation is not possible.

11 03/13/14 The customer stated this Relay Operator chose to manually 03/13/14 The Relay Operator resolved the garbling
type the relay announcement instead of utilizing the automated issue by re-typing the identification number
relay announcement. The typed announcement always has the and state greeting at the request of the
Relay Operator identification garbled whereas all other words customer.
were clearly shown. Customer stated the Relay Operator
admitted to the customer she was manually typing the
announcement and gave him a hard time with the Relay
Operator identification. Eventually the customer was able to
obtain Relay Operator identification. Customer also stated s/he
would like his/her call be routed to another relay center.

Apologized for the inconvenience. No follow up required.

12 03/24/14 TTY customer states the Relay Operator was very nasty to the 03/24/14 The voice caller was upset the Relay
voice caller. Supervisor apologized for inconvenience. Follow Operator was asking them to repeat and
up requested to be sent via postal service. made multiple requests for a Supervisor

which was relayed to the TTY user,
according to procedure, with no response.
The Relay Operator continued to pace and
type everything that was heard on the
outbound line. Relay Operator was coached
to continue to pace the voice caller to
ensure everything is being typed. Follow up
letter sent via postal service as per request.

13 05/27/14 TTY user says the message is always garbled and wants a 05/27/14 Forward information to Account Manager.
follow-up with the program manager. Caller did not leave any No contact information was provided;
contact information. unable to follow up.

New Jersey FCC Complaint Log 2014 -2015

Total Customer Contacts: 14
T Date of Nature of Complaint Date of Explanation of Resolution
ally g ;
Complaint Resolution
1 06/05/14 Customer reported seeing profanities appear on a recent 06/05/14 Customer Service Representative (CSR)
captioned call with her friend. apologized to the customer for their
experience. The exact call could not be
pinpointed to send to the Call Center for
investigation based on details provided and
research conducted. CSR noted Operators
are obligated to caption verbatim and
apologized once again for words captioned
that were not stated. Changed complaint to
category #07 authorized by Customer
Relationship Manager on 11/14/14 as a
result of a systemic coding error identified.

2 07/14/14 Customer said Relay Operator accused them of typing 07/14/14 Apologized to the customer for the

something that was not typed,; this could have been due to inconvenience. The Relay Operator had

garbling. followed procedure as far as disabling
turbocode. Relay Operator was coached on
staying polite and professional and
following the proper procedures of simply
asking for the phone number two times,
then asking for Supervisor assistance.

3 07/24/14 The Relay Operator did not follow customer notes to type out the 07/24/14 Supervisor met with the Relay Operator to

entire answering machine recording. Apologized for the
inconvenience and assured this would be given to her
Supervisor for discussion. No follow-up requested.

discuss the matter. Relay Operator said she
was waiting for the system to get caught-up
to continue typing, therefore there may
have been a delay. This is when the
customer started typing, then the Relay
Operator sent "answering machine playing".
The Relay Operator was coached on
handling recordings and typing them out in
a conversational flow.
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T Date of Nature of Complaint Date of Explanation of Resolution
ally g B
Complaint Resolution

4 09/10/14 Customer reported seeing a message on the display screen of 09/10/14 CSR advised customer we experienced a

the CapTel 200 that read "login failure E2". brief technical difficulty that is now resolved.
CSR advised the Relay Operator to try their
Relay Operator again and confirmed they
were able to make a Relay Operator
captioning successfully.

5 09/16/14 Relay Operators did not handle the AMR procedure correctly and 09/16/14 Both Relay Operators were given a
did not respond to the customer. Supervisor apologized for the refresher on how to process this type of
inconvenience. No follow-up requested. call, and were coached to always keep the

customer informed.

6 11/05/14 A VCO customer requested the messages on their answering 11/05/14 Supervisor coached the Relay Operator to
machine be relayed. The VCO customer stated they did not keep the customer informed by informing
receive any typing from the Relay Operator. Supervisor the customer there would be no typing until
apologized for the inconvenience. No follow-up requested. the answering machine played out.

7 11/05/14 A VCO customer requested that the messages on their 11/05/14 Relay Operator was coached on proper
answering machine be relayed. The VCO customer stated they AMR procedures.

did not receive any typing from the Relay Operator. Supervisor
apologized for the inconvenience. No follow-up requested.

8 11/05/14 A VCO customer requested that the messages on their 11/05/14 Relay Operator was coached on proper
answering machine be relayed. The VCO customer stated they AMR procedures.
did not receive any typing from the Relay Operator. Supervisor
apologized for the inconvenience. No follow-up requested.

9 01/21/15 The customer stated two Relay Operators did not type the 01/21/15 The Relay Operator demonstrated
message verbatim and indicates that "the Relay Operators did knowledge of the correct procedures to
not know what they were doing." The assistant supervisor process this type of call. The assistant
apologized for the inconvenience. Follow up not requested. supervisor was also assisting on the call.

10 02/10/15 Customer stated s/he requested the privacy feature multiple 02/10/15 A supervisor coached the Relay Operator
times and the Operator did not use it since they responded to the on the importance of following customer
VCO user's questions while the privacy feature was supposed to instructions. The Relay Operator was also
be on. The supervisor apologized for the inconvenience and refreshed on the appropriate procedure for
assured the customer that this contact will be forwarded to processing a VCO privacy request. A
appropriate personnel for a follow-up. Customer requested for a follow-up letter was mailed on 2/15/15 by a
follow up letter, not a follow-up call. supervisor.

11 03/02/15 A customer using a TTY device had typed out a message in 03/02/15 Supervisor coached the Relay Operator on
anticipation of an answering machine; however, a voice person the correct procedure.
had picked-up and the Relay Operator relayed the message
without informing the TTY user of what was going on. Assistant
Supervisor documented the concern, but did not get a chance to
interact with the customer because the customer had
disconnected the call. No follow-up requested.

12 03/11/15 Customer reports the Relay Operator did not resolve his problem 03/11/15 Followed-up sent via email, per customer
and "left the line." Apologized for the misunderstanding. Follow- request. Apologized that the issue was not
up requested. resolved and for the rude behavior

exhibited. Made sure the issue was
addressed appropriately. Customer's
questions were answered and customer no
longer has any problems. Relay Operator
states there was garbling as customer
called TTY to TTY and Relay Operator was
not able to read what the customer was
typing. Line disconnected.

13 05/13/15 TTY user reported that the Relay Operator was rude and dialed 05/13/15 The Relay Operator remembers initially
the wrong number, and that the TTY user's feelings were hurt. dialing the wrong number. Recognizing the
Assistant supervisor documenting the concern apologized for the error, the Relay Operator apologized for the
inconvenience. Follow-up requested via phone call. mistake and continued with the corrected

number which reached an answering
machine. The caller was very upset and
hung up. The caller had called back and got
the same Relay Operator then hung up.
When caller got another Relay Operator,
the caller requested to speak with a
supervisor. Multiple attempts were made to
follow up with the customer with no answer.

14 05/15/15 The customer stated the Relay Operator did not repeat 05/15/15 The Supervisor met with the Relay
information to the voice party. The Assistant Supervisor Operator and the Relay Operator explained
apologized for any inconvenience and informed her the that the customer wanted information
information would be passed on to the appropriate party. No repeated after the "Go Ahead." The
follow-up requested. Assistant Supervisor viewed the call with

the Relay Operator and said the Operator
followed procedures.
New Jersey FCC Complaint Log 2015 -2016
Total Customer Contacts: 15
Tally C(?ritglgifnt Nature of Complaint ReDsagﬁx?iI)n Explanation of Resolution
1 07/07/15 Customer reported garbling problem with using 07/07/15 Program Manager met with the customer to

payphone.

resolve. The garbling problem showed when
Operator could not read what the customer
typed on TTY. Technician and Program
Manager did some testing calls with both
Payphone TTY and Customer’s TTY and
discovered the payphone TTY shows some
garbling on technician's end. The customer’s
TTY did not show any garbling on his end. So
we suggested the customer to stick with using
his own TTY until the payphone is replaced by
the apartment management office.
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Tally

Date of
Complaint

Nature of Complaint

Date of
Resolution

Explanation of Resolution

07/09/15

The Operator was not typing the message accurately.
No Follow up required.

07/09/15

The Supervisor followed up with the Operator.
The Operator remembered this call and felt
she typed the message correctly. The
Supervisor did inform the Operator if at any
time throughout the call there may be an issue
to call for assistance.

07/28/15

The Operator was not maintaining the integrity of the call
as there were long delays in the Operator's typing.

07/28/15

The Supervisor followed up with the Operator.
The Operator stated that when the voice
person began to speak faster, the Operator
had to pace, which caused the delays in
transmission. No Follow up requested.

08/06/15

Customer reported that when an AMR was requested,
the Operator asked for the number to call. When the
customer asked for AMR again, he reported that he was
disconnected. Customer suggests that when Operators
do not know how to process a call type the Operator
should request supervisor assistance. The responding
supervisor in-charge apologized and let the customer
know that the incident report will be forwarded to the
center where the Operator is located.

08/06/15

The Supervisor met with the Operator and
coached them on the proper procedure for
AMR. The Operator was also coached to get a
supervisor for assistance when unsure how to
process a specific call type. No Follow up
Requested.

08/26/15

Customer reports that the Operator had poor typing
skills. The customer explained that this was their first
experience with the NJ Relay and did not appreciate
being stopped three words into their sentence.

09/03/15

Supervisor followed up with the customer on
9/3/15 via phone. The customer provided a
quality recording of the conversation and the
supervisor was able to confirm that the
Operator followed proper pacing procedures
and was courteous and professional. The
supervisor apologized for the inconvenience
but informed the customer it is the
responsibility of the Operators to pace to
ensure everything is relayed verbatim.

11/26/15

TTY user said when the Operator dialed out the call was
answered and the voice outbound responded with “call
back in an hour." The Operator relayed the info;
however, the TTY user felt the voice caller had hung up
because the Operator was typing too slowly. An
Assistant Supervisor documenting the concern
apologized for the inconvenience. Follow up requested
via phone call.

11/26/15

Supervisor coached the Operator to make sure
to respond quickly. Multiple attempts were
made to follow up with the customer via phone
call as per request resulting in a message
being left on the answering machine.

12/26/15

A TTY user felt this Operator was typing slowly and was
leaving words out. Assistant Supervisor documenting the
concern apologized for the inconvenience. No follow up

requested.

12/26/15

Supervisor met with the Operator to review the
importance of typing everything that is heard.
The Operator remembered the call and was
typing while the voice person was speaking.
However, the TTY user started to respond and
following procedure, the Operator stopped
typing and informed the voice person that the
caller had started to type.

01/12/16

Customer experiencing persistent garbling and a hang
up disconnect when talking with an Assistant Supervisor.
Customer reported they were dialing from a public
payphone. The customer explained that they did know
the identification of the call center or ID number due to
garbling. The responding in-charge explained that it will
be difficult to take action without an ID or call center
information. The customer requested a follow up email.

01/15/16

Follow up was sent by the program manager
extending apologies and letting the customer
know that regrettably, it is not possible to
investigate this further. The customer was
advised to contact customer service if hang up
disconnect issues or persistent garbling
occurs. Customer Service contact information
was provided.

01/28/16

The customer stated this Operator did not respond back
nor was the call was out dialed after the number was
given. Customer believed this Operator disconnected the
call then. Customer stated she called back right away
and got a relay Operator; however, the relay
announcement was cut off before the Operator's ID was
given and was then immediately disconnected. The
Supervisor apologized for the inconvenience and
assured the customer appropriate personnel will be
informed. Customer wishes a follow up by her state
account manager by phone.

01/28/16

Supervisor followed up with the Operator.
Operator stated the customer asked a series of
questions before the customer hung up.
Operator stated he did not hang up on the
customer because he knows the consequence
of doing so. The Program Manager met with
the customer to resolve the complaint and
provide the information she requested.

10

02/24/16

A TTY user had stated that an Operator was rude while
asking for the number to dial. The Assistant Supervisor
documented the concern and apologized for the
inconvenience. Follow up requested to be sent via postal
service.

02/24/16

Supervisor coached the Operator on proper
phrasing to request information from the caller.
Follow up letter sent via postal service as per
request.

11

03/02/16

The Operator responded to a question asked by re-
sending the initial greeting instead of politely re-directing
the customer. The Assistant Supervisor apologized for
the inconvenience. No Follow up requested.

03/02/16

The Supervisor met with the Operator and
coached them on how to appropriately re-
direct customers.

12

03/16/16

The Operator could not process the call. She did not turn
off turbo code when asked and she did not perform a
proper disconnect procedure. The Assistant Supervisor
was unable to respond as the customer disconnected.

03/16/16

The Supervisor met with the Operator and
coached them on how to do a proper
disconnect procedure. They were also given
information on disabling turbo code. No follow
up requested.

13

04/07/16

The Customer believes the Operator made up an
answering machine message because when they
redialed, a live person answered. The Supervisor
assured the customer the information would be
forwarded. No follow up requested.

04/07/16

The Supervisor met with the Operator and
coached them on getting Supervisor
assistance when experiencing difficulty with a
call. No follow up requested.

14

05/16/16

The customer had a note stating the recording should be
typed verbatim unless otherwise instructed. The
Operator did not type the recording verbatim. The
customer would like this complaint forwarded to the

05/16/16

The Supervisor met with the Operator and
coached them on the importance of
maintaining 100% focused on customer notes
to ensure the call is processed appropriately.
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Date of

Date of

Tally Complaint Nature of Complaint Resolution Explanation of Resolution
Program Manager. The Supervisor apologized. No follow No follow up requested.
up requested.
15 05/18/16 TTY user said everything was not relayed, which was 05/18/16 Supervisor coached the Operator to continue
determined after they called back the party to ask further relaying all messages as accurately as
guestions. The Assistant Supervisor documenting the possible and to use pacing techniques as
concern apologized for the inconvenience. No follow up necessary.
requested.
New Jersey FCC Complaint Log 2016 -2017
Total Customer Contacts: 12
Tally CoDritpelgifnt Nature of Complaint Rezzztﬁj?ign Explanation of Resolution
Customer stated the Operator did not follow the instructions
that were in his call notes to "leave the message the first time."
He had to repeat the message to the Operator. CSR Supervisor met with the Operator and coached on the
1 06/09/16 . ) 06/09/16 ; .
apologized for the problem and assured the complaint would importance of following the customer notes.
be sent in as stated. Customer also sent transcript of the call.
No call back is requested
A VCO user was asking the Operator questions in regards to The Operator remembered about the caller asking a
relaying voice tones and background noises, and felt it was question, which they did not know how to answer.
delaying the conversation. The Operator only responded by Supervisor coached the Operator to request
2 06/15/16 asking for the number to dial. Customer felt this response was 06/15/16 supervisor assistance or offer to transfer the customer
rude. Assistant Supervisor documenting the concern to Relay Customer Service. Multiple attempts were
apologized for the inconvenience. Follow up is requested via made to follow up via phone call as per request but no
phone call. answer.
Customer reported the Operator seemed rude when she did
not answer his question concerning the call after the other
party had disconnected. His question was when the Operator The Operator remembered the caller asking a
types, the background sounds within brackets, "Is there a delay question, which they did not know how to answer.
noticed by the other party while relaying the call?" The Supervisor coached the Operator to request
3 06/17/16 Operator did not answer his question, so after a pause of about 06/17/16 supervisor assistance or offer to transfer the caller to
30 seconds, he gave another number to dial. The Operator was Relay Customer Service. Multiple attempts were made
still on the line and connected to that number without to follow up via phone call as per request but no
answering his question. CSR apologized for the inconvenience answer.
and told him the report would be sent to the call center
supervisor. He requested a follow up.
. . . The Supervisor met with the Operator and coached
The Operator was slow in processing the call. The assistant - - - _
4 10/06/16 supervisor apologized to the customer and assured them the 10/06/16 IEETUZTO?EI?&Z?;E;I?&?IItm:esrgs we'.'\:loafs ITgv?/pl:ngi
situation would be addressed. No follow up is requested. progress. o pis
requested.
. The Operator was coached on maintaining focus on all
clls 0 e  ighguatyof s an ol e
5 11/23/16 . > - 11/23/16 customer’s instruction to ask what message to leave
customer service representative added to the customer profile before redialing and when a message is given to leav
as instructions for the operator to follow. g and wi ge Is give eave
the message the first time. No follow up is requested.
Customer requested for the Operator to do an answering
machine retrieval and waited for more than a minute and then,
6 12/09/16 did not get any response at all. So Customer hung up and tried 12/09/16 Supervisor coached the Operator on the proper
another Operator. The Supervisor apologized and assured the answering machine retrieval procedure.
customer the information would be forwarded to the Operator's
supervisor. No follow up is requested.
Customer asked the Operator to do an AMR. Instead of asking
customer to "place my handset next to the answering machine
and turn on", Operator just typed "Play". After Operator was
done typing all of my messages, Operator typed "End of
Messages" but never switched the line back to communicate The Operator did not remember the call, but was
7 12/09/16 with customer. Customer said, "The next thing | knew, the line 12/09/16 coached by a supervisor on proper call processing
disconnected on me. | do not think this Operator knew how to procedures for Answering Machine Retrieval calls.
properly do this procedure.” The Supervisor apologized for the
inconvenience and assured the customer the information would
be forwarded appropriately so the situation may be rectified. No
follow up is requested.
CSR apologized for the incident and thanked
customer for bringing their experience to our attention.
CSR suggested customer document the date time and
8 01/09/17 Customer reported experiencing inaccurate captions on the 01/12/17 Operator's # of any future calls to allow us to take
CapTel 840. specific action with the Operator captioning the call.
CSR followed up with the customer at a later time and
they confirmed they had not seen any further
inaccuracies in captions.
CSR apologized for the delay and investigated call
details available. CSR apologized to the customer for
the additional wait time to connect with an Operator.
. CSR recommended the customer continue to hold for
9 01/12/17 g#c?ts;:c?rn::ﬁggsg dngttgsettgqgl e(l:r;”(l)perator at11am on 1/7/17 01/13/17 the next gvailable Operator. QSR noted this adged
answer time was a result of higher call volume in our
Call Centers at the time they attempted their call. CSR
also shared how 911 calls are processed as VCO calls
direct to the PSAP.
Customer stated Operators are not retrieving answering
machine messages correctly, or at all. It has been an ongoing ] .
10 02124117 | 1SSue with numerous Operators. The Assistant Supervisor 02/24/17 E?e?ﬁgre trrv:rﬁﬁg feotrv;"ettr;ite[:/?nggi?vtloerrﬁzdn?:gﬁ;gem
apologized for the inconvenience and assured the customer messages. No follow up is requested
that the information would be forwarded. No follow up is ges. P q .
requested.
A VCO user asked the Operator if the number to dial was local Supervisor coached the Operator on information that
11 02/27/17 or long distance. The Operator responded appropriately and 02/27/17 can be relayed and to be careful how to respond if the

then the caller had asked what city and state the number was

information is not available.
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Tally Ct?rilt;lgifnt Nature of Complaint R(Esitﬁj?i;n Explanation of Resolution

calling to and the Operator said they did not have that info and

sent the macro asking for the number to dial. The caller felt this

response was rude. Assistant Supervisor documenting the

concern apologized for the inconvenience. No follow up is

requested.
The Operator explained to a Supervisor the customer
had typed a set of call set up instructions and asked

The customer told the agent they wanted to place a call and and contln_ued to ask the operator to repeat the call set

asked the operator to repeat the last sentence. The Agent up instructions back to her many times. The Operator

refused and typed "I will not repeat”. The customer asked 3 repeated the instructions a number of times and

12 05/30/17 times and the operator still refused. It was very unprofessional. 05/31/17 requested AREA CODE AND NBR U R CALLING PLS

The Assistant Supervisor taking the complaint apologized to

the customer and assured them the information would be
forwarded appropriately. No follow up requested.

GA after each repeat. When a call to number was not
provided the Operator did state “I will not repeat” and
then explained that a number to dial was required to
continue the call, the customer then hung up. The
Operator was coached to call for a supervisor to
interact with the customer. .
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Appendix F:

New Jersey TRS Information in Telephone Directories

047668

GENERAL INFORMATION

i

bl Verizon |
e

Your Telephone
Rights and
Responsibilities

Telephone subscribers have the right to know
what to expect from their telecommunication
service provider. This information outlines
your rights and responsibilities, and explains
the procedures for resolving any concerns or
questions that may arise.

s«vlcos for Indlviduals wltll Disabllities:
Services E

If a disability prevents you from placing phone
calls for yourself, we don’t want you to pay

the added cost of having the Operator place
calls for you. Contact our Business Office to

see if you qualify for exemption from the usual
charges for operator-assisted calls. The number
to call is listed on page 1. This exemption
applies only to your home phone service.

Directory Assistance Charges E. t

New Jersoy Relay Service

The New Jersey Board of Public Utilities (BPU)
regulates Telephone Relay Service (TRS)

to ensure equal communication access to
telephone services for people who are deaf,
hard of hearing, deaf-blind or speech disabled.
Special phones, such as Text-Telephones (TTY)
or Captioned Telephones are used by persons
who are deaf, hard of hearing or have a speech
disability to allow them to communicate with
standard phone users using the NJ Relay
Service. A specially trained operator connects
the call and relays the conversation. All calls
are confidential and the relay service is
available 24 hours a day, seven days a week.

Relay users are responsible for their long-
distance or 900 service charges.

If you want to communicate with a person who
is deaf, hard of hearmg or speech disabled,
Call et ..1-800-852-7897 (Voice)
or 711 (Toll-Free)
If you are deaf, hard of hearing, or speech-
disabléd, you can type your message on a TTY
after calling:

1-800-852-7899 Toll-Free {TTY/ASCII)

If a disability makes it impossible for you to iook
up numbers in the phone book or physically
restricts you from dialing a telephone number,
call our Business Office to see if you qualify for
exemption from charges for calls to the local
Directory Assistance Operator. The number to
call is listed on page 1. This exemption applies
only to your home phone.

or7 11 (Toll-Free)

People who are deaf or hard of hearing, use
Voice Carry Over (VCO) with their own voice to
speak directly and TTY to read responses, can
Gl rireniecerneee, 1-866-658-7711 (Toll-Free)

People who are speech-disabled, use Hearing
Carry Over (HCO) to hear directly and read
responses on TTY, can call: ........1-800-852-7899
or7 11 (Toll-Free)

Services for Individuals With a Hearing or
Speech Disabllity

People who are deaf or hard of hearing and use
Spanish can call:

Spanish.....c..eeeereeenns 1-866-658-7714 (Toll-Free)

People who are deaf-blind and use Braille
equipment can call: ... 1-866-658-7713 (Toll-Free)

People who are speech-disabled and use
Speech-to-Speech (STS) Relay can call:

1-866-658-7712 (To!l-Free)

What are TTY/TDD’s?

TTY/TDDs (text telephones) are typewriter-like
communication devices that permit persons
who are deaf, hard of hearing or speech-
impaired to communicate via the telephone
lines with others. The phone receiver fits into an
acoustic coupler on the typewriter-like device
and permits the user to type messages back
and forth.

Verizon Center for Customers With
Disabllities

Resldentlal Customers

Monday - Friday 8:30 a.m. - 5:00 p.m.

Voice & TTY.. .1-800-974-86006
Or visit us online at www.verizon.com/ disabilities

Verlzon Repalr Service for TTY/TDD Users
Text Telephone for Hearing or Speech Disability
can call NJ.Relay Service (7 1 1) and ask them
to relay the call to.......orver.r. 1-800-VERIZON

(1-800-837-4966)

Operator Assistance for TTY/TDD
Customers

If you use TTY/TDD and need help placing
local, short and long-distance, collect, third
number or other Special Assistance calls, or
if you get cut off on a call, you can reach TTY/
TDD Operator Service any time by dialing the
toli-free numbers:

TTY/TDD only.

If you want to communicate with a person who
uses 1-Line CapTel in English or Spanish, call:
(71 11 ER—— 1-877-243-2823 (Toli-Free)
Spanish.......cvvereerernnne 1-866-217-3362 (Toll-Free)
People who are deaf, hard of hearing or speech
disabled and want to call a 300 number via
Relay may cali:.....c.coucvieiericnec..... 1-900-230-4149

For more information about New Jersey Reiay
Service, contact Customer Service:

English...........ccc.......... 1-844-525-4877 (Toll-Free)

www.njrelay.com
Spanish 1-800-676-4290 (Toli-Free)
CapTel .1-888-269-7477 (Toli-Free)

www.njcaptel.com
Unresolved Complaints

Do you have a Bllling Question or a Service
Inquiry?

If you have a question about your bill, or have a
concern or problem about your local telephone
service, please call your local telephone service
provider. Your telephone service provider would
like to help you resolve any issue you may have.

Verlzon Customers may Call the Numbers
Listed on Page 1 of This Guide.

The customer service representative who
answers your call will help you resolve your
issue. If for any reason you are not satisfied
with the solution offered, please ask to speak
with a supervisor. Supervisors are highly trained
and are able to resolve most issues.

If there are muttiple telephone service providers
in this area, and if you are attempting to reach
a company other than Verizon, please see

the section of this guide that lists the other
local telephone companies to find the correct
number.

Closed Captioning Concerns or
Complaints?

If you are having a concern with ciosed captioning ﬁ‘ .
on a program you are currently watching, you may =
contact Verizon at 1-888-553-15585, via email
at videoclosedcaption@verizon.com, or via facsimile
at 1-888-806-7026. if you have a written closed
captioning complaint, you may write to us at
Verizon, PO Box 4848, Trenton, NJ 08650
Attn: Elaine Buccl, Sr., Manager, fax
1-888-806-7028, or via email at

I d i com

)
gﬂ‘
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What Do | Do if | am not Fully Satlsfled
With the Solution Proposed by my
Telephone Service Provider?

Many service providers have a customer
retations office which is staffed to provide
additional assistance to customers with billing
or service issues.

If | am Still not Satisfled, is There any
Other Alternative for me?

If you are still not satisfied after calling the
Customer Advocacy Office, you may call the
New Jersey Board of Public Utilities at
1-800-624-0241 (toli-free) or 609-341-9188.
Or you may write to:

New Jersey Board of Public Utilities |
Division of Cust a

f
44 South Clinton Ave, 9th Floor
Post Office Box 350 !
Trenton, New Jersey 08625-0350

Or you may contact them online at:
http://www.nj.gov/bpu/assistance/Index.html
Customer Information

Verizon provides billing services for other |
telecommunications providers, including long-

distance, enhanced, information and other

operator service providers. Verizon is required

by the Federal Communications Commission

(FCC) to provide customer hilling name and

address to telecommunications providers when

they request it to do their own hilling.

C R ibllitles '
Payments -

Customers are responsible for making their -

payments in full and on time each month,

or calling our Collection Center to find out

about special arrangements. Otherwise,

the telephone service may be temporarily

disconnected.
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Appendix G: TRS Literature

Relay Conference Captioning (RCC) is a free service for residents of New
Jersey who are Deaf or Hard of Hearing to actively participate in meetings!

Teleconferex

¥ Read captions of what Is sald
during teleconferance calls on
your laptop, tablet, or mobile
device with a high-speed
Internet connaction.

B Schedule your request to

participate in teleconference
calls with RCClI

To learn more about
Relay Conference Captioning,
visit www.njrelaycc.com
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Relay Conference Captioning

Real-time captioning allows deaf
and hard-of-hearing individuals
to actively participate.

www.njrelaycc.com

£6 It's really neat that
I can paycipate In
a confarence cal
oniine or In-parson
meatng without
missing Infarmation! 75 B
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What Is Relay Conference Captioning?

Deat and harg-of-hearing individuals or
paopiewith hearingloss can participate
In meetings {In-person or remote),
phnone caks, videcconferences and
muitl-party teleconference cais In a
functionally eguivalent basis with Raiay
Conference Captioning (RCC).

NJ Realay 15 a free telecommunications
sarvice Inciugng Relay Conferenca
Captioning (RCC) provided by Sprint
and approved by the New Jersey Board

of Pubilc Utliities (the Board). Through 2
contract with the Board, Sprint prowvides
ful telephone asccessibiity to people
who are deaf, harg of hearing or have 2
speach aisabllity.

Using the same high-guality captioners
that provide ciosed captioning for
telavision, you can receive ive, reatime
text streamed 10 an Intemet-connacted
computer/laptop anywnese In tha workl.
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How does Relay Conference Captioning work?

Relay Conterence Captioning (In-parson or to use INe captioning that enabias
remote] Is easy and efMcient. Take s lookat  everyons to participate.
the step-by-step diagrams Dalow. It is easy

Relay Conference Captioning for Teleconference Calls

Doel)har d-of Pmaring particdperd tydes OUmimets A coptiones reads aloud e dend)
O Questions and sends them 20 T Cagtione: vie hard-of-hoarng perticiianis commeils o
1he et Questions 1o confarencs call paticipents.

Deelhard-of-Paxaring partidpard medk the While conference call paitidperds are spoating, the
Rptored messeges o De dsgley screen. captiones Bdens and sraams capOons 1O ¢ deal/
Pard-of Pamering participeets dovica

Remote Relay Conference Captioning for In-Person Meetings

While the perticibants spask during
the I pescn meeling, the renmdte
RCC captioner hstens and delvers
e, rosltine syeamed texl 10 en
Plenet connected compuler

ROC petticionnes
cany Tollow Mong with
the delogue by resding
ONRcrom) & R s sockan and captioned.
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How do | schedule the RCC service?

m Mzie an sppointment ak least
A48 howrs {Two working days) In
advance tD QUarantae tha sarvice.
m Amange for a tol-free conferencey
audio bridge for a captioner to

hear everything that Is said during
phone call or Inperson meeting 1o

dalher captions to your sCresn.

B G0 tD WWWLN)relayce.com
B Click the Book an event now [ink.

m Fl ot reguired informatlon on the
online fiorm nciuding:

m Contact and event Information

m Taleconference call numbar
dndl SC0aES GoOE

m [ate znd thmea of ewant

m Frovide specilc infiormation

[l.e., proper names, call agends,
spaaker or PowarPoint notes,
etc.) in order 1o recalve sccurate
eaptioning.

= Once the call s booked and
your captioner Is assigned, you
will raceive an a-mall from the
RCC sendce with the Event 10
and the web address for you to
ACCESS your captioned call

Schaduling Support:
® E-mal cogcaptionedtaxt.com
B Fax: TH-489-5004

B CE BOD-580-3187
Hows of Oyperation:

Sunday through Saturday
24 hours a day/7 days 3 week

m izl njrelaycc.com

o ——

A,

T

Relay Conference Captioning

Lovzer Wour Dveat [ il

You're o C8 il areiy rom ol

W, Fliei | ] ] 8 i il ]
P, Bl OB, i e
larerizaslly spavalert baikwith Bl
Bl oy e by S

Lyt sy hisgh sl byt capTinsrTy
LA TP | By, SR Wi Dol LT
Dt bl ok P it | i ]

I wiwr ooy ooy acicemy |l

Eva L irvkarrralion
W el e p Phoow Marsker e Cede  (Deed T o Subjeoy Marser

[t Entm

Dimie arad Thms of Feeal

=

e i T T

[SE R L ] ysp—

TrarAcripd Gpiom
Periiir cops o Ehe irareeript o e
Dty irermerid ofier evend. in oretecd. my corfideniil By

Partici paar® Oprtioax
slon por iy bn vire grargoripn
shirnan port ity bw e | gy brem e g
Farticip i omemt: “iera o ey brpneceipe:

e gt el

Db il e ol 0 WL, Lo el wi's
| grw wiling i by cpzemied Mer quadity wesreran P
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NJ RCC Video Demo

To see 3 video on how RCC works In the office:

Scan the QR code with your mobie phone.

Or viskt
njrelay.comyrelay-conference-captioning-rcc

Technical Requirements Technical Support

s Internet Expiorer 6.0 and above, Technical support ks limited to the
Chrome, Firefox, or Safarl functions of Relay Conferance
AL Captioning and is not designad to

" ?;36’? Pt and cookies enatied in asslst particlpants with Issues related
the browser. 10 thelr computer, Internet connaction,

& Microsoft Windows ME, NT, 2000, XP, confarance calling provider of others.
oS X 24 hours a day/7 days a week

& B00 x 600 screen resoiution, ® Priority Tech Support -

1024 x 768 or higher recommendead. 200-590-4202

& High Speed Internet or 2G&G* ® 24-Hour Emergency Support:
Wireiess network servica required. 800-590-4197

s Nonead to download software. Fisase Amit calls to the 24-hour

emergency number to “on-ak” or
“during e event” problems or
Issues.
® Support E-mall:

* Data charges may apply

Page 78



Contact Information:

Presentations and Training Available

A team of outreach speacialists are avatabie
to provide free ocamonstrations, training,
presantations of support on how to use RCC
In your home or offica. Contact us today If
Interested.

ow ooy ey B » Pw Becamasadion e povke iy ol e
e iy By N bewy Doerd of Pt (B Po el Thmugh 3 coveme
o Mo ko Sowt o dm b eptore eTEoly Tongpe et on baf e
o g o e e bty

| B

www.hssksyoc.com

NJ Relay Contact
= Apams Lele
Reday Program Maneger
201 Route 17 North
Sprint, 3¢d Floor
Rutherford, NJ 07070
* Voice- 201-355-0579
or
2866-995-6170

= tmall: njrelayoutreachi@sprint.com

e S 2 LI
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NEW/|ERSE YreLax

Everyone decerves to cormmunicate oy phone.

Moking communication easier for people whe are
deaf, hord of hearing, deaf-blind or spe ech disabled

Page 80



Introduction

In today's technology-driven world, there are still many people
unaware that NJ Relay and CapTel Services exist. These services are
provided for a very good reason: achieving functionally equivalent
telephone services,

Often, people with hearing or speech disability depend on other
people to make telephone calls, With advanced Relay and CapTel
technology, people with hearing loss or speech disability are now able
to make telephone calls independently.

The system allows those with hearing loss and speech disability to
access telecommunication services never before available to them.
This service allows text-telephane (TTY) or spadial equipment users
such as Captioned telephone, Braille TTY, to communicate with
standard telephone users through specially tralned relay operators or
captioners.

People with hearing loss or speech disabilities come in many shapes
and forms, with their own specific telephone communication needs.
S0, how does a standard telephone user communicate with someone
using one of the many New Jersey Relay Services that are available?
That's simple- just ask the person for their telephone number and
instructions on how they would like you to call them.

Calls can be made to virtually anywhere in the world, 24 hours a day,
365 days a year with no restrictions on the number, length, or type of
calls. All calls are strictly confidential and no records of any
conversations are maintained.

If you are deal, deaf-blind, hard of hearing, have slight hearing loss
or are speech-disabled, please explore the Table of Contents in the
following page to decide which service best fits your communication
needs.
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CES

Text 'Tekzphonc (TTY) cha\f

A person who is deaf, deaf-blind, hard-of-hearing, or speech disablaed
uses a TTY (text telephone) to type his/her conversation to a Relay

Operator (OPR), who then reads the typed conversation to a standard
telephone user. The OPR relays the standard telephone user's spoken

Type & Read Servi

words by typing them back to the TTY user,

—

Dial 7-1-1 or 1-800-852-7899.

The Relay Operator (OPR) will answer "NJ Relay OPR 9995F
NUMBER CALLING PLS GA®
GA stands for "Go Ahead® which maans it's your turn to type,

TTY User: Type the standard telephone user’s area code and
telephone number you want to call then GA.

Standard Telephone User: Provide the OPR the TTY user’s
area code and telephone number to call.

The OFR will dial the number. The OPR will type everything the
standard telephone user says and type GA at the end of each
response,

Proceed with the conversation by typing your resporse. The OPR
will read and voice everything you type to the standard telephone
UsEr,
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Leenke

Spanich T Rela\f

A person who Is deaf, deaf-blind, hard-of-hearing, or speech
disabled uses a TTY (text telephone) to type his/her conversation
in either Spanish or English to a Relay Operator (OPR), who then
reads the typed conversation to a standard telephone user. The
OPR relays the standard telephone user's spoken words In either
Spanish or Englich by typing them back to the TTY user.

SPANISH A A  STANDARD

TTY USER TELEPHONE
USER

OFR

Dial the TTY number at 7-1-1 or 1-866-658-7714

The Refay Operator (OPR) will answer "NJ RELAY OPERADOR/A
9999F ME PERMITE EL NUMERO QUE DESA LLAMAR GA"™.
GA stands for "Go Ahead™ which means it's your tum to type.

3 Spanish TTY User: Type the standard telephone user’'s area

code and telephone number you want to call then GA.

Standard Telephone User: Provide the OPR the Spanish TTY
Relay user’s area code and telephone number to call.

4 The OPR will dial the number, The OFR will type everything the

standard telephone user says and type GA at the end of each
response.

5 Proceed with the conversation by typing your response, The OPR

will read and voice everything you type to the standard
telephone user,

SADINIBS peay | adAL
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Deat-Bind Relay

Deaf-Blind Relay Is for users who are deaf-blind and use a special
TTY equipped with braille or large visual displays. This service
allows them to read messages typed by the Relay operator at 3
slower pace for the ease of reading. New Jersey Relay has a toll-
free number that provides customized relay service for the unigue
need of deaf-blind individuals.

NJ =

Dial the TTY number at 7-1-1 or 1-866-658-7713.

The Relay Operator (OPR) will answer "NJ Relay OPR 9999F
NUMBER CALLING PLS GA"
GA stands for "GO AHEAD" which means it's your turn to type.

Braille TTY User: Type the standard telephone user's area
code and telephone number you want to call then GA.

Standard Telephone User: Provide the OPR the Deaf-Blind
Relay user’'s area code and telephone number to call.

The OPR wall dial the number, The OPR will type everything the
standarad telephone user says and type GA at the end of each
response.

Proceed with the conversation by typing your response, The OPR
will read and voice everything you type to the standard telephone
user.
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Voice Carry—Over (\V(CD)

Voice Carry-Over (VCO) allows a deaf or hard-of-hearng user Lo speak
directly to a standard telephone wser and read the text messages on
the TTY or VCO phone. When a standard telephone user speaks, the
Relay Operator (OPR) serves as the "ears” and types everything said
to the TTY or VCO phone user,

WO USER a STANOARD
TELEPHONE
USER

Dl 7-1-1 or 1-B56-658-7711. When you dal 1-866-656-7711, your calls
are automatically handied by an OPR who speciali2as in 2 types of VOO
calts,

The Relay Operator (OPR) will answer *NJ Relay OPR S999F VOICE (OR
TYPE) NOW GA™ G4 stands for "Go Ahead™ which means It's your tum to
speak or type. Both parties wall need to say "GAY at the end of thekr
rESpONEes.

N

VCO User: Provide the OPR the standard telephone user's area
code and telephone number then say "Go Ahead" or "GA".

(O

Standard Telephone User: Provide the OPR the VCO user’'s area
code and telephone number to cail.

The OPR will dial the number. When it s your turn to speak, the OFR will
type, “GA" as a cue for you o start spaaking. You can speak directly to
the standard telephone user. The OPR will not repeat what you say, but
will ondy type what the standard telephone user says back to you.

Procesd with your conversation, Remmember both you and the standard

ol b

telephons user you are caling will say "GA™ at the and of your resporses.

0IAIRS peay B yeads
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Listen, Speak & Read Services

Captioned TTelephone (CapTel)

Ideal for people vath some degree of hearing loss, the Captioned
Telephane, or CapTel, works like any other telephone with one
important adaition: It displays every word the caller says throughout
the conversabon. CapTel users can listen and speak directly to the
caller, and can also read the written captions in the CapTel's bright
display window.

TELEPHONE
USER

CAPTIONED TELEPHONE
OPERATOR

Dial the telephore number of the standard Lelephone user you
are calling and speak directly to him/her on your CapTel
phone.

The standard telephone user speaks directly Lo you.

The Captioned Telephone aperator transcribes the standard
telephone user's spoken message into captions,

You ¢an listen to the standard telephone user on the CapTel
phone while reading captions of everything the standard
tefephone user says on your CapTel display screen.

- WO =

NJ CapTel has a2 dedicated websile, please wisit
www.njcaptel.com for more informaton,
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Spanich CaP‘Tel

Ideal for people with some degree of hearing loss, the Captioned
Telephone, or CapTel, works like any other lelephone with one
important addition; Tt displays every word the caller says
throughout the conversation in Spanish. CapTel users can ksten and
cpeak directly to the caller, and can also read the wrilten captions
in Spanish in the CapTel’s bright display window,

DHDWN =

SPANISH
CAPTEL USER

SSOIAISS peay B Yeads ‘usisi

B

CAPTIONED TELEFHONE

Dial the telephone number of the standard telephone user
you are calling and speak directly to him/her on your CapTel
phone,

The standard telephone user speaks directly to you.

The Captioned Telephone operator transcribes the standard
telephone user's spoken message Into captions.,

You can listen to the stamdard telephone user on the CapTel
phone whike reading captions of evenything the standard
telephone user says on your CapTlel display screen.

NJ CapTel has 2 dedicated webpage in Spanish, please visit
wwvi.nicaptel.com/en-espanol for more Information,

Spanish-to-Spanish calls:
8 a.m. to 12 midnight Eastern Time dally.
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Hearing Carry-Over (HCD) allows a speech disabled person with
hearing capabilities to listen o a standard telephone user. The HCO
user lypes his/her conversation Lo the Relay Operator (OPR) and the

OFR will voice the message to the standard telephone user. The

standard telephone user speaks directly to the HCO user,

- L N =

U

N Oy

-~
!

HCO USER - STANCARD
TELEPHONE

J USER
»

s

oPR

Dial 7-1-1 or 1-800-B52-7899.

The Relay Operator (OPR) wil answer “N) Refay 93998 NUMBER CALLING
PLS GA", GA stands for "Ga Ahead” which means it's your turn o speak or
type. Both parties wil need to say “GA" at the and of their responses

HCO User: Type the standard telephone user's area code and
talephone number to call and type "HCO PLEASE GA", Then pick up
the handset to listen to the standard telephone user.

Standard Telephone user: Provide the OPR the HCO user's area code
and telephone number to call.

The OPR wil dizl the number. You wil hear call progress and answer., Wad for
the OPR to announce your call to the parson you are caling If they are
famiiar with HQO calls,

Watt for the relay cperator 1o sy, "one mament for your call to begin® to the
person you are calling and “go ahead calier™ as the Indcaton it s your 1am 1o
respand.

Place the handset ca the TTY. Hit the spacebar twice, and then type your
response, Then type GAL After the connection, the OFR will not repeat what
the other person has voked directly ta you,; rather the OFR will voice oniy
what you typed to the other person,

After you type "GA," pick up the handiset to listen to the other person's
spaken reply, Proceed with the conversation.
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Speech-fv-Speech (S718)

Speech-to-Speech (STS) allows people with speach disabilities to
voice thair conversation. A specially-trained Sprint STS operator
repeats the words of the person with a speech disability or
synthesizer output to the standard telephone user, The standard
Lelephone user speaks directly Lo STS user,

o

Dial 7-1-1 and ask for Speech-to-Speech or dial 1-866-658-7712 directly
for a trained STS Oparator to- conn2ct to the standard telephone user,

Give the STS OPR the area code and telephons number you wish ta call,
plus any special instructions.

= Grve the DPR a8 much miformetion as possble about your call pror to
the DPR dialing, You can Instruct the OPR to repeat evenything or only
what Is not urdlesstoed. You conbrol your caill,

* The OFR will dial the number. Once the call § connacted, everyone on
the call will b2 abile to hear each other,

* Standard Telephone user: Pravide the OPR the STS user's area code
and teleghon2 number to call,

The STS operator wil faciltakte the conversasbon between you and the
standard telephone user by nepeating or re-yoicing your messages whan
necessary. The OPR will revoikce your messzge to ensure you are
understood. The OPR will clarify anything that is not clear before
revacing. Say ‘GA™ when you are finished spesking and ready for a
response,

The standard telephone user spaaks directly to you

VISE www . newjersaysts.com for more information.

IIAIRS Neads g ulsi]
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Captioned Teleconference Call

Reh\f Conference Capﬁ.oning (RCO)

Relay Conference Captioning (RCC) is a free service for anyone
who is deafl or hard of hearing Lo e gage in group CoNversations in
a telephone conference call. RCC users receive live, real-time text
streamed to a computer/laptop with Internet connection o read
captions of all the corversaticn on a telephone conference call,

You will need at least 48 hours to make an appcintment (two
business days) in advance Lo guarantee the service. Please go o
wwwy.njelaycc.com and click the "gook an Event” link to il out
required information on the online form in crder to book RCC

Ser

AN W N =

vice for your teleconference call.

>l
‘ CAPTIONER
v

CONFERENCE CALL ROC USER
PARTICIPANTS

On the day of the conference call, plesse be sure to 103 in at www.ye-
aycc.com a few minutes prior to the start of the call.
Enter your RCC reservation number or Evert 1D.

Your captioner will caption all of the dialogue on the call ncudng nolses
ardjor sounds where appropriate (Le. beep that a caler has joined, efc,),

Follow along wih the captioned text ang when you want to participate,
type in your message and the captiongr will relay your message to the
conference call participents or you ¢an wse a standard telephone o waice
for yourseif.

At the end of the conference call, you can request a copy of the transcript
or have the transcnpt destroyed after the call to protect your privacy.

* ROC o be aleo used to read captors of spaken infermatizn currg face-to-face
Dudiness mectings o csses,
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Federal Rday Service

Federal Relay is available to any currént and active Federal employees
and military personnel who are deaf, hard of hearing or have spaech
disabilties, Federal Relay provides six (ifferent services to meet your
needs In the workplace. These services include TTY, Speech-to-Speech
(STS), Captioned Telephone (CapTel), Internet Protocol (1P Relay),
Video Reflay Service (VRS), and Relay Conference Captioning {RCC).

Instructions on using Federal Relay Services:

« The Relay Operator will ask you what agency you are calling o or
from, This is an important step in making a Relay call,

* Provice the Operator with the name of your agency, and the
telephone number 1o call.

- Certain Federal Refay services, such as Federal RCC and Federal

CapTel, do not require you to provide the name of your agency o
an Operator,

« When utilizing Federal RCC services, you must reserve the service
anline through www.fedroc.us. This website contains a form for
wsers to fill out under "Book an Event Now." Chocse your agency
name from a drop down listing of agences, If you do not see your
agency i the listing, please contact federairelay@sprint.com for
further assistance,

« When utilizing Federal CapTel services, CapTd telephones are
ordered through your agency or through the Computer/Electronic
Accommodations Program (CAP), Visit www. federalrefay, us/captel
for further information on obtainng o CapTel device, Prior to
receiving your device, it will be appropriately branded 1o the correct
agency. Once you receve your device, you simply set it up and it is
ready for use,

For more Information about Federal Relay and the Task Crder Proosss,
g0 to wyav.federalrelay. us or email federalrelay@sprint.com.

You may also contact customer senice 3t the roliowing number:
800-877-0996 (Volce/TTY)

3DIAIBS ARjay |Riapad |
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Additional Services

&
‘u

Additional Servicec
Additional services indude specific mstructions for special types of calls
that a standard telephone user woulld make and is made available for

Relay and CapTe users to ensure equal telephone access on other call
types.

Customer Profile

A Customer Profile stores an individual relay user’s cal preferences, This
speeds up call processing and ensures that the customer’s preferred
long distance carrier is used each time a call is made, Yeou can et up
your Customer Profile by contacting Customer Service at:

1-844.525-4877 (TTY/Voice)
Espaiol: 1-800-676-4290 (TTY/Voz)
Speech-to-Speech: 1-877-787-1989
Voice Carry-Over: 1-866-931-9027

Representatives will take your request and can set up your profile while
yOu are on the phone or send you & form to complete, They are akso
avaiable to answer any questions you may have,

International Calls

New Jersey Relay allows people to place and receive calls to and from
anywhere in the world (Using English or Spanish language only.) Calls
originating from a country outisde of the US may also access New
Jersey Relay by dialing 1-605-224-1837, Customers who use CapTel
Services do not need to dial the dedicated international number as they
can simply dial the international tefephone number they are caling
directly on their CapTel phone.

900 Access Number

News Jersey provides 3 toll-free 900 number that connects relay callers
to any S00 or 800 pay-per-call service, The caller is responsible for
direct billing.

Relay users dial a toll-free 1-900-230-4149 to connect with New Jersey
Relay. The Relay Operator will then dial the requested outbound 900 or
800 pay-per-call service number. Upon connection to the 900 number,
billing procedures will begin.

Billing procedures may vary depending on the S00 service called. For
further assistance with 900 calls, call N] Relay Customer Service at:

English: 1-844-525-4877 (TTY/Voice)
Espanol: 1-800-676-4290 (TTY/Voz)
Speech-to-Speech: 1-877-787-1989
Voice Carry-Over: 1-866-931-9027
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911 Emergency Calls

* For Anyone Who Uses a TTY

In the event of an emergency, It is strongly encouraged that Refay
and CapTel users dial 911 drectly for a faster connection, NJ Relay
can still process emergency calls but it will not be as fast as dialing

911 directly.

* For anyone who uses a single-line CapTel 200, CapTel 800,
or Captel 840 phone

If 3 CapTel user cials 911 directly from a single-line CapTel 200,
CapTel 800, or CapTel 840 phone, the call will be sent directly to the
local 911 center instead of through the captioning service. The call
will be traated as a Voice Carmy-Over (VCO) call, meaning that the
911 Operator will be able to hear everything you are saying and the
captions will appear on your display scresn.

V(D call handling capability is currently required of all 211 Public
Safety Answering Points (PSAPS) by the US Department of Justice
and thus the CapTel phone operating in VOO made does not
représent a new réquirement for 911 PSAPs which should already
have existing standard operating procedures (SOP) to handle VCO
calls, Al PSAPS and EMS have been educated on how to handle
emergency calls via VCO calls.

Please o to www.captel.comjvideos-model800-911-1-line.php
to get an idea of how a 911 call is made in VCO mode from
a CapTel 800 (1-line).

* For anyone who uses CapTel 800i, CapTel 840i,
CapTel 2400i or 2-line CapTel

If a CapTel user is calling 911 from a CapTel 840:, CapTel 800,
CapTel 24008 or a 2-iine CapTel (2-line meaning that you are
connected to two different phone lines), the call will function just
like any other telephone call, You can speak into the recelver and
the 911 operator will hear you. The 911 operator will Speak back to
you and the captions will appear on your display screen,

To s2e a 911 call placed from 2 2-line CapTel phone, go to
www.captel.com/videos-model8<0-911-2-line.ohp.

The bottom line is that PSAP or EMS would stil be able to identify
whoever calls 511 from a CapTel 800i or 2-lne CapTel
just like any other telephone,

S3DIAISS [RUORIPPY
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Additional Services

TTY Public Payphones

The payphone relay program covers local and long distance calls.
You can make such calls from any coin-operated public payphone
using TRS. If a call is local, you do not need to use coins, a calling
card, or a prepaid card. Just dial 711 on most payphones and give
the lecal number you wich to call. You can make long distance calls
by charging them to your calling card, induding a prepaid card, or
by calling collect, Charges for calling cards may vary, S0 check with
your provider about applicable rates. For more information on
prepaid phone cards, see the FCC's consumer guide.,

TTY usars who wish to use a2 coin TTY payphone can use New Jersey
Relay to assist in connecting non-local calls. There are several ways
to bdl non-local calls:

» Collect

e Third party

e Calling card
* Prepaid card

® Charges for calling cards may vary, so check with your provider
about applicable rates,

Public Payphones can be found at many major airports.

For more information about TTY Pubdiic Paypheone equipment,
please visit: www. ultratec.com/ttys/public_ttys.php

For more Information about FCC's mandated reguirement on
Public Payphone Relay Service, please visit:
www fcc.oov/guides/payphone-relay-service
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ASCII Split Screen

ASCII Split Screen Is designed to allow deaf, deaf-blind, hard of
hearing users who use high-spesd ASCII computer to type and
communicate more ciearly and quickly with other TTY or computers
that utilize ASCIL. This also allows the user to see both parties'
responses on the screen at the same time

To use this ASCIL Split Screen, users can call New Jersey Relay on a
persenal computer using modem software that supports split-window
displays. With this split-screen technology, one window displays the
ASCII user's text and the other window displays the OPR’s text.
When either party types, text willl apoear in the associated window,
even if both callers type at the same time.

What equipment is needed to use this service?

» A personal computer and high-speed modem
» Modem software that supports a split-screen display

» A transmission speed of 1200 baud or higher using mogem settings
of Full Duplex, Non-Host, or Local-Eche-On mode, Users are respon
sibie for sstting up their own: ASCIL equipment and software. For
specfic instructions on modem settings, pleass contact the modem's
manufacturer,
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Additional Services

Answering Machine / Voice Mail Retrieval
« For anyone who uses a TTY

TTY users can ask that New Jersey Relay Opsrators retrigve messages
from their voke answering machings or voicemail.

Instructions to request answering machine retrieval for
relay users

e Dial 7-1-1 or 1-800-852-7899

* Type "AMR" and the phone number you wish to call with your
password o special instructions and then "GA”,

* The Relay Operator will type, "PLS PLACE YOUR HANDSET
NEXT TO YOUR ANS MACHINE AND TURN ON GA."

* Place your handset on the speaker part of the answering
machine until all messages have been retrieved.

* Then place the handset back on the TTY and type "GA."

* The Relay Operator will bype your messages,

Voice Mail Retrieval instructions

 To request voice mail retrieval, dal 7-1-1 or 1-800-852-7899.

* \When the Relay Operator responds, type the phone number
you wish to call with your password or spedial instructions
and then "GA.”

* For anyone who uses a CapTel 840, CapTel 840i, or
CapTel 2400i phone

CapTel users can use their CapTel phone (Model 840, 840i or 2400i)
that has a built-in answering machine. The user can listen to the
answering machine message on the CapTel handsst, and at the
same time, read captions of what the message says. Check for more
information as to how to retrieve messages from the CapTel phone's
built-in answering machine in the CapTel 840 instruction manual,

* For anyone who uses a CapTel 200, 800, or 800i phone
Please view the video as to how CapTel users get captions on their

extermal answering machine messages at
www.captel .com/videos-model800i-answer-machine.php
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New Je pmmf
Dic Program E%M

The cost of assistive communication devices can be very eéxpensive,
Since 19493, the Division of the Deal and Hard of Hearing (DDHH)
has operated a program to ensure that New Jersey residents with
hearing loss, have access to telecommunications and visual alerting
home safety equipment needed 1o live independently,

Individuals unable to afford the costs of assstive communication
devices may apply to the "Equipment Distribution Program” for
assistance, Upon meeting eligibi ity requirements, individuals may
receive communication devices free of cost from the DDHH,

Devices currently avallable as part of thes program include

e Amplified Telephone

o CapTel

¢ Hearing Carry-Over (HCO) Telephane
¢ Smoke Detector

e Carbon Monoxide Detector

e Baby Cry Alert System

o Artificial Larynx Device (ALD)

To find out if you qualify and are eligible for equipment from
the DDHH Equipment Distribution Program please visit:
wwnw.state.nj.us/humansarvices/dd hhveguipment/appication/eligibilty/index.html

To obtain an application for a specific device, please visit:
wwiw.state,n).us/humansarvices) ddhh/equipment/application/appty/index.htrm

_‘QCFT'J'Q

#
Or you can contact DOHH at o5

Division of the Deaf and Hard of Hearing
Box 074

Trenton, N1 08625-0074

89 g jo W

(800) 792-8339 Voice/TTY (toll free in New Jersey)
(609) 503-4862 Videophone:

S2VIAES [EUORIPPY
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Cortact Ue

Aparna Lele M1 Relay Customer Service:

MJ Relay Cutreach Manager 1.844.525 4877 TTY/ioice (English]
Spring, 3rd Floor, 1.BD0.E76.4290 TTY/vioz (Espanal]
201 Rowbe 17 Morth 1.B77. 7871989 Speech Disabled
Rutherford, K1 0700 1.B5E 931 9027 Volice Carry-Owver
WidmophoneVoloe: 1.201.355.0579 M1 CapTel Customer Service:
E-mail: aparma.lelke@sprint. com 1.888. 2657477 (English)

1.856.670.9134 (Spanih)

CONMNECT WITH US

f facebook. comynjreleycaptel

facebook.comynewerseycaptel

anjrzlaycaptal
A njrapiel

B vouce comnjrelay

Frikedin.camyiynjrelaycaptsl
b i, O Cormg Ty M- ersey-capbe

More nformation about products and sarvice at

weane IRty com

s NOCapTelooim

v NI RelayCC, com
e e erseySTS.00M
wana . SprintCapTal .com
wanaw SprintRelay. com

Mew Jersey Relay is a free telecommunications service provided by Sprint
and approved by the M) Board of Public Utilities. Through a contract with

the Board, Sorint Relay provides full telephone accessibility to people who
are deaf, hard of hearing, deaf blind or have a speech disability.
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SERVICIOS DE RETRANSMISION DE

NEWJERSEY

Todoc merecen poder comunicarce Teleftnicamente.
Facilitamos la comunicacidn a las personas sordas, con
dificultades de audicidn, sordo ciegas © con alguna
discapacidad del habla.
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Introduccion

En el mundo de hoy, impulsado por la tecnologia, todavia hay muchas
personas que descanocen los servicios de Retransmisidn (NJ Relay) vy
CapTel de NJ. Estos servicos se ofrecen por muy buena razon:
gr;darsewiciostelefomcosequivamtes a los de los teléfonos

ndar.

A menudo, las personas con discapacidades del habla o 12 audicién
dependen de otras personas para hacer llamadas telefonicas. Con la
tecnologia avanzada de Retransmisién y CapTel, |as personas con este
Lipo de discapacidades ya pueden hacer llamadas telerénicas
independientemente.

El sistema permite que las personas con discapacidades del habla y
pérdida de la audicidn accedan a servicios de telecomunicacion que
jamas habian tenido a su alcance, Este servicio permite 3 1os usuanos
de teléfonos de texto (TTY) o equipo especial --como teléfonas con
subtitulos o teléfonos de texto Braille— se comuniquen con usuarios
de teléfonos estandar mediante operadores de retransmision o
operadores de teléfono con subtituies.

Las personas con discapadidades del habla o pérdida de la audicion
son de todo tipo con sus propias necesidades especificas de
comunicacion telefdnica. Entonces, ¢ccomo puede comunicarse un
usuario de teléfono estandar con algulen que usa uno de los muchos
Servicios de Retransmision de New Jersey disponibles? Es sencillo:
simplemente pida a la persona su nimero telefénico vy las
instrucciones sobre como e gustaria que usted le llamara.

Es posible llamar practicamente a cualquier parte del mundo, las 24
horas del dia, 10s 365 dias del ano sin restricciones al numero, la
duradion o e tipo de llamadas. Todas las llamadas son estrictamente
confidendales y No se conservan registros de ninguna llamada.

Si usted es una persona sorda, sordo clega, con dificultades de
audicién, con una ligera pérdida de audicidn o con alguna
discapacidad del habla, por favor consulte La Tabla del Contenido, eén
la pagina siquiente, para decidir cudl servicio es mejor para sus
necesidades de comunicaddn.
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Servicios d

Refrancmicion de Telefono de Texto

en Ingléc

Una persona sorda, sordo ciega, con dificultades de audicién o con
alguna discapacidad del habla usa un teléfono de texto (TTY) para
tedear su conversacidn al Operador de Retransmisidn (OPR), quien
entonces lee en voz alta 13 conversacdn al usuario de teléfono
estindar. El Operador de Retransmision retransmite las palabras que
dice el usuario de teléfono estandar tecleandolas para que las lea &
usuario de teléfono de texto.

N =

op A) DE
nermusmsngu([ R

Margue 7-1-1 0 1-800-852-7895.

£l Operador de Retransmision contestard "N) RELAY OPR 9995F
NUMBER CALLING PLS GA". [OPERADOR( A) S999F DE NJ RELAY
POR FAVOR DIGA EL. NUMERD AL QUE DESEA LLAMAR GA.] GA
significa “Go Ahead®, que en inglés significa que es su tumo de
teciear.,

Usuario de telefono de texto: Tedee el codigo de area y
nimero telefénico del usuario de teléfono estandar al que
desea llamar y después GA.

Usuario de teléfono estandar: Diga al Operador de
Retransmision el cddigo de area y el ndmero telefdnico del
usuario del telefono de texto al que desea llamar.

£l operador marcard el numero. El operador tecdeara todo jo que el
usuarnio de teléfono estandar diga y después GA al fiinal de cada
respuesta,

Continde con fa conversacion teckeando sus respuestas, £ Operador
de Retransmision leerd y dird al usuario de tedéfono estandar todo o
que usted escriva.
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Retrancmicion de “Telefono de Texto
en Ecpaﬁol

Una persona sorda, sordo ciega, con dificu ltades de audicion o con
alguna discapacidad del habla usa un teléfono de texto (TTY) para
teclear su conversacion ya sea en espainol o inglés al Operador de
Retransmision {OPR), quien entonces lee en voz alta la
conversacion al usuario de teléfono estandar. El Operador de
Retransmision retransmite las palabras que dice el usuario de
teléfono esténdar teckeandolas va sea en espafiol o inglés para que
las lea el usuario de teléfono de texto,

N —

1337 A 13231 3P SODIAIRS

OPL A) DE
musmmgﬁ((c}m)
Margue & numero del teléfono de texto: 7-1-1 ¢ 1-866-658-7714,
£l Operador de Retransmesian contestara "N RELAY OFERADOR/A

SQ95F ME PERMITE EL NUMERD QUE DESA LLAMAR GA". GA significa
"Go Ahead”, que en inghés significa que es su tumo para tedear,

Usuario de teléfono de texto en espaiiol: Teclee el codigo de
érea y nimero telefénico del usuario de teléfono estandar al
que desea llamar y despues GA.

Usuario de teléfono estandar: Diga al Operador de
Retransmision el codigo de drea y mimero telefénico de
Retransmision de Teléfono de Texto en Espaiol al que desea
llamar.

£l operador marcaré el ndmero. El operador teceara todo 1o que el
usuano de teléfono estandar diga y después GA al final de cada
respuests.

Continge con 13 conversacion tedeando sis respuestas. Bl Operador ge
Retransmision leerd y dra al usuario de tedéfono estandar todo o que
usted escriba.

La traducodn en espafiol st dsporsble 9 = solcea.
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Servicloe de “Tedear Y Leer

La Retransmision para Personas Sordo Clegas es para usuarios sordo
clegos que usan t2éfonos de texto espedales equipados con pantallas
Bralle o de visualzackon grande, Este servico les permite leer los
mensajes que el Operador de Retransmision teclea 3 una menor
velocidad para facilitar 1a lectura, NI Relay (Servicios de Retransmision
de New Jersey) tiene un namero s costo que brinda un servicio de
retransmision personalizado para atender 1as necesidades inicas de las
personas sordo ciegas.

TELLFONO OE_ | T RIS

TEXTO BRARLE ESTANDAR

OPERADQR(A) DE
RETRANSMISION (OFR)

Marque el n(smero del teléfono de texto: 7-1-1 6 1-866-658-7713,

Bl Operador de Retransmisidn contestars "NJ Refay OPR 99599F NUMBER
CALLING PLS GA". [OPERADOR[A) 9999F DE P Relay POR FAVOR
DIGA EL NUMERO AL QUE DESEA LLAMAR GA.] GA significa “Go
Ahead”, que en inghés significa gue: es su tumo de teclear,

Usuario de teléfono de texto Braille: Teclee el cédigo de srea y
3 numero telefonico del usuario de teléfono estandar al que
desea llamar y después GA.

Usuario de teléfono estandar: Diga al Operador de
Retransmision el codigo de drea y el nimero telefénico del
usuario de Retransmision para Personas Sordo Ciegas al que
desea llamar,

B operador marcard el nimero, El operador tecieard todo 1o que el
4 wsuario de tedéfono estandar diga v despuds GA al final de cada

respuesty,

Continde con |a conversacion tecdeando sus respuestas. El Operador de
Retransmisitn leera y dird al usuario de teléfono estdndar todo lo que
usted escriba,

N =
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Liomadas de Voz TrancPorfada (VD)

B servicio de Llamadas de Voz Transportada (VCO) permite a un
usuario sordo o con dificultades de audicion hablar directamente con
un usuario de teiéfono estandar y leer los mensajes en subtitulos en
un teléfono de texto o de voz transportada. Cuando el ususario del
teléfono estandar habla, el Operador de Retransmisidn sirve como “los
oides” y teclea todo lo dicho al usuario del teléfono de texto o de voz
transportada,

Lo
RETRANGHISCON (OPR)

1297 A JejqeH ap oPIAIRS

1 Margue 7-1-1 6 1-866-658-7711. Al marcar 1-856-658-7711, un Operador de

Retransmisicn espadalizado en todo tipo de llamadas de Voz Transportada

atiende avtomaticamente 1a llamada.

2 El Operador de Retransmisidon contestara “NJ Relay OPR 9999F VOICE (OR

TYPE) NOW GA" [CPERADOR{A) 9939f DE Retransmision de N1 DIGA (O

TECLEE) AHORA GA]. GA signific2 "Go Ahead”, que en inglés Sgnifica que &5

su tumo de hablar o tedear. Ambas personas deben deck "GA™ al final de
cada respuests.

3 Usuario de Liamadas de Voz Transportada: Diga al Operador de

Retransmisién ef cédigo de drea y ndimero telefénico del usuario de
teléfono estandar al que desea llamar y después diga "Go Ahead” o

“GAI"

Usuario de telefono estandar: Diga al Operador de Retransmision el

codigo de area y numero telefonico dell usuario del teléfono de
Liamadas de Voz Transportada al que desea llamar.

El operador marcard el némero. Cuando sea su tumo de hablar, ¢ Operador
de Retrangmisiin tecieard "GA™ para indicarie que debe ermpezar 3 hablar.

Usted puade hablar directamente al usuaio de tel&ono estandar, Bl Operador
de Retrarsmision no repetird ko que usted diga, sino que ko tedears o que

& usuario ce teiéfong estandar ke diga a usted,

Continde con su conversacidn. Recuerde que tanto usted como & usuario de

5 teléfono estandar & que esta Famando deben decir "GA” al final de cada
respuesta.
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Servicios de Escuchar, Hablar y Leer

Telefono con Subtituloc (Ca?'T'el)
en hglec

Ideal para las personas con alglin grado de pérdida de la audicion, el
Teléfono con Subtitulos, o CapTel, funciona como cualquier otro
teléfono, pero con una importante adicion: muestra todas las palabras
que I3 persona que llama dice durante la conversadon, Los usuarios
del teléfono CapTel pueden escuchar y hablar drectamente con la
persona que llama y también pueden keer 1os subtitulos en 12 brillants
pantalla de! CapTel.

USUARID A USUARIO DS

DE CAPTEL TELEFON
ESTANDAR

g OPERADOR DEL
TELEFONO CON SUBTITULOS

Marque el nimero telefonico del usuario de teléfono estandar
3l que desea llamar y hable directaments con esa persona en
su telefono CapTel.

El usuano de teléfono estandar habla directamente con usted.

El Operador del teléfono con subtitulos transcribe mediante
subtitulos el mensaje hablado del usuario de teléfono estandar.

Usted puede escuchar en € teléfono CapTe al usuario de
teléfono estandar al mismo tiempo que lee, en la pantalla de
su CapTel, lo que dice & usuario del teléfono estandar en los
subtitulos,

- WN =

CapTel de NJ un tiene una pagina de Inter net, por favor visite
www.njcaptel.com para obtener més informacdn,
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Telefono con Subtituloc (Cap’l"el)
en Ec?ai‘\ol

Ideal para las personas con algin grado de pérdida de |a audicion, el
Teléfono con Subtitulcs, o CapTel, funciona como cualquier otro
t=léfono, con una iImportante adicion: muestra todas las palabras que
la persona gue llama dice durante la conversagdon. Los usuarios del
telefono CapTel pueden escuchar y hablar directamente con k2
persona que llama y también pueden leer los subtitulos en espaniol en
la brillante pantalla dei CapTel.

2 OPERADOR DEL
TELEFONO CON SUBTITLLOS

CapTel.
El usuario de teléfono estdndar habla directamente con usted.,

el mensaje hablado del usuario de teléfono estandar.

D OWN =

dice el usuario del teléforo estindar en los subtitulos.

Marque & nimero telefénico del usuarko de teléfono estandar al que
desea llamar y hable directamente con 353 persona en su teléfono

Usted puede escuchar en @l teiéfono CapTd al usuario de teléfono
estandar al mismo tiempo que lee, en la pantalla de su CapTel, Jo que

13371 A JejgeH ‘1eyonds3 ap SODIAIBS

El Operador del teléfono con sublitulos transcrbe mediante subtitulos

CapTel de NJ tiene una pagina de Internst en espanol, por favor visite

www.njcaptel.com/espanol para obtener mas informacion,

El servicio de subtitulos en espaiol se ofrece para las llamadas en
espanol,

- De B a.m. a 12 (medianoche) hora ded Este diariamente.
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El senddo Liamadas de Auditihve Transportada (HCD) permite a una persona
con discapacidades del habia, pero con capaddades de audicion, esoxchar a
105 USUBrKS de teléfonos estandar, El usuano del serico Liamadas de
Auditiva Transportada teckea su conversacidn al Operador de Retransmisidn
y &ste, a su vez, comunica con s voz el mensaje al usuario de teléfono
estandar, B usuano de teidfono estancar le hebla directamente al usuario
del servicio de Llamadas de Auditiva Transportada,

£l Operador de Retrarsmisiin convestad "W Relay 9999M NUMBER CALLING PLS
GA” (9955M de Retransmiaidn de N] POR. FAVOR DIGA EL NUMERD AL QUE DESEA
LLAMAR GA), GA significa “Go Ahead”, qum en inglés significa que es su tuma de
hablar ¢ tedear, Ambas personas deben dedr “GA” & final de tada respussta,
Usuario ded servicio de Llamadas de Auditiva Transportada: Teclee el
3 cidigo da area y ndmero talefdnico ded usuario de teléfono astandar al
T que deses llamar y tecles “"HCO PLEASE GA® (Llamada de Auditiva
Transportada POR FAVOR GA), Desp ues, levante of auricular para
escuchar al usuario de teléfono estandar,
Usuario de teléfono astandar: Diga al Operador da Retransmision el
cddigo de area y nimero telefonico del usuario del servicio de Liamadas
de Auditiva Transportada al que desea llamar.
£l operacdor marcara of nimero, Usted escuchara a llamada en owrse y la respuesta.
4 Espere 3 que o Operador e Retransmisidn anunde la famade a 13 parsona a quien
lama, =1 = persora estd es familar con s [emacdss de cenvioo de Lamadas de
Augitva Transportacs
Espere 3 que o operador de retransmision aga "onz moment for your call to begin®
5 (un memerts para gue Inloe 0 famada) & la persore que Hams y madanee “ge
ahead caller” (adelarte originador de b Lamada) indicandole que o5 su tuma de
responder.
Cologue &f aurcular en el 1l ono 02 e, Presions |3 barra de espaco 008 ye0ss
6 y despuds tecles su respuesta, Entances, teckee GA, Después de conedarse, el
Operador de Retranemsion no repetira kx que 13 cbra persona @ dga drectamente 3
ustext mas Dien, Comunicara 0on Su vor 50 que usted teckesd a la otra persona
Despuis de que tacles "GA" evante & aurcular paca escuchar f respuesta hablada
de B otra persona. Continde con [ convarsacion,
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De Habla a tmbla (STS)

El servicio De Habla a Habla permite a 3s personas con
discapacidades del habla comunicarse en conversaciones, Un
operador De Habla a Habla de Spnint especiaimente capacitado
repite al usuario de telefono estandar 1as palabras de Iz persona
cen alguna discapaddad del hablz o el producto de un sintetizador.
El usuario de telefona estandar habla directamente al usuario del
servicio De Habla a Habla.

p—t
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Para comunicarse con of usuario de telefono estandar, marque 7-1-1 y
solicke el servico De Habla a Habla o margue 1-866-653-7712 directaments
para que le atiencz un Oparador De Habia a Habia capedtaco.

Diga al Operador de Retranamisiin del servao De Hable a Habla e codigo
02 drea y numaro teleftnico al que das2a lamar, mas todas 1as Instrucdiones
especales,

* Antes de que e Cperador da Retransmisidn marque, brindaia toda |a
informackin pasible sabre su lamads, Puede indicar al Operador de
Retransmisidn que repita todo o Inicamente 1o que o 52 entienda.

Ustad controla su llamada,

« B operador marcara el namero, Una vez que se conecta i llamada,
todas los que astén en B llamada podran escucharse entre sf

» Usuasio g2 teléfano estandar: Diga al O perador de Retrarsmision &
cdigo de drea y nimero telefdnico del usuario del senvcio de Liamada
De Habla 2 Habla al que desea Hamar,

El operador De Habia 2 Habla repetird o volverd 2 decir sus mensajes cuando

sea necesario pera facliitar la conversackin entre usted y of usuario de

telgfono estandar. B Operador de Retransmisidn wolvera a dacy su mensaje
para asegurar que se e entienda y ackward todo o que no esté claro antes
de repebirio, Dica "GA” cuando termine de hablar y esté fisto peca la
respuesta.

El usuaria da teidfono estinder ke hablaré Grectamente & usted,

Viste www.newjerseysts.com para obtener més informacién,
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Llamada de Teleconferencia con Subtitulos

Refrancmicion de Subtitulado
de Conferenciac (RCC)

La Retransmisidn de Subtitulado de Conferencias es un servicio gratuito
para que cualquier persona sorda o con dificultades de auvdicién pueda
participar en conversaciones de grupo en lamadas d2 conferancia
telefdnicas. Los usuarios de Retransmisidn de Subtitulado de Conferencas
reciben texto en vivo en tiempo real transmitido a wna computadora de
escritorio o portatil con conexidn al Intemet para leer los subtitules de
toda la conversacidn de 1as llamadas en conferencia telefdnica.

Para garantizar el servicio, es necesario hacer una cita con 48 horas (dos
das hablles) de antenoridad. Por favor viste www.njrelaycc.com y haga
cic en el enlace "Book an Event” (Reservar un eventn) para fenar ia
informacion requerida en el formudario en linea para reservar el servicio de
Retransmision de Subtitidado de Conferencias para su Famada de
conferencia telefdnica.

PARTICIPANTES EN SUARIT vICIO
CONFERENCIA TELE CA EETRANNQCIEQL DE 5
SUBTITULADO DE CONFERENCIAS

El dia de la conferencia telefdnica, por faver asegurese de inidar sesitn
en www.njrelaycc.com unos cuantios minutas antes de que empiece 1a
llamada Introduzca su ndmero de reservacidn del servico de
Retransmisidn de Subtitulado de Conferencias o Identificacicn de Evento.

Nuestro subtitulader esaibird mediante subtitidos todo o didogo de la
2 llamada, nckidos los rudos y/'o sonidos, cuando comresponda (es decir,

tonos de que un participante ha entrado en la conferencia telefénica,

efc.).

Manténgase al tanto @2 |a conversacicn leyendd &l texto de s subtitulos
3 y cuando desee participar, tedee su mensaje. El sublulador retransmitira

su mensaje a los participantes de |a conferencia telefdnica o bien, puede

usar un teiéfono estandar para hablas por s mismo.

Al final de la confierencia telefonica, usted puede solatar una copa de B
4 transcrpadn o solicitar que [a transcripcidn & destruya despuds de la
liamada para proteger su privacidad
* B oo Retranambsidn de Subitulbdo de Canfdersencias lambién puede usarse
pard feer subtitulos de s informadon hablade dorande Clases 0 reuvsenes o regocios
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Servicio de Retrancmicion Federal

El servido Retransmision Federal esta a disposicion de todo personal militar
y empleado federal actual y activo que €5 sordo, que tiene dificultades ge
audicion o discapacdades del habla, La Retransmisin Federal ofrece sais
@stintos senidos para satisTacer sus necesidades en € trabap. Estos
servicios incluyen Teléfono de Texto, De Habla a Hatla (STS), Tekfono con
Subtitulos (CapTel), Pratocolo de Intemet (Retransmesidn de [P), Servicio
de Retransmision de Video y Retransmision de Subtitulado de Conferencias,

Instrucciones para usar los Servicios
de Retransmision Federal:

+ £l Operador dé Retransmision le preguntard 8 qué agenca desea
llamar o de qué agendia lama. Este s un paso importante al hacer
lamadas de Retransmisidn,

« Diga al Operador el nombre de su agendia y el ntimero telefénico
al gue desea llamar.

« Clertos servicios de Retransimesiin Federal, coma Retransmision
de Subtitulado de Conferencias Federal y CapTel Federal, no exigen
que &igo el nombre de su agencia al Operador,

« Para usar o6 servicios de Retransrmision de Subtitulado de Conferencias
Federal, usted debe reservar el servico en linsa mediants
www.fedrcc.us. En esta pégina de Intemet encontrard un formulario
para que las usuarios o llensn en *Book an Event Now.” (Registre un
evento ahora,). Selecdone ¢l nombre de su agenaa de [a ista
desplegable de agendias. Sl su apencia no aparece en @ lista, por favor
coOmuNiquese con federalrelay@speint.com para obtener més asstencia.

« Para usar 106 servicos CapTel Federal, los teléfonos CapTel deben
ordenarse par medo de su agendia o por medio del Programa de
Adaptacdiones de Computacidn/Electrénica (CAP). Visite
www.federalrelay.us/captel para cbtener mas Informacién sobre
cémo obtener un dispositivo CapTel, Antes de recibir su dispositiva, se
lo marcara adecuadamente segin |2 agendia indicada. Una vez que
reciba su dispasitivo, sencillamente Instalelo y estara isto para usarss.

Para obtener mas informaddn sobre la Retransmisidn Federal y el Proceso
ge Pedidos de Tarea, viste www. federalrelay,us 0 envienos un comeo
electrinico a federalrelay@sprint.com.

También puede comunicarse con & departamento de atencidn al cliente al
nomero siguiente; 800-377-0996 (Voz/Tekfono de texto)

|e1apa4 UOISWSURLRY 3P OPIAIRS |
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Servicios adicionales

Servicioe adicionalec

Los servicios adicionales inCluyer Instrucciones especificas para tipos de
llamadas espedales que haria un usuaro telefénico estandar y se pone a la
disposicidn de los usuarios de Retransmisidn y CapTel para asegurar un
acceso telefdnico equivalente en otros tpos de lamadas.

Perfil de Cliente

En e Perfil de Cliente se guardan las preferencias Individuales de las
llamadas de los usuarios de retransmision. Esto acelera &l procesamiento de
las famadas y asegura que se use el provesdor de servicio de larga
distancia preferdo del cliente cada vez que éste haga una lamada, Usted
m&wmm Perfil de Clienta comunicandose con & Servicio al

al:

Inglés; 1-800-675-3777 (Tekfono de texto/Voz)
Espadiol: 1-800-676-94290 (Teléfano de texto/\Vor)
De Habla a Habla: 1-877-787-1989

Un representante procesard su solicitud y puede establecer su perfil
mientras usted st en & telérono o Ie enviara un fomulario para que lo
Hene. Los representantes también estan a Su disposicion para contestar
cuakpder pregunta que usted pueda tener,

Llamadas Internacionales

Retransmision de News Jersey (New Jersey Relay) permite que las personas
reciban y hagan lamadas a cualquier lugar del mundo {usando dnicamente

el nglés o espafial), Uamadas que originan en otro pais, fuera de los
Estados Unidos, pueden obtener acceso a los senvicios de Retransmisidn de
New Jersey marcando el 1-605-224-1837. Para usar las servicios CapTel no
£5 Necesario marcar & numero intérnacional dedicado, simplemente marque
el numero de teléfono intermnacional al que esté llamando desde su teléfono
CapTel,

Numero de Acceso 900

New Jersay ofrace un ndmend sin costo 900 que conecta a los que llaman
mediante senddos de retransmision a cualquier servicio de pago por
llamada 900 u 800. La persona que genera ia llamada es responsable por el
cobro de fa llamada,

Los usuarnios del servico de retransmision marcan el nimero sin costo
1-900-230-4149 para conectarse con Retransmision de New Jersay (New
Jersey Relay). B Operador de Retransmisidn entonces marcaran el ndmero
del sarvicio de pago por 12 llamada saliente al numero 200 u 800 de salida
que haya solicitado. Al conectarse 2l ndmero 900 emplezan s

procecimientos de cobro.,

Los procedimientos de cobro varian dependendo del servicio 900 al gue se
llame. Para obtener més asistencla con &s lamadas 900, llame al Servicio al
Chente de Retransmisidn de NI (N Relay) al:

De Habila a Habia: 1-877-787-1989
Inglés: 1-800-676-3777 (Tekfono de texto/Tefono)

Espafiol: 1-800-676-4290 (Teléfono de texto/Voz)
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Llamadas de Emergencia al 911
* Para los usuarios de teléfonos de texto

En caso de emergencia, se recomienda enfaticaments que los usuarios de
Retranamisidn y CapTel marquen &l 911 directamente para conectarse mas
rapico. Retransmision de NJ (N Relay) puede procesar las llamadas de
emergencia, paro 1a comunicaddn no serd tan rapida como en marcar 911
directamente,

* Para los usuarios de teléfonos CapTel 200, 800 u 840

de linea Gnica
Si un usuario de CapTel marca el 911 directamente desde un tekfono
CapTe 200, 800 u 840 de linea Onica, la lamada serd enviada
directamente & centro local del 911 en lugar e enviarse al servicio de
subtitulos, La llarmada se tratard como una Liamada de Voz Transportada,
lo que significa que el Cperador del 911 podrd escuchar todo lo que usted
diga y los subtitulos apareceran en su pantaiia.

El Depatamento de Justica de Estados Unkios acualmente requiers que
tocos ks Puntos de Respussts de Sequridad Pablica (PSAP) de 911 tengan
la capacidad pera maneiar Lamadas de Voz Transportada y, por 1o tanto,
2l teléfono CapTel funcionando en @ modo de Uamadas de Voz
Transportada No representa un regquisito nuewo para kos PSAP de 911 que
ya deben tener procedimientos de operaciin estandar existentes para
manejar las Liamadas de Voz Transpartada. Todos los PSAP y servicios
médicos de emergencia (EMS) han recbido entrenamiento para manejar
llamadas de emergenda a través de Lamadas e Voz Transportada.

Por favor visite www.captel.com/videos-model800-911-1-line.php
para que tenga una idea de como sa hacen |as llamadas al 911 en &l modo
de Liamadas de Voz Transportada desde un teléfono CapTel 800 (1 inea).

* Para los usuarios de teléfonos CapTel 800i, 840i o
CapTel de 2 linecas

SI un usuario de CapTel llama al 911 usando wn teléfono CapTel 8401,
CapTel 800! 0 un teléfono CapTel de 2 lineas {2 lineas significa que esta
conectado a dos lineas telefénicas distintas), 1a llamada funciona justo
como cualquier otra llamada telefdnica, Usted puede hablar usando el
auricular v & operador del 911 Ie escuchard. E1 operador del 911 le
responderd v los subtitulos apareceran en su pantalia,

Para ver una llamada al 911 hecha desde un teléfono CapTel de 2 lineas,
visite www .captel.com [videos~model800-911-2-line.php.

Lo mas importante es que ¢ Punto de Respuesta de Seguridad Riblica
(PSAP) 0 servido médico de emergendia (EMS) de todas formas no podria
identificar quien lama al 911 desde un teléfono CapTel 800§ 0 CapTel de
2 lineas, al igual gue desde cualquier otro teléfono.

Sojeuoipe SoIASS
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Servicios adicionales

Teléfonos publicos de texto

El programa de retransmisién de tel&fonos pablicos cubre 1as llamadas
locales y de larga distancia, Puede hacer este tipo de llamadas desde
cualquier teléfono pdblico de menedas usando & TRS. Si la llamada es
local, no necesita usar monedas, Larjeta para llamar, ni tarjeta
prepagada. Simplemente margue & 711 en la mayoria de los teléfonos
pdblicos y dé el nimero local al que desea flamar. Usted puede hacer
Hamadas de larga distancia cargandaias a su tarjeta de llamar,
incluyendo las tarjetas prepagadas, o llamando por cobrar,  Los
cargos por realizar llamadas con tarjetas para famar pueden variar, de
manera que verifique con su proveedor 1as tarifas pertinentes, Para
cbtener mas informacion sobre las tarjetas telefénicas prepagadas,
corsulte k2 guia del consumidor de 1a FCC.

Los usuarios de teléfornos de texto que desean usar un teléfono
publico de texto puedan usar & servico de Retransmision de New
Jersey (New Jersey Relay) para obtener asistencia en conectar las
llamadas que no son locales. Hay varias formas de cobrar por las
lamadas gue no son locales:

* Por cobrar
* Cobro a terceros
* Con tarjeta para llamar

o Con tarjeta prepagada

« Los cargos correspondientes a tarjetas para lamar pueden varar,
de manera que verifique con su proveedor 1as tanfas pertinentes.

Los teléfonos publicos se pueden encontrar en muchos de ios
aercpuertos prindpales.

Para obtener mas informacion sobre el equipo de teléfonos pablicos de
texto, por favor viite: www.ultratec.com/ttys/public_ttys.php

Para obtener més informacion sobre &l equipo exigido por Iz FCC para
el servicio de Retransmisién en Teléfonos PUblices, por favor visite:
www.fcc.gov/guides/payphone-relay-service
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Pantalla dividida con ASCII

El servido Pantalla Diwdida con ASCII esta disefiado para que los
usuanos sordos, sordo clegos o con dificultades de audicion puedan
usar computadoras ASCI! de aita velocidad para teclear y
comunicarse en forma mas clara y rapida con otros teléfonos de
texto o computadoras que utilizan ASCIL Esto también permite que
el usuaro vea en la pantaila 3l mismo tempo Ias respuestas de
ambos participantes.

Para usar esta Pantatia Dividida con ASCII, los usuarios pueden
llamar a Retransmisidn de New Jersay (New Jersey Relay) en una
computadora personal usando un programa de computador medernd
que apoye pantallas divididas, Con esta teonclogia de pantalla
dividida, una ventana despliega el texto del usuario de ASCII y 1a
otra despliega el texto del Operador de Retransmision. Cuando
cualquiera de los particpantes en 1a llamada tedea, & texlo aparece
en la ventana correspondiiente, aunque ambos teckean al mismo
tempo.

£Qué equipo se necesita para usar este servicio?
* Una computadora personal y un madem de 'tz velocidad.

* Un programa de computador para mddem que apoye
pantalla dividida.

¢ Veloodad de transmision de 1200 baudios o superior usando
la confliguracién de madem en el modo Full Duplex (Ouplex
completo), Non-Host (no anfitridn) o Local-Echo-On (Eco local
activado). Los usuanos son responsables de configurar su propio
programa de computadora y equipo ASCIL Para obtener
Instrucciones especificas sobre |a conflguracion del modem,
por favor comuniguese con &l fabricante del modem.

S9|RUDIIP. SOIIAIRS
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Servicios adicionales

Méquina contestadora / Obtencidn de mensajes de voz
* Para los usuarios de teléfonos de texto (TTY)

Los usuarios de tekéfoncs de texto pueden pedir a los Operadores de
Retransmision de New Jersey que obtengan 10s mensajes de sus
médquinas contestadoras de voz 0 de SU correo de voz.

« Instrucciones para que los usuarios de servicios de

retransmision obtengan los mensajes de maquinas
contestadoras

e Marque 7-1-1 6 1 800 852 7899.

o Teclee "AMR" y gl nimero telefdnico al que desea llamar,
con su contrasefia o Instrucciones espediales y después "GA”,

» H Operador de Retransmision tecleard, "PLS PLACE YOUR
HANDSET NEXT TO YOUR ANS MACHINE AND TURN ON GAL"
{POR FAVOR COLOQUE SU TELEFONO EN LA MAQUINA
CONTESTADORA Y LUEGO LA ACTIVA) GA

« Coloque su auncular en 13 parte de la boona de la maquna
contestadora hasta que todos 105 mensajes se hayan obtenido,

o Después vuelva a colocar el auricular en el teléfono de texto
{TTY) y teclee "GA."

» B Operador de Retransmisin tecleard sus mensajes.
Instrucciones para obtener mensajes de correo de voz

* Para obtener los mensajes de corren de voz, marque
7-1-1 0 1 800 §52 7899.

o Cuando el Operador de Retrarsmision conteste, tedee el nimero
telefGnico al que desea llamar, con su contrasena o instrucciones

especiales, y después "GA.”
* Para los usuarios de teléfonos CapTel 840 u 840i

Los usuarios de CapTel pueden usar su teléfono CapTel (Modelo 840i)
que tiene una maquina contestadora integrada. El usuario puede
escuchar ¢l mensaje de ia maquina contestadora en e auricular del
CapTe y, al mismo tiempo, leer los subtitulos del contenido del
mensaje. Consulte el manual de instrucciones del CapTel 840 para
obtener mds informacidn sobre cdmo cbtener los mensajes de la
méquina contestadora integrada en el teléfono CapTel.

* Para los usuarios de teléfonos CapTel 200, 800 u 800I

Por faver vea el video de Ia forma en que los usuarios de CapTel
pueden obtener sus mensajes de maquina contestadora externa en
subtituios en
www.captel.com/videos-model800i-answer-machine.php
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Programa de Dictribucién de Equi
de i deNew.\ercey caep

El costo de los dispesitivos de comunicacién asistida puede ser muy
alto, Desde 1593, la Division para Personas Sardas y con Dificultades
de Audicion (Division of the Deaf and Hard of Hearing; DDHH) ha
operado un programa para asegurar que oS residentes de New Jersey
con pérdida auditva, tengan acceso al equipo de telecomunicaciones y
de seguridad en &l hogar con alertas visuales que necesitan para vivir
independientements,

Las personas que no pueden pagar los dispositivos de comunicacion
asistida pueden solicitar asistencia al "Programa de Distribucian de
Equipo”. Al satisfacer los requisitos de elegibilidad, estas personas
podnian obtener dispositivos de CapTel gratis dal DDHH.

Los dispositivos dsponibles actualmente comio parte de este programa
incluyen:

Teléfonos amplificados

CapTd

Teléfonos para Lamadas de Auditiva Trarsportada (HCO)
Detectores de incendios

Detectores de menaxido de carbono

Sistema de alerta de llanto de bebes

Dispositivos Artificiales de Laringe (ALD)

Para averiguar si califica y es elegible para obtener equipo del Programa de

Distribucion de Equipo de DDHH, por favor visite:

wenw state nj.us/humenseryices/ddh/equipment /application/eligibiity/ index. htmi
Para obtener una soliotud para un disposiivo especifico, por favor viske:
www state.nl.us/humanservices/ddhh/equpment/application/apply/index html

Q bien, puede comunicarse con ¢f DOHH a:

Dwvision of the Deaf ang Hard of Heanng
Box 074
Trenton, NJ 085250074

(800) 792-8339 Voz/Teiéfono de texto
(sin costo en New Jersey)
(609) 503-4862 Portal de voz

S3|eUOIP. SODIARRS
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ComunlaAAece con nocotroc

Aparna Lele

Gerenta da Extension de Retransmision de N
Sprint, 3rd Floor, 201 Route 17 North
Rutherfard, NJ 07070

1.201.355.0579 Portal de voz/Voz
Apamaele@sprint.com Comeo alectrdnico

Servicio al Cliente del Servicio de Retransmision de NJ:
1.800.676,3777 Tekfonn de texto/Vor (Ingés)
1.800,676.4200 Tekfono de textoyVoz (Espanol)
1.877,787.196% Speech Disabled

Servicio al Cliente de CapTel:
1.898,269.7477 (Inglés)
1.856.670.9124 {Espanol)

COMUNIQUESE CON NOSOTROS

ey v, youtube. comnjredey
n www.facebook.cominineiaycaptel
| Snireiaycaptel

E wiow, riirelay comblog

[ vowiniedin.comvininireleycaptel

Puade cbtener mas informacion sobre los productos ¥ servicios en
o waw.NORelay.com

* waw.N)CapTel.com

o waw.NJRelayCC.com

s waw. NewlerseySTS.com

o waw,SorintCapTel.com

o waw.SorintRelay.com

Retransmisidn de New Jersey (New Jersey Relay) es un servicio gratuito de
telecomunicaciones ofrecico por Sprint y aprobado por 13 Junta de Servicos
PUblicos de N). Mediante un contrato con la Junta, Retransmisidn de Sprint
ofrece aocesibilidad telefénica completa a personas sordas, con dificultades
de audicion, sordo clegas o con adguna discapacidad del habla,

& povwr e oo Tag Tl BOVIVEN pusce st 0n S Ramedan e arsrgancn, i FORme e 4nm o S eneoeres
1 b de e v lavne o bee o nn b smaten s VUL S d s cosmrns W dewnbos e vesddne, srple «
PRt TN A DL WOAIID DN A0 Cteeic. O settcooses s st o Cas T IOLBAD. ey shoone o
et s

———— e i e W
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Appendix H: NJ STS Literature and Media

N O Yar

SPEECH -
SPEECH

SERVICE

fsunderstaor -:{4"9‘\-

ution 15
|ersey's own

DIAL 7-1-1,
ask for Speech-to-Speech

and Be Yourself.

575 15 8 lifesaver! It 1eally does
hedp me be more indenendent. J )

Talk on the phone with

and / Learm more about New lersey
Speech-to-Speech Service

‘ ‘T\J-‘- [ can make my owr
phone calls without having
O deoend on somedne e , ’

Speech-to-Speech Customer Service sivazdener
bRy sy NEWIERSE Yrelay

!
]
I ) J Coansct Exporiencs. Thrive,
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TIRED OF HEARING “WHAT?
| CAN'T UNDERSTAND YOU?”

Speech-to-Speech|
Talk with Ease

Mew Jersey Speech-to-Speech
{53T3) is a free service for
pecpls with a spesch disability
o Ugs J voice synthesizer

Thig service allows therm te

uze their own voice an the
phone. A spscially trained 5TS
operatar simply listens tothe
canversoticn and repsats their

rmessa0e, whensver nesdad, K6 Mow! can make my
o phons ools without

Cial 711 ar 864 -458-TT12 with Fawing o dapend on

aphone to connsct with Maw sameons ase  I¥

Jersey 3TS service and then,
begin your conversation with
family, friends, and co-warkers.

For mare information about
Feow this service works or to
request a fres pressntation:

» Www, new]erseysts,.com

= Njralayoutreach@sprint.com
» B77-TET-1929

anlﬁir‘r.;hlqﬂ'

Connect.
Talk.
Re-voice.

NJ Speech-to-Speech
service allows people
with a specech disability
to use their own voice
on the phone with the
asslistance of a specially
trained operator

Learn more:
newjerseysts.com

Sneech-To- SDEECN

1 el
Service Detined
Persons who have diffculty being
WS lood o Lhe phones G be
Soeech-20-Spoach {STS) Senvice. !
Service provides specially raned |
Aho feciilate comersstions betme
user and the othar party by Mmpes
MESSA0e of Ihe Person with 3 Spe
mpediment or synthesaer output

wWhat You Shoulq |

» New Jersey Speech 10 Speech
LEECOMIMUNICITIons Service pr
by Sorint Relay and approved
N Board of Public Litiites tha
ful tolophone accessibiRy to ¢
who have 3 speech disabiity.

* Al cals are sbrctly confidente
"0 records of any conversation
mantaned

» No specidl equipment needed
X5t use any phone

* Open 24 hoursand 7 days a v

» Curmrent customers inchude tho

Cersbrsl Palsy, Muscular Dysts

Aphasia, Laryngactomy, Down

myncrome, stroke, and bran &

1G22 Lnern w semr aldin by Mt ovn borm &
Thoww b6 o aage B wnttg TR Speesh) e 3 pa

T S I (e e e (W
1 Basnen Tire day
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“w

NeEsjameysis com

ATTENTION:

Do you have trouble being heard
or understood on the telephone?

SOLUTION!

The free New Jersey Speech-to-Speach service offers people
with speech disabilities confidence to talk on the phone with
ease!

Dial 7-1-1 and ask for Speech-to-Speech or call 866-658-7712

Connect.
Talk. Re-voice.

NJ Speech-to-Speech service
allows people with a speech
disability to use their own
voice on the phone.

A specially trained operator
simply listens to the

conversation and repeats their
message, whenever needed.

newjerseysts.com

Operators trained to understand both distorted speech and
computer with speech autput [AAC devices) will RE-VOICE what
you say to the person you are talking to on the phone

FOR MORE INFORMATION:

w 877-787-1963 (Customer Support) » WHW.NEW|Srseysts com

hanng th dgpand on
somecvia alsa, 39

com
True
Jersey,

NJ Speech-to-Speech service allows
ConneCt' paople with a speech disability to use
TQ l k' their own voice on the phone with
. the assistance of a specially trained
Re-voice. opermator. newjerseysts.com
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Appendix I: NJ Video-Assisted STS Flyer

Video Assisted Speech to Speech
Step-by-Step Instructions for STS Users

Video Assisted Speech to Speech (VA-STS)
allows a person who has a speech disability to
use both a telephone and computer or mobile
device with webcam to make relay calls.

nevtﬂ‘crsegsts.com

e e Wow, it helps
that the operator
can see me. 99

VA-STS requires:

= a telephone line

= avideo device

= access to OmniJoin

To Make a Phone Call

* To help make your VA STS call quicker, we encourage you to set up your profile at
www.newjerseysts.com/myprofile.html

1 Go to https://vasts.omnijoin.com or
open the OmniJoin app (see instructions next page).
2 With your phone, dial 711 or 1-866-658-7712.

3 Inform the STS operator that you would like to make
a Video Assisted Speech to Speech call.

4 Ask the STS operator for the Meeting ID.

B When you are connected to the STS operator on video, say the area code
and telephone number you wish to call and any further instructions.
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For iPhone or iPad only:
Download the
OmniJoin App

If you don’t have the

OmniJoin app on your iOS
device, follow the instructions
below to download and install:

Contact New Jersey Relay STS
Customer Support:
1-877-787-1989
Sprint.TRSCustServ@sprint.com

Visit the website:
i www.newjerseysts.com
NOTE: The app is not currently
available for Android devices. Phone numbers to connect
New Jersey Relay STS:

118 PM BT =

M or
! 2 1-866-658-7712

Open the App Store
icon.

Notes  Reminders Calculator

At the menu bar,

select SEARCH 4 A T

and type @ O\ ]

“Bl'other Omni.’oin". Explore Search, Updates
" Brother OmniJoin

Click the DOWNLOAD & ==

icon. a ==

Brother OmniJoin
Brother Industries, L

After the download is
complete, click OPEN.

Follow instructions
until the installation

is complete.
The OmniJoin icon o .
should appear on =
your phone screen. &
You are all set for
& icel
VA STS SElvice: New Jersey Relay is a free telecommunications service provided by Sprint and approved by

B

the New Jersey Board of Public Utilities. Through a contract with the Board, Sprint provides
full telephone accessibility to people who are deaf, hard of hearing or have a speech disability.
A-FMNJ-0011 rev 12/2015
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Go to https://vasts.omnijoin.com

In the Join Conference box on the left side of
the screen, go to the Conference field and type
the Meeting ID provided by the STS operator;
for example, vasts4.

No password is needed.

Click Join or press Enter.

Once connected, you will communicate with
the VA-STS operator via the audio connection.

This is a one-way video connection - the VA-STS
operator will see you but you will not see the
operator.

You are all set for VA-STS service!

If Leave Meeting is not visible on the screen,
click anywhere on the screen and an upper bar
will appear.

Click Leave Meeting to log out.

If you do not log out, you will remain
connected to the meeting room.

To Access OmniJoin from Computer or Laptop

Please enter the Meeting ID and
leave the password blank

VASTS User 0
VASTSO's meeting room VASTS0

VASTS Us

1

VASTS11's meeting room VASTS11
VASTS User 12

VASTS12's meeting room VASTS12
VASTS1@sprint.com

VASTS1's meeting room VASTS1

(I - oo oving
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To Access OmniJoin from iPhone or iPad

NOTE: The OmniJoin app is not currently available for Android devices.

NOTE: If you don't have the OmniJoin app on your
iOS device, follow the instructions on the
back on how to download and install.

Tap the OmniJoin icon to open.

Click Join an Existing Meeting.
Ignore the Login button.

The STS operator will provide the Meeting ID.
For example, type “vasts5” and then click Join.

Click Don’t Allow when prompted to access
the microphone.

Once connected, you will communicate with
the VA-STS operator via the audio connection.

This is a one-way video connection - the VA-STS
operator will see you but you will not see the
operator.

You are all set for VA-STS service!

If Leave Meeting is not visible on the screen,
click anywhere on the screen and an upper bar
will appear.

Click the right corner (see red arrow).

Click Leave Meeting. If you do not, you will
remain connected to the meeting room.

Don’t Allow OK
a

“OmniJoin” Would Like to
Access the Microphone

VASTSS's meeting room

—
g

o

Page 124



Appendix J: NJ CapTel Media and Literature

Puede obtener
apoyo en vivo con solo
presionar un botén

¢Necesita ayuda? Hable con un
representante de atencion al
cliente en vivo basado en
Estados Unidos las 24 horas del
dia, 7 dias a la semana. Todo
teléfono CapTel de New Jersey
incluye el acceso a atencion al
sliente con sdélo presionar un
botdn. Estamos aqui para
cuando nos necesite.

Subtitulos en vivo para

sus llamadas telefonicas.
New Jersey muestra los subtitulos

en vivo durante sus llamadas
telefénicas para gue usted pueda
escuchar y leer sus

llamadas y jnunca perderse ni

una palabra!

Un teléfono para todo

tipo de usuarios

Con varios modelos de telefonos,
tenemaos uno gue satisface

sus necesidades.

Proveedor endorsado

por el estado

Sprint, el proveedor de servicios
telefonicos con subtitulos lider en
el pais, proporciona CapTel

de New Jersey.
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No existe unasola ®

solucion perfecta ; Reconéctese con
paratodos. sus seres queridos.
CapTel de New Jersey Nev )

ofrece varios modelos de
teléfonos para adaptarse a
sus necesidades.

CapTel 840
y 840i

o Ao -0 Y CapTel 880i
N e (iFabuloso para los usuarios
e - que tienen la vision reducidal)

AFMNJ-0012 i
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Escucheyleasus
llamadas al mismo tiempo.

Ya sea que se esté poniendo al
corriente con su hermana, pla-
neando una cita para tomar café o
programando una visita con
plomero, CapTel de New Jersey
muestra los subtitulos en vivo de
sus llamadas directamente en el
teléefono, de manera que es facil
seguir todas sus conversaciones
telefénicas.

A quienquiera que llame,
b CapTel de New Jersey esta
~ presente para usted.

Gratis para los residentes
de New Jersey

El Servicio de CapTel de New
Jersey es ofrecido a todos los resi-
dents de New Jersey que tienen
pérdida auditiva. El servicio es

gratuito* y requiere un teléfono
CapTel**.

@njcaptel

o CapTel de New Jersey

www.njcaptel.com

* La persona gue hace la llamada es responsible
de los cargos de llamadas fuera de las areas
locales y de larga distancia correspondientes.

**Obtenga un teléfono de CapTel de una de
tres formas:

1. Compre el teléfono; o
2. Los usuarios calificados pueden obtener un
teléfono gratis mediante el Programa de
Distribucién de Equipo de la Division para
Personas Sordas y con Dificultades de Audicion
de NJ (DDHH, siglas en inglés); o
3. Obtenga un teléfono gratis con un formulario
firmado por un profesional de cuidado de la
- salud auditiva.
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Comprometidos auna Es facil comenzar
mejor comunicacion con CapTel:
telefonica. 1. Comuniquese con CapTel
de New Jersey.

. Un representante de servicio
al cliente le ayudara a elegir el

New Jersey CapTel es un servicio 2
ofrecido por Sprint, el proveedor

?:3 fer\ll’lglos telelfon!COé con sub- teléfono CapTel que sea mejor
itulos lider en el pais. Compro- para usted.

metidos con la calidad y precision 3. Mencione el cédigo NJBROCH
de las llamadas, los aastgntes de para obtener el envio

CapTel de New Jersey atienden GRATUITO

sus llamadas en forma rapiday

profesional. 1-877-805-5845

Garantia de servicio hjcaptel@sprint.com
para toda la vida.

Si en algun momento su teléfono
0 servicio de CapTel de New
Jersey no le satisface,

le reembolsaremos todo el precio
de su compra, se lo garantizamaos.
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spotlight

Communlcatlng
gonfiderice

New Jersey CapTel
service gives
independence
back to people
with hearing loss

by LIZHUNTER

52 SOUTH JERSEY MAGAZINE VOLUME 9 ISSUE 12 Southlersey.com
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HELEN KFLIER ONCE SAID: “Blindness
separates people from things; deafness sep-
arates people from people.”

As more of us are tasked with caregiving
for our elderly relatives, we want to make sure
they can maintain their regular lifestyles as long
as possible, and that includes being able to
communicate with the world on the phone.
According to WebMD, one-third of people ages
65-75, and 47 percent of adults over 75, have
some degree of hearing loss. How many of us
have been on the phone with our parents or
grandparents and been asked to repeat our-
selves time and time again, raising our voic-
es each time? If it's frustrating for you, imag-
ine how it feels to be on the other end.

Oftentimes, it's not volume that will help
thern hear better; it's the articulation and clar-
ity of the words that make the biggest differ-
ence. Some words start to sound the sare,
making it hard to keep up with the phone con-
versation, or—if speaking with a medical
professional—difficult to understand important
directions. Over time, those suffering from
hearing loss may begin to withdraw or avoid
speaking on the phone altogether.

There is a free service available |
that can change all that. New Jersey |
Relay Service is a free telecommu-
nications service provided by Sprint
and approved by the N.J. Board of

|

“The CapTel phone
is a necassity—~
a critical, essential,
indispensable tool
required to exist in
the hearing world.”
—BevSudier

Public Utitities. Through a contract, Sprint pro-
vides full telephone accessibility to people who
are deaf, hard of hearing, deaf-blind or have
a speech disability. One of these services is
New Jersey CapTel, or Captioned Telephone.
[t works like ary normal phone: CapTel users
dial the number directly and when the person
answers, the CapTel user hears whatever his
or her residual hearing allows for, but addi-
tionally, the CapTel user also sees everything
that is being said to them. Captions appear
nearly simultaneously with the spoken words.

Calls can be made to virtually anywhere
in the world, 24 hours a day, 365 days a year
with no restrictions on the number, length or
type of calls. All calls are strictly confidential and

I'm so glad you called are
we still meeting for lunch

tomorrow?
to that new restaurant by the
river |can't wait to see you

no records of any conversations are rmain-
tained. Besides the cost of the phone ($99 for
N.J. residents), there are no other fees asso-
ciated with operating it and no need to
change your phone number,

CapTel technology has evolved through the
years. Features include captions appearing on
abright, easy-to-read display that allows mul-
tiple lines of text in a choice of three font sizes.
Phones are now equipped with answering ma-
chines built in that will caption a voicemail
message, powerful amnplification with volurme
boosts up to 35 dB, adjustable tone and vol-
ume control for optimurmn sound clarity, and
free captioning services that also let you view
iton a larger comnputer monitor through a USB
port. CapTel can be used with headsets,
neckloops, cochlear implant patch cords or
other assistive listening devices. There is even
an app available for smariphones.

Suzanne Robinson, 62, is a retired teacher
and a CapTel user. It has changed her life. “
saw myself withdrawing, and it was easy to just
hand the phone over to someone else,” she
says. “The CapTel phone helped pullme back
_ into talking with people”
Robinson is not alone in
these feelings she had prior
to CapTel. Cornmunication
is a big part of a person's
confidence level and, when
that is taken away, it
can lead to depres-
sion and loss of inter-
est, and not just in
social conversations.
Obtaining medication
directions from a
pharmacist or con-
firming an appoint-
ment time with adoc-
tor become stressful
activities that can lead
to confusion—and in
the worst cases—dan-
gerous misunderstandings. The CapTel phone
also allows a person to scroll back in the con-
versation as well, in case they need to confirm
the information that was given.

Robinson dealt with a situation recently
where her CapTel phone played a huge role.
“I went through a medical procedure and
needed to talk to the clinic and lawyers,” she
says. “I needed to be calm and collected, which
is difficult if you don’t know what's being said
to you. The ability to be my own advocate and
tell people things in my own words is much
better than relying on a second party todo it.”

The feeling of renewed independence is
one of the most cornmonly stated remarks
made by users. “The most important part is

great let's go

CapTel 840i

the necessity of it,” says BevSudler, a New Jer-
sey resident who has been using CapTel for
more than seven years. “The bank, hospital,
pharmacy, doctor’s office; these are all things
that are out of reach if you can’t understand

the person on the other end of the phone. The
CapTel phone is a necessity—a critical,
essential, indispensable tool required to exist
in the hearing world. It is a lifesaver for hear-
ing-impaired people who no longer get word
discrimination on a regular phone.”

A CapTel phone doesn't only benefit the
person who is using it to read along with the
conversation. It also contributes to the en-
joyment—and even patience—levels of the
friend, farnily member or professional on the
otherend. Marie Nording had used other ser-
vices to help her hearing on phone calls be-
fore seeing a demonstration for CapTel at a
Hearing Loss Association of New Jersey meet-
ing. She could sense frustration on the other
end of the call. “Being able to read the con-
versation really opened up anewworld,” she
says, “Now ['m able to keep up and get the cor-
rect information on any call, especially with my
grandchildren.”

The CapTel service can be useful for var-
ious professions as well, including executives
whose hearing loss may be affecting their per-
formance. Hearing loss and tinnitus are also
the most cornrmon service-related disabilities
of veterans returning from Iragq and
Afghanistan, making CapTel a beneficial op-
tion for them to integrate back into the com-
munication of everyday civilian life.

“l know CapTel would help so many
people feel that sense of connection again,”
adds Sudler. “Hearing lossis hell, and no mat-
ter how many times you ask a person to re-
peat themselves, it just doesn’t make it better.
CapTel enables you to understand amedical
or social conversation and stay connected to
the world.”

For more information, video testimonials
or to order a CapTel phorne, visit NJCapTel.com
or call (800) 233-9130.

New Jersey CapTel
(800) 233-9130 | NJCapTel.com
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Need a Captioned Telephone? Vs N

New Jersey Captioned Telephone Service allows Indlviduals with hearing
loss to communicate on the telephone independently. Listen, read and
respond to your callers with the ease of a CapTel phone!

Individuals with hearing loss who are unable to afford a captioned telephone
may apply to get one free through the NJ Divigion of the Deaf and Hard of
Hearing's Equipment Distribution Program,

For more Information about this pregram:
m call (800)792-8339
M visit www.njcaptel.com/edp/

CapTel y lista

ahora en Espanol! CapTel 2000

CapTal B40/3400
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Introducing the NJ CapTel Family

Ideal for people with some degree of hearing loss, the Captioned Telephone, or CapTel®, works like any other telephone with
one important addition: it displays every word the caller says throughout the conversation. CapTel phone users can listen to the
caller, and can also read the written captions in the CapTel’s bright display window. CapTel gives you the confidence to enjoy
calls again, knowing that the captions will help you to catch every word.

Spanish Captioning is available for all New Jersey CapTel products and services.

For more information about CapTel product & service, contact at 877.805.5845 or go to njcaptel.com

CapTel 2400i CapTel 840 Series CapTel 880i
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A tablet-style telephone with

a large, touch-screen display and
helpful menu graphics. Ideal for
people who prefer a contemporary
telephone design.

Also includes touch-key dialing pad
- letting users dial with traditional
number buttons if they prefer.

For people who prefer the familiarity
of a traditional telephone look
and feel.

Available for use with standard
analog phone lines or with a high
speed Internet connection (WiFi
capable).

Ideal for people with low
vision or who have difficulty
reading the standard captions
sizes.

CapTel 880i allows users to
customize the font sizes,
styles, and colors on an
extremely large display.

New Jersey CapTel is a free service provided by Sprint and approved by the New Jersey Board of Public Utilities (the Board). Through a contract with the Board, Sprint provides full telephone accessibility

to people with hearing loss.

Although CapTel can be used for emergency calling, such emergency calling may nol function the same as traditional 911/E911 services.. Sprint CapTel Phone Offer: While supplies last. The CapTel

telephone is intended for use by people with hearing loss. Othel

estrictions apply to Sprint CapTel services. These restrictions do not apply to CapTel 840 services. Sprint reserves the right to modify,

extend or cancel offers at any time with notice. For details, seewaww.sprintcaptel.com. ©2014 Sprint. Sprint and logos are trademarks of Sprint. CapTel is a registered trademark of Ultratec, Inc. Other

registration marks are the property of their respective owners.
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sprintcaptel.com

¢ Reconnect.

4\~ Captions for e

~ Ringing 12 3 (F) Hi Grandpa this

\ A your phone calls. is Calvin I'm good I'm excited to

tell you that my school is hosting a
special visitor's day next month and
| would love you to be my special
visitor can you come please?

Quality YOU can count on... Press & to Review the Conversation
Accuracy you can depend on...
Customer Service you can rely on...

/ = \ s & &
From a company that is trusted by 32 states, =

_— i Lin

the Federal Government and New Zealand!

Order your phone through Sprint CapTel
and get FREE Installation Support *

CapTel 840i To purchase,

go to sprintcaptel.com

$7 5.00 or call 877-805-5845

Code for free shipping:
14

Retail value $595.¢ Phone service and high-speed Internet or WiFi service required.
. Limited time offer.
* |nstallation support available in select states, ask when ardering for more details.

Although CapTel for gency calling, such gency calling may not function the same as tradifional 811/E911 services. By using CapTel for calling you ag t Sprintis P any damages i defects,
fallures in ing or attempting to acoess emergency services through CapTel whether caused by the negligence of Sprint o othenwise, Sprint CapTel Ph 3 last. Other apply. Speint reserves the
right to modify, extend o i offers at any time. See wav. .com for details, ©2014 Sprint. Sprint and the logo are trademarks of Sprint. CapTel is a registered trademark of Ultratac, Inc. Other marks are the property of their respective owmers.

New Jersey Residents:

Captioned Telephone Service allows individuals
with hearing loss to communicate on the
telephone independently. Listen, read and
respond to your callers with the ease of a CapTel
phone!

njcaptel.com

New Jersey CapTel offers a free CapTel phone
through the NJ Division of the Deaf and Hard of
Hearing’s Equipment Distribution Program.

£

i El Servicio de
CapTel y lista de

For more information about this program,
call (800) 792-8339 or visit the website:
state.nj.us/humanservices/ddhh/equipment.

opciones disponible
ahora en Espanol!
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Appendix K: NJ RCC Literature and Media

p

www.njrelaycc.com

Relay Conference Captioning

Real-time captioning allows deaf
and hard-of-hearing individuals
to actively participate.

www.hjrelaycc.com

£E It's really neat that
{ can participate in
a conference call

online or in-person
meeting without
i missing information! 73 8
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What is Relay Conference Captioning?

Deaf and hard-of-hearing individuals or
people withhearing loss can participate
in meetings (in-person or remote),
phone calls, videoconferences and
multi-party teleconference calls in a
functionally equivalent basis with Relay
Conference Captioning (RCC).

NJ Relay is a free telecommunications
service including Relay Conference
Captioning (RCC) provided by Sprint
and approved by the New Jersey Board

of Public Utilities (the Board). Through a
contract with the Board, Sprint provides
full telephone accessibility to people
who are deaf, hard of hearing or have a
speech disability.

Using the same high-quality captioners
that provide closed captioning for
television, you can receive live, realtime
text streamed to an Internet-connected
computer/laptop anywhere in the world.
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How does Relay Conference Captioning work?

Relay Conference Captioning (in-person or to use live captioning that enables
remote) is easy and efficient. Take a look at everyone to participate.
the step-by-step diagrams below. It is easy

Relay Conference Captioning for Teleconference Calls

Deaf/hard-of-hearing participant types comments A captioner reads aloud the deaf/
or questions and sends them to the captioner via hard-of-hearing participant’s comments or
the Internet. questions to conference call participants.

Deaf/hard-of-hearing participant reads the While conference call participants are speaking, the
captioned messages on the display screen. captioner listens and streams captions to a deaf/
hard-of-hearing participant’s device.

Remote Relay Conference Captioning for In-Person Meetings

While the participants speak during
the in-person meeting, the remote ,“mmawm)
RCC captioner listens and delivers g

live, real-time streamed text to an
Internet connected computer.

RCC participants
can follow along with
the dialogue by reading it
on-screen as it is spoken and captioned.
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How do | schedule the RCC service?

Make an appointment at least
48 hours (two working days) in
advance to guarantee the service.

Arrange for a toll-free conference/
audio bridge for a captioner to

hear everything that is said during
phone call or in-person meeting to
deliver captions to your screen.

Go to www.njrelaycc.com

Click the Book an event now link.

Fill out required information on the
online form including:

® Ccntact and event infermation

m Teleconference call number
and access code

® Date and time of event

B Provide specific information
(i.e., proper names, call agenda,
speaker or PowerPoint notes,
etc.) in order to receive accurate
captioning.

B Once the call is beccked and
your captioner is assighed, you
will receive an e-mail from the
RCC service with the Event D
and the web address for you to
access your captioned call.

Scheduling Support:

E-mail: cc@captionedtext.com
Fax: 720-489-5994

Call: 800-590-4197

Hours of Cperation:

Sunday through Saturday

24 hours a day/7 days a week

Visit: njrelaycc.com

Relay Conference Captioning

Enter Your Event ID 4

You're one click away from usi

Now, Deaf and Hard-of-Hearing individi
remote), phone calls, videoconference:
functionally equivalent basis with Relay
Relay provided by Sprint.

Using the same high-quality captioners
can receive live, realtime text streame
the world. A high-speed Internet conm

Contact Information
First Name Last Name
Phone E-Mail
(Enter only one address)

Al;emapvg contact informptloq

Event Information

Teleconference Phone Number  Access Code Event Title or Subject Matter

Event Notes

Date and Time of Event
i Begin Time: s00AM | =
End Time (Est.): g.goam &

TimeZone: | Eastern 3

Transcript Options
/Retain copy of the transcript on server
_'Destroy transcript after event to protect my confidentiality

Participant Options

‘Allow participants to view transcript
‘Allow participants to view & save transcript
~JParticipants cannot view or save transcript

Other Options
Ensure security with SSL Encryption
M1 am willing to be contacted for quality assurance purposes

(click only once) Place Order. | Cancel
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NJ RCC Video Demo

To see a video on how RCC works in the office:

i3

Scan the QR code with your mobile phone.

Cr visit
njrelay.com/relay-conference-captioning-rcc

Technical Requirements

B |[nternet Explorer 6.0 and above,
Chrome, Firefox, or Safari.

B JavaScript and cookies enabled in
the browser.

B Microsoft Windows ME, NT, 2000, XP,
Vista, Windows 7, Windows 8, or Mac
CS X.

B 800 x 600 screen resolution,
1024 x 768 or higher recommended.

B High Speed Internet or 3G/AG*
wireless network service required.

B No need te download software.

* Data charges may apply

Technical Support

Technical support is limited to the
functions of Relay Conference
Captioning and is not designed to
assist participants with issues related
to their computer, Internet connection,
conference calling provider or others.

B Hours of Operation:
24 hours a day/7 days a week

B Priority Tech Support :
800-590-4203

®  24-Hour Emergency Support:
800-590-4197
Ptease fimit calis to the 24-hour
emergency number to “on-air” or
“during live event” problems or
issues.

B Suppert E-mail:
help@captionedtext.com
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www.njrelaycc.com

Contact Information:
Presentations and Training Available NJ Relay Contact
A team of outreach specialists are available = Aparna Lele
to provide free demonstrations, training, Relay Program Manager
presentations or support on how to use RCC 201 Route 17 North
in your home or office. Contact us today if Sprint, 3rd Floor
interested. Rutherford, NJ 07070

= \oice: 201-355-0579

or

New Ji Rel free tel icali i ded by Sprint and
approvad by he New ors Boardof Public Uies (o Beard), Troueh  contat 866-995-6170
with the Board, Sprint provides full telephone accessibility to people who are deaf, hard y & 5
of hearing or have a speech disabilty. = Email: njrelayoutreach@sprint.com
A-FMNJ-0005

@ fim)
L L Commaten [
Relzy Conference Captioning Demo. Evert in Progress: 00.11:36

Sandy: Yes that’s correct. | will set up a task list for
individuals with their area of expertise. Martha, will
you please send me their names?

Martha: Sure, will do that.

John: Great. Terry, | have a question for you. How
is the new display panel going?

Terry: | had a phone conversation with Darby
yesterday to follow up. He said it's now being
shipped out. It will take a week to get there. Also he
sent me photos in ema

looks phenomenal!

John: Can’t wait to se
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Relay Conference Captioning (RCC) is a free service for residents of New
Jersey who are Deaf or Hard of Hearing to actively participate in meetings!

I Read captions of what is said
during teleconference calls on
your laptop, tablet, or mobile
device with a high-speed
Internet connection.

1 Schedule your request to

participate in teleconference
calls with RCC!

To learn more about
Relay Conference Captioning, N Rl
visit www.njrelaycc.com 4

A-FMNJ-0009
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Appendix L: NJ Newsletters

TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

N]J RELAY UNVEILS NEW WEBSITE DESIGN

NEw CAPTEL 840/8401 PHONES
HAVE BUILT-IN ANSWERING MACHINES

NJ SPEECH-TO-SPEECH TECHNOLOGY UPDATE

NJ RELAY ADVENTURE
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NJ RELAY UNVEILS NEW WEBSITE DESIGN

NI Relay has launched its

newly revamped NJ Relay Service
website at www.njrelaycom. The
new home page welcomes visitors
with bold colors, a clean design
with featured contents, and videcs
sharing how everyone deserves
to communicate by phone. Other
highlights include:

HOME PAGE

WVisitors can click the “New
Jersey Residents” or “Businesses
and State Agencies” section as
appropriate for their needs.

+ NI residents using the NJ
Relay or NJ CapTel Services can explore the
call types that fit their communication needs.

+ Businesses and/or state agencies not familiar
with NJ Relay or NJ CapTel can learn how to
better serve customers who have a hearing loss
or speech disability.

HoOow TO USE PAGE
The “How to Use™ page provides captioned videos for
relay users to learn about each call type:
+ Iwantto TYPEand READ:
TTY Relay, Deaf-Btind Relay, Spanish
Retay, Relay Conference Captioning,
Sprint IP Retay, Sprint Mobite IP App, or
Sprint {P using Insiant Messenger
+ Iwant to LISTEN, SPEAK and READ
CapTe!l, Spanish CapTel, Sprini WebCapTel,
Wireless CapTet by Spriné
+ Iwantto LISTEN and TY FE
Hearing Carry-Over (HCO}
+ Iwant to LISTEN and SFEAK
Speech-to-Speech
+ Iwant to SPEAK and READ
Voice Carry-Over (VCO}

FOR BUSINESSES PAGE
This page is designed to provide advice and tools for
businesses and state agencies on communicating with

customers or clients with varying degrees of hearing
loss or a speech disability They can also learn how to
become a NJ Relay Business Partner. The NJ Relay
Business Partner Kit includes information such as:

+ Anintroduction and history of NJ Relay

+ Anoverview of the Americans with Disabilities

Actof 1990 and confidentiality
+ The customers using NJ Relay & CapTel
+ Making NJ Relay & NJ CapTel calls

+ Receiving relay and CapTel calls from
customers

+ The Don't Hang Up campaign and ftraining
videos

OUTREACH PROGRAM AND
MEDIA DOWNLOADS PAGES

Visitors can contact experienced NJ Relay and
CapTel Outreach Specialists across the state of NJ
to make arrangements for a presentation, product
demonstration, one-on-one training or equipment
installation suppott, or download a brochure to share
with clients, coworkers, and customers.

There is a new “Request for Materials™ page that
allows customers or businesses needing NJ Relay or
CapTel Brochures; the materials can be shipped at
no charge. There is no fee for outreach support and
materials.

Visit www.njrelay.com today and find out all that
NI Relay & CapTel has to offer you.
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A MESSAGE FROM
THE NJ RELAY & CAPTEL
ACCOUNT MANAGER

Happy New Year! Allow me to introduce you
all to New Jersey Relay & CapTel's new mascot,
Inspector Seagull, pictured below. We are pleased
to print Inspector Seagull’s column in the New
Jersey Division of the Deaf and Hard of Hearing’s
Monthly Communicator newsletter. The first
installment appears in the January 2013 issue.
Inspector Seagull provides informative responses
to reader questions about NJ Relay services; be
sure to check it out.

I'm also pleased to
announce that we have
revamped the NJ Relay
website with a new look
andfeel. The website now includes more captioned
video clips of each type of relay and CapTel
call, along with a business section that allows
any business to participate in the new NJ Relay
Business Partner program. Businesses can also
order free NJ Relay or CapTel brochures through

the new “Request for Materials” section. Please
share this information with your bank, doctor,
school and other businesses, and encourage them
to become recognized as a NJ Relay & CapTel
Business Partner!

2012 was a year of new product releases for NJ
Relay and CapTel as well as Sprint Relay. Product
releases included:

¢ Built-in answering machines for CapTel
Models 840 and 8401

¢ Speech-to-Speech Enhanced Features

¢ Sprint WebCapTel on Telikin Computers

e Sprint Mobile IP App for iPhone

More information about these products can be
found in this issue.

On behalf of the NJ Relay and CapTel team, we
wish you all a great year and thank you for staying
in touch with us!

HAPLY NEW YEAR!

Warmly,
Aparna Lele

NJ RELAY STAYS BUSY WITH OUTREACH

The New Jersey Relay & CapTel Outreach Team has been busy, traveling the state to participateinretirement and
senior health expositions and Deaf Awareness Day events, and providing NJ Relay presentations to organizations.

The team is always looking for events and presentation opportunities to get the word out about New Jersey
Relay & CapTel, so let us know of events or groups in your area that might benefit from a free presentation about
our services. For questions or requests, contact Aparna at (201) 355-0579 or njrelayoutreach@sprint.com.

Page 144



NEW CAPTEL 840/8401 PHONES
HAVE BUILT-IN ANSWERING MACHINES

Some exciting changes have been introduced to the equipment
program. Based on consumer feedback, the CapTel phones have been
updated to include several new features. The CapTel 840 and 8401
models include a built-in answering machine, extra-large 77 display
screen, Spanish language menu options, additional large font sizes (for
low-vision custorners) and a real-time clock display.

There is only one main difference between the CapTel 840 and the
CapTel 840i: the CapTel 840 is designed for individuals who use a
standard telephone line and do not have high-speed Intemet, while the
CapTel 8401 1s for individuals with high-speed Internetaccess.

Individuals have two options for getting a CapTel phone:
1. Purchase the CapTel phone for 9 by calling (800) 233-
9130 or ordering online at njcaptel.com.
2. Apply through the NJ Division of the Deaf and Hard of Hearing s Equipment Distribution Frogram.
Upon meeting eligibility requirernents, individuals may receive the CapTel device atno cost. For more
information, call (800) 792-8339 or visit www state nj.usfhumanservices/ddhh/equipment

For more information about NJ CapTel Services and the Outreach Program, visit www.iijeaptel.con.

SPRINT WEBCGAPTEL Sprint Y
ON A TELIKIN COMPUTER! Caprel

Struggle hearing on the phone? Sprint
WebCapTel allows people with a hearing loss
to receive captions on a computer screen
virtually at the same time as the person speaks,
allowing callers to enjoy the natural flow of an
interactive telephone conversation.

(Dvaling your telephone number: 720-555-2563)

s (OUTEOUND: D 7
- Dialing: 720-555.
W WotCaprel cag oo 20-555-9667)

Telikin is a simple and easy to use computer
that includes video chat, photo sharing, email
and now Sprint WebCapTel calls onto a sleek,
touchscreen device.

m Purchase a Telikin computer today:

telikin.com ‘
% 3 ——
m Learn more about Sprint CapTel Services:
sprintcaptsl.com

oh Cap el oty jtonal 91BN sericas Sper h ircys with retica. Oth

Whouh Cp b £ 5 " el i o the 1 iy eitend | " it o i
These leukimdoncapﬂyb'la For debibs, e wswprmiaped o, T2 Spent Hrintand bgos e traderiarkes of e, WebCap Telis 3 rigiatered tradesiaks of Ukrater, k. Other registration ks are the progerty fﬂlym?mwm
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NJ SPEECH-TO-SPEECH TECHNOLOGY UPDATE

Based on consumer feedback from the speech
disability commurity, rew features have been added
to allow speech disabled users to call anyore with
addifional confdence and ease in using Speech-to-
Speech (STS) services.

STS services are cesigned for persons who have
difficulty being understood over the phone. Current
customers include those with cerebral palsy, muscular
dystrophy, aphasia, laryngectomy, stiokes ard brain
irjuries.

The STS service provides specially fraired operators
who facilitate conversatiors between the wer and the
other party by repeating the message of the person with
a speech im pediment or synthesizer output. No special
equipment is needed for this service.

Any telephone can be used to make a STS call. With
the rew featwes in place, individuals have several
options to make STS calls easier to process. This can
be accom plished by setting up a customized profile. The
features include:

My E-MAIL SET-UP

STS users can e-mail call information and special in-
structions 2 to 24 hows prior to the call for easier call
set-up.

MY SUPPORT
A dedicated customer suppart team for STS wers isopen
24 hours aday, 7 days a week to provide assistance.

MY SAVED M ESSAGES

¢ Upon request, STS relay operators can copy any
messages desired onto the customer profile. This
provides a convenient solution to the problem of
dictating a message for an answering machine.

*  STS users can call the STS service and ask to re-
trieve saved messages.

+  After 24 hows, the message copied into the custom-
er profile will ke deleted.

MY PHONE BOOK

STS users who place a call can simply ask far a caller
by rame. The customer profile can stare up 1o 20 speed
dial mmbers.

MY NAME & PLACE

Callers who wish to call a STS wercan call and ask for
the other party directly by name without having to pmo-
vide the felephone mmber. The STS usercan be reached
at multiple rmumbers and different numbers can even be
added for certain times or days of the week

MY STYLE

Tre STS relay operator can look up the customer’s pre-
fermred conversation style, such as re-voicing the entire
conversation or repeating upon request only.

MY WIRELESS
STS users who wea Sprint wireless phore can dial *787
to conrect with a Sprint STS relay operator.

[ndividuals with speech disabilities who wish 1o set
up their customer pmfiles and we these new featwres
can call the dedicated customer service rum ber below:

STS CUSTOMER SERVICE
(877) 787-1989
WWW.NJRELAY.COM/STS
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|
STAY UPDATED !
WITH NJ RELAY
%

I

SIGN UPTOR OUR NEWSLETTER! |
To receive the free New Jersey Relay I
newsletter, please fill out the form below |
or ¢-mail the information.

I
(Please print) |
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NJ RELAY ADVENTURE:

STUDENTS HAVE FUN
LEARNING ABOUT N] RELAY

On April 26, 2012, NJ Relay hosted its first NJ Relay
Adventure, Over 50 deaf and hard of hearing high school
Juniors and seniors and facuolty from New Jersey School for
the Deaf and the Lake Drive Program at Mountain Lakes
High School participated. The NJ Relay Adventure program
was designed to provide a fun and interactive activity, with
the goals of:

= Preparing the students o transition {rom high school 1o
the “real world™ vsing telecommunications aceess.

« Teaching about dilTerent technologics that support stu
dents” daily communication needs.

+ Having students use weehnology (o gain independence
and scll-conlidence.

After the NI Relay and Sprint Relay presentations, game
rules and instructions were provided to the five teams.
Participants were given tasks such as: find a picture of a
TTY, take pictures of a C'apTel phone, film a team member
explaining why relay services are important, make a relay
call, and many more. The students had one hour to complete
the adventure tasks and present them to the judges at the
finish line. The judges reviewed and scored the tasks, and
the winning teams were announced. All participants received
cettificates for their accomplishments.

During lunch, participants were given the opportunity
to interact with students from both schools. The students
thoroughly enjoyved the team-building activity with new
friends: this helped build self-confidence and independence
in using the new technology available to them.

Leedback was very positive about this event. and NJ
Relay is pleased 1o know it has provided vseful training 1o
high school students who vse relay services,

Photos on the cover of this issue are from the NJ Retay
Adventure event,
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NEW JERSEY RELAY SERVICE INFORMATION

RELAY SERVICE

Dial 7-1-1, or use any of the following numbers or websites.

CUSTOMER SERVICE
NI Relay (800) 676-3777 TTYIVIASCII
NI Relay Spanish (800) 676-4290 TTYIVIASCII

Voice (800) 852-7897 CapTel (888) 269-7477 CapTel/VITTY
TTYIASCII  (800) 852-7899 CapTel Spanish  (866) 670-9134
VCO (866) 658-7711 Sprint TTY Opr.  (800) 8554000
HCO (800) 852-7899
STS (866) 658-7712 WEBSITES
Spanish (866) 658-7714 NJ Relay www.n jrelay com

R Tclebraille  (866) 658-7713 NJ CapTel www.njcaptel.com

L\ 900 Services (900) 230-4149 NJ RCC www.n jrelayce.com

CapTel Users (877) 243-2823 Sprint Relay www.sprintrelay com

Sprint Internet Relay www.sprintip.com
Sprint CapTel www.sprint800.com

MORE MOBILE FREEDOM USING THE
SPRII\IT MUBILE IP APP FOR YOUR iPhone.

Me: ['ve been pretty busy with
work toa, I'm hoping things will
slow down soon GA

SPRINT IP: Yeah, I'm hoping
to finish up all of my projects in
the next month or so, and then
maybe | can take a vacation. GA

That sounds great,

[s[olFle[u[s[].]
* BOEUEDD «
o

)
Sprint %
Relay
The free app is available for people who are deaf,

hard of hearing or have speech disabilities to place
internet relay calls through an experienced relay operator.

Download for your iPhone to call anybody, anytime.

B Tap, connect and chat wirelessly
B Save or send text conversations
B Receive incoming calls

Instructions:

B Go to App Store

B Search “Sprint [P"

B Select “Sprint Mobile IP" app to download

B After download, log in with & username and password
{registration is required)

0 KopStore

B For more information, go to sprintrelay.com/mobilsip
SpmpﬂdeewesaﬁemmwwPhrddlhmvgmd&awh&ﬂednmd;thtdbmﬁanw eelda iaks o the Ivemet betves ks in

thelledStres d.ld g ks tarhaies). ktamanod eaks vl e Be Hochedortamnated Aedabie alhn USE = D= toF 0L regions that Dedf, Hardof
Heamgand spwh dsbhsanody-seﬁssamﬂe;mm rqleﬂungthssewe regmsw 1\m1 ) Diit Mrnbe from ywsimnysprinirel . com.
A SptlPRey can be wsedfa emergacy cdlin Ay 011 s wies, Cther restictions 2ok For detds,
. spmda/ ozmzwmmtsbgwmﬂﬁdu gmmuwnmmmmge.nm Fhanets 3 vadamah o Appie he Chhes ks e
@ propsrty of the respactine v

—
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N] RELAY ADVISORY BOARD

Robert Robinson Michelle Cline Sonja Marshall
Chedr New Jersey Association Verizon
ofthe Deaf
Patricia Campbell Bev Sudler
NJ Relay Administrator Jose Rivera-Benitez Hearing Loss Association of NJ
Division of the

David Alexander Ratepayer Advocate Nancy Yarosh
Division of the Deaf Division of

& Hard of Hearing Phil Jacob Vocational Rehabilitation

Phone-TTY, Inc.

For NI Relay Service phone numbers and contact information, see page 7.
New Jersey Relay and CapTel Service is a free telecommuimications service provided by Sprint
and approved by the NJ Board of Public Utilities (BPU), ensuring equal commigtication access
to telephone service for people with hearing or speech loss.
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

SPRING 2013
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ABOVE ARE SOME NJ] RELAY VIDEOS THAT APPEAR ON YOUTUBE.

INSIDE

NJ RELAY LAUNCHES SOCIAL MEDIA CAMPAIGN

NJ RELAY HOSTS FUN TRIVIA ACTIVITIES

INTRODUCING INSPECTOR SEAGULL

N] RELAY SERVICE INFORMATION
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Happy Spring!

We really want to
stay in touch with you,
and arc very excited
about launching NJ Relay & CapTel’s Tacebook
and YouTube campaigns. Check us out al www.
facebook com/njrelaycaptel, or see our videos
al www youtube.comNJRelay. Encourage your
friends, family, businesses and co-workers to like
our page, become our fans, and watch our videos.

NI Relay & CapTel continues to be very busy
with outreach activities. Over the past vear, we
worked with several organizations such as the
Northwest Jerscy Association of the Deaf, the
Diverse Deal Club of New Jersey, Ocean Deal
Club, and the New Jersey Black Deal Advocates
chapter, to host a fun trivia event (see page 4). 1f
you'd like (o host a NT Relay Fun Activity event
with your organization, let me know.

Another way we are working with community
members is through a new question-and-answer
leature that appears in our Inspector Seagull column
and postings on Facebook and in our newsletters.
In this column, Inspector Scagull answers questions
from readers, and provides solulions (o obstacles
experienced by relay users. We also have a new
Inspector Seagull banner photo (above) on our

A MESSAGE FROM
THE NJ RELAY & CAPTEL
ACCOUNT MANAGER

HAPPY ¥%'s DAY/

N RELAY & CAPTEL IS WHAT YOU'LL FIND AT THE ENO
OF THE RAINGOW. UNUMITED COMMUNICATION ACCESS!

Hacebook page each month, drawn by none other
than New Jersey native Maurcen Klusza. See the
next page for more on this delightful character and
what he docs.

NI Relay & CapTel is enthusiastically planning
another Taste ol Technology event (see below).
Taking place this June in Bloomfield, the Taste
ol Technology event will provide atlendees with
a showcase of NI Caplel’'s various services,
programs and products available to anyone who
has a hearing loss and prefers to speak for himself
or herself. Keep cheeking our Tacebook page and
website for more details.

As always, let me know if you have questions or
ideas. T always appreciale hearing from you.

Warmdy,
Aparna Lele

6TH ANNUAL SUMMER TASTE OF TECHNOLOGY 2013

Saturday May 18, 2013, 9:30 A.M. to 3 P.M.
Montclair State University, Bloomfield, NJ

Maximizing Telecommunication and Hearing Technology for Everyday Listening Success
Guest Speaker: Dr. Brad Ingrao, Au.D.

CART (Captioning) and lunch will be provided. Registration deadline: May 8.

tor more information, contact kelly.lange@sprint.com or visit www.njcaptel.com

e

Page 151



Spiﬁl"(%cr “ 1

UG i
It seems as i everyone _

fias wiceess to Bicebook Everyone deserves to communicate by phone.

and YouTube those days.

The emergence of social

media has  certainly AL

revolutionized modern-day ;

communication not only ‘ ; |
| N

for teenagers, but also for W New Jersey Relay & Captel

people of all ages. This is

especially true for NJ Relay

encourage your friends and
colleagues to do the same.
In addition, we have
a  dedicated  YouTube
channel for NJ Relay &
CapTel at www.youtube.
com/njrclay. This page has
numerous videos, including
videos demonstrating relay
services, such as TTY
& CapTel customers, who Relay, Spanish CapTel,
[eel more connecled as a CapTel, Relay Conference
community as a result. | e R Captioning, Speech-to-
NJ Rclay & CapTel : Speech, and  Decal-Blind
has launched a social | Relay. All of the videos are

New Jersey Retay & Captel

media campaign to keep in ;k”&‘cg.*‘::w"i"::a i open-captioned and have
touch with customers and e Wi  recommesdatin. voice-overs. Feel [ree to
supporters. Our Facebook ~ .. | shareone orall of the videos
page is al www.lacebook. /L on your Facebook page, or
com/njrelaycaptel;  come e-mail links to people you

and check us out. Be sure to click “like” on our page, and  think would benefit [rom them.

IMPORTANT NOTICE FOR CAPTEL 800i/840i CUSTOMERS

A recent ruling by the FCC requires changes in the way that all IP-based captioned
telephones work. Effective March 7, 2013, Sprint CapTel users must press the
CAPTIONS button at the start of every call to activate the captions. The captions
will no longer come on automatically. CapTel users receiving calls will also need
to turn the captions on in order to see the captions.

To learn more about this change, visit:
www.captel.com/customer_service/kb/index.php/article/fcc-changes
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NJ RELAY HOSTS FUN TRIVIA ACTIVITIES

NJ Relay worked with
Northwest Jersey Association
of the Deaf (NWJAD), Diverse
Deaf Club of New Jersey (DDCNI), Ocean Deaf Club
(ODC) and NJ Black Deaf Advocates (NJBDA) to host
several NJ Relay trivia events. These trivia eventsare a
fun way to help NJ Relay customerslearn about the relay
call types available to them, along with new technology
for NJ Relay customers.

Each event was well received by the attendees. The
top three winners of the NJ Relay trivia contest received
gift certificates. Refreshments were also provided to
attendees to express appreciation for their support of NJ
Relay.

NWIJAD hosted an event on April 14, 2012, and
NWIAD president Joey Garth said, “The large turnout
at our event surprised us, so we were thrilled. The trivia
really helped people better understand what NJ Relay
is all about. It was a great pleasure to see NJ Relay and
the deaf community together. I do hope we will have
another event with NJ Relay again. ”’

DDCNI president Jackie Ortolano echoed Garth’s
sentiments for DDCNJ’s event
hosted on May 5, 2012. ‘We

had a total of 80 attendees.
Everyone really enjoyed the
trivia questions. Many of them
didnt know about some of the NJ Relay services. I
was very impressed with Aparna’s performance as she
worked well with Lori Timney as a team. We thank them
and plan to invite them again for another fun activity
this fall.

ODC held its trivia event on Nov. 17, 2012. ODC
President George Reid, expressing gratitude, said, ‘Our
members had a fun time leaming all about NJ Relay. ”

In 2013, NJ Relay worked with NJBDA on Feb. 2 to
host this event. John Lewis, NJBDA president said, “We
truly enjoyed the NJ Relay activity and the fun prizes.
Many of us learned about the important devices of new
technology such as CapTel and Sprint IP Mobile App.
It was a great training to refresh our minds on what is
available. Everyone should take this training.

If groups in other parts of the state would like to
host a fun activity with NJ Relay, e-mail Aparna Lele at
njrelayoutreach @sprint.com.
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INTRODUCING...INSPECTOR SEAGULL!

The NJ Relay team is excited to share the birth of a
new mascot for NJ Relay & CapTel: Inspector Seagull!

The idca for Inspector Scagull emerged [rom the NJ
Relay logo, which features the silhouette of a seagull.
The team wanted Inspector Seagull to have a fun,
casygoing personality while professionally addressing
readers’ common questions in an advice column.
Inspector Seagull’s column can be found in NJ Relay
publications and on the NJ Relay Facebook page.

Inspector Seagull has received many questions from
NJ Relay & CapTel customers, shown below. If you
have a question that you would like Inspector Seagull
to investigate the answer to, e-mail njrelayoutreach@
sprint.com.

Dear Inspector Seagull,

I know everyone has a computer, but I don’t have
one. Computers are too complicated for me. I have a
hearing loss and would like 10 use Sprint WebCaplel,
but I don’t know how to use this technology if I don’t
have a computer.

Thanks,

Too Complicated For Me

Dear Too Complicated For Me,

If you are onc of the millions who struggle to
hear on the phone or like to watch television with
captioning, Sprint WebCapTel is for you! By using
Sprint WebCapTel, individuals with hearing loss can
be sure of what their callers say—during every call.
Captions appear virtually at the same time as the
person speaks, allowing callers to cnjoy the natural
flow of an interactive telephone conversation.

For people who might not like technology, I'm
exciled to sharc information about Telikin! Telikin is
a simple, easy-to-use family computer that includes
programs for video chat, photo sharing, email and
now Captioned Telephone calls. Using the sleck,
touchscreen device that has a special icon for CapTel,
users can access Sprint CapTel with just a tap!

Telikin comes with a keyboard and external mouse
and is recady to go straight out of the box. Users only
need to plug it in, turn it on, and start using it. Telikin is
perfect for people who are intimidated by computers,
yet want o stay updated on the latest technology such
as Sprint WebCapTel. Telikin also allows users to use

magnifiers for reduced vision, shop online, read the
news, and stay in touch with family and friends.

To lcarn more about the Telikin, visit www.telikin.
com or call (800) 721-9616. To learn more about
Sprint CapTel services, visit www.sprintcaptel.com or
call (888) 269-7477.

Sincerely,

Inspector Seagull

Dear Inspector Seagull,

My sister is looking for a way to use the phone.
She can hear perfecily, but cannot speak very well
as a result of a car accident. Is there a way she can
communicate with people over the phone? We want to
talk with her, not just talk to her.

Thanks,

Little Brother

Dcar Little Brother,

Hearing Carry-Over (HCO) may be the perfect
solution for your sister. HCO allows a person who has
a speech disability to listen to a standard telephone
user. The HCO user types his/her conversation to
the relay operator. The operator then reads aloud the
typed conversation to the standard telephone user. The
HCO service is provided at no charge to either party,
although long distance charges may apply. To use the
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HCO service, a TTY with a telephone headset and
a standard phone with access 10 a telephone line are
needed. For more information or specific instructions
on using HC'O services, check wwwenjrelay.com/hco
or call NJ Relay Customer Service at (800) 676-3777.
Warm Regards,
Inspector Seagull

Dear NJ Relay,

Tam an elementary school nurse. Atthe school, there
are three chifdren that have parenis who are deaf and
use Spanish. If the children become ilf during school
hours, how can I communicate with their parents on
the phone? I do not speak or sign in Spanish. Any
information you have would be very helpful.

Thanks,

Sehool Nurse

Dear School Nurse,

New Tersey Spanish Relay is a free service that
allows people who cannot hear 0 communicate in
Spanish with others over the phone. This service,
available at no charge, offers nglish-to-Spanish and
Spanish-to-English translation services along  with
Spanish-10-Spanish dialogue. There are two options for
making such calls:

Traditional Relay Service: I[ the parents use a TTY,
you can dial 7-1-1 to be connected to a Spanish-speak-
ing relay operator. The operator will relay your con-
versation from spoken English into Spanish text to the
other party and relay [rom Spanish text into spoken
English back to you. If you prefer to connect directly
to a Spanish-speaking operator, call (866) 658-7714,
or visit www.njrelay.com/espanol.

Sprint TP Relay Service: If the parents have Tnternet
access, you can dial their phone number directly, and
be automatically connected via a relay operator. The
operator will facilitate the conversation hetween your
spoken Tinglish and the parents’ Spanish text. Contact
(800 676-4290 Voice/T'TY, or visil www.sprinlip.
com.

Estimado Servicio de Retransmision de NJ,

Formo parte del personal de  enfermeria de
una escuefa primaria. En nuestra escuela hay ftres
estudiantes que tienen padres sordos ciyo idioma es el
espanol. Si estos nifos se llegaran a enfermar durante
el horario escotar, ;como podria comunicarme con
sus padres sordos por teléfono? Yo no hablo espanol
ni 8¢ el lenguaje de senas. Cualquier informacion que
puedan brindarme seria muy ufil.

(rracias,

Integrante del personal de enfermeria de la escucla

Estimado(a) integrante del personal de enfermeria de la
escucla,

El Servicio de Retransmision en Espaiiol de New
Jersey es un servicio gratuito que permite comunicarse
por teléfono, en espaiol, a las personas que ho pueden
escuchar. Tste servicio, que se ofrece sin cargo alguno,
brinda servicios de traduccion del inglés al espaiiol y
del espaiiol al inglés, asi como comunicacion de dialogo
enteramente en espainiol. Hay dos opciones para hacer
Hlamadas de este lipo;

Servicio de Retransmision Tradicional

Si los padres sordos usan un teléfono de texto, puede
marcar 7-1-1 para que le conecten con un operador de
retransmision que hable espanol. El operador eseribird
en espafiol o que usted diga en inglés para que la otra
persona pueda leerlo v le leerd a usted en inglés lo que la
otra persona haya escrito en espaiiol. Si prefiere conec-
tarse directamente con un operador que hable espaiol,
Hame al (866) 638-7714. www.njrelay.comiespanol

Servicio de Retransmision por IP de Sprint

Si los padres sordos ticnen aceeso a Internet, puede mar-
car direclamente su nimero lele(énico y coneclarse de
inmediato con un operador de retransmision. Bl opera-
dor facilitard la conversacion entre lo que usted diga en
inglés v lo que los padres escriban en espaiiol,
www.sprintip.com

Para obtener mds informacion, comuniquese con ¢l Ser-
vicio de Retransmision de New Jersey, Departamento de
Atencién al Cliente en espaiiol al (800) 676-429) voz!
teléfono de texto o visite www.njrelay.com.
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NEW JERSEY
RELAY SERVICE
INFORMATION

Dial 7-1-1, or use any of the
following numbers or websites.

RELAY SERVICE
Voice (800) 852-7897
TTY/ASCIT  (800) 852-7899
VCO (866) 658-7711
HCO (800) 852-7899
518 (866) 658-7712
Spanish (866) 658-7714

Telebraille (866) 658-7713
900 Services (900) 230-4149
CapTel Users (877) 243-2823

CUSTOMER SERVICE

NJ Relay (800) 676-3777 TTY/V/ASCII
NJ Relay Spanish (800) 676-4290 TTY/V/ASCII
CapTel (888) 269-7477 CapTel/V/TTY
CapTel Spanish  (866) 670-9134

Sprint TTY Opr. (800) 855-4000

WEBSITES
NJ Relay
NJ CapTel
NJ RCC
Sprint Relay
Sprint Internet Relay
Sprint CapTel

www.njrelay.com
www.njcaptel.com
www.njrelaycc.com
www.sprintrelay.com
wWww.sprintip.com
www.sprint800.com

STAY UPDATED

. WITH NJ RELAY

| X
|
|

CUT HERE

0

SIGN UP FOR OUR NEWSLETTER!
To receive the free New Jersey Relay
newsletter, please fill out the form below
or e-mail the information.

(Please print)

NAME

ADDRESS

CITY/STATE/ZIP

E-MAIL,

PHONE VEEIRAVR

I prefer to receive the newsletter via:
E-mail (.PDF) Mail (print)

Return this form to:
Aparna Lele
NI Relay/Sprint Account Manager
Sprint, 3rd Floor
201 Route 17 North
Rutherford, NJ 07070

Or e-mail:

aparna.lele@sprint.com

Newsletters are distributed via e-mail as a
.PDF version or via mail as a printed version.
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NJ RELAY ADVISORY BOARD

Robert Robinson Michelle Cline Sonja Marshall
Chair New Jersey Association Verizon
of the Deaf
Patricia Campbell Bev Sudler
NJ Relay Administrator Jose Rivera-Benitez Hearing Loss Association of NJ
Division of the
David Alexander Ratepayer Advocate Nancy Yarosh
Division of the Deaf Division of
& Hard of Hearing Phil Jacob Vocational Rehabilitation
Phone-TTY, Inc.

For NJ Relay Service phone numbers and contact information, see page 7.
New Jersey Relay & Caplel Service is a free telecommunications service provided by Sprint
and approved by the NJ Board of Public Utilities (BPU), ensuring equal communication access
to telephone service for people with hearing or speech loss.
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

INSIDE
FALL & SPRING TASTE OF TECHNOLOGY EVENTS PAGE 2

USING RELAY CONFERENCE CAPTIONING PAGE 5
IN THE SAME ROOM WITH PEERS

HOw TO SUBMIT COMPLAINTS OR PAGE 6
COMMENDATIONS
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NJ RELAY HOSTS FALL TASTE
OF TECHNOLOGY IN THE WORKPLACE

More than 80 people attended the NJ Relay Taste
of Technology in the Workplace on Oct. 5, held at
the Hilton Woodbridge Hotel in Iselin. The event
theme commemorated October as National Disability
Employment Awareness Month.

Disability employment awareness workshops were
provided by:

» Nancy Yarosh and career center staff, who presented
Best Kept Secret: Division of Vocational Rehabili-
tation (DVR), sharing what DVR could do for deaf
and hard of hearing people in regards to employ-
ment opportunities.

e NIJ Relay’s Apara Lele, who provided a fascinat-
ing series of interviews with employees sharing how
they used NJ Relay, NJ CapTel or other technologies
for communication.

ryof TTY Relay

Histo

* Kiisten Jacoway, who gave a powerful workshop
filled with tips on using social media for employ-
ment opportunities.

Cover page, clockwise: Nancy Yarosh discusses the NJ Division of Vocational Rehabilitation; CapTe!
Outreach Specialist Wayne Roorda shares CapTel’s benefits; Kristen Jacoway talks about using social
media for employment opportunities; Attendees enjoy a delicious lunch; The captive audience listens to
the dynamic speakers. Above: Aparna Lele explains the history of TTY relay services.

All cover photographs courtesy of Amit Balchandani

SPRING NJ CAPTEL TASTE OF TECHNOLOGY

More than 60 individuals with hearing loss attended the NJ CapTel Taste of Technology last May at Montclair
State University. Dr. Brad Ingrao’s workshop and the CapTel updates were a major hit with the audience.

[RaTTway o thewaTT—=nT"

a low ceiling and he
oes (snaps finger)
his is a aj priate

Dr. Brad Ingrao’s workshop, NJ  CapTel Outreach Specialist The NJ Caplel Team poses with Dr.
Maximizing Hearing Technology Wayne Roorda helps a customer Brad Ingrao (center): Wayne Roorda,
for Everyday Listening, was popular make her first CapTel call. Lori Timney, Aparna Lele, Ann Marie
with attendees. Olson, and Joleen Marsillo.
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A MESSAGE FROM
THE NJ RELAY & CAPTEL
ACCOUNT MANAGER

NIJ Relay and CapTel had a busy year, and I'm
proud that we have accomplished a lot. We are
continually cducating pcople who arc unawarc
about either NJ Relay or NJ CapTel. What makes
it all the more rewarding is seeing people’s eyes
widen as they exclaim, “Wow, I never knew these
services existed. This is perfect [or me [or my
grandmother or friend]!” Their happiness makes
the work my team does even more fulfilling. Let’s
take a look at some of the things we did.

APRIL: NJ Relay hosted its second NJ Relay
Adventure, at Bergen Community College, for
high school juniors and seniors. We worked with
a wonderful and fabulous coordinator, Tia [vanko.
Withouther, thiscvent would nothave been possible.
Thank you, Tia! We also had numerous deaf and
hard of hearing students, from Hackensack High
School and Passaic County Technical Institute,
who learned about our services and went home
with smiles on their faces.

MAY: NJ CapTel hosted its sixth annual Spring
Taste ol Technology, held at Montclair State
University. Thehighlightof thiseventwasadynamic
presentation, Maximizing Telecommunications
and Hearing Technology for Everyday Listening
Success, by Dr. Brad Ingrao. His workshop, which
was a hit, was full of interesting information
and humor, exploring a “day in the life” of 1.M
Haarduvheering, a fictitious hard of hearing “uber-
user” of everything. Thank you, Brad! Attendees
also enjoyed the NJ CapTel phone hands-on
demonstrations; see page 2 for photographs.

JULY: The NJ Relay team had so much fun with
consumers and supporters who came to the July 4th
NJ Relay baseball event at Arm & Hammer Park in
Trenton. We watched the Trenton Thunder beat the

Reading Phillies, and I presented on professional
baseball player William “Dummy” Hoy, who was

deaf. We also presented
updates on NJ Relay and
NJ CapTel products and
services. Attendees had
the opportunity to win copies of See the Crowd
Roar, a DVD about Dummy Hoy. The event ended
with a big bang as fireworks erupted. Everyone had
a blast.

OCTOBER: Another Taste of Technology
cvent was held with a focus on telecommunication
access in the workplace. Attendees learned about
resources and (ools o help them communicate
with coworkers or bosses. They also received tips
on how to utilize social media for job searches,
and learned about the NI Division of Vocational
Rehabilitation. More is on page 2.

In between cvents, we worked with a vendor,
Outreach Expert, Inc., to provide additional support
in CapTel outreach. Erin Howard of Oulreach
Expert, Inc., is now part of the CapTel outreach
team; please join me in welcoming her!.

If you’dlike to have captioning for the workplace,
especially for teleconference calls and in-person
meelings, Relay Conference Captioning (RCC) is
for you. A deaf or hard of hearing individual can use
RCC and still be in the same room with classmates
or coworkers! For more information, plecasc take a
look at our story on page 5.

Also, to have NJ Relay come (o your workplace
or school to provide presentations, exhibits or
one-on-one training, submit an outreach request at
www.njrelay.com. Each service is available to you
at no cost. Our website, at www.njrelay.com, also
provides resources for you to download and print.

Enjoy the upcoming holidays!

Sincerely,
Aparna Lele
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Connecting all
New Jersey & CapTel

users with Employers

or Businesses!

Every NJ Relay and NJ CapTel
user deserves the ability

to communicate by phone
with any business, such as
restaurants, banks, medical
offices or employers. NJ Relay
has solutions for you!

Everyone deserves to communicate by phone.

Let businesses know about NJ Relay
and NJ CapTel’s business solutions.
At www.njrelay.com, businesses can
find tools and training materials to
learn about making and receiving

NJ Relay and NJ CapTel calls. Tell
your doctor, banker, boss or other
business people that they can
become a Relay-Friendly Business.
This will help them bring in more
deaf, deaf-blind, hard of hearing and
speech disabled customers like you.

BRI Relay

RELAY FRIENDLY

BUSINESS

Mew Jersey Relay is a free telecommunicafions service provided by Sprint and approved
by the NJ Board of Public Utilities {the Board). Through a contract with the Board, Sprint
provides full telephone accessibility to peaple who are deaf, hard of hearing. deaf blind or
have a speech disability.
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USING RELAY CONFERENCE CAPTIONING
FOR MEETINGS AND CLASSES

Dear Inspector Seagull,

T am a frequent Relay Conference Captioning
(RCC) user at my place of employment. While
I love using RCC for my teleconference calls,
I wonder if I counld use RCC for weekly staff
meetings that are held in my office?

RCC Fan

Dear RCC Fan,

RCC is certainly a valuable tool for deaf and
hard of hearing people, A free service, RCC allows
a deaf or hard of hearing individual to participatc
in face-to-face meetings and teleconference calls

Whia the parlicipants speak
during he in-parson meeting,
the ramaotn RCC aaptionar
Istens and dadvers v,

rea-time streamed lext lo

RCC participants can inllow alonz with the dialogue
bty reading It an-screan as 2 is spokan and capticnad

on a functionally equivalent basis. The only equipment needed is a regular telephone line, a computer with
Internet access and a wireless microphone for the speaker. With RCC, the spoken word is translated into text, in

real time, onto a screen {laplop, compuler monitor, or projection screen).

A common misconception about RCC s that it can only be used for teleconference calls where all participants
are in different locations. That’s not the case. RCC can also be used for classrooms, captioning onscreen what 1s
spoken in the classroom, and even during business or workplace meetings. What this means is that the deaf or
hard of hearing individual can be in the same room as classmates or coworkers and utilize RCC,

During a meeting or class, each person should speak one at a time and directly into a microphone. This helps

Pour the red

WWW.NJIRELAYCC.COM

IT'S SO EASY TO USE RELAY CONFERENCE
CAPTIONING IN THE CLASSROOM FOR LECTURES!

the RCC captioner type spoken
information  into  captions.
The RCC user can cither type
comments for the captioner to
speak aloud, or speak for himsel
or herself.

Another benelicial [eature
is that the RCC user can save
and print, at no cost, the event’s
transcript for future reference.

When  scheduling  RCC
service for a meeting or class,
it is always beneficial to include
details such as the meeting or
class agenda, participant names,
and other information.

For more information on
using RCC and how to reserve
RCC service, check the NJ RCC
wcbsite at www.njrelayce.com.
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STAY UPDATED
WITH NJ RELAY

SIGN UPFOR OUR NEWSLETTER!
To receive the {ree New Jersey Relay
newsletter, please fill out the form below
or e-mail the information.

(Please print)

NAMIE,

ADDRESS,

CITY/STATE/ZIP

&
E-MAIL =

FPHONT. VTTY VP

I prefer to receive the newsletter via:
E-mail (.PDF) Mail (print)

Return this form to:
Aparna Lele
NJ Relay!Sprint Account Manager
Sprint, 3rd Floor
201 Route |17 North
Rutherford, NT 07070

Or e-mail:

aparna.lele @sprint.com

Newsletters are distributed via e-mail as a
PDF version or via mail as a printed version.

HOW TO SUBMIT
COMPLAINTS OR
COMMENDATIONS

We at NJ Relay and NJ CapTel are always striving to
do our very best. Your feedback about our relay operators
and captioners, and our services, help us ensure top-quality
services, Making sure your Caplel phone works properly is
also a priority for us.

When you'd like us to help you find a solution or when
you'd like to share feedback about a specific relay operator or
captioner, have the following information ready:
¢ Relay Operator ID number or Captioner 11D number
¢ Date of the relay or CapTel call
« Time of the relay or CapTel call
e Nature of feedback
Ways to share feedback are listed below by service type.

FOR NJ RELAY USERS
NI Relay users can request to speak to a supervisor during
or immediately alter a call. You can also ask a relay operator
to transfer you directly to the customer service department, or
contact customer service, The customer service department is
open 24 hours a day except on major holidays.
English: (800) 676-3777 TTY /Voice
Spanish: (800) 676-4290"1"T'Y Yoz
Fax: (877) 877-3291
E-maif, Sprint, TRSCustServ @sprint.com
Mail: NJ Relay Customer Serviee
PO. Box 29230
Shawnee Mission, KS 66201-9230

FOR NJ CAPTEL USERS
Pick up the CapTel handset and press the CUST SERV
button to automatically connect 1o the cuslomer service team.
If you are in an office setting, you may need to dial a number
(such as 9) first to get an outside line. The customer service
department is open 24 hours a day except on major holidays.
English: (888) 269-7477
Spanish: (866) 670-9134
Fax: (608) 204-6167
E-mail. captel@captel.com
Mail: CapTlel Customer Service
450 Science Drive
Madison, W1 533711

Page 163



- NJ SPANISH RELAY AND CAPTEL SERVICES
PART-TIME POSITION AVAILABLE

NJ SPANISH RELAY AND CAPTEL OUTREACH SPECIALIST
This part-time position will work primarily in the field with individuals who have hearing loss, along with the
deaf, deaf-blind and hard of hearing Hispanic community, civic organizations and the public. The specialist will
promote and raise awareness of Spanish Relay and CapTel services, engage in organizational planning and attend
marketing events such as health fairs and trade shows.

Spanish Relay services allow a person who is deaf, deaf-blind, hard of hearing or speech disabled to use a TTY
or a computer with Internet access and type the conversation in either Spanish or English to a relay operator, who
then reads the typed conversation to a standard telephone user. The operator relays all spoken words in either
Spanish or English by typing them back to the Spanish Relay user.

Duties include:

¢ Providing community education about Spanish Relay and CapTel Services

e Presenting on Spanish Relay and CapTel

¢ Attending and working with exhibitions at expositions, health fairs, and trade shows
¢ Providing one-on-one training on how to use Spanish Relay or CapTel

Applicants must be bilingual and fluent in English and Spanish, and/or Spanish and American Sign Language.
Knowledge about relay services and CapTel is required, along with experience in networking, marketing, and
customer service. To receive the full job posting, contact Aparna Lele at njrelayoutreach@sprint.com, or fax your
resume to (913) 523-1137.

NEW JERSEY RELAY SERVICE INFORMATION
Dial 7-1-1, or use any of the following numbers or websites.
CUSTOMER SERVICE
NJ Relay (800) 676-3777 TTY/V/ASCII
RELAY SERVICE NJ STS (877) 877-1989
Voice (800) 852-7897 NJ Relay Spanish (800) 676-4290 TTY/V/ASCII
TTY/ASCIT  (800) 852-7899 CapTel (888) 269-7477 CapTel/V/TTY
VvCO (866) 658-7711 CapTel Spanish (866) 670-9134
HCO (800) 852-7899 Sprint TTY Opr. (800) 855-4000
STS (866) 658-7712
Spanish (866) 658-7714 WEBSITES
Telebraille  (866) 658-7713 NJ Relay www.njrelay.com
900 Services (900) 230-4149 NJ CapTel www.njcaptel.com
CapTel Users (877) 243-2823 NJRCC www.njrelaycc.com
Sprint Relay www.sprintrelay.com
Sprint Internet Relay www.sprintip.com
Sprint CapTel www.sprintcaptel.com
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i NJ RELAY ADVISORY BOARD

Robert Robinzon Mlichelle Clime Somja Marshall
Chor New Jersay Ascomiahon Varizom
of the Deaf
Patricia Camphell Ber Sudler
NI Relay Adruimistraior Joze Bivera-Benitez Hearing Losy Asrociation of N

Division of the

Diawid Alexander Rartepapsr Advaoare Naney Yarozh

de Hard af Hearing Phil Jacob Vecanonal Eshabilitanion
Pheme-TTY, Imo.

For I Eelay Service phone nombers and contact informstson, see page 7.
Neow Jersey Relay and CapTel Sarviow 15 a free felsoommumications servics provided &y Speaf
and approved by the NI Board of Pubile Ukiities (BPL), ensuring sgual commemioghon gooess
ta felaphone servics for praple with hearing ov speech loss.
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

Rela

SPRING 2014

NJ RELAY
SPANISH
SERVICES

PAGES 4-5

INSIDE

NEW SPEECH-TO-SPEECH WEBSITE

TIPS FOR RECEIVING RELAY CALLS

CAPTEL IS IDEAL FOR PEOPLE WITH
HEARING LOSS AND LOW VISION
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A MESSAGE FROM THE NJ RELAY *v-. o

& CAPTEL ACCOUNT MANAGER

It's been quite a long and snowy winter! [ am
sure everyone is eagerly anticipating spring.

[ am thrilled to announce that we have a new
Spanish Relay Outreach Specialist, Mayra Castro.
See pages 4-5 to learn more about Mayra and our
Spanish services. Welcome, Mayral

The cover of this issue features a relay operator.
[ want to acknowledge all of the NJ relay operators,
captioners and  speech-to-speech  operators
who work hard each day to make telephone
communication access smooth and transparent. For
everything they do, day after day, they are all truly
appreciated. Next time you make a call through
NI Relay, NJ CapTel or NI Speech-to-Speech,
take a moment to say, “Hey, thank you for doing
a great job!” to the operator. Or you could contact
customer service to praise a specific operator (be

sure to have the operator’s “ -
ID number). Major hand
waves to say THANK
YOU to the operators for
making our lives easier!

I am excited about
2014’s outreach and marketing plans; it will be a
busy year with many activities. We also plan to
host another fun Taste of Technology event this
fall. This event will be open to everyone. Please
check out www.facebook com/njrelaycaptel, and
click “Like” to stay updated on this event and to
learn more about our services.

A
-’

Sincerely,

Aparna Lele

NEW SPEECH-TO-SPEECH WEBSITE

NJ Relay is pleased to announce its new, dedicated -

Speech-to-Speech (STS) website at www newjerseysts.
com. Valuable customer feedback has also led to service
enhancements that make STS calls more efficient.

Take a look at the exciting line-up of STS features:

For more information, contact njrelayoutreach@sprint.com, My Support, or visit New Jersey’'s dedicated STS

My Wireless STS (787): Dial *787 from arty Sprint
wireless phone to directly connect with an operator.
My Support (formerly STS Customer Service)

My Email Set-Up (formerly STS Email Call
Set-Up): Email your call instructions or informa-
tion at least two hours prior to a call.

My Saved Messages (formerly STS Retained

¥ you have s speech disabillty and are not
comfortabie tal

Iry New Jersoy Spoech-1o-Speech by dialing
866-658-7712.

Talk with Sase and Contidence

Wessces  WNSSTST  MylmeSelln  MyWesees'STECTEN Myl Emersely

Iking darectly on the phone,

Messages): Ideal for the STS user who wants to leave the same message at several rumbers.

My Name and My Places (formerly STS Contact Information): Voice callers can ask for the STS user

directly by name without having to provide the user s phone ruumber.

My Style: Set up preferred communication styles, such as having the operator re-voice the entire conversa-

tion, or repeat only when you request it.

My Phonebook (formerly Frequently Dialed Numbers): Ask for a caller by name with stored speed dial

ruimbers.

website at www.newjerseysts. com.

Page 167




TIPS FOR STANDARD TELEPHONE USERS
RECEIVING RELAY CALLS

DON'T HANG

UP!

When you hear,
“Hello, a person is
calling you through New
Jersey Relay,” don’t
hang up! It may sound
like a telemarketing call
but “New Jersey Relay”
indicates that the person
calling may be deaf,
hard of hearing, deaf-
blind or speech disabled.
They are contacting
you to do business like
everyone else — to find
out about a product,
make an appointment,
reach a teacher, call a
parent with a birthday
party invitation or simply to order Chinese food.

Hang-ups are frustrating for deaf, hard of hearing,
deaf-blind, and speech disabled callers, and represents
poor customer relations that may mean a loss of
business for the business or organization hanging up on
arelay call.

TALK DIRECTLY TO YOUR CUSTOMER.

Avoid saying “tell him” or “tell her” or making
indirect side comments. To ensure equal telephone
access, the relay operator will type word for word
everything they hear, including background noise and
voice intonation so your words will be typed exactly as
you say to them. For example, a user will read on their
screen, “Tell her that..,” “Talking in background,” or
even, “Hey, Joan, can you take this call please? I have
no patience for relay calls.”

BE PATIENT.

New Jersey Relay calls may take a bit longer than
regular calls. Speak clearly and at a normal pace to

allow the relay operators
to relay everything that
is said. Keep in mind
that such calls may
be the most important
calls you receive or be
from some of your best
customers!

KNOW HOW
TO RECEIVE
CAPTEL CALLS.

When you receive
calls from a CapTel
user, speak directly to
the CapTel user and
the CapTel user will
speak directly to you as
his/her CapTel phone
displays captions of
everything spoken. CapTel is designed to be transparent
to whomever the CapTel user calls. CapTel users have
full control of their calls and can decide if they want to
announce they are using the CapTel service at any time
during the call. Again, speak at a normal pace so they
can easily read the captions.

REMEMBER THAT ALL CALLS

ARE PRIVATE.

NJ Relay and NJ CapTel comply with the Federal
Communication Commission (FCC) requirement
to protect your privacy. All NJ Relay and NJ CapTel
operators, supervisors and administrative staff are
required to attend special training on confidentiality
and ethics. All employees must sign a pledge of
confidentiality and code of ethics annually, both of
which protect your rights. No record of any call is ever
kept. Additionally, NJ Relay and NJ CapTel operators
must remain impartial and are not allowed to discuss
call content, personal caller information, or to act on
any information they may learn while relaying a call.
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WELCOMING NEW NJ SPANISH RELAY
OUTREACH SPECIALIST MAYRA CASTRO

NI Relay is proud (o
announce Mayra Castro
as the new NI Spanish
Relay Outreach Specialist.
Mayra, who is decal and
Cuban-American, said, “I
am honored and excited
to be working for NI
Spanish Relay and CapTlel
Services. My goal is to
help raise  awareness
about the availability of
Spanish Relay and CapTel services for the NI Hispanic
community.” She added, “T am looking forward to
sharing the services available in Spanish with Hispanics
and T.afinos, especially those who are deaf, hard of
hearing, deal-blind, speech-disabled or have a hearing
loss.”

For Spanish Rclay consumers, there arc many
options for communicating over the telephone.

Spanish TTY Relay

English text to spoken Spanish, or Spanish text to
spoken Spanish

A person who is deaf, deaf-blind, hard of hearing, or
speech disabled can use a T'TY to type his‘her conver-
sation in either Spanish or Fnglish to a Relay Operator
(OPR), who then reads the typed conversation to a stan-
dard telephone user. The OPR relays the standard tele-
phone user’s spoken words in either Spanish or Iinglish
by typing them back to the TT'Y user.

English: njrelay.com/spanish-tty-relay
Spanish: njrelay.com/servicios-en-espanol

Spanish CapTel

Spanish captions 1o spoken Spanish

Ideal for people with some degree of hearing loss, the
Captioned Telephone, or CapTel, works like any other
telephone with onc important addition: it displays cv-
ery word the caller says throughout the conversation
in Spanish. CapTel phone users can listen and speak

directly to the caller in either Spanish or English, and
also read Spanish captions in a display window.

English: njrelay.com/captel
Spanish: njrelay.com/captel-cn-espanol

Sprint Internct (IP) Relay in Spanish

Spanish text ro spoken Spanish

A person who is deaf, deaf-blind, hard-of-hearing, or
speech disabled can use the computer and an Internet
connection to type his‘her conversation in Spanish to a
relay operator, who reads the typed Spanish conversa-
tion to a standard telephone user. The operator then
relays the standard telephone user’s spoken Spanish by
typing back to the Spanish Internet Relay user.

English: njrelay.com/sprint-ip-relay
Spanish: njrelay.com/retransmision-de-sprint-ip

Sprint Mobile (IP) Relay in Spanish

Spanish text to spoken Spanish

‘I'he Sprint Mobile IP app is free and can be download-
ed to select Sprint Android-powered device (OS 2.1
or higher). Available for people who are deaf, hard of
hearing or have a speech disability to communicate us-
ing text on mobile wireless devices anywhere, anytime,
this app provides mobile access to Sprint IP Service in
Spanish for people on the go.

Iinglish: njrelay.com/sprint-mobile-ip
Spanish: njrelay.com/sprint-mobile-ip-en-espanol

See next page for Spanish version of this article.

NJ RELAY
CUSTOMER SERVICE
ENGLISIH:
1-800-676-3777 (VOICE/TTY)

[SPANOL:
1-800-676-4290 (VOZ/TTY)

WWW.NJRELAY.COM
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LE DAMOS LA BIENVENIDA A NUESTRA
ESPECIALISTA EN PROMOCION DEL SERVICIO DE
RELEVO DE NEW JERSEY SRA. MAYRA CASTRO

NJ Relay se enorgullece en informar que Mayra

Castro  serd la nueva Especialista en  Alcance
Comunitario de Retransmision en Hspaiol de New
Jersey. Mayra, quien es sorda ¥ cubanoamericana, dijo
“Me siento honrada v emocionada de estar trabajando
para los servicios de relransmision en espaiiol NJ
Spanish Relay y CapTel. Mi meta es avudar a que se
sepa mis ampliamente en toda la comunidad hispana
de New Jersey que los servicios de Spanish Relay y
CapTel existen y estan disponibles.” Anadio, “Espero
con ansia poder compartir los servicios disponibles en
espaiiol con los hispanos y latinos, especialmente con
aquéllos que son sordos, sordo ciegos © que ticnen
dificultades de audicidén, discapacidades del habla o
pérdida auditiva.”

Los consumidores de Spanish Relay y Caplel
cucntan con gran cantidad de opeiones para comunicarse
por teléfono.

Retransmision de Teléfono de Texto en Espaiiol
Texto en inglés a espanol hablado o texto en espanol a
espaitof hablado

Una persona sorda, sordo ciega, con dificultades de
audicion o con alguna discapacidad del habla puede
usar un leléfono de texto {(TTY) para teclear su conv-
ersacion ya sea en espaiol o inglés al Operador de Re-
transmision (OPR), quien entonces lee en voz alla la
conversacion tecleada al usuario de teléfono estandar.
El Operador de Retransmisién comunica las palabras
que dice ¢l usuario de teléfono estindar tecledndolas
va sea en espaiiol o inglés para que las lea el usuario de
teléfono de texto.

Version en inglés: njrelay.com/spanish-tty-relay
Version en espaiiol: njrelay.com/servicios-en-espanol

CapTel en Espaiiol

Subtitidos en espanol a espaniol hablado

Ideal para las personas con algiin grado de pérdida de la
audicion, el Teléfono con Subtitulos, o CapTel, funcio-
na como cualquier otro teléfono, pero con una impor-
tante adicidn: muestra todas v cada una de las palabras

que la persona que llama dice durante la conversacion.
Los wsuarios del teléfono CapTel pueden escuchar v
hablar directamente con la persona que llama ya sea en
espaiiol o inglés y también pueden leer los subtitulos en
espaiiol en la pantalla.

Version en inglés: njrelay.com:captel

Versién en espaiiol: njrelay.com/caplel-en-espanol
Retransmision de Sprint (1) por Internet en
Tspaiol

1exto en espanol a espanol hablado

UTna persona sorda, sordo ciega, con dificultades de la
audicién o con alguna discapacidad del habla puede usar
una computadora con conexioén a Internet para teclear
su conversacion en espaiiol a un operador de retrans-
mision, quicn entonces lee en voz alta la conversacion
tecleada en espaiiol al usuario de teléfono estandar. El
operador entonces comunica ¢l espaiiol que diga el usu-
ario de teléfono estindar tecleindolo para que lo lea el
usuario de Retransmusién por Internet en Espaiiol,

Version en inglés: njrelay.com’sprint-ip-relay

‘ersion  en  espanol:  njrelay.com:retransmision-de-
sprint-ip
Retransmision en espaiiol con Sprint Mobile [P
Texto en espaiol a espaitol hablado
La aplicacién Sprint Mobile [P es gratvita y puede des-
cargarse en dispositivos sclectos de Sprint que cuenten
con tecnologia Android (OS 2.1 o superior). Esta apli-
cacion, que sc ofreee a las personas sordas, con dificul-
tades de audicion o discapacidades del habla para que
se comuniquen usando texto en dispositivos inalambri-
cos moviles en cualquier lugar y en cualquier momen-
to, brinda acceso moévil al servicio Sprint TP en espaiiol
para las personas en la marcha.

Version en inglés: njrelay.com’sprint-mobile-ip
Versién en espaiiol: njrelay.com/sprint-mobile-ip-en-
espanol
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STAY UPDATED
WITH NJ RELAY

SIGN UPFOR OUR NEWSLETTER!
To receive the free New Jersey Relay
newsletter, please fill out the form below
or ¢-mail the information.

{Please print)

NAME,

ADDRESS

CITY ‘STATE/ZID

E-MAIL

FHONE,

I prefer to receive the newsletter via:
E-mail (. PDF) Mail (print)

Return this form to:
Apama [ ele
NI RelayiSprint Account Manager
Sprint, 3rd Floor
201 Route 17 North
Rutherford, NJ 07070

Or emaif:
njrelayoutreach@sprint.com

The new CapTlel 880i has
many
with hearing loss who also
have low vision. The benehts
include:

CAPTEL 8801 IS
IDEAL FOR PEOPLE

WITH HEARING LOSS

AND LOW VISION

benefits  for people

Extremely large,
high-resolution 107
caption window with
adjustable font sizes,
styles and colors
Built-in answering
machine with captions
Wi-H-compatibility
Adjustable volume up to 40dB gain for captioned calls

Internet connection (high-speed or Wi-Fi)

Telephone line connection (analog, VolIF, DSI., or digital
cable phone service)*

A router may be required®

How 1o gel a new Cap'lel phone

NI residents, agencies and businesses may purchase the
Caplel phone [or S75.00%4% by calling (877) 805-5845
(voice! TTY ) or by emailing CapTel@weitbrecht.com.
Apply through the NJ Division of the Deaf and Ilard of
Hearing’s Fquipment Distribution Program. Individuals
who meet eligibility requirements may receive the CapTel
device [ree of charge. For more information about this
program, call (800} 792-8339 or visit www.state.nj.us!
humanseryices' ddhhiequipment.

* Not compatible with PBX systems unless an anafog port is
available.

Newsletters are distributed via e-mail as a
PDF version or via maif as a printed version,

*% Depending on how many devices are connected o the
Inlernet, a rouder may be needed to connect the Capted 880
phione.

HEE Paxes are not included.

|
|
l
I
|
|
|
|
l
l
|
|
|
| Set-up requirements
|
I
I
I
|
I
l
l
|
I
|
|
|
|

FOR MORE INFORMATION, VISIT

WWW.SPRINTCAPTEL.COM.
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Trouble

HEARING

On the Phone @ njote.o

No need to ask your caller to repeat themselves, with CapTel® you can read
captions while listening to your caller!

New Jersey Captioned Telephone Service (NJ CapTel) allows people
with hearing loss to receive word-for-word captions of what their caller says on a
CapTel phone’s display screen while their caller speaks, allowing both parties to
enjoy the natural flow of a telephone conversation.

Q ( CapTel has made a
CapTel huge difference

840/840i
in my life.
P Yerkes, New Jersey

T i S S T

For more information about CapTel service, contact:

NEW JERSEY RELAY SERVICE INFORMATION
Dial 7-1-1, or use any of the following numbers or websites.
CUSTOMER SERVICE
NJ Relay (800) 676-3777 TTY/V/ASCIL
RELAY SERVICE NJ STS (877) 877-1989
Voice (800) 852-7897 NJ Relay Spanish (800) 676-4290 TTY /V/ASCII
TTY/ASCII  (800) 852-7899 CapTel (888) 269-7477 CapTel/V/TTY
VCO (866) 658-7711 CapTel Spanish (866) 670-9134
HCO (800) 852-7899 Sprint TTY Opr. (800) 855-4000
STS (877) 878-1989
Spanish (866) 6587714 WEBSITES
Telebraille  (866) 658-7713 NJ Relay www.njrelay. com
900 Services (900) 230-4149 NJ CapTel www.njcaptel.com
CapTel Users (877) 243-2823 NJ RCC www.njrelaycc.com
Sprint Relay www.sprintrelay.com
Sprint Internet Relay www.sprintip.com
Sprint CapTel www.sprintcaptel.com
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x’/ﬁi\\ NJ] RELAY ADVISORY BOARD
I

. Robert Robimson Aichells Cline Phil Jacoh
Chair New Jereey Association Phone-TTE inc.
of the Deaf
Patricia Camxpheil Somja Marzhall
NT Erlay Adramisiraior MMania Novas-Fuiz Ferizon
NT Dvvision of the
David Alewvander Bare Coumzel Ber Sudler
Division of the Deaff Hearing Loss Association af NI
& Hard of Hearing Chrictopher White
NT Drvision of the Namey Yarosh
Rare Counsel Dxvision of
Tocarional Rehabilitanon

For ] Belay Service phone mumbers and contact infommation, see page 7.
New Jerrey Relay and CapTel Senviee ir a free telocommumications rervice provided by Sprint
and approved by the NT Beard of Public Uralihies (BPU), snswring equal commumicshion soosss
te tzlephons sorvics for peaple with hearing or specch loss.
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

NJ Re l l'-‘;-

FALL 2014
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A POSTER PROMOTING NJ CAPTEL
IS SHOWN AT THE NEWARK PENN STATION.
TO READ MORE, SEE PAGES 4-5.

INSIDE

REQUEST MATERIALS OR PRESENTATIONS
WITH NEW ONLINE FORMS

TIPS FOR QUICKER RELAY CALLS
2014 OUTREACH HIGHLIGHTS

INTRODUCING THE CAPTEL 24001
TO THE CAPTEL FAMILY
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A MESSAGE FROM THE NJ RELAY
& CAPTEL ACCOUNT MANAGER

This year is proving to be a great year with
new beginnings for many of us, including me.
Last April, while the sun was rising and shining
beautifully upon my family, I gave birth to my
daughter, Anisha. No words can describe the joy of
bringing her into this world. My husband and I are
truly enjoying our time as first-time parents.

NI Relay & CapTel also had new beginnings.
We launched our first CapTel poster campaign at
the Newark Penn Station, and a CapTel advertising
campaign via Google. Sprint also announced a
new CapTel model, which is discussed on page
6. To read the highlights of this year’s outreach
campaigns, please see page 4.

We have created new
online forms that will
make it easier to request
materials, presentations,
one-on-one training, and
CapTel demonstrations. If
you would like NJ Relay & CapTel to come to your
event, see the article below about our new, user-
friendly online forms.

Please enjoy the fall season and the coming
holidays. Ilook forward to celebrating the remainder
of 2014 with my daughter and our family.

Warmly,

Aparna Lele

REQUEST MATERIALS OR PRESENTATIONS
WITH NEW ONLINE FORMS!

NJ Relay and CapTel is thrilled to announce that online forms
requesting materials, installations, or presentations are now just a
click away.

If you want to request NJ Relay or NJ CapTel materials to share
with your family, friend, client, or hearing co-workers, you can do
so by going to www.njrelay.com/request-materials.

To have an outreach specialist help you set up your CapTel
phone, request a CapTel installation at www.njrelay.com/captel-
installation-request.

To book a speaker to discuss NJ Relay or NJ CapTel products
and services at your event or group meeting, request one at www.
njrelay.com/presentation-request-form.

If you’d like to invite NJ Relay and CapTel to have an exhibition
booth at your event, you can do so at www.njrelay.com/exhibit-
request-form.

Presentation Request Form

Srmhame

A —

CapTel Installation Support
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TiPS FOR QUICKER RELAY CALLS

It was just a few years ago
that everyone used TTYs and
the slowness was a part of the
process. With quicker Internet
and phone speeds, text-based
conversations have become
quicker. Still, at times, it can be
(rustrating.

The good news is all relay
customers using the TTY or
Internet to make relay calls can
receive information  quicker
through one simple step: ask the
operator to not correct typos or
expand acronyms during your
call. If the operator makes a
mistake that is not automatically
corrected by spell check, the
operator will not attempt to

manually correct the error and type “XXX” and the
corrected word. Additionally, the operator will not

New Jersey Relay Customer Profile “

Your Preferences:

GenderPreference | |Female Male Nopreference

Answer T ASCH 300 Baud Voice Carry Over Speech-to-Speech

Type Voke: "] ASCH 1200 Baud Hearing Carry Over Blind/Deaf TTY
| Turbo Code ASCH 2400 Baud 2-Une vCO Bind/Deaf ASC

Language | Englih spanish

‘Announce Relay No Long Hold Times No

Explain Relay N Caller 1D N

Background Nolses No Type Slow | No

Tone of oice N Abbreviation [ INo

Type Recordings. No. Typing Correction No

Your Carrler of Cholce: o - - |

Local Toll |_Jspnt | lATeT | Veion | _|Other

In-State LD | Spant | ATeT Ve | Othen.

SatetosutelD | sprnt | ATET Vertzon Other:

customer-profile.

For more information,

type the full word for common
abbreviations such as ASAP
(as soon as possible), CC for
closed captioning, or APT for
apartment. Specific jargon (such
as words commonly used in a
specific industry) may cven be
used, although you may want to
notily the operator in advance.

To enable this [eature, go into
your customer profile at www.
njrelay.com/customer-profile.
Find the ABBREVIATIONS and
TYPING CORRECTION lines
near the bottom of the form, and
check the box for “no.”

You can sclect these options
for all calls, or on a per-call
basis.
visit  www.njrelay.com/

WATCH DEMONSTRATIONS OF NJ RELAY
& CAPTEL SERVICES ON YOUTUBE!

Did you know that NJ Relay and CapTel provides
video demonstrations of its services? The videos,
which are voiced and open-captioned, provide step- x
by-step instructions for co-workers, friends, family
members or other people . Videos are available for:

e NJ CapTel

¢ NJ Spanish CapTel

¢ NITTY Relay

e NI Spanish TTY Relay

¢ NI Deaf-Blind TTY Relay
¢ NJ Speech-to-Speech

¢ NJ Voice Carry-Over

e NJ Hearing Carry-Over

¢ NJ Relay Conference Captioning

SEE THE VIDEOS AT WWW.YOUTUBE.COM/USER/NJRELAY/VIDEOS
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2014 OUTREACH HIGHLIGHTS

BROADCASTS

3\\ _

For mOresiriformatior
y 1-877-217 006"'"

3 ‘,4-}‘.‘ NJCapTeI com _
NOW YOU CAN READ WHAT YOUR CALLER SAYS!
NJ CAPTEL ADVERTISING AT CAPTEL TV PSA FOR VETERANS
NEWARK PENN STATION January-February, late September and early October: CapTel

TV public service announcements (PSA) were shown on cable
television in Monmouth-Ocean Counties on the HGTV, CNN,
TNT and TBS networks. The PSA ran weekly in January and
February, and was broadcast again in September and October.
The PSA can be viewed at www.youtube.com/njrelay.

March: NJ CapTel conducted a four-week cam-
paign highlighting its CapTel services by display-
ing 10 posters and 20 digital advertisements at the
Newark Penn station. This campaign generated
positive responses, and increased awareness of
CapTel products and services.

‘“DON'T HANG UP’

RADIO CAMPAIGN
February: NJ Relay ran thirty-
second radio commercials 20
times per week [or five weeks
on Thunder106, a radio station
in the highly-populated Mon-
mouth-Ocecan arca.  Website
banner aadvertisements were
also run at the same time with a link to the video clip. It may be
viewed at www.njrelay.com/dont-hang-up.

T — SIS SPANISH RELAY
AND CAPTEL
BROCHURES

All year: Spanish Relay
and CapTel brochures
were ftranslated into
Spanish to promote out-
reach cfforts to Hispanic
and Latino populations.

NJ CAPTEL ON GOOGLE ADS
May-December: Google users who search
using different keywords such as “phone
for hearing loss” or “hearing loss help”
will sce a link to a NJ CapTel ad on the
results page through Google Ads. This
advertising campaign began in May and
will continue until December.
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Just read
the capt/ons! Y

March: A CapTel billboard advertisement was
displayed on the heavily-commuted Garden
State Parkway in Sayreville, located in central
New Jersey.

February: A full-page color advertisement ran for a week in local publica-
tions such as Manchester Times, Berkeley Times, Toms River Times, Lac-
ey-Bamnegat Times, Brick Times, Jackson Times and Howell Times. Other
advertisements also appeared in county weekly publications in Passaic,
Morris and Sussex counties.

rarasicn

ATTENTION:
Do you hava trouble being heard
orunderstood onthe telephone?

SOLUTION!

Thafrs Hw o soSpu o i e
e ST el i

Cial7- Hard sk SpohacSponch o all HESEI71L.
Cpuntzetaned o undusand bth disceted paach nd
cenparaith e oo pi A dud o ilTE T b
by v e s e b 0 o h Phcen.

o ) e - March: Two large advertisements for NJ Speech-to-Speech were printed
in the statewide newspaper, Star Ledger, in March 2014. During the same week the print ads
were run, NJ STS online and mobile digital ads ran.

March: A full-page color advertisement appeared in the March edition of the South Jersey
edition of Today’s Senior Magazine. The advertisement and article were distributed online
+—, | and in the printed magazine, distributed in over 200 locations in South Jersey, including

Trouble . 7
HEARING Gloucester, Camden and Mercer Coun

on the Phone o RESOURCE GUIDE ties.

-m-vnn IFCTRNDEE Peadess & W

-
om0 s coer e ey rauble

=57 HEARING,
5 ‘ August and December: A full-page ad-
vertisement and article appeared in the
August issue of the Senior Blue Book,
and will be printed again in Decem-
ber. The Senior Blue Book is distributed
primarily at healthcare offices through-
out New Jersey. Our advertisement and
article appeared in the Essex-Hudson-
Union edition and online. 60,000 copies
of the Essex edition are distributed
each time it is published.

ee CapTel re: made »
hu ge difference
1y fe.
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STAY UPDATED

SIGN UP FOR OUR NEWSLETTER!
To receive the free New Jersey Relay
newsletter, please fill out the form below
or ¢-mail the information.

(Please print)

NAME

ADDRESS

CITY/!STATE!ZIP

PHONI NERTREVP

I prefer to receive the newsletter via:
E-mail (.PDF) Mail (print)

Return this form to:
Aparma Lele
NIJ Relay/Sprint Account Manager
Sprint, 3rd Floor
201 Route 17 North
Rutherford, NJ 07070

Or email :
njrelayoutreach@sprint.com

Newsletters are distributed via e-mail as a
PDF version or via mail as a printed version.

I

I

I

I

I

I

I

I

I

I

I

I

5 I
E-MAIL B I
% I
I

I

I

I

I

I

I

I

I

I

I

I

|

INTRODUCING THE
CAPTEL 24001
TO THE CAPTEL FAMILY

NJ Relay & CapTel is
pleased o ntroduce the
CapTel family’s newest

fer a few weeks this surmmer
member, the CapTel they con'twait ta il
24001. This unit is idcal
for people who are
comfortable with touch-
screen technology, similar
10 the technology used on
smartphones and tablets.

The new Caplel 2400i
shows captions of everything a caller says, letting you hear what
you can over the phone and read what you need to. It features
a large easv-louch display with multple font sizes and colors
for easy reading. It connects to your telephone service like a
traditional phone and to vour high-speed Internet service for
captions. Other features include:

* Large touch-screen display

*  Multiple font sizes and colors

¢ (Custom tone control for optimal hearing

*  Built-in answering machine with captions

* Dial-by-Photo capability

*  Warranty 5-Year Replacement Program

* Includes 90-day money back guarantee

The CapTel 2400i can be positioned anywhere within your
wireless network range, or can be connected 1o an Internet
connection via an Iithernet cable.

NJ residents, agencies and business may purchase the CapTel
phone for $75 (taxcs not included) by calling (877) 805-5845
voice/I'l'Y or emailing Caplel@weitbrecht.com. You may
apply through the NJ Division of the Deal and Hard of Hearing
Equipment Distribution Program. Individuals who meet
eligibility requirements may receive the CapTel device at no
charge. More information is at www.state.nj.us/humanservices/
ddhhiequipment or (800) 792-8339, or at www.sprintcaptel.com.
* Not compatible with PBX systems unless an analog port is
available.

* Depending on how many devices are connected to the
Internet, a router may be needed.
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WHO ARE THE NJ RELAY ADVISORY
BOARD MEMBERS AND WHAT ARE THEIR ROLES?

The NI Board of Public Utilities and its NI TRS Administrator, Patricia Campbell, aoversee
the administration of the NI TRS contract, which is provided by Sprint Relay. Feedback
[rom the community is important o Sprint Relay and the NJ Board of Public Ulilities
(o help streamline outreach and marketing efforts about NJ Relay and Caplel in NJ.
One way to collect consumer feedback is through the crucial NJ Relay Advisory
Board (NJRAB).
The NJRATR, which meets four times a year. includes community members who
N J P\@ L use NJ Relay and CapTel services, along with representatives from consumer groups
IC } who come (0 these meelings (o learn aboul the latest updates with NI Relay and
; Caplel. They also share feedback [tom their consumer groups. I[ vou have leedback
on ways e improve the overall quality of Relay or Caplel service or marketing ideas you
would like to share, feel free to contact any of the NJ Relay Advisory Board members. They
will make sure to share your feedback at the next advisory hoard meeting.

NJ RELAY ADVISORY BOARD

Robert Robinson, Chair Maria Novas-Ruiz Sonja Marshall
rrobinson®@ drnj.org NJ Division of the Verizon
Rate Counset sonja.a.marshall@ verizon.com
Patricia Campbell (609) 984-1460
NJ Relay Administrator muovas-ruiz@ rpa. state.nj. us Bey Sudler
patricia.campbell@ Hearing Loss Association of NJ
bpu.state.nj.us Christopher White (908) 687-3791
NJ Division of the bevsudler@ comeast. net
David Alexander Rate Counsel
Division of the Deaf (609) 984-1460 Nancy Yarosh
& Hard of Hearing cwhite@ rpa.state.nj.us Division of
david.alexander@ Vocational Rehabititation
dhs.state.nj.us Phil Jacob, Vice-Chair (609) 498-6221 Videophone
Phone-TTY. Inc. nancy.yarosh@dol state.nj.us
Michelle Cline (973) 559-5941 Videophone
New Jersey Association philjjacob® gmail.com
of the Deaf

michelle.cline@me.com

For NJ Relay Service phone numbers and contact information, see back page.
New Jersey Relay and Caplel Service is a free telecommmumications service provided by Sprint
and approved by the NJ Board of Public Ulilities (BPU), ensuring equal communication access
to ielephone service for people with hearing or speech loss.
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NEW JERSEY RELAY SERVICE INFORMATION

RELAY SERVICE
Voice (800) 852-7897
TTY/ASCII  (800) 852-7899
VCO (866) 658-7711
HCO (800) 852-7899
Spanish (866) 658-7714
STS (866) 658-7712
Telebraille  (866) 658-7713

900 Services (900) 230-4149
CapTel Users (877) 243-2823

Dial 7-1-1, or use any of the following numbers or websites.

CUSTOMER SERVICE

NJ Relay (800) 676-3777 TTY/V/ASCII
NJ STS (877) 787-1989

NJ Relay Spanish (800) 676-4290 TTY/V/ASCII
CapTel (888) 269-7477 CapTel/V/TTY
CapTel Spanish (866) 670-9134

Sprint TTY Opr. (800) 855-4000

WEBSITES
NJ Relay www.njrelay.com
NJ CapTel www.njcaptel.com
NJRCC www.njrelaycc.com
NJSTS www.newjerseysts.com
Sprint Relay www.sprintrelay.com

Sprint Internet Relay www.sprintip.com
Sprint CapTel www.sprintcaptel.com
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

NJ Rela

Sprint

o Relay &

@/@

ga
®rating 25 vears®:
1990 - 2019

INSIDE

SPRING TASTE OF TECHNOLOGY

CAPTEL: ADDING A CONTACT
TO YOUR PHONE BOOK

CAPTEL PRESENTATIONS, WORKSHOPS
AND DEMONSTRATIONS
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A MESSAGE FROM THE NJ RELAY
& CAPTEL ACCOUNT MANAGER

This year, the annual Spring Taste of Technology
will have a new focus: bringing technology to the
DeafBlind commmunity. We will showcase the latest
updates that can bring DeafBlind consumers closer
to functionally equivalent telecommunication
services. Communication access 15 the number one
priotity in making sure our DeafBlind consumers
have the capability to make any type of phone call
using a computer, Telebraille device, or mobile
devices.

We are also excited to share that the NJ CapTel
website at www.njcaptel.comwill have a new look.
This will make the website easier to navigate, and
information easier to access. The website will

2015 Spring Deaf-Blind
Seminar Series

/9"- )

W Taste of Technology — ™&es
i S “Gain Greater Access”

Thursday, March 19, 2015
10 AM to 3 PM
The College of New Jersey

School of Education
2000 Penmington Road
Ewing, NJ 08628

This ewent is geared toward people
whoare Deaf-Blind orhave low
wision, and their support providers,

famiy, and friends.
T®echnology worlchops:
L Wirless Mobie accessibility

« Latest advancements in
Captoned Telephones

Guest Speaker: Advocate
and filmmaker, Joe Lowett,
directorof Going Stind, a
film ¢ reated to increase
public awareness of sight
FREEadmistonto ampone whois loss and low vision issues.
Denf-BH rd, and to SSPaard

1rte p rete rs worl rg the sem rar

SSPs, AS L1 rterp rete s and CART
faaptiorirg) vall be provided,

comen ot
inthe lggnics t;’!eiu:lcpuchagv. Vendor displays and hands-on

demonsirations all day

TRANSPORFATOON: Free doov- D-doov &rarepovtation vall be provided oY
for $5P-NJ program participants who register by Friday, Februany 27, 2015,

Txhia8 ]

REGISTER
https: f/tenj.qualtrics. com £/ SE/2SID=5Y adex
DEADLINE: FEBRUARY 27, 2015

& rcoe W5

m Braille CapTel

also be mobile-friendly,

making 1t more convenient

to access while on the go.
Happy New Year!

Aparna Lele

PS. Sprint Relay is celebrating its 25th year!
As the largest TRS provider in the nation for relay
services to persons who are deaf, hard of hearing,
deaf-blind, or have a speech disability, Sprint’s
expetience ensures quality service for all relay
services, 24 hours a day. More information is at
wwnw. sprintrelay.corm.

NI Caphiored Semphone Servce

“y E

COMING SOON: Anew,
mobile-friendly design at
www.njcaptel.com.

Visit the website for the latest updates
and tips on Cap Tel phone models!
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CAPTEL: ADDING A CONTACT
TO YOUR PHONE BOOK

You can save 95 names and phone numbers in the 5.
CapTel 840, 840i and 880i Phone Book.
To add a new contact to the Phone Book:
1. With the handset hung up, press the YES button to
see the Options menu.
2. Press the DOWN arrow button repeatedly until
Edit Phone Book is highlighted. Press the YES
button to select. 6.
3. Press the DOWN arrow button until Adda New
Contact is highlighted. Press the YES button to
select.
4. Use the dialing pad to enter the name of the
petson you wish to add. Look for the letters on
the number keys to know which number key to
press. For some letters, you may need to press the
number key several times until the correct letter 7T
appears on the display screen.
Example: To enter the letter “L,” press the number
5 key three times until you see “L” on the display
screen.

Example: To enter the name “Mary,” press the 6

Once you
have entered
the contact
name, press the
YES button to
advance to the
Number field.
Enter the
phone number
using the
dialing pad.
Use the
DOWN arrow
button to
backspace.
‘When you are done entering the phone number,
press the YES button to save your new contact
information. Press the YES button to enter more
contact names/ phone numbetrs, or press the NO
button repeatedly to exit the menu system.

TIP: Press the DOWN arrow button to backspace.

key for the letter “M,” the 2 key for the letter “A,”  Press the # button to add a space. Press the UP arrow
the 7 key three times for the letter “R,” then the 9 button to shiftlock for capital letters. Press the UParrow
key three times for the letter “Y,” You may need again to return to lowercase.

to wait for the cursor to change from | to _ when

NOTE: Phone book entriesare stored alphabetically

entering letters that are on the same number key. by the first letter of the name.

Qutreach Specialists can set up your phone and help
you get started in your home or office at no charge.
Schedule an appointment to install your new CapTel
phone by contacting us at:
B Phone
877.805.5845
® Web Form
njrelay.com/captel-installation-request

njcaptel.com w

Outreach Specialists can provide a CapTel presentation, workshop,
or demonstration at no charge for interested organizations, state
agencies, businesses, senior centers and other events.
To schedule a presentation or demonstration, contact us at:
® Phone
866.995.6170
= Web Form
njrelay.com/presentation-request-form
® Emall .
njrelayoutreach@sprint.com / \
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NEW JERSEY RELAY SERVICE INFORMATION

RELAY SERVICE

Vodce {BDO) BSZ-TERT
TTYASCID  (B0O) B52-TESD
WO {B64) 658-TT11
HCO (B0 B5Z-TER9
Spamich {B6G) G5E-TT14
513 (B4 65E-TT1Z
Telebraille  (B6E) 658-T713

800 Services (900) 230-4148
CapTel Users (877) 243-2823

Ihal 7-1-1, or use any af the following mumbers or webmres.

CUSTOMER SERVICE

M7 Relay (BO0) 676-3777 TTY/VIASCII
M 5TS (E7T) TE7-158%

M7 Feelay Spanizh (B00) 6764280 TTY/V/ASCI
CapTel (EBE) 269-7477 CapTel'V/TTY
CapTel Spanizh (866) 670-9134
Sprint TTY Opr. (S00) B55-4000

WEBSITES
NT Eelay v npelay. com
HICapTel wrewnjcaptel. com
HNIRCC T nEelayon.com
NI 5T5 L NEW S SO0 m
Sprmt Belay wrewsprinirelay.com
Sprnt Inteme: Relay wwwsprindp.com
Spomt CapTel wrewsprinicapiel com
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TELECOMMUNICATION RELAY SERVICES FOR NEW |JERSEY

AT 1 > §¢,
NJ Kkelau

SPRING/SUMMER 2015 A"

INSIDE

VIDEO-ASSISTED SPEECH-TO-SPEECH

DEAF-BLIND TASTE OF TECHNOLOGY
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Sﬂilizhasspuu:gforﬂ:withgoodnewsto

'l'hxsyear,Sptmtnscelebraung..Syearsof
providing relay services. On April 21, New Jersey

awatdedSpmnarelm'ed'l'RSand(‘apTel]

contract, which means New Jersey customers
will continue to bensfit from and enjoy relay and
CapTel services. Sprint has provided relay and
CapTel sarvices to New Jersey sinca 2006, a total
of nine years.

The renewed contract includes new
enhancements, such as video-assisted speech-to-
speach services that allow speach-disabled users
to use video during their speech-tc-speech calls
(see below). Another enhancement is a dedicated,

& CAPTEL ACCOUNT MANAGER

24-hour customer service
number always answered
by a live representative

mthapersonahzedNeu

greeting.

NJ Relay and CapTel
also hosted a successful Taste of Technology for
the Deaf-Blind community with a large turmout.
See the next page for more details.

As always, let me know if you have questions,
ideas or feedback. Don't forget to stop by www.
njrelay.com or www.njcaptel.com for the latest
updates.

Warmly,
Aparna Lele

NEW SERVICE!

VIDEO-ASSISTED STS

Video-Assisted Speech-to-Speech cc
(VA-STS) allows a person who has
a speech disability to use both a
telephone line and a video device
to make relay calls.

It sure is nice to have
the cperator comnvey
my MAassa0e sccwrately
without asking me o
rapest what | just said 7

WHAT ISVA-STS?

VA-STS provides the STS operator with visual
communication cues from the STS caller via
& one-way video conference connection.
These cues may include lip reading, spelling
in the air, facial expressions, and other
physical movemants.

FOR MORE INFORMATION OR ASSISTANCE:
u877-787-1989
u njrelayoutreach@sprint.com

* \ideo Assistod STS requires a telephone Iine, a video device
ammanmmmo
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DEAF-BLIND TASTE OF TECHNOLOGY

By Aparna Lele and Arthur Moore

On March 19, N] Relay & CapTel and Sprint Relay
hosted 2 Taste of Technology event for Deaf-Blind
consumers. This first-of-its-kind event had 185
attendees, including Deaf-Blind individuals, families,
various therapists, Braille transcribers, Deaf-Blind
teachers, and other professionals.

The event was hosted in partnership with the
Center for Sensory and Complex Disabilities, NJ
Consortium on Deafblindness, iCanConnect, and the
New Jersey Commission for the Blind and Visually
Impaired. Vendors included Ultratec, NJ Division of
the Deaf and Hard of Hearing, Deaf-Blind League of
N], iCanConnect, N] Commission of the Blind and
Visually Impaired, and Helen Keller National Center.

Topics included becoming blind, Braille CapTel,
and mobile accessibility. Eighteen service support
providers (SSPs) and 25 interpreters were provided,
along with program materials in Braille, large print,
and electronically on flash drives.

Hands-on demonstrations of new technology, such
as the new CapTel Braille device, were provided. Users
also signed up for Sprint IP Relay service and tried out
other assistive technologies.

“Saying that I found the information beneficial is
merely an understatement; eye-opening would be
more to the point. I now realize that while | have been
an active deaf-blind participant using SSPN] services,
I have overlooked a lot of other access mediums out
there and consequently feel the need to play catch
up and reposition myself within the deaf community
as a fellow compatriot in need of education and new
knowledge of the tools that are available to us.” said
Alice Eaddy, president of the Deaf-Blind Division of
the National Federation of the Blind of NJ.

For information about the NJ Relay Taste of
Technology event, or to request a presentation or
hands-on demonstration on N] Deaf-Blind Relay and
CapTel Services, email njrelayoutreach@sprint.com.
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NEW JERSEY RELAY SERVICE INFORMATION

RELAY SERVICE
Viice (B00) 852-TRYT
TTY/ASCH  (B00) 852-T899
VOO (B6&) 658-TT11
HCOD (B00) 852- T89S
Spanish {B6&) 656-TT14
5TS (B6&) 65B-TT12
Telehraille  (B66) 65B-TT13

00 Services  (200) 230-4 149
CapTel Users (B7T) 243-1813

Dl 7-1-1, or use any of the following numbers or websites.

CUSTOMER SERVICE
] Relay (B4ad) 325-4ET77 TTY Maice/ASCIT
H] 5T3 (ET7) TET-1989

M) Relay Spanish (BN 676-4230 TTVAASCIT

CapTel (ERB) 269-T4TT CapTelW/TTY
CapTel Spanish  (B6&) 670-9134
Sprint TTY Cpr.  (BOT) B55-4000
WEBSITES
H] Relay Wit nj relanyLoom
] CapTel Wt njcaptelcom
W] RCC whwewnj relayoc com
H] 5T3 W e rseyste oom
Sprint Relay Wi sprintrelay.com

Sprint Internet Relay whiw' sprintipucom
Sprint CapTel Wi sprintcaptel. com
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

FALL 2015
WebCapTel Legin

Hearing Loss & You+  Solutions+  Outreachs  Hearing Healthcare Blog  Supports

HEARAND SEE
YOUR CALLS

INSIDE:
NJ CAPTEL WEBSITE HAS A NEW LOOK

VIDEO-ASSISTED SPEECH-TO-SPEECH
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A MESSAGE FROM THE NJ RELAY
& CAPTEL ACCOUNT MANAGER

1t’s hard to believe we are almost at the end of
the year, and the holidays are coming!

In September, we had a huge turnout at our
busy NJ Relay & CapTel booth at DeafFest and
DeafNation Expo. Both events had over 1,500 deaf
and hard of hearing attendees, and we continue
to respond to inquiries from the customers at our
booth. Most questions have been related to the
latest CapTel phone models and Relay Conference
Captioning (RCC); if you have questions, check
www.njrelay.com and www.njcaptel.com.

We are also pleased to announce that New
Jersey Speech-to-Speech Service has enhanced
its services with Video-Assisted Speech-to-
Speech (STS) Service. This service is another
option for a speech disabled user to make relay
calls, and provides the STS operator with visual
communication cues from the STS callers via a
one-way videoconference connection. Cues may

NJ CAPTEL WEBSITE
HAS A NEW LOOK

The NJ CapTel website, at www.njcaptel.com, has
a new look to make it more attractive, engaging, and
easier for visitors to find the right solutions for their
telecommunications needs. Useful information about
hearing loss has been added to promote action in the
community for families and friends of people with
hearing loss. Information on this website, which is
separate from the NJ Relay website, includes:
Hearing Loss and YOU
Don’t Let Hearing Loss Hold You Back
Empower Those You Love
Let Technology Serve You
Types of Hearing Loss
Symptoms
What to Do
Solutions: Finding the Right Solution

letters in the air, i
expressions, and other
physical movements. For
more information about
this feature, see page 3.

The past several months have been very busy.
The NJ CapTel website was launched with a new
look, and now provides more interactive choices
for the different CapTel services. We've increased
our social media engagement, adding feeds from
the new NJ CapTel Facebook page and Twitter
account, and have updatad our Linkedin page to
reflect both N CapTel and NJ Relay (see page 4).

As always, let me know if you have questions,
ideas or feedback.

Aparna Lale

' ui
=k

o -u - v

NI CapTel'’s revamped website has many features,
including a live Facebook feed and the latest news.

The Solutions page asks visitors to tell us more about
what they need. This helps provide possible solutions,
such as which CapTel option may be most ideal.

For more information about all NJ Relay products
and services, visit www.njrelay.com.
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VIDEO-ASSISTED SPEECH-TO-SPEECH
TECHNOLOGY NOW AVAILABLE

N] Relay now offers a new
enhancement of traditional Speech
to Speech service, Video-Assisted
Speech-to-Speech (VA STS). VA STS
is one of many innovative options
for speech-disabled users to choose
from when making relay calls.

Designed for people who can hear
but have mild to moderate difficulty
speaking over the telephone, VA
STS allows a person with a speech
disability to use both a telephone,
computer with a webcam and a free
videoconferencing software thatcan
be downloaded easily to make calls.
With VA STS, the STS operator can
receive visual communication cues
via a one-way video connection.
Cues to help facilitate relay calls might include lip-
reading, tracing letters in the air, facial expressions,
cue cards, and physical movements. The STS operator
sees the STS caller, but the STS caller does not see the
operator.

VA STS is ideal for customers who prefer to utilize
visual communication or their voice during telephone
conversations. The operator then re-voices the caller’s
words if needed.

VA STS is available for people who have an iPhone,
iPad, or computer or laptop; an Android version is not

Poves sotr B Whondng (1) ot
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yet available. VA STS callers should also have a high-
speed Internet connection, a webcam, and the free
Omnijoin app.

Training on the use of VA STS is available for NJ
Relay customers. Learning how to work together with
the VA STS operator to produce the most effective
communication is an important step before making VA
STS calls. One-on-one training in person or remotely
is available by contacting NJ Relay.

For more information, contact the New Jersey Speech-
to-Speech Customer Service at (877) 787-1989 or visit
WWW. EWjerseysts.com.

Video-Assisted Speech-to-Speech is available by downloading the OmniJoin app. Above are sample screens of

what it looks like when a VA STS call is made.
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CONNECT WITH US!

N] RELAY ADVISORY BOARD

Robert Bobmson, Chair Maria Movas-Fuiz
robinseni dmi orz NJ Division sf the
facehook com/njrelaycaptel Patricia Campbell {5?;; ;ﬁqij
facebook com/newjerseycaptel NT Relay Administraior My as - T, state mj us
pairicia camphbell o
bpu state mjus Phil Jacob, Vice-Chair
i@njrelaycaptel Fhome-TTY, Ine.
i@njcaptal David Alezander (973) 559-3941 Videophone
Division af the Deaf philjjacobi@zmail com
& Hard of Hearing
o davad alexanders Berpard Smalls
youtube com,/njrelay dhs state 7 us Verizom
bemard smalls@venzon com
Michelle Cline
linkedin com/in/njrelaycaptel New Jersey Assacisrion Bew Sudler
linkedin_ com/company/new-jersey-captel of the Deaf Hearing Loss Assecigtion of NJ
michelle clinedime.com (908) 687-3791
bevsndleri comeast net

w

New Jersey Relay and CapTel Service is a free telecom-
municanions service provided by Sprint and approved by
the NJ Board of Public Uiilines (BPU), ensuring equal

WWW.N l RELAY.COM communication access to telephone service for peaple
WWW.NJCAPTEL.COM with hearing or speech loss.
NEW JERSEY RELAY SERVICE INFORMATION
Dial 7-1-1, or use any of the following numbers or websites.
CUSTOMER SERVICE
NJ Relay {844) 525-4877 TTY/Voice/ASCII
RELAY SERVICE VCO {866) 931-9027
Vioice (300) B52-TBYT MN] 5TS (877) 7T87-1989
TTY/ASCII (800} 852-7899 N] Relay Spanish {300) 676-4290 TTY/V/ASCII
vCo {866) 658-T711 CapTel (888) 269-T477 CapTel'V/TTY
HCO {300) 852-7899 CapTel Spanish  (866) 670-9134
Spanish {866) 658-7714  Sprint TTY Opr. (800) 855-4000
STS {866) 658-T712
Telebraille  (3&6) 658-7713 WEESITES
900 Services (900) 230-4149  NJ Relay njrelay.com
CapTel Users (877) 243-2823 M] CapTel njcaptel.com
M] RCC njrelayoc.com
MN] 5TS newjerseysts.com
Sprint Relay sprintrelay.com
Sprint Intemniet Relay sprintip.com
Sprint CapTel sprintcaptel com
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

B NJ Rela

WINTER 2016

Communication on the Go
for DeafBlind

Sprint Relay & New Jersey Relay Presenter

Aparna Lele
Customer Relationship Manager

for New Jersey

Katherne Gabry of the DeafBlind Community Access Network'of:
New Jersey.posesiwithiNJ Relay’s Aparna Lele. Story on page 5.

INSIDE:

CAPTEL 24001 NOwW HAS
SPEAKERPHONE CAPABILITIES!

NJ RELAY & DB-CAN NJ SPONSOR
TECHNOLOGY WORKSHOP
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A MESSAGE FROM THE NJ RELAY r‘:_""

& CAPTEL ACCOUNT

Happy Mew Year!

We kicked off this vear with a very successful
outreach presentation to the deafblind community
about M| Relay services (see page 3). | enjoyed
meating everyone and appreciated how everyons
seemed to be veryengaged, withexcellent gquestions
about the resources that were new to them. This
shows that there continues to be a strong need for
outreach education to the community.

I have been working closely with Katherine
Gabry of the DeafBlind Community Access
MNetwork of New [ersev. We are pleased toannounce
that we will host another Taste of Technology
event for the deafblind community this fall at the
Montclair State University Conference Room. Last
vear's event with the deafblind community was a

MANAGER ra “

phenomenal success with
over 200 participants, so
we're excited to offer this
event once again. Stay
tuned for the date and
further details!

Sprint CapTel has announced a new exciting
feature for CapTel 24000 users. Users can now get
speakerphone capabilities with a free software
update on their 2400i phone. For more information
about this feature, see below.

As always, let me know if you have questions,
ideas or feedback.

Warmlby,
Apamna Lele

CAPTEL 24001 NOW HAS
SPEAKERPHONE CAPABILITIES!

CapTel

24001 users
Can now enjoy
handzs-fres
convenience
while seeing
captions of the
calll The new speakerphone
capabilities in the CapTel 2400i let
you talk with vour callers over the
loud and clear speakerphone. You get the benefit
of listening with both ears, plus the convenience
of hands-free conversations.

If you do not have the speakerphone capability
on vour Capital 2400i phone, touch “Update™ and
the software will immediately begin downloading.
Once the software download is complete, your
CapTel phone will reboot.

For more information on this new speakerphone
feature, call (388) 269-T477 or send an email to

captel@captel .com.

e 1B warwaem

Directions for wusing the CapTel Z2400i
Speakerphone can be found at www.caprel coms
customer_service/kb/index php/article/captel-
2400i-speakerphone.

HOwW TO GET
THE SOFTWARE UPDATE

The free software update is
available to all CapTel 2400i users.
Updating is easy!

1. Om the display screen, touch
Settings.

2. Touch i (About).

3. Touch Update.

Page 195



NJ] RELAY & DBCAN-N]J SPONSOR
TECHNOLOGY WORKSHOP

Sprint N] Relay and the DeafBlind
Community Access Network of New
Jersey (DBCAN-N]) sponsored a
workshop on Jan. 9 at the Rutgers
Catholic Center in New Brunswick.

In addition to providing
tactile interpreters, Sprint Relay
also provided refreshments in
collaboration with DBCAN-NJ.
Special thanks to Kathy Kady-
Hopkins, of ASLIRS, and Rutgers
University for the use of the
Catholic Center. Nearly 25 attendees
participated, including three
American Sign Language students
from Rutgers University.

Aparna Lele, Sprint Customer
Relationship Manager for New Jersey, presented
Communication on the Go for DeafBlind. She shared new
technologies and services available through Sprint,
such as New Jersey Relay Conference Captioning
(RCC). RCC allows users to participate in meetings or
classes either in person or remotely. Using the same
high-quality captions as television programming, RCC
participants can receive live, real-time text streamed
to an Internet-connected computer or a mobile device,
such as a laptop or a tablet. Relay operators caption
everything that's said in real time, and the captions
can be read in text on a laptop, tablet, phone or Braille
display. To learn more, visit www.njrelaycc.com.

The second service discussed was Sprint I[P Relay,
which uses an Internet connection, a computer or a

Katherine Gabry of the DeafBlind
Community Access Network of New
Jersey welcomes participants to the
technology workshop.

mobile device, and a relay operator.
Much like traditional relay service,
the relay user types a message,
which the relay operator reads to
the voice caller. The relay operator
then types that person’s reply. More
information is at www.sprintip.com.

Also discussed were CapTel
phones, which display captions of
the spoken conversation on ascreen.
This gives the caller the benefit of
listening to the other party while
reading the captions on the display
screen, and then speaking directly to
the caller. Read more about CapTel
at www.njcaptel.com.

For each of these services, the
font sizes, font colors, and backgrounds can be adjusted
by the individual user.

Jon Gabry from iCanConnect highlighted the
iCanConnect/N] program, and distributed brochures
and applications. iCanConnect, the National Deaf-
Blind Equipment Distribution Program, is funded
by the Federal Communications Commission, and
provides telecommunications devices for those who
have a combined vision and hearing loss, and meet
income eligibility requirements. Read more about the
program at www.icanconnect.org.

The attendees had many questions and comments,
and a lot of enthusiasm. It was a great event where
everyone brought home new information for use at
home or in the workplace.
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CONNECT WITH Us! NJ RELAY ADVISORY BOARD

Robert Robinson, Chair Maria Novas-Buiz
rrabinsong-dmij.org NI Divizion of the
{609) 292-9742 Rate Counsel
facebook_ com/njrelay MinoVas- i@ rpa state. nj.us
facebook com/mnewjerseycaptel Patricia Camphell (609) 984-1260
NI Relay Admmistrator
patricia.camphell Phil Jacob, Vice-Chair
@iy sposaene e T e
v - philjjac grmail.com
S (973) 559-5941 Videophone
David Alexander
Division of the Deaf Bernard Smalls
youtube com/njrelay & Hard of Hearing Verizon
david_alexander i bermnard smalls{@verizon.com
dhs_state.nj.us {9773) 6494352
linkedin_ com/in/njrelaycaptel (60%) 588-2648
linkedin_ com/company/new-jersey-captel i ) ~ Bev3Sudler i
Michelle Cline Hearing Loss Association of NJ
New fersey Association bevsudlerf@oomcast.net
' of the Deaf {908) 687-3791
michelle.cline{@me_com
(862) 261-0655
New Jersey Relay and CapTel Service is a free
AW telecommunications service provided by Sprint and
Wy 'H-I RELAY.COM approved by the Nj Board of Public Utilities (BPL),
WWW.N ICA PTEL.COM ensuring equal communication access to telephone
' service for people with hearing or speech loss.
NEW JERSEY RELAY SERVICE INFORMATION
Dial 7-1-1, or use any of the following numbers or websites.
CUSTOMER SERVICE
NJ Relay {844) 525-4877 TTY/Voice/ASCII
RELAY SEEVICE ViCO (866) 931-3027
Voice (800) 852-7897  NJ5TS (877) 787-1989
TTY/ASCII  (B00)852-7899  NJ Relay Spanish {300) 676-4290 TTY/V/ASCII
VO (B66) 658-TT11 CapTel (388) 269-T477 CapTel V/TTY
HCO (B00) 852-7899  CapTel Spanish  (866) 670-9134
Spanish (866) 658-TT14  Sprint TTY Opr. (800) 855-4000
STS (866) 658-TT12
Telebraille  (866) 658-T713 WEBSITES
%00 Services  (900) 230-4149 W] Relay njrelay.com
CapTel Users (877) 243-2823 N] CapTel njcaptel.com
MNJ RCC njrelaycc.com
N] 5TS MEW] erseysis.com
Sprint Relay sprintrelay.com
Sprint Intermet Relay sprintip.com
Sprint CapTel sprintcaptel com
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY
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INSIDE:

CAPTEL 24001 BT OFFERS NEW FEATURES

DEAFBLIND TASTE OF TECHNOLOGY
A MAJOR SUCCESS!

Page 198



A MESSAGE FROM THE NJ RELAY "';“ "‘?}
& CAPTEL ACCOUNT MANAGER

Happy New year! The new year is a great time
to use NJ Relay and CapTel services! Call your
loved ones during the holidays and wish them the
happiest of new years.

NJ Relay and CapTel is proud to have hosted,
along with DeafBlind Community Access Network
of NJ (DB CAN NJ), the recent Taste of
for DeafBlind event on Oct. 29. Read more about
this wonderful event on page 3.

Did you know you can join the DB CAN
N] mailing list? Send vour email address to
dbcannj@gmail.com to subscribe. DB CAN NJ
empowering DeafBlind people to lead more
productive, independent, and healthy lives.

Another exciting announcement is that Sprint
Relay is now Sprint Accessibility! For 26 years,

A
vé
<
g 4

products and services to customers with any type
of disability. Sprint Accessibility is committed to
raducing or removing barriers through equipment,
software, and services for all customers. This
includes Sprint Relay, Sprint CapTel, Wireless
Sprint Relay Store, Wireless Sprint Vision Store,
andVideoCumrServioe.

Best regards,
Aparna Lele

CAPTEL 24001 BT OFFERS NEW FEATURES

The CapTel 2400i BT is the newest, most updated version of
the CapTel 24001 — with many new features designed specifically
based on customer feedback and new engineering developments.

The CapTel 2400i BT, which replaces the 2400i, has Bluetooth
capabilities. This means CapTel users can now use a wireless
Bluetooth headset or nackloop, making the 2400i BT hands-free.
Bluetooth devices can be purchased separately at any electronics
store.

The CapTel 2400i BT also has a new speakerphone button,
making it easy to access the speakerphone by pressing just one
button. This button replaces the former “Tone” button.

The phone has all the same features as the 2400i, including:
+ Word-for-word captions on a large, colorful touch-screen
display
Powerful amplification up to 40 dB
Standard telephone keypad for comfortable, familiar dialing
Bluetooth® and WiFi compatiblity
Built-in answering machine with recorded voice and captioned messages

wdn
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TASTE OF TECHNOLOGY FOR DEAFBLIND
CONFERENCE A MAJOR SUCCESS!

Aparna Lele and Katherine
Gabry pose at the event.

By Katherine Gabry, DB CAN NJ Board President

Sprint, N] Relay, and the DeafBlind Community
Access Network of New Jersey (DB CAN NJ) hosted an
all-day conference at Montclair State University on
Oct. 29. The conference goals were to raise awareness
and increase understanding of new communications
technologies available to people who are DeafBlind or
have low vision. Approximately 180 people attended,
including DeafBlind people, family members, friends,
sign language interpreters, support service providers,
vendors, and volunteers. Attendees traveled from as
far away as the Netherlands, Georgia, Virginia, and
Massachusetts.

The conference theme, Connecting to the World:
Using DeafBlind Technology to Make It Happen, featured
keynote speaker Anindya “Bapin” Bhattacharyya,
world-renowned expert on DeafBlind technology,
from the Helen Keller National Center. Apama Lele
of NJ Relay/Sprint Relay and John Kinstler of CapTel
also presented, sharing technological developments
in telecommunications and accessibility for those who
are DeafBlind. Other presenters included Rick Fox,
who talked about useful apps at home and on the go;
Naquela Wright, who discussed Facebook accessibility;
and Kevin Sisco, who discussed how to keep data
secure on phones, tablets and computers. Twelve
vendors supported the event by providing hands-
on demonstrations and exhibits. Those completing

A DeafBlind attendee tests the
CapTel by using Braille.

,9_.

Apama Lele shares technological
developments in telecommunications
and accessibility with the attendees.

conference satisfaction surveys responded that they
most appreciated the presentations by the speakers,
the variety of topics, the knowledge gained regarding
technology, and the vendor booths they attended.

Special gratitude goes to all the presenters,
vendors, and volunteers, the Helen Keller National
Center, and students and staff from Montclair State
University. More importantly, gratitude goes to all the
participants who came and shared their experiences
with our conference organizers.

An interpreting team uses tactile sign language to
communicate with a DeafBlind attendee.
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CONNECT WITH US!

facebook com/mijrelay
facebook com/newjerseycaptel

@nijrelay
@njcaptal

youtube com/njrelay

linkedin_com/in/njrelaycaptel
linkedin_com/company/new-jersey-captel

-

WWW.NJRELAY.COM
WWW.NJCAPTEL.COM

NJ] RELAY ADVISORY BOARD

Robert Robinson, Chair Michelle Cline
Disability Rights of NJ MNew fersey Association
rrobinson@dmij.org of the Deaf

{609) 292-9742 michelle.cline @me_com
{8562) 261-0655
Phil Jecob, Vice-Chair
Fhone-TTY, Inc. Maria Novas-REuiz
philjjacobi@gmail com NI Division of the
(973) 552-55%41 Videophone Rate Counszel
mnovas-rzifrpa state njus
Patricia Camphbell {505) 9841460
NI Relay Administrator
patricia.camphbelli: Tanya Onsongo
bpu state nj.us Division of Vocatiomal
{60 635-9702 Rehabilitation
Tanya.Onsongoi@dolnj_gov
David Alexander {60%) 252-3416
Division of the Deaf
& Hard of Hearing Bewv Sudler
david alexanderi Hearing Loss Association of NI
dhs.state.nj.us bevsudlerii comcast.net
{604) 588-2648 (P08) BET-3791

New Jersey Relay and CapTel Service is a free
telecommunications service provided by Sprint and
approved by the NJ Board of Public Utilities (BPL),
ensuring equal communication access to telephone
service for people with hearing or speech loss.

NEW JERSEY RELAY SERVICE INFORMATION

RELAY SERVICE

Voice (800) 852-7897
TTY/ASCII (300 852-789%
Vo (866) 658-T711
HCO (800) 852-7899
Spanish (866) 658-TT14
TS (866) 658-T712
Telebraille  (366) 658-T713
900 Services (900) 230-4149

CapTel Users ({B77) 243-2823

Dial 7-1-1, or use any of the following numbers or websites.

CUSTOMER SERVICE
NJ Relay (844) 525-4877 TTY/Voice/ASCII
VO (866) 931-9027
NJ STS (877) 787-1989

N] Relay Spanish (800) 676-4290 TTY/V/ASCII

CapTel (888) 269-T477 CapTel/ V/TTY

CapTel Spanish  (866) 670-9134

Sprint TTY Opr. (800) 855-4000
WEBSITES

N] Relay njrelay.com

N] CapTel njcaptel.com

N] RCC njrelayoc.com

M] 5TS new]erseysis.com

Sprint Relay sprintrelay.com

Sprint Internet Relay sprintip.com

Sprint CapTel sprintcaptel com
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TELECOMMUNICATION RELAY SERVICES FOR NEW JERSEY

NJ Rela

INSIDE:

WAIVER OF LONG-DISTANCE CARRIERS

BRAILLE CAPTEL 8801B NOW AVAILABLE
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A FAREWELL MESSAGE
FROM THE NJ] RELAY & CAPTEL
ACCOUNT MANAGER

Fall is quickly approaching, and there are many
exciting developments in the relay industry. In
this issue, you can read about Braille CapTel and
learn how it's helping people who are DeafBlind
or have low vision.

It iz with a mixture of sadness and excitement
that | announce my departure from my position as
Sprint Accessibility’s Customer Relations Manager
for New Jersey. My last day was Friday, August 4,
2017, and I am proud to have dedicated 14 years
of my career to Sprint Accessibility. It has been a
tremendously enriching experience, working to
ensure that people with disabilities have egual,
full access to communication techmology that
improves the quality of their lives.

1 feal so fortunate to have gained such valuable
expertise inimplementing outreach and marketing

professional and personal growth during my time

Maticnal Customer Relations Manager Jehn E.
Moore will serve as the interim point of contact
for New Jersev until the mew account mamager
is hired. He may be reached at john.e moore@
sprint.com.

I hope to see each and every one of you out in
the community in the near future. Thank you for
14 wonderful vears.

Best regards,
Aparna Lele

WAIVERS OF LONG DISTANCE CARRIERS

On August 24, 2016, the Federal Communication
Commission (FCC) granted waivers of long distance
carriers of choice and billing options for wireline relay
providers who choose not to pass any charges to the
end user. This became effective on June 30, 2017.

What this means for TTY relayusers is free domestic
calling without toll charges or operator billing fees.

It also means that TTY relay users no longer need to
provide billing or carrier of choice information. This
saves the amount of time on call set-up, making the
process of calling faster and more efficient.

Another major change is that TTY-based Operator
Services for the Deaf has been discontinued, since
there is no longer a nead for billing support. Alsg,
people who use pay phones to make TTY relay calls
can do so without having to pay.

Directory assistance is now provided via TRS and
CapTel at no charge to the relay user, and Sprint
Relay’'s discounted long distance rates have been
aliminated.

For more information on these changes, contact
Sprint Relay Customer Service at sprint. trscustservig
sprint.com, or call:

Voice: (BOD) 6T6-3T777

Speech-to-Speach: (877) TET-1989

TTY: (800) 676-3777

Voice Carryover: (8&6) 931-93027

Spanish: (300) 676-4290
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BRAILLE CAPTEL 8801B NOW AVAILABLE

Individuals wheo are blind and have
a hearing loss now have a new option
for making telephone calls, with the
innovative CapTel S80iE device. The
£30iB, which resembles a traditional
CapTel phone, has one major
difference: instead of only reading
what the caller says on the large bailt
indisplay screen, individuals who are
blind can also read captions of their
call via a dynamic Braille display
reader.

Ideal for Braille users who may
have difficulty hearing on the phone,
this device allows them to “read”
word-for-word captions ona dynamic
Braille display via USB or Bluetooth.

Caplel

Aepaen larea

Braille
CapTel

For People who are
Deaf-Blind and Voice
for Themselves

CapTel B801B

Read brails capliors of takephane .‘-.
corversations an your dynamic l' —"= o
braila display. Easy to conredct & L N

using Bluatooth® or UZE

www.saDto comybradies
BrailoFCapicioom

Users cam scroll through captions
using specific buttons on the phone.

CapTel collaborates with a free
captioning service to transcribe
everything the other party says
into written words, which then gets
transcribed into Braille. There are
no monthly fees and no service
agresments. Your monthly phone bill
doesn't change.

The 230iB works with a headset,
neck loop, or a T-coil for hands-
free use of the phone. It can also be
connected to HD screens for display

on a large screen, which is useful for

readability.

The 38048 can work with standard
analog, DSL, digital cable, VOIP, and fiber optic phone
services. (Note that the 330iB does not work with
digital privare branch exchange, or PBX, systems often
found in business settings, residential faciliries, and
hotels, unless an analog port is available ) 830iB users
must have access to high-speed Internet service, and
an Ethernet cable. Users also must provide their own
dynamic Braille display readers.

Individuals interested in receiving the S30iB can
apply through the Mational Deaf-Blind Equipment
Distribution Program or a local agency working with

individuals who are DeafBlind. It is not available for
purchase. To find out how and where you can get a
Braille CapTel 380iB umit, visit www.captel.com/’
braille/get-captel-380ib, or email braillef@captel.com.

FIND US ON
SOCIAL MEDIA!
SEE PAGE 4
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CONNECT WITH US!

facebook com/njrelay
facebook com/newjerseycaptal

@mnijrelay
i@njcaptel

youtube_com/njrelay

linkedin com,/in/njrelaycaptel
linkedin_com/company/new-jersey-captel

w

WWW.NJRELAY.COM
WWW.NJCAPTEL.COM

N] RELAY ADVISORY BOARD

Dicahility Rights of NJ INT Division of the
rrobinsoniddmj.org Rate Cournsel
(609) 252-5742 MNoYas-TiTETpa_state nj us
(609) 384-14a0
Phil Jacoh, Vice-Chair
Phone-TTY, Inc. Tamya (msongo
philjjacch@gmail .com Division of Vocational
{573) 559-5541 Videophone Rehahilitation
. . @dal.nj.gov
Patricia Camphbell (609) 292-3616
N Refay Administrator
patricia.camphbellg Steve Crepory
bpu_state nj.us Hearing Loss Association of NJ
(009) 655-5702 iremnail com
(856) 589-5010
David Alexander
Division of the Deaf Syivia Del Vecochio
& Hard of Hearing Werizon
david.alexandend syhvia | del vecchiog
dhs.state njus VETIZLCom
(609) 588-2648 (973) 255-7814
Vacant
INT Association
of the Deafl

New Jersey Relay and CapTel Service is a free telecommunicetions
service provided by Sprint and approved by the NI Board of
Public Utilities (BPLT, ensuring equal commumication aocess to
telephone service for people with hearing or speech loss.

NEW JERSEY RELAY SERVICE INFORMATION

RELAY SERVICE

Voice (B00) 852-7897
TTY/ ASCIT (B00) 852-7899
vCo (866) 658-T711
HCO (800) 852-7899
Spanish (866) 658-TT14
STS (866) 658-7712
Telebraille  (366) 653-7713
900 Services  (900) 230-4149

CapTel Users (877) 243-2323

Dial 7-1-1, or use any of the following numbers or websites.

CUSTOMER SERVICE
NJ Relay {B44) 525-48T7 TTY, Vioice/ASCII
VCO (866) 931-9027
NJ S5TS {877) T87-1989

NJ Relay Spanish (300) 676-4290 TTY/V/ASCII

CapTel {§88) 269-7477 CapTel/V/TTY

CapTel Spanish  (866) 670-9134

Sprint TTY Opr.  (800) 855-4000
WEBSITES

N] Relay njrelay.com

N] CapTel njcaptel com

MN] RCC njrelaycc.com

M] 5TS MEW]erseysts. com

Sprint Relay sprintrelay.com

Sprint Intermet Relay sprintip.com

Sprint CapTel sprintcaptel com
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Appendix M: NJ Websites

www.njrelay.com

GGG About  HowtoUse  Outreach Program  For Businesses  Media & Downloads  FAQs  Blog
—~

B -
Everyone deserves to communicate by phone.

Making communication easier for people who are deaf, hard of hearing, deaf-blind or speech-disabled.

HOM HAS

SCHOOL? Soeat;

Grandma!

1S FOUR
0°CLOCK OK?

CAH | CHECK
MY BALANCE?

N
New Jersey Residents = Businesses
Explore the different types of calls w and State Agencies
that fit your communication needs Find out how you can increase your
and find out how to make your own customer base by understanding
phone calls without having to how to communicate over the phone
depend on someone else. with your customers who have a New Jersey Relay
> hearing loss or speech disability. A4 2 year
” For mare information go to
njrelay.com/ow-to-use
~~ Sign up for updates Connect with us

: ii u IE!M Ea e W ¢ 71isasTTEWDE
* y RELAY NUMBER THAT
e = % CONNECTS STANDARD

PHONE USERS WITH
“pms=e TEXT TELEPHONE (TTY)

Last Name*

Email*®

City*

ZIP Code*

State™

Cyes, 1would like to receive emails with
information about NJ Relay services and
products.®

* Indicates required field.
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www.nhjcaptel.com or njcaptionedtelephone.com

In Espanol » WebCapTel Login »

Hearing Loss & You + Solutions + Outreach + Hearing Healthcare Blog Support +

HEAR AND SEE

YOURCALLS

OPTIONS TO FIT YOUR LIFE

A CapTel phone (captioned telephone) has a built-in screen to display everything being said by your caller in text.
It's a perfect solution for people with hearing loss.

CapTel 840 CapTel 840 CapTel 880 WebCapTel CapTel 2400i

LEARN MORE LEARN MORE LEARN MORE LEARN MORE LEARN MORE

CONNECT WITH US THE LATEST NEWS

///////////////4//////////
/ / //ﬁi/ ﬁ/ 1///

New Jersey CapTel
25K likes.
Hearing Loss in the Over-the-Counter Hearing
Be the first of your friends to like this A Workplace Aids: An Overview
AR L 1) O Ui
< Ll | Posted by NJAdmin Posted by NJAdmin
on Oct 19,2017 on'Sep 20,2017

| New Jersey CapTel [ £]

Hearing loss affects a lot more than simply what you can or can't hear.
New research is finding a link between hearing loss and depression. If
you're experiencing hearing loss for the first time, make sure you take
steps to keep yourself connected and active.

http://bit ly/2hMj9Ep

Get Looped In

Posted by NJAdmin

Caring For an Aging Family on Mar 01,2017

Member

Posted by NJAdmin
The complex link between depression and hearing... v on Aug 24,2017

MORE INFO OTHER SERVICES

Privacy Policy NJ Relay

About New Jersey CapTel Sprint CapTel

Sprint Relay
Federal CapTel
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http://www.njcaptel.com/

www.newjerseysts.com

New Jersey Relay | New Jersey CapTel

Resources What is STS? My Email Set Up Video-Assisted STS My Wireless *STS (*787) My Profile Email Set Up
Introducing Now Available
New Jersey Speech-to-Speech Video-Assisted Speech-to-Speech

If you have a speech disability

and are not comfortable talking
directly on the phone, try New
Jersey Speech-to-Speech by
dialing 866-658-7712.

Talk with Ease
and Confidence.

Leam More

VA-STS provides the STS operator with visual
communication cues from the STS caller via
a one-way video £

conference
connection.

Leam More

What is STS? My Email Set Up My Wireless *STS (*787) My Support

STS allows a person The NEW feature makes Simply dial *787 from any A new dedicated Sprint
with a spsech disability

e ! call set-up a piece of — | Sprint wireless phone to be 787 Customer Support l
to voice their conversation gl cake for STS users connected with STS service Q for STS users
L

————

Click here to learn more Click here to learn more Click here to learn more Click here to contact

Copyright @ 2018 Naw Jarsey Spaach-to-Speach. All Rights Resarvad
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Appendix N: Social Media Platforms

Facebook
www.facebook.com/NJRelay

— Everyone deserves to communicate by phone.

Making ¢ ication easier for people who are deaf, hard of hearing, deaf-blind or speech-disabled.

A

Surel

R

New Jersey Relay

@njrelay

Home
About
Reviews i Like X\ Follow &3 Recommend ntac ® Message
Photos

# Status [8] Photo/Video 7 Disability Service in Rutherford, New Jersey
Events
Posts hing on this Page Community See All
Community 2L Invite your friends to like this Page

s 299 people like this

Create a Page Reviews

N\ 295 people follow this

About See All

\ Q

Tell people what you think

See All

te Ry 17

* 201 State RT 17
Rutherford, New Jersey 07070

Photos

. (866) 995-5‘170\.‘—-

© Send Message

@ www.njrelay.com

g3 Disability Service - Telecommunication

Company

People Also Like

'",w' NJ Deaf News =
R o il Like

2016 Fall Taste of Technology for DeafBlind
Connecting 1o the Workd
Using DeafBing Technology to Make it Happen

- Zoppi Deaf Camp & ine
A ' 7\ Community Organization

HAPPY APRII
Fool's Da

ife Like

e
Monsciair, K 07053

[ pantediy

FREE admission

e
- G A Mo e O o G

Disability Services in Rutherford, New Jersey

-y

Pages liked by this Page >
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Facebook
www.facebook.com/NewJerseyCapTel

HEAR AND SEE YOUR CALLS.

Get your free phone today.

New Jersey CapTel

@NewJerseyCapTel

Home
About
Photos il Like X\ Follow 4 Share -« Shop Now ® Message
Notes

i # Status [e] Photo/Video ; Telecommunication Company in Rutherford,
Reviews

New Jersey
Videos Write
Posts Community See All
2 2L Invite your friends to like this Page
Community
Photos il 2,586 people like this

Create a Page

N\ 2,563 people follow this

About See All

* 201 State RT 17
Rutherford, New Jersey 07070

. (888)269-7477®

@ Typically replies within an hour
Send Message

njcaptel.com

Telecommunication Company - Disability
Service

a

People Also Like

- New York State Prepar... .
il Like
Government Organization

AgSense LLC.

See All o il Like
TSENT
Videos
_’r " CANIDAE Pet Foods -
LUK il Like
rlene Spencer Pet Supplies

Disability Services in Rutherford, New Jersey

English (US) - Espafiol - Portugués (Brasil) i
Francais (France) - Deutsch

My Sprint CapTel
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YouTube

www.youtube.com/user/NJRelay

Home

& >

Trending
History

Get YouTube Red

B »

2 Get YouTube TV

BEST OF YOUTUBE

Music
ﬁ Sports
Gaming
ﬂ Movies
E TV Shows
E News
Live

n Spotlight
E] 360° video

© Browse channels

Sign in now to see your
channels and
recommendations!

NJRelay

Home  Videos  Playlists  Channels  Discussion  About

Uploads = » Playall

NJ Spanish Captel TV PSA
plm"m{;“m;?g%s 3Jyears ago + 95 views
por lamar me encantara

@58 B5 und

New Jersey CapTel for Veterans
Jyears ago + 171 views
If it's difficult understanding what's being said on the phone, New Jersey R

New Jersey TTY Relay

4 years ago + 22,390 views

A person who is deaf, deaf-blind, hard-of-hearing, or speech disabled uses a TTY (text
telephone) to type his/her conversation to a Relay Operator (OPR), who then reads the typed

New Jersey Voice Carry-Over
rs ago * 2,008 views
Carry-Over (VCO) all
ephone user and read

Vi

tel

s a deaf or hard-of-hearing user to speak directly to a standard
ext messages on the screen. When a standard telephone

di

A

"
et R el . 111

Show more

°Y0[|Tllhe iﬂ Language: English ¥ Content location: United States v Restricted Mode: Off + x History 0 Help

About Press Copyright Creators Advertise Developers +YouTube

Terms  Privacy Policy & Safety  Send feedback  Test new features

Everyone deserves to communicate by phone.

Making communication easier for people who are deaf, hard of hearing, deaf-blind or speech-disabled.

D Subscribe [

Featured Channels

Sprint Accessibility
it Subscribe

Popular channels

The Young Turks
TYT 2

Subscribe

Sl Inside Edition

SR subscribe

M The Daily Show with...
Subscribe

The Alex Jones Cha...
Subscribe

. The Next News Net...
Subscribe

ez VICE News

News | Subscribe
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LinkedIn

www.linkedin.com/company-beta/10225243

About us

is 3 FREE telecommunicati

equal communication acc

s service provided by Sprint and approved by

New Jersey Relay
Board of Public Ut
loss or speech impairment. Sprint has been providing NJ Relay and CapTel s

nd CapTel Serv

ies (BPU) ens ephone serv o have hearing

iith heari er

them. This

The sys
before availabl;

ng loss and speech impairement to access telecommunications

a

such as Captioned

TTY} or specia

m

telephone, Braille TTY, to communicate with standard elephone users through specially trained relay operators

or captioners.

iith no restrictions on the

conversations are maintained.

.njcaptel.com/
om,

Company details

Website
http://njcaptel.com/

Headquarters
Ruthe

rford, New Jersey

Year founded
2006
Company type

Partnership

Company size
2-10 employees

People

WiSON,

Cochlear-

also viewed

Spic 'N Span
Music

Trans Ocean Express Ltd.
Transportation/Trucking/Railroad
2-10 employees

Public Interest Research Group in
Michigan
Political Organization

Wilson Law, PA.
Law Practice
2-10 employees

Tradassur sprl
Insurance

® Messaging
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Twitter
@NJRelay

11:30 AM

[ £

(@) ( Follow )

NJ Relay & CaprTel

@NJRelay

Everyone deserves to communicate by
phone. Making communication easier for

people who are deaf, hard of hearing or
deaf-blind or speech-disabled.

@ New Jersey &' njrelay.com

40 Following 26 Followers

Tweets Tweets & replies Media  Lik

. NJRelay & CapTel - 10/28/16

w Fore more information, go to
njrelay.com/how-to-use fb.me/
1FhOzz4Pf

o Q0 o &4
. NJRelay & CapTel- 10/19/16
© Q L &

Page 213



Appendix O: Legislative Order Establishing TRS in New Jersey

Agenda Date: 6/19/02
Agenda item:4B

STATE OF NEW JERSEY
Board of Public Utilities
Two Gateway Center
Newark, NJ 07102
www. bpu.state.nj. us

TELECOMMUNICATIONS

IN THE MATTER OF A REQUESTFOR ) ORDER OF APPROVAL
PROPOSAL FOR OPERATION OF )

A TELECOMMUNICATIONS )

RELAY SYSTEM ) DOCKET NO. TX02020070

(Service List Attached)

BY THE BOARD:

By this Order, the New Jersey Board of Public Utilities (Board) selects a provider of
Telecommunications Relay System (TRS) services for three years with the potential for two
one-year extensions, following an extensive public bidding and evaluation process.

Background

TRS is a form of operator assistance that provides translator service between speech and/or
hearing impaireq individuals with Text Telephones (TTYs), and the general body of telephone
users. This system allows those with speech and/or hearing impairments to access
telecommunications services never before available to them. Thus, all citizens of New Jersey,
not just those with hearing and/or speech loss, need the continued availability of quality TRS
service in order to efficiently and effectively communicate with each other.

Effective July 26, 1990, Congress enacted and the President signed the federal Americans with
Disabilities Act (ADA), P.L. 101-336, 104 Stat. 327 (codified at42 U.S.C. § 12101 et seq. and
47 U.S.C. §201 et seq.). The ADA, among cther things, amends Title 1V of the Communications
Act of 1934 by incorporating provisions regarding telecommunications relay services for
hearing-impaired and speech-impaired individuals. Specifically, in Title [V, the ADA mandates
that the Federal Communications Commission (FCC) ensure that interstate and intrastate
telecommunicarions relay services are available, to the extent possible and in the most efficient
manner, to individuals throughout the United States with hearing and speech disabilities. 47
U.S.C. §225(b). The intent of Title IV of the ADA is 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 1o those provided to individuals without hearing or

speech disabilities.

On October 15, 1990, this Board issued its first Request for Proposal (RFP} for the provision of
telecommunications relay services. From the four respondents to that RFP, on August 28,
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1991, the Board of Regulatory Commissioners, since renamed the Board of Public Utilities,
chose AT&T Corporation (AT&T) to provide relay services in New Jersey.

In 1992, the Board determined that it would fund a statewide coordinated telecommunications
relay system through a company funding method which recognized TRS services as basic
exchange services. Accordingly, the Board directed that New Jersey local exchange carriers
(LECs) and interexchange carriers (IXCs) should provide for the cost of TRS, and ordered that
the share to be paid by each company would be based on the ratio of that company’s revenue
to the total New Jersey revenues of all local exchange and interexchange carriers. I/MJO the
Funding of the New Jersey Statewide Dual Party Relay System, Docket No. TX89050481
(March 9, 1992). By Decision and Order dated September 1, 1993, in the same docket, the
Board implemented certain funding methods and procedures whereby TRS costs are
apportioned among all LECs and IXCs whose revenue share is at least one half of one percent
(0.5%) of the total New Jersey intrastate gross annuat operating revenues for all carriers. Thus,
TRS services are currently paid for by the State's three incumbent local exchange carriers,
Verizon New Jersey, Inc. (VNJ), United Telephone Company of New Jersey, Inc. (UNJ), and
Warwick Valley Telephone Company (Warwick), and its four largest interexchange carriers,
AT&T Communications of New Jersey, Inc. (AT&T-NJ), MCl/WorldCom Communications
Telecommunications Corporation (MC!1), Metropolitan Fiber System (Metropolitan), and Sprint
Communications Company, L.P. (Sprint). As additional carriers enter the State’s local and
interexchange markets due to increased competition fostered by the Telecommunications Act of
1996, 104-104, 110 Stat. 56 (codified at 47 U.S.C. §§151 et seq.), additional carriers may be
called upon to assume a share of the funding responsibility for TRS costs.

On November 3, 1995, the Board approved issuance of a second RFP (Docket No.
TX95070318), for the selection of a provider of refay services for three (3) years to commence
on or about May 1, 1996 with two (2) possible one-year extensions. By Order dated February §,
1997, the Board again selected AT&T as the service provider. The second contract was
approved at the Board meeting of July 30, 1997 and an Order issued on that date, effective
August 1, 1997. This contract was extended three times with the final extension to end on

July 31, 2002. The extensions were granted by an Order dated July 28, 1999 in Docket No.
TX89070444, an Order dated August 17, 2000 in Docket No. TX00070467 and an Order dated
April 27, 2001 in Docket No. TR00120938.

At its agenda meeting of March 6, 2002, the Board approved the issuance of a third RFP for the
provision of a telecommunications relay system. This RFP was then sent to nine potential
bidders on March 8, 2002 with a requested return date of April 15, 2002. Four companies
(AT&T, Sprint, Excel Global Service and Hamilton Telecommunications) responded by the

April 15, 2002 deadline. No other company responded subsequent to that date.

The RFP requested bids for four possible scenarios:

{a) an In-State system with a $100,000 outreach budget;

(b) an In-State system with a $500,000 outreach budget;

{c) an Out-of-State system with a $100,000 outreach budget; and
(d) an Out-of-State system with a $500,000 outreach budget.

In addition, respondents were asked to provide any additional price increment which would be
necessary for provision of video relay or tntemet protocol relay. The In-State scenarios
requested a bid for a relay system that would be physically located in New Jersey, while the
regional scenarios requested bids for relay systems that were not fimited to New Jersey. All

BPU Docket NO. TX02020070
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respondents to the RFP except Excel provided responses to each of these scenarios. Excel's
response did not include an In-State system and its Out-of State system would be in Canada.

Di .

At the request of the Board, and as provided for in the RFP, a TRS Evaluation Committee
(Committee) was formed, composed of representatives from each of the following:

(a) the Board's Staff,

(b) the Division of Ratepayer Advocate;

(c) the Division of the Deaf and Hard of Hearing in the Department of Human
Services;

(d) the Attomey General’s Office;

(e)  the Division of Vocational Rehabilitation;

(4] the New Jersey Association of the Deaf

This Committee evaluated all of the respondents’ proposais on the basis of price, quality of
service and adaptability to new technologies. The Committee’s evaluation process gave
significant weight to service quality and the ability to adapt to new technologies. Although
pricing was considered, pricing represented less than 20% of the totai point score that could be

awarded to each respondent.

The two levels of outreach budgets were chosen to provide sufficient information to the public
on the types of outreach activities that could be possible under each level of expenditure. The
outreach function advertises the existence of the TRS and helps the users utilize the system as

efficiently and effectively as possible. In reviewing the outreach plans of each of the
respondents, it became evident to the TRS Evaluation Committee that, regardiess of which

company provided the TRS, the ability to advertise the system statewide and provide thorough
training in its use would be very limited under a $100,000 outreach budget. However, this ability
would be much less restricted with a $500,000 outreach budget because it would permit the

p 'rchase of radio, television and newspaper advertising. Thus, the Committee has
recommended, that the Board only consider the scenarios with the $500,000 outreach budget.
The FCC criteria, which all TRS services are required to meet pursuant to 47 C.F.R. §64.601 et
seq., formed the basic ieve! of RFP review. In addition to the FCC criteria, however, the
Committee reviewed the proposed TRS systems for service quality and adaptability. These
portions of the evaluation covered the following general areas:

(a) Quality of response — a measure of how accurately a respondent dealt with RFP
criteria in its response;

(b) System specifications;

(c) System design,;

(d) Operator standards;

(e)  Reporting requirements; and
U] Physical facilities.

BPU Docket NO. TX02020070
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* Placing major emphasis on the non-price related points (525 possible points out of 625
maximum possible points) assured an overall evaluation that would not be unduly influenced by
- price at the expense of service quality and the ability to adapt to new technologies.

The total points for each company were as f~"
el

In-State with $100K marketing plan

In-State with $500K marketing plan

Out-of-State with $100K marketing plan
Out-of-State with $500K marketing plan Vo

478
478

Included in these point totals were the followinr -~
3

In-State with $100K marketing plan
In-State with $500K marketing pfan :
Out-of-State with $100K marketing plan .81
Out-of-State with $500K marketing plan 88  wu 1.00 .82

* No company specifically requested more money for the provision of intemmet protocoi relay and
only one, Excel, stated it would increase the price for video relay.

Each member of the Selection Committee reviewed and scored the companies separately and
then met together to form a group consensus. Subsequently, they invited oral presentations
from the leading bidders, AT&T and Sprint. As the evaluation process was completed, the
Selection Committee recommended selection of Sprint. This recommendation was primarily
based on a perception that Sprint appears to have a more responsive attitude toward the deaf
community. In addition, both the Selection Committee and the Relay Advisory Board continue
to recommend an In-State system as being potentially more responsive to the needs of New
Jersey citizens. After reviewing the Selection Commi*tee recommendation (and in particular its
scoring resuits), the Director of Telecommunications recommended the selection of AT&T.

The Board concurs with the recommendation of the Selection Committee in regards to the
$500,000 marketing plan and the provisioning of the system on an In-State basis. In-State
operatars are more famifiar with local deaf language structure and local geography. However, it
does not concur with the Committee's recommendation for service provider. The Board will
select AT&T as the service provider because it has achieved a better overall score on the
evaluation criteria, it has received few comptaints regarding its provision of service in the past
ten years, indicating, to date, the adherence to high standards of service and it has ten years
experience serving the needs of New Jersey TRS users, Although the Board recognizes the
price difference between AT&T and Sprint, cther factors outweigh the price consideration. The

. Board has traditionally used evaluation criteria that emphasized technical requirements and

quality of service over price.

The provision of TRS involves a combination of sophisticated equipment and professional
services. The Board must ensure that the selected provider is capable of providing this
specialized service. Therefore, it is important to consider the provider's service record and
experience as well as it technical abilities and specialized training. The quality of service
provided by AT&T for the last ten years has been exceptional. Staff has indicated that no formal
complaints have been presented to the Board regarding AT&T's relay service despite the fact

BPU Docket NO. TX02020070
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that a significant number of calls are being handled. AT&T has operated the relay center
successfully since 1992, and has done so in a spirit of cooperation with the Relay Advisory
- Board, the Board and the hearing and speech impaired community. AT&T's ability to maintain a
consistently high service quality over a ten-year period assures the Board that it will continue to
provide such service when it infroduces intemet reiay and other new technologies.

Having thoroughly considered the record in this matter, including the responses to the RFP, the
recommendations of the Evaluation Committee and the Director of Telecommunications for the
foregoing reasons, the Board HEREBY FINDS that it is in the public interest to provide TRS
services from an In-State center. The Board FURTHER FINDS that an outreach program
funded at $500,000 per year best serves the public interest in ensuring that “intrastate
telecommunications relay services are available, to the extent possible,” to all the citizens of
New Jersey. 47 U.S5.C. § 225 (b). Finally, the Board HEREBY SELECTS AT&T as the provider
of TRS service on an in-State basis for three years. The price contained in AT&T's In-State
proposal shall be binding for an initial three-year period following Board approval of a contract
with AT&T. An additional two one-year extensions may be granted at the sole discretion of the
Board pursuant to the RFP. AT&T’s contractual obligations, at a minimum, shall include the
contents of the RFP and its proposal in response thereto, relevant FCC regulations and
standard State contract provisions. Failure of AT&T to accept these obligations in a contract or
similar acquisition instrument may result in cancellation of this award. The contract shall be

subject to the approval of the Beard.

BPU Docket NO. TX02020070
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Upon approval of the new TRS contract, the current rate embodied in AT&T's proposal shall

pecome effective.

DATED: @/,za /a:w

BOARD OF PUBLIC UTILITIES

[P A

NNE M. FOX
IDENT

FREDERICK F. BUTLER
COMMISSIONER

ATTEST:

KRIST! IZZO@}
SECRETARY

COMMISSIONER

Cornia

CONNIE O. HUGHE
COMMISSIONER

BPU Docket NO. TX02020070
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Service List

DOCKET NO. TX02020070

Paulette Beaudry-Klug, President
Nordia

3100 Cote-Vertu Boulevard, Suite 510

Saint-Laurent, Quebec
Canada H4AR2J8

D. Sue Docker, General Manager
AT&T Relay Service

295 North Maple Avenue
Basking Ridge, NJ 07920-1002

Andy Lange

Sprint

3100 Cumberland Circle-Building 11
Atlanta, Georgia 30338-5940

Dixie Ziegler

Hamitton Telecommunications
1001 12" Street

Aurora, NE 68818

Seema. M. Singh, Esq.

Acting Ratepayer Advocate
Lawanda Gilbert

Deputy Ratepayer Advocate
Division of Ratepayer Advocate
31 Clinton Street, 11" Floor
P.O. Box 46005

Newark, NJ 07101

James F. Murphy

James M. Corcoran

Bruce W. Gallagher

Division of Telecommunications
Board of Public Utilities

Two Gateway Center, 8" Fioor
Newark, NJ 07102

Ms. Patricia Ostrgren

Sprint .

6860 West 115" Street

Mail Stop - KSOPKSD0116
Overland, Kansas 66211 ~

Ms. Charlene Brown, AVP
AT&T

192 West State Street, 1% Floor
Trenton, New Jersey 08608

Warwick Valiey Telephone Company
Attn.. Accounts Payable

P.O. Box 592

Warwick, New York 10980

Erica Parkman

WorldCom

2520 Northwinds Parkway
Alpharetta, Georgia 30004

Eugene Provost, D.A.G.

Ray l.amboy, D.A.G.

Department of Law & Public Safety
124 Halsey Street, 5" Fioor
Newark, NJ 07102
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Appendix P: FCC's 2013 TRS Recertification Approving New Jersey Relay

Fe PUBLIC NOTICE

usk "

cRAL o
<OF Co
Sin0?

%o,

Federal Communications . .
News Media Information 202-418-0500

Commission 445 12th Street, S.W. Internet: http:/www.fcc.gov
TTY: 1-888-835-5322

Washington, D.C. 20554

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:

@ 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

(€)) 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(f)(2)(A); 47 C.F.R. § 64.604.

47 U.S.C. § 225(f)(2)(B).

47 C.F.R. § 64.606(d).

g A W N P
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certification by filing documentation in accordance with the Commission's rules, pursuant to 47

C.F.R. 88 64.606(a) and (b).

STATES APPROVED FOR CERTIFICATION

File No: TRS-46-12
Alabama Public Service Commission
Commerce State of Alabama

File No: TRS-47-12

Arkansas Deaf and Hearing Impaired
of Hearing State of Arkansas

File No: TRS-32-12

California Public Utilities Commission
Commission State of California

File No: TRS-48-12

Connecticut Department of Public Utility
Commission State of Connecticut

File No: TRS-49-12

Public Service Commission
District of Columbia

File No: TRS-51-12

Georgia Public Service Commission
Commission State of Georgia

File No: TRS-43-12

Idaho Public Service Commission
Commission State of Idaho

File No: TRS-08-12

Indiana Telephone Relay Access Corporation
Utilities Board State of Indiana
lowa

File No: TRS-07-12

Kansas Relay Services, Inc.
State of Kansas

File No: TRS-19-12
Department of
State of Alaska

File No: TRS-02-12

Commission for the Deaf and Hard
State of Arizona

File No: TRS-23-12

Colorado Public Utilities
State of Colorado

File No: TRS-35-12

Delaware Public Service
State of Delaware

File No: TRS-50-12

Florida Public Service Commission
State of Florida

File No: TRS-22-12

Hawaii Public Utilities
State of Hawaii

File No: TRS-10-12

Illinois Commerce
State of lllinois

File No: TRS-03-12

lowa
State of

File No: TRS-52-12

Kentucky Public Service Commission
Commonwealth of Kentucky
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File No: TRS-13-12

Louisiana Relay Administration Board
Commission State of Louisiana

File No: TRS-33-12

Telecommunications Access of Maryland
and Cable State of Maryland

File No: TRS-54-12

Michigan Public Service Commission
Commerce State of Michigan

File No: TRS-55-12

Mississippi Public Service Commission
Commission State of Mississippi

File No: TRS-56-12

Telecommunications Access Program
Commission 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
Service State of New York

File No: TRS-12-12

Information Technology Department
of Ohio State of North Dakota

File No: TRS-57-12

Oklahoma Telephone Association
Commission State of Oklahoma

File No: TRS-53-12

Maine Public Utilities
State of Maine

File No: TRS-34-12

Department of Telecommunications
Commonwealth of Massachusetts

File No: TRS-39-12

Minnesota Department of
State of Minnesota

File No: TRS-15-12

Missouri Public Service
State of Missouri

File No: TRS-40-12

Nebraska Public Service
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
State of North Carolina

File No: TRS-37-12

Public Utilities Commission
State of Ohio

File No: TRS-36-12

Oregon Public Utilities
State of Oregon
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File No: TRS-58-12

Pennsylvania Bureau of Consumer Services
Board Commonwealth of Pennsylvania

File No: TRS-59-12

Division of Public Utilities and Carriers
Corporation State of Rhode Island

File No: TRS-11-12

South Carolina Office of Regulatory Staff
Services State of South Carolina

File No: TRS-20-12

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

VVermont Department of Public Service
of Hearing State of Vermont

File No: TRS-27-12

Office of the Deaf and Hard of Hearing
West Virginia State of Washington

File No: TRS-01-12

Wisconsin Department of Administration
Rehabilitation State of Wisconsin

File No: TRS-28-12

Telecommunications Regulatory
Puerto Rico

File No: TRS-62-12

Micronesian Telecommunications
Saipan

File No: TRS-60-12

Department of Human
State of South Dakota

File No: TRS-17-12

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
Commonwealth of Virginia

File No: TRS-06-12

Public Service Commission of
State of West Virginia

File No: TRS-18-12

Division of Vocational
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 I1, 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).
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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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