
Time Frames for Service Restoration 

Complete loss of service due to equipment - 

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

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

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

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

Two hours at first level 
Four hours at second level 

0 Eight hours at third level 

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

Partial loss of service - Due to Equipment 

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

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

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

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

0 Eight hours at first level 

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

Trouble Reporting Procedures (for Individual Customers to Customer Service) 

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

Caller's Name 
Contact Number 
Calling to I Calling from (if applicable) 
Description of the trouble 

Report service affecting trouble to Customer Service during normal business hours, 8:OO AM to 
5 0 0  PM Central Time, Monday through Friday. Normal business hours do not include Saturday, 
Sunday, and holidays. 

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

captel@caple mail corn 

(8881-269-7477 
Pam.Ho mes@caplelma I corn 

(877) 4374660 Captioneo Telephone k ' s  (CTI) Ca I 
Center Otrector Call Ceiitef Oiredar Pam Frazer@.captelrna'l corn 

Pam Fraziek 

Table 4 - CapTel Customer Service Escalation Procedures 

Hours outside the normal business day are 500 PM to 8:OO AM Central Time for every day of the 
week (Monday through Friday), and all day Saturday, Sunday, and holidays. Outside of normal 
business day hours, a recording will play and trouble calls can leave a message for customer 
service to follow up during the next business day. 

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

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

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

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

Alternative usage for CapTel phone during outage for VCO users. 

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

In the event that a user cannot reach the captioning center, and the user desires to use any form of 
available relay to connect their call, the user can dial 71 1 (user must dial only 711 and not a relay 
800 number in order to change to VCO mode) and be connected to the in-state relay call center. 
Their call will be processed via VCO instead of captions. In VCO mode, no audio from the called 
party will be processed -just like any other traditional VCO call. 
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Appendix H: Sprint TRS Standard Features Matrix 
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Appendix I: Policy on 10- and 15-Minute Rule 

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

A CA change may occur for the following reasons: 

Customer requests change of CA 
End user verbal abuse of CA or obscenity towards CA 
The call requires a specialist (Speech to Speech, another language) 
Illness 
Potential conflict of interest (i.e. the CA identifies an end user as a family member or 
friend) 

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

(CA# CONTINUING UR CALL). 

The CA will say to the non-TTY user: 

"THIS IS CA # CONTINUING YOUR CALL." 

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

Sprint Guide for TRS Certification Renewal (August IS, 2007) 84 



Appendix J: FCC TRS Mandatory Minimum Standards &Compliance Matrix 
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Appendix K FCC CapTel Mandatory Minimum Standards &Compliance Matrix 
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