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I. 
Introduction and Sum

m
ary

Pursuant to 47 C
.F.R

. §§ 64.606(a)(2) and (g), and in accordance w
ith the C

om
m

ission’s 

orders released on July 28 and O
ctober 17, 2011, Sorenson C

om
m

unications, Inc. (“Sorenson”) 

and C
aptionC

all, LLC
 (“C

aptionC
all”) subm

it this docum
ent, w

hich serves as both Sorenson’s 

update and verification of its D
ecem

ber 2, 2011 application for certification as a provider of 

Internet-based telecom
m

unications relay service (“iTR
S”), 1 and as C

aptionC
all’s application for 

its ow
n certification as a provider of iTR

S. 2

C
aptionC

all, through its affiliate Sorenson, has been part of an industry-leading team
 

providing com
m

unications services and products designed to enable deaf and hard-of-hearing 

individuals to com
m

unicate w
ith the hearing w

orld.  In light of a recent corporate reorganization 

in w
hich C

aptionC
all becam

e a sister-com
pany to Sorenson, rather than a Sorenson w

holly-

ow
ned subsidiary, 3 C

aptionC
all now

 seeks its ow
n certification as a provider of Internet Protocol 

C
aptioned Telephone Service (“IP C

TS”).  O
nce C

aptionC
all receives its ow

n certification, it 

w
ill subm

it its ow
n requests for com

pensation and be directly accountable to the C
om

m
ission for 

the IP C
TS services it provides in its ow

n right, rather than through Sorenson.  A
t that tim

e, 

1  
This update and verification is lim

ited to Sorenson’s com
pliance w

ith m
andatory 

m
inim

um
 standards related to Internet Protocol C

aptioned Telephone Service (“IP C
TS”).  

Sorenson has filed a separate update and verification of its com
pliance w

ith m
andatory m

inim
um

 
standards related to V

ideo R
elay Service. 

2  
C

aptionC
all’s application consists of this docum

ent and the exhibits subm
itted herew

ith.  
D

ue to their sensitive nature, the exhibits have been redacted from
 the public version of the 

application.
3 

In Sorenson’s M
ay 15, 2014 U

pdate and V
erification of Internet-B

ased TR
S C

ertification 
A

pplication, Sorenson noted that although C
aptionC

all is an affiliate rather than subsidiary 
follow

ing restructuring, “Sorenson w
ill rem

ain the certified IP C
TS provider, w

ith support from
 

C
aptionC

all.”  C
aptionC

all w
ill continue to provide support to Sorenson as the certified IP C

TS 
provider until the C

om
m

ission acts on this, its ow
n application. 
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2

Sorenson itself w
ould cease offering IP C

TS, as C
aptionC

all w
ould then directly provide IP C

TS 

to eligible consum
ers. 

Through its support of Sorenson’s IP C
TS offerings, by offering consum

ers cutting-edge 

equipm
ent and applications, and by staffing its netw

ork of 8 call centers w
ith highly skilled 

com
m

unications assistants (“C
A

s”), C
aptionC

all has already dem
onstrated its com

m
itm

ent to 

w
orking closely w

ith the deaf and hard-of-hearing com
m

unity to ensure that com
m

unications 

services continue to m
eet their needs.  In addition, on Septem

ber 23, 2014, C
aptionC

all launched 

an iPad application called “C
aptionC

all M
obile” in four states:  Texas, C

alifornia, N
ew

 Y
ork, 

and Florida, and w
ill gradually m

ake the service available in other states.  C
aptionC

all M
obile 

further m
eets the needs of the hard-of-hearing com

m
unity by allow

ing them
 to m

ake and receive 

captioned telephone calls on their iPad device. 

Since 2011, C
aptionC

all has, for Sorenson, provided its aw
ard-w

inning IP C
TS offerings, 

w
hich have earned a reputation for quality, reliability, and efficiency.  Indeed, w

ith and through 

Sorenson, C
aptionC

all has established a proven record of m
eeting and exceeding the 

C
om

m
ission’s m

inim
um

 standards.  A
s of N

ovem
ber 15, 2014, C

aptionC
all, through Sorenson, 

serves***B
E

G
IN

 C
O

N
FID

E
N

T
IA

L
***

***E
N

D

C
O

N
FID

E
N

T
IA

L
*** 
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II. 
Form

s of iT
R

S to B
e Provided (47 C

.F.R
. § 64.606(a)(2)(i)) 

Pursuant to the C
om

m
ission’s July 28, 2011 O

rder, C
aptionC

all, through Sorenson, 

currently provides IP C
TS under a grant of interim

 eligibility to Sorenson. 4  Sorenson, w
hich 

form
erly operated under contract w

ith the State of U
tah’s FC

C
 certified TR

S program
, tim

ely 

filed its C
ertification A

pplication on D
ecem

ber 2, 2011, and updated that application on 

D
ecem

ber 3, 2012, D
ecem

ber 3, 2013, February 28, 2014, and M
ay 15, 2014.  Furtherm

ore, on 

A
pril 24, 2014, the C

om
m

ission granted conditional approval for the reorganized Sorenson 

entity—
controlled by Franklin M

utual A
dvisers LLC

 and G
SO

 C
apital Partners LP (or certain 

investm
ent funds m

anaged or sub-advised by these entities)—
that em

erged from
 bankruptcy, to 

continue Sorenson’s provision of TR
S. 5

III. 
M

eeting N
on-W

aived M
inim

um
 Standards (47 C

.F.R
. § 64.606(a)(2)(ii)) 

A
s explained in the chart that follow

s, C
aptionC

all’s service, provided through Sorenson, 

currently does and w
ill continue to m

eet all of the non-w
aived m

inim
um

 standards applicable to 

IP C
TS

6 w
hen provided by C

aptionC
all directly rather than through Sorenson.

4
See Structure and Practices of the Video Relay Service Program

, Second R
eport and 

O
rder, 26 FC

C
 R

cd. 10,898, 10,922, ¶ 59 (2011) (granting interim
 eligibility for “any iTR

S 
provider currently eligible to receive com

pensation directly from
 the TR

S Fund via a m
eans 

other than C
om

m
ission certification,” to expire “(1) 35 days after this application deadline, in the 

event no application is tim
ely filed; (2) 35 days after C

om
m

ission dism
issal or denial of the 

application for certification in the event of C
om

m
ission dism

issal or denial; or (3) upon 
C

om
m

ission grant of the application for certification in the event of C
om

m
ission grant”).   

5
G

rant of C
onditional C

ertification for Sorenson C
om

m
c’ns, Inc., as Reorganized 

Pursuant to C
hapter 11, to Provide Internet-Based Telecom

m
unications Relay Servs. Pending 

C
om

m
’n Action on Sorenson’s Application for C

ertification, Public N
otice, 29 FC

C
 R

cd. 4111 
(2014).
6 

W
ith respect to som

e of the non-w
aived m

inim
um

 standards, the C
om

m
ission’s 

requirem
ents are am

biguous and the C
om

m
ission has not provided additional guidance as to 
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ST
A

N
D
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D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

C
A

 T
raining

47 C
.F.R

. § 
64.604(a)(1)(i)

-- 
C

aptionC
all has developed a robust in-house training 

program
 in w

hich its IP C
TS C

A
s are instructed in 

depth on m
eeting the needs of deaf and hard-of-

hearing consum
ers, com

plying w
ith the regulatory 

standards applicable to C
A

s, and the operational and 
technological aspects of C

aptionC
all’s services and 

equipm
ent.  Its C

A
s are trained for an average of 

***B
E

G
IN

 C
O

N
FID

E
N

T
IA

L
***

***E
N

D
 C

O
N

FID
E

N
T

IA
L

***.
C

A
 Skills 

47 C
.F.R

. § 
64.604(a)(1)(ii)

Partial w
aiver 7 

A
s part of its robust training program

, C
aptionC

all 
ensures that its C

A
s handling IP C

TS calls are 
sufficiently skilled in typing, gram

m
ar, and spelling; 8

that they are fam
iliar w

ith hearing and speech-
disability cultures, and etiquette; and that they 
possess clear and articulate voice com

m
unications 

skills. 
C

A
 T

yping

47 C
.F.R

. § 
64.604(a)(1)(iii)

-- 
C

aptionC
all’s IP C

TS C
A

s are all able to type m
ore 

than 60 w
ords per m

inute (w
ith the use of 

technological aids). 9

their m
eaning.  In those cases, C

aptionC
all provides the follow

ing enum
eration utilizing its 

understanding of the scope or substance of these requirem
ents. 

7
See Telecom

m
unications Relay Services &

 Speech-to-Speech Services for Individuals 
w

ith H
earing &

 Speech D
isabilities, D

eclaratory R
uling, 22 FC

C
 R

cd. 379, 392 ¶ 30 n.105 
(2007) (“IP C

TS W
aiver O

rder”) (w
aiving in certain circum

stances the requirem
ent that IP C

TS 
C

A
s are com

petent in interpreting w
ritten A

SL). 
8  

C
aptionC

all does not separately assess C
A

s for com
petence in interpretation of 

“typew
ritten A

SL.”  The C
om

m
ission has recognized that this requirem

ent sim
ply does not apply 

to IP C
TS because “the user does not type the outbound m

essage.”  See Telecom
m

unications 
Relay Services &

 Speech-to-Speech Services for Individuals w
ith H

earing &
 Speech D

isabilities,
21 FC

C
 R

cd. 9147, 9149 (2006).
9

See IP C
TS W

aiver O
rder ¶ 30 n.105 (w

aiving in certain circum
stances the requirem

ent 
to test typing speeds of IP C

TS C
A

s). 
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O
M
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N
C
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G
ender Preference

47 C
.F.R

. § 
64.604(a)(1)(vi)

W
aived

10 
-- 

C
onfidentiality R

ule

47 C
.F.R

. § 
64.604(a)(2)(i)

-- 
C

aptionC
all bars its C

A
s from

 disclosing the content 
of any relayed conversation, except as authorized by 
47 U

.S.C
. § 605.

A
ccuracy R

ule 

47 C
.F.R

. § 
64.604(a)(2)(ii)

-- 
C

aptionC
all bars its C

A
s from

 intentionally altering 
the conversations they relay.  C

aptionC
all term

inates 
IP C

TS calls if the C
A

 determ
ine both parties of the 

call are in the sam
e location or if the C

A
 determ

ines 
the user is captioning a television show

..
Sequential C

alls 
47 C

.F.R
. § 

64.604(a)(3)(i)

W
aived

11 
-- 

C
all L

ength
47 C

.F.R
. § 

64.604(a)(3)(i)

-- 
C

aptionC
all does not lim

it the length of calls. 

T
ypes of C

alls

47 C
.F.R

. § 
64.604(a)(3)(ii)

C
onditional

exem
ption

12
The C

aptionC
all’s fixed endpoint connects to the 

user’s select carrier. Through that carrier users can 
m

ake and receive any type of call they choose.  
C

aptionC
all’sC

aptionC
all M

obile service, through 
Sorenson, allow

s for any type of call. U
sers are not 

charged for long-distance calls. Long distance calls 
can also be placed using calling cards or credit cards. 

T
w

o-line V
C

O
, 

V
C

O
-to-T

T
Y

, and 
V

C
O

-to-V
C

O
47 C

.F.R
. § 

64.604(a)(3)(v)(2)

-- 
C

aptionC
all, through Sorenson, supports V

C
O

. 13

10
See IP C

TS W
aiver O

rder ¶ 30. 
11

See IP C
TS W

aiver O
rder ¶ 30 n.105 (w

aiving in certain circum
stances the requirem

ent 
that IP C

TS C
A

s m
ay not refuse sequential calls). 

12
See Telecom

m
unications Relay Services &

 Speech-to-Speech Services for Individuals 
w

ith H
earing &

 Speech D
isabilities, R

eport and O
rder, O

rder, D
eclaratory R

uling, and Further 
N

otice of Proposed R
ulem

aking, FC
C

 14-125 ¶¶ 11-15 (2014) (“2014 W
aiver O

rder”). 
13  

The C
om

m
ission has concluded that “a call betw

een tw
o captioned telephone relay users 

are essentially a form
 of V

C
O

-to-V
C

O
 and, accordingly, a w

aiver of the V
C

O
-to-V

C
O

 
requirem

ent is unnecessary for IP C
TS and C

TS providers.”  2014 W
aiver O

rder ¶ 49. 
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A
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D
W

A
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E
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C
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N
C

A
L

L
’S C

O
M
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N
C

E
  

Speed D
ialing

47 C
.F.R

. § 
64.604(a)(3)(vi)(2)

-- 
C

aptionC
all, through Sorenson, offers speed dialing 

capability through a user’s iTR
S access technology 

(either the C
aptionC

all endpoint or the C
aptionC

all 
M

obile application), such as through one-touch 
dialing.

T
hree-w

ay C
alling

47 C
.F.R

. § 
64.604(a)(3)(vi)(3)

-- 
C

aptionC
all, through Sorenson, m

eets the three-w
ay-

calling requirem
ent by ensuring that its 

C
om

m
unications A

ssistants handle a three-w
ay call 

arranged by the hearing party just as they w
ould 

handle any other call.  14  C
aptionC

all M
obile allow

s 
custom

ers to participate in three-w
ay calls that are 

initiated by another party to the call.  C
aptionC

all 
M

obile custom
ers cannot currently initiate a three-

w
ay call, as the application does not currently have a 

flash-hook feature. 
V

oice M
ail 

47 C
.F.R

. § 
64.604(a)(3)(vii) &

 
(viii) 

-- 
C

aptionC
all, through Sorenson, offers an “answ

ering 
m

achine” m
ode on its fixed endpoints, w

hich allow
s 

custom
ers to see captions w

hen listening to m
essages 

that are either recorded on a stand-alone answ
ering 

m
achine or through a voice m

ail service provided by 
their local exchange carrier. 

C
aptionC

all M
obile provides built-in voicem

ail 
service to the custom

er’s assigned phone num
ber. 

V
oice m

essages can be captioned w
hen they are 

retrieved.

14  
The C

om
m

ission has stated that TR
S providers satisfy the three-w

ay calling requirem
ent 

if they “ensure that the TR
S facility or C

A
 facilitates or handles a three-w

ay call, as the C
A

 
w

ould handle any TR
S call, w

here and to the extent the three-w
ay call has been arranged by any 

one of the parties to the call, e.g., using a party’s LEC
-provided custom

 calling service (C
C

S), by 
bridging tw

o telephone lines via custom
er term

inal equipm
ent, or by som

e other m
eans.”  See

Telecom
m

unications Relay Services and Speech-to-Speech Services for Individuals w
ith H

earing 
and Speech D

isabilities, O
rder, 20 FC

C
 R

cd 3689, 3691 ¶ 8 (2005).  The C
om

m
ission has 

further clarified “that TR
S providers are not required to be able to arrange, initiate, or set up a 

three-w
ay call (but they m

ay do so)... so long as the provider is able to handle or facilitate a 
three-w

ay call, in som
e m

anner, w
hether initiated by one of the parties to the call or set up by the 

provider.”
Id.
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Speed of A
nsw

er for 
IP C

T
S

47 C
.F.R

. § 
64.604(b)(2)(ii)

-- 
A

s reflected in its m
onthly data subm

issions to the 
Fund adm

inistrator, C
aptionC

all’s IP C
TS, provided 

through Sorenson, routinely exceeds the speed-of-
answ

er requirem
ent that 85%

 of all calls are 
answ

ered w
ithin 10 seconds m

easured on a daily 
basis. 

E
qual A

ccess to 
IX

C
s 

47 C
.F.R

. § 
64.604(b)(3)

C
onditional

Exem
ption

15
C

aptionC
all’s C

aptionC
all M

obile service, through 
Sorenson, does not charge for long distance service 
and is exem

pt from
 this requirem

ent. 

24/7 O
perations

47 C
.F.R

. § 
64.604(b)(4)(i)

-- 
C

aptionC
all’s IP C

TS service, provided through 
Sorenson, is available 24 hours per day, 7 days per 
w

eek.

C
aptionC

all’s equipm
ent has the technical capacity to 

handle up to ***B
E

G
IN

 C
O

N
FID

E
N

T
IA

L
***

**E
N

D
 C

O
N

FID
E

N
T

IA
L

*** 
R

edundancy

47 C
.F.R

. § 
64.604(b)(4)(ii)

-- 
C

aptionC
all’s operations include m

ultiple 
redundancy features and safeguards, including 
em

ergency generators to ensure uninterruptable 
pow

er for em
ergency use. 

C
aller ID

47 C
.F.R

. § 
64.604(b)(6)

-- 
For IP C

TS calls using C
aptionC

all’s fixed end 
points, the custom

er’s underlying carrier, not the IP 
C

TS provider, handles all call routing and passes 
through data to the interconnecting carrier.
A

ccordingly, C
aptionC

all is not in a position as a 
m

atter of call architecture to pass through any IP C
TS 

call or num
bering data. 

The C
aptionC

all M
obile application passes the 

caller’s caller ID
 data to the interconnecting carrier.

15
2014 W

aiver O
rder ¶ 15. 
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ST
A

N
D

A
R

D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

C
om

plaint L
ogs and 

Procedures 

47 C
.F.R

. § 
64.604(c)(1), (6) 

-- 
C

aptionC
all m

aintains logs of all com
plaints it 

receives that allege violations of the federal TR
S 

m
andatory m

inim
um

 standards.  The logs include the 
date the com

plaint w
as filed, the nature of the 

com
plaint, the date of resolution, and the nature of 

resolution.  C
aptionC

all’s com
plaint procedures are 

detailed in § X
 below

. 
C

om
plaint C

ontact 
Point

47 C
.F.R

. § 
64.604(c)(2)

-- 
C

aptionC
all’s contact person for iTR

S consum
er 

inform
ation and com

plaints is: 
B

ruce Peterson 
Senior D

irector of M
arketing 

4215 South R
iverboat R

oad 
Salt Lake C

ity, U
T  84123 

V
oice: (801) 293-6564 

Fax: (877) 567-6244 
Em

ail: bpeterson@
captioncall.com

 
Publicity re iT

R
S 

47 C
.F.R

. § 
64.604(c)(3)

-- 
A

lthough the FC
C

 has initiated a pilot program
 to 

perform
 TR

S outreach and no longer allow
s IP C

TS 
and V

R
S providers to include the cost of outreach in 

their yearly cost subm
issions, C

aptionC
all, through 

Sorenson, publicizes the availability of iTR
S through 

print prom
otional m

aterials, w
eb-based prom

otional 
m

aterials, sponsorship arrangem
ents, and other 

m
eans.  C

aptionC
all, through Sorenson, does not 

include the cost of these activities in its yearly cost 
subm

issions. 
R

ates

47 C
.F.R

. § 
64.604(c)(4)

-- 
C

aptionC
all does not charge its custom

ers anything 
for its iTR

S.   

C
ost Inform

ation 
and other D

ata 
Subm

issions

47 C
.F.R

. § 
64.604(c)(5)

-- 
C

aptionC
all m

aintains and subm
its, through 

Sorenson, required cost data and other data to the 
FC

C
 and to the Fund adm

inistrator. 



Subject to R
equest for C

onfidential T
reatm

ent 
 

Pursuant to 47 C
.F.R

. §§ 0.457, 0.459 

9

ST
A

N
D

A
R

D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

W
histleblow

er 
N

otice

47 C
.F.R

. § 
64.604(c)(5)(iii)(M

)

-- 
C

aptionC
all has provided a com

plete description of 
the iTR

S w
histleblow

er protections to all of its 
em

ployees.  C
aptionC

all includes instructions for 
reporting noncom

pliance as part of its TR
S 

C
om

pliance M
anual and TR

S C
om

pliance Training, 
w

hich is on the hom
e page of the com

pany H
R

 
Intranet site.  This includes the U

R
L and phone 

num
ber for the FC

C
’s w

histleblow
er hotline.  

T
R

S C
ustom

er 
Inform

ation 

47 C
.F.R

. § 
64.604(c)(7)

-- 
C

aptionC
all does not use its subscribers’ profile data 

for any purpose other than to connect TR
S calls. 16

N
either C

aptionC
all nor its em

ployees sell, distribute, 
share, or reveal the profile data unless com

pelled by 
law

 to do so. 
N

o Incentives to U
se 

IP C
T

S 
47 C

.F.R
. § 

64.604(c)(8)

-- 
C

aptionC
all prohibits its officers, directors, 

em
ployees, contractors, and agents from

 offering or 
providing to any person or entity that registers to use 
IP C

TS any form
 of direct or indirect incentives, 

financial or otherw
ise, to register for or use IP C

TS.
C

aptionC
all prohibits its officers, directors, 

em
ployees, contractors, and agents from

 offering or 
providing to a hearing health professional any direct 
or indirect incentives, financial or otherw

ise, that are 
tied to a consum

er's decision to register for or use IP 
C

TS, nor does it have joint m
arketing arrangem

ents 
w

ith any hearing health professionals. 

16
See Telecom

m
unications Relay Services &

 Speech-to-Speech Services for Individuals 
w

ith H
earing &

 Speech D
isabilities, R

eport and O
rder and Further N

otice of Proposed 
R

ulem
aking, 15 FC

C
 R

cd. 5140, 5173-76 ¶¶ 77-84 (2000) (defining “profile data” and 
lim

itations on its use). 
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ST
A

N
D

A
R

D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

IP C
T

S R
egistration 

and C
ertification 

47 C
.F.R

. § 
64.604(c)(9)

-- 
C

aptionC
all, through Sorenson, com

plies w
ith the 

rule requiring the collection of each new
 custom

er’s 
nam

e, address, telephone num
ber, date of birth, and 

last four social security digits.  In addition, 
C

aptionC
all has begun the process of collecting date-

of-birth and last four social security digits from
 each 

existing custom
er, w

ho began receiving C
aptionC

all 
service before M

arch 6, 2013.  C
aptionC

all also 
collects a separate self-certification from

 the 
consum

er before requesting com
pensation from

 the 
TR

S fund.  In addition, C
aptionC

all is collecting 
third-party professional certifications from

 all 
custom

ers w
ho began receiving service before M

arch 
6, 2013 and paid less than $75 for their equipm

ent. 
IP C

T
S R

egistration 
R

ecords and 
C

onfidentiality 
47 C

.F.R
. § 

64.604(c)(9)

-- 
C

aptionC
all m

aintains records of any registration and 
certification inform

ation for a period of at least five 
years after the consum

er ceases to obtain service, and 
does not disclose such registration and certification 
inform

ation or the content of such registration and 
certification inform

ation except as required by law
 or 

regulation.
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ST
A

N
D

A
R

D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

IP C
T

S E
quipm

ent 
L

abel
47 C

.F.R
. § 

64.604(c)(11)

-- 
C

aptionC
all labels the IP C

TS equipm
ent it 

distributes w
ith the follow

ing label: “FED
ER

A
L 

LA
W

 PR
O

H
IB

ITS A
N

Y
O

N
E B

U
T R

EG
ISTER

ED
 

U
SER

S W
ITH

 H
EA

R
IN

G
 LO

SS FR
O

M
 U

SIN
G

 
TH

IS D
EV

IC
E W

ITH
 TH

E C
A

PTIO
N

S O
N

.”  
C

aptionC
all has distributed this label to consum

ers 
w

ho have C
aptionC

all equipm
ent w

ithout the label.
For consum

ers of C
aptionC

all softw
are, this language 

appears each tim
e the consum

er logs into the 
application.

C
aptionC

all m
aintains, w

ith each consum
er’s 

registration records, records describing any IP C
TS 

equipm
ent provided, directly or indirectly, to such 

consum
er, stating the am

ount paid for such 
equipm

ent, and stating w
hether the required label w

as 
affixed to such equipm

ent prior to its provision to the 
consum

er.  For consum
ers w

ho received C
aptionC

all 
IP C

TS equipm
ent prior to July 11, 2014, such 

records state w
hether and w

hen the required label 
required w

as distributed to such consum
er.  

C
aptionC

all m
aintains such records for a m

inim
um

 
period of five years after the consum

er ceases to 
obtain service from

 the provider. 
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ST
A

N
D

A
R

D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

E
m

ergency C
all 

H
andling

47 C
.F.R

. § 64.605 

-- 
C

aptionC
all, through Sorenson, provides em

ergency 
calling service in full com

pliance w
ith the FC

C
’s 

rules.  For IP C
TS calls using a hard endpoint, 

C
aptionC

all provides captioning for em
ergency calls, 

and the custom
er’s underlying carrier handles call 

routing and delivery to and from
 the PSA

P.  

From
 all C

aptionC
all M

obile custom
ers, C

aptionC
all 

collects R
egistered Location inform

ation.  For 911 
calls placed through the C

aptionC
all M

obile service, 
C

aptionC
all transm

its the call, as w
ell as A

N
I and the 

caller’s R
egistered Location, to the PSA

P, designated 
statew

ide default answ
ering point, or A

ppropriate 
Local Em

ergency A
uthority that serves the caller's 

R
egistered Location.  C

aptionC
all also places 911 

calls in the queue ahead of other calls.  W
henever 

possible, C
aptionC

all M
obile 911 calls are routed 

through the use of A
N

I and, if necessary, pseudo-
A

N
I, and the caller’s R

egistered Location is available 
to the appropriate PSA

P, designated statew
ide default 

answ
ering point, or appropriate local em

ergency 
authority from

 or through the appropriate A
LI 

database.

Speech-to-Speech 
Service

W
aived

17 
-- 

17
IP C

TS W
aiver O

rder ¶ 30. 
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ST
A

N
D

A
R

D
W

A
IV

E
R

C
A

PT
IO

N
C

A
L

L
’S C

O
M

PL
IA

N
C

E
  

Im
perm

issible U
se of 

C
PN

I 
47 C

.F.R
. §§ 64.5105, 

5107, 5108, 5109, 
5110

-- 
C

aptionC
all, through Sorenson, com

plies w
ith the 

C
om

m
ission’s C

PN
I rules.  C

aptionC
all uses or 

discloses C
PN

I only to the extent allow
ed by the 

C
om

m
ission’s rules, w

hich w
ould include providing 

access to C
PN

I to the TR
S Fund adm

inistrator or the 
C

om
m

ission for the purpose of adm
inistration and 

oversight of the TR
S Fund, including the 

investigation and prevention of fraud, abuse, and 
m

isuse of TR
S and seeking repaym

ent to the TR
S 

Fund for non-com
pensable m

inutes.   

C
aptionC

all does not use, disclose, or perm
it access 

to C
PN

I to m
arket to a custom

er TR
S offerings that 

are w
ithin a category of TR

S for w
hich C

aptionC
all 

is not currently the default provider for that custom
er 

w
ithout custom

er approval, unless otherw
ise 

perm
itted by the C

om
m

ission’s rules, such as for 
regaining form

er custom
ers by m

arketing the sam
e 

category of service from
 w

hich C
PN

I w
as obtained to 

that form
er custom

er.  C
aptionC

all does not identify 
or track C

PN
I of custom

ers that call com
peting TR

S 
providers and does not use, disclose, or perm

it access 
to C

PN
I related to a custom

er call to a com
peting 

TR
S provider. 

C
aptionC

all and its affiliate Sorenson do not share 
C

PN
I am

ong them
selves unless the custom

er (1) has 
selected Sorenson as its default provider for V

R
S and 

uses C
aptionC

all for IP C
TS; or (2) has consented. 

C
aptionC

all and its affiliate, Sorenson, have adopted 
a detailed policy governing the use of C

PN
I in order 

to ensure com
pliance w

ith the C
om

m
ission’s C

PN
I 

rules.  O
nce the C

om
m

ission grants its application for 
certification and C

aptionC
all itself becom

es a 
certified iTR

S provider, it w
ill subm

it an annual 
certification of com

pliance w
ith the C

om
m

ission’s 
C

PN
I rules as required by 47 C

.F.R
. § 5109(e). 18

18  
C

aptionC
all includes for reference as A

ddendum
 2 to this application Sorenson and 

C
aptionC

all’s C
PN

I C
ertification and Statem

ent of O
perating Procedures. 
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IV
. 

E
ntities W

ith O
w

nership / C
ontrol Interests (47 C

.F.R
. § 64.606(a)(2)(ii)(B

))

Section 64.606(a)(2)(ii)(B
) of the C

om
m

ission’s rules requires applicants to list all 

“individuals or entities that hold at least a 10 percent equity interest in the applicant, have the 

pow
er to vote 10 percent or m

ore of the securities of the applicant, or exercise de jure or de facto 

control over the applicant.”  There are tw
o such entities in C

aptionC
all’s case:

1.  C
ertain funds m

anaged, advised, or sub-advised by G
SO

 C
apital Partners LP 

and its affiliates (collectively, “G
SO

”) ***B
E

G
IN

 C
O

N
FID

E
N

T
IA

L
*** ***E

N
D

C
O

N
FID

E
N

T
IA

L
***

2.  C
ertain investm

ent funds for w
hich Franklin M

utual A
dvisers LLC

 

(“Franklin”) acts as an investm
ent advisor ***B

E
G

IN
 C

O
N

FID
E

N
T

IA
L

*** 

***E
N

D
 C

O
N

FID
E

N
T

IA
L

***

The funds m
anaged, advised, or sub-advised by G

SO
 and such funds for w

hich Franklin 

acts as investm
ent advisor hold equity interests in C

aptionC
all’s ultim

ate parent, Sorenson 

H
oldings, LLC

 (“N
ew

 H
oldco”), w

hich w
as form

ed upon the conversion of Sorenson H
oldings, 

Inc. to a lim
ited liability com

pany upon the effective date of the plan of reorganization of 

Sorenson and its affiliates and holds a 100%
 indirect interest in C

aptionC
all.   
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V
. 

D
escription of O

rganizational Structure (47 C
.F.R

. § 64.606(a)(2)(ii)(B
))

Section 64.606(a)(2)(ii)(B
) of the C

om
m

ission’s rules requires applicants to describe 

their organizational structure.  A
 copy of a diagram

 presenting C
aptionC

all’s organizational 

structure is attached at Exhibit 1.  

V
I. 

N
am

es of E
xecutives, O

fficers, M
em

bers of B
oard (47 C

.F.R
. § 64.606(a)(2)(ii)(B

))

Section 64.606(a)(2)(ii)(B
) of the C

om
m

ission’s rules requires applicants to provide “the 

nam
es of its executives, officers, m

em
bers of its board of directors, general partners (in the case 

of a partnership), and m
anaging m

em
bers (in the case of a lim

ited liability com
pany).”  

C
aptionC

all does not have any general partners or m
anaging m

em
bers.  The nam

es of its 

executives, officers, and board m
em

bers are included on the list attached as Exhibit 2. 

V
II. 

N
um

ber of T
R

S E
m

ployees (47 C
.F.R

. § 64.606(a)(2)(ii)(C
)) 

Section 64.606(a)(2)(ii)(C
) of the C

om
m

ission’s rules requires IP C
TS applicants to 

provide “a list of the num
ber of applicant’s full-tim

e and part-tim
e em

ployees involved in TR
S 

operations, including and divided by the follow
ing positions: executives and officers; 

com
m

unications assistants, and persons involved in m
arketing and sponsorship activities.”  The 

requested inform
ation follow

s (effective N
ovem

ber 15, 2014): 

***B
E

G
IN

 C
O

N
FID

E
N

T
IA

L
***
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***E
N

D
 C

O
N

FID
E

N
T

IA
L

***

V
III. 

L
ist of Sponsorship A

greem
ents (47 C

.F.R
. § 64.606(a)(2)(ii)(E

)) 

Section 64.606(a)(2)(ii)(E) of the C
om

m
ission’s rules requires applicants to provide “a 

list of all sponsorship arrangem
ents relating to Internet-based TR

S, including on that list a 

description of any associated w
ritten agreem

ents.”
A

 copy of C
aptionC

all’s list of sponsorship 

agreem
ents is attached as Exhibit 3.  For each sponsorship agreem

ent on the list, there is a 

w
ritten docum

ent, ranging from
 a one page em

ail for sim
ple sponsorships to docum

ents a few
 

pages long for m
ore extensive sponsorships, specifying the am

ount of the contribution and the 

term
s under w

hich the contribution w
ill be m

ade.

IX
.

Provider C
om

pliance W
ith E

ligibility R
equirem

ents (47 C
.F.R

. § 
64.606(a)(2)(ii)(F))

A
s required by 47 C

.F.R
. § 64.604(a)(2)(ii)(F), C

aptionC
all hereby describes the 

m
easures it take to ensure it does not and w

ill not request or collect paym
ent from

 the TR
S Fund 

for service to consum
ers w

ho do not satisfy the registration and certification requirem
ents in § 

64.604(c)(9), and an explanation of how
 these m

easures provide such assurance. 

C
aptionC

all requires all prospective subscribers to provide their nam
e, address, telephone 

num
ber, date of birth, and the last four digits of their social security num

bers.  In com
pliance 

w
ith the C

om
m

ission’s IP C
TS registration rules, C

aptionC
all does not activate service for 

custom
ers w

ho have not provided their nam
e, address, telephone num

ber, date of birth, and last 

four social security digits.  In addition, before requesting com
pensation from

 the A
dm

inistrator, 

C
aptionC

all rem
oves m

inutes of use associated w
ith any existing custom

er w
ho has not 

com
plied w

ith the applicable registration rules.  B
y activating service only for custom

ers w
ho 

have provided this inform
ation, and by scrubbing ineligible m

inutes from
 its com

pensation 
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subm
issions, C

aptionC
all ensures that it does not request com

pensation for m
inutes of use 

associated w
ith custom

ers w
ho do not com

ply w
ith the C

om
m

ission’s registration requirem
ents. 

C
aptionC

all requires all prospective custom
ers to subm

it a self-certification that com
plies 

w
ith the requirem

ents of 47 C
.F.R

. § 64.604(c)(9)(iii).  In com
pliance w

ith the C
om

m
ission’s 

certification rules, C
aptionC

all does not activate service for custom
ers w

ho have not subm
itted a 

self-certification that com
plies w

ith the requirem
ents of 47 C

.F.R
. § 64.604(c)(9)(iii).  In 

addition, before requesting com
pensation from

 the A
dm

inistrator, C
aptionC

all rem
oves m

inutes 

of use associated w
ith any existing custom

er w
ho has not com

plied w
ith the applicable self-

certification rules.  B
y activating service only for custom

ers w
ho have provided the required self-

certification, and by scrubbing ineligible m
inutes from

 its com
pensation subm

issions, 

C
aptionC

all ensures that it does not request com
pensation for m

inutes of use associated w
ith 

custom
ers w

ho do not com
ply w

ith the C
om

m
ission’s self-certification requirem

ents. 

X
. 

D
escription of C

om
plaint Procedures (47 C

.F.R
. § 64.606(a)(2)(iii)) 

 
C

aptionC
all directs users and em

ployees to report com
plaints through the em

ail address 

support@
captioncall.com

.  C
aptionC

all applies the follow
ing process to com

plaints it receives 

related to its services.   

***B
E

G
IN

 C
O

N
FID

E
N

T
IA

L
***
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***E
N

D
 C

O
N

FID
E

N
T

IA
L

***

X
I.

Statem
ent R

egarding A
nnual C

om
pliance R

eports (47 C
.F.R

. § 64.606(a)(2)(iv)) 

Pursuant to 47 C
.F.R

. § 64.606(a)(2)(iv), C
aptionC

all states that it w
ill file annual 

com
pliance reports dem

onstrating continued com
pliance w

ith the C
om

m
ission’s rules governing 

Telecom
m

unications R
elay Service. 
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Sorenson R
egulatory C

om
pliance Plan

A
s a provider of Telecom

m
unications R

elay Services (“TR
S”), Sorenson C

om
m

unications, Inc. 
(“Sorenson”) is com

m
itted to full and com

plete com
pliance w

ith the rules and regulations of the 
Federal C

om
m

unications C
om

m
ission (“FC

C
”).  This R

egulatory C
om

pliance Plan describes 
Sorenson’s policies, procedures, and practices for com

plying w
ith the C

om
m

unications A
ct (47 

U
.S.C

. § 151 et seq.), FC
C

 rules (47 C
.F.R

. § 64.601 et seq.), and the FC
C

’s Report and O
rder 

and Further N
otice of Proposed Rulem

aking, dated June 10, 2013 (¶ 134).

C
om

pliance O
ffice and Staff 

Sorenson’s com
pliance program

 is led by a C
om

pliance O
fficer and a Senior C

om
pliance 

A
nalyst (together, the “C

om
pliance O

ffice”).   The C
om

pliance O
fficer chairs Sorenson’s 

C
om

pliance C
om

m
ittee and is the senior officer responsible for im

plem
enting and overseeing 

Sorenson’s com
pliance w

ith FC
C

 rules.  Sorenson’s Senior C
om

pliance A
nalyst is a full-tim

e, 
dedicated com

pliance analyst w
ho reports to the C

om
pliance O

fficer and m
eets m

onthly w
ith the 

C
om

pliance C
om

m
ittee.  The Senior C

om
pliance A

nalyst has direct responsibility for the 
developm

ent, production, and m
aintenance of the com

pliance tools, reports, plans, tasks and 
activities for the m

anagem
ent of the Sorenson regulatory com

pliance system
.  The C

om
pliance 

O
ffice:D

evelops and m
aintains com

pliance policies, procedures, training m
aterials, and 

com
pliance records; 

Perform
s com

pliance analysis and leads the developm
ent, production, and m

aintenance 
of reporting m

ethods to detect and m
onitor any significant com

pliance deviations; 
W

orks w
ith departm

ent executives to ensure know
ledge of and com

pliance w
ith 

com
pany policies and procedures; 

Prepares regular com
pliance reports detailing observance of com

pany policies and 
regulatory requirem

ents; 
Investigates and reports com

pliance m
atters to Sorenson m

anagem
ent; and 

M
onitors corrective and preventive actions relating to non-com

pliance issues and 
findings.

The C
om

pliance O
ffice has the authority to m

onitor ongoing C
om

pany activities as they relate to 
FC

C
 R

ules, and has unlim
ited access to all C

om
pany files, records, and inform

ation needed to 
fulfill its com

pliance responsibilities.  This includes the right to interview
 C

om
pany em

ployees 
in connection w

ith potential instances of non-com
pliance.  The C

om
pliance O

ffice has access to 
sufficient internal and external resources, including outside counsel, to execute its com

pliance 
duties. 

Sorenson’s C
om

pliance C
om

m
ittee is com

posed of departm
ent executives from

 across the 
com

pany, including Engineering, Inform
ation System

s, O
perations, Sales and O

utreach, 
M

arketing, and Finance.   The C
om

m
ittee m

eets m
onthly to review

 any FC
C

-related issues, 
including regulatory changes and any com

pliance related policies or procedures.  A
t each 

m
eeting, the C

om
m

ittee:  (1) review
s the status of custom

er registration, certification, and 
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verification for TR
S services; (2) receives updates from

 departm
ent executives on the status of 

com
pliance w

ith term
s of FC

C
 orders; (3) review

s any outstanding item
s from

 the previous 
C

om
m

ittee m
eeting; and (4) m

akes assignm
ents on com

pliance action item
s for the next 

m
eeting.  Sorenson’s C

om
pliance A

nalyst docum
ents and m

aintains records of the C
om

m
ittee 

m
eetings.   

C
om

pliance M
anual 

Sorenson’s C
om

pliance O
ffice has developed and adopted a TR

S C
om

pliance M
anual 

(“C
om

pliance M
anual”).  The C

om
pliance M

anual is distributed to all Sorenson personnel w
ho 

perform
, supervise, oversee, or m

anage any activities that relate to Sorenson’s responsibilities 
under Section 225 of the C

om
m

unications A
ct and the TR

S rules (“C
overed Personnel”).  A

n 
electronic copy of the C

om
pliance M

anual is posted on Sorenson’s internal intranet site in the 
com

pliance section.  A
ll Sorenson em

ployees have access to the C
om

pliance M
anual on the 

intranet site.  The C
om

pliance O
ffice has responsibility for revising and updating the 

C
om

pliance M
anual, in consultation w

ith outside counsel, to m
aintain com

pliance w
ith all FC

C
 

rules and regulations.

C
om

pliance T
raining 

W
orking w

ith the necessary com
pany departm

ents, Sorenson’s C
om

pliance O
ffice has 

developed and im
plem

ented training on Sorenson’s C
om

pliance M
anual and the departm

ent-
specific policies and procedures for com

pliance w
ith FC

C
 R

ules.  The Senior C
om

pliance 
A

nalyst review
s and approves all training m

aterials, tracks all com
pleted and outstanding 

training, and coordinates training updates to address any changes to FC
C

 R
ules or Sorenson’s 

policies and procedures. 

 
O

fficer Training: 

Sorenson’s senior executives and officers have been trained on the C
om

pliance M
anual and the 

departm
ent-specific policies and procedures for com

pliance w
ith FC

C
 R

ules.  A
t the 

com
m

ittee’s m
onthly m

eetings, m
em

bers of the C
om

m
ittee receive updated training from

 the 
Senior C

om
pliance A

nalyst on any new
 FC

C
 R

ules and any new
 Sorenson policies or 

procedures.

Em
ployee Training: 

To conduct em
ployee training, the C

om
pliance O

ffice m
eets w

ith each departm
ent’s executive 

individually to review
 the FC

C
 R

ules applicable to the departm
ent.  The departm

ents custom
ize 

the C
om

pliance O
ffice’s base com

pliance training presentation to em
phasize the departm

ent-
specific policies and procedures that apply to their staff.  The C

om
pliance O

ffice review
s and 

approves all custom
ized departm

ent training m
aterials before training is provided.  Sorenson’s 

departm
ent executives conduct the m

ajority of em
ployee training through live group sessions, 

w
ith the rem

aining portion being conducted online through a learning m
anagem

ent system
.  

Training takes place annually or as TR
S R

ules are changed.  U
pon com

pletion of the training, 
em

ployees sign an electronic acknow
ledgm

ent indicating receipt of the C
om

pliance M
anual and 
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com
pletion of com

pliance training.  The acknow
ledgem

ents are tracked and m
aintained centrally 

by the C
om

pliance O
ffice.  

N
ew

 H
ire Training: 

A
ll new

ly hired em
ployees receive com

pliance training w
ithin 30 days of their start date.  For 

every hiring period, Sorenson’s H
um

an R
esources M

anager provides the Senior C
om

pliance 
A

nalyst a list of new
 em

ployees.  The list includes each new
 em

ployee’s start date, the 
em

ployee’s departm
ent, and the em

ployee’s supervisor.  The Senior C
om

pliance A
nalyst 

m
aintains that inform

ation in order to track the com
pletion of new

-hire com
pliance training.  The 

Senior C
om

pliance A
nalyst inform

s each new
 em

ployee’s supervisor of the requirem
ent to train 

the new
 em

ployee on both (1) Sorenson’s C
om

pliance M
anual, and (2) the departm

ent-specific 
policies and procedures for com

pliance w
ith FC

C
 R

ules.  A
ll com

pliance training m
aterials are 

review
ed, approved, and m

aintained by the Senior C
om

pliance A
nalyst.  W

hen the supervisors 
have confirm

ed that the new
-hire training is com

pleted, the Senior C
om

pliance A
nalyst updates 

the tracking spreadsheet. 

C
ontractor Training: 

The C
om

pliance O
ffice trains any contractor w

ho perform
, supervise, oversee, or m

anage any 
activities that relate to Sorenson’s responsibilities under, and com

pliance w
ith, Section 225 of 

the A
ct and the TR

S R
ules.  The training covers Sorenson’s C

om
pliance M

anual as w
ell as the 

specific Sorenson policies and procedures that are applicable to the contractor’s com
pliance w

ith 
FC

C
 R

ules.

Training U
pdates: 

The Senior C
om

pliance A
nalyst coordinates training of em

ployees w
hen a rule change im

pacts 
Sorenson’s TR

S services.  The C
om

pliance O
ffice identifies the affected departm

ents and w
orks 

w
ith the departm

ents to m
odify or create a procedure to address the rule change.  The 

C
om

pliance O
ffice review

s and approves all new
 policies and procedures.  The C

om
pliance 

O
ffice ensures that the departm

ents im
pacted by the new

 policy or procedure train their staff 
accordingly.  The C

om
pliance O

ffice review
s the training m

aterials, and tracks com
pletion of the 

training.

C
om

pliance R
eporting M

echanism
s 

Sorenson has established several m
echanism

s for em
ployees to report fraud, w

aste, or abuse.  
Each of these is described in the C

om
pliance M

anual, and explained to em
ployees as part of their 

com
pliance training.   

To report any com
pliance concern, em

ployees m
ay contact their supervisor or the executive 

officer of their departm
ent w

ho are instructed to contact the C
om

pliance O
ffice.  A

lternatively, 
em

ployees m
ay contact a “C

om
pliance H

otline” anonym
ously through a toll-free num

ber.  
Em

ployees m
ay also em

ail the C
om

pliance O
ffice directly via a dedicated em

ail address.  The 
Senior C

om
pliance A

nalyst m
onitors all reports m

ade through the C
om

pliance H
otline and the 
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com
pliance em

ail inbox.  The Senior C
om

pliance A
nalyst is responsible for responding to 

concerns, including elevating them
 to the C

om
pliance O

fficer and/or the C
om

pliance C
om

m
ittee 

as m
ay be appropriate.   

The C
om

pliance M
anual inform

s em
ployees that they have the right to report com

pliance 
concerns to the FC

C
’s O

ffice of Inspector G
eneral, and provides the w

ebsite address and hotline 
phone num

ber to m
ake such reports.    

Sorenson does not tolerate retaliatory conduct.  Em
ployees are inform

ed in the C
om

pliance 
M

anual and in their training that Sorenson w
ill never take action against em

ployees for 
reasonably reporting inform

ation related to potential com
pliance violations.   

M
onitoring and A

uditing C
om

pliance w
ith FC

C
 R

ules 

Sorenson’s C
om

pliance O
ffice regularly m

onitors and audits com
pany departm

ents regarding 
com

pliance w
ith FC

C
 rules and w

ill m
ake any necessary changes to the C

om
pliance Plan in 

response to these evaluations.  The follow
ing describes (1) Sorenson’s m

onthly review
 and audit 

of m
inutes for subm

ission to the TR
S A

dm
inistrator, (2) Sorenson’s routine review

 of 
com

pliance w
ith custom

er registration, certification, and verification requirem
ents; and (3) 

Sorenson’s standard audit process for com
pliance checks on all departm

ents. 

(1) 
M

onthly R
eview

 of M
inutes:

Each m
onth, Sorenson conducts a m

onthly, m
ulti-departm

ent review
 of the detailed call records 

prior to subm
ission to the TR

S A
dm

inistrator.  A
s part of this m

onthly review
 process, m

em
bers 

of Sorenson’s Q
uality A

ssurance staff and database adm
inistration team

 review
 and analyze the 

FC
C

’s and TR
S Fund A

dm
inistrations guidelines used to prepare the report of com

pensable 
m

inutes.    The engineering team
 then m

eets w
ith the executives of the Finance, Engineering, 

Inform
ation Technology (IT), and Sales and O

utreach departm
ents, as w

ell as the C
om

pliance 
O

ffice to review
 the draft subm

ission.  The IT and Engineering departm
ents m

aintain detailed 
operating procedures that docum

ent the m
onthly subm

ission preparation and review
 process.   

(2) 
C

om
pliance w

ith C
ustom

er R
egistration, C

ertification, V
erification 

R
equirem

ents:

The Senior C
om

pliance A
nalyst w

orks w
ith the Sales and O

utreach departm
ent to obtain reports 

on the custom
er registration, certification, and verification for all TR

S services.  Each m
onth, the 

Senior C
om

pliance A
nalyst prepares a “R

egistration, C
ertification, and V

erification Process 
R

eview
” report for the C

om
pliance C

om
m

ittee.  The report identifies the total installed accounts 
and the percentage of those accounts that have com

pleted registration, self-certification,
verification, professional verification (if applicable), and other relevant m

etrics.  The Senior 
C

om
pliance A

nalyst w
orks w

ith the Sales and O
utreach departm

ent to ensure (i) com
pliance 

w
ith the TR

S registration, certification, and verification requirem
ents for each TR

S service, and 
(ii) that only properly registered, certified, and verified custom

ers’ m
inutes are billed to the TR

S 
A

dm
inistrator.  
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(3) 
R

outine C
om

pliance O
ffice A

udits 

The C
om

pliance O
ffice coordinates an internal audit process for conducting com

pliance review
s 

in order to help m
inim

ize risk to the organization and strengthen internal controls.  The internal 
audit process:  (1) identifies risks w

ithin each departm
ent that relate to com

pliance w
ith FC

C
 

rules; (2) ensures that each departm
ent has departm

ent-specific procedures in place to com
ply 

w
ith relevant FC

C
 rules; (3) regularly review

s each departm
ent to ensure that procedures and 

processes are being follow
ed; (4) provides feedback and rem

edial action item
s follow

ing the 
review

s; and (5) m
onitors and enforces com

pletion of action item
s.    

The Senior C
om

pliance A
nalyst conducts periodic audits of all departm

ents w
ith responsibility 

for providing TR
S services, including:   Sales and O

utreach; M
arketing; Inform

ation System
s; 

O
perations; Finance; and H

um
an R

esources.  The audits utilize the follow
ing protocol: 

Planning:

The Senior C
om

pliance A
nalyst has responsibility for carrying out internal audits under 

Sorenson’s audit plan.    The Senior C
om

pliance A
nalyst conducts a prelim

inary risk assessm
ent, 

gathers the relevant departm
ent’s executives input on the prelim

inary risk assessm
ent, and 

prepares an audit scope based on the results of the risk assessm
ent process. 

O
nce the audit plan is finalized, the Senior C

om
pliance A

nalyst collects any relevant 
docum

entation and inform
ation necessary for the audit.  

Fieldw
ork:

The Senior C
om

pliance A
nalyst is responsible for conducting the audit fieldw

ork and has access 
to both internal and external resources, including outside counsel, to com

plete the audit.  A
 

typical audit includes a review
 of the departm

ent’s policies and procedures, perform
ance of tests 

against those procedures, and verification that the departm
ent is conducting its ow

n testing for 
com

pliance w
ith the relevant TR

S requirem
ents. 

Findings and Reporting: 

The Senior C
om

pliance A
nalyst com

m
unicates prelim

inary findings im
m

ediately to the affected 
departm

ent executives.  The departm
ent executives are required to provide responses to the audit 

findings and recom
m

endations for rem
ediation.  The Senior C

om
pliance A

nalyst has authority to 
consult outside counsel regarding any prelim

inary audit findings and potential instances of non-
com

pliance w
ith FC

C
 rules and regulations.  A

udit results are m
aintained by the C

om
pliance 

O
ffice and discussed as needed during the C

om
m

ittee’s m
onthly com

pliance m
eeting.   

Rem
edial M

easures: 

Follow
ing the com

pletion of the audit, the Senior C
om

pliance A
nalyst perform

s a follow
-up 

review
 to verify that the agreed upon actions have been im

plem
ented and com

pleted. 
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C
om

pliance Policies, Procedures, and Practices

Sorenson’s senior m
anagem

ent has com
m

unicated a strong m
essage to all em

ployees that 
Sorenson is com

m
itted to 100%

 com
pliance w

ith all FC
C

 rules and regulations.  To effectuate 
that com

m
itm

ent, Sorenson has developed and im
plem

ented its C
om

pliance M
anual as w

ell as a 
com

prehensive and robust set of policies and procedures to prevent fraud, w
aste, and abuse of 

the TR
S Fund.

The C
om

pliance M
anual describes Sorenson’s com

m
itm

ent to com
pliance and its expectation 

that all em
ployees w

ill do their part.  It describes perm
itted and prohibited activities in the 

follow
ing areas:  w

orking w
ith custom

ers; providing TR
S services; determ

ining qualifying calls; 
providing equivalent and innovative services; and reporting and record keeping.

Sorenson’s policies and operating procedures detail the specific requirem
ents that each 

departm
ent m

ust follow
 to com

ply w
ith FC

C
 rules for TR

S providers.  A
ll policies are 

m
aintained on Sorenson’s internal intranet site, and em

ployees have access to the policies and 
procedures applicable to their departm

ent.  A
ll policies im

plem
ented to ensure com

pliance w
ith 

TR
S R

ules w
ere review

ed and approved by the C
om

pliance O
ffice.  The TR

S policies cover a 
variety of topics w

ith detailed operating procedures im
plem

enting the policies. The follow
ing are 

exam
ples of these topics: C

ustom
er D

ata A
ccess and U

se, W
histleblow

er, C
PN

I, U
ser 

R
egistration, V

erification and C
ertification, N

o D
irect and Indirect Inducem

ents. 

The C
om

pliance O
ffice, in coordination w

ith outside counsel, m
onitors developm

ents in FC
C

 
rules and evaluates w

hether those developm
ents require a m

odification to Sorenson’s policies 
and procedures.  If a change is required, the C

om
pliance O

ffice identifies the affected 
departm

ents and w
orks w

ith them
 to m

odify or create a policy or procedure to address the rule 
change.   The C

om
pliance O

ffice review
s and approves all new

 policies and procedures, and 
w

orks w
ith outside counsel as needed to ensure that the new

 policy or procedure appropriately 
addresses FC

C
 rules. 

E
nforcem

ent of C
om

pliance Plan 

If Sorenson determ
ines that one or m

ore of its em
ployees have engaged in conduct that violates 

FC
C

 R
ules, the C

om
pliance O

ffice – in consultation w
ith outside counsel – w

ill take appropriate 
disciplinary m

easures up to and including suspension, term
ination, and referral to the appropriate 

governm
ental authorities. 

If Sorenson determ
ines that m

inutes have been billed im
properly to the TR

S Fund, it w
ill advise 

the TR
S A

dm
inistrator at its earliest opportunity through the subm

ission of a revised or corrected 
billing subm

ission.
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Sorenson C
om

m
unications, Inc. 

2014 C
PN

I C
om

pliance Statem
ent of O

perating Procedures 
(From

 10/30/2014 through Present) 

G
eneral D

uty, T
raining, and D

iscipline

Sorenson C
om

m
unications, Inc. (the “C

om
pany” or “Sorenson”) has adopted and m

ade available 
to all relevant em

ployees a C
ustom

er Proprietary N
etw

ork Inform
ation Standard (“C

PN
I 

Policy”) that addresses proper handling and use of C
PN

I and advises all em
ployees of their duty 

to safeguard C
PN

I.  Em
ployees are advised that violations of the C

PN
I Policy w

ill subject an 
em

ployee to disciplinary action, up to and including im
m

ediate term
ination of em

ploym
ent.  The 

C
om

pany m
akes C

PN
I available to em

ployees only on a need-to-know
 basis. 

U
se of C

PN
I W

ithout C
ustom

er A
pproval (47 C

.F.R
. § 64.5105) 

A
bsent express consent from

 the custom
er, it is Sorenson’s policy to use C

PN
I only for certain 

specific purposes w
hich are perm

itted by the FC
C

’s C
PN

I rules.  These purposes include: 

W
in-back m

arketing cam
paigns for form

er custom
ers, w

hich are lim
ited to the sam

e 
category of service to w

hich the custom
er form

erly subscribed (i.e., IP C
TS or V

R
S); 

M
arketing extended services like speed dialing, call w

aiting, caller ID
, and call 

forw
arding, voice or video m

ail, voice or video storage and retrieval services (together 
know

n as adjunct-to-basic services); 
Providing custom

er training, education, and entertainm
ent tied to the service to w

hich the 
custom

er has selected Sorenson as its default provider; 
Providing, upgrading, or adding C

ustom
er Prem

ises Equipm
ent (C

PE) or iTR
S access 

technology;

In addition, Sorenson m
ay use C

PN
I w

ithout custom
er consent to m

aintain and m
onitor the 

quality of services to custom
ers, including as follow

s: 

Providing inside w
iring installation, m

aintenance, and repair services; 
M

onitoring call processing, speed of answ
er, routing and failure rates; 

Tracking call quality, including video quality, audio quality, bandw
idth, packet loss, and 

other technical call characteristics; 

It is also Sorenson’s policy to use, disclose, or perm
it access to C

PN
I to the extent necessary for 

em
ergency-call handling, including as follow

s: 

A
ccepting and handling 911/E911 calls; 

A
ccessing, either directly or through a third party, a com

m
ercially available database that 

w
ill allow

 Sorenson to determ
ine an appropriate Public Safety A

nsw
ering Point (PSA

P) 
designated statew

ide default answ
ering point; 

R
elaying 911/E911 calls to the appropriate local em

ergency authority that corresponds to 
the caller’s location; 
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Facilitating the dispatch and response of em
ergency service or law

 enforcem
ent 

personnel to the caller’s location, in the event that the 911/E911 call is disconnected or 
the caller becom

es incapacitated. 

Sorenson does not identify or track C
PN

I of custom
ers that call com

peting TR
S providers and 

does not use, disclose, or perm
it access to C

PN
I related to a custom

er call to a com
peting TR

S 
provider.  W

ith all calls, Sorenson does use C
PN

I in order to track call quality but in doing so 
does not track w

hether a call w
as m

ade to a com
peting provider. 

Sorenson and its affiliate C
aptionC

all have both adopted policies not to share C
PN

I w
ith each 

other for the purposes of m
arketing. 

C
ustom

er A
pproval for U

se of C
PN

I (47 C
.F.R

. § 64.5107) 

To access, use, or disclose C
PN

I for any purpose other than one of the pre-approved no-consent 
uses of C

PN
I, it is the C

om
pany’s policy to obtain the custom

er’s affirm
ative, express consent to 

allow
 the requested C

PN
I usage, disclosure, or access.  B

efore soliciting such consent, it is the 
C

om
pany’s policy to notify the custom

er that he or she m
ay deny or restrict use of, disclosure of, 

and access to that C
PN

I.  Sorenson m
aintains records of this notification during the tim

e period 
that the approval is in effect and for at least one year thereafter.  The notification inform

s the 
custom

er: 

• that the custom
er has a right to deny the C

om
panies the right to use, disclose or perm

it 
access to the custom

er’s C
PN

I, and the C
om

panies have a duty, under federal law
, to 

honor the custom
er's right and to protect the confidentiality of C

PN
I; 

• of the types of inform
ation that constitute C

PN
I and w

ho w
ill use, receive, or have 

access to the C
PN

I; 

• of the purposes for w
hich C

PN
I w

ill be used; 

• of his or her right to deny or w
ithdraw

 consent to use, disclose, or perm
it access to 

access to C
PN

I at any tim
e; 

• of the precise steps the custom
er m

ust take in order to grant or deny use, disclosure, or 
access to C

PN
I, and that custom

er denial of approval w
ill not affect the TR

S provider’s 
provision of any services to the custom

er; and 

• that any approval or denial of approval for the use of C
PN

I outside of the service for 
w

hich the C
om

pany is the default provider for the custom
er is valid until the custom

er 
affirm

atively revokes or lim
its such approval or denial. 

If any portion of a notification is translated into any other language (including A
m

erican Sign 
Language), then Sorenson’s policy requires that all portions of the notification m

ust be translated 
into that language 
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N
otice to C

ustom
ers for U

se of C
PN

I (47 C
.F.R

. § 64.5108) 

Prior to any solicitation for custom
er approval to use, disclose, or perm

it access to C
PN

I, 
Sorenson notifies its custom

ers individually of their right to deny or restrict the use or disclosure 
of, or access to, that custom

er’s C
PN

I.  Sorenson m
aintains records of a custom

er’s response for 
a m

inim
um

 of one year after the consent is no longer in effect. 

Sorenson’s policy states that the custom
er notification m

ust inform
 the custom

ers of w
hat type of 

inform
ation constitutes C

PN
I, w

ho w
ould use, receive, or have access to C

PN
I and how

 the 
C

PN
I w

ill be used, their right to deny Sorenson the right to use, disclose, or perm
it access to its 

custom
ers’ C

PN
I at any tim

e, and the steps a custom
er m

ust take in order to grant or deny 
perm

ission to use, disclose, or access C
PN

I.  Sorenson inform
s its custom

ers that their decision 
regarding C

PN
I w

ill not affect their Sorenson service. 

Safeguards for U
se of C

PN
I (47 C

.F.R
. § 64.5109) 

Sorenson’s C
PN

I policy lim
its C

PN
I access to those em

ployees w
ho have a need to know

.  
U

nauthorized em
ployees are prohibited from

 attem
pting to obtain access to C

PN
I.   

For the use of C
PN

I for any purpose that requires custom
er consent, Sorenson’s policy requires 

the specific authorization of the C
om

pliance O
fficer.  In addition, sales personnel m

ust obtain 
supervisory approval of any proposed outbound m

arketing request for custom
er approval to use 

C
PN

I.  B
efore accessing, using, or disclosing C

PN
I for any purpose that requires custom

er 
consent, Sorenson’s policy requires em

ployees to obtain the custom
er’s affirm

ative, express, 
consent.

Sorenson m
aintains a record, for a period of at least three years (beginning from

 the date on 
w

hich the regulation becam
e effective), of (1) any sales and m

arketing cam
paigns that use its 

custom
er’s C

PN
I, and (2) w

here C
PN

I w
as disclosed or provided to a third party, or a third party 

w
as perm

itted access to C
PN

I. 

Safeguards on the D
isclosure of C

PN
I (47 C

.F.R
. § 64.5110) 

Sorenson protects against attem
pts to gain unauthorized access to C

PN
I and authenticates a 

custom
er prior to disclosing C

PN
I.  For telephone, TR

S, and point-to-point access to C
PN

I, 
custom

ers are authenticated w
ithout the use of readily available biographical inform

ation, or 
account inform

ation, prior to allow
ing the custom

er telephonic, TR
S, or point-to-point access to 

C
PN

I related to his or her TR
S account.  A

lternatively, a custom
er m

ay obtain telephonic, TR
S, 

or point-to-point access to C
PN

I related to his or her accounts through a passw
ord.  To establish 

a custom
er’s identity w

ithout reference to readily available biographical inform
ation or account 

inform
ation, Sorenson m

ay call the custom
er at the telephone num

ber of record, have the 
custom

er present a governm
ent issued ID

 over the video phone, or have the custom
er recite a 

random
ly generated PIN

 that the C
om

pany sends via text to the custom
er’s num

ber of record. 

C
ustom

ers m
ay also access their C

PN
I online and establish a passw

ord for future access only 
after being authenticated w

ithout using readily available biographical inform
ation or account 

inform
ation.  A

fter initial authentication, custom
ers m

ay only access C
PN

I online only by 
providing their pre-established passw

ord.  C
ustom

ers that have lost or forgotten their passw
ords 
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m
ay retrieve their passw

ords by their previously provided answ
er to a secret question, w

hich w
ill 

not involve the use of readily available biographical inform
ation or account inform

ation.  If a 
custom

er cannot provide the correct passw
ord or the correct response to the shared secret 

question, the custom
er m

ust be re-authenticated and m
ust establish a new

 passw
ord.   

It is Sorenson’s policy to notify custom
ers w

henever a passw
ord, answ

er to shared secret 
question, online account, or address of record is created or changed.  (The policy does not, 
how

ever, require such a notification w
hen the custom

er initiates service, including the selection 
of a passw

ord at service initiation.)  This notification m
ay be through voicem

ail, text m
essage, or 

video m
ail to the existing telephone num

ber of record, by m
ail to the existing physical address of 

record, or by e-m
ail to the existing e-m

ail address of record, and shall not reveal the changed 
inform

ation or be sent to the new
 account inform

ation. 

N
otification of C

PN
I N

etw
ork Inform

ation Security B
reaches (47 C

.F.R
. § 64.5111) 

The C
om

pany requires that any possible unauthorized disclosure of C
PN

I m
ust im

m
ediately be 

reported to the C
om

pany’s C
om

pliance O
fficer.  U

pon notification, the C
om

pliance O
fficer 

conducts an inquiry to determ
ine w

hether a breach of C
PN

I has taken place.  If the C
om

pliance 
O

fficer determ
ines there has been a breach, he or she shall notify law

 enforcem
ent, the FC

C
’s 

D
isability R

ights O
ffice, and custom

ers of any breach as provided by 47 C
.F.R

. § 64.5111.  The 
C

om
pliance O

fficer m
aintains records of any breaches discovered, notifications m

ade to law
 

enforcem
ent, and notifications m

ade to custom
ers.  These records include, w

here available, dates 
of discovery and notification, a detailed description of the C

PN
I that w

as the subject of the 
breach, and the circum

stances of the breach.  These records are retained for 2 years.  


