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March 2004

Tracking | Dateof | Cat.# Nature of Complaint Explanation of Resolution
|2 Compl. | Compl.
Suparvisor asalsted on the call and obsarved the voica
Veice person sald agent had ol of typas. There P wanted & supervisor while in refay moda.
31504 wae a loud nolee while on the call and agent would Supervisor tokl GA we canniot get on 2 cafl In relay
not get 8 supervisor to asslst on the call. unless bath partfes agres to keep relaying. The loud
squeeling was rgw voo user hitfing the Hy fays.
8604X
Garbling For veo user - technicel prablem, The fix in
0aMB04| 24 a‘fﬁ"“‘“‘”‘nu m“‘”f;’r’m"‘ haerm“ !3“"‘: W“f szg;vco placa & to have oLt VCO trafiic routed 1o MO relay ta
3210K . i i mintmize garbiing.
When the agent got throtigh to Ehe voo Uset's party
03/22/04 4 [sho didnt type anytitng to et the VCO user know She rang fhe bel to ivformed - agent foliowed policy.
8090N what was happening.
Cusiomer called to complaln that he raceived twe
gtren | BTAL Ty ctening cails fram OK reley, Coaches! agent un proper proscadurss.
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Tracking
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Cat. #
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Natura of Compiain

Date of
Resolution

Explanation of Resciution ‘]
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May 2004

Tracking | Dateof | Cat # Natwa of Complaint Explanation of Reaciutlan
# Comnpl, | Compl.
Cusiomer sisles that agents are not answering het calls even
though she is typing 1 them that she wants VCO, Customer then Coathed agerit an never engaging in
O5/0104| 21 [complained that agents are converaing with her caller and nol conversalion at any time, Alao reviewed VCO
keaping her calls personal and agents were not tetting her in on the| procedures.
K 0N,
Caller siated she waa conducling personal business via phone Both agent and Supervisor were coached ont
osoa0s] 21 with an agent and just as the caller was about to give her credit handing difficult calls and keeping the
card number a supervisar interrupted the call with something ahout custamer informed of what is golng on at all
. kimes.
” B suTvay baing canductesd ines.
Caller gtata:t she was in tha middia of & call when suddenly ajj ;
05067041 4 |typing stopped and no response was given. Gallet heard clicking cc;:l: 1":?;3;:_?;: ! 2
366K sound and line went dead. proval.
IEER | DOTH4] 5
T Gustorner did not get CA's number. Custorner was iraneferad lo Mo CA number provided, No Follow up
H040mm Spanish operator. possible.
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Oklahoma TRS Complaint Log

June 2004 to May 2005
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Compiaint Tracking for OK {06/01 12004-05/31/2005). Total Customer Contacts; 23

Date of

Compl.

Nature of Complaint

Date of Resolugion

Explanation of Resolution

01/06/08

CA had maay typos and VCO user atked agent 1o type more
accurately. Typing accuracy then got worse. Supervisor
apuloglzad far inconvenience and said would pass fo
immediate supenisor, Customer would ke cottact by phone
number listed.

01/08/05

CA coached by Supenisar on proper typing. Contact made
5MBID5. Customer was pleased to raceive a call back, and glad
e issue is resloved. Apalogized to customss once &gain, and
titanked them for their eontact. No further communicatian
necassal

12175

TTY customer stated that the GA stopped respording ki the
middle of his call. TTY assumed that the CA hung up. This
orcurted al sbow B:38am. Apologized 1o the customer and
said that the situation would be looked inte. Custemer did not
want eall bagk,

21405

Met with CA who remembers g tall ending abnptly on the
TTY's part. Said that the TTY slopped typing in tha middie of a
santence. Told the CA that ¥ this happens again to bring it to
the attertion o a Team Leader as it may be & technicaf
problem.

01122Mms

172205 at 3:08 pm. Cust stated agent did not follow
ingtructions, he sqid he toki agent not to explain the call end
she did not follow Hs nstructions. | apolcpized for the
mconvenience and assued this complaint wid be passed onto
the appropfiste supy. Wants fup to nbr listec.

01/28/05

Talked with agant, she stated the cust Gidnt say that UntE after
she made the first call and the other parson hung Up. When she
was told to redial, that was when he saig not io axpiain the call,
however, the outhound person kept hanging up afier that. Agant
& aware of the importanee of foliowing the VCO users
instructions. 122108

Catled cusiomer 1/24, 1/26 and 128 ane unable ta get in touch
and ne answeing machine of address to foliow up with
customer,

020605

Last night the voico person | was talling to constanty had the
operator ask them to repeat what they said and everytime they
asked o repeat the operalar laughed. Apologized fof the
inconvenience. No fellow up needed.

02/02/05

1 speke with the CA and she said she di¢ not remamber having
a call as described. | explained to her that laughing on a cailis a
senous transparency break and she needs to make sure that
she does not laugh white on calls. She said she understands.

02/06/05

The operaltor has herible speling - af of a sudden she
siowded down her typing speed and customer had to ask lo
speed H up again arkf the operator went back to typing nomat.
Apologized far inconvenienca. No follow Up naeded,

0207105

The ageat only remembers siowing down the typing speed at a
customers request. They were reminded of the imponance of
ngt making changes to the call without the customers request,

02/10/05

Spelling was lousy and coukd not understand what CA was
typing.

[3RRT)

Agent saki speiling was good on her end. Agem paid particutar
aliention to epell becausa when the cali cams in the VCO user
said agert ahe just had was a lousy spelier and could not
undesstand i so agent made sure spelling was good. Reviewed
precedures with agent.

oS

CA repeaiedly asked VCO user for the number fo dral witiout
switching over to VCO to hear the repeated dialing instructions
"VCO User™ was in customer notes. Inbound eventuaty
disconnected.

D34S

CA talked ko regarding proper VOO procedurs and regarding
Custorer Netes.

03/21/05

OK VCO Customer called in asking for VOO, Customer Service
told them to VOO now bul they decided te type instead.
Cuglomer said agent goofed up the cafl tit § am reatly mad
abowt it | trled € tmes 1o get her to give me the number i was
dialing. | requested VCO when she would not connect me she
teld me she was hanging up for lack of sesponse. Then she
was abie fo hedr ma to connect me to your senvice, } am really
mad cuz we have had 8 heavy raln and i have an enormous
roof leak. | apoiogize to the customer. Customer did hot wani a
follorw up.

0321709

Talked 16 agent and she staled whan (he call cama m the VE.O
was branded. Howaver no ene wes taking, she then switched
the fine over to see if the VOO would lype and didn't get &
response there aither. The agend then switched back aver to the
vaica line and stil did not get 2 response. Af that time the agent
typed this line wi now be disconnected due 1a no response.
321705,




SradANG TR

—

SISO ABJL %3019 03 Sepimap S4B §) BOIMITS Jewaysng aloT5)
91484 POSIADE PLE SBtRES Pauleidiey ey sy o jnms o
Buisnisiiy sem Sudswos ey PaziBojede pue JBLOISTD potjen

B4 JBLI0ISNT) “LogeLssE
& U0 dn BurBuay jo Ayreass ay
BqWawia) Jou i usBe Yl 13y

3.dn prey URo LM ‘stmsn:
ua sbe peuny “Ned e i

9Z/5 U0 peieu; sana| dn Mmoye Buensg
UK 1894 pINoS 24 50Uk Aypredss .__Bastaccamuz

: Ay 2dgas3 ey o prapsy
A% |4 oy ArR3uepog ve) vaey e 2 Bundsuucomp
w_cumaﬂ&&w_ocgaaa..auaou\,ﬁ \wiegus pip oy
“WE3 243 55300.d 30U pines ays Aum s 10 40U 01 830ds Jaasy
195N OOA By ing Buiyiesuq sesn QOA 2UL B3y pinos yo ay
53001 p Wershs auyy yBno.y PRAS, 180 pres wo oy Upm 2y

sun
pinosm
U3 B g Avy 1y

18112 111 S1GNC) & Jugns pinco s og eq en yeo
BUS 32U DaEle SuE Ing ‘wsigon 1B

319 IO jruonEISiur ue aved o) Buikn sem 2UpsnD

BRI IR 8US "WraBe ym yopy

B4l 2133 PazEYs Uk ien g

10} BN Ayas bl

PINOM Jawinjsn,
8o 24 syeww o

498 yushe su pug

SB1 pue gurpk
U984 5,9 ‘Yoo sy pabpamausoe
Aetas o payrey S4B prER OoA

Buyen

D IBUICISTD B o) paziBoyede ) Aefa o thim
198 51 8US “Bi9n0y ou yym Aej
{BD SAY3 3B o) Bpqe sem s PES Jawo)snsy -

L Z -z 1souwe

N maiicy e sy

Y01 120

SQFeis0
E— L L

SO/BLIG0
e 22150

234

PUR B0SE-ZZ5 009 & saquing MO ey
SG/E 150

g

20/5Z/v0

“beisanbaa mojoy ON "0p 0]
Pasaddns sem oyg UM Ansen pip

O SUBUNG S Jupdg oy
oYM siawesno m;ﬁgnua.

“dn malioy oy 0slAmdns ske ay
¥ 8 op o) 1oy Jusbie

1B} poulgihea pue "weqoud s s pazBoiode | apn; sem
U2 pue Aejos sounouue [} Wabe sy lenes pue R a1 &g Mvep so Aeja) sxunouur 1ou pip
10U JBwarsmo gy Ag PRnsY; Sem BuS pejers ety Ll oy 1usB2 8l peuerdwnn pue USHO $IiED Akia) 5105 myeo BM0A M0
=D
BAISLODSAFLI0L Bundeuucosp ;

WO PIAOM | oLy wag
PS5nbe) pey iowes Jou; digissod

Wyl
FELIOD of]

j 7
Relay Oldahoma FCC TRS Certification Renewal-——COctober 1, 200



“AESUNDD £2 o
8€ '[(ED Aana up aBewn jevoisseyaud e WEWIBW 3ARME O} woys
POYIE0D PUE ‘JUIEICLIC Sitg 10 ARnaS Blg Mol wabe a1

I1E3 2 SULInp MY Jou ‘uossed jeap e xoou: jou PNCM b1 pajeis
OS[E uedy e SIY) Jequswal 10U pIp jualy 4 ‘misde ypm e

hauvonay aepdn jews)

Y60/2L

WSF96 v Insadeasp

9% 3q 0} sakojdwe Aejar g 1) aeidosddew Aian sem ) Wbnoy
vosiad a0 Buifiuy sem Buoyd sy} snym pies Buppiaaa
428U DINGO LITSKRMT 320A 3 181 2IBmBLI SEM puE no Bujjerp
AL S0} 20,08 5,u0wiad JE3P B fppow sem 5 By PUR )
“@ioue Lum BurySine; pue SupAE: vT) e eey prrca ay “em
AR B 0l tes e apei Y U JeL peueidwod vossad aTeT

B # Begsuuadsp Buipiebay ampasoud
Bumq jo ssouenbasuco IO aeME O
51 oby paquosaep s Bunpaurms &es juna Fom. Aem ou u pue
Uandiosep Sl Ui o Aue 8quigiual ou op sy sajels Waby

Buwoiioy jou pue spru

S0/1L0/90

JOWLiQLsTD
uo dn Buny Jayeiado LS SN 2Ui0S Busm suay | JHEL
Rt ) o1 wing Aw 3, Buikes apru Arsa sem JusBe pres sies

Lt 04

‘sebessaw
FO0A OOA Buines| ainpancid paen uo PAPDEOD sEM v

oy 2n Buiya) jo) rewoisno ey payusy) ssBessaw 300
OOA AR 0 moy uo gﬁmBEoEnugEOmwg.ﬂEz
£ J2ye uara suop gof s 186 Jou pinca Adus uate Stuy pUR

YOO

1B Aw 0y Bsw Aepiuig Addey v SAZ3} 0} PSURM |

YO/LOrzy

“sansg
Buiiqref sop mosze umop 10 dn 540y Jedoud ssn o uau&EE.qo

PO/

L¥ZZGLZ00L #1 L B pisie pue wepoid ag 2y panbojedy
“sabessau) 29ireB \hoge tiejdwoo of Bunrea seuioisng ALl

YOROEGL

SUBOBUCO ayeL oy
aoudsyoey 8Y) a8 oSy "Amssaney ¥ JRUIDISND Al aoey “Hugdiy
LIEAM UYL KO SY8) PUE Liwop MOFS ) JLBBE 3 o PosE |

HYBLIDL

(12 03 B 2u) Buse) oy Jewersno 3 pexuew
pue panBojody - sardwexs TEIBABS BABL) “SRJGM aduns
BSOS Uo o Ag Blageds sood INDGE peumREkod JurD)sTS QDA

¥0/22101

(ez5:11) Jomsue DU-HZA L
PRUED (d20:21) Jomauie ou-p(s5 1101 penes (BGviE) Jamsue
SU-FD/L LT PRIRD "UBNB Jaqunu ¥ ON “peyou wisxdiony

FgLaL

I#3 Lkl @ axn piops “Bunigads paysiy ay UBLM SBiAGO
SBM Ji e palkys peeiy oo, Buskes ayq 3 useop oy pue

Az Buisn e Luseoq -Buueoun PUR egediv! *proo ase jsow
¥ peo e siojriedo awos TR SYURD pUE fasn Aepz semnbor
€36 suoyd g B woy Buneo 5.8y sheg A} UAYM SED
$983Ud o} peuney Auadouxt 1ou oie Sitlesodo Aejoy ey paelg

Y610

ONTE UCISSILISURY D3 B Bq 0; Sieedde sl
“Bugooysaignan o) i&1nBuey pejucn O} PaSU im By 1841 Ly
Piol pue sawasn) peieuon “E0A S DRpURM] 51 Huasny

“0n #0m03 10y i 10y payewm

SOE0IB0

"PRISA G021 17 # Vouai) AGN0LY req p9
€ 3| pHnowm ssucisny) wabe Keol 2enba) o 30 peesw Jobe
1p0830s- o)-yoaady B PROEA puR Juoyd ssaraum reinBup sy

yO/OLiGE

SOUBHUMUCOUI 2 Joy azBowde | pug 'Sy} wewnaop
1M1 uonusug w10 o) sk BkSuug Jog nod MY Bsuadsey

WyZes0

WOy L-L-2 $IEIP AeinBad ay 18Ul pRIBNSRY Jaluoisna aon 0

‘Buiiue rads yupnoo Asut asnmonq o iy inoge
Ut §B3 O} DIpaBU 1) InG 'S0 umdiuos o} W e 6} s

¥0/80/01L

sz |

235

Relay Ofdahoma FCC TRS Certification Renewal—October 1, 2007



Oklahoma TRS Complaint Log

June 2005 to May 2006
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Qklahoma Relay Service - June 1, 2005 through May 31%, 2006

1. Total Number of TRS complaints: 12
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Complaint Tracking for OK (0B/01/2005-06/31/2006). Tota) Customer Contacts: 12

Dais of Nature of Complalnt Date of Explanation of Resolution

Complaint Regolution

0120106 Syslem Mesaage. Tickei has been opaned by 0M/23/06 The agent followsd cemect procadure by inferming the customer
customer %or appending, bul na text has been ihat they no ianger had the information (ans mach msg) an their
entered. Subticket closed by systam, screen to repeal i again 1o 1he voica customer.

0370906 OK Voice caller compiains somaane Jg using her 03100106 Anvlogized, explained purposs of relay. No conlact wanied.
narre to call her churc and gay fithy Ihings,

Guslomes very concemed that this is allowed for
ANYone to Lse.

04N 206 Wondered why agenisent (psrsonnun qup) 942108 Thanked 1he cusfamer jor latling us krtew and will file 1T i it
wilh epaces betwean leftars, it was nol nNecesgary. continues that way,

056/24id6 FTY customer raports operator digled oul betors 06/06/06 Mat wilh agent, she did siate thal when entering the phone
Instructiens were typed and befors GA was given fumbar, sha actidentally hit the bulten to dial the number,
<ustomat pravided phone number thars altemgted lo Coached ager an the importanca of dlways following
typa instructions and GA but Relay aperatar dialed cuslormer's Instiucions, as wel! as remaining facus and wailing
oul before lyping completad (apologized for problem urtil the BA is typed to dial the number,
encountered sugpesled customer provide Instructions
frst then phona number and GA advisad camplaint
would be forwarded to supervisor) Cuslomer did not
request contact

05/24/06 TTY customer reports oparator dialed oul before 0B/07/08 Met with agant, but he did not r Ihis specific cak.
Instrucions were typad and before GA was given Ceachad agent on the importance of always faltowing
customer provided phona number then attempied to cuslomar's directions. As well as remaining focus on a call and
type instrucilons and GA but Relay operator dialed waiting for the GA Lo dial gt the number given.
out bufore typing compleied (apologized for problam
encountared suggested customer provide instruclions
first then phore number and GA advised comptaint
would be forwarded o superviser) Customar did not
tequesl| contagt

(5/26/06 OK Voice customer calling from a funeral home, said 05/26/06 Customer Senvice sducated the customer on fhe policies of
thay were scammed out of a lnt ofmoney from a relay, and provided the FCC number.
caller using our sarvice. Customer Sarvice
apologized to the custamer. Customer doss not need
faliow up.

08/02/0% Don't expisin relay call. No dial out for 3 minvies and 08/02/05 Supervisor spoke to agent. Reviowsd proper VCO procadures.
then hung up on me, Tried 1o talk to agent, but no
respense. Thanked caller. No call back needed.

07/26/05 Custormer sfated that Ihe agent did not kéep them 0726105 Trainer coached the agent on he imporiance of keeping the
infeimed of redialing or ringing when the call was cusiomer Informed. Followed up with custemer via emall 7/27/05
redialed. Apclogizad ta customer for the probiem. explaining agant was coached on the imporiance of keeping the
Customer wishes to ba contacted by E-Mall, customer infermed.

08/18105 Alter asking me for the number to diai, CA hung up 1140705 Operator was apoken to - did not rememmber the call, The record
oh me - | could see the red light 3aying disconnect. showed that this aperator did not work on this day.

Thanked the customer for (etting me know. Assured
the customar the CA would he met wilh and coached
by suparvisor,

Systam Massage: Ticket has bean apaned by
cuslomer far appending, but no lex! fias been
entered. Sublickel closed by system.

09/20/05 Caller sald Ihat agent was rude and refused to 09420105 Quality Assutancs suparvisor spoke with cuslomer and adviser
provide ID¥. When the caller agked 1o speak to a thal agent had been coached by TM Jackie on prolessionalism
superviser, & supervisor named “Jackie” care on the and politeness and would coach her again. Cuslomer stlll not
lina anet also refused Ic provide her IDK. He said thal salisfied and stated that he would escalets his concerns,
he was not aven sure Lhat "fackie" was & qupenisor.

The call was made at 1700 CT on 9/20/05. |
apaisgized and axplalied that we do not keep
records of cails due to the confidential najure of the
service. Expiafried that thers is a supanisor in ane of
our eenters with that name and | would forward the
<complaind fare for resoiution, Custamer requests a
follow up cail.

Relay Okinhoma FCC TRS Certification Renewal—QOctober 1, 2007

238



Oklahoma Complaini Log

Page?2

0472205

CA wasn'l vary helpfud, exhitited impatience and
was baing rude. Thanked Ihe cusiomer for latting
s know and agsured the customer that this
complaint will bring the supervisor's attention

Thanked customer for {atling ua know and assurad
the tustomer that thig complaint will be bravght ta
iha aupervisars attention.

00/20/05

Had a discussion with the opr aboul the call. There was ho
information on the call, type 7, parson's name or whal the call
was pertaining to. Very difficult to have a discussion with out this
Infarmation. Dlscussed bettar ways o be more counteous to
customers. Defining rofe ang saylng "thank you" and "hella™ to
axhiblt mora customer friendly. Opr Is manctone, will work on i,

121505

Cuslomer placed a call 1o someone ang that cail
was fecarded by the atbound caller. The
outbound customer played back the recording of
the conversation to the Inbound HCO user and
Lhera ware several words of the HCO user's typed
text that was left oul of the convarsation. Tha
migging lext was impacting the convarsation. |
thanked the customer for letting us know and |
alsa Informed tha cuslomer that | wavitt forward
thig o the appropriate supervisor Iy speak fo tha
agent. The customer would like follow-up via
phone call,

12/19/05

The employee assigned his ID number has been on leave for
one month, Supervisor will fokiow upto see fthere are
additional detais,

Contacled Customer al 1030a on 12/16/05 via voica, Customer
I8 not HCO vser. Cuslomer staled she was Lnsure about the
number as it was Relay Oklahoma Lhat is the call, Customer
would not give any addilional information, Informad caller thay
we wouid put out a bulletin of the impertance to fead taxt o
HCO calis. Customer appreciatad the {oliow up.

Relay Oklahoma FCC TRS Certification Renewal—October 1, 2007

239



Oklahoma TRS Complaint Log

June 2006 to May 2007
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Oklahema Relay Service — June 1 2008 - May 31, 2007

1, Total Number of TRS complaints: 25
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AGREEMENT FOR THE PROVISION
OF TELEPHONE RELAY SERVICE IN OKLAHOMA

1. Purpose

This is an agreement (Agreement) between Sprint Communications Company, L.P.
(Sprint) and the Oklahoma Telephone Assaciation (OTA), pursuant to which Sprint wilt
provide, as the OTA’s designee, Telecommunications Relay Service (TRS) and
CapTel™ service for the state of Oklahoma,

2. Scope of Work for TRS

For the term of this Agreement, Sprint shall be the exclusive provider of the OTA’s
Telecommunication Relay Service for the State of Oklahoma. Sprint will provide the
services and features presented in its proposal dated January 28, 2005 and incorporated

hereto by reference. The Relay Oklahoma Standard Features Matrix from that proposal is
attached hercto as Attachment A. Some of the requirements for the provision of TRS and

CapTel in Oklahoma are also provided below for easy reference,

A.

m o 0w

.'"'1

The components of TRS provided on behaif of the OTA will meet the
minimum operational and technical requirements related to the Federal
Communications Commission (FCC) regulations, Part 64.604 for
Telecommunications Relay Service as they exist as of the start of this service,
November 15, 2005.

Calls will be answered “Relay Oklahoma™.
All calls will be answered in English.
Calls will be processed through Sprint’s Relay Center network.

Sprint has engineered the daily average answer titme at 85% being handled in
ten {10} seconds,

Sprint will process calls that originate or terminate in Oklahoma.
Sprint will retain all ownership rights to all hardware and software utilized,

Sprint will provide the OTA with full management reperts, including reports
that break down the TRS usage according to the local exchange carrier where
each call originates and terminates.

' CapTel, for Captioned Telephone, is 2 ttademark of Ultratec, Inc,
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3

CONTRACT FOR OKLAHOMA TRS

Sprint’s pricing herein assumes total call minutes (session minutes), including
s¢t-up time, wrap-up time, and incomplete calls.

Sprint will bill the OTA on & monthly basis, with full payment due thirty (30)
days after receipt of the invoice. Original invoices shall be submitted to the
Project Manager for the OTA, or the Project Manager’s designee.

Sprint will process local, intrastate lung-distance and interstate long-distance
calls. Long-distance callers will be allowed to choose long-distance carriers
from those who respond to Sprint’s cartier-of-choice plan,

Sprint will utilize a means of reaching regionally restricted toll free numbers
and the business offices of local telephone companies which have special
prefixes, all of which would rormally be accessible to the TDD user in his‘her
calling area.

The provision of TRS by Sprint will not interfere with or prevent any local
exchange company from billing any of its usual charges for tariffed services
associated with each call processed by Sprint,

Time is of the essence in this Agreement and, accordingly, all time limits shafl
be strictly construed and strictly enforced.

CapTel

. In addition to standard telecommunication relay services, Sprint shall provide CapTel, an

FCC-approved enhanced Voice-Carry-Over (VCO) service. The FCC declared that
CapTel is an enhanced VCO service and ag such, a telecommunications relay service
{TRS) eligible for reimbursement of interstate minutes of use through the Interstate TRS
Fund under TRS rules, Sprint will implement CapTe! service no later than
November 15, 20035,

. This service shall comply with applicable PCC mandatory minimum standards for

Enhanced VOO Service. This presently includes the following requirements as well ag
others:

* Confidentiality of Conversation Content

» Speed Dialing

* 900 Service

* 711 Dialing Access

= All Speed of Answer and Blockage service levels
= Minimurn CA time on a call

* Equal Access to Interexchange Carriers

» Available on a full time basis, 24/7/365

* Caller ID

* Spanish-to-Spanish language services
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4.

5.

CONTRACT FOR OKLAHOMA TRS

Single line CupTel docs not caption 911 calls. Instead the phone processes the call as a
voice carry over type call, 911 emergency calls are not routed through the CapTef call
center but instead are directed to the appropriate PSAP which should be equipped with a
TTY. The PSAP communicates directly with the Cap7e! caller using text messaging and
the caller communicates directly with the PSAP using voice.

. In its Declaratory Ruling, the FCC walved certain requirements for standard TRS

because they do not pertain to Erthanced VCO Service. The following features are npt
included in the proposed CapTe/ service:

* Speech-to-Speech (STS) and Hearing Carryover (HCO) Requirements
* Minimum requirements for Conumunication Assisiants
o Interpretation of typewritien ASL
o Oral to type tests (replace with oral to text tests)
o Not refusing single or sequential calls
o Gender preferences
= Interrupt Functiohality
* Call Release
* Three-Way Calling
» ASCIT and Baudot

Two Line CapTel, (2LCT), an ephancement to standard/single line CapTel, will be made
available at the same per minute price as single line/standard CapTel.  2LOT requires
that a CapTel user subscribe to a second phone line through their LEC and then request
the service through the Sprint Account Manager. Due fo technical limitations concerning
retrieving ANT from the inbeund call, OTA will pick up the cost of all 2LCT inbournd
call minutes until such time that all or part of these calls are paid for through the
Interstate TRS Fund.

The captioning of CapTel service is only accessible through the use of CapTel phones.
OTA is not responsible for the purchase and distribution of phones. Oklahoma residents
may purchzse CapTel phones through Sprint or its designated assignee. Sprint will limit
the distribution of CapTel phones to Oklahoma residents to an average of ten (10) a
month for a maximum distributior: of 120 phones per year.

. Sprint shall credit OTA with Oklahoma’s provision of CapTel service in its Qklahoma

CapTel ontreach and publicity campaigns and materials.

Cuatreach

Sprint will provide a dedicated outreach budget to increase awareness and familiarity of Relay
Oklahoma among the users of the service as well as other citizens and businesses. During the
term of this Agreement, Sprint will provide a $40,000 annual outreach budget dedicated to Relay
Oklahoma in addition to providing the services of an Aceount Manager to serviee the outreach
needs for the State.

Term of Agreement

This Agreement is effective upon execntion by the authorized representative(s) of Sprint
and the OTA and covers telecommunication relay services provided by Sprint starting on
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