
C.4.6 RESERVED 

C.4.7 ADDITIONAL INFORMATION NECESSARY FOR EVALUATION: Proposers 
shall include all additional information/documentation necessary to 
aid in evaluation of the Proposal. 

C.4.8 SIGNATURE REQUIRED; OFFEROR AFFIRMATIONS: Proposals must 
signed in ink by an authorized representative of the Proposer. 
Proposer's signature and submission of a signed Proposal in response 
to the RFP const.itutes Proposers affirmation that: 

C.4.8(a) Proposer has completely read and understands all the 
provisions of the particular RFP. 

C.4.8(b) The Proposal submitted is in response to the specific 
language contained in the RFP, and Proposer has made no assumptions 
based upon either (a) verbal or written statements not contained in 
the RFP, or (b) any previously-issued RFP, if any. 

C.4.8(c) The Proposal was prepared independently from all other 
Proposers, and without collusion, fraud, or other dishonesty. 

C.4.8(d) The State shall not be liable for any claims or be subject 
to any defenses asserted by Proposer based upon, resulting from, or 
related to, Proposer's failure to comprehend all requirements of the 
RFP. 

C.4.8(e) The State shall not be liable for any expenses incurred by 
Proposer in either preparing and submitting its Proposal, or in 
participating in the Proposal evaluation/selection or Contract 
negotiation process, if any. 

C.4.8(f) Proposer accepts and agrees to be bound by the terms and 
conditions of the RFP and any proposed terms and conditions it 
offers for negotiation to the extent accepted by SPO in the 
negotiation process. Proposer further accepts and agrees to be bound 
by all the terms and conditions of the Contract awarded, and to 
provide all Services and Goods, if any, required to be provided 
thereunder. 

C.4.9 JOINT VENTURES/PARTNERSHIP INFORMATION: Partnerships and joint 
ventures shall supply, with Proposal submission, the name of the 
contact person for the partnership or joint venture. Prior to award, 
joint ventures and partnerships submitting Proposals must provide a 
copy of the joint venture agreement o r  agreement evidencing 
authority to sLbmit a Proposal and to enter into the resulting 
Contract to be awarded, together with corporate resolutions (if 
applicable) evidencing corporate authority to participate as a joint 
venturer or partner. A contact person must also be designated for 
purposes of receiving all notices and communications under the 
Contract. All partners and joint venturers will be required to sign 
the Contract awarded. 



C.4.10 NECESSARY INFORMATION/ATTACHMENTS: RFP submittals shall be 
complete in all respects, including necessary signatures, 
certifications, documentation, responses on pricing and reference 
forms, and any other required information. All necessary attachments 
(residency statement, references, descriptive literature, etc.) must 
be submitted wi.th the Proposal in the required format. 

C.4.11 SUBSTANTIAL COMPLIANCE REQUIRED: Incomplete Proposals (not in 
substantial compliance with RFP requirements) cannot be considered, 
and cannot be supplemented by submissions delivered after Closing. 
However, SPO may waive minor informalities and irregularities, and 
may seek clarification of any response that, in its sole discretion, 
it deems necessary or advisable. 

C.5 METHODS OF SEEKING MODIFICATIONS TO RFP PROVISIONS: 

C.5.1 PROCEDURE: The appropriate means of seeking modifications to 
provisions of an RFP are through (a) requests 



requests for change, and protests shall be marked as follows: 

Request for Clarification /Request for Change/Protest RFP Number 
Closing Date 

and must be received by SPO by 5:OO P.M. (Pacific time) on 
02/13/2004 Unless this specific deadline is extended by subsequent 
Addenda, no requests for clarification, requests for change, or 
protests of provisions contained in the originally-issued RFP will 
be considered after the date specified herein. 

C.5.6 RESPONSE TO REQUESTS FOR CLARIFICATION OR CHANGE, AND 
PROTESTS: SPO shall promptly respond to each properly-submitted 
written request for clarification, request for change, and protest. 
Where appropriate, SPO will issue revisions and clarify RFP 
provisions via Addenda posted on the VIP System. SPO may also 
informally respond to Proposer questions. HOWEVER, INFORMAL 
RESPONSES DO NOT AFFECT THE PROVISIONS OF THE RFP. SPECIFICATIONS, 
CONTRACTUAL TERMS, AND PROCUREMENT REQUIREMENTS OF THE RFP CAN ONLY 
BE CHANGED VIA FORMAL ADDENDA ISSUED BY SPO AND POSTED ON THE VIP 
SYSTEM. 

C.6 PROTEST OF ADDENDA: Requests for clarification, requests for 
change, and protests of Addenda provisions must be received by SPO 
by 5:OO P.M. (Pacific time) on the date specified in the Addendum, 
or they will not be considered. SPO will not consider requests or 
protests of matters not added or modified by the Addendum. 

C.7 PROPOSAL MODIFICATION: Alterations and erasures made before 
Proposal submission must be individually initialed in ink by the 
person signing the Proposal. Proposals, once submitted, may be 
modified in writing before Closing. Modifications made after 
Proposal submission shall be prepared on company letterhead, be 
signed by an authorized representative, and state that the 
modifications supersede or modify the identified portions of the 
prior Proposal. Failure to 



RESULT IN REJECTION OF THE PROPOSAL. Failure to submit the proper 
number of copies will result in imposition of an administrative fee, 
which must be paid before the Proposal will be evaluated. 

C.8.2 SEALED ENVELOPE; ADDRESS AND COVER INFORMATION: 

C.8.2(a) PROPOSALS: Proposals shall be submitted in sealed packages 
or envelopes. To ensure proper identification and handling, all 
packages and envelopes shall be clearly marked as follows: 

RFP Number Closing Date Closing Time 

OREGON DEPT. OF ADMINISTRATIVE SERVICES STATE PROCUREMENT OFFICE 
1225 FERRY STREET SE, U140 SALEM, OR 97301-4285 

C.8.2(b) PRICING INFORMATION: The pricing portion of the Proposal 

shipping pre-paid. SPO will not accept Proposal packages with 
shipping fees or postage due. 

C . 8 . 2 ( d )  SPO will not be responsible for the proper handling of 
Proposals, including the pricing section, not properly identified, 
marked and submitted in a timely manner. 

C.9 PROPOSAL WITHDRAWALS: Proposals may be withdrawn in writing when 
submitted on company letterhead, signed by an authorized 
representative, and received by SPO prior to Closing. Proposals may 
also be withdrawn in person before Closing upon presentation of 
appropriate identification and evidence of authorization to act for 
Proposer. 

C.10 PROPOSALS CONSTITUTE FIRM OFFERS: Submittal of a Proposal shall 
constitute Proposer's affirmation that all terms and conditions, 
including pricing, constitutes a binding offer that shall remain 
firm for 



Members, Telecommunication Devices Access Program Advisory Committee 
members and PUC staff. Proposers must remain available during the 
evaluation period to respond to requests for additional 
clarification. The Evaluation Committee may request additional 
clarification from Proposers of any portion of the Proposal. 
Proposers must to do 

so. 

C.13.2 REJECTION OF PARTICULAR PROPOSALS. SPO may reject a 
particular Proposal for any of the reasons listed under OAR 137-030- 
0100. 

C.14 PROPOSAL EVALUATION: Proposals will be evaluated to identify 
the best responsive Proposal submitted by a responsible Proposer and 
not otherwise disqualified. (Refer to OAR 137-030-OlOO(1) (b) and 
(c) , and to Sec.tion F "Selection/Evaluation Criteria.") 

C.14.1 RESPONSIVENESS: To be considered responsive, the Proposal 
must substantially comply with all requirements of the RFP and all 
prescribed public solicitation procedures. In making such 
evaluation, SPO may waive minor informalities and irregularities. 

C.14.2 RESPONSIBILITY: Prior to award of a Contract, SPO may 
investigate Proposer and request information in addition to that 
already required in the RFP, when SPO, in its sole discretion, 
considers it necessary or advisable in order to evaluate whether the 
Proposer meets the applicable standards of responsibility identified 
in OAR 137-030-0100. 

C.14.3 DISCOUNTS: Cash and/or term discounts may be offered by 
Proposer in the pricing section of its Offer, and will be binding 
upon Proposer in the event Proposer is awarded the Contract. 
However, such discounts will not be considered for award purposes 
unless specified. 

C.14.4 RECIPROCAL PREFERENCE: For Proposal price evaluation purposes 
only, SPO will add a percent increase to each out-of-state 
Proposer's Proposal price which is equal to the percent preference, 
if any, gr26.h is from a state that grants a ten percent 

(10%) preference to local Proposers, SPO will add ten percent 
(10%) 

to that Proposer's Proposal price. 

C.14.5 RECYCLED MATERIAL: For Proposal price evaluation purposes 
only, SPO will deduct from each applicable Good offered by Proposer, 



if any, an amount equivalent to the dollar value of the percentage 
of the Good constituting recycled paper and non-paper products, up 
to a maximum of twelve percent (12%) of the Proposal price for 
recycled paper products, and up to a maximum of five percent (5%) of 
the Proposal price for recycled non-paper products. 

Price adjustments made to account for reciprocal preferences and 
per.centage of recycled materials incorpcrated into the Goods will be 
for Proposal pricing section evaluation purposes only. No such 
adjustments shall operate to amend Proposer's Proposal or any Price 
Agreement awarded pursuant thereto. 

C.15 PROCESSING OF PROPOSALS: Neither the return of a Proposal, nor 
acknowledgment that reserves the right to delete Proposal items 

or award categories. The 
deletion of one or more Proposal items or award categories will not 
affect the method of award. 

C.17 INTENT-TO-AWARD ANNOUNCEMENT: SPO reserves the right to 
announce its intent to award prior to formal Contract award by 
posting the tabulation sheet of Proposal results on the VIP System, 
or by letter or fax ("Intent-to-Award Announcement"). The Intent-to- 
Award Announcement shall serve as notice to all Proposers in the 
Competitive Range that SPO intends to make an award. 

C.18 REVIEW OF PROPOSAL FILES: Proposers shall have 15 (Fifteen ) 
calendar days from the date of the Intent-to-Award Announcement 
within which to view the Proposal files (by appointment). 

C.19 PROTEST OF INTENT TO AWARD: Adversely affected or aggrieved 
Proposers in the Competitive Range shall have 15 (fifteen ) calendar 
days from the date of the Intent-to-Award Announcement within which 
to file a written protest. Protests submitted after that date will 



protests, SPO will proceed with final award. 

C.22 REVIEW OF AWARDED PROPOSAL FILES: Awarded Proposal files are 
public records and available for review at the State Procurement 
Office by appointment. 

C.23PARTICULAR PROPOSAL ISSUES: 

C.23.1 INSURANCE. The apparent successful Proposer shall provide all 
required proofs of insurance to SPO within 30 (thirty) calendar days 
of notification of intent to award. Failure to present the required 
documents within the 30 (thirty) calendar-day period may result in 
Proposal rejection. Proposers are encouraged to consult their 
insurance agent(s) about the insurance requirements contained in the 
RFP prior to Proposal submission. 

C.23.2 PROPOSERS SECURITY: Proposers shall submit with their 
Proposals, a cashier's check, certified check, savings and loan 
secured check or bid bond in the amount of $ 100,000.00. This 
security shall be forfeited by a Proposer who fails to execute 
promptly and properly any contract offered, or who fails to return 
the required performance security and/or certificate of insurance in 
their proper form within the time requirements indicated in this 
Request for Proposal. ALL PROPOSAL SECURITY SHALL BE 



the CA listens to the conversation only and types what the standard 
phone user voices. 2-Line VCO users must he able to initiate or 
receive the 2-Line VCO call. 

C.24.3. ABANDONED CALL- An incoming call reaching the relay service 
center but not answered by a 



HCO, Spanish, VCO, 



called party and the calling party are able to communicate. 

C.24.24. Customer Database - A database that allows callers to enter 
specific information into a profile in order to expedite their call 
set-up time. Such information often includes the caller's name and 
address, long distance profile, frequently dialed numbers, out-dial 
message for identification purposes, call block, out-dial 
restrictions, emergency numbers and other customer notes. 

C.24.25. DISCONNECTED CALL - An outgoing call in which the calling 
party or the CA terminates the incoming call before the called party 
answered. 

C.24.26. FCC - Federal Communications Commission. 

C.24.25. GENERAL ASSISTANCE CALLS - The category of incoming calls 
not associated with an outgoing call attempt. Even though an 
incoming call may reach the relay service, no associated outbound 
call attempt can be made for reasons such as 

to call OTRS at all, or 

C.24.29.D. the calling party may have forgotten the number 

of the 
party he or she wishes to reach, etc. 

C.24.30. GOS - Grade of Service 

C.24.31. HEARING CARRY OVER (HCO) - The capability to allow a speech 
disabled customer to listen directly to a standard phone user via 
the relay. The operator will voice the HCO user's conversation as it 
is typed. The CA does not type any of the conversation. 

C.24.32. HCC to HCO: The capability to allow a HCO user to 
communicate with another HCO user via the Relay. The operator will 
voice the typed words for each HCO user. 

C.24.33. HCC to TTY: The capability to 



call, or it can be a call that is abandoned before being answered by 
the CA. An incoming TTY call is a call originated by a TTY user. An 
incoming telephone call is a call originated by a telephone user. 

C.24.35. INCOMPLETED OUTBOUND CALL - An outgoing call which is not 
answered by the called party. This includes calls which ring with no 
answer and calls which receive a busy line or trunk busy response. 

C.24.36. LATA - Local Access Transport Area. 



speaking standard users and vice versa. 

C.24.49. Spanish to Spanish: Spanish speaking TTY/VCO/HCO/ASCII 
users shall be able to converse through the relay with Spanish 
speaking standard users and vice versa. 

C.24.50. TELECOMMUNICATION SERVICES - Two-way switched access and 
transport of voice communications as defined by ORS 759.005 ( g ) .  

C.24.51. TRS - Telecommunications Relay Service. Telephone 
transmission services that provide the ability for an individual who 
has a hearing or speech disability to engage in communication by 
wire or radio with a hearing individual in a manner that is 
functionally equivalent to the ability of an individual who does not 
have a hearing or speech disability to communicate using voice 
communication services by wire or radio. Such term includes services 
that enable two-way communication between an individual who uses a 
text telephone or other non-voice terminal device and an individual 
who does not use such a device, speech-to-speech services, video 
relay services and non-English relay services. TRS supersedes the 
terms :dual party relay system," "message relay services," and "TDD 
Relay. 

C.24.52. TTY (teletypewriter or text telephone) - A mechanism 
connected to a standard telephone line, operated by means of a 
keyboard, and used to transmit or receive signals through telephone 
lines. The term includes mechanisms equipped with sight assisting 
devices, such as a large print screen or Braille printer, and also 
includes computers. 

C.24.53. Three-way calling feature. A TRS feature that allows more 
than two parties to be on the telephone line at the same time with 
the CA. 

C.24.54. USER - Refers to either the calling or called party in a 
relay call. 

C.24.55. VOICE CARRY OVER (VCO) - The capability to allow a customer 
who is unable to hear on the phone, but has voice capability to 
speak directly to a standard phone user via the relay. The operator 
will type the standard phone user's conversation to the TTY user. 

C.24.56. VCO to HCO: the capability to allow a VCO user to talk to 
an HCO user via the Relay. The HCO user shall hear the VCO user's 
voice that the VCO user will see the HCO user's typed conversation. 

C.24.51. VCO to TTY: The capability to allow a VCO user and a TTY 
user to communicate via Relay. The operator will type the VCO user's 
words to the TTY user and the TTY user will type to the VCO user. 

C.24.58. VCO to VCO: The capability to allow a VCO user to 
communicate with another VCO user via the Relay. The operator will 



type the spoken words of each VCO user. 

C.24.59. WPM - Words Per Minute. 

C.25 TRAFFIC DATA/ESTIMATED USAGE 

C.25.1 TRAFFIC DATA INFORMATION: There is three (3) years worth of 
traffic data information to assist the Proposers in preparing their 
response to the RFP. 

See Attachment # B., "OTRS Traffic Data". 

C.25.2. ESTIMATED IJSAGE: All statistical and fiscal information 
contained in the RFP and its exhibits, including amendments and 
modifications thereto, reflect the best and most accurate 
information available to the Public Utility Commission at the time 
of RFP preparation and are offered solely for the purposes of 
information. 

THE STATE IN NO WAY IMPLIES OR GUARANTEES THAT THESE VOLUMES WILL BE 
MET DURING THE 'TERM OF ANY CONTRACT RESULTING FROM THIS REQUEST FOR 
PROPOSAL. BY SUBMITTING A PROPOSAL, EACH PROPOSER THEREBY EXPRESSLY 
WAIVES AND RELINQUISHES ANY CLAIM IT MAY HAVE, IF AWARDED THE 
CONTRACT, THAT ARISES OUT OF OR IS RELATED TO THE AMOUNT OR VOLUME 
OF USAGE UNDER THIS CONTRACT. 

SECTION D - PROPOSAL ELEMENTS (MANDATORY REQUIREMENTS, DESIRABLE 
FEATURES, PRICING SECTION) 

The mandatory requirements specified in this RFP are designed to 
assist the Proposer in preparing a proposal to provide the service 
desired by the State. The mandatory requirements describe the 
minimum service(s) and performance requirements that all proposals 
shall fully comply with. Proposals that do not fully comply with all 
mandatory requirements of this RFP shall be considered non- 
responsive and will be rejected. The written response to each 
mandatory requirement shall detail how their proposal meets the 
mandatory requirement. Only proposals that meet the mandatory 
requirements will be evaluated for desirable requirements. 

When responding, a simple "yes/no" answer to each item will not 
suffice. For mandatories, Proposers shall explain how their proposed 
service(s) meet. the requirement. The specific service shall be 
identified 



provision of telecommunications service. To that end, the following 
general requirements Shall be met, in addition to general proposal 
requirements: 

D.1.2. The Proposer is a Federal Communications Commission- 
certified telecommunications relay service provider. Proposers shall 
provide a copy of its FCC license in its proposal. 

D.1.3. shall list all subcontractors that they contract with to provide 
direct relay services to fully demonstrate the Proposer's 
qualifications and allow the Public Utility Commission to evaluate 
the Proposer's ability to provide the OTRS. 

D.1.5. Contracting with LEC - The Contractor shall make a reasonable 
effort to implement a billing contract with a Local Exchange Carrier 
(LEC). However, if the contractor fails to implement such a contract 
notwithstanding its making of reasonable efforts to do so, that 
failure will not be considered a breach or deficiency in the 
contractor's performance of the contract to be awarded under this 
RFP 

D . 1 . 6 .  PLAN FOR SERVICE START-UP: The proposal must include a 
detailed plan for implementing the OTRS by July 1, 2004.  The plan 
should describe how the transition from the existing OTRS carrier to 
the new Contractor will be accomplished. The plan shall allow time 
for adequate advertising necessary to notify and educate relay users 
about the change, set forth procedures for notifying and educating 
relay users about the change, and include a timeline that sets forth 
critical dates €or major steps in the implementation process from 
contract award date to start date. There shall be no separate 
payment to the Contractor for costs associated with the start- up 
phase. The Proposer should include start-up costs when calculating 
the prices submitted in Attachment A - "PRICE PROPOSAL SHEETS". 

Descriptions included in service specifications are not intended to 
limit any Proposer's offering to specific trade names for services 
or equipment. 

D.1.7. Scope of Service: The OTRS shall provide for the uniform and 
coordinated provision of the service on a statewide basis by one 
telecommunications contractor. 

D . 1 . 8 .  The OTRS shall be available to Oregon at all times (24 hours 
a day, 7 days a week, 365 days a year). Callers shall be able to 
place OTRS calls from their primary location and locations other 





from the time the call enters the OTRS system. No more than 30 
seconds shall elapse between receipt of dialing information and the 
dialing of the requested number. Contractor shall measure the 
average daily answer time by sampling the average answer time at a 
minimum of 30 minutes for each 24-hour period. No call to the relay 
service will be answered by a recorded message, for voice or TTY, 
except as provided in Section D.1.12.V., "Intercept Messages" of the 
RFP. Only a continuous ringing or fast busy signal will be used. 

D.1.11.D. ASCII and Baudot: Contractor must furnish all necessary 
telecommunications equipment and software to be capable of 
communicating with ASCII and Baudot format at any speed generally in 
use. Contractor must he capable of identifying incoming TTY signals 
as either ASCII or Baudot. To reduce set-up time, each OTRS call 
type (Baudot, ASCII, VCO, STS, Spanish Relay, 900 numbers) shall 
have its own unique 800 number and shall use the same number used by 
the current relay provider. 

D.l.ll.E. Call Type Identification: The Proposal shall also describe 
the methodology used to determine the call type, and shall state the 
amount of time necessary to determine the call type. 

D.1.11.F. Transmission Quality: The transmission circuits shall meet 
or able to access the relay through dialing 711. 

D.l.ll.H National TRS Access Numbers: Contractor shall work with the 
Local Exchange Carriers to access the use of nationwide, universal 
711 

or 800 numbers for access to the service. Access shall 
automatically route the caller to the primary TRS provider in the 
state where the 



D.1.12.A Voice and Hearing Carry Over (VCO, HCO): Provider(s) shall 
provide both voi.ce and hearing carry over upon request of the user. 
A hearing-impaired person with understandable speech may request 
voice carry over which will allow him/her to speak directly to the 
hearing person and receive the message typed back on the TTY. Also, 
a speech-impaired person with hearing capability may request hearing 
carry over which will enable the speech-impaired person to directly 
hear what the other party is saying and type back his/her message 
which will be spoken by the Communications Assistant. 

Provider shall provide the technology capability to allow the TTY 
users to speak through his/her voice carry over without any initial 
TTY typing involved in the process of calling the relay service. 

D.1.12.B. Voice Carry Over to Voice Carry Over: The capability to 
allow a VCO user to communicate with another VCO user via the relay. 
The operator wi:Ll type the spoken words of each VCO user. 

D.1.12.C. Hearing Carry Over to Hearing Carry Over: The capability 
to allow a HCO user to communicate with another HCO user via the 
Relay. The operator will voice the typed words of each HCO user. 

D.1.12.D. Voice Carry Over to Hearing Carry Over: The capability to 
allow a VCO user to talk to an HCO user via the relay. The HCO user 
shall hear the VCO user's voice and the VCO user will see the HCO 
user's typed conversation. 

D.1.12.E Hearing Carry Over to TTY: The capability to allow an HCO 
user and TTY user to communicate via the Relay. The operator will 
voice the TTY user's conversation to the HCO user. The TTY user will 
see the HCO user's typed conversation. 

D.1.12.F. Voice Carry Over to TTY: The capability to allow a VCO 
user and a TTY user to communicate via Relay. 



numbers. Actual charges for the calls shall be billed directly to 
the consumer. 

D.l.lZ.K. Local and Intrastate Toll Calls: The service shall be 
designed to provide local and intrastate toll calls. 

D.1.12.L. Interstate Toll Calls: The Contractor shall offer 
interstate OTRS. Funding for interstate service will come from the 
interstate juri.sdiction as mandated by the Federal Communications 
Commission. 

D.1.lZ.M. Carrier of Choice (COC): The Contractor shall allow the 
relay user to choose his or her preferred interexchange carrier when 
placing toll calls through the OTRS. The Communications Assistant is 
not required to verbally offer the option, but must describe the 
option when asked by a relay user. An explanation of COC must be 
included in all appropriate relay publications. 

D.l.12.N. Charges for Local Calls: The calling and called parties 
shall bear no charge for calls originating and terminating within 
the same toll-free local calling scope. It shall be the 
responsibility of the Contractor to obtain information concerning 
the location of toll- free calling routes. 

D.1.12.0. Charges for Intrastate Toll: The OTRS users shall be able 
to call and be called by any business or residence that has standard 
telephone service in Oregon. The OTRS must be capable of receiving 
calls from and placing calls to customers in intrastate toll calls 
that are served by providers of telecommunication services in 
Oregon, including radio common carriers. The OTRS shall be capable 
of terminating calls to toll free numbers that are intraLATA in 
nature. This includes free N X X s  used by providers of 
telecommunication services in Oregon, as well as radio common 
carriers and intraLATA 800 numbers established through this proposal 
process that will be reimbursed at the per minute basis established 
by this proposal. 

D.1.12.P. Access to Restricted 800 Numbers: This service would allow 
access to regionally restricted 800 numbers. 

D.l.lZ.Q. Ability to have Caller ID services, or their number show 
up on the Caller ID of the party they are calling, if the consumer 
chooses to do so. 

D.1.12.R. Personnel/Equipment: The Contractor shall furnish all 
necessary personnel, facilities, telecommunications equipment, and 
software. 

D.l.lZ.S. Staffing for Call Volume/Usage Patterns: The Proposal 
shall show plans to develop staffing patterns as related to call 
volumes and usage patterns. 



D.1.12.T. Switching System: The switching system must be capable of 
having preventative maintenance performed while the system is on- 
line. 

D.1.12.U. Uninterruptible Power System: The Contractor must have a 
generator sufficient to allow the relay service to operate after a 
commercial power failure. Back-up must be sufficient for 12 hours 
back-up in case of failure of the generator. 

D.l.12.V. Intercept Messages: Appropriate intercept messages shall 
be provided if a system failure occurs. 

D.1.13. Access to Directory: Contractor must provide callers with 
access to local and long distance directory assistance. Local 
directory assistance calls must be billed to end users 



D.1.19. Contractor Personnel. Contractor' shall provide a plan to 
ensure the active recruitment and hiring of people with 
disabilities, including individuals who are deaf, hard of hearing, 
deaf-blind, late deafened and speech-impaired. Emphasis shall also 
be given to recruiting and hiring individuals with American Sign 
Language (ASL) and relay service experience and with experience 
working within the deaf and/or speech-impaired community. Each 
proposal must include (1) an organization chart depicting levels and 
numbers of relay service personnel; (2) a hiring practices plan 
documenting outreach to the deaf and disabled community and copies 
of job descriptions for each planned position. 

D.1.20. Enhanced PKOTOCOL/TURBOCODE: The Contractor's system must 
use enhanced protocol software in its relay system to help speed up 
the process of typing and reduce interruptions of conversations. 

D.1.21. Complaint Resolution: Contractor must outline procedures 
regarding complaints, inquiries, and comments regarding OTKS 
services and personnel. Contractor must work with the State to 
maintain a log of consumer complaints, including all complaints 
about TRS in the state to be sent to the Federal Communications 
Commission by July 1sP.O. Box 

Oregon 97301-2148. The yearly complaint logs are due to the contract 
administrator by June lSthof each year. At minimum, the complaint 

logs must include the date the complaint was filed, the nature of 
the complaint, the date of resolution and an explanation of the 
resolution. Proposal must include a detailed plan addressing how the 
Contractor will comply with the expectations for complaint 
resolution as defined in this section. Proposal must also address 
how the Contractor will ensure that consumers who file complaints 
with either the contractor's customer service or the Commission and 
expect to be contacted with a resolution will receive a written 
response from the contractor outlining the resolution to their 
complaint. 

D.1.22. OTKS Account Manager. Contractor shall provide an account 
manager that dedicates SO% of their time to the State of Oregon 
relay consumers. The plan must outline how much of the manager's 
time will be used to collect and resolve complaints from Oregon 
consumers, work with outreach sub-contractors provide forums on OTKS 
and other expectations outlined 



about the relay service. For general OTRS services, the OTRS account 
manager must provide outreach and forums to encourage consumer input 
(see D.1.25) on the OTRS at least four times per year, in different 
geographical areas to be determined by the RSPF manager. An amount 
equal to $125,000 per year must be provided and used for a 
professional public relations/advertising company approved by the 
Commission to develop outreach strategies and materials and provide 
outreach services. This cost is not a separate recoverable cost and 
must be included in the total proposal price. Each proposal shall 
demonstrate how the Proposer will work with the Commission to 
determine which population to outreach to each year. Some examples 
of past outreach efforts include the general population, the 
business population, speech impaired and Spanish relay users. 
Proposal must include a plan specifying how the contract will 
develop materials in a format that is understood by the targeted 
audience (deaf, hard of hearing, deaf-blind, late deafened, speech 
impaired and vo.ice users as well as businesses and organizations). 

D.1.24. Working with Local Telephone Carriers. Contractor shall 
demonstrate how they will work with the Commission to ensure that 
local telephone carriers or providers, or businesses that own and 
distribute telephone directories, will provide outreach materials in 
those directories (both printed and online directories) In addition, 
the contractor will demonstrate how they will work with the 
Commission and local telephone carriers to print periodic billing 
inserts advertising the availability of OTRS services. 

D.1.25. Consumer Input. Contactor shall demonstrate how they will 
solicit input from OTRS consumers on the quality of the delivery of 
OTRS services. 'This input includes compliments, suggestions, policy 
review, and complaints. Contractor shall develop a plan to include 
the users of the system in any evaluation of the OTRS. An outline of 
this plan shall be included with the proposal of the Contractor. The 
plan should explain methods for consumer input and how the 
recommendations from these evaluations will be incorporated into the 
policies of the relay service. The evaluations shall not come from 
those directly or indirectly involved in operating the relay service 
or its corporate associates. This does not preclude the provider 
from conducting additional internal evaluations that use relay 
staff. The result of this evaluation shall be reported to the RSPF 
Manager on a quarterly basis. 

D.1.26. Billing Requirements: The capability to charge relay users 
for collect calls, international calls, person-to-person calls, and 
calls charged to a third party is required. The capability to bill 
to any Oregon Local Exchange Carrier calling card and any 
nonproprietary interexchange company calling card is required. For 
toll calls, the relay user should be billed for actual talk time 
(the time, in minutes and seconds, from the moment the relay caller 
is connected with the called telephone number and conversation can 
begin until either party hangs up), not Communications Assistant 
work time. The proposal must include a complete description of how 



re1.a~ users will he billed for all calls and include the procedures 
for obtaining hilling information from the local exchange companies, 
and indicate whether the billing will he performed in-house or 
contracted, list specific credit cards to which calls can be billed 
and include a sample bill format, if available. 

D.1.27. Extended Area Service: The system must ensure that relay 
Lsers are not billed for toll usage when completing EAS calls, 
including calls made by or to subscribers of optional EAS. It shall 
he the responsibility of the provider(s) to obtain information 
concerning these routes and calling plans. The proposal shall 
describe in specific details the method that will be used to 
implement this requirement. 

D.1.28. Network Configuration: 



conversations. Each Proposal must include a plan to provide on-going 
training and should include, but not be limited to, ASL "gloss" and 
grammar, other forms of signed communication, deaf culture, needs of 
speech-impaired users and operation of relay telecommunications 
equipment. Training shall include both simulated and live on-line 
call handling. Appropriate portions of incservice training for CAS 
must be provided by experts from the deaf and speech-impaired 
community in the fields of language interpreting, ASL and deaf 
culture and speech impairment. Alternatively the Contractor must 
demonstrate that such expertise exists on staff. 

D.1.30.E. Clear Communication: Ability to speak with a clear, 
concise, understandable tone and speech to voice users. 

D.1.30.F. Code of Ethics or Guidelines: Contractor shall develop a 
"Code of Ethics" or guideline that serves to guide CAS in their 
professional performance. These guidelines must also be enforceable. 
The Proposal must outline how these guidelines will be enforced. 

D.1.3C.G. Communications Assistant Proficiency Test: The Contractor 
shall require that all prospective Communications Assistants take 
and pass a quantifiable, performance-based Relay Communications 
Assistant Proficiency Examination that will be approved initially by 
the Commission. The Public Utility Commission reserves the right to 
request an outline after evaluation of the proposals received. This 
examination shall cover spelling, typing, dictation, procedures, and 
characteristics of American Sign Language as it may be reflected in 
the written language of TTY users, deaf culture, ethics and 
confidentiality, and professional judgment. This test shall have as 
its minimum requirements the proficiency skills for Communications 
Assistants mandated by this RFP. The typing portion of the exam 
shall be on an orally based text to resemble on the job performance 
more closely. The relay service shall make sure that material from 
these tests is not available to the Communications Assistants before 
testing time and must change portions of the tests from time to 
time . 

D.1.30.H. Minimum Communications Assistant Qualifications: The 
Public Utility Commission reserves the right, after evaluation of 
the proposals and prior to award of a contract to request 



THE CALL 

D.1.31.A. Full Control of the Relay Call Remains with the Relay 
User: Generally, the user shall have the option of telling the 
Communications Assistant what aspects of the call she or he will 
handle. For example, the user may request that she or he introduce 
relay services to the called pasty, rather than the Communications 
Assistant. 

Relay users shall not be required to give their names or the names 
of the parties they are calling. This information shall not be 
recorded in any form without the permission and knowledge of the 
relay users (except for toll billing purposes). 

D.1.31.B. Neutral Position: 



discussion of such words and instruction on how to '"interpret" the 
relay user's tone of voice into descriptive words. 

D.1.31.F. Conveyance of TTY Relay User's Typed Text and Non-TTY 
User's Expressive Words: When the Communications Assistant 
verbalizes for the TTY relay user, the Communications Assistant 
shall adopt a conversational tone of voice appropriate to the type 
of call being made. If a TTY relay user types "ooohhhhhh" or similar 
expressions, the Communications Assistant shall verbalize 
accordingly. Likewise, a non-TTY user's groaning may be relayed as 
"ooohhh," and an excited yes may be relayed as "yyyeeesss." 

D.1.31.G. Confidentiality of Calls: Confidentiality regarding the 
existence and content of conversations is required. The proposal 
shall describe how calls will be handled to ensure a high level of 
confidentiality with respect to information processed by a 
Communication Assistant and the protection of electronically 
collected information. The proposal shall address any exceptions 
that may arise. The CA shall sign a pledge of confidentiality 
promising not to disclose the identity of any callers or any 
information obtained during the course of relaying calls, either 
during a period of employment as an operator or after termination of 
employment. A copy of 



gender identification such as: "CA 3105M." The TTY relay caller has 
the option to request a different gender. 

D.1.31.I. Identification of Gender of Nan-TTY Relay User: To the 
ext.ent possible, the Communications Assistant shall identify whether 
the non-TTY relay user is female or male by using parentheses at the 
beginning of a call as follows: "(M)" or "(F)". 

D.1.31.J. Background Noise Identified: The Communications Assistant 
shall indicate to the TTY relay user if another person (hearing) 
coniea on the line. 

D.1.31.L. Explanation of OTRS: When a TTY relay user calls a non- 
TTY user, the Communications Assistant will ask the non-TTY called 
party whether he 

or she has previously used the OTRS. if such user 
has used the OTRS before, the call will be placed without further 
delay. If not, the Communications Assistant will explain how the 
service operates and will notify the TTY relay caller, using 
parentheses, that the OTRS is beiny explained to the called party. 

The OTRS explanation should be brief and concise. A suggested format 
is: "The caller is typing his/her conversation which will be read to 
you. When you hear the words 'Go Ahead', speak directly to the 
caller. The operator will type everything that is heard. One moment 
for your call to begin." 

D.1.31.M Completed Call Attempts: The CA shall allow a minimum of 
ten (10) rings per contact by relay users. 

D.1.31.N Unlimited number of Re-dials: The CA must permit unlimited 
re-dials to a busy number. 

D.1.31.0. Parentheses for Non-conversation items: The Communications 
Assistant shall type in parentheses all contents of a relay call 
that are not part of the relay user's conversation, including those 
items discussed above. 

D.1.31.P. Third-Person Reference: If either party uses the third 
person, the Communications Assistant shall relay in the third 
person. The Conlmunications Assistant will not intervene and will not 
ask one party to address the other party directly. 

D.1.31.Q CA Release of calls: Per FCC mandates, the Contractor must 
allow the CA to release a relay call if a TTY user trying to reach a 
voice users reaches another TTY that he/she will accept instead of 
the voice user originally called. 

D.1.31.R In-call replacement of Communication Assistants: CA's 


