The Maintenance Team recognizes most disruptions in service prior to customers being aware of
any problem. Site technicians are on call at each of Sprint's11 TRS Call Centers to respond quickly
to any event, including natural disasters.

Mean Time to Repair (MTTR)
MTTR is defined and detailed in Tables A-1 and A-2:

Table A-1 Time to Investigate + Time to Repair + Time to Notify

The time needed to determine the existence of a problem and its

Time to Investigate scope.

Time to Repair Repair time by Field Operations plus LEC time, if applicable.

From the time repair is completed to the time the customer is

Tins;ia Nty notified of repair completion.
Table A-2 Current MTTR Objectives

Switched Services 8 Hours

Private Lines 4 Hours (electronic failure)

Fiber Cut 8 Hours

Sprint's Mean Time to Repair is viewed from the customer’s perspective. A critical element in the
equation is the Time to Notify, because Sprint does not consider a repair complete until the
customer accepts the circuit back as satisfactory.

Escalation Procedures

If adequate results have not been achieved within two hours, a Mississippi user may escalate the
report to the next level. Table A-3 details the escalation levels.

Table A-3 Escalation Levels

2 Regional Maintenance Manager (Office Phone Number (913) 253-4394
Cell Phone Number Cell Phone 913-484-2263

3 'Senior Manager, Technical Staff |Office Phone Number (913) 253-4396

Service Reliability

Sprint's service is provided through an all-fiber sophisticated management control networks
support backbone networks with digital switching architecture that. These elements are combined
to provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective
of the Sprint network design. The Sprint network minimizes the adverse effect of service
interruptions due to equipment failures or cable cuts, network overload conditions, or regional
catastrophes.

A 100 percent fiber-optic network, with significant fiber miles in Mississippi, provides critical
advantages over the other carriers. These advantages include:
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e Quality

Since voice or data are transmitted utilizing fiber optic technology, the problems of outdated
analog and even modemn microwave transmission simply do not apply. Noise, electrical
interference, weather-impacting conditions, and fading are virtually eliminated.

« Economy
The overall quality, architecture, and advanced technology of digital fiber optics makes
transmission so dependable that it costs us less to maintain, thereby passing the savings onto
our customers.

+ Expandability

As demand for network capacity grows, the capacity of the existing single-mode fiber can
grow. Due to the architecture and design of fiber optics, the capacity of the network can be
upgraded to increase 2,000-fold.

e Survivability

Network survivability is the ability of the network to cope with random disruptions of facilities
and/or demand overloads. Sprint has established an objective to provide 100 percent capability
to reroute backbone fraffic during any single cable cut. This is a significant benefit fo
Mississippi, and a competitive differentiation of the Sprint network.

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point
of presence (POP) in every Local Access Transport Area (LATA). The two LATAs in Mississippi
are served by two Sprint POPs, one in Jackson and Biloxi. There are plans for additional fiber
mileage, additional POPs, and added route diversity. There are more than 300 POPs in service on
the network. With a POP in each lata of the state, all areas are adequately serviced by Sprint.

Switched services are provided via 49 Northern Telecom DMS-250/300 switches at 29 locations
nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton, CA, serve
as international gateways. The remaining 46 switches provide switching functions for Sprint's
domestic switched services. Mississippi is primarily served by the DMS switch in New Orleans, La.,
with other diversely located facilities also serving Mississippi.

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that inter-
machine trunk (IMT) groups connect each switch with all other switches within the network. Each of
these IMT groups is split and routed through the Sprint fiber network over SONET route paths for
protection and survivability. As an extra precaution to preclude any call blockage, Dynamically
Controlled Routing (DCR) provides an additional layer of tandem routing options when a direct IMT
is temporarily busy.

Reliability is ensured through a corporate commitment to maintain or surpass our system
objectives. Beginning with the network design, reliability and efficiency are built into the system.
Sprint continues to improve the network’s reliability through the addition of new technologies such
as Digital Cross-connect Systems, SONET, and Signaling System 7.

The effectiveness of this highly reliable and survivable network is attributed to the redundant
transmission and switching hardware configurations, SONET ring topology, and sophisticated
network management and control centers. These factors combine to assure outstanding network
performance and reliability for Mississippi.



Network Criteria

System Capacity

The Sprint network was built with the capacity to support every interLATA and intraLATA call
available in the US. With the continuing development of network fiber transmission equipment to
support higher speeds and larger bandwidth, the capacity of the Sprint network to support
increasing customer requirements and technologies is assured well into the future.
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Sprint Outage Notification from CapTel Service Center

Performance at the CapTel Service Center is monitored continuously by CTI technicians 24 hours
a day, seven days a week. Sprint will be notified by the CapTel Service Center Manager
immediately upon determination of any type of natural or man-made problem that causes either:

o A complete (100 percent) loss of the CapTel Service Center, OR

e Any partial loss of service in excess of 15 minutes that is service affecting. Examples of
such a loss in service include:
o An accidental switch rebooting
Loss of transmission facilities through the telephone network
Terrorist attack
Bomb threat or other work stoppage
Sudden loss of agent position capabilities.
Impact to minimum ASA / Speed of Answer times
Acts of God

O 0O0O0O0O0

Contact from the CapTel Service Center Manager or designated CTI contact person will be made
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the
above criteria, 24 hours a day, seven days a week including holidays with the following
documentation:

1) What time did the outage happen in CENTRAL TIME?

2) What caused it?

3) Which customers are (or were) impacted?

4) What is (was) the solution to restore service?

5) What is the time that service will be (or was restored by) IN CENTRAL TIME?

Sprint Procedure for Outage Notification to Contract Administrators during Business Hours

Upon receiving notification from CTI during business hours (8AM to 5PM CT), Sprint will have one
of the below managers contact the Contract Administrator, depending on availability:

P: (925) 468-4345
John Moore Relay Program Management Magr M: (925) 895-9176
E: John.E Moore@sprint.com
P: (703) 689-5654
E: Angela Officer@sprint com

Angela Officer Relay Program Manager

Assigned On-Call Relay Program

Manager Relay Program Manager Assigned as necessary

Upon receiving notification from CTI, Sprint will assess the problem and contact will be made by
email to the Contract Administrator.
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In cases of partial loss of service, such as several inoperable CA positions or, local area network
outages, the CapTel Center on-site technician will notify CapTel Service Center to schedule repair.
Only those partial losses of service that are service affecting in excess of 15 minutes will be email
to the state Contract Administrator.

If the problem is within the CapTel Center, maintenance can usually be performed by the on-site
technicians. Hardware spares are retailed at the CapTel Service center to allow for the most
common type of repair required without the ordering of additional equipment.

Sprint Procedure for Outage Notification to Contract Administrators outside of Business
Hours

Upon receiving nofification from CTI outside of business hours (5PM to 8AM CT, Monday through
Friday, and all day Saturday, Sunday and holidays), John Moore (or Angie Officer) will notify
Contract Administrators immediately by email of an outage if possible, but by no later than 8AM CT
the next business day. Follow-ups and post-mortem will still be provided within the required
guidelines.

Disaster Recovery Follow-Up

Upon notifying customers of an outage, Sprint's contact person will provide regular updates from
CTl to all customers and internal team members. The follow up will be kept in sync with CapTel
Customer Service so that the information shared with customers from CTI is the same as what
customers receive from Sprint.

Disaster Recovery Post-mortem documentation

72 hours (3 days) after the outage is resolved, CTI will need to provide a formal written analysis of
the outage to the designated Sprint people (outlined above).

Sprint will send a document with the analysis to the Contract Administrator. John Moore will be the
primary point of contact for the letter to be shared with customers. If John Moore is not available,
then Angie Officer will provide the letter directly to customers.

1) What time did the outage happen in CENTRAL TIME?

2) What caused it?

3) Which customers are or were impacted?

4) What is the solution to restore service?

5) What is the time that service will be or was restored IN CENTRAL TIME?
6) What will CapTel, Inc do to prevent this from happening again?

CTI will be available to answer questions from Contract Administrators through Sprint.
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Time Frames for Service Restoration

Complete loss of service due to equipment -

e Normal business day — A technician is on site during the normal business day. The
technician will provide parts and/or resources necessary to expedite repair of the most
common problems within two (2) hours.

e Outside of the normal business day — A technician will be on-site within four (4) hours. The
technician will then provide parts and/or resources necessary to expedite repair of the
most common problems within two (2) hours.

Due to Utilities or Disaster at the Center — Service will be restored as soon as the utility is restored
provided the equipment was not damaged. If the equipment was damaged then refer to the timing
in the statement previous (Due to Equipment).

Due to Telco Facilities Equipment — A technician will be dispatched as necessary. The normal
Telco escalation procedures for a partial outage will apply:

e Two hours at first level
e Four hours at second level
e Eight hours at third level

These hours of escalation are all during the normal business day, so a trouble ticket may be
extended from one day to the next.

Partial loss of service — Due to Equipment

e Normal business day — A technician is on site during normal business hours. The
technician will provide parts and/or resources necessary to expedite repair of the most
common problems within four (4) hours.

e Outside of the normal business day — A technician will be on-site within eight (8) hours.
The technician will then provide parts and/or resources necessary to expedite repair of the
most common problems within four (4) hours.

Due to Position Equipment — A technician will be on-site within eight (8) hours, provided there are
not enough positions working to process the forecasted traffic volumes. The technician will provide
parts and/or resources necessary to expedite repair within 48 hours. If there are enough positions
functional to process the forecasted traffic, the equipment will be repaired as necessary by Sprint.

Due to Telco Facilities Equipment — A technician will be dispatched as necessary by Sprint. The
normal Telco escalation procedures for a partial outage will apply:

o Eight hours at first level

e Twenty-four hours at second level
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These hours of Telco escalation are all during the normal business day, so a service request may
be extended from one day to the next.

Trouble Reporting Procedures (for Individual Customers to Customer Service)

All calls concerning customer service issues should be placed by dialing the CapTel Customer
Service at 1-888-269-7477 (800-482-2424 TTY) in English only. A Customer Service agent will
take information conceming:

Caller's Name

Contact Number

Calling to / Calling from (if applicable)
Description of the trouble

Report service affecting trouble to Customer Service during normal business hours, 8:00 AM to

5:00 PM Central Time, Monday through Friday. Normal business hours do not include Saturday,
Sunday, and holidays.

Escalations of service affecting issues during normal business hours are followed below:

(888) 269-7477
captel@captelmail. com
(888)-269-7477
Pam.Holmes@captelmail.com

CapTel Customer Service Customer Service Agent

CapTel Customer Service Supervisor Pam Holmes

Captioned Telephone Inc.'s (CTI) Call Pam Frazier (877) 4374660
Center Director Call Center Director Pam.Frazier@captelmail. com

Table 4 — CapTel Customer Service Escalation Procedures

Hours outside the normal business day are 5:00 PM to 8:00 AM Central Time for every day of the
week (Monday through Friday), and all day Saturday, Sunday, and holidays. Outside of normal
business day hours, a recording will play and trouble calls can leave a message for customer
service to follow up during the next business day.

The recording played to customers outside of CapTel customer service business hours:

Thank you for calling CapTel customer service. Our hours are Monday through Friday
from 8AM to 5PM central time. You may fry again during business hours or leave a
voice mail message by pressing 3 now.

If the “3” button is pressed, then the customer will hear the following message:

Thank you for calling CapTel customer service. We are unable to take your call at this
time. Please leave a detailed message with your name and phone number with area
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code, or email address, and a reason for your call, and one of our representatives will
return your call as soon as possible.

Alternative usage for CapTel phone during outage for VCO users.

CapTel phones are equipped with the capability to connect to traditional relay services even in the
event that the captioning service is not available.

In the event that a user cannot reach the captioning center, and the user desires to use any form of
available relay to connect their call, the user can dial 711 (user must dial only 711 and not a relay
800 number in order to change to VCO mode) and be connected to the in-state relay call center.
Their call will be processed via VCO instead of captions. In VCO mode, no audio from the called
party will be processed - just like any other traditional VCO call.
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Appendix H: Sprint TRS Standard Features Matrix

Mandatory Features

This feature allows Relay callers to retrieve their

numbers, etc. to expedite their call set-up time.

: z 3 3 MNo
Answering Machine Retrieval answering machine or voice-mail messages thlrough the Wadiienal
CA (Relay Agent, Relay Operator, Communication S
Assistant), referred to in this document as "CA".
The feature enables an ASCII user to communicate with
the Relay in full duplex mode. Similar to voice-to-voice oo
ASCI| Split Screen Rl . S o Additional
conversation, it provides interrupt capability as Cost
appropriate for the ASCIl user and the voice party.
Automated Number Identification ANl is the telephone number of the line initiating a call. No
(ANI) The number is identified by the switch and passed over Additional
Technology the network to the CA workstation. Cost
No
CA Typing Speed Text transmission of 60 wpm. Additional
Cost
CAs are required to stay with a TRS call for a minimum of No
CA 10-minute In-call replacement 10 minutes and with a STS call for minimum of 15 Additional
minutes, Cost
Caller ID featuring 557 technology is used to deliver the No
Caller ID ten digit phone number of the calling party, when not Additional
blocked through the LEC for local and toll calls. Cost
Call response time is measured from the time it takes the No
Call R Ti call to hit the CA position from the Relay Center call Additional
soldi el controller switch. Sprint will adhere to the State’s Cost
requirements regarding answer time.
i . = No
Background Nolses Du_rmg the call, ‘I:TY callrers.wm be Lnforrned of background Additional
noises through CA’s tying in parenthesis. Cost
TR ey PEzaat Sprint provides functionally equivalent pager calls', which
are made to beepers and pagers, interactively and non- No
interactively. Calls are relayed between interactive paging Additi
onal
o services and the Relay users. For non-interactive paging Costl =
services, calls are made to leave specific numeric
infermation to accomplish those calls.
This feature refers to the system’s ability to answer an No
. incoming call based on the previous call in the caller’s e
- Additional
il RS L g T communication mode (TTY, Voice, ASCII, VCO, HCO, S
Spanish, Turbo Code, Deaf-Blind).
This feature refers to the system’s ability to brand the No
caller’s preferred communication mode —TTY, Voice _
i - £ ' Additional
Eranding ot-Call Type=-Pentiarant ASCII, VCO, HCO, Spanish, Turbo Code, Deaf-Blind — P
permanently.
This feature allows Relay callers to choose their preferred No
Carrier-of-Choice Carrier for interstate/international and in some cases Additional
intra-island calls. Cost
No
Allows Relay Cellular custorers to reach the Relay 800 o
Cellular/PCS Phone Access = H ! Y Additional
number(s) to complete Relay calls. Cost
Through the Customer Database feature, this feature MNo
Custom Calling Services allows Relay callers to have traditional LEC services ie. Additional
frequently called numbers. Cost
Allows Relay callers to enter specific information in a N
profile i.e. Carrier-of-Choice, emergency numbers, last Ac?d 1 |
! = i itional
Custinyer Datansse number redial, custormer notes, frequently dialed Costl :
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Mandatory Features

This information could save valuable time when calling

Name and Address — Additional
emergency ices. Cost
Callers’ preferred Carrier for in-State and out-of-state long No
Long Distance profile distance calls. Callers can also indicate their preferred Additional
billing option when placing long distance calls. Cost
No
: This feature allows users to set up and access “speed dial” L
Frequently Dialed Numbers P P Additional
calls through the Relay.
Cost
This feature allows the CAto be aware as to how the No
Outdial Information caller answers the phone and which language type they Additional
will communicate in. Cost
This feature informs the CA of special requests to handle No
Customer Notes calls i.e. “do not announce the service”, preferred CA Additional
gender, etc. Cost
No
) e Callers may restrict the type of callie. long distance i
t ! ddit |
QB ResEREGH international, 900, etc. to be placed through the Relay. éostl il
No
Emergency Numbers Cal!ers may enter emergency numbers such as ﬂre., doctor, Additional
police, etc. to expedite the emergency call processing. Cost
5 ” No
Cuntorived 600 Aeoass Each Statg has dedicated Relay 800 numbers to access the Additional
Relay service.
Cost
This feature provides functionality that automatically No
slows the transmission of data to Deaf-Blind users. The i
-Bli i -typi Additional
Deaf-Oiind Paclrg Slow:typinig) default speed is 15 wpm and the speed can be increased Costl o
at the caller’s request in 5-wpm increments.
Sprint sends a delayed call announcer when the callis not
answered within 30 seconds. The feature alerts Relay i
Delayed Call Announcer S : Additional
callers that they are on-line and on hold for next available
Cost
CA
This feature echoes the number being outdialed and the No
. e calltype inthe TTY Dial string macro. This feature helps oAl
SRR e TTY callers know if a number has been misdialed and the gg:l;tlonal
type of call they are placing.
This feature allows Relay callers to reach Directory No
Directory Assistance Assistance at rates no greater than that of traditional 0
: : 2 Additional
(Intrastate/Interstate) voice users. When the number is obtained, the caller may Cost
choose to place the call through the Relay or dial direct.
This service provides emergency assistance for Relay No
Emergency Assistance callers through Sprint’s E911 database and/or their Additional
Customer Database profile. Cost
Sprint’s TRS modems support enhancements in ASCII
communication protocols. The capabilities of Sprint’s No
Enhanced Modems modems include auto detection; connections with Additional
modems up to 14.4k; and faster ASCII detection (3 Cost
seconds),
Sprint Relay workstations are equipped with the Error
Correction capability to automatically correct common No
Error Correction typographical errors and spell out abbreviations, while Additional
increasing typing speed and reducing conversational Cost
minutes.
; . " No
GenderID This ffeature provides the gender of CAs inthe TTY Additional
greeting macro. Cost
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Mandatory Features

HCO allows speech-disabled or mute users with normal

2 < No
- hearing to listen to the person they are calling. The HCO -
Hearing-Carry-Over (HCO) user types his/her conversation for the CA to read and ::ft't'o“a{
voice to the standard (voice) telephone user.
HCO users can contact HCO users through the Relay. The No
HCO-HCO CA will voice to both parties what is typed on each user’s Additional
TTY. Cost
The permanent branding enables HCO callers to listen No
HCO Permanent Branding during call set-up. The HCO brand greeting macro is: Additional
[STATE]RELAY 12 34F YOU MAY HEAR VOICE OR USE TTY GA Cost
HCO users can contact TTY users through the Relay. HCO No
HCO-TTY user? can listen while the CA is reading /voicing the TTY Additional
user’s typed message. The HCO user types their Cost
conversation directly to the TTY user.
VCO allows Deaf or Hard-of-Hearing people who prefer to
use their own voice to speak directly to the party they are No
Voice-Carry-Over (VCO) calling. The CA types the voiced responses back to the Additional
VCO user who can read the typed messages across the Cost
TTY screen.
This feature allows VCO callers with two telephone lines
fo use one line to speak directly to the hearing person No
Two-line VCO while the ther line is used to receive the CA's typed Additional
responses simultaneously. Two-Line VICO offers a more Cost
natural flow of conversation without pauses required
with single line calls.
This feature is similar to Two-line VCO. In R2LVCO, a VCO No
Reverse 2-Line VCO user receives a call from a voice user first then Additional
dials/connects the Relay CA. Cost
VCO users can contact HCO users through the Relay. The No
VCO-HCO VCO user speaks directly to the HCO user and the HCO Additional
user types their conversation directly to the VCO user. Cost
VCO users can contact other VCO users through the Relay. No
vco-vco The CA listens to VCO users speak and type the spoken Additional
words for the parties at both ends. Cost
VCO users can contact TTY users through the Relay. The
VCO user can use his/her own voice and the CA will listen No
VCO-TTY to the VCO caller’s spoken words then type the message Additional
to the TTY user. The TTY user types directly to VCO user Cost
without any CA interaction.
This is similar to the standard VCO feature however; the No
s CA will not hear the VCO caller speaking through the e
VG Erivacy/NOGA Relay. The CAwill only type voiced responses backtothe ~-aditional
Cost
VCO user.
This feature enables VCO callers to set-up the call without No
ing. Th t VCO brand greeti Id
VCO Permanent Branding tge"’mg SRR i i Additional
; Cost
[STATE]RELAY 12 34F VOICE (OR TYPE) NOW GA
From any international destinations outside of United No
Inbound International States, callers can reach the Relay through Sprint’s Additional
international inbound 10-digit number- 605-224-1837. Cost
Dynamic Call Routing technology automatically and No
Intelligent Call Router seamlessly routes Relay calls to the first available English Additional
or Spanish CA in the network Cost
This feature provides intercept messages in voice and TTY No
Intercept Message in event of system failure occurrence within the Relay Additional
switch, Center, or outbound circuits. Cost
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Mandatory Features

Relay users can request the CA to redial their last number.

. : : . No
] Sprint TRS is designed to store the user’s last number =
Last Number:Redial dialed and it is dialed upon the user’s command, éddtltlonal
“LAST NUMBER REDIALPLS GA” OR "LNR GA”. i
. ' s No
LocalfExtended Area Service Calle_rs who_subsdnbe tf’ extended area service plans will Additional
receive equivalent service through the Relay. Cott
{ This feature reduces redials when CAs receive audio-text
interaction machines. In most cases, it allows the callers e
Machine Recording Capabilities , e . = Additional
to receive all of the information on the first call and
By : Cost
eliminates the number of redials.
This feature allows Relay callers to reach regionally No
Restricted 800/888/877/866/855 restricted or regionally directed 800/888/877/866/855 Additional
toll-free numbers. Cost
Sprint offers Spanish Services, which offers Spanish-to-
: ; Spanish Relay service, which are handled by proficient No
Spanish-to-Spanish 3 Y : Y P
p P bilingual (Spanish) CAs. Their workstations are modified Additional
to provide macros and other functions to the caller in Cost
Spanish.
The command “S” typed by a Speech-Disabled person No
Speech Disabled Indicator would inform the CA that a Speech-Disabled person is on Additional
the line. Cost
This service enables Speech-Disabled customers to use No
Speech-to-Speech their voice, with assistance from CA if necessary, to Additional
communicate with each other through the Relay. Cost
J No
: St This feature offers the ability to toggle between inbound o
ddit
Togt/¥oice Tratmm{saion TTY, ASCII, TurboCode™, and Voice calls. 205; o
SR When calls are carried over the Sprint network, intrastate
calls are typically discounted by 35% Day, 25% Evening, No
Toll Di ¢ and 10% Night/ Weekend off intrastate MTS rates and Additional
B g interstate calls are discounted by 50% off interstate MTS
5 . . Cost
rate. State specific requirements may result in a change to
the standard discounts.
Sprint’s system has the capability of transferring Relay No
Transfer Gate capabilities callers to English TTY Operator Service and Relay 24-hour Additional
Customer Service. Cost
Relay users can reach Sprint’s TRS Customer Service,
which is available 24 hours-a-day, 7 days-a-week to No
TRS Customer Service request information, or to offer commendations and Additional
submit complaints. The toll-free number is: 1-800-676- Cost
3777 TTY/Voice/ASCI/Spanish.
Sprint’s TTY Operator services can complete TTY-to-TTY i
! . calls; obtain Directory Assistance information; or receive A:;d‘t' |
TTY Operator Services (0SD) credit for erroneous billing. The toll-free number is: Costg oha
1-800-855-4000.
This feature allows enhanced baudot transmission speed No
i up to 110 words-per-minute. It enables TTY callers with o
Turbotode TurboCode™ capability to interrupt during the Sational
s Cost
transmission of the call.
This feature (macro) enables Relay callers to know when No
Variable Time Stamp Macro their called party had disconnected and relays the last Additional
spoken words. Cost
No
: | ¢ ’
Voiee Call progression Thlsl systemu pgra_de aIF ows Voice or HCO callers to listen Additional
during call set-up i.e. ringing, busy.
Cost
; . No
Volea Banderit This feature (macro} informs the outbound TTY caller the Additional
gender of their caller.

Cost
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: Mandatory Features

Pay-Per-Call

Sprint provides access to Pay-Per-Call Services (900) via a
toll-free 900 number which observes LEC restrictions so
that customers do not have to register blocks with the
Relay.

With cooperation of Local Exchange Companies, the Relay
can accept 711 calls.

Additional
Cost

No
Additional
Cost
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Appendix I: Policy on 10- and 15-Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow. Therefore, Sprint
strives to keep the same CA dedicated to each call. Sprint will ensure that the CA remains on the
call for at least 10 minutes (or 15 minutes for Speech-to-Speech call).  If a change of CA is
unavoidable, CAs are frained to make this transition as smoothly as possible and will inform both
parties.

A CA change may occur for the following reasons:

Customer requests change of CA

End user verbal abuse of CA or obscenity towards CA

The call requires a specialist (Speech to Speech, another language)

liness

Potential conflict of interest (i.e. the CA identifies an end user as a family member or
friend)

In instances where it is necessary to change CAs, a second CA will plug in their headset at the
position and watch the call for several minutes in order to assess the “spirit” of the call and make
the transition smoother. After several minutes of observation, the second CA will wait until the
voice person stops speaking and all conversation has been relayed and will then type to the TTY
user:

(CA# CONTINUING UR CALL).

The CA will say to the non-TTY user:

“THIS IS CA # CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure. In addition, a training video
was developed that clearly shows the procedure and how to ensure it is as smooth as possible.
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FCC Requiremen

Appendix J: FCC TRS Mandatory Minimum Standards & Compliance Matrix

Sprint’'s Commitment

Provision of Services

Each common carrier providing
telephone voice transmission
services shall provide, not later
than July 26, 1993, in compliance
with the regulations prescribed
therein, throughout the area in
which it offers services,
telecommunications relay services,
individually, through designees,
through a competitively selected
vendor, or in concert with other
carriers.

Speech-to-speech relay service
shall be provided by March 1,
2001.

Interstate Spanish language relay
service shall be provided by March
1, 2001.

In addition, not later than
October 1, 2001, access via the
711 dialing code to all relay
services as a toll free call.

Communications Assistant
Competency Skills

(Ch)

CAs are to be sufficiently trained
to effectively meet the
specialized communications needs
of indiwiduals with hearing and
speech disabilities.

CAs must be competent skills in
typing, grammar, spelling, and
interpretation of typewritten ASL,
familiarity with hearing and
speech disability cultures,
languages, and etiquette.

Typing Speed - 60 WPM with
technological aids

Oral-to-type tests

VRS ‘'qualified’ Interpreters

Sprint has been a TRS provider
since September 1, 1990. As of

July 1, 2004, Sprint provides TRS
to 32 States, the Federal
Government, Common wealth of

Puerto Rico, and three resellers.

Sprint was the first TRS provider
to offer Speech-to-speech relay
service (California, 1996).

Sprint was the first TRS provider
to offer intrastate and interstate
Spanish services (Texas, 1991). As
a standard offering of TRS, Sprint
provides Spanish services to the
States. Sprint also is the only
TRS provider to offer Spanish-
speaking Customer Service.

Sprint fully implemented 711
accesses for all of its States on
October 1, 2001. Sprint Local
and wireless divisions have
implemented 711 access on
September 15, 2001.

Operational Standards

Sprint requires that all CAs have
a high school graduate equivalency
as a minimum qualification for the
job.

All CAs are tested and evaluated
to ensure Relay skills meet the
following FCC Guidelines. CA
training provides familiarity with
hearing, deaf, and Speech-Disabled
cultures and ASL translation.

Bach Sprint CA is required to take
the 60 WPM typing test quarterly
four times a year).

Sprint administers Oral-to-type
tests.
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FCC Requirement

Sprint’s Commitment

Sprint VRS interpreters are
qualified interpreters that adhere
to RID Code of

——

Ethics.

Confidentiality & Conversation
Context

CAs are prohibited from disclosing
the content of any relayed
conversation regardless of content

Certain exceptions are provided
for Speech-to-Speech calls.

CAs are prohibited from
intentionally altering a relayed
conversation and must relay all
conversation verbatim unless
specifically requested to do
otherwise

Types of Calls

CAs are prohibited from refusing
single or sequential calls or
limiting the length of calls
utilizing relay services.

TRS shall be capable of handling
any type of call normally provided
by commcn carriers.

CAs are trained and evaluated to
ensure all aspects of
confidentiality are maintained and
conversational context is properly
provided.

Sprint CAs are prohibited from
disclosing any call content.

STS CAs are permitted to retain
info from a call in order to
facilitate the completion of
consecutive subsequent calls.

ChAs relay calls verbatim and do
not alter relayed conversation.

During the annual merit reviews,
each CA reviews the
confidentiality and code of ethics

with his/her team supervisor.

CAs process all calls and never
prcohibit sequential calls or limit
length of calls.

Sprint TRS is capable of handling
all call types normally provided
by common carriers

_ﬁéndliﬁg_sk Emergency Calls

Providers must use a system for
incoming emergency calls that, at
a minimum, automatically and
immediately transfers the caller
to an appropriate PSAP.

A CA must pass along the caller’'s
nmumber to the PSAP when a caller
disconnects before being connected
to emergency services.

In-call Replacement of CAs

CAs answering and placing a TTY-
based TRS or VRS call must stay
with the call for a minimum of 10
minutes.

Via E911 database, Sprint
automatically and immediately
connects the caller to an
appropriate PSAP.

CAs pass along the caller’'s number
to the PSAP when the caller
disconnects prior to be connected
to the emergency service.

TRS and VRS CAs stay on the call
for a minimum of 10 minutes.
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STS CAs - 15 minutes.

Sprint’'s Commitment

STS CAs stay on the call for a

minimum of 15 minutes.

CA Gender Preferences

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.

STS Called Numbers

STS users must be provided the
option to maintain a list of names
and phone numbers that the STS
user calls. When the STS user
requests one of these names, the
CA must repeat it and state the
phone number to the STS user.

Sprint users are able to regquest
the gender of the CA. Sprint makes
every effort to satisfy this
request and to maintain the same
gender during transfers.

Sprint offers STS users the option
of maintaining a list of names and
phone numbers. When the STS user
requests a name, the STS CA will
repeat the name and the number to
user.

Sprint will provide the STS user
information to any new provider.

Technical Standards

ASCII & Baudot

TRS shall be capable of
communicating with ASCII & Baudot
format at any speed generally in
use,

Sprint TRS communicates with
Baudot and ASCII in all speeds
that are generally in use.

The following Baudot codes are
available on Sprint TRS' platform:
Baudot 45.5, Baudot 50, Turbo
Code, and E Turbo Code.

. épéed of Answer

TRS shall include adequate
staffing to ensure 85% of all
calls answered within 10 seconds
by any method which results in the
caller‘s call immediately being
placed, not put in a gueue or on
hold.

Abandoned calls shall be included
in the speed-of-answer
calculation.

Speed of Answer is to be measured
on a daily basis.

The system shall be designed to a
P.01 standard.

Sprint ensures that 85% of all
calls are answered within 10
seconds and that caller's calls
are immediately placed. Sprint
does not put calls in a queue or
on hold.

Abandoned calls are included in
the speed-of -answer calculation.

Speed of Answer is measured on a
daily basis.

Sprint‘s system is designed to the
P.01 standards.
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Equal Access to IXCs

TRS users shall have access to
their chosen IXC carrier through
the TRS and to all other operator
services, to the same extent that
such access is provided to voice
users.

Sprint’s Commitment

Sprint provides users with access
to their IXC carrier through the
Sprint Carrier of Choice program
allowing for the same access that
is provided to voice users.

TRS Facilities

TRS shall operate everyday, 24
hours a day.

TRS shall have redundancy features
functionally eguivalent to the
egquipment in normal central
offices, including uninterruptible
power for emergency use.

Adequate network facilities shall
be used in conjunction with TRS.

Technology

No regulation set forth in this
subpart is intended to discourage
or impair the development of
improved technology that fosters
the availability of telecomm to
people with disabilities.

VCO & HCO technology are required
to be standard features of TRS.

Sprint TRS is available 24 hours a
day, everyday.

Sprint has redundancy features
that prowvide functional
equivalency, including
uninterruptible power for
emergency use.

Sprint’'s network facilities are
sufficient to ensure that the
prebability of a busy response due
to loop trunk congestion is
functionally equivalent to what a
voice caller would experience.

Sprint is the nation’s leader in
the development and offering of
technological features for TRS.
Sprint has introduced over fifty
key product enhancements including
Split Screen ASCII, Customer
Database, Turbo Code, E Turbo
Code/Dial Through, Gated VCO,
Voice call progression.

Sprint provides VC0O and HCO
technology as standard features as
well as several variations on
these technologies.

Voicemail & Interactive Menus

CAs must alert the TRS user to the
presence of a recorded message &
interactive menu thru a hot key on
the CA’s terminal.

TRS providers shall electronically
capture recorded messages & retain
them for the length of the call, &
may not impose any charges for
additional calls that must be made
by the user in order to complete

Chs keep the user informed and
notify of the presence of recorded
messages and interactive menus. CA
positions have hot key
functionality that electronically
capture recorded messages and
retain them for the length of the
call.

Sprint does not charge for any
additional calls necessary to
complete call involving recorded
or interactive menus.
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calls involving recorded or
interactive messages.

TRS will handle pay-per-calls.

Sprint’s Commitment

Sprint was the first provider to
process pay-per-calls (Texas,
1996) .

Functional Standards

Consumer Complaint Logs

States must maintain a log of
complaints including all
complaints about TRS to include
minimum include the date the
complaint was filed, the nature of
the complaint, the date of
resolution and an explanation of
the resolution.

States & TRS providers shall
submit to the FCC by July 1 of
each year, summaries of logs
indicating the number of
complaints received for the 12-
month period ending May 31.

Contact Persons

States must submit to the FCC a
contact person or office for TRS
consumer information and

complaints about intrastate TRS.

Sprint maintains a log of all
complaints. The log includes all
of the required fields including

the date, the nature, the date of
resolution, and the explanation of
resolution.

Sprint provides summaries of the
logs, which indicate the number of
complaints received for a 12-month
period ending May 31°°.

Sprint has submitted annual
summary of Consumer Complaints log
report:

June 1, 2002-May 31, 2003
June 1, 2003-May 31, 2004
June 1, 2004-May 31, 2005
June 1, 2005-May 321, 2006
June 1, 2006-May 31, 2007

Sprint provides full support,
including a primary point-of-
contact, to contract
administrators to meet FCC
reguirements.

Public Rcecess to Info

Carriers, through publication in
their directories, periodic
billing inserts, placement cf TRS
instructions, in phone
directories, DA services, &
incorporation of TTY numbers in
phone directories, shall assure
that callers are aware of all
forms of TRS.

Sprint follows all FCC
requirements for public access to
information and publishes in
directories, brochures and billing
inserts, instructions for TRS
including 711 access in phone
directories, DA services and the
incorporation of TTY numbers in
phone directories to assure that
callers are aware of all forms of
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Conduct ongoing education and
outreach programs to publicize
availability of 711 access.

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 origimation to the point
of termination.

Sprint’'s Commitment

TRS.

Sprint regularly provides 711
dialing information in its
education and outreach programs.

Sprint TRS users pay rates no
greater than the rates paid for
functionally equivalent voice
communication services.

Jurisdictional géparation of Costs

(i) General, where appropriate,
costs of providing TRS shall be
separated in accordance with the
jurisdictional separation
procedures and standards set for
in the Commission’s regulations

(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

(1iii) Telecommunications Relay
Services Fund - To be administered
by the National Exchange Carrier
Ahssociation, Inc. (NECA)

Complaints
(i) Referral of complaint,

(ii) Tntrastate complaint
resolution,

(iii) Jurisdiction of Commission,

{iv) Interstate complaint
resolution,

(v) Complaint Procedures

(i) Sprint follows FCC
requirements in the jurisdictiocnal
separation of costs.

(ii) Interstate TRS is recovered
from all subscribers for every
interstate service utilizing the
shared-funding cost recovery
mechanism.

(iii) Sprint works with NECA for
reimbursement of interstate
minutes.

The Sprint TRS Customer Contact
process is fully compliant with
all FCC Requirements.
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Treatment of TRS Customer Info

Future contacts 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 wvendor. Such data
must be disclosed in usable form
at least 60 days prior to the
provider's last day of service,
and shall not be sold,
distributed, shared or revealed in
any other way by the relay
provider or its employees, unless
compelled to do so by lawful
order.

State Certification

Per FCC's Public Notice on TRS
State Re-certification released
5/1/02, the FCC regquests an
application be submitted through
State’'s Office of the Governor or
other delegated executive office
empowered to provide TRS.

Sprint’s Commitment

Sprint transfers TRS customer
profile data to incoming TRS
vendors. The data is provided in
usable form at least 60 days prior
to the last day of service and is
not sold, distributed, shared or
revealed in any other way by
Sprint, or Sprint employees.

Sprint provides each Sprint TRS
state a re-certification packet
and assists in the re-
certification process.

Concluded that TRS providers
should have access to SS7 or
similar technology to make Caller
ID and other benefits available
and facilitate provision of TRS.
(§16)

Concluded that TRS providers are
required to cbserve FCC's rules
pertaining to Caller ID and call
blocking services. (%22)

Concluded that when a TRS facility
is able to transmit any
identifying information to the
network, the TRS facility must
pass through, to the called party,
the number of TRS facility, 711,
or, if possible, the 10-digit
number of the calling party. The
identifying information passed
through the TRS facility to the
called party is to be determined
by the TRS Provider. (§25)

Concluded that the following call
types are adopted as mandatory
minimum standards of TRS.

Two Line VCO
Two Line HCO
HCO-to-TTY
HCO-to-HCO
VCO-to-TTY

Sprint’'s SS87 platform supports
Caller ID services.

Sprint complies with all FCC rules
pertaining Caller ID and call
blocking services.

Sprint's 887 platform transmits
the 10-digit number for local and
toll calls. Sprint's 887 platform
also will recognize the ID
blocking indicators.

Sprint has provided the VCO and
HCO calling combinations since
1996.
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VCO-to-VCOo

This requirement is waived for
Internet Relay and Video Relay
Services through December 31,
2007. (9386)

Required that all TRS facilities
be able to pass emergency callers
to the appropriate PSAP within
twelve months of publication of
this Order in the Federal Register
(8/24/03) . (%42)

This requirement has been waived
for Internet Relay and Video Relay
Services. (under separate Orders
for SRO and VRS)

This feature allows a TTY user to
retrieve voice messages left on
his or her voice mailbox or voice
answering machine by an incoming
call from a third party.

Concluded that the answering
machine retrieval to be provided
on interstate and intrastate basis
by 8/24/03. (Y62)

Call release allows a CA to set up
a TTY-to-TTY call that once set up
does not regquire the CA to relay
the relay the conversation.

Ruled that once the CA signs off,
or be “"released,” after the two
TTY parties are connected, at this
point, the call ceases to be a TRS
call subject to the per-minute
reimbursement.” (Y68)

This requirement is waived for
Internet Relay and Video Relay
Services. (]76)

Speed dialing allows users to
manually store a list of telephone
numbers with designated speed
dialing codes in the TRS user's
consumer profile.

This requirement is waived for
Internet Relay and Video Relay
Services. (78)

Sprint’'s Commitment

Sprint immediately connects
emergency callers toc an
"appropriate” PSAP as defined by
the FCC.

Sprint has provided the Answering
Machine Retrieval since 1996.

Sprint hég_E}said;atthe Call
Release feature since 2003.

Once a call is “released” from the
CA workstation, the call is no
longer a relay call and
accordingly will not be charged to
the state customer.

Sprint has provided Speed Dialing
or Frequent Dialed Numbers feature
since September 1, 1996.
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Three-way calling feature is
generally arranged in one of two
ways. (Y73)

1. The TRS consumer may reguest
that the CA set up the call with
two other parties

or;

2. The second way is to set up a
three-way call is for TRSE user to
comnect to two telephone lines at
the same time from his or her
premises by using the telephone’s
switch hook (or “flash”) button.

This requirement is waived for
Internet Relay and Video Relay
Services. (176)

Sprint’s Commitment

Sprint has supported
calling capabilities,
customer's premises,
September 1, 1995.

three-way
from the
since
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Appendix K: FCC CapTel Mandatory Minimum Standards & Compliance Matrix

FCC CapTel
Declaratory Ruling

(FCC 03-190)

FCC Requirement

The Communications Act
defines TRS as
“telephone
transmission services
that provide the
ability for an
individual who has
hearing or speech
impairment to engage
in communication by
wire or radio with a
hearing individual in
. a manner that is

offers servzces :
'telecommunlcatzons
relay services,

indiv1dually _throu i functionally
designee ¥ - equivalent to the
competitlvely selected ability of an
".\.re:ruzlc'):_r ‘or in concert = individual who does
with other carriers. not have a hearing

' ' i impairment or speech

impairment to
communicate using
voice communication
services by wire or
radio.” Since TRS
calls handled via
captioned telephone
VCO service fall
squarely within this
definition - i.e. they
allow communications
between persons with
hearing or speech
disabilities and
persons without such
disabilities - we
conclude that

. captioned telephone

. VCO service falls
within statutory
definition of TRS.
(§7)

Speech-to-speech relay
service shall be i
provlded by March 1,

:access v1a the 711 !
tdlallng code to all
relay services as a
toll free call -

Sprint’'s
Commitment

Sprint has been a
CapTel provider, on
trial basis, since May
1, 2002. On January
1, 2004, Sprint
successfully converted
CapTel trial into a
FCC-complaint CapTel
service, first -ever
in the TRS Industry.

Speech-to-speech relay
service for CapTel is
waived by FCC. See
Section 64.604 A.3,

Sprint is also the
first CapTel provider
to offer intrastate
and interstate Spanish
services on January 1,
2004.

Sprint is able to
process inbound 711
calls to include
access to CapTel
services.

94




FCC Requirement

FCC CapTel
Declaratory Ruling

(FCC 03-190)

Operational Standards

Communications
Assistant (Ca)
Competency Skilils

CAs are to be
sufficiently trained
to effectively meet
the specialized :
communications needs
of individuals with
hearing and speech
disabilities.

CAs must have
competent skills in
typing, grammar,
spelling, and
interpretation of
typewritten ASL,
familiarity with
hearing and speech
disability cultures,
languages, and
etiquette.

Typing Speed - 60 WEM
with technological
aids

Oral-to-type tgétsj

Requirement applies.

Use of CapTel’'s voice
recogniticn software
"is a permissible
means ..for achieving
the CA's competency
skills required by the
TRS mandatory minimum
standards” (9439).

Waived. Interpreting
typed ASL is not
applicable.

Use of voice
recognition technology
in the provision of
CapTel VCO service “is
a permissible means
for .. enhancing

transmission
speed..” (139)
Waived. Permits use

of Oral-to-text tests
instead.

Sprint’s
Commitment

Sprint requires that
all CapTel CAs have a
high school graduate
equivalency as a
minimum gualification
for the job.

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.

A captioned telephone
user does not type in
making a call,
therefore is never the
opportunity for the CA
to have to interpret
typewritten ASL

CapTel's wvoice
recognition technology
transmits above 100
WEM.

Oral to text tests are
given to all CapTel
CAs

Confidentiality &

Conversation Context .

CAs are prohibited
from disclosing the

content of any relayed

conversation i
regardless of content.

CAs are prohibited
from intentionally
altering a relayed
conversation and must
relay all conversation
verbatim unless
specifically requested
to do otherwise.

Requirement applies.

Requirement applies.

CapTel CAs are trained
and evaluated to
ensure all aspects of
confidentiality are
maintained and
conversational context
is properly provided.

CapTel CAs are
prohibited from
intentionally altering
a relayed conversation
and will relay all
conversation verbatim.
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Types of Calls

or sequentlal ca
limiting the length
calls utllizxng relay'
services. : ;

TRS shall

authorization is
denied.

FCC CapTel
Declaratory Ruling

(FCC 03-1290)

Waived for outbound
calls (9 46) because
the CapTel CA is not
involved in call set
up and cannot refuse
the call (f46)

Not waived for inbound
calls to a CapTel user
made through a TRS
facility. However, if
call is made directly
to the captioned

! telephone access

number no set up is
involved and the
CapTel CA cannot
refuse to call (Y46).

Requirement applies.

| Note: The requirement

to provide 711 dialing
is waived for outbound
calls made from a
CapTel phone. Inbound
711 calling waived for
one year (8/1/03 -
7/31/04) .

Also STS and HCO are

- waived (§29).

Sprint’s
Commitment

CapTel users dial
sequential calls
directly therefore
there is no way for a
CapTel CA to refuse
sequential calls or
limit length of calls.

CapTel will not refuse
single or sequential
inbound calls or limit
the length of calls
utilizing the service.
If an inbound call is
made to a captioned
telephone user wvia the
captioned telephone
access number, set-up
is automatic, and thus
there is no way for a
CA to refuse the call.

CapTel is capable of
handling all call
types normally
provided by common
carriers.

Handllng o£ Emergen
Ccalls

cr

Providers must use a.
system for incoming
emergency calls that,
at a minimum, :
:autamat;cally and
_immediately transfers
the ca;ler_to” he
ne@teét'?Sﬁ?T'q

A CA must pass along

the caller’s number to

the PSAP when a caller
disconnects before
being connected to
emergency services.

Requirement applies.

Requirement applies.

CapTel user dials 9-1-
1. Sprint will route
the call directly to
the most appropriate
PSAP.

The 911 PSAP center
will receive the
caller's Automated
Number Identification
and Automated Locator
Identification. If the
call is disconnected,
the 911 center will
call the CapTel user
back.
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FCC CapTel
FCC Requirement Declaratory Ruling
(FCC 03-190)

Sprint’s

Commitment

In- call Replacemen

. Requirement applies. CapTel CAs stay on all
CAs answerlng ‘and il calls for a minimum of
placing a TTY- based = 10 minutes.

TRS or’VRS call must
.stay with the call for ;
a mlnlmum ot 10
minutes.

€4 Ceodes (@ esinrgiie

TRS prov1dera must Waived. (% 36, 47-
make best efforts to 48) .

:accommodate a_TRS e

user’s requested ca

-gender when a call is

initiat&d and if a

:STEZ¢311E§_ Fmﬁers'

‘8T8 users muist be ; Waived. (%29)
provided the option to

maintain a list of
names and phone .
numbers thatgthe STS

STS_usex rgquests ppe
of these names;’thg'ﬁkx
must repeat it and
state the pho number
to the STS user

This lnfcrmatlon must

' be transferred to any
new provzder -

Technical Standards
ASCIT & Baudot = =

_TRS shall be capable = Waived. (Y53-54)
of communlcatlng with

ASCIT & ‘Baudot ormat

at any spaad general
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Abandoned calls shall
be included in' the
speed-of-answer
calculation.

The systém'shali be
designed to a P. 01-
standard.

Equal Access to IXCs

sarvmces, to the same
extent that such ;
access is prov1ded to :
VO:LCE users g

FCC CapTel
Declaratory Ruling

(FCC 03-190)

Requirement applies

. Requirement applies.

Requirement applies.

Requirement applies.

Sprint’s
Commitment

Sprint CapTel ensures
that 85% of all calls
are answered within 10
seconds and that
caller’s calls are
immediately placed.
Sprint does not put
calls in a gQueue or on
heold.

Abandoned calls are
included in the speed-
of -answer
calculation.

Sprint CapTel system
is designed to a P.01
standard or greater
measured on a daily
basis.

CapTel users will be
able to choose their
IXC carrier through
the CapTel Carrier of
Choice program
allowing for the same
access that is
provided to voice
users.
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”redundancy features
funct;onally 0
equivalent to the
equipment in norma
central oEfices,
including -
uninterruptible power}
for emergency use.

Adequate network

facilities shall be
used in conjunction
with TRS. :

Technology

No regulatio
forth in this su
is intended to :
dlscourage or lmpalr
‘the development of
improved technolagy e
that fosters the
‘availability of
telecomm to people
with d;sabllltles_ :

veo &'_Hco':t'é\chz_z:pl.ogys
are required to be
standard features of
TRS. ; / il

_ State TRS programs,

FCC CapTel
Declaratory Ruling

(FCC 03-190)

FCC noted that CapTel
is not a mandated
service but stated
that CapTel is a form
of enhanced VCO
service. It allowed
interstate
reimbursement from the
Interstate TRS Fund.
For a provider to be
eligible for
reimbursement from the
Interstate TRS Fund
for the provision of
TRS, the provider must
either meet the
mandatory minimum
standards or request
and receive waivers of
the standards. (] 22,
24)

of
course, are free to
offer this service and
to reimburse providers
of intrastate

. captioned telephone

VCO service. (§ 22)

FCC acknowledged that
CapTel is an enhanced

Sprint’s
Commitment

Sprint CapTel is
available 24 hours a
day, everyday.

Sprint CapTel has
redundancy features
that provide
functional
equivalency, including
uninterruptible power
for emergency use.

Sprint CapTel network
facilities are
sufficient to ensure
that the probability
of a busy response due
to loop trunk
congestion is
functionally
equivalent to what a
voice caller would
experience.

Sprint is the nation’'s
leader in the

VCO service of TRS (9§
44) .

Waived for HCO. (9§ 29)

develcpment and
offering of
technological features
for TRS.

99




FCC Requirement

ﬁIntera t re Nenua

c’:as mus»;t alert the TRS
user to the presence
of a recorded: message

& interactlve menu
thrua hot key on. the
rCA’s tarmxnal

TRS prov1ders-shall o
electronically capture
recorded messages &
retain them for the
length o the ca :
may not 1mpose an -
charges for addltlonal
calls that must be
made by the user in
order to complete
calls involving
recorded or
interactive messages.

 TRS wmll handl',pay
per-calls .

Functional Standards

FCC CapTel
Declaratory Ruling

(FCC 03-190)

Sprint’s
Commitment

REequirement applies. CapTel user both hears
and interacts directly
with the recorded
message and makes 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.

Requirement applies.

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.

Sprint CapTel supports
pay-per-call call
types.
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FCC CapTel
Declaratory Ruling

(FCC 03-190)

FCC Requirement

Requirement applies.

States must maintain a
log of complaints
including all
Ccmplalnts about TRS
to include ‘minimum
include the date the
complalnt was filed,
the nature of the :
complaint, the datelof
resolution and an
explanation of the
resolution.

States & TRS providers
shall submit to the
FCC by July 1 of each
year, summaries of

logs lndlcatlng the
number of complaints
received for the 12-
month period :
May 31.

Contact Persons

States must submit to
' the FCC a contact
person or office for
TRS consumer
information and
complalnts about
intrastate TRS.

Requirement applies.

Sprint’s
Commitment

Sprint CapTel
maintains a log of all
complaints. The log
includes all of the
required fields
including the date,
the nature, the date
of resclution, and the
explanation of
resolution.

Sprint CapTel provides
summaries of the logs,
which indicate the
number of complaints
received for a 12-
month period ending
May 31°°.

Sprint CapTel provides
full support,
including a primary
point-of-contact, to
contract
administrators to meet
FCC requirements.

Publ;c Access to Info

Cariiirs through. ’ Requirement applies.

publication in their
directories, perlodic
blllzng ;nse:ts,
placement of TRS
instructions
dlrectorles,
serviaes,*&
incorporation of TTY
numbers in phone
directories, shall
assure that callers
are aware of all forms
of TRS. G

Conduct ongolng =
education and outreach-'
programs to pub11c1ze"
availability of ?11
access.

Sprint follows all FCC
requirements for
public access to
information and
publishes in
directories, brochures
and billing inserts,
instructions for TRS
including 711 access
in phone directories,
DA services and the
incorporation of TTY
numbers in phone
directories to assure
that callers are aware
of all forms of TRS.
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FCC Requirement

the ratés ﬁald for
functzonally
l E

fEhe'tlme of day, and

the distance from the
peint of arlglnatlon
to the p01nt of
termination.

FCC CapTel
Declaratory Ruling

(FCC 03-190)

Requirement applies.

Sprint’s
Commitment

CapTel users pay rates
no greater than the
rates paid for
functionally
equivalent voice
communication
services,

Jurisdictional
Separation of Costs

(1) General whare o

providing TRS shall
separated in :
accordance wlth-the
jurlsdlctlonal

geparation . procedures -
and standards set forxj

in the Commlsslon s
regulatlons : e

(ii) Cost recovery,
Costs caused by
interstate TRS shall
be recovered from all

subscribers for every .

interstate service,
utilizing a shared-

funding cost recovery_

mechahlsm

{iidi)
Telecommunications

Relay Services Fund -
To be administered by

the National Exchange

Carrier Association,
Inc. (NECA)

: i Requirement applies.
appropriate, costs of-;'

(i) Sprint follows FCC
regquirements in the
jurisdictional
separation of costs.

(ii) Interstate CapTel
is recovered from all
subscribers of
interstate services

(iii) Sprint works
with NECA for
reimbursement of
interstate minutes.
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FCC CapTel
Declaratory Ruling

(FCC 03-190)

FCC Requirement

Sprint’s
Commitment

Fequirement applies.

cotplaiat,

(i) Intrastate.='”'
complaint resolution,

(iii) Jurisdiction of
Commission,

{(iv) Interstate
‘complaint resolution,

(v) Complaint
Procedures

The Sprint CapTel
Customer Contact
process is fully
compliant with all FCC
Requirements.

Treatment of TRS
Customer Info

1Future contgcts
between the TRS
administrator and the
TRS wvendor shall
provide for the
transfer of TRS
cugtomer profile data
from the'outgoiné'TRs.-
vendor to the incoming
TRS vendor. Such data
must be disclosed in
usable form at least
60 days prlcr to the

. Requirement applies.

be. sold dlstributed
shared or revealed in
any other way by the
relay provider or its
employees, unless
compelled to do so by
lawful order.

' H; Requirement applies.

released 5/1/02,
FCC requests an
application be
submitted through
State’s Office of the
Governor or other
delegated executive
office empowered to
provide TRS.

Sprint transfers
CapTel customer data
to incoming CapTel
vendors. Customer
information that is
normally contained in
a TRS profile is not
required for CapTel as
the CA is anonymous to
the call and the
CapTel user talks
directly to the called
party. The data is
provided in usabkle
form at least 60 days
prior to the last day
of service and is not
sold, distributed,
shared or revealed in
any other way by
Sprint, or Sprint
employees unless
Sprint is compelled by
legal process to
provide such
information.

Sprint provides each
Sprint TRS state a re-
certification packet
and assists in the re-
certification process.
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FCC Requirement

Concluded that if a
TRS provider is able

jcalllng pa
identifying @
information to the
network, it must

_pIGVldE Cal ar ID
service

FCC CapTel
Declaratory Ruling

(FCC 03-190)

Requirement applies.

Sprint’s
Commitment

Sprint CapTel will
have the capability to
transmit the 10-digit
number and will
recognize the ID
blocking indicators.

Sprint CapTel will
deliver the SS7
technology on February
1, 2004.

Two Line VCO
Two Line HCO.
HCO-to-TT¥ .
fnco-totiieg T
VCO-to-TT -
VCO-to-VCO

:Concluded éhét'TRSﬁ_v'

flmmedlately transfers
the caller to an £
_appropriate Public =
Safety Answerzng ;
'Point

Minimum standards
pertaining to HCO are
waived.

VCO requirements still
apply.

Requirement applies.

Sprint CapTei supports
the VCO calling
combinations.

CapTel user dials 9-1-
1. Sprint will route
the call directly to
the most appropriate
ESAP.

-Concluded that the
answering ma'hlne and
voice mail trleval -
are TRS fea_ures fhats
must be prov;ded to
TRS users,- ' s

Answering machine
retrieval throug
is accomplished when
the recxpient of the

‘message, the TRS user,
calls the TRS facxlzt
and has the CA lzst_,
to the voice messages

The requirement was
not addressed in the
Declaratory Ruling.

Answering machine and
voicemail retrieval is
provided by CapTel.

Answering machine
retrieval through
CapTel is accomplished
when the CapTel
facility caption the
voice message to the
CapTel users.
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FCC CapTel
FCC Requirement Declaratory Ruling
(FCC 03-190)

{1=52)

Sprint’'s

Commitment

Concluded that call Waived.
‘release is requi
under FCC’s functio
equivélencyjmqn@ate

Call release allows ‘a

up does mot requi
the CA to relay the
conversation. The
feature allows CA to
sign-off or be

"released” from the
telephone 11_'*
without, trlgger
dlsconnectl' :

originating ITY caller
to the called party’s
TTY through e.g. a

business sw;;chbqard.

Concluded that speed = The requirement was CapTel telephones have
‘dialing feature is  _ not addressed in the the Speed Dial
_requixed undex FCC's Declaratory ruling. feature.

store a 113t of
,telephone“n mbe i
'deslgnate_
_dialing code in the
TRS user's. consumer :
proflle : S

105



FCC Requirement

Concluded tha

functiomal equivalency
mandate but did not
'spec1flcally-mandate'
the way such
.functionallty had t__
provide. :

The FCC!s Order
imposing such
requirement state
that “generally”
three- ~way calling can

set up the cal
two othg;:par

The seccnd'way is to
set up a three- -way
"call 19 for TRS user

same time fro hi
her premises by: si -
the telephone’s sw1tch
hook (ox “flash"} Ty
button. i

FCC CapTel
Declaratory Ruling

(FCC 03-190)

The requirement was
not addressed in the
Declaratory Ruling.

Sprint’s

Commitment

Sprint CapTel users
will be able to
participate a three
way call. Although
the person using the
captioned phone is
unable to establish
the three-way call,
the called party will
be able to do so by
utilizing telephone

switch hook (or
“flash") button on his
or her CPE. Thus,

Sprint CapTel meets
the requirement for
three-way calling.
{For One-Line CapTel.)
For Two-Line CapTel
either party can
initiate a 3 way call
should the user
purchased this as a
LEC option.

Sprint CapTel users
will be able to
participate in a
conference bridge to
speak to three or more
individuals.
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