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Consumer ",ilh. C.pTti CoMUllant

Since the program began in 2004. CapTel has grown and the demand for the phone has
reached new heightS. The CapTel ConsultantS have become an integral part of assisting
the Regional Centers by covering counties and providing home visits to show people the
phone. Training sessions for the consultants are held to ensure everyone is up to date with
new infonnation as well as able to discuss lhe progress of the progmm

-.
CapTtl Consultants In Training

The DSDIHH has worked closely with the NC CapTcl Account Manager to help promote
CapTel through the use of the Regional Centers and staff, exhibits such as Golden
Jubilee. Heahh Fair and Slate Fair. Organizations such as HLAA were utilized through
presentations as well as website exposure 10 keep CapTel in the mainstream for Hard of
Hearing populations.
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CapTel Consullanl$ln Trainlng

During 2006. 873,727 minutes of use were contributed 10 CapTel services. This progrnm
continues to grow and the number of calls has exceeded 314,000. This is a huge jump
from last year when there were 464.902 minutes used.

DeafNalion
umgwJge. Cultural Et Prilk

NC was hosl to the Deaf Nation Expo on April 1".2006. The event look place al the
Greensboro Coliseum and there were approximately 3000 attendees. TANC was able to
give out boxes and boxes of shirts to people who stopped by the booth to check out the
services available to them from the the DSDIHH. At the TANC exhibit, several
individuals applied for various types of equipment. including the Emergency AJert
System provided by the NC Emergency Equipment Distribution Program.

NORTH CAROLINA
-~- -"'\0.

_m _,
Copy of thf: Prinl on the shirts Ihen oul a' Onr Expo
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Sprint' ).

Kevin Earp

CAlL (800) 467·6190

T'h.olu fot" allins nwl • _qJrintw's.com

My personal J 800 nllmber!!

As you can see. there is no extcnsion number required: all a person dials is a simple 1­
800 number. If Ihe deaf person is nOI available (0 answer the call. the person calling can
leave a "Video Mail" message. which is the same as voice mail but is in sign language.
Wilh this service. individuals can receive messages in video fannat instead of voice.
giving deaf people access to "voice mail" which the hearing population benefits from.

Anothu huge eVent was "Road Tour 2006" - Sponsored by Relay NC and TA 'c. This
was our biggesl event and it took place allover IC. For the Road Tour. Relay NC and
TANC worked hand in hand 10 promote all our services.

We set up "shop" in 7 different cities and 2 schools for the deaf - touching each of the 7
Regional Centers' respective cachement areas. Information about TRS. CapTel. NC
Relay Conference Captioning. Sprint !P. Sprint VRS, NCTEDP, NCEEDP. and the NC
Hearing Aid DistribUlion Program was shared and meals were served to those in
3nendance. These town hall meetings look place in Morganton, Asheville. Charlotte.
Raleigh. Winston Salem. Fayetteville. and Kinston.
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"Don'l Hang Up" kils have cominued to be dislribuled throughout NC to various
businesses. agencies. and individuals to educme them aboul nOI hanging up on Relay NC
Consumers. Many agencies and business have received these kils. During our Road
Show consumers were given Ihe opponunilY 10 get kils and give Ihem out when they
mtel with individual business. doclors. etc.

One of Relay NC's most valuable assets has been our Relay Ambassador Program ­
RAP. This program exists to help promOle all of our services throughout NC. especially
Speech to Speech (STS) and Voice Carry Over (VCO). The two areas are some of Ihe
ffiOSl difficult markets to educate. so our STS and VCO "rappers" have been out in the
community promOling these unique services. along with the olher programs that Relay

C provides. Our RAPs have also provided training to various consumers in the
unlapped areas of C. Our ambassadors share information on Relay NC and the
programs under TANC, including the Equipment Distribution Program. Emergency Alen
Program and the Hearing Aid Distribution Program. Our RAPs provide workshops. one·
onoOne training sessions. presentations and exhibil booths as ways of educating
individuals.

Our ambassadors for Relay 'C consist of the Carolina Computer Access Center, the NC
Assistive Technology Project. and TACSI Assistive Systems. These are the veo and
STS Ambassadors. which cover services from Mantco to Murphy. These ambassadors
also educate consumers about TRS and CapTel. The RAPs arc twined and equipped to
customize Ihe infonnation shared to fit the individual customer's needs. This program
has resulted in outstanding relationships and a team effon has developed belween
everyone involved to ensure consumers receive the top quality services that they deserve.
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The ongoing leadership from the DSD/HH renects on NC as an outstanding slate for our
Deaf, Hard of Hearing. Deaf Blind and Speech Lmpaired citizens. It is a state that is
proud of its leadership. which is exemplified by the way America views NC and it's
progressive leadenhip in the Relay Community. As we have mentioned in the pasl.
wilhout me outstanding leadership that the DSD/HH provides. Relay NC would not be
where it is today.

The involvement of the DSDIHH Staff. including all of the TA C sraff and the Regional
Resource centeno have been involved in over 90 exhibits. many workshops. presentations
and educational opportunities to our NC cilizc:ns. 10ese opponunities impacted
individuals from all walks of life including professionals. leaders. consumers. and
politicians as well. The success of the PSA helps (0 bring awareness to everyone and
results in an educaled consumer.

Sprint would like to eXlend a sincere note of thanks 10 the Division of Services for the
Deaf and the Hard of Hearing. all of the Regional Resource Center staff. and Ihe many
individuals that have pannered with us 10 provide lOp quality Telecommunications Relay
Services for me fine citizens of Nonh Carolina. We could nOI have done it without their
support.
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Relay

NORTH CAROUNA STATISTIC REPORT

Tolal Relay NC Outbound Calls

T bese chans indicate the u-ends of annual call volume. The numbers renect the

availably and usage of the technology that is provided by Relay NC and Sprint. The state
of North Carolina. with continuing support from Relay NC. TANC Administration and
Sprim's Relay Ambassador Program, will continue 10 pe.rfonn proactive outreach and
educational activities throughout the slate. As indicated earlier. Session minutes cominue
10 show a decline over the past 2 years. This is the result of more consumers utilizing
alternative modes of communication. such as cmail. VRS. wireless pagers. fax machines
or online services.

Traditional Relay North Carolina Service (including m, Voice, VCO, HCO, and STS)

Relay North Carolina Total CaO Volumes
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This chart iIIustnues that Sprint exceeded the speed of answer requirement throughoul the
year. Speed of answer identifies the number of seconds required 10 answer a call. The
daily requirement is 90 % of all calls (0 be answered within 10 seconds, and 3.3 seconds
as Ihe Average Speed Answered (ASA). This year's ASA was 2.09 seconds. with 94% of
calls answered within 10 seconds.



Relay North Carolina
Number of Subscribers
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Video Rela)' Suvl,,1'S In Norlh Carolina

In 2003. Sprint Relay launched 2 new lelecommunications products - Sprint Relay Online
and Sprint Video Relay Service. Sprint Video ReillY Service allows consumers to use
their native language, American Sign Language, to place Relay calls with a web camera
or videophone. The popularity and usage of this service has increased over the course of
Ihe past year. This service is paid for by the NECA fund. and that has conlributed 10 lhe
high level of competition in Ihis product arena. At lhe present time lhen: are
approximately 12 VRS providers in lhe United States. With this service being funded by
the FCC. it is an open market.

Number 01 Vkteo Relay Sel'Yk:e Profile Minutes
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Sprint Relay Online (Intunet Relay)

This product involves the use of a computer and the internet to connect to and use Relay.
Internet Relay mirrors Traditional Relay services except for the mode of connection.
Many NC consumers used to access the service at www.Sprintrelayonline.com.This past
year the internet address was changed to www,SprintlP,com lO make it easier for
customers to remember. SprintlP via AOL instant Messaging has been added. as well as
Sprint [p Wireless on Blaekberrys and Sidekicks.



Do you tlke using your Cliplel?

How many calls a week?

J

How would you rate your experience with
Caplel?

.Exe....
• Good

cA_
cHA.-

:======--_-----:'1
Would you recommend Caplel?

[.VISI
.No

RC')ay Conr(,f1!~ C.plloning
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Relay NORTH CAROLINA CUSTOMER SERVICE CONTACT DATA

Customer ServIce Contact Data

SPrint Customer Service is responsible for handling customer requests such as:

Registering Customer Database profiles
Responding to reports of Technicallssues
Sending Relay infonnation materials
Receiving customer suggestions. comments Ilnd complaints

Each request from a rclay user is given full attention and every effort is made (0 satisfy
the customer. The following chan illustrates the number and call types thai were
received from customer requests including commcndmions. complaints and infonnation
requests.

Recent statistics have shown Ihal lTV users produce the greatest number of complaints.
Voice users are second followed by yeO users.

The most f~uenl type of complaints are: Communications AssiSlani (CA) did not follow
customer inSlruclions. technical problems, and CA did not relay the calls properly. The
most frequent commendations Relay NC usen made about the relay was the CA did a
great job relaying the call. Follow-up calls to the complainants orten reveal the user's
misunderstanding of the process involved during the call. This information is shared with
the FCC on a yearly basis.

CUSTOMER CONTACTS

Com taints 2 2 15 10 5 3 2 5 • o 2 2 52

Commend8Uons • 2 • • 5 7 1 • • 42

uhiesiOther 310 230 26. 26. 6. 541 322 332 338 25i 327 552 3811
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Relay NORTH CAROLINA SUPPORTING TEAM MEMBERS

Division of Services for the Deaf and the Hard of Hearing
Jan Wilbers - Director

Telecommunications Access of North Carolina
Pamela Lloyd - Telecommunications Relay Services Administrator
Tina Spearman· Administrative Assistant
Tom Kunaj - TEDP Coordinator
Gary Cain - Progmm Assistant
Phillip Woodward - Progmm Assistant
Larry Smolick - Telecommunications Specialist - Charlone Orfice
Futurea Patterson - Telecommunications Specialist - Greensboro Office
Russell Senlcr - Telecommunications Specialisl- Morganton Office
Linda Nelson - Telecommunications Specialist - Raleigh Office
Alex Velez - Telecommunications Specialisl- Wilson Office
Archie Rivenbark - Telecommunications Specialisl- Wilmington Ortice

Public Staff Utilities CommiSSion

Joanne Sanrord - Chairperson. NC Utilities Commission
Kendrick Fentr - AU~y. Public Staff

S rlnt Government S stem DIVIsion (GSD)
Tony D'Aga18 • Vice·President & General Manager· Sprint GSD
Mike Ligas - Assistant Vice President - Sprint TRS
Paul Ludwick - Director. Business Developmcnt- Sprint TRS
Mike Ellis - Director. TRS Sales - Sprint TRS

Business Service 0 erations

TAS Operations
Lori Lockharl • Director of TRS Oper'dtions
Ron Peay - Manager Vendor SutrConlracts
Mary Cole - Manager Tntining

Billing
AI Strayhall • Billing Analyst

Engineering
ROD Edwards - Manager. Test & Implementation
Delwin Coleman - Regional Manager. System Maintenance
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Relay NORTH CAROLINA OUTREACH AND MARKETING

One of Sprint's primary goals is 10 increase the awareness of Relay North Carolina to
consume~. as well as the general public.

The Sprint Account Management and NC TRS Administration exhibited at the following
conventions/events during lIle year of 2006:

BOOln
Dales loc:allon Convenllons Evonl Allendance Allendclls

J.nu.~·
IBoys Mason Oboe Basketball IJan 26- 29 Wilson Tournament 700 700

Febnla""

Feb 10 Gteen5boto Black Hist""" E........ 8000 '000

Feb 17 18 1""_ ... Health of~~rT~~tions,
'SO ISO

Wrightsville
Feb18-22 ...... rife & life Eduealion Con'-enc:e 300 300

F.o 23-24 I ..... ""'" NC we Comm. ConI. 300 200

Mo«h
SouIt>om

Clinical U..........•• Conl."'s-7 ...... 300 100.... C....... I o. SeniorW..... Fak 'SO 125.... NC CounoIIo< c_.. 300 "Mayo(s~ on DINbilItin,
Mar 13, 14 - Information 500 350

25th Statewide Coni. on Ch/lcI Abuse
Mar 21-22 Du_ • Iod 200 SO

lAM 23 C.- Annual Heallh Fair 12' 12'
NC Assoc. lor Education,] Comm.

Mat 23-24 Charlotte And Tech. 1500 2SO
Wayne ~~enlor Gam"-

Mar 30 Goldsboro Health FaIr House 12' 12'
I "nl
,.;:;-, G<_o DealNalion 9000 2000
,.;:;-, ~ Women's E I 5000 AOO

I ......
NC Assoc. of CorrmunIty based

G<eenebo<o ICFIMR i ~-Srv. Prvdrs 200 SO
I .... .....- .........F_

5000 500
1,_... ~. Azalea FeslNal 200.000 500

Central Piedrnol II Con'mul'ltY CollegeI ... ,. Ctw1oI1o ITP 28 28



----......... C~,Aun 28-29 Wrx T. TnHnirv1 2 2

Aua'"
.. Annual Baby~ s.niof and

5anl"" car_I ASCI 2500 "'"
Aua'" """"'ne Road Tour 2006 n Chatbtte 85 85

Seotembef

Seo<'" Mo!'oanlon H~oric Festival .... 200

Seol'
EastemNCSO

Wilsorl Homecomna ... 350, Hertford Incian Summer Festival '000 200

Seot 9·10 Aalelah La FIesta del Pueblo 2000 300
NC National EmElfgency Number

sept 10-
Wilminnton

AssociatIon (NENA) Annual
14 Conference "'" 300
Sept lS-

"
Chariolll ASL Festival 200 12'

Sept 15-
16 Charione ASLTACoolerence 50 50

~16 J""""".... Women's FW"ln no Ilatf avaIlabIe\ ole ole

Seol20 CO_HI
Orange Cou'Ity Human 5etvIce
F"""" 125 12'

Seo<21 He_ Deaf Deal Worid 50 50

Seo<22 He_ Silent DiMef 25 25
5epI22 W....... Eastern WaIU! Senior c.m... Hea!lh

F_ 'OIl 30.... '" "'"""'" ....." 15 15

Seo<28 5enJ""
~~~lJlty EnOchmen1 c.rn.

15 15
5epI~
Oct , G<_ Southem Women's Show 5000 '000.. 30 Road TOU' 2006 in 65 65

Seo<30
NO Deaf Black AdYoceles Amual
Cool«>~ 17' 17'

OCtober

""" Gntenville Disability AwaflnBSS Fair 32' 215
~ashc~nty's 6 Annual Health Fair

""" Nashville lASe 30 30

""" Kinston Road Tour 2006 In KInston 65 65

""" Wilmlnaton NBC Health Fair 200 75

I ...ode~
-ffi~~County Health Fair

Oct 12 ASCI 20 20

OCt 13-22 Ra_ NO Slale Falf 785956 390S
Rock,

Oct 14 Moun1 25th Annual Down East FestiYaJ 2000 80

I """"'" HI
He Rehabiilation Association 5151

Octl6-17 AnooaI T...... Conlefence ''''' 50



Relay North Carolina Traffic Report FY-2006
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fY-2006 NC Caplet StatistiC Charts
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FY 2006 NC Caplel calls
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Relay North Carolina TraffIc Report FY·2006
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Letter from Sprint Account Managers

Dear Relay Nonh Carolina Consumers.

The year of 2005 has shown thai Sprint continues to delh'cr (he highest quality. functionally
equivalent. services to meet our customers' communication needs. We have provided
oulStanding Traditional Relay Services. some of which include: lTV to Voice. Voice 10 lTY,
Speech to Speech. Voice Carry Over. and CapTeL Sprint has been proud of our ability to meet
and exceed the tUluiremenis put forth by the Stale. Sprint is thrilled with the positive
feedback and ongoing posith'c remarks from lhe customers and agencies we serve in lhe
community. As always. Sprint is grateful (0 be granled (he opportunity to continue providing

onh Carolina with superior Telecommunication Relay Services.

Sprint and DSDlHH share the same vision: To hold the customer satisfaction as our lop
priority and provision of stelJar services. DSDlHH has been "cry supponive and has slrived
(0 help increase awareness of all telecommunication services 10 the Deaf and the Hard of
Hearing. The Telecommunications Access of C (TANC) has worked closely with Sprinlto
collaborrue in marketing Relay NC through the Slate.

Relay C has once again experience a decrease in Traditional Relay Service call volume. due
10 the continued increase in mtemet supported Relay calls. Video Relay Services. and
Wireless Communication. 11lere has been a steady increase in the number of Captioned
Telephone (CapTel) calls. which has contributed to the decrease in traditional VCO calls.

North Carolina has completed our second year of CapTel services. The demand for CapTel
has gone above and beyond our expectations. A survey sent out to 600 CapTel users found
that this new technology has had a tremendous positive innuellCe in their overall quality of
life. For some. the CapTel phone has even allowed users to keep jobs requiring telephone
access. as a condition of employment.
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One of the newest features this year has been me addition of the 2 Line CapTel Service which
is the ability to receive calls withoullhe caller being required 10 call CapTel first Users have
found Ihis 10 be: extremely effective in places ofemployment.

CltpT~uMl'

4 and U'anKribi'd
Inloapdons

In January. Ihis past year. the Division of Services for the Deaf and the Hard of Hearing
launched a huge Public Service Announcement campaign that would continue throughout the
year. This announcement would help generate 3wareness of the C Telecommunications
Equipment Distribution Program. Hearing Aid Distribution Program. Relay NC, and the
Emergency Awareness Program. It also had an additional benefit - promoting awareness of
the needs of Dear. Hard of Hearing. [)eaf Blind. and Speech Lmpaired individuals in the state.

One example of the success of the PSA project is the tremendous increase of calls to the
DSD/HH administrative office. Prior to the PSA screening. the number of phone calls
averaged at 255 per month. Following the airing of the PSA. these calls increased to 5.000
calls per month. It has leveled off with an average of 2500 calls per month. Need for
increased manpower to assist with calls has resulted in the need to expand the head-count of
the TANC program. The PSA success has exceeded the expectations of everyone involved.
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Promotion of the PSA also resuhed in a prime sponsorship for lIle NBC. Channel 17 Heahh
Fair. Being one of the largest sponsors provided TANC with a 20 by 40 foot layoul and put
TANC and Relay NC in a high profile location at the event. Over a 2 day period.
approximately 35.000 individuals went through the center. with around 1.000 to 1.500
stopping by our boolh daily. The PSA also generated opportunities for Relay NC and CapTel
to share our services on a one hour show called Open leI.

This is a statewide TV show sponsored by the government. Another segment of Open Net
was added in order to promote Emergency Awareness Services for the Deaf. the Hard of
Hearing and the Deaf Blind population. Relay NC. along with TANC. was involved an
inlcrview with a WITN TV 7 in Greenville. This opportunity created severnl 2 minUie
"Business Break" commercials Ihal shared infonnalion on TRS. CupTel. TEDP. and the
Emergency Awareness Program. These "breaks" were shown throughout the year on an
ongoing basis. There are plans in the works to continue providing awareness through PSAs
during 2006. The plans that are being discussed include continuing the TV announcements.
yet adding cable stations and billboards.
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Another marketing tool we utilized. this past year. has been the expanded Relay NC website.
www.RelayNc.coffi. The wt:bsile not only provides information on Relay NC products. but
also includes dcmonsltatioos on where people can download applications for equipment
Emergency Alen Radios. and Hearing Aids. Individuals arc able 10 go to one centralized
website and then go 10 various links related to hearing loss. including the link roc the Division
of Services for the Deaf and the Hard of Hearing. Video Clips are also available for people to
watch and learn more about Relay NCt These clips arc open captioned and are easily
downloaded.

-------=
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NC is one of few States that provide Relay Conference Captioning (RRe) services to its
citizens. This is a service mal allows individuals to panicipale in conference calls and read
what all the other participants say. The call is captioned by a slenocaptionist. This service
has continued to increase with an increase to 3.675 minutes this past year. One of the glUtest
advantages of RRC is that the customer is able to keep a transcript. of the call. for their

Page 4 0125

Sprint



(

review/records. This service is available al www.NCRelayCC.com. RCC uses the same high­
quality stenocaplioners lhat provide closed captioning for Ii \'e news. sports. and weather on
television. Real-time lext is slreamed to an intemet-connected computer anywhere. and does
nOl require a high-speed internel connection--dial-up (56k) will work.

Teleconference Cel

RCC User

The past year has seen changes in the CapTel program for NC. To dale. the NC Account
Manager has cOntracted 6 CapTel cOflSuhams to assist wiLh providing demonslr3lions. to
ensure the device fits the consumer"s expeclations as well as their communication needs. In
addition. the cOIlSultanls provide training (0 anyone who receives a CapTcl phone. working
one on one (0 those in need of understanding how to maxintize the use of device. There is no
fee for eilher service· Ihis is all pan of Relay C continuing efforts to increase awareness and
productivily of services and in honoring the comraet with lhe Slale of NC

CapTel has been promoted in various functions mal have hard of hearing populations in
attendance. EvenlS such as lhe AARP Health Fair. the: Senior Health Fair. lhe Golden Jubilee.
and the NC Depanment of Aging Conference. offered opportUnities to share informalion

Page 50125

Sprint



(

about CapTeJ services. There has been an increase of minutes in CnpTel usage. of between
1,500 to 2.000 minutes. per a month. The steady increase of minutes shows that those who use
CapTel have incorporated it into their lives. Toeal minutes of CapTel usage. for the year 2005.
were 464.902 minutes. 11lis is a 347,546 minute increases over lasl year.

In March. Deaf Nation came to NC. back by popular demand. with one unique change. This
year the c\'enl look place in Greensboro. rather than Chartoue. This was a huge advanlage,
since Chnrlocte was very expensive in tenns of hotel cos!. parking. and meals for many of
staff hosting the exhibits. The Charlotte Convention Center was also difficult for people to
find. Greensboro was the perfect location. parking was easy and so was finding the
COIWCOtion Cenler. An added advantage was the close proximity 10 the airpon. This event
brought in 2.800 individuals. and offemi a forum for o\'cr 30 different exhibitors.
Telecommunications Access of NC and Sprinl Relay ....ere v.ell received and .....ere given
opportunities to share our services to all of the people that came. Individuals from aU over
NC. SC. Virginia. Tennessee. and Georgia altendcd this event.

At the Deaf ation event. we had opponunities to share Sprint Video Relay. CapTel. Sprint
Relay Online. Sprint Relay Wireless. using a Sidekick. and TRS services. The CapTel phone
proved to be a huge dra...... People were able to place a live call and sec how the phone .....orked
first haIK!. We had 4 locations .....here individuals could test ww......SprintRelayOnline.com and
sign up for free D-link videophones. We received a lot of interest in all of our pnxlUClS as
.....ell as opportunities to educate others on their functional equivalency rights to Relay
Services. We also gave individuals opponunities to enroll in one of our unique services
called Sprint Video Mail through www.RNCVRS.com .....ebsite. With Ihis service. individuals
can receive "Voice" mail but in Video fonnal instead.

Dla'
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During the year of 2005 Relay NC. powered by Sprint processed 1.182.645 Traditional Relay
Service calls with 3.697.672 TRS Session minutes being utilized. These calls come from a
lOCal of 256.322 customers. including repeat customers. Sprint CapTel Relay Service
processed a lotal of 514.987 CapTel minutes with a tOlal of 192.990 calls being made. NC
Relay Conference captioning processed a total of 3.675 minutes of Conference captioning
services based on 34 Conference calls.

One of Relay IC'S valuable assets is our Relay Ambassador Program - RAP. This program
exists 10 help promoce all of our services throughout C. especially Speech to Speech and
Voice CarTy Over. These are some of the most difficuh markers 10 eduCllte so with our STS
and veo "rappers", they have been out in the community promocing these unique services
along with other programs INI Relay NC provides. They also educate consumers about
services they can receive from Telecommunication Access of Ie including the Equipment
Distribution Program. Emergency Alert Program and Hearing Aid Program. Our RAPs
provide bolh workshops and one on one trainings. presentD.lions and operote elthibil boolhs as
ways or educaling individuals.

Our ambassadors ror Relay NC consiSI or Carolina Computer Access Cenler. me C
Assislive Technology Project. and TACSI Assistive Syslerns. These are Ihe VCO and STS
Ambassadors which cover services rrom Manteo 10 Murphy. 1bese ambassadors also talk
aboul TRS and CapTel. The RAPs are trnined and equipped to cuslOmizc: Ihe inrormation
shared 10 fil lhe indiy;dual customers' needs. This program has resuhed in an oulslanding
relationships and a tcarn effort belween everyone to help (he consumers receive me lop
qualily service Ihey deserve.
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Relay NC and Sprint Mve worked together with Telecommunications Access of NC 10
continue 10 provide workshops. town hall meetings. presentations. media materials. and
advenising opportunities, as well as trade shows. expos and health fairs. We ha\'c worked 10
improve our promotional opportunities and have worked to ensure iliat everyone knows what
the purpose behind Dial 711 means. DSDIHH has add more staff 10 complclc Ihis task and
have also added the hearing Aid Dislribution Program and the Emergency Alert Program.
DSD/HH including the TANC stafT have also partnered with Relay NC to host the various
events throughout NC.

--
_.._---
_.._---......_-

-_.- -_.-=:":-:---:......-

.... ....

,
r

Ii.

...........
solutions!

e- _

----
-

~

/" -•
>'=
". .- /' ..
r

-- -------

Teaming IOgclhcr. TANC and Relay NC participmed in over 75 different expositIOns.
workshops. trade shows. heahh fairs. and other events in which have impacted thousands of
customers. The PSA aired via radio and TV impactcd millions of North Carolinians Ihrough
out the staiC. all ycar long. This has been a huge success and the citizens of NC have become
aware of what is available to them. family members, friends, and co-workers.

l

This past year. SpriOl has achieved a long leon milestone when it enrolled its
Telecommunication Relay Service in the FCC's Telecommunication Service Priority
Program. This is a program that prioritizes lhe restoration of telephone services during
emergency/crisis situations, such as a natural disasters or issue of homeland security. SpriOl
continues to be proud of our ability to re--route relay services to other centers during a crisis.
With our enrollment in the TSP. wc now have the ability to be back on line even faster. This
requires the Local Exchange Carriers to restore service to our centers according to lhe priority
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status that has been assigned to lhe centers. Sprint is proud to be pan of the FCC's
Telecommunication Service Priority Program.

The "000', Hang Up" kits have been distributed throughout NC 10 various businesses.
agencies. and individuals to educate them about not hanging up on Relay NC Consumers
when lhey call to place orders or to ask questions. These were distributed to all the Regional
Resource Centers and they in tum distributed them 10 various locations stale wide.
Consumers can also request a kit to be sent to any business where in the Regional Resource
Center would follow up with lhe company by issuing them a kit and a follow up call. This is
one area mal promoted consumers involvement.

This year. the Division of Services for the Deaf and the Hord of Hearing has experience a
"Changing of the Guard" when unda Harrington left to replace George McCoy of Vocational
Rchabilitmion as the Director. The new Acting Director position has been filled by Jan
Withers. who brings a tremendous amount of personal experience to the job as well as
professional knowledge and leadership. Pamela Uoyd. TANC Administrator. has worked
closely with Relay NC to help make our service the best it can be. She has been n slfOllg team
player and has helped involve other resources and individuals in promoting Relay NC,

The ongoing Leadership from DSDIHH renects on NC as an oUlS13.nding stale for our Deaf.
Hard of Hcaring. Deaf Blind and Speech Impaired citizens. h is a statC that is proud of ilS
leadership and is exemplified by the way America views NC and iI's progressive leadership
within the Relay Community. As we have mentioned in the past, without the outstanding
leadership thai DSD/HH provides. Relay C would not be where it is today.

Sprint. including Relay NC. would like to extend a sincere note of thanks to the Division of
Services for the Deaf and the Hard of Hearing. aU of the Regional Resource Center staff. and
the nutny individuals that have partnered with us to provide top quality Telecommunications
Relay Services for the fine citizens of Nonh Carolina. We could not have done it without their
support.
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Sprint looks forward to work.ing closely with DSDlHH. TANC and NC Public Utilities
Corrunission to ensure that we continue (0 be the best TOial Relay Service provider.

Sincerely yours,

(

Kevin W. Earp
Customer Relations Manager
Relay NC

Kim Calabrcllll
Customer Relations Manager
CapTei NC
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Relay North Carolina Statistic Report:

Total Relay Ne Outbound Calls
These cham indicate the trends of our annual call volume. The numbe:r1 reneet the availably
and usage of the technology Ihal is provided by Relay NC and Sprint. The Siale of North
Carolina. with continuing support from Relay NC TA C Administration and Sprint's Relay
Ambassador Program. will continue to perform proactive outreach and educational activities
throughout the state. As indicated in the lener earlier. the Session minutes continue to show 3

drop in calls o\'er the past 2 years. This is the result of more consumers utiliz.ing ahernalive
modes of communications such as email. VRS. wireless pagers. fax mnchines or online
services.

Traditional Relay North Carolina service (including TTY. Voice, veo, Hea, STS)
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Total Relay North Carolina Session Minuta.

Number of Session MInutes
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Relay North Carolina Can Origination
In Ihe pas!. a vasl majority of the relay calls originaled from lTV (Iext tclephone) users. This
chan indicates a clear piclUrt. thai the majority of Relay North Carolina caUs are made by
Turbo Code TTY Users with the 2nd largest category being the TTY users. ¥oice Carry Over
(¥CO) and Speech 10 Speech (STS) have been on the rise ovcr thc pasl few year.;;. and with
the help of the Relay Ambassador Program (RAP) subcontraclor. lhey have increased
conslnntly this past year. This is the first time Ihat the Turbo Call usage has exceeded the
rrv usagc.

2005 Call Origination

""

• TrY
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cASCH
o Voice
.vco
.HCO
• D1B ASCIVTTY
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Total Voice Carry Over (YeO) Calls
The next 2 charts indicate the success of the Relay Ambassador Program. As you can sec by
the graphs. the number of STS calls has increased this past year. The number of veo calls
have been declining due 10 increase in CapTel usage.

Number of veo Calls
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Speed of Answer
This chan iIlustmtes thai Sprint exceeded the speed of answer requirement throughout the
year. Speed of answer identifies the number of seconds required to ansWCI" a call. The daily
requirenlent is 90 % of all calls 10 be answered within 10 seconds and 3.3 seconds as the
Average Speed Answered (ASA). This )ear's ASA was 2.09 seconds or 94% of calls were
ans.....ered within 10 seconds.

Relay North Carolina
Average Speed Answered
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Number of Subscribers

Relay North Carolina
Number of Subscribers
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Video RtHay Services In North Carolina
In 2003, Sprint Relay l:lunched 2 new telecommunication products and these were Sprint
Relay Online and Sprint Video Relay Service. Sprint Video Relay Service allows consumers
(0 use their native language. American Sign Language. to use Relay. through a web camera or
a videophone. This popularity and usage of this service has increased Q\'er the course of this
past year. This service is paid for by the NECA fund which has contributed 10 the high ievel
of competition in this product arena. There are 2 ch3ftS illustrated below. The first chart lists
the customers Ihnl use www.sprinIVTS.com while the 2nd chan lists the consumers thai use the
Relay NC's website. www.mc..rs.com. T1lere has been a decrease in the number of
individuals using www.mcvrs,com due to more customers are choosing to use videophones
ralher than webcams. lbese videophones typically nrc easier to use.

Total Video Relay Service Minutes

Number of Video Relay Service Profile Minutes
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Totel Video Reley service Minutes - NC URl only - www.RNCVRS.com
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Sprint Relay Online (Internet Relay)
This product involves the use or a computer and an internet connection to connect to and use
Relay. Inlernet Relay mirrors Traditional Relay services except ror the mode or connection.
The calls ror NC have continued to increase. This graph illustrates the number or calls (0 C
consumers using www.Sprinttelayonline.com.This address has been changed to
www.SprintIP.comtohelpmake it easier rorcuslomers to remember.

Number of Internet Relay Minutes
www.SprintlP.com
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CapTeI (Captloned Telephone)
One of the ne....-esl products thai Sprint Relay is proud to offer to NC is lhe CapTel phone.
Sprint will provide lhe Slate of NC 50 CapTeJ phones per momh through the State to
individual candidates. This year we have distributed approximately 600 CapTel phones. This
chart indicates the number of CapTel minUies used in the second )'Car of implementation.
There has been an increase of over 350.000 minutes when com~ to last year. Last year
there were more than 42.000 calls. whereas Ihis year there has been over 192.000 calls made
utilizing CapTel.

Number of CapTel Minutes of Service
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Relay Conference Captioning
Another product available 10 NC is Relay Conference Caplioning located al
www.CRelayCC.com.This is a captioning service available to individuals 10 use for
conference calls. Due 10 the requirement of conference call capabilities this product is not
being used as often as previously anlicipated. This is the same concept as CART only it is
used through Relay NC rather than through a CART operalor.

Number of Relay Conference Captioning Minutes
of Service
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Customer Service Contact Data

Sprint Customer Service is responsible (01" handling customer ~uesls such as:

Registering Customer Database profiles
Responding to reportS of Technical Issues
Sending Relay information materials
Receiving customer suggestions. comments and complainlS

Each request from a relay user is given full attention and C\'ery crfon is made to satisfy the
customer. The following chan illustrates the number and call types that \\'eT'C: received from
customer requests including commendations. complaints and inform:llion requeslS. Recent
st.3tislics have shown thai TTY users produce the greatest number of complaints. Voice users
are second followed by yeo users.

The most frequem type of complaints are: Communications Assislant (CA) did not follow
customer instructions. technical problems. and CA did not relay the calls property. The most
frequent commendations Relay NC users made about the relay wns the CA did a great job
relaying the call. Follow-up calls [0 [he complainants often reveal !he user's
misunderslanding of the process involved during the call. This informal ion is shared with !he
FCC on a yearly basis.

CUSTOMER CONTACTS TOTAL

< " • • > < ;; Q .. • ~ ~• If • ~ • , ,
~~ ~ • ~ ~ ~ • 0

Complainta 2 4 4 '0 2 3 , 3 3 , 3 2 46

Commendalions 6 , 0 , 2 1 2 3 2 , , 6 30

InquiriaalOther 235 233 213 48 620 31< "'" 284 420 44' ... 284 3.nl
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Supporting Team Members

Division of Services for the Deaf and the Hard of Hearing
o Jan Wilhers - Acting Director

Telecommunications Access of North Carolina
o P3mc:la UO)'d - Telecommunications Relay Sen'kes Admlnistralor
o Tina Spearman • Administrative Assisl3.n1
o Tom Kuszaj - TEDP Coordinalor
o Gary Cain - Program Assistant
o Kimberly Hinlon - Program AssislllIlt
o Larry Smolick - Telecommunications Specialist - Cbmoue Ofrtce
o Judy Labalh - Telecommunications SpeciaJist- Grttnsboro Offtc:e
o Russell Senter - Telecommunications Specialist - MorganiOll Offtce
o Linda Nelson - Telecommunications Spedalisl- Raleigh OffICe
o Miguel Friday - Telecommunations Specialist - Wilson Office
o Susan Dcrmid - Telecommunications Specialist - Wilmington OffICe

Public Staff Utilities Commission
o Joanne Sanford - Chairperson. 'e Utilities Commission
o Kendrick Fentress - Anomey. Public Slaff

Sprint Government System Division (GSD)
o Tony 0'AgaUl- Vice-President & General Manager - Sprint GSD
o Mike Ligas - Assistanl Vice President - Sprinl TRS
o Paul Ludwick - Director. Business Development -Sprint TRS
o MIke Ellis - DireclOr. TRS Sales· Sprint TRS

Business Service Operations
o TRS 01H:rnlions

Lori Lock.han - Director ofTRS Operations
Ron Peay· Munager Vendor Sub-Contrnct$
Mary Cole· Manager Trnining

o lIi11ing
AI Strnyhall • Billing Analyst

o Engineering
Cindy Novak· Team Leader. TRS Design & Development
Ron Edwards - Manager. Test & Implementation
Delwin Coleman - Regional Manager. System Maintenance
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Sprint Nextcl
o Gonrnment S,.Slcms Di,-ision

Tony 0'Agata - Vice President and General Manager - Sprint GSD
Mike Ligas· Assistant Vice President - Sprint TRS

o Marketing
Kevin Earp • Account Manager
Kim Calabretta - CapTel Account Manager
Paul RUIO\lo'Ski - Manager. CuStomer Relations (Eastern Region Accounts)
John Moore - Man3.ger. Customer Relations (Western Region Accounl$)
Angela Orficc:r· Senior Program Manager

o Sales
Andrew Brenneman - Senior Government National Account Manager
Kenneth Goul.scon - Government National Account Manager
Mike Ellis - Senior Salc:s Manager

o BusintsS Den.lopfMnl
Paul Ludwick - Senior Business [k\'clopment Manager

o Contracts
Don Rawlings - Senior Contract Administrator

Relay Ambassador Progrom (RAP)
o Sptteh 10 SpttCh (STS)

Carolina Computer Access Center - Judy Timms, Stephame Been. Lynn Koch. Grace
Wilhams. and Allison SchWing
North Carolina Assistive Technology Projecl- Ricki Hyatt

o Voic:e Carry On!f (VCO)
TASCI Assistive Syslems - John and Joan Black

o CBpTel Consultants
Dianna Atlaway - Asheville and Surrounding Region
David Bach - Charloue and Surrounding Region
Wendy McMahan -Greensboro and Surrounding Region
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aLI/reach and Marketing

One of Sprint's primary goals is to increase the: awareness or Relay orth Carolina to
consumers. as .....ell as the general public. 11K: Sprint Account Management and NC TRS
AdministmLion exhibited at the following conventions/events during the year 0(2005:

~Bool'
OM.. LOCIIlion ConwntionslEwenl Anltnd8~ At1endMs

f

2 1m MRP 62 62

12-13
_m

NBC 17 Heatth Fi\It 35.000 SOOO

Ne Association Cowlty OlI'llClors
16-17 "'-. SocilIl SeMces 300 100

17 G'-, Sl:al8'Mde 12 12

1 ..... -
Ne Augmentative CommunlcallOn

24·25 """,",bOn 300 200

...".
2·3 m NC Council for ~""'-JOnaI Children 30 12

NC EducatlQ'l Communieation and,., RTP T 1000 100
..8 Southern PW'Ies C1inlcal U Ie Conr.rence 300 90

A.looinh
National Association of Social

11 Workers 50 50

11·13 Atlantic c.h Ne Deal Blind Association T5 60
17

W_
e" overs Conlereoce on T8 78

" Greensboto Deal Nation 2300 1500
Roanoke

E~ 101' Older Americans31 Ra ids 100 50

Anril

2 Winston-Salem Deaf Oa" Rail" 60 60

2 Morn8nlon lions Club 21 21

• Smlthfl8kl Carolina Generic Educallon Oa" 120 120

7 KemavlUe SHHH 23 23
7 Ral..lnh Business E........ '.000 500

7·' Greensboro Earl" Heari"" Detection 100 50

",. Wilmlnnlon Azalea Festival 250 000 '50
Wrightsville

Ne Association on Anlnn13-1S ...'" .. ..
"

W_
Directors Meell ENCSO 8 8

Ne Speech Hearing and Language
2Q.23 Winston-Salem Association 500 100

22·24 ~ Southem Women's Show 8000 ""
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200S Relay North Carohna Outreach ACllvlhes Report
Boot•

DIIt•• Location ConventionslEwnt ....- ..........
23 CIwIolt. Dee' De 75 75

2. WoIoon Tech Exoo ENCSO 150 150

2..30 Kinston Festival on lhe Neuse 200 50

29-30 Raj nh NIO Ow 01 Menla' Health 100 20

Me,

3 Loo World 01 Possibilities Oi58bl~ll.s J:'1tfV 27 27

4 Orantlll senior Choices Forum 300 300

5 Surrv Annual5enior Health Fair 100 100

11 Marlin Marlin Counrv Senior Festlv.1 100 100,. Greensllille Disabllltv Re$Ol.lre8 Fair 300 100

21 EI Foro Latino
21 W""" Cochlear nlForum 27 27
25 Ra' Golden Jubilee 2500 200
25 - seniOr Health & FItneSS Da 100 100

June

3-4 CIw10lte MAP UfesMe Conference 260 200

• Ra_ _""""" 600 120

• WoIoon SSP . 60n Event 30 30
13-'. NC ' , Proa..",. 11. 40

17 W""" ENCSD Career Dav 28 28

17-18 G'_ NCADlNCRID 200 200

21 ~ ONI Bind A'oWlrenHI Da 55 40

29-31 .."..;,. Bene Chef. 400000 700
July

21 1""'108 I Union CounlV DSS Me&til'la I 175 I 175

AUGust

11 RaleiGh DPI· Intamrater Prooram 99 9.
20 Ralel h RRC reciallon Picnic 60 60

S. lamber
19 Man'eo Deal Awareness De 30 30
20 ManUM) Deal Awareness Da 20 20

22 Hiah Polot NC Association 01 Rehab Facilities 150 20

21·23 Winston-salem NC lilrarv Associahan 700 150

23 Ra...,. Co1m1",,' .. ..
24 W DeaIA~On 85 85

28 "'- HaYWOOd 5enior OIl 75 75

3O<lol2 G,_ Sou1hem Women's Show 10.000 500
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~8oo1h
Dat.. Location ConventionalEvent Attendance AnendMe

0<1_, ,on NCoo "00 500, Dumam senior Health Fe$lival 50 50

• Ra- senior Club 37 3'
12·13 H""~ NC Association ol Counrv Dir8Clors <OIl 50

'4-23 Ra- Slate Fair '50 000 «15,. Goldsboro Deal Blind Communil Event " 12

19·21 NewBem NC Conference on At'll"" '00 200

22 Wilson ENCSO Homecomin 300 25.
22 Greensboro Barbecue Festival 2000 '00
28 Chlirlone T Festival 50 50

2.-27 ......... SERIO 450 '50
November, W,"", Wil$On T8dl CommUnltv I ,. '., s..1Ol' Fair 120 120... W,"", F._ 14000 500

'-8 - Conletlll"108 on """".. 300 50

"
Che_ Chanotte ASSOQat"OO of Ihe Deaf 60 60

22 I ShelIw _Webb 24 24Dec._
30-000

NC Council d CommunlN Pmnrems2 Pinehurst '00 ",
1·2 Ra- AsslstiV'8 T 2500 1200

8Deo3 Greensboro NC EduclIItlOnal T 350 100

'3 Greenville Rose Him School CIISS 60 60
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COpy OF LEGISLAnON
ESTABLISHING TRS IN THE STATE
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GENERAL ASSEMBLY OF NORTH CAROLINA

SESSION 2003

SESSION LAW 2003-341
SENATE BILL 939

AN ACf TO EXTEND THE SURCHARGE FOR TIlE TELECOMMUNICATIONS
RELAY SERVICE TO INCLUDE WIRELESS COMMUNICATIONS.

The General Assembly ofNorth Carolina enacts:

SECTION I. G.S. 62-157 roads as rewrinen:
"§ 62-157. T~lecommuDicatioDSrelay service.

(a) Finding. - The General Assembly Clnds and declares that it is in the public
interest to provide access to public telecommunications services for hearing impaIred or
speech impaired persons. including those who also have vision impainncnl, and thai a
statewide telecommunications relay service for telephone service should be established.

(al) Definitions. - For purposes of this section:

l
'CMRS' is as defined in G.S. 62A-2t.
'CMRS connection' is as defined in G.S. 62A-21.
'cMM:J,rovider' is as defined in G.S. 62A-21.

4 "ExclWlge access facility" means 1hi access from a particular
telephone subscriber's premises to the telephone system of a local
exchange telephone company, and includes local exchange
company-provided access lines. private branch exch~ge trunks, and
centrex network access registers, all as dermed by tariffs of telephone
companies as approved by the Commission.

~ "Local service provider" means a local exchange company, competing
local provider. or telephone membership corporation.

(b) Authority to Require Surcharge. - The Commission shall require local service
providers to impose a monthly surcharge on all residential and business local exchange
access facilities to fund a statewide telecommunications relay service by which hearing
impaired or speech impaired persons. including those who also have vision impairment.
may communicate WIth others by telephone. This sureharge. however. may not be
imposed on participants in the Subscriber Line Charge Waiver Program or the Link-up
Carolina Program eslablished by the Commission. This surcharge, and long distance
revenues conected under subsection (f) of this section, are not includable in gross
receipts subject to the franchise tax leVied under G.S. 105-120 or the sales tax levied
under G.S. 105-164.4.

(c) Specification of Surcharge. - The Department of Health and 1·luman Services
shan initiate a telecommunications relay service by filing a petition with the
Commission requesting the service and detailing initial projected required funding. The
Commission shall, after giving notice and an opportunity to be heard to other interested
parties, set the initial monthly surcharge based upon the amount of funding necessary to
Implement and operate the service, including a reasonable margin for a reserve. The
surcharge shall be identified on customer bills as a special surcharge for provision of a
telecommunications relay service for hearing impaired and speech impaired persons.
The Commission may. upon petition ofany interested party. and after giving notice and
an op(>!)r1unity to be heard to other interested parties, revise the surcharge from time to
time If the funding requirements change. In no event shall the surcharge exceed
twenty-fivc cents (2St) per month for each exchangc access facility.


