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Comparison of 1-Line and 2-Line CapTel Phones 
2-Line CapTel 

is carried on one line, captions 

be turned on or off on demand, at 
are provided on a second telephone line. 

any a conversation. I 

Incoming calls are automatically captioned. 
Your callers simply dial your phone number 

you can use call-waiting during a captioned 
call. 

Captions must be initiated at the start of a call. 

Your callers must first dial the toll-free 
captioning service, then enter your number, in 
order for you to receive captions of their call. 
Call-waiting tones may intempt captioning 
support. You cannot use call-waiting during a 
captioned call. 

used. 
,Calls to 9:l-1 and 7-1-1 are treated as Voice 
'Carry Over calls and routed to 9-1-1 and relay jCalls to 9-1-1 and 7-1-1 are captioned through 
;directly. The 9-1-1 or relay operator's typed ;the Captioning Service on the second line. You1 
!messages appear on the CapTel display, but [conversation is conducted on the first line. You 
!you will not have sound over the phone line 'get both sound and captions of the call. 

Automatic (*69) Option be Automatic ca]]-back ("69) option is suppo~ed, 

Calls are auromatically routed through the (outgoing or incoming), the Captioning Service 

tele~hone line. 
]Requires one standard (analog) telephone line. ]Requires two standard (analog) telephone lines. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

Hamilton ensures that CTVRS users will have the ability IO access their chosen carrier of choice 
for intrastate or interstate interexchange carrier calls without regard to what CapTel phone they 
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may call from to the same extent such access can typically be made by a TRS user (such as using 
10-10-XXXX to access carrier of choice). 
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Hamilton will inform CapTel users of the need to designate a long distance carrier for long 
distance CapTel calls and the consequences of not makipg such a designation through a variety 
of outreach methods including newsletters, outreach events, the website, etc. 

Please see previously in this Tab Section Tv-2.p for more information regarding carrier of choice 
policies. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

. .  

In the event a CapTel user does not register a preferred long distance provider with CapTel, any 
long distance captioned calls they make will be automatically billed by their state's TRS long 
distance carrier, at their long distance rate (which varies by state). There is no charge to 
customers for using the CapTel captioning service. 

If a voice user who calls a CapTel user does not let CapTel know their preferred long distance 
provider, any long distance captioned calls they place to a CapTel user will be charged on their 
phone bill under that state's TRS long distance carrier, at that state's long distance rate (which 
varies). 

Please see previously in this Tab Section N-2.p for more information regarding carrier of choice 
policies. 

Hamilton verifies that this service is being provided today, therefore there is no time estimate 
associated with completion of this task. 

Today's technology does not allow for CTVRS access on pay phones. Lf the Commission desires 
something else besides pay phone access, Hamilton will work with the Commission to 
accomplish this goal. 
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IV-6. SESSION IIIINUTES OF USE. CTVRS shdl  be billed on a sessioii in.iizute basis, 
deJized a s . f o l l o ~ . ~  The clock stm-1.y 1he iiioiii,eii,t a i a l q  cnller coiiiiects io tlie.first .witch point 
ofthe CTVRS thai coniieczs rlie call to u CA mid ends N I  the rime the call is discoianectedfiom. 
,!&h t1i.e CA and rhe lnsi r e l q  user. This iizchdes S ~ L I I ? - L I ~ ,  seluy cull conversation, and wiup- 
up. 11 does 11.01 include holding rime waiting jbr ii7irin.l conlac1 with LI CA. Each CWRS call 
must have its MOUs merisured as she iotril of its sessioii iiiiiiutes and semzds. 

hi.dividua/ calls i i i irst  not be ro@ded up to the ne.rt,@ll in.in.use, e.g., one m.iizute arzd'ten 
seconds (Le., 70 seconds) is not billed a.s m)o iniiiuzes. A one-moizlll billiiig cycle and the total 
call miimtes and seconds (summed over ihe billiiig cycle) iirust be used.for billing pulposes. Fur 
e.xmnple, ( f l00 calls were made dui-iii~ a billing cycle mid ea.cli. ca,ll is 70 seconds (in session 
minures), the rotal billed MOU.fOr rhe cycle is 116; the 40 seconds ure iruncabed as illustrared: 

70 sec:onds/cull x 100 culls = 7000 seconds 
7000 seconds'- 60 seconds/ni,iii.ute = 116 iiiiii.ule.7 & 40 seconds 

rruncared t o  116 nzii?u.tes.fi)r the iii.oii.1h 

Hamilton will bill CTVRS on a session minute basis, using the definition listed above. Hamilton 
will measure the MOUs of each CTVRS call as the total of its session minutes and seconds. 

For billing purposes, min'utes are rounded to the nearest hundredth of a minute. Using ,,&e 
example above, Hamilton will bill the State for 11 6.67 minutes. Hamilton is unable to.truncate 
as described above. All call minutes within a calendar month are then added to determine the 
amount of time to be billed to the State. 

IV-7. PA I7MEA'T RESPONSIBILITIES. 

a. 
contracted CWRS, and pqw?eii.ts will only be ?nude io rhe ronrructor. The contractor 
has the sole r-es~"ii.sibili~:.for sll yayi1zeiit.s 10 aiiyhll sub-coi~tra.ctors under the contrucl. 

The coiiii-actor shall 1uiw rlie sole lasi?oii.sibi~it?:,~,r the con@?te eflorl of the . 

-H a n n i - l ~ ~ ~ - ~ ~ d ~ ~ ~ t ~ ~ a ~ ~ - ~ i ~ l - ~ ~ m p l y .  - - -.- .. .. -. ... -. _______I__ 

The Pennsylvania TRS fund administrator will receive Hamilton's monthly call traffic reports 
and'invoice by the 151h of each month for the activity in the previous month. Hamilton will send 
a copy to the Commission's Bureau of Fixed Utility Services. 
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Please refer to Appendix I for the suggested invoice format that Hamilton proposes to submit to 
the State. 

Hamilton will invoice the Interstate TRS Fund administrator (NECA) on a monthly basis for the 
interstate and international services provided for the activity in the previous month. Hamilton 
will send a copy to the Commission’s Bureau of Fixed Utility Services. 

Hamilton estimates spending 8 Accounting staff hours to implement CTVRS invoicing and ’ 

reporting. Hamilton estimates spending an additional 2 hours per month on invoicing and 
reporting. 

IV-8. 
CTVRS rnust be jus1 anal reasoiiuble uiid iii cbilfo rmi p with the Conziiiission rules, regular ioizs: 
policies, aiz’d orders for rases ai@ service, such LZS rkose in Tide 66 of rhe Pe~~~ii.sylsaii.ia 
Consolidated Szatures and Title -52 of ike Penii.sylvu~iia Code. See Section lI-6afbi- a detuild 
explaizatiori of iale elenzerzls. The rate portion of the proposal iiiiist be bound mid sealed 
separatelv from th.e remainder of the iiroposal. Fuihre IO meet the sepcrralelweaZed 
requirement will result in autoinntic disqualification of the proposal. 

RATE. The rale charged 10 rhe Pemi.qlsuniu. TRS.fund for rke session MOUs for 

~ 

. 
Because this process is a competitive bid process, Hamilton is not providing all elements of debt, 
equity (capital costs), operating expenses, or its subcontractor costs. 

IV-9. CUTOVER FROM 3A’TERIM SERVICE AND GROWTH OF CTVRS, 

Hamilton ensures a seamless transition from the Interim Service to the contracted CTVRS 
without interrupting captioning service for existing users. Because the service is already 
available on an interim basis, there is very little work that needs to be done with regards to the 
service itself. 

b. J r  is expecred rho1 rhere will be nppro.xi~izureIy 450 CT\~RS,,e.xi.~riii.g i.tsers us n 
resulr of the CLrpTel Tri(i1 ~11.d Inreriir~ Service by rhe rinw oj’ni.ig~-qrioi~ 10 coii.1rii.cror 

Penpylvania Capiet 

Relay‘ 
3-40 



As ain.en,ded iiz the Stale’s responses lo Pre- filed iwestions RFP 2005-2 CTVRS 
As allowed in Section IV-9.b with regards to call history 

A. The following infor??aatiorn can be provided. Fzutlaer detail is barred due Lo proprietaql 

Number of CapTeZplaoizes disk-ibuted as of 7/31/06 is in excess of 600, over 500 lmve been 
activated at one point in time. For ike 12 inoiztlzs eliding 6/30/06, less t1aa.n 5) CapTel phones 
were distributed through the TDDPprogruJn. For the 6 J ? I O J I ~ ~ S  ending 7131106, session , 

minutes have averaged 1,720per duy a.nd increased 23.7% through the six month period. For 
the same period 64.4% have been reported as intrastate. 

claims. 

Hamilton understands. 

c. I To the esrenr thar a reyi.resrfi.om oiie pro.~pective coii.trucror f o r  infoinidon 
described in Seciioii I V-9b is submirted uizd aiznvered, the ii$wvi.urion will be provided io 
all prospective ContrucIors, coiisisreii I wilh Section I-32 oftliis RFP. 

Hamilton understands. 

The distributor of the equipment, which could either be the state’s equipment distribution 
program or directly through the vendor of captioned telephones (Weitbrecht), handles’ the 
distribution of phones. Meaning the user is ”added” upon recejving the CapTel phone. The 
phones are distributed on a first come first serve basis with due regard for user preference fo?- 
new or refurbished equipment. Either of these organizations would manage the list and fulfill 
orders as they come in or at the beginning of the month if there is a waiting list. 

---_ _-___”. .  

e; 
if denmzd wnrruiits. 

Proposed conlra.crors must be yrepa~-ed 10 add at letrsr 35 iiew users each iii,oiith 
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Hamilton is prepared to add at least 35 new users but no more then 74 per month. Any 
additional requests after the 74 per month will put on a wait list unless otherwise instructed by 
the Commission as directed in the following Section. 

Hamilton understands and will comply with the State's expansion process. Hamilton will not 
add more than 74 new users per month without coordinating with Conmission staff to ensore 
that adequate TRS funds are available. 

11. The rates of e.~-paiisioii spec$ed in Seciioii..~ IV-Be-g nzay be adjusied, based upon 
denimd uiad TRS.firi1.d asnilubility, iii coi~jiiiicrioi~ vt*irli rke a.nii.ud TRS surcharge . 
recalculaiion process so loiig us nolice of u iuyi.resi id adjusi ihe expansion is giveii to rhe 
other ]mr07 by April I prior 10 the reculculu.iion p~-oce.rs. Suck adjustmeiats should re$'eci 
deni.cr.ii.d.jbr CT\7RS and TRS.firi7.d avuilnbilily. '1 

Hamilton understands and will comply. 

As stated previously Hamilton does not foresee any interruption in service to existing users. 
Hamilton offers the following timeline to show how qujckly their service can be converted to 
Hamil ton. 

Action 
N-otice of intent to award 

0 Contract Negotiations/Signing 
0 

0 

Upon Contract Signing, Submit Contract Order to, CapTel 

Submit Implementation Guide to CapTel 

0 CapTel internal setup 
0 load service specifications 
0 configure databases 

add monthly reports' 

Service start-up 
Providr: Cusioiiier Service with Pennsylvania rujes 
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Effective Date 
Within 3 days of 
the Effective Date 
Within 3 days of 
the Effective Date 
Begins Effective 
Date to service 
start-up 

Within 2 weeks of 
contract signing 
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I .  

Distribution of materials about CTVRS including news releases, 
distribution of other informational materjal through various channels 
including all deaf and speech disability organizations, to be used to 
assist in the education of various organizations, businesses and 
groups. 
PUC receives from Hamilton, CTVRS Consumer Complaint Log 
Summaries for the first day of service through May 31,2007 per FCC 
Docket #98-67. 

From Start Date 
through Tern of 
Contract 

I 

June 15,2007 

Because CapTel provides service to all states from a common call center and a common 
customer service group, the number of work hours for a cutover from interim service and growth 
of CTVRS is not specific to a single state's service and therefore is not available. 

IV-10. OUTREA CH. Prospecrive coiitra.c~ors mim present a p h i .  for a comprehensive, 
effective, and measurable outreach canlpaipi io develop public cnvareiaess of the service 
and provide inforniutioii about the senrice IO comi.unilies statewide. The campaign 
should include grassroots educcrtioii IO PennsyAmi.ia seniors, educational workshop, a 
brochure, media advertising, ail accessible websile, and nwdia i-ela.tioii.s. All inate rids 
naust be widersluiida.ble a.nd accessible by u niujority of 1h.e conzmuizities of persons with 
disa.bililies. The p'la.17 iizusl provide ci slarisricul iizerhod of measurii1.g the effectiveness qf 
the outreach an.d a nzethodolqp ,for iiidciii.g adjiisnneiats to the pkun based on 
perj4ornimce. The Conzin.ission will relaill rhe 1-iglir 10 contime the llzenze of any outreach 
if it so cli.ooses @er llze e.rpirci1i.m qfaiiy C ~ I Z ~ I - C I C I  entered into pursuaizt to this RFP. 

, 

Hamilton will provide users wjth information on how to place a CapTel Relay call, provide users 
with suggestions on how to improve the efficiency of CapTel Relay calls, and inform users about 
new CapTel functions and changes in the service through a variety of methods including 
inquiries made to theCTVRS Customer Service Department, CapTel brochure and other 
printable materials, website, newsletters, tradeshows, presentations, direct mails, press releases, 
etc. 

In Appendix H Hamilton has included current CapTel and 2 Line CapTel brochures, CapTel call- 
me-cards and other promotional literature that were developed by CTI. All of these documents 
are in use in each CapTel state today. 

However, for the State of Pennsylvania, Hamilton will develop its own product brochure that 
explains the van'ous services of CapTel and will distribute it across the State. 

As discussed previously, Hamilton will maintain and publicjze a CTVRS website and toll-free 
service with user and potential user information for Pennsylvania. 
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Relay Your Way@ 

. Presentations I I 
Hamilton Outreach will &e educational presentations and training sessions about CTVRS to the 
CapTel using community. Organizations serving and organizations of, by and for persons who 
are hard of hearing (including older persons who recently lost their hearing) will be the primary 
targets of customized workshops. Presentations to groups, such as emergency services 

1 

providers, trade shows, civic organizations, university classes, senior citizens-centers and 
' physical and mental health service providers will also tie given. 

These workshops will include: sharing of CapTel related information pertinent to the specific 
group, specific tips on using relay, showing promotional and educational videotapes, sharing of 
personal experiences with CapTel and other media materials. At many of these presentations, 
CapTeI phones will be set up to allow actual hands on experience in making CapTel calls. 

Press Releasesh4edia Relations 
Hamilton will promote the existence and use of the CapTel through a variety of press releases 
and other media relations to inform the public about CapTel. 

Education a1 Videos 
Hamilton Relay designed a DVD for relay users and is highly educational. This DVD is 
designed to educate the hearing community and non-traditional relay users (late deafness, etc.) 
about relay services and includes a Chapter about CapTel. Hamilton will distribute the DVD to 
businesses, schools, local telephone companies and a variety of other groups. 

Hamilton is unable to accept the folloahg requirement and has listed this as an exception in 
the Attachment to the Transmittal Letter: 
0 The Commission will retain the right to continue the theme of any outreach if it so chooses 

after the expiration of any contract entered into pursuant to this RFP. 

Hamilton is agreeable to this if the State develops all new material specific to CTVRS. Please 
see the Written Materials/Ownership section in the Attachment to the Transmittal Letter. 

Hamilton has discussed consumer input programs in the following section (IV.-ll) which 
i .nd .u .de-ssa~~t i~ . l~e . fhods  of-mcasuring the effectiveness of the outreach as well as a 
methodology for making adjustments to the plan based on performance. 

Hamilton has prepared a sample Outreach Plan specifically for Pennsylvania CapTel 
which follows. 

I 
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lab 3 W O r \ l P h  
a Relay Your'WayB 

Outreach Plan for CapTel 
Organization/Agency 

Pennsylvania Public Utility Commission (PUC) Consumer Advisory Council 
' 

Outreach Method: 

hard-of-hearing and late-deafened people in Pennsylvania. Be available for community 
functions supporting CTVRS. Provide the PUC Consumer Advisory Council with pamphlets 
and other promotional materials on CapTel for walk-in traffic, Provide one-on-one training or 
group training with any leads provided by the PUC Consumer Advisory Council with CapTel 
equipment. 

Attend PUC Consumer Advisory Council meetings to learn ways to best meet needs of 

Who w4l provide outreach with the PUC Consumer Advisory Council: 

Council for all CapTel outreach needs. 
Hamilton Relay Outreach Team will be in direct contact with PUC Consumer Advisory 

Timeframe: 
This will commence upon contract award, and will be an outreach priority. 

OrganizatiodAgency : 
Hearing Loss Association of Pennsylvania 

Outreach Method: 
Attend chapter conferences and events held by HLAA of Pennsylvania with an exhibit 

booth to discuss CapTel relay services available in Pennsylvania. Present at HLAA functions 
whenever possible. Provide brochures, demonstrations, and presentations as frequently as 
possible. Follow up on all leads provided through HLAA of Pennsylvanja. 

Timeframe: 

Pennsylvania HLAA chapters, and will remain as long as the organization is active. 
Upon contract award Hamilton Relay Outreach Team partkipation will commence with 
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I ' , I L  1 I .-, 

OrganizatiodAgency : 
Pennsylvania Office for the Deaf and Hard of Hearing (ODHH) 

Outreach Method: 

relay options for hard of hearing and late-deafened Pennsylvanians. Attend special 
workshops/events hosted for the Pennsylvania community with an exhibit booth highlighting 
CapTel. Maintain an affiliation with ODHH and create an awareness campaign for new CapTel 

Attend ODHH meetings with an exhibit booth and as a presenter, wjth particular focus on 
' 

I 

, I  

services. 
, 

Who will provide outreach with OD": 

strong relationship with OD". 
Hamilton Relay Outreach Team will be responsible to attend the events and create a ' 

Timeframe: 1 

active, and will commence upon award. 
Hamilton Relay will maintain this relationship with ODHH as long as the organization is 

OrganizatiodAgency 
Telecommunications Device Distribution Program (TDDP) 

Outreach Method: 

CapTel equipment, and be a continuous resource for partnered training opportunities with TDDP. 
Hamilton Relay Outreach Team will work closely with TDDP to train relay users on ' 

Who will provide outreach with TDDP: 

liaison work. 

I 

&miltoq Relay Outreach Team will encourage a natural coordination of services and 

Timeframe: 
-- Upon contract I- award Hamilton Relay Outreach Team will initiate contact to build a 
strong relationship between TDDP CapTel equipment dzhbutor a n m R S . -  
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OrganizationlAgency : 
Mainstream Schools with hard of hearing children 

Outreach Method: 

of hearing. Collect contact names of teachers, or specialists who work witti hard of hearing 
students to see if any may benefit from using CapTel. Offer CapTel training to hearing teachers, 
parents, and classmates. Provide empowerment cuniculum so teachers can incorporate 
telephone independence training with students. Be involved with school activities, as 
appropriate. 

Provide CapTel information to schools with students, parents, and faculty who are hard 

Who ~yi l l  provide outreach with Mainstream Schools? 

affiliation with children who are hard of hearing in mainstream programs. 
Hamilton Relay Outreach Team will maintain contact with persons who have an 

Timeframe: ' 

education may best fit. 
n e  initial contacts will begin within the first three months to assess where CapTel 

OrganizatiodAgency : 
Association of Late-Deafened Adults Region I 

Outreach Method: 
Be a continual resource to ALDA for all relay educational needs as it relates to 

community development and advocacy. Provide pamphlets, presentations and general outreach 
to needs identified for CapTel. Provide one-on-one training or group training with any leads 
provided by ALDA. Attend conferences and events held by ALDA with an exhibit booth and 
presentation on all relay services available in Pennsylvania. 

Who will provide outreach with ALDA: 

opportunities particular to CapTel education. 
- -- . - N ~ ~ - l . t o n - R - d a y ~ ~ . ~ ~ ~ ~ - ~ ~ - ~ i ~ l - ~ ~ i n - d ~ ~ e c ~ ~ t ~ ~ L ~ ~ ~ ~ ~ ~ ~ a C h  

Timeframe: 
Presentations and training will be a priority, and will commence upon contract award. 
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Organiza tion/A gency: 
Pennsylvania Speech-Language-Hearing Association (PSHA) 

Outreach Method: 
Be a continual resource to PSHA for educational needs as it relates to community 

development and advocacy of people who are hard of hearing. Provide pamphlets, presentations 
and general outreach to people who may benefit from telephone access through CapTel. Provide 
one-on-one training or group training with any leads provided by the PSHA. Attend conferences 
and events held by PSHk with an exhibit booth and presentation on CapTel availability in 
Pennsylvania. . .  

Who will provide outreach with PSHA: 

opportunities. 
Hamilton Relay Outreach Team will be in direct contact with PSHA for all outreach 

Timeframe: 

award. I ' 

Presentations and training will occur as identified, and will be a priority upon contract 

Organiza tiodAgency : 
Pennsylvania Council on Independent Living (PCIL) 

Outreach Method: 
. Maintain contact with PCJL to be known as an available resource for I tan when 

working with residents or families who are hard of hearing, or are experiencing a late-onset 
hearing loss. 

Who will provide outreach with Pennsylvania Council on Independent Living: 
Hamilton Relay Outreach Team will maintain contact with PCJL and plan for providing 

training opportunities to employers and employees of the agency, as well as their clients on the 
availability of CapTel. Share the benefits and ease of use of CapTel, especially tailored to this 
consumer group. - _. -- . 

Timeframe: 
Presentations ,and training will actively occur upon contract award. 
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OrganizatiodAgency ; 
Pennsylvania Nursing Homes 

Outreach Method: 

for working with patients and families who are hard of hearing. Educate about CapTel's 
availability and its benefits to nursing home residents who are late-deafened. 

Who will provide outreach with Pennsylvania nursing homes: 
Hamilton Relay Outreach Team will be responsible to maintain contact with 

Pennsylvania nursing homes and plan for providing training opportunities to employers and 
employees of the agency, as well as their clients when in need. 

Maintain contact with Pennsylvania nursing homes to be known as an available resource 

I 

Timeframe: 
Presentations and training will actively occur upon contract award. 

Organiza tiodAgency: 
Spanish communities, services and agencies 

Outreach Method: 

available resource for assistance when working with Spanish families who are hard of heaiing 
can benefit from CapTel relay education. 

Maintain contact with Spanish communities, services and agencies to be known as an 

Who will provide outreach with Spanish communities: 

communities, organizations, and agencies, and provide training as requested to clients who are 
hard of hearing. 

Time frame: 

Hamilton Relay Outreach Team will maintain contact with Spanish-speaking 

~ I--- Presentations and t r a i n i n ~ i l l  _ _ _  -- occur _-___._ by request, as well as stemming -- . outreach efforts. 
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OrganizatiodAgency : 
Service Agencies (OVR , SSA, community colleges, Children and Family Services, etc.) 

Outreach Method: 
Utilize service agencies to r e a c h h t o  hard of hearing i n s w h o  would benefit’ 

from CapTel by providing available information in brochures and presentations to individuals 
and groups. Host and provide presentations with these agencies for educational purposes in 
gaining independence. 

Hamilton Relay Outreach Team will work with service agencies in ensuring that theb 
clients are receiving equal telephone access by providing workshops for employees who are hard 
of hearing. 

Who will provide outreach to service agencies: 
Hamilton Relay Outreach Team will be responsible to initiate and maintain contact with 

the service agencies and plan for providing training opportunities to employees of such agencies 
throughout the state of Pennsylvania. 

Timeframe: 
This outreach effort would commence three months after contract award. 

Hamilton estimates spending approximately 40 Hamilton Outreach Team hours - monthly in the 
area of outreach. 

IV-11. USER INPUT AND SATISFACTION. 

a. 
an aizizual suiiey (or sii?rilar device). The iii reqt ‘of tlie s u i v e ~ ~  is io deternziize whether 
those using the coizIi-a.cIor’s CTVRS a.re sarisfed with the service and whether there are 
aizy issues that need to be addressed orjeaiures io be added. Prospective coiztraclors 
imst pi-esem iheir pluii.s*for a.mi.ual user evalwazioiis qf’rke . g ~ e m .  The plaiis slzould 
explain inethods~fhr quanr~fiiizg im?r iiipur and how Ihe reconi.nzeiida.tioizs, jhom th.ese 
esaluations will be iirc:oiporu.ted iiero the CTIIRS. Prospective cmitramrs musl advise 
the Conzniission ho~v ~li,e~r will rrnnually c o r z d ~ ~ i  the user surveys cmd iroliJjr ,rhe 
Coinmission und the TRS Board of ilie resulis of ihe user suiveys. 

CTVRS users ]?rust be asked IO provide iizpul on th.e gucility qf seivice by m.eaizs of 

If awarded the contract Hamilton will work with the PUC to develop a User Satisfaction Survey 
that meets the needs nf CTVRS. T h i s  siirvey tool wjll consist of questions about CTVRS 
performance and outreach programs to determine whettier the users of CTVRS are satisfied with 
the service and whether there any issues that need to be addressed or features to be added. 
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Hamilton will work to distribute this form annually to known CapTel users across Pennsylvania 
as well as organizations and agencies that serve CTVRS users and will notify the Commission 
and the TRS Board o f a e  results. 

Recommendations maae by users will be carefully evaluated by Hamilton and shared with the 
PUC. 

Hamilton actively uses its customer service number to gather input from relay users. Any time a 
suggestion, compliment, or complaint is taken via the customer service line, we make a record 

' 

and respond appropriately. 

Users are able to access the Hamilton Customer Service 24 hours a day. This line is used to 
comulete all customer sewice functions. Hamilton's Customer Service Department instructs 
relay users on how to place calls through CapTel, shares tips for improving efficiency, and 
answers questions about new services or about any changes that have been made. Hamilton's 
Customer Service Department also assists relay users with billing questions, equipment testing, 
and provides a variety of referral numbers to State Organizations, other long distance carriers, 
and schedules one-on-one visits as needed. The Customer Service number is also the contact 
point for people wishing to compliment or complain about the service. 

Pennsylvania CapTel users will be able to email feedback directly to us via the CTVRS web site. 

The Hamilton Relay Outreach Team .will solicit consumer input through evaluations and other 
informal mechanisms from the hard of hearing community. The Outreach Team will be very 
involved in the hard of hearing community through organizations, groups and one-on-one 
sessions. CTVRS users will be given the opportunity to express their opinions and offer 
suggestions each time the Hamilton Relay Outreach Team is present. 

Methodology for Incorporating Feed back 
Hamilton will use the results of its consumer input evaluations as a tool to measure the 
effectiveness of both performance and outreach. Hamil ton will incorporate feedback from relay 
usexs, the PUC, the TRS Board as well as organizations that serve people who are hard of 
he&ng-in its quality process. Hamilton will look for trends in the feedback we receive from 
customers in order to identify outreach needs or areas that may require additional training. 
Hsimilton will review results of consumer input evaluations with its subcontractor. 

Following is a sample of how Hamilton will summarize the results of the annual CTVRS user 
evaluation survey. 
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Sample CTVRS Survey Summary 

Date 

Hamilton Relay was pleased to sponsor a user evaluation survey to gather feedback from 
CTVRS users specific to CapTel and the CTVRS outreach program. Below is a summary of the 
survey, findings, conclusions, and recommendations. 

4 

SURVEY 
The online survey was open for - weeks, starting and ending . The contact 
information obtained for the survey came from . Hamilton Relay, the provider of CTVRS, 
hosted the survey in conjunction with the PUC. 

Out of (number) distributed surveys, (number) were returned as “undeliverable.” Of the 
(number) delivered, (number) responded to the survey for a total (number) % response 

rate. The response rate was high (or is not near the threshold for statistical significance; 
therefore, we can (or cannot) draw specific conclusions from the collected data. 

FINDINGS 
The first questions dealt with the user’s actual experience during CTVRS calls. 

“CTVRS answers’my calls quickly.” xxx out of xxx stated ‘always’ or ‘most of the time.’ 
xxx stated ‘sometimes.’ 

“I always get connected to CTVRS on the fxst call.” xxx out of xxx stated ‘always’ or ‘most 
of the time.’ 

“The CA has good transcription skills.” xxx out of xxx stated ‘always’ or ‘most of the time.’ 

“CTVRS helps me manage my business better.” xxx out of xxx stated ‘always’ or ‘most of 
the time.’ 

“My family and friends use CTVRS to call me.” xxx out of xxx stated ‘always’ or ‘most of 
the time.’ 

“CTVRS handles calls quickly with few connection delays.” xxx out,of xxx stated ‘always’ 
or ‘most of the time.’ 
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‘‘If I have a problem with CTVRS I call Customer Service to try to resolve the problem.” 
xxx out of xxx stated ‘always’ or ‘most of the time.’ 

“Customer Service answers my call and responds appropriately to my requests.” xxx out of 
xxx stated ‘always’ or ‘most of the time.’ 

I 

“CTVRS outreach program is effective.’’ xxx out of xxx stated ‘always’ or ‘most of the 
time.’ 

“CTVRS outreach materials are understandable.” xxx out of xxx stated I ‘always’ or ‘most of 
the time.’ 

. .  

“CTVRS educational workshops are informative.” xxx out of xxx stated ‘always’ or ‘most 
of the time.’ 

“I prefer to use CTVRS than depend on my family or friends to communicate for me.” xx 
out of xxx stated ‘ always’ or ‘most of the time.’ ’ 

xxx users identified themselves as hard of hearing, and xxx as hearing. 

xxx users identified their language of preference English and xxx Spanish. 

Comments: 

The survey included a free-write section. The comments included 
grateful to receive individualized feedback on CTVRS in general. 

, Weare 

CONCLUSIONS 

, the quality of the outreach program is 
Our general feel from the respondents is that they do use CTVRS to their experiences are 
-3 the quality of the CAS is 

. --- According-fo the results, items for specific improvement are 

RECORIIR!lJ3NDATIONS 
1. We will encourage the Outreach Team to make concerted efforts to 
2. We will work with our subcontractor to 

For further discussion of the results or process of this survey instrument, please do not hesitate to 
contact us. We at Hamilton Relay continue to strive to meet and exceed your expectations. 
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Hamilton looks forward to working with and interfacing with the PUC and CTVRS users on 
an ongoing basis. 

Hamilton estimates spending approximately 80 Contract Management staff hours annually to 
complete this task. 

Hamilton will forward Ad hoc user comments (favorable and unfavorable) to the Commission 
monthly through the Staff Analyst and to the TRS Board quarterly. 

Hamilton estimates 2 Accounting staff hours monthly will be required to complete this task.. 

C .  

express a.u 111 o r i m  i ioii ,fr.oin rlze Coiizinissioii . 
The sui-sey i-esulrs and orher user iripur may iior be.firrrher dissenaiiwted wiih.our 

Hamilton will not circulate survey results and user input without authorization from the 
Commission. 

Hamilton verifies that there are no staff hours involved. 

1\7-32. CONTRA CTOR RESl’OA~SIBILIT3ES TO THE PENA~SIZVANIA TRS ADVISORI’ 
BOARD, THE PENA1SYLVANIA DEPARTAIENT OF LABOR AND INDUSTRI’, 
AND OTHER GROUPS. 

Hamilton will cooperate with the Pennsylvania TRS Advisory Board in matters concerning the 
CTVRS program. Hamilton will designate Todd Behanna to attend meetings of the TRS Board. 
In addition, Hamilton’s Vice President of Relay, andor the Hamilton State Outreach Program 
Manager will occasionally attend these meetings and will also be available to the TRS Board as 
needed. Hamilton will give presentations at TRS Board meetings regarding CTVRS statistics, 
outreach activities, and other relevant topics as requested by the Board or PUC. 

Hamilton estimates 24 staff hours quarterly will be required to complete ,this task. 
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b. 
badustry or irs desigiiee in iiiutrers coraceining rhe TDD Program. 

The C O I ~ ~ I * ~ C I I ) I ’  I W I  coopelnre wirk /he Permsylvania Departnzeizt of Labor aid 

Hamilton will cooperate with the Pennsylvania Department of Labor and Industry or its designee 
in matters concerning the TDD Program. 

Hamilton estimates 4 Contract h4anagement staff hours monthly will be required to complete this 
task. 

I 

c. 
stas other agendies, commers, and coiasimer prciup as may be required. 

The coii.ti-u.cior must lmrticipate in rizeetiiigs with the Commission, Commission 

Hamilton understands and will comply. 

Without knowing the frequency of these meetings, it is difficult to predict the nuinber of staff 
hours that will be spent on partkipation. 

IV-13. CONTRA CTOR REPORTING REOUIREMEM”. 

a. 
wirk u copy to rhe Bureau of Fixed Utility Sei-vic:es. 

All coii.ii’a.cror 1-epolis s l d l  be submitred to the Coinmission ’s Secretary’s Bureuu 

Hamilton will submit reports to the Commission’s Secretary’s Bureau with a copy to the Bureau 
of Fixed Utility Services. 
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Hamilton will submit monthly reports that contain the type of call, such as s..igle-line, two-line 
and answering machine. For a sample please refer to report By in Appendix I. For Hamilton's 
report of international, interstate, intrastate and toll-free calls please refer to report A, in 
Appendix I. For session minutes, average session minutes, call counts, and call types ,with a call 
count for each, please see report By in Appendix 1. Hamilton's report B1 will have a weekly 
summary of the call count and session minutes by day and date. See Appendix I for report B1. 
Hamilton will also include a separate section showing the month's summary of consumer service 
complaint logs, which will include all complaints regarding CTVRS, regardless of the entity 
fielding or resolving the complaint caI1. Please refer to the CapTel Summary Report, in 
Appendix I for a sample of this report. Hamilton will retain a log for the duration of the contract. 
Hamilton's log will include at a minimum the filed date of the complaint, the nature of the 
complaint, the date of resolution, and an explanation of the resolution. Please see the CapTel 
Summary Report in Appendix I, for a sample. Hamilton will provide statistical reports by the 
15* of each month. 

Hamilton is unable to accept the SLAs in Appendix D, as listed in the Attachment to the 
Transmittal Letter and in Appendix D. 

C. 
may reporl 10 the FCC miiuully, an a.ii.rzucr1 sunwauiy log iizdicatiiig the iiuinbcr of 
complaints reccivedjor the 12-montli period endin each Muy 31"'. The repori musr be 
submitled to the Coinmission 011 or befbi-e June 20" of each yeus. The repon rn.us1 also 
iri.clu.de the aniau.cr.1 Certification Relative Lo Business Contiiiuity set. forth iii, Appeiidh E. 

The coii.tracior iizust timely ~ul?iii ir to the Commission, so tlinr the Coiiimission 

s 

Hamilton will submit to the Commission an annual summary log indicating the number of 
complaints received for the 12-month period endin each May 31'' . This report will be 
submitted to the Commi.ssion on or before June 20 of each year on or before June 20" of each 
year. 

a 

In regards to the annual Certification Relative to Business Continuity, Hamilton is able to 
commit to a Disaster Recovery plan for CTVRS as in Appendix G. Hamilton is unable to certify 
compliance with the jtems in the annual Certification Relative to Business Continuity. . - -  . - _ -  . -_ - - 

1.  

wkeii ciilliiig the r d q  sei-vice. See the CapTel Summary Report, in Appendix 1. 
Blockape sa.re.7, defined LI.S she ri.unzbei. of calls reaching n busy sig1i.u.l 
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ii. 
CapTel Summary Report, in Appendix 1. 

Average tiumbei- of calls waiiitig jor sysiem or operutor unsn~er. See the 

tii. 
CapTel Summary Report, in Appendix I. 

Aveiqcje leiigtlz of' rime wailing .for sysreni. or operator aizswer. See the 

iv. A reu codes and siurecfj-om ~vlitcli rlze calls origimte. See Report C, in 
Appendix 1. I 

Hamilton understands that it will be responsible for maintaining all records and reportsrelating 
to CTVRS that may be required by the FCC and the Commission. 

e. The coiltractor sha.11 be responsible-for nzainlaiii.iii.g the accounting aidfinai&l 
records, in accordauce wit11 accounting procedures a.nd generally a.ccepsed accoun.ting 
principles, of e.lcpeizses that are iizcwrred in operating the CTVRS as a staidalone entity. 

Hamilton understands it is responsible for maintaining the accounting and financial records, in 
accordance with accounting procedures and generally accepted accounting principals. 

f. 
Iinaely coinpletion a.1i.d subnzission of all delivera.bles, sen4css or commodities required 
u.izder rhis coiztrmt. The corziractor, wirliout ciddirioiial coii~~~eizsatioii. or cost ro rhe TRS 
relaiifiizd, slzull correct or revise any errors, 0111 issioiu, or osher deflcieizcies in its 
deliverohles and other seivices. 

Tlie coii.tra.c?oi- is responsible for  he professional quality, tachizica.1 accuracy, a.nd 

Hamilton understands and will comply. 
i .  ' 

g. 
procedures, rrainiizg y ~i.ideliiaes, and code(s) c.fcoiij5deiatia.Iiry to eiflorce the CA 
smzdards as presented in section IV-3. 

Tlie prospective contractor iiirr.st provide documeiztation detailing methods a.id 

Hamihon has provided documentation detailing the methods and procedures surrounding the 
provision of CapTel. Hamilton ensures that there are procedures in place to enforce the CA 
standards. Please see the information previously provided in Section N-3. 

In Addition, all CapTel CAS are required to have the requisite experience, expertise, skills, 
knowledge, training and education to perform CapTel Services in a professional and confidential 
.?lanner. CTI has a demi!e.d C.4 trzining $an in pkce ~ C J  ensure that all standards as applied ~ J J  
the FCC to the provision of CapTel are met by each CapTel CA. At my time if a prospective 
CA does not demonstrate the ability to achieve the expected standards, they may be removed 
from the training group, and employment terminated. 
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I #  

Please refer to back tp Section D, for a description of CTI’s Confidentiality Agreement and 

up to and including termination of employment. 
policies. A breach of any part of the Confidentiality Agreement may result in disciplinary action 

~ 

I 

11. 
Bureau of Fixed Utility Seivices with n stciie~ii.e~i.t of the estimated ni.iii.ules of CTVRS use 
aiad the aiznual cli.arges,for the ensuiiig 12-ni.oii~tli~ period.fl.oin Ju!,J Is’ through June 30‘”. 
The estimated costs nzusl be detailed iii scli.ed~~.le form sho~.’iii.g the brea.kdo~?n of costs to 
arrive a1 a p e r - ~ o u  cost. 

By Februcriy 15”‘ qf euch year, the co~i.tra.c~or must sLipply the C~mmissioiz’s 
’ 1 

~ 

~ 

. .  

Hamilton will provide the Commission’,s Bureau of Fixed Utility Services with a statement of the 
estimated minutes of CTVRS use and annual charges for the ensuing 12-month period from July 

~ 

~ 

1’‘ through June 30’. The estimated costs will be Ealculated by multiplying the number of 
estimated minutes by Hamilton’s per minute rate. 

IV-14. CONTRA CT REO UlREll4EA’TS-DISAD VANTA GED BUSINESS 
PARTICIPATION AND ENTERPRISE ZONE SMALL BUSINESS 
PARTICPA TION.’ A 11 coiztra,cts coiztniizing D.isa.dvantaged Business participation 
and/or Enterprise Zone Snzull Busiizess particiliation must also iizclude a provision 
‘requiring the selected conlractor to nzeet and ni~iii.ta.in those comniiments nzade to  
Disadsantaged Businesses aii.&or Enteiprise Zone Sma.11 Busin.esses ut the t h e  of 
pi-oposa.1 submittul or coiztroct negotiatiori., uizless a chaiage iiz the com.initm,eizt is 
approved by the BMWBO. All  contract,^ coiituiriiiig Disadva.rztagkd Businem 
participation a.izdor Emerprise Zone Small Busiiiess partic~jiatioii nzust &clude u 
provisioii reyutriizg Sinall Disadvaii rag ed Busiiiess subcoi~.ti.actcii:s,s, Eizrerprise Zone 
Small Business subcontructors and Small Discidvan1aged Bu.iiii.esses or Eiareiprise Zone 
Snaull Businesses in a joint veizrure IO peifoim a1 least 50% q f the su.bcoiztract or Snzall 
Dimdvantaged Busiii.ess~ii.~eiprise Zone Small, Business participarioi? porlioiz of the 
joint veizture. 

The selected co~~tru.ctor’s co~~i.ni.itn~~e~zts to Disadvantaged Businesses uri.~!hr Enterprise 
Zone Sinall Businesses niade at the time of proposal subiiaittal or coiatract izegbtia.tioii 
shall be nzaiiztbiized tIzrOug h u t  the terni. off he contract. Any proposed clzaiige m.ust be 
subnzitied to BMWBO, which ‘will make a i-econi.iizeizdatioii to th.e Coiztructiizg Oficer 
regarding a couise of action. 

r f  a contract is ‘assigned 10 aii.othei- contruclor, 11ik i i e ~ ?  ~ o n t r a ~ i o r  must nzui~i.~uin rhe 
D isadvm tag ed BLisiii ess part icipa.t ioii md/o r En t e rii rise Z#li.@ Snidd Business 
participation ofthe originai conti-act. 
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The selected ~nntracinr slznll complete the Prime Contra.ciol”s Quarterly Utilization 
Report (or similar Qpe docui1i.eii.t coiitaiiiiiig the m i i e  infortimiion) and submit it IO the 
coii.tructhg oflcer oftlie l s s i~ ing  OfJice and BMlVBO within 10 ~7orkdays at the end of 
euch quarier the coiitru.ci is in Jiwce. This in foimution will be used to determine the 
actual dollar aiii.ouiii paid io Siii.a.11 Disadvanraged Bu,siiiess and/or Enterprise Zone 
S m l l  Bu,siizess s i h m i r m o r s  and suppliers, and Small Discr.dva.ii.Iaged Business aizdor 
Eiileiprise Zone Small Business parttcipaizrs ii~.iwlved iii joint ventures. Also, this 
iifortiration will seive as u record offiilJilliizent qf the conznzimerat the selected 
coiitruc:tor i?zcr.de andjor i+thicli it received Disadvaiztaged Business a.nd Enteiprise Zone 
Sinu.11 Busiims poiii.ts. If;Ii.ere MWS 11.0 activiiy during the quarler then {he form must be 
coniplered by sia.iiizg “No activity in this quarter.” 

NOTE: EQUAL EA4PL0I7MENT OPPORTURrIl’17 AND CONTRACT 
COMPLlAA7CE STATEMENTS REFERRING TO COMPAAT EQUAL 
EMPLOI’MENT OPPORTVNIT1’ POLICIES OR PAST CONTRACT COMPLIANCE 
PRACTICES DO NOT CONSTITUTE PROOF OF DISADVANTAGED 
BUSINESSES STATUS OR ENTITLE AN OFFEROR TO RECEIVE CREDIT FOR 
DISADVANTAGED BUSINESSES UTILIZA TION. 

. 

Hamilton understands the Disadvantaged Business Participation and Enterprise Zone Small 
Business Partkipation described on RFP section D-7 and it nor its subcontractor, CTI, qualify. 
Hamilton would like to clarify that because TRS is a specialized service, a TRS provider would 
typically subcontract with corporations that are specialized in the provision of TRS and that have 
successfully performed work on contracts of a similar size and scope to the work required by this 
RFP. As explained throughout its proposal, Hamilton currently has subcontracts in place with 
corporations who have this level of experience. 

Hamilton would like to clarify that its Video Relay Service is powered by Birnbaum 
Interpreting Services (BIS), who provides certified sign language interpreters. Established 
in 19,95, Birnbaum Interpreting Services’ (BIS’) major focus is to proviae the best sign 
la&uage interpretation and transliteration services possible. BIS also provides 

-pmfessmnaJxmjces and consul~~tion wia-respect-!o>hz accessibility --_ requirements ._ - - of 
people with disabilities, particularly the Deaf and Hard-of-Hearing population. Being 
Deaf-owned, BIS is certified by the Maryland Department of Transportation as a Minority 
Business Enterprise, certification number DOT MBE 96-393. BIS is also recognized as a Small 
Business Enterprise. 

‘\. . 

Please see Tab 5 for detailed information regarding Hamilton’s current subcontractor. 
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IN REPLY PFEASE 
REFER TO OUR FILE COMMONWEALTH OF PENNSYLVANIA 

PENNSYLVANIA PUBLIC UTILITY COMMISSION M-00900239 

PO. BOX 3265, HARRISBURG, PA 17105-3265 

August 6,2007 

FbD96 
I 

I 

Dixie Ziegler 
Vice President of Relay 
Hamilton Telephone Company 
1001 12‘~ Street 
Aurora, NE 688 1 8 

Re: Pennsylvania Captioned Telephone Voice-Cany-Over 
Relay Service (CTVRS) Contract 

., -, 

I Dear Ms. Z i e g l e r g v 3 -  -, I 

I 
Enclosed is a copy of the signed Pennsylvania Captioned Telephone Voice-Carry- 

Over Relay Service (CTVRS) Contract. Thank you for all your assistance and patience as 
the details were worked out. I 

I am looking forward to meeting the Hamilton staff as the opportunity presents itself 1 
through TRS functions and to working with you and your staff over the duration of the 
contract period. 

If you have ,any technical questions, please call Eric Jeschke at 7 17-783-3850 or 
Missy Knerr at 71 7-783-6171. Customer Service questions should be directed to Holly 
Frymoyer at 7 17-783- 1628. Tom Charles at 7 3 7-787-9405 is the contact regarding 
outreach. For any legal questions, please contact me at 71 7-787-8866. 

Sincerely, 

Enc. 

cc: (w/out enclosure) 
Pete Dalina & Mark Goodwin - Admin 
Jaime McClintock - Legal 
Kim Barrow - OSA 
Eric Jeschke & Missy Knerr - FUS 
Lenora Best & Holly Frymoyer - BCS 
Tom Charles - Communications 
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C o m m o n w e a l t h  of P e n n s y l v a n i a  ~ 

Office of Attorney General 
August 03, 2007 

Subject: Contract 2005-2 

To : MIKE SOBOLESKY 
HAMILTON TELEPHONE COMPANY 

FINANCIAL & ASSESSMENTS CHIEF 
PUBLIC UTILITY COMMISSION . 

From : 
Chief Daput y 

I The referenced contract(s) has been approved for form and legality 
pursuant to the Commonwealth Attorneys Act, 71 P.S. Section 732.101 et seq. ' ~ 

1\10 aJJpPIuv0-L u.L vy.LI,.LvII -LY 

document was submitted in proposcu 
concerning any document referencnA 
occurrences giving rise to the c ~ , ,  
does not extend to compliance wifh 
extent, if any, that such other 
performance of the contract in any 
with counsel in that.jurisdiction. 

I 
--<-;fin offered as to the manner of execution if the 

,-,.I C n r m  Yo approval or opinion is offered 
._U .___ submitted or any events or other 
-n+-=ctvs creation or submission. Our review! 
.-.- ---e laws of other jurisdictions. To the I 

..- _I__^_.- 1 

l a w s  m a v  he at3Dlicable to the making 01: 

RAM /jmn 
cc : 

J.uJ.111. ,  . 
h r i f  n'nt 

I." ...-, -- 
' respect, 

- A - c  ~ 

the agency want to consul .t 


