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Sprint CapTel Training Outline 

1.0 Training Summary Outline 
1 .I 

1.2 

1.3 

1.4 

1.5 

IntroductionlTour 
Introductions: Lead trainer, training assistant, Call Center director, and other 
administrative personnel that may be involved in the first day of training. 
Prospective CAS are given a tour of the building and the facilities. Each individual is 
given a security passkey and shown how to use it. The CTI building is a secured 
facility and the passkey is needed to enter the parking lot after normal business 
hours, enter the building and gain access to the Call Center floor by stairway or 
elevator. 

Human Resources Overview 
The Human Resource coordinator meets with each group to go over required 
employment papework for the State of Wisconsin, Call Center policies, non- 
disclosure agreement, confidentiality requirements, expected standards that must be 
met to pass out of training, and current scheduling needs. 

Videos 
Several videos are shown to better demonstrate the job of a CA and how the 
technology works and how it provides improved communication for our clients. After 
each video, questions are answered or clarified as needed. 

Mini Demonstration CapTeel Phone 
A brief explanatin of the CapTel phone and the captioning system is given including 
commonly used terminology when referring to each party involved in a call. Each 
trainee is then able to place a short call to experience using the CapTel phone. This 
helps individuals to better understand what we are asking them to provide our clients 
and what the client experiences. 

Introduction - Developing a Personal Voice Profile 
Developing a personal voice profile is the most important step to successfully 

process CapTel calls. CAS are given specific instruction as to how to speak, how to 
sit, and how to utilize the computer and headset to gain optimal accuracy. 

1.6 Introduction -Training Program 
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1.7 

1.8 

1.9 

The CapTel training program allows individuals to listen to various pre-recorded 
scripts and "re-voice" what they hear directly into the recognition program. 
Individuals are coached to focus on developing the proper re-voicing technique. 
This simulates the conversation or voice of the hearing person and having to repeat 
those words to the computer accurately. Through the progression of various training 
scripts CAS work to improve their speed of speech while maintaining accurate 
pronunciation of words based on each script. 

Introduction - Call Handling Tools 
Macros are utilized to aid in the speed and accuracy of calls. CAS listen to pre- 
recorded scripts that consist mainly of macro type words and learn to utilize the 
macros accordingly. 

introduction - Call Handling Skills -Pacing a Conversation 
CAS are introduced to further call handling skills that allow them to pace various calls 
in order to provide accurate captions. 

Introduction - Call Handling Skills - Inserting Words 
CapTel trains its CAS to insert particular words that the Voice Recognition is not able 
to caption successfully or in a consistent manner. These words include such things 
as people's names and regional cities and towns. 

1.10 Introduction -How to Handle Various Recordings 
CAS are introduced to various types of calls and how to handle each. The 
importance of verbatim transcription, confidentiality, accuracy and speed are 
reviewed. CAS view a demonstration by the training assistant, and then each CA is 
assigned scripts relating to answering machines and automated recordings. 

1.11 Introduction B Demo of CapTel Conversation 
Each trainee observes each end of the "telephone call", (CA, CapTel user, hearing 
person). Each CA assists in making "live" calls to other trainees. This encourages 
each CA to observe and experience what our clients experience on every call. It 
also allows the CA who is captioning an opportunity to practice their learned 
techniques on more realistic, true to life calls. 

.. . , ., . .- . . ~ . . . -- 



2.0 Introduction to Call Simulation 
Live call simulation allows CAS to gain exposure to real incoming calls landing on the 
production floor, however they do not interfere with the quality of captions going to the 
CapTel user. New CAS are paired with experienced CAS on the production floor to 
observe and listen to live calls. 

2.1 Call Simulation-Timings 
CAS are placed into a rotation of call simulation and receive their first official timing 
for speed and accuracy baseline timings provide a progress report for each CA and 
develop a list of improvement areas. This measures the quality and accuracy of re- 
voicing. 

2.2 Review of Baseline Timings 
Training Scripts are assigned to the group. One at a time, each CA meets with the 
trainer to review their baseline timings. Feedback and review of standards and 
expectation are given. 

2.3 Introduction to Correction Tool 
The correction tool is introduced to provide CAS with another opportunity to provide 
the highest quality captions. 

2.4 Review Training Elements 
CAS meet as a group with the trainer to review the various elements that enable 
them to provide the quality of captions we expect from each CA. 

3.0 Monthly Timing Policy 
CTl's monthly timing policy is reviewed with all CAS. The importance of successfully 
passing these timings is emphasized. 

3.1 Call Simulation-Timings 
CAS are placed into a rotation of call simulation and receive an official timing. This 
second timing is a base-line timing in which re-voicing accuracy and call handling 
skills along with the ability to correct errors are evaluated. Each CA is unaware of 
when the timing will occur. 

_ .  .., .. . _. 



4.0 Production Floor Orientation 
Current supervisors meet with the group of CAS to go over specific Call Floor procedures, 
expectations, break adherence, time clock, lockers, emergency plans, and point of contact 
individuals for questions and assistance. 

CAS continue to progress onto the production floor and practice in the training room as needed. 
CAS are timed each day and progress is reviewed until a CA meets the expected standards or it is 
determined the individual is not suited for the position. Action is taken as necessary. 
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Video Relay Service Training Outline and Qualifications 

All Sprint VRS interpreters are qualified and will adhere to the Registry of Interpreters for the Deaf 
(RID) Code of Ethics. The VRS interpreter qualifications are listed below: 

. 

. . . . . . 

. . 

. . . . . . . . . 

. 

. 

Certified by the NAD at levels Ill, IV, or V or certified by RID as ICilC, CI, CSC, LSC or 
MSC or demonstrated State equivalent. (Note: In rare instances, VIS may process Sprint 
VRS calls prior to certification based on qualifications and interpreting skills). 
Possess English language skills at a college level. 
Observe strict confidentiality guidelines using RID'S Code of Ethics. 
Function in a totally transparent mode. 
Possess strong receptive and voicing skills. 
Possess sensitivity to the needs of the Deaf, Hard of Hearing and hearing parties 
Have a wide range of experience working in the deaf Community utilizing ASL, PSE and 
Signed English Community utilizing ASL, PSE and Signed English communication modes 
in social, economic, and educational settings. 
Possess interpreting experience for persons who have minimal language skills. 
Possess computer literacy, including familiarity with current Windows operation system, 
and be able to operate computer and video equipment. 
Exhibit superior customer service skills. 
Posses the skill to conduct video interpretation sessions with a wide range of individuals. 
Have a good command of English grammar and composition. 
Possess clear and articulate voice communications. 
Be familiar with speech and disability cultures, languages, and etiquette. 
Possess the ability to work under pressure. 
Be capable of working in a multi-tasked environment. 
Have the skill to conduct telephone conversations with a wide range of individuals. 
Be a citizen of the US.  or an alien who has been lawfully admitted for permanent 
residence as evidenced by the INS Permanent Resident Card (INS Form 1-551). 
Successfully completed, as a minimum, training to include deaf culture, American Sign 
Language, sensitivity to the capabilities and needs of people with speech impairments, 
the VI'S role in the relay process, and training in interpersonal skills to handle difficult or 
stressful conversations. 
Beginning college level skills in English grammar and diction. 
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TRS Pledge of Confidentiality 
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CapTel CA Pledge of Confidentiality 

Confidentiality Policy 

I will not disclose to any individual (outside of a member of the CapTel management staff) the 

identity of any caller or information I may learn about a caller (including names, phone numbers, 

locations. rtc.) on any CapTei call. 

I will not act upon any information received while processing a CapTel call. 

1 will not disclose to anyone the names, schedules, or personal information of any fellow worker at 

CapTel Inc. 

I will not share any information about CopTeI calls with anyone except a member of the CopTel Inc. 

management staff in order to investigate complaints, technical issues, etc. 

I will continue to hold in confidence all information related to the work and calls I have performed 

while at CupTei Inc. after my employment ends. 

I will never re\,eal my Captionist ID number in conjunction with my name unless asked by a 

member ofthe ('upTel Inc. management staff. 

I will not share with anyunr any technical aspect of my position at CapTel Inc. unless asked by a 

member of the CapTei Inc. management staff. 

I will not talk about c o n ~ m e r s  or call content with any fellow Captionists 

I ui l l  not listen to or get involved in calls taken by fellow Captionists. 

I have read the abuve Confidentiality Pulicy and understand a breach of confidentiality will result in 

disciplinaly action up to and including termination of employment at CapTel Inc. I recognize the serious and 

confidential nature of my position and therefore promise to abide by these guidelines. 

Employee Namc Date 
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E 911 Call Procedure 

Sprint uses a system for incoming emergency calls that automatically and immediately transfers 
the relay user to the nearest Public Safety Answering Point (PSAP). Sprint 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. The following steps will be taken to connect the caller to 
the correct PSAP: 

The CA, when told by a TTYiASCll user (non-voice) that an emergency exists, will hit a 
"hot key". 

The CAS terminal sends a query to the E911 database containing the caller's 
geographic area ANI. 

The database responds with the telephone number of the PSAP that covers the 
geographic source of the call, and then, automatically dials the PSAP number, and 
automatically passes the caller's ANI to the E91 1 service center. 

The CA remains on the line until emergency personnel arrive on the scene unless previously 
released by the caller. The CA also verbally passes the caller's ANI onto the E91 1 center operator. 
If the inbound relay caller disconnects prior to reaching E911, the CA will stay on the line to 
verbally provide the caller's ANI to the E91 1 center operator. 

When a CapTel user dials 9-1-1, Sprint will route the call d&ctJ to the most appropriate PSAP. 
The 911 PSAP center will receive the caller's Automated Number Identification and Automated 
Locator Identification. If the call is disconnected, the 911 center will call the CapTel user back. 

If a CapTel user had only one line connected to their CapTel phone, captions will not be engaged 
on the call. A prompt on the phone will instruct the CapTel user how to communicate with the 9-1- 
1 center to request Voice-Carry-Over communications to begin. The PSAP would be engaged in 
typing directly to the user, and the user would be able to speak to the 91 1 dispatcher. 
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Sprint Carrier of Choice Letter of Invitation 

Sprint' I 

(date) 

(name) 
((:oinpaiy namc) 
(addrcssj 
(tciephonc j 

i e-niail adilrcss) 
tiax) 

Re: ((:ustonier's nanie aiid phone iiunibcr ~- rcqucstcd LEC for 
C C K )  

Thank you for your interest to complete ( ( h i p a n y  Namc) Long Distance calls with Sprint 

'Telecommunications Relay Seivice (TRS). As the default Toll carrier for processing relay calls in 

more than thirty-two states (32). Sprint currently transports the traffic of customem who have 

sclcctcd you as their To11 carrier. However, many of your customers would prefer to use 

~('onipany Nnnici LD for their toll calls. At present, Sprint TRS is unable to send the toll calls 

from the regional centers or state access tandem to your network. Hence, this letter is being 

written tu make you aware of a potential service-impacting issuc regarding TRS calls and 

measures your company can take to ensure your customers' toll calls are completed through TRS. 
The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established 

and are monitored by the Federal Communications Commission (FCC). TRS is a service that 

links telephone conversations between standard (voice) telephone users and people who are deaf, 

hard of hearing, deaf-blind. or spccch disabled using Text Telephone (TTY) equipment. The 

State Public Utilities Commission inanagcs the day-to-day operations of TRS and has contracted 

with Sprint Corporation to provide relay sewicc in tlicir states. 

Both. the Americans with Disabilities Act of 1990 and FCC's Order 00-56 on TRS mandate that 

all states provide I'RS and that TRS users shall have equal acccss to thcir chosen interexchanee 

carricr and to all other onerator services, to the same extent that such access is provided to voice 

users. In order to provide this access to your customers, your company is encouraged to submit a 



letter of authorization to accept TRS calls from Sprint. 
Atfuchment A lists the facility-based providers who currently participate at Sprint TRS Carrier of 

Choice program. If your company (or your facility based provider) is not cumntly listed, please 
review the following and determine the appropriate follow-up action needed tu be taken: 
Facility-based provider 

1.  If you are a pavtic&Jrznp member at Sprint Carrier of Choice program, please 
disregard. 

2 .  If you are not a narticiputinn member at Sprint Carrier of Choice p r o m  you need 
to establish a network presence at the regional centers or state access tandem and 
accept calls from Sprint through the industry method of SS7 bunking and TRS billing 
codes of lnfo Digit Pair 60,66, and 67 (see below). 

Non-facility based provider 

1. If your underlying toll cari~ict member at Sprint Camer of Choice 
program, Sprint can implement the IXC brand name and pass the toll call information 
to the underlying camer's CIC code. Please submit a lcttcr of authorization that would 
advise Sprint to implement the carrier brand name and to send the toll call information 
to its underlying toll carrier. 

2.  If your underlying toll carrier is nof a partkipatinn member at Sprint Carrier of Choice 
program, you will nccd to work with your underlying toll carrier to establish a network 
presence at the regional centers or state access tandem and accept calls from Sprint 
through the industry method ofSS7 t h i n g  and TRS billing codes of Info Digit Pair 
60.66, and 67 (see below). 

Before you submit a letter of authorization to Sprint TRS, please consider the following four 
Factors: 

3. Your CIC codes or your underlying toll camer CIC codes associated with 1+, W, and 
0- and Intemational dialing must be loaded into the regional (and/or state) access 
tandems. 

4. You or your underlying toll carrier will need to support SS7 tandem interconnection, 

5. You or your underlying toll carrier will need to ensure that your translation tables are 
updatcd in order lo appropriately receive, rate, and bill Sprint calls per Bellcorc 
indushy standards. Sprint calls are designated as ANI II Digit Pair 60, 66. and 67. 

6. If you utilize more than one underlying toll carrier to cany the toll lrafic, select a 

single toll canicr that will accept Sprint traffic. 



Note: For detailed information regarding access tandem interconnection and carrier of 

choice provisioning through Sprint, please refer to ATlSNllF-008, the 

"Telecommunications Relay service - Technical Needs" document. 
Artachmenr B lists Access Tandem Interconnection locations which Sprint TRS is connected with. 

The best way to provide access to your Toll network through relay service for your customers is 

to designate the 13 Sprint Regional TRS centerlAccess Tandem combinations as the points at 

which Sprint will hand off Toll relay service traffic to you. In this manner, any relay caller that 

wishes to use your services may be efliciently, and with minimal time delay, routed to your 

network. Should you not have a presence at one or more of the Sprint regional centedaccess 

tandem Combinations, the traffic may be handed off at one of the regional center's access tandem. 

Attachment C is a sample letter of authorization. Once Sprint receives your written request to 

participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates 

in the next available release (usually 45 to 90 days). Information obtained from the farriers 

will he used solely for the purpose of providing equal access for (Compeny Name) LD 

customers and shall be held proprietary. 

Sprint welcomes your company's participation in our TRS Carrier of Choice program at 

to you if your company has network presence at any of our listed regional centerlstate access 

tandem locations. Your participation at the Sprint Carrier of Choice program will create a win- 

win situation for our custnmers. Through Sprint, as the relay provider, customers will he able to 

enjoy uninterrupted service and your company will be able to generate additional revenue. 

Thank you for your prompt attention to this matter. If you have any questions concerning with the 

letter, please do not hesitate to call (Account Manager) at (phonc numhcr) or email at (c-mail 

;~ldrces). 
Sincerely Yours, 

CC: Michael Fingerhut, Federal Regulatoly, Sprint 
Angela Officer, Program Manager, Sprint 

, .. ..~... .. .. - .  . . . "  . ." ~ - . 



Attachment A 

Current  participating members (facility-based providers) at Sprint  TRS Carrier  of Choice: 

Entitv 
AT&T Communications 

Bell South Long Dislmcr 

Bestline 

Birch Telecom 

Broadwing Communications 

Broadwing Telecommunicatiuns 

Con Communications 

Excel 'lelecummunications, Inc. 

Global Crossings Telecommunications 

MCl WorldCoin 

McLeod USA 

Qwest Communications 

SBC Communications Long Distance 

Souris River Telecommunications 

Sprint 

Telecomm*USA (MCI WorldCom) 

Touch America Services, Inc. 

U S .  Link 

VarTec dba Ckdr Choice Communications 

VarTec Telecom, Inc. 

Verimn Long Distance 

Winstar 

Working Assets 

WorldCom 

WoridXChangr 

Updated: 8/12/07 

CIC Code 
0288 

0377 

0302 

0678 

0948 

0071 

6269 

0752 

0444 

0222 

0725 

0432 

5792 

0770 

0333 

0220.0321.0835,0987 

0244 

0355 

Oh36 

0465,0638,0811,0899,5111 

5483 

0643 

(I649 

0555,0987 

0502,0834 



Attachment B 

State 

Missouri 

Texas 

Access Tandem Interconnection Locations 

Access Tandem Tandem CLLI Tandem LEC 

Kansas City KSCYM05503T SBC 

FI Worth FTWOTXED03T SBC 

North Carolina Charlotte CHRLNCCAOST Bell South I 

Updated: 8/12/07 



Attachment C 

Miasnun 

TcxaT 
I 
I 

S A M P L E Letter of Authorization 

Kansas City KSCYM05503T SBC 

Ft Worth FTWOTXED03T SBC 

Charlotte CHRLNCCAOST Bell Sonth 

i DATt 

<Name>, Account Manager 
<Streetl> <StreeQ> 
<City>. <State> <Zip Code; 
FAX <Fax No> 

South Carolina Charleston CI ITNSCIIThOT Bell South 

New York Syracllse ~~~~ SY I<CNYSIISOT Verizon 

Ohio - Dayton DYTNOI 1225CiT Amentech 

South Dakota Sioux Falls SXFLSDCOOYT Qwest 

North Dakota Bismarck BSMRNDBCIZT Qwest 

~ 

This letter ofauthorirdtion has been issued tu give Sprint TRS permission io send < Toll Camer Company 

Name toll traffic associated with I+ ,  0+, and 0- and lntematinnal dialing through Sprint TRS at the < 

Kegional COC 'Tandems ,. 

1. Reeional COC Tandems 

You u i l i  need to providr Sprint with the following: 

lOli Carrier: < inseft name> 

CIC Code: +sen CIC) 

Underlying Toll ('arrier: <insetl name> 

Underlying Carrier CiC Code: <insert CIC> 

Choose Tandem Below 

I Tandem CLLl I TandemLEC I state  1 AccessTandem 1 



Arkansas 

Florida 

California 

Colorado 

Illinois 

Minnesota 

Wyoming 

2. Call TVW Restrictions 

Little Rock LTRKARFROZT Southwestern Bel 

Miami NDADFLGGOIT Bell South 

Sacramento SCRMCA0103T Verizon / Pac Bel 

Denver DNVRCOMAOZT Qwest 

Chicago CHCGILNESOT Arneritech 

Owatonna OWTNMNOWIZT Qwest 

Cheyenne CHY N WYMA03T Qwest 

< Toll Carrier Brand Name > will accept any intrastate, international and operator services call types that 

will be routed to the tandem location(s) > tandems. 

Toll Carrier Brand Name > will accept any ( spec~f i  intrastole, intersfale, international, and operalor 

services) call types exccpt Ibr (xpuc,b what call types and rerlricfions) that should not be routed to the < 

tandem location > tandems. 

If there are any questions regarding this letter o f  authonzation, please contact < Name >, < lob Title >, < 

Department Name > at xxx-xxx-xxxx. 

Sincerely. <Name >< Joh Titlc >, < Department Name 



Rekv Hawaii 
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Sprint Route Outage Prevention Programs 

Call Before You Dig Program 

This program uses a nationwide 800 number interlinked with all locallstate government utility 
agencies as well as contractors, rail carriers, and major utilities. Sprint currently receives in excess 
of 60,000 calls per month for location assistance over the 23,000-mile fiber network. 

Awareness Program 

This Sprint program proactively contacts local contractors, builders, property owners, countylcity 
administrators, and utility companies to educate them on Sprint's cable locations and how each 
can help eliminate cable outages. 

Route Surveillance Program 

This is a Network Operations department program using Sprint employees to drive specific routes 
(usually 120 miles) and visually inspect the fiber cable routes. This activity is performed an average 
of 11.6 times per month or approximately once every 2-3 days. 

Technician Program 

Technicians are stationed at strategic locations and cover an area averaging 60 route miles. Each 
technician has emergency restoration material to repair fiber cuts on a temporary basis. Other 
operations forces within a nominal time frame accomplish total repair. 

FiberlSwitch Trending Program 

This includes a weekly summary of equipment failure events highlighting bit error rate (BER) and 
cable attenuation. As a result, Sprint identifies potential equipment problems and monitors 
performance degradation to establish equipment-aging profiles for scheduled repair, replacement, 
or elimination. Aging profiles are computer-stored representations of the characteristics of a fiber 
splice. The profile is stored at the time the splice is accepted and put into service. A comparison of 
the original profile and current profile are compared for performance degradation. Maintenance is 
scheduled based on this type of monitoring. 

Network Management and Control Systems 

The Sprint network is managed and controlled by a National Operations Control Center (NOCC) 
located in Overland Park, KS. As a back up, a secondary NOCC is located in Lenexa, KS. The 
NOCC is designed to provide a national view of the status of the network as well as to provide 



network management from a centralized point. The NOCC interfaces with the Regional Control 
Centers (RCCs) to obtain geographical network status. The RCCs are responsible for maintenance 
dispatch and trouble resolution, and are designed to provide redundancy for each other and back- 
up status for the NOCC. 

The NOCC and RCC work closely with the ESOCC in cases where a network problem may affect 
Hawaii operations. In cases such as these, the NOCC or RCC immediately alerts the ESOCC of 
the situation so that appropriate steps can be taken to minimize service impacts. The NOCC and 
RCCs also serve as reference points for the ESOCC when problems are detected in the TRS 
center that are not the result of internal center operations. 

Network Management 

Commitment 10 a digital fiber optic network permits Sprint to use a single transmission surveillance 
protocol to integrate internal network vendor equipment. This enhances Sprint's ability to automate 
and provide preventive, near real-time detection and isolation of network problems. The controlling 
principle is identification and correction of potential problems before they affect the Hawaii call 
capabilities. 

Sprint divides the major functional responsibilities, facilities maintenance and network 
management, into a two-level organization which maximizes network efficiencies and customer 
responsiveness. The first level consists of the RCCs located in Atlanta and Sacramento. RCC 
personnel focus on the performance of individual network elements within predetermined 
geographical boundaries. The second level is the NOCC in Kansas City that oversees traffic design 
and routing for Sprint's 23,000-mile fiber optic network and interfaces. 

This two-level operational control organization, combined with architectural redundancies in data 
transport and surveillance, control and test systems, ensures an expedited response to potential 
problems in both switched and private line networks. 

In the event of a power outage, the UPS and backup power generator ensure seamless power 
transition until normal power is restored. While this transition is in progress, power to all of the 
basic equipment and facilities essential to the center's operation is maintained. This includes: 

Switch system and peripherals 
Switch room environmentals 

Emergency lights (self-contained batteries) 
System alarms 

CA positions (consoleslterminals and emergency lights) 



Hawaii Notification Procedure 

To provide Hawaii with the most complete and timely information on problems affecting their TRS, 
the trouble reporting procedure for Hawaii will include three levels of response: 

A 3-hour verbal report 
A 24-hour status report 
A comprehensive final report within 5 business days 

Sprint will notify Hawaii within three hours if a service disruption of 30 minutes or longer occurs. 
For service disruptions occurring outside normal business hours, the initial report will be provided 
by 8:30 AM on the next business day. This initial report will explain how the problem will be 
corrected and an approximate time when full service will be restored. Within 24 hours of the 
service disruption, an intermediate report provides problem status and more detail of what action is 
necessary In most cases, the 24-hour report reveals that the problem has been corrected and that 
full service to Hawaii has been restored. The final comprehensive written report, explaining how 
and when the problem occurred, corrective action taken, and time and date when full operation 
resumed will be provided to the Hawaii Administrator within five business days of return to normal 
operation. Examples of service disruption to Hawaii include: 

ACD failure or malfunction 
Major transmission facility blockage 
Threat to Hawaii CAS safety or other CA work stoppage 
Loss of CA position capabilities 

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven days a 
week from Sprint's Enhanced Services Operation Control Center (ESOCC) in Overland Park, KS. 

Disaster Recovery Procedures 

If the problem is within the relay center serving Hawaii, maintenance can usually be performed by 
the on-site technician, with assistance from Sprint's ESOCC. If the problem occurs during non- 
business hours and requires on-site assistance, the ESOCC will page the technician to provide 
service remedies. Sprint retains hardware spares at each center to allow for any type of repair 
required without ordering additional equipment (except for complete loss of a center). 



CDR recording 

As a safety precaution (in case of a fire during a power failure), the fire suppression system is not 
electrically powered. Once the back-up generator is on line, stable power is established and 
maintained to all TRS system equipment and facility environmental control until commercial power 
is restored. 

GAPTEL OUTAGE PREVENTION 
Sprint will provide FCC compliant CapTel service from the two CapTel Service Centers in Madison 
and Milwaukee, WI. Sprint's CapTel vendor CapTel Inc. (CTI) operates the two current CapTel 
Service Centers in the nation. These unique Centers operate with enough terminals for 200 agents 
each, along with support personnel, Technicians, and Supervisors. 

Both Cap Tel Service Centers are equipped with redundant systems for power, ACD/telecom 
switching equipment, call processing servers data network servers, and LAN gear. Most 
equipment failures can be corrected without complete loss of service. 

Having two CapTel Service Centers ensures minimum interruptions in service if something 
unexpectedly halts operations in one Center or the other such as a flood or a tornado. In those 
instances, traffic from one Center can automatically be routed to the other. 


