49,266 (71. 9%) compieted calls a- month orlglnated

from both the Baudot and Turbo code’ T7Y, together. -
11,455 (16:7%) calls a month came from V0|ce

users.

7,405 (10.8%) calls a month are VCO cails e
The remaining 369 (0.54%) calls were a mix of
ASCII, HCO, Speech to Speech and. Deaf/Bhnd

64.4% of all Relay Missouri calls were local calls,

22.2% were general assistance ca!!s

6.5% were toll free calls.

4.9% were interstate calls.

1.6% were intra-state, interlata calls.

1.0% were intra-state, intralata calls.

The remaining 0.3% were Directory Assistance and Internatlonal calls
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Sprint has been Missouri’'s relay service provider since 1991. Starting on July
2003, Sprint provided two account managers, Matthew Gwynn and Dennis Selznick, .-
to oversee Relay Missouri's account, outreach program, and customer contacts.
Matt Gwynn has 10 years of managing relay services in Indiana, New Mexico,
Alaska, South Dakota, and Missouri. Dennis Selznick is one of Sprint’s most
experienced CapTel Account Managers on staff, and has more than 5 years of
telecommunications networking experience.




Relay Missouri tracks 10 dlfferent ‘call types,” or the types of caIIs that’ relay"'f
users can make. This list serves every kind of disability that has dlfflculty

oad

These :

making a telephone call without using some kind of special equment
are the categories that a call that can be made to or from:

TTY Baudot . .
TTY Turbo code
ASCII - '
Voice

Voice Carry Over A
Hearing Carry Over
D/B ASCII

D/B Baudot
Speech to Speech

),

hard of;hearmglpersonluse?a computer wnth ﬁ

telep _' one modemito, onnect to'relay:
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True caller ID functionality
True caller ID enables CapTel users and the people they call to see the caller
ID of the person who is calling them instead of “"Blocked Number” or
“CapTel.”

Echo Management
CapTel continues to improve the CapTel phone’s features by addlng echo
management software.

Audio jack on handset
CapTe! can be provided upon request with a handset that has a 3.5mm

headphone jack that can be used with headphones, earpieces, FM loops, and
t-coil compatible devices.
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Figure 2: Relay Missouri 1999-2005 Call Volume.

Volume, July 1999-June 2005
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* CapTel was offered as a trial service from February 2003 to June 2004
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Caost, lﬁ U.5. dolfars . ‘

The drop in the costs of traditional relay billed to the state is due to the use of relay
services that are currently being funded by NECA. Relay Missouri users are free to
choose the relay service that best fits their needs. For example:

¢ Customers who are fluent in American Sign Language are not most comfortable
using a TTY and typing their visual thoughts in English. They prefer to use
Sprint Video Relay with a web cam or videophone.

» Customers who are often on the go do not have the time to stdp and use a
: payphone TTY, so they prefer to take advantage of Sprint Relay Wireless
through their personal wireless devices. i

» Customers who are more comfortable multi-tasking, typing with a full size
keyboard and internet access than a TTY. They.prefer to make their calls
through Sprint Relay Online directly from their computer.

_,‘CapTeI accounted for.155% of -
for 2004~ 2005 ‘CapTeI serve
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Dear Mr. Cecil and Mr. Scheperle:

The fiscal year of July 2005 to June 2006 has demonstrated once again that Sprint Relay Missouri continues
to deliver the highest quality and functionally equivalent services to meet our customers’ communication
needs. Sprint Relay Missouri has provided outstanding Telecommunications Relay Services (TRS), some of
which include: TTY-to-Voice, Voice-to-TTY, Speech-to-Speech, and Voice Carry-Over. Spnnt is proud of
our ablhty to meet and exceed the requirements put forth by the state.

Relay Missouri continues to experience a decrease in TRS ca]l volume, due to the rise in Internet-supported
relay calls, video relay services (VRS), and wireless communications. There also has been a steady increase’
in the number of Captioned Telephone (CapTel) calls, which has contrlbuted to the decrease in tradmona]
Voice Carry-Over calls.

Missouri has completed its second year of CapTel services, and the demand for CapTel has gone above our
expectations. Comments from CapTel users indicate that this new technology has had a tremendously posi-
tive influence in their overall quality of life. For some, the CapTel phone has even allowed them to keep ]obs
requiring telephone access.

Major TRS accomplishments from July 2005 to June 2006 include:

»  Creation of three newsletter issues {(summer, fall and winter),

*  Promotion of “Don’t Hang Up on Relay” video on four television stations, and

* Exhibition at the DeafNation Expo tradeshow, which attracted 2,500 participants.

In the Sprint field, we launched a brand-new identity, with a new logo and colofs, after merging with Nextel
to allow increased wireless capabilities.

Sprint is grateful to be given the opportunity to provide Missouri with superior telecommunication relay
services. We would like to thank the Missouri Public Utilities Commission for their support durmg this fiscal
year, and for having continued confidence in Sprint to renew our existing contract on June 6, 2006.

Can you continue to expect a future full of possibilities? Sprint and Nextel has come together to ofter more
choices and flexibility. We are the new Sprint, and YES, YOU CAN!

Sincerely,

Aprll Mason Matt Gwynn " Dennis Selznick

A'ccqunt Manager Account Manager Account Manager
Relay Missouri Relay Missouri Relay Missouri

{(April 2006 — present) (June 1994 — March 2007) (July 2003 ]anuary 2006)




Telecommunications Service
Priority Program

Sprint announced on October 31, 2005, that it had
completed all milestones in enrolling its Telecommu-
nications Relay Service (TRS) in the FCC’s Telecom-
munications Service Priority (ISP} program. On May
11, 2005, Sprint began implementing TSP through-
out its network. On October 31, Sprint successfully
activated all 14 call centers under the TSP program.
Sprint’s participation in the TSP Program strengthens
our already robust reliability.

In 1988, the TSP program was established to prioritize
the restoration of telephone service to critical facili-
ties and agencies at times when telecommunications
companies are typically overburdened with service
requests, such as after a natural disaster. In the event of
a regional or national crisis, the program restores tele-
phone services most critical to national and homeland
security on a priority basis.

‘The Sprint TRS network is designed to reroute traf-
fic to other Sprint Relay centers across the country to
provide uninterrupted service. However, if a national
or regional emergency causes service to be disrupted
and the relay call center is unable to receive or place
calls, Sprint’s participation in the TSP program means
that Local Exchange Carriers (LECs) are required

to restore service to the relay call center as rapidly as
possible consistent with the priority status assigned to
the relay call center. Unlike other TRS providers, when
a disaster occurs, Sprint TRS has the ability to re-
route calls immediately to unaffected relay call centers
and continue processing calls with minimal customer
impact.

The Sprint relay call centers participating in T'SP are:

* Albuquerque Switch (Albuquerque, NM and
Honolulu, HI}

*  Austin Switch (Austin, TX and Lubbock, TX)

* Dayton Switch (Dayton, OH and Cayce, SC)

* Independence Switch (Independence, MO)

*  Jacksonville Switch (Jacksonville, FL)

* Lemoore Switch {Lemoore, CA)

Miami Switch (Miami, FL.)

+  Sioux Falls Switch (Siowx Falls, SD and
Moocrhead, MN)
*  Syracuse Switch (Syracuse, NY and Holyoke, MA)

'The TSP program ensures that the Sprint relay call
centers are placed on a priority basis to re-establish
telephone service for Relay Missouri users. Sprint

is proud to voluntarily comply with the FCC’s TSP

program.

Customer Contacts Online Database-
To further support the existing Sprint Relay complaint
resolution process, we have developed a Customer
Contacts Online Database (CCOD), which serves as a
seamless and timesaving device for documenting cus-
tomer contacts. The CCOD tracks customer contact
information as required by the FCC, which assists the

Sprint Relay-contracted states to obtain recertification
from the FCC.

‘The CCOD will also automatically notify the account
managers via ¢-mail of any complaint or commenda-
tion entry, ensuring that they receive timely notifica-
tion of these responses. Sprint resolves all customer
contacts and concerns within 30 days, and reports
them to the Missouri Public Service Commission via
monthly traffic reports. The account managers then
ensure that community feedback is addressed expedi-
tiously and are available to respond to all consumer.
concerns. Sprint exceeds the FCC guidelines regarding

customer contacts.




CapTel is an assistive
technology aimed at eas-
ing communications for

the more than 24 million
Americans who are hard of
hearing, have experienced
hearing loss later in life or
are deaf with good vocaliza-
tion skills,

CapTel with True Caller

ID is available through
Sprint in 25 states, including Missouri. Active and
retired hard of hearing federal government employees
(civilian, military and federally recognized U.S. tribal
members) also can take advantage of CapTel services

through Federal Relay.

CapTel is leading-edge technology developed by
Ultratec, Inc. of Madison, WI, that requires a spe-
cial CapTel-equipped phone in order to place a call
through the Cap'lel Relay Service. The CapTel phone
works like any traditional phone with callers talking
and listening to each other, but with one very signifi-
cant difference: live captions are provided for every
call.

The captions are displayed on the CapTel phone’s
“built-in screen so the user can read the words while
listening to the voice of the other party. This allows
conversations to flow more naturally, allowing for
normal interruptions and expressed emotions. CapTel
services are available 24 hours a day, 7 days a week, 365
days a year.

For more information, visit www.sprintrelay.com.

CapTel with True Caller 1D

As of August 29, 2005, True Caller ID is available to
all CapTel customers of Sprint. CapTel customers do
not need to make any changes to their equipment;
users who subscribe to Caller ID through their local
telephone company can now view the name and num-
ber of the person calling on their Caller ID box.

2-Line CapTel

If a CapTel user prefers to receive a CapTel call di-

rectly from the caller instead of the captioning service,

the solution is called 2-Line CapTel. A CapTel phone

1s equipped for two-line capabilities, which allows a

CapTel user to receive captions on every call, at any

time in the call. With 2-Line CapTel enabled, a Cap—

Tel user can:

* Receive captions on all incoming ca]ls (the caller
dials you directly, instead of placing the call
through the captioning service).

*  Turn captions on at any point during a conversa-
tion. -

*  Give your callers one telephone number (there is
no separate captioning service number for callers
to remember).

*  Get full captioning for every type of call, including
emergency calls and calls through relay.

*  Share a call without interrupting captions (others
can also pick up an extension line).

Note: Using CapTel in 2-Line mode z's_o_ptional, and re-
quires a second analog telephone line.

Improving the Customer Experience
Sprint has begun a new and ambitious project called
“Improving the Customer Experience, Voice and

Signs of the Customer” (ICE). ICE is an ongoing and
continuous project to improve the customer experience
when using relay. This project began with focus groups
and one-on-one interviews with TRS users, which -
were hosted during 2005 and 2006 in Rochester, NY,
Denver, CO, Austin, TX, and Washington, DC. The
focus groups have been a wonderful experience and
Sprint is truly hearing the voice of the relay user.

Based on feedback and input received through the
ICE program from both customers and internal staff,
we are preparing to implement the first set of im-
provements to Sprint Relay that begins August 22,
2006. A few of these changes are internal, affecting the
training and operations of Communication Assistants
(CA) and some are external, improving the experience
of the relay user.




Sprint Video Relay Service |
Sprint Video Relay Service (VRS), as of November 1, 2005, is available any‘time,
24 hours a day, 7 days a week, 365 days a year. Sprint VRS enables users who
use sign language to communicate using videoconferencing technology, with an
interpreter via the Internet. The interpreter relays the signed conversation over a
standard phone in real time to the hearing caller. By using sign language over the

full-motion video, the sign language user can commumcate in their natural language

and convey facial expression and cues to ensure -
nothing gets lost in the translation. The sign language user needs a video-
phone with a television or a Web cam with a computer. '

Videophone with
a television set

Additionally, the Sprint VRS Web site was updated with a crisp and clean
look, along with the new Sprint logo and colors.

Sprint Video Relay Service: Features
Sprint VRS provides additional features that enhance the service and make
the experience convenient, beneficial and enriching for our users.

Sprint VRS Web sife

* Announcements: Get the latest Sprint press releases, announcements
and more.

*  Sprint VRS Mail: Receive VRS Mail when you are unavailable to receive a call from a hearing caller. When
you receive a VRS mail, play the video on your computer to view the recorded message in sign language.

» Manage Your Account: Your Sprint VRS profile allows you the flexibility of creating your own user settings
to expedite your VRS calling needs.

~+ New Member: Sign up to customize your profile with your VRS preferences and to receive Sprint VRS mail.

*  Current Member: Your user profile provides the video interpreter with preferences that state whether you
are a Voice Carry Over user or Spanish user, if you have VRS mail, answering machine greetmgs, pager noti-
fication settings, and privacy settings.

*  Phonebook: Save your frequently dialed numbers to access your VRS calls quickly and easily.

*  Wallet Cards: Print, cut out and share your VRS number to friends, family and businesses so they can call
you via VRS.

* Customer Service Support: Sprint VRS offers several choices to meet your customer service needs, such as:
live chat on video, e-mail, T'T'Y, voice or fax.

Additional information online includes operating hours, types of calls, call procedures, and frequently asked
questions as well as technical requirements, troubleshooting tips and instructions.

Sprint Video Relay Service: VCO & Spanish .

On November 1, 2005, Sprint launched two new VRS enhancements to support sign language users: Sprint
- VRS Voice Carry Over (VCO) and Spanish VRS. VRS hours were extended to 24 hours a day, seven days a
week, 365 days a year.

VRS VCO
Sprint VRS VCO allows a deaf or hard of hearing user who prefers to voice for himself or herself to speak di- 7
- rectly to the other party as a video interpreter signs what the hearing person is saying. Based on the VCO user’s

~




communication preferences, the video interpreter will
use American Sign Language, English-based sign
language, or English-based sign language (close-up)
option for those who benefit from speech reading.

To access VRS VCO:
~ Videophone users: Add SprintVRSVCO.tv to the
videophone address book and chick on it to dial.

Web cam users: Type SprintVRS.com in the browser
and click on VCO.

Spanish VRS

Through Spanish VRS, video interpreters will translate
American Sign Language to spoken Spanish and vice
versa. Spanish VRS operating hours are 7:00 a.m. to
8:00 p.m., Eastern Standard Time, Mondays through
Fridays.

1o access Spanish VRS:

Videophone users: Add Spanish.sprintvrs.tv to the
videophone address book and click on it to dial.
Web cam users: Type SprintVRS.com in the browser
and click on Spanish.

Sprint Internet

™%. Protocol Re-
lay

Sprint launched a

' major enhancement
1| to its Internet relay
H ~ service on Novem-
ber 22,2005, pro-
viding a more user-
friendly layout, a
shorter Web site
address and faster
user connectivity.

R

SprintIP Relay is a free service that allows people
who are deaf or hard of hearing to enjoy the ease of
communicating with hearing individuals from any
computer without having to use traditional TTY
equipment. The new flash-enabled Web site offers
convenient new features for customers as they use
SprintIP Relay, such as:

*  Clean and crisp new look.

*  One-time set up for user preferences, such as font

sizes and colors.

* Resizable windows to better manage multiple
views on the computer screen.

« Simplified printing function.

* Available on several browsers, such as Internet
Explorer, Netscape, Safari and Firefox.

« Compatible with various operating systems, in-
cluding Apple/Macintosh.

SprintlP on AIM

Sprint IP Relay offers an access method for AIM®

(AOL Instant Messenger) users on a PC, Macintosh

and wireless devices.

*  SprintIP is the screen name to connect with Sprint
IP Relay.

* Add SprintIP to the AIM® Buddy ListTM fea-
ture to place a relay call using a Sprint Operator.
For Spanish relay service, type “Espanol” to con-
nect with a Spanish speaking relay operator.

*  ‘GA'is not required when using AIM®. Users will
not see ‘GA’ coming from the operator.

SprintlP Wireless via Blackberry Pagers

'The free Sprint IP Wireless down-
load application allows Blackberry
users to access Sprint IP Wireless
Relay and connect with a relay op-
erator. The relay operator will connect
to a standard telephone voice user
and relay the conversation between
the two callers.

The Sprint IP Wireless application may be download-
ed to Blackberry devices (including 7250, 7290, 7520,
8700, and 7105) with an operating system of version
3.7 or higher, supported by Sprint and other wireless
networks.

For more information on Sprint VRS, visit
WWW.sprintvrs.com .

2807 A&%‘uaf Rapnrt

e L v e e e oy o s L e,




- Ralay ”

Relay Missouri Web Sit
Nowadays, more and more people depend on the Internet to access information they need to learn about a par-
ticular product or service. To meet the needs of customers who use the Internet, Relay Missouri provides Relay
information at their fingertips at www.relaymissouri.com.

'The Relay Missouri Web site contains links such as:

* Home *  Customer Profile o
* About Relay Missouri * Customer Profile Form — win
*  Services »  Newsletters

* Relay Numbers » Links

* Don't Hang Up +  Wireless Handsets for

»  Calendar Sale

Relay Missouri Web site

Relay Missouri Newsletters

For customers who may not have access to the Internet to learn about Relay Missouri products and services, Re-
lay Missouri provides quarterly newsletters to keep them abreast of valuable news and happenings within Relay
Missouri, the Missouri community, and telecommunications industry. - See appendix for a newsletter sample.

Public Service Announcement

In March 2006, Relay Missouri launched a public service announcement
(PSA) c'ampaign that was aired on four television stations, exposing about
10,000 people with this information. This announcement was the result of cre-
ating a TRS script, practicing lines, going to the studio for filming, editing the
film, adding open captions and the Relay Missouri Web site address, contact-
ing television stations in Springfield and Columbia, and securing airtime—all
which took a few months of preparation.

The PSA helped generate awareness of Relay Missouri services. It also had an
additional benefit: promoting awareness of persons who are deaf, hard of hear-

ing, deafblind, and/or have a speech difficulty.

Relay Missouri
Public Service Announcement

Training

Training on Relay services and products is essential to ensure that administrators are knowledgeable about current
technology. Sprint Relay provided Relay Missouri invoice training on May 24, 2006, to two PSC administrators.
Sprint reviewed information from various reports generated for Missouri Relay services. '

A PSC administrator participated in a Relay Missouri, and relay statutes and regulations, training on May 25,
2006. 'This included a demonstration of equipment used by hearing- and speech-impaired people to communi-
cate over the telephone. The PSC explained how Relay Missouri works, discussed the current contract, discussed
funding avenues, and how the PSC prepares its forecasts and recommendations regarding the surcharge and relay

funds.




Qutreach Efforts

Relay Missouri, in collaboration with outreach vendors, promoted relay service awareness by providing dem-
onstrations, presentations and materials to various groups (see box below) between July 2005 and June 2006.

Products included TRS, video relay, Internet relay and wireless relay.
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Columbia MO Assoc. fit Deaf Conf. 60 B
7/05 | Newsletter Relay MO Newsletter via C3D 1,070 B
8/13/05 | St. Louis Episcopal Conf. o/t Deaf 100 B
9/17/05 | Branson Silver Dollar City 500 B
Deaf Awareness Day
9/05 Newsletter Relay MO Newsletter via CSD 1,500 B
9/28/05 | St. Louis MO Sheriff Deputy Assoc. Conf. 300 B
10/4/05 | Joplin Southwestern Area Assoc. of MO 60 B
10/27- | St. Louis Subcentractor Training 10 B
10/30/05
12/9/05 | Fulton MO Schoaol f/t Deaf 70 C
2/18/06 |Kansas City N. KS Commty. College ASL Club 150 B
3/06 | Newsletter Relay MO Newsletter via CSD 1,600 B
3/06 | Springfield & Promoted “Don't Hang Up on Relay” 10,000 R
Columbia on four television stations
4/7- St. Louis USADB tournament 1,500 B
4/11/06
4/10- | Columbia Power Up Conf. - CapTel & Relay 800 B
4/11/06
4/17/06 |Kansas City Jackson Reardon Civic Cir.—CapTel 150 c
4/21/06 | St. Louis Relay MO Advisory.Board Mtg. 15 B
4122106 | St. Louis DeafNation Expo 2,500 B
5/1/06 | St. Louis Emmis Communication Golf Tourna- 200 B
ment
5/4- Jefferson City | Workforce presentation - CapTel/ 30 ‘B
5/5/06 VRS
5/17/06 |Kansas City Multicultural Festival - CapTel 500 B
6/10/06 | Eureka Six Flags Deaf Awareness Day 300 B
6/12/06 | Clarence Deaf Teen institute - Presentation 75 ‘B
6/28- {Orlando, FL HLAA Conference 1,200 B
7/2/06
TOTAL 23,390




Relay Events and Presentations

‘The account managers supported the Sprint Relay exhibition booth at the DeafNation Expo in St. Louis on
April 22,2006. This event brought in 2,700 individuals from Missouri and surrounding states. Relay Missouri
was given opportunities to share our services to all of the people that came.

Public Education and Promotions

Sprint/Relay Missouri materials and giveaways were distributed at various events, depending upon requests.
Some materials were distributed in person, and others were distributed through various non-profit agencies and
organizations as well as via mail. These included: ' '

Sprint Relay DVDs and videotapes

Speech-to-Speech videotapes _
Relay Missouri brochures outlining each relay service and product
Relay Rabbit coloring books for children

Relay Missouri pens

Relay Missouri neon-colored pencils

Relay Instruction Wallet Cards

800 toll-free numbers magnets

800 toli-free numbers stickers

Relay Today newsletters

Relay Missouri plastic bags

Sprint plastic bags

Video Relay Service flyers and posters

Sprint IP flyers and postcards

Enhanced Turbo Code Dial flyers

Logitech 4000 Web cameras

D-Link DVC-1000 videophones

Relay Missouri LED-lighted bouncy balls

In addition to the television public service announcement mentioned earlier in this report, Relay Missouri also
placed advertisements and articles in regional newsletters within the state and sponsored organizations and/or
events in exchange for an opportunity to exhibit, present or advertise Relay Missouri or Sprint Relay services.




