APPLICATION FOR RENEWAL
OF
TRSSTATE CERTIFICATION
by the
I ndiana Telephone Relay Access Cor poration
for the Hearing and Speech I mpaired
September 28, 2007



Table of Contents

LI o LT 0 B g1 = o1 PSSR [
N 0= 010 SR TRSR ii
Indiana FCC Certification Renewal and Supporting DOCUMENTS............cooererreienienies e 1
State Program NAITALIVE..........couriiiiieiieeieees et sr e e r e sr s nennen e enea 1
Operational SEANAITS ........cc.eouirieiitei e ettt bbb e n e enes 3
A.1 CommuniCation ASSISTANTS (CAS) ..evirireiieieieieieses ettt b sn e e e e 3
A.2 Confidentiality and Conversation CONLEXT ..........cceeririrerereneseriese et 7
A BTYPES OF CallS...oeiiieieie e et sttt s te e et e sreesaentesreas 10
A.4 Handling of EMErgency CallS.........ccooiiiieie ettt .14
A5 STS CaAled NUMBDEIS......ccuiiiiteee et s e 17
LIS 1= T =0 = PSS 17
B.LASCIH @N0 BAUOL.........ceeuiieiirieiinieisiie sttt e sa e nneneanas 17
B.2 SPEEU OF ANSIWES ...ttt ettt st et e s be et et e sae e e e stesneeseseenseseeeneeseneens 18
B.3 Equal AcCCeSS to INtEreXChange CaITIEN'S........coiiuirieiieieiriesieresiesre e 22
B4 TRS FACHTIES ...t ettt bbbt 23
B.5 TECNNOIOOY ...ttt ettt bbb b e s nn e 26
BB CAllE ID ... et .27
FUNCLIONEI SEANTAITS........c.eeieiiiiiirie e ettt eb st b e n e 28
C.1Consumer COMPIAINT LOGS........cciueiiiiieieiieiteesieteeste et e e sre e te s eesre e e sesreesesresneeaesreen s aras 28
C.2 CONLACE PEISONS ...ttt ettt e et st e e e e e b e e be e sbe e s £ ereesaeesanesaneeanan 28
C.3 Public ACCESSTO INfOIMALION.......cveiiirieieieieeec s et sne e s 29
CLARBEES ...ttt b b e b e R AR e Rt £ b e e Rt b e Rt et e bt nre s 30
C.5 Jurisdictional Separation Of COSES........cooireeririieeient e e et seeeneens 31
C.6 COMPLAINES. ...ttt ee e st bbb s e e e e bt es sheebenb e b et e e e e e nenreenas 31
C.7 Treatment of TRS CUSIOMES INFO.....ccueiiiiciese et e 33

8604.605 StALE CaltifiCaLiON. ...eeeeieeeeee e e e e et e e e e et e e e aeeeeseaeeessaeeeessaeeeesaaneeeessnseeeannneessans 33



Appendix

Appendix
FCC TRS PUDIIC INOLICE, JUNE 22, 2007 ......eeeeeeeeeeeeeeeeeeeeeeee areteeeeeeesaeseessaaseesseseesssaseeesssereeesssenes A
Appendix B: Sprint TRS, STS, CapTel, and VRS Training OULIINES..........ccccovvveeeevececne e B
Appendix C: TRS, IP, VRS and CapTel Pledge of Confidentiality..........ccccvvvrineneicinicncecee, C
AppendiX D: E 911 Call ProCEAUIE....... ..ottt e ste et e eesneeneeeas D
Appendix E Sprint Carrier of Choice Letter of INVItation............ccoceviiirineneenceeeeese e E
Appendix F: Sprint Outage Prevention Prograims......... ..o F
Appendix G: Disaster RECOVENY Plan........cccooiiiiririniiis ettt G
Appendix H: Sprint TRS Standard FEAUreS MatliX........ccccvevveriieeieieseseseese s s H
Appendix I: Sprint Policy on 10- and 15-MiNULE RUIE .........covviveeiiiiceeeee e I
Appendix J: FCC TRS Mandatory Minimum Standards & Compliance MatriX ..........ccccevvvevennene. J
Appendix K: FCC CapTe Mandatory Minimum Standards & Compliance MatriX..........ccccueu..... K
Appendix L: Sprint’s Report to the FCC on VRS and IPWalVErs .........cccceei e, L
Appendix M: Sprint Relay FaCt SNEEL...........ooi i e M
Appendix N: Sprint TSP Press REIEASE. ..o e N
Appendix O: TRS Information in Telephone DIreCtOri€s........ccoovririririenenieeseeeeee s @]
Appendix P: Telephone Bill INSAITS ......cc.oieiiiiesieese et P
Appendix Q: Relay INdianaWEDSITE........cccoiiiieieceees e Q
AppendiX R: INTRAC ANNUEI REPOI..........cceeiiiieie st et st sne e R
Appendix S: Relay Brochures or Other AQVErtiSEMENS.........ccceceeeeiiieciect e S
Appendix T: Legidation Establishing TRS N Indiana...........cccccovieveiiiiies o T
Appendix U: Complaint Logs from 2002-2007 ..........cccceeeiieeieieeiesreseeseesreesee e sreesaesresesresreene s U
AppendiX V: TRSRFP @NA RF........ociiiieeeiees sttt Y,
Appendix W: Phone Bill with Surcharge Rate or Legidative Order..........ccoeoevnenencnncncnenen w
Appendix X: Letter to Mr. Chandler - FCC ..o X



INDIANA TELEPHONE RELAY ACCESS CORPORATION
FOR THE HEARING AND SPEECH IMPAIRED (InTRAC)
FCC CERTIFICATION RENEWAL AND SUPPORTING DOCUMENTS

STATE PROGRAM NARRATIVE

In response to the Americans with Disabilities Act of 1990, the Indiana Genera
Assembly enacted Ind. Code § 8-1-2.8 authorizing the creation of the Indiana Telephone
Relay Access Corporation for the Hearing and Speech Impaired (INTRAC). A copy of
the INTRAC Act is attached asAppendix T. INTRAC isaprivate, nonprofit corporation
whose members are local exchange companies (as defined in Ind. Code 88-1-2.8-8)
operating in Indiana. The purpose of INTRAC isto provide, at the lowest cost reasonably
possible, adequate and dependable telecommunication relay services (TRS) that meet or
exceed the requirements of regulations promulgated by the Federal Communications
Commission.

In addition to providing for the creation of INTRAC, the INTRAC Act also
required each member to impose a monthly surcharge on each residential and business
line (or line equivaent) of its customers. The monthly surcharge is currently $0.03 per
line, regardless whether these customers use the relay service. Assuch, the surchargeis
not an end-user charge. Aslong as INTRAC fulfillsits purpose and complies with
various requirements prescribed by the INTRAC Act, the LECs are required to forward
the amounts collected from this surcharge to INTRAC. These sums are then used by
INTRAC to fund and recover the costs of providing TRSin Indiana.

The INTRAC Act was amended to authorize INTRAC to implement an equipment
loaner program for hearing- and speech-impaired persons unable to afford the speciaized
telephone equipment. INTRAC loans Ultratec 4425, Uniphone 1140, D-Link Video
phones, Ameriphone Dialogue VCO, and CapTel. To date INTRAC has lent more than
3,700 units plus accessories.

INTRAC strives to exceed minimal requirements in providing telecommunication
relay service. Therelay service began eight months ahead of the required schedule, on
October 1, 1992. Additionally, the implementation of 711 Dialing began June 1, 2001,
four months prior to the required date. CapTel was added to the program in 2005 and D-
Link Video phones were added to the equipment program to alow customersto utilize
Video Relay Service (VRS).

While the INTRAC Act imposes certain requirements on INTRAC, the corporation
isgoverned by its Articles of Incorporation and By-Laws. Pursuant to the INTRAC Act,

the By-Laws provide that INTRAC’ s business, property and affairs are managed
by a Board of Directors consisting of seven members. One of these directorsisthe
Director of Indiana’ s Office of Deaf and Hard of Hearing Services, and the remaining six
directors represent the member LECs.

INTRAC established arenewal contract for TRS with Sprint effective November
1, 2005 through October 31, 2007. INTRAC has prepared this TRS Certification Renewal
Application with the assistance of Sprint Relay. The narrative and attached appendices



comply with the FCC TRS Certification Renewa Application, particularly in response to
the FCC Public Notice DA 07-2761, CG Docket No. 03-123 released on June 22, 2007.
A copy of this Public Notice and these mandatory requirementsis attached as

Appendix A. All of the minimum mandatory TRS requirements for 47 C.F.R § 64.604
and 8§ 64.605 areincluded in this document. Please note that although Sprint Relay
Internet Protocol (1P) and Video Relay Services (VRS) information are listed throughout
this document, INTRAC does not contract to provide these servicesin Indiana, nor is
INTRAC responsible for oversight of IP and VRS services.

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

The Appendices included with this TRS Certification Renewal Application are as
follows:

Public Notice DA 07-2761

TRS, CapTel, STS, IP, VRS Training Outlines

TRS, IP, VRS and CapTel Pledge of Confidentiality
E911 Call Procedure

Sprint Carrier of Choice Letter of Invitation

Sprint Outage Prevention Program

Sprint Disaster Recovery Plan

Sprint TRS Standard Features Matrix

Sprint Policy on 10 and 15 minute Rule

FCC TRS Mandatory Minimum Standards & Compliance Matrix
FCC CapTe Mandatory Minimum Standards & Compliance Matrix
Sprint’s Report to the FCC on VRS and |IP Waivers
Sprint Relay Fact Sheet

Sprint TSP Press Release

TRS Information in Telephone Directories

Telephone Bill Inserts

Relay Indiana Website

INTRAC Annual Report

Relay Brochures or Other Advertisements

State Legidation Establishing TRS Program in Indiana
Complaint Logs from 2002-2007

TRS RFP and RFI

Phone Bill with Surcharge Rate or Legidative Order
Letter to Mr. Chandler - FCC
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Operational Standards

A.1 Communication Assistants (CAS)

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

CA Employment Standards

Sprint has established a successful procedure to attract qualified applicants for TRS CA
positions. The first step in the CA’s hiring practice is a validated test that screens for
typing, language skills, and other skills related to the CA position. When an applicant
passes the test, a Human Resources representative screens the applicant over the phone or
in person, for oral communication skills and work availability. If the applicant passes
this step, he/she is interviewed in person by an Operations Supervisor for specific job
dimensions that relate to the success of a CA. If the supervisor recommends the applicant
for employment, the applicant undergoes a drug screen and security/reference check. This
process ensures that only qualified applicants are hired to work at arelay center.

Sprint IP (Internet Relay) CAs follow the same employment and training standards as
TRS CAs. In addition, Sprint provides an enhanced VCO service called Captioned
Telephone (CapTel) Services. Sprint requires that all CapTel CAs have a high school
graduate equivalency as a minimum qualification for the job.

All Sprint Video Relay (VRS) Interpreters are qualified and adhere to the Registry of
Interpreters for the Deaf (RID) Code of Professional Conduct. For more information
about VRS interpreter qualifications and training expectations, see Appendix B.

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

Communication Assistants Training Program

Sprint trainers use adult learning theories; training is adapted to each participant’s
learning modality; incorporating lecture, visual graphics, flow charts, videos, role
playing, and hands-on-call training, to stimulate the CA’s ability to learn.

New hires receive training in Deaf Culture, ASL trandation, the needs of non-signing
deaf individuals, and sensitivity to the needs of persons with hearing and speech
disabilities by a qualified person who, if not deaf or hard of hearing, possesses extensive
knowledge in this area. During the CA’s initial training, they are trained and evaluated on
how to accurately reflect the TTY user’s communication and on the CA’s role in the
relay process. CAs performance based skills such as grammar; spelling and ora
communication abilities are evaluated. Sprint works closely with local deaf and hard of
hearing communities to identify knowledgeable presenters to assist with the training.



Sprint utilizes videos, role-playing, group activities and discussion groups to educate
employees on the different needs of their customers to ensure sensitivity towards
customers.

Additionally, applicants are given written and hands-on evaluations to demonstrate their
ability to spell and type accurately, process a call using live training terminals, and role-
play in varying levels of ASL. CAs aso receive extensive training on how to improve
their interpersonal skills so that they can work effectively with difficult and stressful
situations that may arise during their employment. These training mandates and skill
expectations also apply to Sprint IP CAs and VRS interpreters as where appropriate.
Please review the Sprint TRS, Speech to Speech (STS), CapTel and Video Relay Service
(VRS) Training outlinesin Appendix B.

A team of ASL-Fluent Sprint employees developed the ASL Training workbooks that are
utilized by CAs for ongoing training. These workbooks have been designed to provide
supplemental training and to assist CAs toward the mastery of ASL translation on relay
cals.

Captioning Assistants Training Program

CapTd CA training includes comprehensive training on the CapTel Service Workstation
equipment and other instruction including some live cal handling experience. All
prospective CAs are required to meet al of the CTI standards for becoming a production
CA. These standards include the ability to consistently meet call handling skills such as
WPM averages, accuracy averages as well as attendance and attitude standards set by
CapTed management. At any time if a prospective CA does not demonstrate the ability to
achieve the expected standards, they may be removed from the training group and
terminated from employment. See Appendix B

All CapTel CAs are tested for competency in typing, grammar, and spelling to ensure
skills meet the FCC Guidelines. CapTel CA training provides familiarity with hearing,
deaf, and Speech-Disabled cultures. A captioned telephone user does not type while
making a call, therefore there is never an opportunity for the CA to have to interpret
typewritten ASL.

CapTel CAs must follow certain guidelines while supporting calls. Below is a list of
these guidelines.

1.1  The CA shal betrained to caption the words spoken by the hearing party
as accurately as reasonably possible, without intervening in the
communications. The CA is permitted to provide background noise
identification.

1.2  The CA shal not maintain any records of conversation content and shall
keep the existence and content of al calls confidential.

1.3  TheCA shal be required to meet the FCC standards for TRS minimum
transcription speed.



1.4  The CA shdl not limit the length of acall and shall stay with the call for a
minimum of ten minutes when answering and placing a call.

15 TheCA shal passaong aCapTd caller’s Automatic Number
Identification (ANI) to the local Public Service Answering Point (PSAP) if
the caller disconnects before being connected to emergency services.

1.6  Personnel supporting CapTel will have the requisite experience, expertise,
skills, knowledge and training and education to perform CapTel Services
in aprofessional manner.

Please review the Sprint TRS, STS, CapTel and Video Relay Service (VRS) Training
outlinesin Appendix B for more information on CA training requirements.

CA Quality Assurance Programs
Monthly Surveys

Sprint Relay conducts monthly surveys and formal reviews to monitor and evaluate the

continuing training for Sprint Relay TRS CAs as well as Sprint IP CAs. The survey
process used is a product of atask force comprised of management staff. It evaluates all

areas of work performance, persona effectiveness and attendance. The survey process
goals are to respond to customer feedback and provide the CA with clearly defined and
objective performance measures. Two surveys are completed on each CA every month
and include areas such as Typing Accuracy, Spelling, Conversational English/ASL
Trandation, Clarity / Enunciation, Caller Control, and Etiquette/ Composure.

Quality Assurance Test Calls

To ensure that all CAs are focused on FCC requirements and state contractual
commitments, Sprint centers and or an independent third party quality testing firm has
been retained by Sprint to perform a total of 700 test calls. Results are provided on a
guarterly basis. Feedback and appropriate guiding performance measures for specific
components are addressed with each CA.

Sprint Relay also conducts test calls to ensure CapTel quality at least once a quarter, but
often conducts monthly tests of 100 test calls on CapTél.

Relay Program Management and Trainer Test Calls

Additionally, the Operations department and members of the Relay Program
Management Team identify areas of concern based on customer feedback, state feedback,
individual survey results and customer contacts. Approximately 300 test calls per month
are conducted focusing on the identified monthly call-processing topic. Results are
compiled and shared with Operations' management. Based on the results, the trainers and
management determine if refresher training is required and what method will be used for
delivery.



Sprint Relay and the Relay Program Management team also perform test calls for CapTel
CAs.

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

Transmission of 60 WPM

All Sprint Relay CAs type a minimum of 60 words per minute (WPM). Sprint Relay
utilizes an oral-to-type test that simulates actual working conditions. CAs are tested on an
ongoing basis to ensure that a 60 WPM performance requirement is maintained. During
this test, Sprint Relay does not use technology-aided transmission to ensure the typing
speed. The scores for each CA are the actual words per minute that are typed. The most
recent test results were an overall 82.5 WPM with 97% accuracy for all call centers. This
appliesto Sprint IP and IP wireless relay CAs as well.

Sorint Relay utilizes technological aides during relaying such as pre-programmed macros
and auto-correcting software, along with the CA’s natural skill, to provide optimal
service.

CapTd'’s voice recognition technology transmits above 100 WPM. While ora to type
tests are waived as a result of this technology, oral to text tests are given to all CapTd
CAs.

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

Qualified VRSinterpreters

All Sprint Video Relay (VRS) Interpreters are qualified and adhere to the Registry of
Interpreters for the Deaf (RID) Code of Professional Conduct. For more information
about VRS interpreter qualifications and training expectations, see Appendix B.

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

In-Call Replacement of CAs

Sprint Relay requires all CAs, including Sprint IP and IP Wireless CAs, and VRS
Interpreters, also known as Video Interpreters (V1s), to stay on the call for a minimum of
10 minutes, with the exception of Speech to Speech (STS) CAs, who must stay on the
cal for a minimum of 15 minutes. This is included in the CA training matrix under
Appendix B, Module 4l, and the Video Relay Service Training Outline and
Qualifications CapTel CAsaso stay on al calls for aminimum of 10 minutes.



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

When a Sprint relay user requests a CA of the opposite gender of the CA who initidly
receives the call, the relay user is switched to an appropriate CA as soon as one becomes
available. If a change of CA is necessary during the call, every attempt will be made to
accommodate the previous gender request. When a Sprint VRS and Sprint IP or IP
Wireless user requests a specific gender, every attempt will be made to honor the request.
If a change of VIs is necessary during the cal, every attempt will be made to
accommodate the previous gender request.

CapTel CAs are waived from this requirement. See Appendix K, FCC CapTel
Mandatory Minimum Standards & Compliance Matrix.

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

Sprint CAs transmit and relay all conversations between the caler and the called parties
inreal time.

CapTd is a transparent service. CAs transmit audio and captioned text conversations
from the voice caller to the CapTel user in rea time. Since the CapTel user utilizes their
own voice to transmit, no transmission occurs from the CA to the voice caller.

A.2 Confidentiality and Conver sation Context

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

Confidentiality Policies and Procedures

Sprint Relay believes that measures to ensure confidentiality are crucial to the success of
TRS, Sprint IP/IP Wireless and VRS operations and has implemented procedural and
environmental measures to safeguard customer and call information.

In accordance with the FCC regulations, all information provided for the call set-up,
including customer database records remain confidential and cannot be used for any other
purpose. Once the inbound party disconnects, CAs and Video Interpreters (VIs) lose the
ability to view or access any information pertaining to that call. No written or taped
information regarding the call is kept once the cal is released from the Relay position.



Billing information is transferred to billing files after the call has been terminated and is
no longer available except for billing purposes.

The only exception to this policy relates to STS calls. Sprint STS Relay Agents may
retain information from one inbound call for use in a subsequent outbound call, with the
caler's permission. Such information will only be retained for the duration of the
inbound call.

Sprint Relay’s confidentiality expectations are strictly enforced and employees are
expected to comply with this policy during and after their period of employment. Sprint
strictly enforces confidentiality policies in the Center, which include the following:

Prospective CAs and VIs undergo a thorough background investigation and
screening.

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

Stress can be a factor in maintaining confidentiality. CAs and VIsreceive training
on healthy detachment.

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

CAs perform their work in cubicles that are bordered by high sound-absorption
acoustic tiles and wear special noise reducing headsets.

All Sprint Relay Centers have security key access.

Visitors are not allowed in Relay work areas.

Supervisors are present in the work areato observe behavior.

All Relay Center personnel are required to sign and abide by the Sprint Relay
Center’s Agreement Regarding Confidential Customer Information.

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

Sprint Relay Center’ s Agreement Regarding Confidential Customer Information requires
CAsand Vlsto:

Keep dl call information confidential.

Not edit or omit any content from the conversation.

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

Continuously improve their skills.

Please refer to Appendix C for the TRS Pledge of Confidentiality. This document is
similar to what is used for Sprint VRS interpreters and |P/IP Wireless CAs.

CapTéd Captioners must comply with the same rules that TRS follows regarding
confidentiality. The CapTel confidentiality formissimilar to TRS. Below isan
explanation of confidentiality asit pertainsto CapTel Captioners. A copy of the CapTel
confidentiality form signed by CapTel CAs can be found under Appendix C.



Information obtained during a CapTel call should not be shared with any person except a
member of the CapTel management staff who has asked for specific information. This
information may be needed to clarify technical, policy, emergency, venting, consumer, or
customer serviceissues. General call information will not be shared unlessit is used to
clarify, vent, or teach. Information about call content should be discussed in a private
areaonly.

Only information critical to resolving the situation will be disclosed. This may include
consumer name, name of business/agency, gender of caller, type of cal (voicein, CapTel
in), day of week, time of day, city, state, or any other details that could in some way
identify a consumer.

A Captionist may have problems, complaints or stress from handling the call. The
Captionist may ask to speak to a supervisor or other member of management (aslong as
it wasn't their call) in aprivate area.

The success of CapTel depends on quality and complete confidentiality. Since
consumers will be lesslikely to use the service if they feel their personal and professional
calls are not kept in the strictest confidence, all Captionists understand and abide by the
confidentiality policy. Any Captionist who breaks this policy will be disciplined, up to
and including termination.

STSLimited Exception of Retention of I nformation

At the request of a caller, Sprint Speech-to-Speech (STS) CAs will retain information
from a call in order to facilitate the completion of consecutive calls. No information is
kept after the inbound call is released from the CA position.

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

Verbatim Relay and the Trandlation of ASL

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

At the request of the relay user, Sprint Relay CAs will translate written ASL into
conversational English. All Sprint Relay CAs are able to trand ate the typed languages of
relay users whose primary language may be ASL or whose written English language
skills are limited to conversational grammatically correct English. Training is provided



on various levels of English/ASL during theinitial training, as well as throughout a CAs
employment. In order to finish training successfully, the CA must demonstrate competent
skillsto tranglate the calls as requested.

Sprint VRS interpreters, Sprint IP/IP Wireless CAs and CapTel CAs are prohibited from
intentionally altering a relayed conversation and will relay all conversation verbatim.

ST S Facilitation of Communication

Sprint Relay STS CAs receive training on how to facilitate STS communication without
interfering with the independence of the user. STS CAs are evaluated monthly on their
ability to facilitate the call without altering content of the conversation or compromising
the user’scontrol. Sprint Relay users have full control of al of their relay calls.

A.3Typesof Calls

864.604 (3) (i) Consistent with the obligations of telecommunications carrier operators,
CAsare prohibited from refusing single or sequential calls or limiting the length of
callsutilizing relay services.

Sprint Relay Services

Sprint Relay provides 24 hour, 7 day-aweek Telecommunication Relay Service (TRS)
for standard (voice), Text Telephone (TTY), wireless, or persona computers (PC) users
to place local, intrastate, interstate, and international calls. Sprint Relay also processes
calls to directory assistance and to toll free numbers. There are no restrictions on the
duration or number of calls placed by any relay user. All relay users accessing Sprint
Relay retain full control of the length and number of calls placed anytime through relay.
Sprint IP/IP Wireless CAs and VRS interpreters are also prohibited from refusing single
or sequential calls or limiting the length of calls using relay services.

CapTd CAs are currently waived for outbound calls because the CapTel CA is not
involved in the call set up and cannot refuse the call. CapTel users dia sequentia calls
directly, therefore, it is not possible for a CapTel CA to refuse sequential calls or limit
length of calls.

CapTe CAs are not waived by the FCC for inbound calls to a CapTel user made through
a TRS facility. However, if a call is made directly to the captioned telephone access
number no set up is involved and the CapTel CA cannot refuse to call. Please see
Appendix K for more information on these waivers.

864.604 (3)(ii) Relay services shall be capable of handling any type of call normally
provided by telecommunications carriers unless the Commission determines that it is
not technologically feasible to do so. Relay service providers have the burden of
proving the infeasibility of handling any type of call. (iii) Relay service providers are
permitted to decline to complete a call because credit authorization is denied. (iv)Relay
services shall be capable of handling pay-per-call calls.

10



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

When a TRS or CapTel call is placed through Sprint Relay, the user will be billed in the
same manner that a non-relay user would be billed. The relay user will only be billed for
conversation time, (which does not include call setup time, time in between calls and
wrap-up time) on toll calls. Billing will occur within 60 days of the call date. Sprint
gives users the option of billing their calls to a non-proprietary LEC (local) or IXC (long
distance) caling cards. Sprint will process calling cards offered by the user’s carrier of
choice if the carrier is a participant of Sprint’s Carrier of Choice (COC) program and as
long as Feature Group D is at the Carrier’s access tandem. Sprint works with the LECs
and IXCs to compile and make available to all TTY or CapTel users alist of acceptable
calling cards. The user’'s carrier of choice is responsible for providing cal types and
available billing options, and will also handle the rating and invoicing of toll calls placed
through the relay. Sprint was the first provider to process pay-per-calls, beginning with
the state of Texasin 1996.

Sprint VRS, Sprint IP and IP Wireless are waived from these requirements. Please refer
to the Sprint VRS and IP Report to the FCC, Appendix L.

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

Sprint Relay provides access to al available relay call types. A complete list of all call
types provided by Sprint may be found in Appendix H Sprint Standard Features Matrix.
Most call types are waived by the FCC for IP and VRS users. Please refer to the Sprint
VRS and IP Report to the FCC, Appendix L.

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

864.604(3)(vi) TRS providers are required to provide the following features: (1) Call
release functionality; (2) speed dialing functionality; and (3) threeway calling
functionality.

Call Release Functionality

TTY to TTY Cal Release Functionality alows the CA to connect two TTY users and
then drop off the line, leaving the two TTY customers connected. This is especialy
useful for customers needing to use a pre-paid caling card, reach another TTY user
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through a switchboard or operator, or when needing to speak with avoice user first. With
2-Line CapTd service, a CapTel user can release or receive captions at any time during a
call.

Frequently Dialed Numbers

Frequently Dialed Numbers, sometimes referred to as Speed Dia Numbers, alow relay
users to store up to 10 frequently called numbers in their customer preference database
along with a name for each entry. When initiating a call the user can then provide the
name to Sprint Relay CAs, instead of the entire 10-digit number. The CapTel Consumer
Premises Equipment (CPE, or CapTel phone) is equipped with the ability to program in 3
speed dial numbers, and arecently dialed number.

ThreeeWay Calling

Customers who have purchased three-way calling from their LEC can use the feature
when placing a call through Relay. This feature allows a customer to add a third party to
aTRScal. For example, aTTY caller places acall to the Relay and then bridges another
TTY person on hisor her line. Theoriginal TTY caller then requests to place acall to a
voice usr. The CA will make the connection and Relay the call between the voice party
and both TTY users. This process would aso apply if there were two voice customers
and one TTY user on theline.

Sprint CapTel users are also able to participate in athree 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 the telephone switch hook (or “flash™) button on his or her
CPE. Thus, Sprint CapTel meets the requirement for three-way calling for users of One-
Line CapTe. For Two-Line CapTdl, either party can initiate a three- way call should the
user purchased thisas a LEC option. Sprint CapTel users are also able to participate in a
conference bridge to speak to thres or more individuals.

864.604(3)(vii) Voice mail and interactive menus. CAs must alert the TRS user to the
presence of a recorded message and interactive menu through a hot key on the CA's
terminal. The hot key will send text from the CA to the consumer's TTY indicating that
arecording or interactive menu has been encountered. Relay providers shall
electronically capture recorded messages and retain them for the length of the call.
Relay providers may not impose any charges for additional calls, which must be made
by therelay user in order to complete calls involving recorded or interactive messages.

When a Sprint Relay caller reaches an answering machine, voice mail or interactive
menu, the CA informs the relay caller by hitting a macro which reads (ANSMACH) or
(RECORDING) to keep the caller informed of the call progress. The CA then, if
necessary, presses a hot key to record the voice announcement and relay the message
back to the caller. The CA utilizes Sprint’s recording technology to obtain all information
necessary on the first attempt. The CA relays al of the recorded information to the
customer and del etes the recorded message. This technology greatly reduces the CA work
time, as the CA does not need to make multiple outdials. In addition, Sprint relay callers
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are only charged for the first call. Subsequent redials to leave a message or enter
information into an interactive menu are not charged to the customers. Sprint has
developed a procedure using our UltraWATS lines to ensure that with additional out-
dials the customer does not incur toll charges.

CapTe users are able to hear and interact directly with the recorded message and makes
the selections as requested by the interactive menu. The CapTel user is alerted to the
presence of arecording by hearing the recording and seeing the captions of the recording
asthe message is played.

CapTé users can replay messages as required until the message is both heard and read as
captions. The user can stay on the line aslong as desired until the message is heard in its
entirety or replayed. Thisis requested by the user directly. The CapTel user interacts
with the recorded message system directly. Thisis treated as one call.

Callersto Sprint relay services access 900 services by dialing a free 900 number to access
relay. Use of atoll-free 900 number inbound to the relay center provides functionally
equivalent access to the telecommunications network while preventing unauthorized end
users from circumnavigating the LEC restrictions. This process ensures that the LEC will
only complete those calls into the relay service that do not have a 900 number block
added to their phonelines. The 900 service provider and the 900 number carrier(s) will
rate and bill the user asif the call was dialed directly from the originating user's
telephone.

The Relay Indiana current 900 number is 900-230-3323.

864.604 (a) (3)(viii) TRS providers shall provide, as TRS features, answering machine
and voice mail retrieval.

Sprint Relay TRS, Sprint IP/IP Wireless and VRS Vs provide both answering machine
and voice mail retrieval. Please refer to Appendix H, Standard Call Features Matrix.

Answering Machine

Sprint Relay CAs will inform relay users when reaching an answering machine, voice
mail or interactive menu. The CA will hit a “hot key” which reads (ANS MACH) or
(RECORDING) to keep the caller informed of the call progress.

When reaching a recorded message, the CA utilizes Sprint’s recording technology to
obtain all information necessary on the first attempt. The CA can then play back the
recording at a pace that allows them to relay the entire message to the caller, after which
the recorded message is deleted. This technology greatly reduces the CA’s work time
and accordingly, time billed to the State.

The CA will typethe entire outgoing message verbatim including the option for the Relay
User to leave amessage if applicable.
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The CA will leave the relay user’s message in the appropriate mode of communication.
Sprint has the capability to leave messages in both voice, text and touch tones (pagers).

Once the CA has left the message on the answering machine or voice mail, the CA will
send a pre-programmed response to the relay caller stating:

(URMSG LEFT) CA XXXXM/F GA

Subsequent redials to leave a message or enter information into an interactive menu are
not charged to the customers. Sprint has developed a procedure using our Ultra WATS
lines to ensure that with additional outdias, the customer does not incur toll charges.
Customers will only be charged for the first call. CapTel CAs are aso equipped with the
ability to retrieve messages stored on aloca answering machine.

Voicemail Retrieval

Sprint has the capability to retrieve messages from answering machines by placing an
outbound call to a remote location or the same location. When a user requests to retrieve
messages at the same location, the CA will instruct the user when to take the handset off
the hook and when to begin playing back the messages. The CA will retrieve all
messages and relay verbatim. The recorded message will be automatically deleted by the
system once the relay cal is completed. The CapTed 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.

CapTe 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. Thisistreated as one call.

A.4 Handling of Emergency Calls

§64.604(a)(4) Handling of emergency calls. Providers must use a system for incoming
emergency callsthat, at a minimum, automatically and immediately transfers the caller
to an appropriate Public Safety Answering Point (PSAP). An appropriate PSAP is
either a PSAP that the caller would have reached if he had dialed 911 directly, or a
PSAP that is capable of enabling the dispatch of emergency servicesto the caller in an
expeditious manner.

Sprint meets the requirements of emergency calls by immediately routing 911 calls to an
appropriate Public Service Answering Point (PSAP) that the caller would have reached
by dialing 911 directly, or a PSAP that is capable of dispatching emergency servicesin an
expeditious manner. With one CA keystroke, Sprint’s intelligent CA application utilizes
the NPA/NXX information of the inbound caller to immediately cross-reference this
information to a national database containing the ten-digit emergency number for every
PSAP. Within seconds, this number is entered in the dial window and the call is then
immediately initiated.
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Sprint Relay considers an emergency call to be one in which the user of the Relay Service
indicates they need the police, fire department, paramedics or ambulance. Sprint utilizes a
standard E911 database that serves al of the United States and has uniform procedures,
as noted below, which are followed at every Sprint Relay Center.

e The CA, when told by a TTY/ASCII user (non-voice) that an emergency exists,
will hit a hot key.

e The CA terminal will post a query containing the caller's ANI to the E911
database.

e The E911 database currently responds with the telephone number of an
appropriate PSAP; automatically dials the PSAP number and passes the caler’'s
ANI to the E911 Service Center.

e The CA will remain on the line and will verbally passthe caler’s ANI to the
E911 Service Center Operator.

Relay users will be encouraged to dial 911 as their primary means of contacting
Emergency Services. However, if a Relay user makes an emergency call through Relay,
the Sprint CA will make every effort to correctly route the call to an appropriate PSAP
based on the network and user-provided information. As required by the FCC, CAs will
remain on the line and give the Emergency Service Provider the caller's telephone
number, even if the caller isno longer on the line.

It is Sprint’s opinion that in some emergencies, valuable time could be lost if the TTY
cal were to be transferred to the PSAP, and the results could be life threatening.

Therefore, Sprint will allow direct TTY-to-TTY communication in the following
scenarios, if alowed by the FCC:

At the request of the cdller,

At the request of the PSAP Operator or PSAP Supervisor,

The CA will remain connected and will silently monitor the cal, if:

The PSAP is not capable of receiving and conversing directly with the caller in

the modality of the caller (i.e. if the caler is using a communication modality
other than TTY, [i.e., VCO, HCO, STS, ASCII, VRS, or Internet Relay]), or

e The CA is having technical trouble transferring the call to the PSAP (i.e., the
caller is disconnected from the PSAP; the PSAP cannot establish a TTY
connection, etc.).

The CA will assist, as necessary, to maintain communications between the PSAP and the
caller. Otherwise, the Sprint CA will remain on the line to provide assistance as necessary
to facilitate communication for all emergency calls and will not disconnect until the call
has been compl eted.

911 services are currently waived for IP and VRS providers. Sprint strongly encourages

Internet Relay usersto dial 911 directly to receive prompt emergency servicesviaTTY or
phone.
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Sprint IP via website permits manual 911 processing. If user tell operator to dial 911,
operator will request supervisor assistance. User will need to provide the address and city
where he/she is calling from. Supervisor will call Directory Assistance (on separate
phone call) to obtain 10-digit emergency PSAP number. Then the supervisor will pass it
to CA to make outbound call to 911 dispatcher (PSAP). It can take few minutes or so to
get the information. Users are encouraged to enter a 10-digit emergency number on the
website for more efficient call processing.

More information about Sprint’s procedure for handling E911 calls, including CapTel
cals, may be found in Appendix D.

Telecommunications Service Priority Program

Sprint announced on October 31, 2005, that it had completed al milestones in enrolling
its Telecommunications Relay Service (TRS) in the FCC’s Telecommunications Service
Priority (TSP) program. On May 11, 2005, Sporint began implementing TSP throughout
its network. On October 31, Sprint successfully activated al 14 call centers under the

TSP program. Sprint’s participation in the TSP Program strengthens their already robust
reliability.

In 1988, the TSP program was established to prioritize the restoration of telephone
service to critical facilities and agencies at times when telecommunications companies
are typically overburdened with service requests, such as after a natural disaster. In the
event of aregiona or national crisis, the program restores tel ephone services most critical
to national and homeland security on apriority basis.

The Sprint TRS network is designed to reroute traffic to other Sprint Relay centers across
the country to provide uninterrupted service. However, if a nationa or regiona
emergency causes service to be disrupted and the relay call center is unable to receive or
place calls, Sprint's participation in the TSP program means that Local Exchange
Carriers (LECs) are required to restore service to the relay call center as rapidly as
possible consistent with the priority status assigned to the relay call center. Unlike other
TRS providers, when a disaster occurs, Sprint TRS has the ability to reroute cals
immediately to unaffected relay call centers and continue processing calls with minimal
customer impact.

The Sprint relay call centers participating in TSP are:

Albuquerque Switch (Albuquerque, NM and Honolulu, HI)
Austin Switch (Austin, TX and Lubbock, TX)

Dayton Switch (Dayton, OH and Cayce, SC)
Independence Switch (Independence, MO)

Jacksonville Switch (Jacksonville, FL)

Lemoore Switch (Lemoore, CA)

New Jersey Switch (Vineland, New Jersey)

Sioux Falls Switch (Sioux Falls, SD and Moorhead, MN)
Syracuse Switch (Syracuse, NY and Holyoke, MA)
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The TSP program ensures that the Sprint relay call centers are placed on a priority basis
to re-establish telephone service for Relay Indiana users. Sprint is proud to voluntarily
comply with the FCC’s TSP program. Please see Appendix N for a copy of the general
press release regarding the TSP program.

A.5 STS Called Numbers

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

Sprint's Relay customer database is available to Speech-to-Speech (STS) users. The
database can be used to store a list of names, frequently dialed telephone numbers, and
customer notes. The database automatically appears on the CA’s terminal screen each
time a user dials into one of the Sprint relay numbers. The customer database helps to
facilitate cal set up and conversing preferences for the STS user. Customer profile
information contained in the Sprint Customer Database will be transferred to any new
provider at the end of the contract term. Currently, STS is waived from Internet Relay,
Video Relay and CapTel services.

Technical Standards
B.1 ASCII| and Baudot

864.604 (b) Technical standards—(1) ASCII and Baudot. TRS shall be capable of
communicating with ASCI| and Baudot format, at any speed generally in use.

Each Sprint CA position is capable of recelving and transmitting in voice, Baudot
including TurboCode™ and E-TurboCode™ as well as ASCII codes. Upon acall being
received at the CA position, TTY signals are automatically identified as either Baudot or
ASCII; if ASCII, the baud rate is detected. Intelligent modems alow the CA to handle
either voice or datalines from the same CA work station.

This automatic identification of call types for incoming cals provides a quick and
efficient technique for varied customer input and reduces the average CA work time to a
minimum.

ASCII rates up to and including 19,200 bps are supported by the Sprint platform. The
domestic TTY baud rate of 45.5 and the international rate of 50 baud are aso supported.

Sprint IP currently provides services via ASCII connection. Currently, ASCII and Baudot

requirements are waived for CapTel services. For more information about CapTel
waivers, see Appendix K.
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B.2 Speed of Answer

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

Sprint Relay has developed the capability to effectively manage a human resource pool
that provides unsurpassed quality. Sprint has gained valuable experiencein sizing its TRS
Operations to accommodate contract requirements. Historical call detail is gathered by
15-minute periods throughout the years of providing TRS service. This historical
information is combined with state-specific information to establish anticipated call
patterns that accurately predict the personnel needs necessary to efficiently process the
relay cals.

Sprint meets the requirement of answering 85% of all calls within 10 seconds on adaily
basis by alive CA. (Abandoned calls are included in this 85/10 Service Level
calculation.) Sprint will ensure that no more than 30 seconds el apses between the receipt
of the dialing information and the dialing of the requested number.

Sprint samples the average answer time a minimum of every 30 minutes for each 24-hour
period. Sprint’s Traffic Management Control Center (TMCC) and our Enhanced Services
Operations Control Center (ESOCC) are staffed with professionals who understand call
processes, call volumes, distribution patterns, contract requirements and call routing, thus
ensuring exemplary service.

The Sprint Centers that serve Indiana are provided with sufficient facilities to provide a
Grade of Service (GOS) of P.01 or better for calls entering the Indiana call center switch
equipment. Inbound calls that may be blocked within the Public Switched Telephone
Network (PSTN) will receive avoice recording stating that all circuits are busy and to try
the call again within afew minutes.

Performance of inbound traffic on each toll-free number where it enters the Sprint
network is measured continuously and reported both daily and monthly. These
measurements, which include traffic volume and blockage data, are compiled into a
monthly report available to the state. In addition, the dedicated trunk facilities that route
the call from the terminating network switch to the ACD (Automatic Call Distributor) at
the serving relay center are monitored daily for compliance with blockage limitations.
The data is monitored for both short- and long-term trends to ensure the most cost-
effective use of resources.

Sprint also meets requirements for Sprint IP/IP Wireless, VRS and CapTél cals. Sprint
CapTd 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
cals are included in the speed-of—answer calculation. Sprint CapTel system is designed
to aP.01 standard or greater measured on adaily basis.
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864.604 (b) (2) ((ii)) TRS facilities shall, except during network failure, answer 85% of
all callswithin 10 seconds by any method which resultsin the caller's call immediately
being placed, not put in a queue or on hold. The ten seconds begins at the time the call
is delivered to the TRS facility's network. A TRS facility shall ensure that adequate
network facilities shall be used in conjunction with TRS so that under projected calling
volume the probability of a busy response due to loop trunk congestion shall be
functionally equivalent to what a voice caller would experience in attempting to reach
a party through the voice telephone network.

Sprint has met the requirement of answering 85% of all calls within 10 seconds on adaily
basis by a live CA. (Abandoned calls are included in this 85/10 Service Leve
calculation.) Sprint samples the average answer time a minimum of every 30 minutes for
each 24-hour period. Sprint currently samples every 15 minutes.

Sprint Relay is committed to providing relay users with functionaly equivaent
telecommunication services as that enjoyed by standard telephone users. To this end,
Sprint will continue to answer 85% of al relay calls within 10 seconds. There will be no
more the 30 seconds of elapsed time between receipt of dialing information and the
dialing of the requested number.

Sprint begins measuring speed-of-answer at the time the call hits the Relay switch. Calls
are answered by alive CA and are not to be placed in a queue or on hold after reaching
the Relay switch.

Sprint’s Service Level calculation for TRS

Sprint's Service Level calculation for al TRS cals, excluding CapTd, is described
below:

Number of calls handled < 10 seconds/ (total calls handled + total calls abandoned)

The SVL isthe number of calls handled in 10 seconds or less divided by the total number
of calls offered.

(Number of calls offered = tota number of calls handled + total number of calls
abandoned),

(SVL = Number of calls handled in < 10/ Number of calls offered).
Sprint’s Service Level Calculation for CapTeél

For CapTel users, the number of calls that arrive at the CapTel call center will be the
number of Calls Offered.

The number of calsthat are answered by a CA is the number of Calls Answered.

The time for each call between the time the call arrives at the CapTel call center and the
time answered by a CA until it is abandoned is the Speed of Answer.
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Any time spent in the Voice-in telephone menu is time controlled by the user to enter in
the phone number of the CapTdl user they are calling. This time is subtracted out from
the Speed of Answer time.

The total number of calls with the Speed of Answer as 10 seconds or less is the number
of Qualifying Calls.

Qualifying Calls divided by Calls Offered = Service Level (x percent of calls answered
within 10 seconds).

Sprint’sWeighted Service Level for TRS

Sprint uses a 'weighting' process to combine the results of several Call Centers into a
single result:

The ‘weighted' service level (SVL) is a caculation that multiplies the number of 'State'
calls handled in each center by the center's daily SVL (the outcome is a factor called
'SVL points). Theresultant 'SVL points for each center that handled that 'State' traffic is
then summed. The sum of the 'SVL points' is then divided by the total number of 'State'
callsto get adaily ‘weighted' SVL.

Sprint will answer 85% of all calls within 10 seconds on adaily basis and will not place a
caller in queue or on hold. The ten seconds begins at the time the call is delivered to the
Sprint Relay Center and Sprint will ensure that adequate network facilities are available
to avoid the possibility of a busy response due to loop trunk congestion.

Sprint’s Weighted Service Level for CapTel

While CapTel operates two CapTel call centers, al cals are directed through one
Automatic Call Distributor switch. All calls are answered in the order received and is
measured, unweighted, by this switch.

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

Sprint considers the call delivered when the Relay Center’s equipment accepts the call
from the LEC, and the public switched network actualy delivers the call to the TRS
Center.

Sprint furnishes the necessary telecommunications equipment, facilities, and system
software for the complete TRS operation. Sprint is a certified Interexchange Carrier
(IXC) in all 50 states. Sprint’s transmission circuits meet, and in most cases, exceed the
ANSI T1.506-1990 Network Performance — Transmission Specifications for Switched
Exchange Access Network standards.
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864.604 (b) (ii) (B) Abandoned calls shall be included in the speed-of-answer
calculation.

Please see (b)(2)(ii) above.

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

Please see (2) (b)(ii) above.
864.604 (b) (ii) (D) The system shall be designed to a P.01 standard.

Sufficient transmission facilities have been provided to service al traffic levels, including
busy hour peaks. Sprint utilizes trunks that are sized to provide a busy hour Grade of
Service (GOS) of P.01 or a minimum of 99 out of 100 calls will have unrestricted and
immediate access to the call center facilities during the busiest time of day.

Inbound calls that may be blocked within the Public Switched Telephone Network
(PSTN) will receive a voice recording stating that al circuits are busy and to try the call
again within afew minutes.

In addition, the dedicated trunk facilities that route the call from the terminating network
switch to the ACD (Automatic Call Distributor) at the serving relay center are monitored
daily for compliance with blockage limitations.

Sprint ensures no greater than 1% blockage on a daily basis. Sprint offers state Relay
customers the advantages of a superior digital fiber network unsurpassed in the industry.
Through use of leading switch technology and SONET network survivability techniques,
Sprint’s network ensures avery low level of cal interruption or blockage.

The Sprint network switch architecture is non-hierarchical, that is, al switches are
directly interconnected. Sprint switches are processor-controlled using advanced digital
technology and are virtually non-blocking. A call across the Sprint network passes over
Inter Machine Trunks (IMT) which are engineered at P.01 Grade of Service (GOS) at the
busy hour to allow for maximum network call completion. The P.01 GOS requirements
ensure that at least 99% of callsto the Relay Center will reach a CA. The Local Exchange
Carrier (LEC) network typically utilizes a P.0O1 grade of service also, and similar
blockage rates should apply on their facilities.

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

Performance of inbound traffic on each toll-free number where it enters the Sprint
network or relay center facility is measured continuously and reported both daily and
monthly. These measurements, which include traffic volume and blockage data, are
compiled into amonthly report available to the state.
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864.604 (b) (iii) Speed of answer requirementsfor VRS providers are phased-in as
follows: by January 1, 2006, VRS providers must answer 80% of all callswithin 180
seconds, measured on a monthly basis; by July 1, 2006, VRS providers must answer
80% of all callswithin 150 seconds, measured on a monthly basis; and by January 1,
2007, VRS providers must answer 80% of all callswithin 120 seconds, measured on a
monthly basis. Abandoned calls shall be included in the VRS speed of answer calculation.

Sprint Relay complies with this requirement. Please refer to Sprint Relay’ s report to the
FCC under Appendix L .

B.3 Equal Accessto Interexchange Carriers

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

Sprint provides Indiana callers with the ability to have their intrastate, interstate and
international calls carried by any Interexchange carrier who has agreed to participate in
the Indiana Carrier of Choice (COC) program. When a caller indicates their COC
preference, the CA will verify that the requested carrier is a COC participant, if they are,
the call will be routed accordingly. Callers will be able to use any billing method made
available by the requested carrier including collect, third party, prepaid and calling cards

The current participating members of Sprint Carrier of Choice program are:

AT&T Communications

Bell South Long Distance

Bestline

Birch Telecom

Broadwing Communications
Broadwing Telecommunications

Cox Communications

Excel Telecommunications, Inc.
Global Crossings Telecommunications
MCIWorldCom

McLeod USA

Qwest Communications

SBC Communications Long Distance
Souris River Telecommunications
Sprint

Telecomm*USA (MCIWorldCom)
Touch AmericaServices, Inc.

U.S. Link

VarTec dba Clear Choice Communications
VarTec Telecom, Inc.

Verizon Long Distance

Winstar
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Working Assets
WorldCom
WorldX Change

If alndiana caller does not indicate a COC preference to the CA either on-line or in their
customer database (or if their preferred carrier is not a COC participant), the call will be
carried over the Sprint network. As with calls carried by Sprint, most COC participants
limit billing methods based on the type of line from which the call originates. When the
requested carrier is not a COC participant, Sprint has established a procedure where the
carrier will be notified, verbally and in writing, of its obligation to provide accessto TRS
users and encourage their participation.

Please see Appendix E for asample of the Carrier of Choice letter sent to carriers when a
customer has a preferred interexchange carrier that does not participate in the Sprint COC
program.

B.4 TRS Facilities

864.604 (b)(4) TRS facilities. (i) TRS shall operate every day, 24 hours a day. Relay
services that are not mandated by this Commission need not be provided every day, 24
hours a day, except VRS.

Sprint TRS and Sprint Relay Customer Service are both available 24 hours a day, every
day of the year. Sprint utilizes both UPS and backup power generators to ensure that the
relay centers have uninterrupted power even in the event of a power outage. UPSis used
only long enough for the backup power generators to come on line— a matter of minutes.
The backup power generators are supplied with sufficient fuel to maintain operations for
at least 24 hours. The generators can stay in service for longer periods of time as long as
fuel is available. Sprint IP/IP Wireless, VRS and CapTel Relay Services are aso
available 24 hours a day, seven days aweek.

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

Sprint Relay Network Support Plan

Service Reliability

Sprint’s service is provided through an all-fiber sophisticated management control
network that support backbone networks with digital switching architecture.
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 provides critical advantages over the other
carriers. These advantages include:
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Quality
Since voice and data are transmitted utilizing fiber optic technology, the problems
of outdated analog and even modern microwave transmission simply do not
apply. Noise, eectrical interference, weather-impacting conditions, and fading are
virtually eliminated.

Economy

The overal quality, architecture, and advanced technology of digital fiber optics
make transmission so dependable that it costs us less to maintain, thereby passing
the savings on to 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 capadty of
the network can be upgraded to increase 2,000-fold.

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 traffic during any
single cable cut. This is a significant benefit to INTRAC, and a competitive
differentiation of the Sprint network.

Network switched services are provided via 49 Northern Telecom DM S-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
Sservices.

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 groupsis 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 istemporarily 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.

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
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factors combine to assure outstanding network performance and reliability for
INTRAC.

Network Criteria

System Capacity

The Sprint network was built with the capacity to support every intertLATA and
intraLATA call available in the US. With the continuing devel opment of network
fiber transmission equipment to support higher speeds and larger bandwidth, the
capacity of the Sprint network to support increasing customer requirements and
technologiesis assured well into the future.

Service Restoration

Sprint provides for the restoration of service in the event of equipment
malfunctions, isolated network overloads, maor network disruptions and
national/civil emergency situations. In the event of service disruption due to
Sprint’s equipment, service typically is restored within four hours after
notification. Sprint does everything possible to prevent atotal outage at its switch
sitesor at any of its POPs through the use of advanced site designs. All
processors, memory, and switch networks within our switches are fully redundant.
All switch dtes are protected by uninterruptible power supplies and halon systems
planned in conjunction with local fire departments. Most of our new sites are
earth sheltered to increase survivability. A multi-pronged program is used to
minimize outages.

Do everything possible to minimize the impact of a*“single point of failure.” This
includes:

e Diversfication of al facilities demands between switch sites. All switch sites are
connected to the long haul network over at least two separate Sprint fiber routes;
many have three paths.

0 Deployment of multiple switches at large switching Centers. This prevents
asingle switch outage from disabling the site.

0 Have systems in place allowing for the rapid redeployment of network
resources in case of a catastrophic outage. Fiber cuts, which can affect
thousands of calls at severa locations, are sometimes unavoidable.
Response to these outages is maximized through the following procedures:

o0 Utilization of established plans to respond effectively to these outages.

0 The capability to rapidly deploy network transmission facilities when
needed.
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0 Immediate execution of aternate routing in the digital switches and cross
connect systems to assist in the handling of temporary network disruptions
and forced overloads.

0 The entire spectrum of survivability needs, expectations, and requirements
can be met by the proper engineering of customer and Sprint switches and
facilities.

Fiber Backbone L oop Topology and Reconfiguration

Fiber optic cable routes are designed to include redundant capacity to insure survivable
fiber optic systems. Sprint's SONET network, using four-fiber bi-directional line
switched ring capability, allows automatic switching to alternate paths to provide for
traffic rerouting in the event of a route failure. The SONET fiber optic backbone
topology is currently designed with more than 100 overlapping rings to ensure sufficient
alternate paths for total network survivability.

Please see Appendix F for Sprint’s Route Outage Prevention Programs. Also, please
refer to the Disaster Recovery Plan provided in Appendix G for a complete explanation
of Sprint’s back-up plan.

B.5 Technology

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

Sprint isin full compliance with 47 CFR 864.1600 et seq. of the FCC’s Rules for
providing SS7 capability.

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

e Calling Party Number
e Charge Number

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

Sprint meets al minimum technological standards regarding Video Relay Service. Sprint
VRS is available through www.sprintVRS.com and sprintrelay.tv (for Videophone users).

On 31 July 2006, Sprint launched MySprintVRS number. This MySprintVRS
Number feature empowers Deaf and hard of hearing Video Relay Service (VRS) users
with asimply means of receiving incoming calls With MySprintVRS Number, a hearing
user simply dials onetoll free number and quickly reaches an Interpreter who connects
them to the Deaf or hard of hearing VRS user without supplying any additional
information.

The value of a dedicated persona number is generally taken for granted. Without a
dedicated persona number, things such as entering a contact number in a department
email directory or printing one simple number on a business card are much more
complicated. Today telephone numbers are also used as account identifiers or for
ordering items. Sprint, unlike most other VRS providers, makes this possible.

For VRS users who have not registered for MySprintVRS, hearing callers may dial a
genera access toll-free number and provide the VI with the VRS user’s |IP Address, or
their Sprint VRS Mail extension number.

On 28 October 2006, Sprint also introduced a revolutionary means of wirelessly
accessing Sprint VRS mail. Sprint, as a telecommunications provider, is uniquely
positioned to make retrieval of VRS mail from wireless devices possible from devices
with Windows Media Player capability. Sprint VRS Mail for wireless devices is
extremely popular and empowers VRS users to access and playback VRS message
directly from their handset.

In addition to providing SprintIP Relay Services, Sprint is aso proud to offer the Deaf
and Hard-of-Hearing community with cutting-edge technology using Sprint IP using
AlMe. Sprint IP is capable of blending the easy-to-use capabilities of Sprint IP Relay
with the power of wireless devices and equipment that run AlMg. In addition to the
ability to place arelay call over the internet, the wireless user can access Sprint IP on a
wireless device with AIM. This service alows users to access relay from the park, a
restaurant, or even the airport — anywhere a wireless device can access the internet and
AlIM.

Sprint also provides CapTel services, which is recognized as an enhanced VCO service.

For more information on technology provided through Sprint Relay, please refer to
Appendix M: Sprint Relay Fact Sheet.

B.6 Caller ID

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

Sprint Relay offers a network-based Caller ID for al outbound calls which traverse over
Sprint’sintegrated Services Digital Network (ISDN) and SS7 with FGD network. This
feature supports Caller ID for al local and long distance calls. In all casesinwhichitis
received, Sprint forwards the calling party’s ANI (Automatic Number ID) to the
terminating LEC for long-distance calls utilizing Sprint’s Feature Group D trunks (FGD).
As with standard telecommunications, the terminating LEC may or may not choose to use
this ANI information as Caller ID information and pass this on to the terminating
number. When passed through, the relay call recipient will be able to seethe caler’'s
phone number on their caller ID display (the caller ID option feature must first be
purchased through their LEC). When not passed through, as with standard
telecommunications, the call recipient will receive amessage such as“OUT OF AREA”
or “CALLER UNKNOWN.”

Functional Standards
C.1 Consumer Complaint L ogs

864.604 (c)(1)(i) States and interstate providers must maintain a log of consumer
complaintsincluding all complaints about TRSin the state, whether filed with the TRS
provider or the State, and must retain the log until the next application for certification
isgranted. Thelog shall include, at a minimum, the date the complaint was filed, the
nature of the complaint, the date of resolution, and an explanation of the resolution.
(i) Beginning July 1, 2002, states and TRS providers shall submit summaries of logs
indicating the number of complaints received for the 12-month period ending May 31
to the Commission by July 1 of each year. Summaries of logs submitted to the
Commission on July 1, 2001 shall indicate the number of complaints received from the
date of OMB approval through May 31, 2001.

Sprint provides copies of each TRS Customer Contact form, which includes the date the
complaint was filed, an explanation of the complaint, the date the complaint was resolved
and explanation of the resolution and any other pertinent information to Indiana. Further,
Sprint maintains alog of each individual complaint and provides comprehensive reports
on amonthly and annual basis to each of the Sprint States.

By June 15th of each calendar year, Sprint submits a copy of 12-month complaint log
report for the period of June 1- May 31 to the State relay administrators.

C.2 Contact Persons

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

The contact person for filing intrastate consumer complaintsis:

Virginia Barr

Executive Director,INnTRAC
7702 Woodland Drive #250
Indianapolis, IN 46278
317-334-1413 VITTY
317-334-1432 FAX

email: inrelay@aol.com

or ginny.barr@rel ayindiana.com
IP 69.39.148.126

C.3Public Accessto Information

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

INTRAC provides public access to information through the following:

e Radio Advertisements Radio ads are directed toward businesses to encourage
them to “not hang up” on relay calls. Ads explain dialing 711 to contact a Relay
Indiana user. CapTel ads explain the service and frequently are directed to family
members of a hard of hearing individual. Ads also explain how usersregain their
independence. All adsinclude www.relayindiana.com to learn more information.

e Television Advertisements. Commercials encourage viewersto “not hang up” on
relay calls and explain that a Deaf or hard of hearing individual is calling them.
Other ads explain 711 calls and how to call back arelay user. Banners adsrun
2417 explaining 711 calls, or CapTel, or “do not hang up”.

e Town Hall Meetings. INTRAC' s representative travels to several community
meetings throughout the state explaining 711, Relay Indiana, STS, CapTel, and
INTRAC’ s equipment distribution program. Appendix R
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e Other Informational Meetings. INTRAC’ s representative travels throughout the
state explaining 711, Relay Indiana, STS, CapTél, and INTRAC’ s equipment
distribution program at Universities, Colleges, Deaf Schools, State and non-profit
Agencies, and to Deaf Clubs Appendix R

e Conferences and Trade Shows. INTRAC' s representative travel s throughout the
state explaining 711, Relay Indiana, STS, CapTel, and INTRAC’ s equipment
distribution program at Homecomings, Deaf Sporting Evens, Indiana Association
for the Deaf/Indiana Certified Registry Interpreters, Deaf Nation Expo; County
Expos, PTA Conferences, and Indiana Telephone Association conferences.
Appendix R

e CapTel Outreach — INTRAC’ s representative travels throughout the state
providing education to a variety of clubs such as Lions, Senior Citizens, Moose,
Elk, or churches, nursing homes, disability and Senior County Expos, and
hospitals. Appendix R

e Website— www.relayindiana.com Appendix #? Provides users with information
regarding INTRAC, Relay Indiana, STS, CapTel, and the Equipment Distribution
Program. Appendix Q

e Telephone Directories. — Telephone companies within Indiana publish 711 in
their directories and the surcharge appears on each customer telephone bill.
Appendix O, W

C.4 Rates

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

Relay Indiana users are charged no more for services than for those charges paid by
standard “voice” telephone users. Relay Indiana users, who select Sprint as their
interstate carrier, will be rated and invoiced by Sprint. The caller will only be billed for
conversation time. Those users, who select a preferred interstate carrier viathe Relay
Indiana COC list, will be rated and invoiced by the selected interstate carrier.

By FCC jurisdiction, Sprint has two separate M essage Telephone Service rates— one for
interstate and one for intrastate. The table below exhibits the discounted rates of f

Sprint’s Message Telephone System (MTY) rates.

Intrastate Interstate
Day 35% 50%
(7 AM —6:59 PM)
Evening 25% 50%
(7 PM - 10:59 PM)
Night/weekend 10% 50%
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(11 PM - 6:59 AM:
all day Saturday & Sunday)
C.5 Jurigdictional Separation of Cogs

864.604 (5) Jurisdictional separation of costs—(i) General. Where appropriate, costs of
providing TRS shall be separated in accordance with the jurisdictional separation
procedures and standards set forth in the Commission's regulations adopted pursuant
to section 410 of the Communications Act of 1934, as amended (ii) Cost recovery. Costs
caused by interstate TRS shall be recovered from all subscribersfor every interstate
service, utilizing a shared-funding cost recovery mechanism. Except as noted in this
paragraph, with respect to VRS, costs caused by intrastate TRS shall be recovered from
the intrastate jurisdiction. I n a state that has a certified program under 864.605, the
state agency providing TRS shall, through the stat€' s regulatory agency, permit a
common carrier to recover costsincurred in providing TRS by a method consistent
with the requirements of this section. Costs caused by the provision of interstate and
intrastate VRS shall be recovered from all subscribersfor every interstate service,
utilizing a shared-funding cost recovery mechanism.

All Indianarelay intrastate and interstate minutes are reported separately and distinctly to
the state on the Sprint invoice. The interstate and international minutes are reimbursed by
the TRS Interstate Fund. The local and intrastate minutes are reimbursed by the State.
On individual customer invoices, Sprint deducts minutes that the National Exchange
Carrier Association (NECA) would reimburse. These deductible minutes are associated
with these call types: Interstate, International, Interstate Directory Assistance, Toll Free
and 900. In accordance with FCC rules, States receive only a 51% deduction for Tall
Free and 900 minutes since this is what NECA would reimburse. For NECA
reimbursement, Sprint uses a cumulative report of eligible customers to calculate its
monthly reimbursement request. An invoice and supporting documents are sent monthly
to NECA for reimbursement.

INTRAC observes all jurisdictional separation of costs asrequired. Attached isacopy of
the State Legidation creating INTRAC. Appendix T

C.6 Complaints

864.604 (6) (i) Referral of complaint. If acomplaint to the Commission allegesa
violation of this subpart with respect to intrastate TRS within a state and certification of
the program of such state under 864.605 is in effect, the Commission shall refer such
complaint to such state expeditioudly. (ii) Intrastate complaints shall be resolved by the
state within 180 days after the complaint isfirst filed with a state entity, regardless of
whether it isfiled with the state relay administrator, a state PUC, the relay provider, or
with any other state entity.

Sprint has a comprehensive Customer Complaint Tracking program. A supervisor or
Operations Administrator is available 24 hours a day to accept complaints, document and
forward documentation to the proper source for resolution. Supervisors provide
immedi ate feedback to both the customer and the CA.
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Sprint will provide copies of each TRS Customer Contact form, including the date the
complaint was filed, an explanation of the complaint, the date the complaint was resolved
and explanation of the resolution and any other pertinent information to Indiana. Further,
Sprint maintains alog of each individual complaint and provides comprehensive reports
on amonthly and annual basis to each of the Sprint States.

The complaint resolution procedure outlines the steps to ensure complaints are resolved
within 180 days of filing. If the complaint concerns a specific CA, an Operations
Supervisor follows up and resolves the complaint. The role of the supervisor isto:

e Accept al types of complaints, issues and comments.

e Handleall servicetype complaints.

e Resolve complaints with Communication Assistants.

e Follow up with customersif requested by the customers.

If the complaint concerns a specific technical issue, atrouble ticket isfiled and the ticket
number is documented on the customer contact form. The ticket will be investigated and
resolved by an on-site technician. The state-assigned Relay Program Manager is
responsible for tracking al technical complaints and following-up with customers on
resolutions.

If a miscellaneous complaint is filed with customer service, a copy is faxed to the
appropriate Relay Program Manager for resolution and follow-up with the customer.
Indiana customers also have the option of caling our 24-hour Customer Service
department (1-800-676-3777) or the Indiana Relay Program Manager to file complaints
or commendations.

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

Sprint Relay submits all Interstate Relay (Sprint IP, IP Wireless) and Video Relay

Service complaints directly to the FCC from June 1-May 31% of each year by the July 1%
deadline.

INTRAC follows complaint procedures as set forth by the FCC. Thefollowingisa
summary of complaints from 2002 to 2007:

e 2002 -2003 -- 52 complaints
e 2003-2004 -- 58 complaints
e 2004 —2005 -- 52 complaints
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e 2005 - 2006 -- 61 complaints
e 2006 — 2007 -- 70 complaints

Each year the number of complaints represent less than 0.001% of all processed calls.
See Appendix U.

C.7 Treatment of TRS Customer Info

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

The Sprint Customer Preference Database includes such items such as types of call,
billing information, speed dialing, slow typing, carrier of choice, aswell as emergency
numbers, blocked outbound numbers, language type (English, Spanish, ASL) and call
notes are included in the customer profile. At the end of the ensuing contract(s) Sprint
will transfer all Indiana database records to the next incoming relay provider, at least 60
days prior to the last day of service, in ausable format.

864.605 State Certification

(a) (1) Certified state program. Any state, through its office of the governor or other
delegated executive office empowered to provide TRS, desiring to establish a state
program under this section shall submit, not later than October 1, 1992, documentation
to the Commission addressed to the Federal Communications Commission, Chief,
Consumer & Governmental Affairs Bureau, TRS Certification Program, Washington,
DC 20554, and captioned “ TRS State Certification Application.” All documentation
shall be submitted in narrative form, shall clearly describe the state program for
implementing intrastate TRS, and the procedures and remedies for enforcing any
requirements imposed by the state program. The Commission shall give public notice
of statesfiling for certification including notification in the Federal Register.

INTRAC does not provide the Video Relay Services or Internet Relay servicesfor the
state of Indiana. Although there are referencesto Sprint Relay IP and Sprint Relay VRS
services, INTRAC does not contract to provide these services, nor does INTRAC oversee
these services for the state of Indiana.

INTRAC' srelay program does not conflict or circumvent federal requirements, because it
complies with them in all respects. INTRAC recently issued arequest for information to
prospective relay service providers for a new two-year contract, the requirements for
which included compliance with all minimum TRS requirements. A copy of that RFI is
attached asAppendix V. Intrastate TRS funding was originally and is now
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communicated to the public through notices in telephone bills and in telephone
directories. See AppendicesO, Pand W.

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

While CapTd is not mandated by the FCC, INTRAC added this service to our program in
2005. A copy of the letter notifying the Commission of the addition is attached as
Appendix X.
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