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Before the 
FEDERAL COMMUNICATIONS COMMISSION 

Washington, D.C. 20554 
 
 
In the Matter of 
 
Structure and Practices of the Video Relay 
Service Program 
 
Telecommunications Relay Services and 
Speech-to-Speech Services for Individuals 
with Hearing and Speech Disabilities 
 

 
 
 
CG Docket No. 10-51 
CG Docket No. 03-123 

 
HANCOCK JAH LEE & PUCKETT, LLC d/b/a COMMUNICATION AXESS ABILITY 

GROUP (“CAAG”)’S RESPONSE TO STAFF QUESTIONS RE 
VRS PROVIDERS’ JOINT PROPOSAL FOR IMPROVING FUNCTIONAL 

EQUIVALENCE AND STABILIZING RATES 
 
 CAAG hereby submits a response to questions posed by the Commission staff at the 

April 8, 2015 meeting with Video Relay Service (“VRS”) providers.  In addition, to this filing, 

which contains provider-specific proprietary information, the providers are submitting a joint 

response addressing a number of the questions below. 

Request for Confidential Treatment. Pursuant to Section 0.459 of the Commission’s 

rules,1 and "Exemption 4" of the Freedom of Information Act,2 CAAG respectfully requests that 

the below information be deemed confidential and protected, accordingly. This information 

constitutes “trade secrets” as set forth in Section 0.457 of the Commission’s rules,3 in that the 

information reveals information that would be useful to competitors. Further, these Documents 

                                                 
1 47. C.F.R §0.459. 
2 47 C.F.R.§0.457(d). See National Parks and Conservation Assn. v. Morton, 498 F.2d 765, 770 

(D.C. Cir. 1974) ("National Parks"); Southern Company Request for Waiver of Section 
90.629 of the Commission's Rules, 14 FCC Rcd. 1851,1860 (1998). 

3 47 C.F.R. §0.457. 
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contain highly confidential information not intended for public consumption. CAAG would not 

otherwise make these Documents publically available under any circumstance. Release of these 

Documents to the public could cause CAAG irreparable and inestimable harm. CAAG requests 

that the Documents be withheld from public inspection, accordingly.  

**BEGIN CONFIDENTIAL** 

1) Is there evidence that lower rates have contributed to lower interpreter salaries or 
higher interpreter stress? 

While CAAG has not been forced as of yet to decrease salaries, CAAG has been forced to 

slow down and even stop appropriate pay increases for interpreters working in VRS. This 

unstable environment has increased stress to VRS interpreters who have begun viewing their job 

as unreliable. This is opposed to over two years ago (2012 and before) when CAAG was able to 

give appropriate increases on an annual basis to interpreters in the range of 3%-6%. The 

following year (the year of the VRS Reform Orders4 release) a 1% raise was given. Last year, as 

rates further declined, CAAG was unable to issue employee raises. 

 As an emerging provider this makes it a serious challenge to attract new interpreters as 

we grow by upwards of 2,000 minutes more each month compared to the previous year and 

continue to remain in a growth pattern while at the same time rates continue to decline. 

2) Is it possible to achieve functional equivalence at upcoming rates? 

With further cuts functional equivalency will be compromised. CAAG may be forced to 

lower interpreter salaries causing highly qualified interpreters to leave the VRS profession, 

leaving only minimally qualified interpreters. Further cuts will also mean that CAAG will be 

forced to exit the industry which means the choice of using a Community based company for 
                                                 
4 REPORT AND ORDER AND FURTHER NOTICE OF PROPOSED RULEMAKING, 

Adopted: June 7, 2013 Released: June 10, 2013, FCC 13-82 
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consumers will be compromised. It would also mean the Deaf-Blind Community that currently 

relies on CAAG for a specialized type of VRS designed especially for that particular population 

will disappear entirely creating a gap in functional equivalency for the Deaf-Blind Community.  

3) What is the turnover rate for interpreters today versus 2 years ago? 

2013 2014 2015 to date 

Turnover 15% Turnover 11% Turnover 4% 

 

 While this figure may appear to be improving, it is important to note that in the years 

2011 and 2012 CAAG’s turnover rate was less than 0%-1%. It is also of note that CAAG’s 

operational philosophy mirrors that of the work we do in the Community. CAAG balances 

interpreter work between the Community, VRI, and VRS. CAAG believes this prevents over-

worked, and therefore burned-out, interpreters and is a large part of the reason we retain more 

interpreters than a company who solely offers their employees VRS work. However, with the 

current rate decline CAAG would be unable to scale its current philosophy that supports the 

mental and physical health of VRS interpreters and therefore the gives the consumer a more 

quality VRS experience. CAAG believe’s turnover would then increase as a direct correlation.  

4) How long do positions stay open today versus 2 years ago? 

Two years ago CAAG records show that positions stayed open for approximately a month. 

This compared to last year when a number of interpreter positions were unable to be filled from 

the end of August until late January despite aggressive recruiting habits. Essentially 5 times 

longer in a period of 2 years. 

5) What do you hope to learn from the trial? 

This question is addressed in the VRS providers’ joint filing. 
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6) What is the market rate for interpreters with various skills versus generalist 
interpreters?  How much will the trial of skills-based routing increase costs? 

This question is addressed in the VRS providers’ joint filing. 

7) What percent of calls would be skills-based routed? 

This question is addressed in the VRS providers’ joint filing. 

8) What does the 80/45 proposal mean in terms of an average? 

CAAG meets this service level 100% of the time. If the Commission requires 80 percent of 

calls to be answered within 45 seconds on a monthly basis, CAAG calculates the average speed 

of answer will be 7 seconds.  For more information, see VRS providers’ joint response. 

**END CONFIDENTIAL** 

 

      Respectfully submitted, 

       

      /s/      
      Jeremy Jack, Vice President 
 
Date: April 20, 2015 


