
Appendix S:  Photocopies of Relay Brochures and Other Advertisements (Original Relay Brochures 
and Other Advertisements included with filing under separate cover labeled Appendix S) 

FTRI Relay Brochures 
“Call Florida Relay by Dialing 7-1-1” (English and Spanish) 
“Kids Keeping in Touch” 
“Become a Florida Relay Business Partner” 
“Catch the Relay Wave and Make a Call Today” 
“VCO Voice Carry-over” 
“HCO Hearing Carry-Over” 
“TTY Text Telephone” 
“STS Speech-to-Speech” 
 
Promotional Items 
Window sticker for businesses “Proud to be Relay Friendly – Relay 711” 
Florida Relay 711 Baseball Cap 
Relay 711 Luggage Tag 
Florida Relay Business Partner Kit 
Florida Grades 3-8 Educational Kit “Kids Keeping in Touch through Florida Relay” 
Florida Relay 711 T-shirt molded in trhe form of a telephone 
Florida Relay 711 Print Ads & Trade Show Displays (on CD) 
Florida Relay 711 Public Service Announcements (on CD) 
 
FPSC General Information Brochures 
“Fight Back Against Cramming”  
“Fight Back Against Slamming”    
“Florida Area Codes and Why They Change”  
“How To Choose A Long Distance Carrier”  
“Link-Up Florida and Lifeline Assistance Programs”  
“Navigating Your Phone Bill”  
“Prepaid Phone Cards” 
“Tips on Telephone Service” 
“Your Rights and Responsibilities as a Telecommunications Customer in Florida”  
“If you have a Problem with Utility Service or Rates” 
 
Other  
Speech to Speech name and phone number business card with calling instructions on back 
TTY name and phone number business card with calling instructions on back 
VCO name and phone number business card with calling instructions on back 
“CapTel – The Captioned Telephone” Brochure 
“2-Line CapTel” Brochure 
“Florida Relay 711…discover communication freedom” poster 
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Flor'lda

Remember, with Florida Relay, it is
always YOUR call!

How to Place Florida Relay Calls

t. Call Florida Reiay by dialing 711.
2. Give the relay operator (aPR) the phone number

with the area code you are calling.
3. Give your name and the name of the person you

are calling.
4. Speak normally and directly to the person you have

called, not the OPR.lf you are typing, phrase your
message as if you were talking directly to the
other party.

Relay OPRs are patient and accept
misspelled words jf you are using
equipment that requires you to type. No one
needs to be a skilled typist to use the relay
service. Many users type their messages
using only one or two fingers. For more
specific examples, please ask for a Hearing
Carry-Over (HCOI. Voice Carry-Over (VCOI.
Text Telephone (TTY), or Speech-to-Speech
(STS) brochure.

Just dial 711-no more remembering and dialing
an l1-digit number.
Just dial 711-no more looking up the number for
TTY, VCO, ASCII, or Speech-to-Speech.
Just dial 711-no more searching for a state's
relay number when you travel.

711-The Easy Way to Call
Florida Relay
Dialing 711 to reach Florida Relay makes
calling easier and faster. In the past, each
state had an 800 number for its own relay
system; but the Federal Communications
Commission (FCC) ordered nationwide
implementation of 711 dialing for access to
telecommunications relay services by
October 2001.

Thousands of Floridians depend upon Florida
Relay every day 10 make bolh personal and
business phone calls. Florida Relay offers a
variety of user features depending on the
individual's needs. A person who uses one
feature may communicate with someone who
uses another feature. For instance, a person
using a TexI Telephone (TTY) may
communicate with a person using Voice Carry­
Over (VCO). Hearing Carry-Over (HCO), or
Speech-Io-Speech (STS) through the relay
service.

F
lorida Relay is the communications
link for people who are Deaf. Hard of

. . Hearing, Deaf/8Iind. or Speech
•• " Impaired. Through Ihe Florida Relay,

people who use specialized
telephones can communicate with people
who use standard telephones and vice versa...

. discover communication freedom

Call Florida Relay
by Dialing

IN AN EMERGENCY, DIAL 911.

1-877-955-5334
(5T5)

1-877-955-8773
(Spanish)

or, continue using

access numbers

1-800-955-1339
(ASCII)

FlO' ida

~=.

1-800-955-8771
(TTY/VCO)

1-800-955-8770
(Voice)

di«:over communlUibon ~""<1om

1-800-676-3777
(Customer Service-English)

1-800-676-4290
(Customer Service-Spanish)

Dial 711 to use the Relay
anywhere in the U.S.

REMEMBER
711-Relay Service

411-Dlrectory Assistance
911-LDCAL EMERGENCY ASSISTANCE

1-877-955-8707
(French Creole) 8 a.m. to 2 a.m. daily

sm
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U~;ihg the Floriaa Relay
I

Florida Relay ... User Friendly Features

Easy, toll-free 3·digit access number; dia1711.
Relay OPRs available 24 hours a day, 365 days ayeaL
No restrictions on the number or length of calls.
No charge for local calls.

• long distance pay phone calls may be collect charged to the caller's
calling card, or processed with adebit card.

• Translation selVices for English from ASl-based text, Spanish, and
French Creole.

• Permanent branding of relay user's phone number. Relay users who
wish to have their phone number permanently branded should call the
Relay Customer Service number. It usually takes 48 hours for
permanent branding to become effective.
Customer Profile for individual information, calling preferences, and
frequent phone numbers dialed. (Users Who submit profiles save call­
time because the relay OPR automatically will know how to handle
their relay call.)

Florida Relay and Caller 10

When individuals receive a relay call, the number of the person calling
appears on the Caller lD box, not the numberfor Florida Relay. If you do
not want your telephone number to be transmitted to the person you are
calling, you will need to block your Caller 10 with Florida Relay. Per call or
per hne blocking numbers like *67 or *82 do not work through the relay
service. You will need to inform the relay OPR that you do not want your
Caller lD sent when you give the phone number for the relay aPR to diaL

Permanent Branding

Florida Relay user can request permanent
branding. Branding allows the relay OPR to
automatically know what type of call feature is
being used, which saves call-time. This also
means that the user can begin the caU as soon
as the relay aPR answers.

Code transmits signals at a speed up to 110 WPM (words per
minute) and allows callers to inform the relay aPR to shift the speed if the
transmission of typed text is too fast or too slow. The Turbo Code Interrupt
feature gives users the option to interrupt as if theywere in a normal
conversation. TIY users must turn the Turbo Code and Interrupt features
on in order to access these options.

Turbo Code Features for TTY Users

• Text Telephone~For individuals who are Deaf,
Hard of Hearing, Deaf/Blind, or Speech Impaired.
Hearing Carry-Over-For individuals who have
good listening skills, but have difficulty speaking
over the phone.

• Voice Carrv-Over-For individuals who have
good verbal skills, but have difficulty hearing over
the phone.

• Speechwto-Speech-For individuals who have a
speech impairment and want to use their own
voice while utilizing the assistance of a specially­
trained operator.

• Voice-For individuals who want to
communicate by phone with a person who is
Deaf, Hard of Hearing, Deaf/Blind, or Speech
Impaired.

Below are various types of Florida
Relay calls:

Specialized
Equipment

Use,

"
• Relay OPRs cannot, by law, disclose the content

of any phone conversation.
• Relay OPRs may not intentionally alter a phone

conversation.
• Relay OPAs must relay calls word for word.
• All phone conversations are strictly confidential;

no records are kept.

Privacy Concerns Are No Problem

The diagram below shows the process of
a Florida Relay call.
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Marque 711 para usar el Relay en
cualquier parte de los Estados

Unidos

)

11/02

~.~.
discover communiGlliOn freedom

Numeros de acceso

o siga usando:

1-800·955·8771
(TTY)

1·877·955·8260
(vcO)

1·800-955·8770
(Voz)

1·800·955·1339
(A5CIIJ

1·877·955·5334
(5T5)

1·877·955·8773
(Espanol)

1·877·955·8707
(Frances crioUo) de 8 a.m. a 2 a.m.

diariamente

1·800·676·3777
(5ervicio al cliente-ingles)

1·800·676·4290
(5ervicio al cliente-€spanol)

En casa de emergencia, marque e/911.

Recuerde
711-Servicio de relay

411--Avuda con la gula telef6nlca
911-Ayuda local de emergencia

L1ame a Florida
Relay Marque

7-1-1
Florida

. discover communication freedom

F
lorida Relay es el vinculo
comunicativo para los sordus, los

•.•..... . que tienen dificultad auditiva, los
..... . sordos/ciegos, 0 los que tienen

impedimentos del habla. Por media
del Florida Relay. la gente que utiliza un
equipo telefonico especial puede comunicarse
con gente que usa un equipo telef6nico tipico
y viceversB.

Miles de f1oridianos dependen del Florida
Relay cada dia para hacer tanto lIamadas
personales como comerciales. EI Florida
Relay ofrece una variedad de servicios
personales de acuerdo a las necesidades de
cada persona. Una persona que usa un tipo
de servicio puede comunicarse can otra que
usa otro servicio. Por ejemplo, una persona
que usa el Tel61ono de Texto (TTY) puede
comunicarse con una persona que utiliza el
Telefono can Voz Propia (VeO), Continuacion
de Oido (HCO), 0 Palabra a Palabra ISTS) por
media del servicio Relay.

111- La manera TaCII oe
lIamar a Florida Relay

Marcar 711 para comunicarse con Florida
Relay hace que la Ilamada sea rapida y faci1.
En el pasado, cada estado tenia un numero
800 para su propio sistema de Relay, pera la
Comisi6n Federal de Comunicaciones (FCC)
orden6 una implementaci6n a nivel nacional
para octubre de 2001 del numero 711 para
acceder a telecomunicaciones de tipo Relay.

S610 marque 711~no tiene que recordar 0 marcar
un numero de 11 digitos.
S610 marque 711---no tiene que buscar los numeros
para telefono de texto (TTY), telefono con voz propia
(VCOL ASCII, a palabra a palabra (STS).
S610 marque 711-no busque mas el numera Relay
de un estado cuando usted viaje.

Como hacer una lIamada a Florida
Relav

1. L1ame a Florida Relay usando 711.
2. De al aperador Relay (OPA) el numero con el c6digo

de area al que usted llama.
3. De su nombre y el nombre de la persona a quien

usted llama.
4. Hable normal y directamente a la persona que ha

Ilamado, no al operador Relay (OPR). Si usted usa el
teclado, parafrasee como si estuviera hablando
directamente a la otra persona.

Los operadores de Relay (aPR) son pacientes
y aceptan palabras mal escritas cuando usted
utiliza un equipo que requiere el uso del
teclado. No tiene que ser un mecan6grafo
experto para usar el servicio Relay. Muchos
usuarios teclean sus mensajes usando un
dedo 0 dos. Para ejemplos mas especificos,
por favor pida el folleto para Continuaci6n de
Oido (HCOl. Telefono can VOl Propia (VCO),
Teletono de Texto (TTY) y Palabra a Palabra
(STS).

iRecuerde, con Florida Relay, es su
decision!
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Usar"el F1btlla#eRelay

No S8 preocupe por su privacidad 1-800-222-3448 (Voz) a
1-888-447-5620ITTYI.
o visitenos en la red
www.ftri.org

FTRI ofrece telMonos y
timbres especializados, sin
costa adicional, para
residentes de la Florida que
sean sordos, que tengan
dificultad auditiva, que sean
ciegos/sordos, a que tengan
impedimentos del habla.
Los floridianos estim
descubriendo la libertad de
comunicaci6n y son capaces
de hacer lIamadas cuando
quieren. FTRI no 5610
provee equipos de
telecom unicaciones
especializados, sino que
tambi6n ofreco a sus clientes
entrenamjento con dicho
equipo y mantenimiento del
mismo sin costa adicional.

Para solicitar material
impreso 0 presentaciones,
lIame a FTRI al
'-866-FlRElAY
11-866-357-3529).

EI factor de la
independencia

EI Programa de
Distribucion de los

Equipos FTRI

•
' Florida
~l Telecommunications

FTRI Relay, Inc.

Para mas informacion
acerca del Programa de
Distribution de los Equipos,
lIame a FTRI al

•
'". '.

~
...}

; .., - ~jc; j, o~"",

Florida Relay...caracteristicas y ventajas para e.
usuario

Facil usa de un numera de tres digitos; marque 711.
los operdores de Relay (OPRI estim disponibles las 24 horas del dia, 365
dias al ana.
Sin restricciones en el numera de lIamadas 0 en su duradon.
las lIamadas locales no son cobradas.
Las lIamadas de larga distancia pueden ser acobro revertjdo, cargadas a la
tarjeta del usuario 0 procesadas con un tarjeta de debito.
Servidos de traducdon al ingles de texto ASL, espanol y frances criollo.
Servicio de NPermanent BrandingNpara el teletono del usuario. Los
usuarios que deseen que sus teletonos tengan este servicio
pennanentemente deben lIamar al numero de atendon al consumidor de
Florida Relay. Normalmente se tarda 48 horas en completar la peticion.
NPerfil del consumidor" para informacion personal, preferencias de tipo de
lIamadas y frecuencia de numeros marcados.llos usuarios que utilizan el
"Perfil del consumidor" ahorran tiempo porque et operador de Relay (OPR)
automaticamente sabe como procesar sus Ilamadas.

Florida Relay y Caller 10

Cuando los usuarios reciben una lIamada de Florida Relay, el numero de la
persona que llama aparece en la pantalla del Caller 10, no el numero de Florida
Relay. Si usted desea que su numero telefonico no sea transmitido a la
persona a la que llama, tendra que bloquear su Caller 10 con Florida Relay.
los numeros de bloqueo, como "67" 0 "82", no fundonan por media del
servicio de Relay. Tendra que informar al operador Relay, cuando Ie de su

para que 10 marque, que no quiere que su Caller 10 sea revelado.

Turbo Code para los usuarios de rrv
Code transmite seflales a una velocidad de 110 VPM (palabras por

y permite que los usuarios informen al operador de Relay (OPRI si la
transmision del texto tecleado es muy rapida 0 muy lenta. La caracteristica

"lnterrupci6n de Turbo Code" logra que haya una interrupdon como en una
conversadon normal. Los usuarios deben encender "Turbo Code" e
"Interrupcion" para tener acceso a estas dos opciones.

Permanent Branding

El usuario del Florida Relay puede pedir el servicio
"Permanent Branding.N"Branding" permite que el
operador de Relay (OPRl sepa automaticamente
que tipo de lIamada se esta usando, 10 cual ahorra
tiempo de lIamada. Esto tambien significa que el
usuario puede empezar la lIamada tan pronto como
el operador Relay conteste.

A continuacion S8 presentan los
diversos tipos de lIamadas Relay:

• Tehifono de Texto (TTYI-Para personas que son
sordas, tienen dificultad para escuchar, son
sordas/ciegas, 0 tienen impedimentos del habla.
Continuacion de Dido (HCOI-Para personas que
poseen buena habilidad de escucha, pero tienen
dificultad para hablar por teletono.

• Tehifono con Voz Propia (VCOI-Para personas
que poseen una buena destreza verbal, pera tienen
dificultad para escuchar por teletono.
Palabra a Palabra (STSI-Para personas que
tienen impedimentos del habla y quieren utilizar su
propia voz mientras usan la asistencia de un
operador especialmente entrenado.

• Voz---Para aquelJos que quieran comunicarse con
una persona sorda, que tiene dificultad para
escuchar, sorda/ciega, 0 con impedimentos del
habla.

Olra
personato\\eX;OI1..

Operador
Relay

'""~Cl'....

"'''0"

• los operadores de Relay (OPR) no pueden, par
ley, dar informacion aeerca del contenido de una
conversacion.
Los operadores de Relay (OPR) no pueden alterar
intencionalmente una conversaci6n telef6nica.
los operadores de Relay IOPAI deben transmitir
l1amadas palabra pOT palabra.

• Todas las conversaciones son estrictamente
confidenciales; no S8 guarda ningun tipo de
registro.

EI diagrama de abajo muestra el proceso
de una lIamada de Florida Relay.

Usaario
especializado
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Did you know•••
that an estimated 16 percent of

Floridians-over three million­

are Deaf or Hard

of Hearing? That's

just one reason

why it's so impor­

tant for teachers,

students and edu-

cators across our state to learn

about communicating with these

individuals.

Kids Keeping in Touch through

Florida Relay is a FREE teaching

and awareness-building tool

designed primarily for school­

aged children from grades three

through five. Students who

participate in this fun, effective

program not only gain a better

understanding of people who

are Deaf, Hard of Hearing,

Deaf/Blind or Speech Disabled,

but also they become familiar

with florida Relay.

Flo rid a

~.
7 c._ ..

1820 Emt Park Avenue, Suite 101
Tallahassee, FL 32301

www.ftri.org
1-800-222-3448 IVoice)
1-888-447-5620 (TTYI

outreach@ftri.org

F I Q r G ~

R~'·
711~CC

Kids
Kee~ing

in Touch
through Florida Relay

Ahearing-loss oworeness progrom for grodes 3through 5
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• Technology and Communication: In this

unit, students gain an understanding of the

functions and features of IDs, hearing aids,

and Florida Relay. Students learn how to com­

municate face to face and by telephone with

people who are Deaf or Hard of Hearing.

• Students-to~Students: This unit outlines

a special program that pairs hearing students

with students who have hearing loss. The

students-who may attend different schools­

then communicate with each other through

Florida Relay.

How can I learn more?
Florida Relay welcomes your questions and

feedback. For more information, or to request

a staff presentation, call 1-800-222-3448 or

e-mailoutreach@ftri.org.

After students viewed the "Let's Make a Florida Relay (011" video, over 90 PER(ENT
communicate by phone with people who have hearing loss. Your students will too!

Relay, students and teachers alike discover that

all people have an equal opportunity to keep in

touch anytime, anywhere, with family, friends

and business associates.

The program comes complete with detailed

instructions, lesson plans, student activities and a

video-all adaptable to other grade levels-and

was written by an experienced classroom teacher

in consultation with experts on hearing loss.

Kids Keeping in Touch consists of
four main units:
• The Human Body: This unit helps students

develop deaf awareness, identify parts of the

ear and learn the causes of hearing loss. The

unit also includes a lesson about cochlear

implants-one of the newest developments

in hearing loss technology.

• Society and CulhJre: In this unit, students

learn about important cultural differences among

people with heari ng loss.

What's included in the program?
.~. " .. _-

(~WWi;eusedKids Keeping in fouch succellfully. Teachers have described the progrom as a
.... ·:s"buildiog tool," ood a resource that "teoches children to embroce diversity."

What is Florida Relay?
Florida Relay is the commu­

nications link for people

who are Deaf, Hard of
Hearing, Deaf/Blind, or
Speech Disabled. Through
Florida Relay, people who

use specialized telephone

equipment can communicate

with people who use stan­

dard telephones.

The service is available 24 hours a day, 365 days
a year, with no limit on the number or length of

colis. Anyone can make a Florida Relay call (even

you!), simply by dialing the easy-to-remember,
nationwide access number: 7-1-1.

Classroom teachers benefit from Kids Keeping in
Touch too. The FREE program correlates to the

Sunshine State Standards, the Florida Comprehensive

Assessment Test (FCAn and English for Speakers

of Other languages (ESOlj. Through florida

How does Kids Keeping in Tauch
benefit students and teachers?
By leaching students about hearing loss and Florida

Relay, Kids Keeping ;n Touch encourages a greater

sensitivity to communication differences between

hearing people and people who are Deaf, Hard

of Hearing, Deaf/Blind or Speech Disabled.
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Become a Business Partner

People who use Florida Relay experience a much higher rate
of hang-ups because most people just don't know about the
service or about specialized telecommunications equipment.
So, if you answer the telephone and Florida Relay is on the
line, please don't hang up.

Become "Relay Friendly" and take advantage of our
Business Partnership Program. When you become a

Business Partner, you will be provided a Business Partner­
ship "Relay Friendly" training kit and support materials
designed to help you:

• Educate your employees on how to handle telephone calls
from Florida Relay.

• Use Florida Relay to call your customers who are
hearing or speech impaired.

In addition, as a Business Partner, you will:

• Have your business listed on the FTR! Web site and in
the newsletter.

• Receive a camera-ready logo to let consumers know you
are "Relay Friendly."

What Is Florida Relay?

Florida Relay is the communications link for people who
are Deaf, Hard of Hearing, DeatlBlind, or Speech Impaired.

Through Florida Relay, people who use specialized telephone
equipment such as a TrY (Text Telephone) or other tele­
communications equipment, can communicate with people
who use standard telephones. Thousands of Floridians use
Florida Relay every day to make personal and business tele­
phone calls

Some of those telephone calls are probably coming to your
business, Do YOUR employees know how to handle tele­
phone calls from Florida Relay? Here's an example of a relay
telephone call to an air conditioning business,

The phone rings, and your receptionist says, "Good morn·
ing, Cool Air Conditioning, "

A relay operator (OPRj says, "Hello, Florida Relay calling,
OPR number 68409. Have you ever received a relay calf?"

The receptionist answers, "No, what is it?"

The relav operator (OPRj says, "John, a person with a hear­
ing impairment, is catling you. He Will type his message, which
I Will voice to you. When you reply, {will type your response
back to him and he wilt read it. "

"-olila-~yo-u~lJe up-set ilyou fried to
call a business and they kept
hanging up on you? ,.--------.

Thousands of Floridians who are Deaf, Hard of

Hearing, Deaf/Blind, or Speech Impaired experience

this frustration every day because many businesses

do not understand how a telephone call from

Florida Relay works.

thousands of
Floridians declare
their independence

discover communication freedom

Presented by

•
' Florida
II Telecommunications

FTRI Relay, Inc.

~~

Florida
Relay
Business
Partner

Flo f ida

R~
1/~

Become a
Business Partner?

Can I Become
Relay Friendly?

the Pay Off?

,/ Builds positive community relations

./ Provides opportunities to communicate
with all people

./ Provides telecommunications access
for all people

./ Promotes independence and individual
freedom

./ Supports consumer interaction

,/ Creates a win-win situation for

everyone

FTRI is committed to the Business Partner­
ship Program and looks forward to work­
ing with businesses throughout Florida.

To become a Business Partner, call the
FTRI Outreach Division at 1-888-292-1950,
ext. 232, or visit us on-line: wwwJtri,org.

~
~

\

t:
t

5/03
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e number with the

I so the other person can
ay "Go Ahead/Good Bye/

-

Note: Continue to dial 91"1.~)'".'.1\":".
.. " . '.'. '.- " ,-,

emergency ~s/~talJee: . },
~\,>.\' ~ ." :'-,'

Dial

Give
are

Give~...m•.-" e"~~-.'~._'S0~arl.·."le person you are calling.
Spea .... 'j an~y._ .erson you have called-not
the oper • (OPRr.'

Remembeft~ say, "ll/J
respond_ r,;elJd th(conx~,
Stop KeYi~~~A~~.

FLORIDA RftAY IS"~RFR
Available 24'hours a d"y.~days a year.

"'-.. , . ,:".. ,.>
No restrictions on i6. nnmber of telephone calls placed or
the length of calls.

No charge for local telephone calls.
Long distance and international telephone calls based on the
caller's billing preference.
711 or other toll~free access numbers available to relay
users.
Translation Service for English from ASL-based text, Spanish,
and French Creole.

SOMETIMES YOUR BUSINESS MAY HAVE TO RETURN A
TELEPHONE ~fL~E:SON WITH A HEARING OR
SPEECH IMIl . OUGH FLORIDA RELAY.
HERE'S Ho.

"'Recommend direct-dial.

Toll-free access numbers

OO
F lor ida Dial 711 to use the relay anywhere or continue using

'1:'- _. 1-800-955-8770 (Voice) , 1·800·955·8771 (ID)
7{/C -, - 1-877-955·8260 (VeO)' , 1·877-955·5334 (STS)*

711 :~ 1-800-955-1339 (ASCII) • 1-877-955·8773 (Spanish)
,_ ,"' 1·871·955·8707 (French Creole) 8 a.m.-2 a.m. daily

Relay Customer Service '.800.676.3777IEnglish)
'·800·676·4290 (Spanish)

ASCII Split-Screen: People I.~
can call Flonda Relay using ...i. '.:,~..': i
their personal computer, t\1. --I
which can be set up to display· .,
two split-screens (horizontal ,,1&1
or vertical). One screen will ~_.. i - -'

display the ASCII user's text and
one screen will display the relay -
operator's (OPR) text.

Standard Telephone: Voice/hearing users can easily
initiate telephone calls to aperson who is Deaf, Hard of
Hearing. Deaf/Blind. or Speech Impaired through Florida
Relay.

What Will This Cost My Business?
ABSOLUTELY NOTHING

• No specialized telephone system needed (use
your own telephonel
• No charge to use Florida Relay

• No cost to become aBusiness Partner
Telecommunications Access System Act (rASA) of
1991 (Chapter 427, Sec. III. Florida Statutes) is funded

by amonthly surcharge billed to all telephone custom­
ers in Florida, regulated by the Public Service Commission,

and administered by Florida Telecommunications Relay, Inc.
(FTRI). FTRI is a private, nonprofit organization and the
statewide administrator of the Equipment Distribution
Program and statewide outreach for Florida Relay and the
ITRI Equipment Distribution Program.

Voice Carry-Over (VeOI: A
VCO user speaks directly to
ahearing person. The relay
operator {OPRI types the
hearing person's response.

The VCO user reads the reply
on the VCO screen.

Hearing Carry·Over (HCO): HCO users can use
their hearing abilities to listen directly to the person on
the other end of the line. The HCO caller types his or
her message, which is voiced by the relay operator
(OPR) to the hearing person.

Speech·to-Speech (STS): People who have
difficulty being understood over the telephone can

have their relay calls voiced by a
trained relay operator (OPRI
who voices the STS user's
exact words to the other
person.

Two·Line VCO: A person with two
phones lines or acomputer uses one
line for speaking directly to the
hearing person; the other line is used
to receive the hearing person's typed
responses through the relay operator
(OPRI

HERE ARE SOME EXAMPLES OF THE TYPES OF RELAY CALLS YOU MAY RECEIVE.
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Relay Operator
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The florida Relay Service is the communications link for people who are Deaf, Hard of
Hearing, Deaf/Blind or Speech Disabled. Through the florida Relay Service people who use
specialized telephone equipment, such as a TIY (Text Telephone) can communicate with
people who use standard telephones. Standard telephone users can also place calls through

Florida Relay to reach people who use nvs to communicate.

Thousands of Floridians use the Florida Relay Service everyday to make personal and
business telephone calls. When a Relay user makes a call, the operator will announce,

"A person who is Deaf or Hard of Hearing is
calling through the Florida Relay Service, this
is operator 2697 have you received a Relay call
before?" If you have not received a Relay call,
then the operator will assist you.

To call Florida Relay, diaI7-1-1 or use the
toll free numbers available for special Relay

services.

WHAT IS THE FLORIDA RELAY SERVICE?

~~EIIl·E!L.~~1V.~Jl:'LI1,,~~ti*hI/'\lII~+iI1l~b'.C:A~blIE';iljl~~'

t

Using Relay
to call my

grandmother
usually gets me
to the beach!

"',-~<---~,

,GLEf~t¥'"Eb~I&'Lll,Z.E1Q

iP4;,IlPjb!4.E \f"jQ,+M.'
1820 East Park Avenue, Suite 101

Tallahassee, FimOl
1'800,222,3448 (Voice) 1,888-447,5620 (TTY)

.1 Florida
_I Telecommunications
FTRI Relay, Inc.

www.ftrLorg
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PIAL 7-1-1
It's easy to call Florida Relay. Whether you're using a standard telephone or a
TTY, just diaI7-1-1. You'll be connected with a Relay operator who will help
you complete your Relay call.

~~.71t' .~.
" '"

GENERAL RELAY
ACCESS NUMBERS

1-800-955-8771 (TTY)
1-800-955-8770 (Voice)

Relay Customer Service
1-800-676-3777 (English)
1-800-676-4290 (Spanish)

,~.

1-877-955-5334

Speech-to-Speech (STS)

allows Speech-Disabled

persons the ability to
speak for themselves

during a telephone call.

A specially trained Florida

Relay operator will listen
and then repeat what the
Speech-Disabled user is

saying word for word,

Speech-to-SpeechHearing Carry-Over
fiearing Carry-Over
.{~CO)iSaServic~ for
aSpeech~Disabled

ihdividual who can hear.
TheHen user<listens

to the-person that,they
are calling and types
back a response. The
Relay operator serves as

the "voice" for the: HCO

user by reading aloud
everything that is typed.

Caplel
The CapTel phon'e allows

a Hard-of-Hearing

individual to speak

directly to a standard

telephone user, and then

read the response on a
text screen. CapTel allows

the user to place a call
the same way that they
would use a standard

phone, by dialing the
other party directly and

then supplementing
what is heard with

written text.
,1 "800"955"8771

_____1'('::;· ..• " . ,
FLORIDA RELAY BUSINESS PARTNER

1-877-955-8260

Would you be upset if you tried to call a business and they kept hanging up on you?
Thousands of Floridians who are Deaf, Hard of Hearing, Deaf/Blind, and Speech
Disabled experience this frustration every day because many businesses do not
understand Relay calls.

Florida Relay is a public service that allows people who have a hearing loss or speech
disability to communicate over the phone. People who call your business through
Florida Relay want to be your customers, so don't hang up.

You can sign up to be a Florida Relay business partner at no cost and receive free advertising, marketing, and training
materials. Find out more at www.ftrLorg.

Voice Carry-Over
Voice Carry-Over (VCO)
enables a Hard-of­
Hearing or Deaf individual

to speak directly to a
standard telephone
user, and then read the
response on a text screen.
The Relay operator serves

as the "ears" and types the
response for the veo user
to read.

911 AND RELAY
In case of an emergency Relay users should call 9-1-1 directly or the emergency
services center in their community.

If a Relay user attempts to diaI9-1-1 through the Florida Relay, the Relay
operator will transfer the call to the nearest Public Safety Answering Point, but
remember: calls placed directly to emergency services, 9-1-1, will save valuable
time in urgent situations.

TRANSLATION SERVICES
In addition to English, Florida Relay offers Relay services in
Spanish, French Creole, and ASl- based text. Dial 7-1-1 and
ask for a Spanish or French Creole operator, or dial the direct
number below:

877-9S5-8773 (Spanish Relay)

877-955-8707 (French Creole) 8am to 2am

PRIVACY CONCERNS
ARE NO PROBLEM
• Relay operators cannot, by law,

disclose the content of any phone
conversation.

• Relay operators may not
intentionally alter a phone
conversation.

• Relay operators must relay calls
word for word.

• All phone conversations are
strictly confidential; no records
are kept.

More Information can be found on our website:

www.ftri.org
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access numbers

Dial 711 to use the Relay
anywhere in the u.s.

or. continue using

1-800-955-8771
(TlY/VCO)

1-800-955-8770
(Voice)

1-800-955-1339
(ASCII)

1-877-955-5334
(STS)

1-877-955-8773
(Spanish)

1-877-955-8707
(French Creole) 8 a.m. to 2 a.m. daily

1-800-676-3777
(Customer Service-English)

1-800-676-4290
(Customer Service-Spanish)

IN AN EMERGENCY, DIAL 911.

REMEMBER
711-Relay service

411-Directory Assistance
911"-1.0CAL EMERGENCY ASSISTANCE

vco
VOICE
CARRY-OVER

Rt?~\·
7It~;C

di,cover commun;c.atiO<l r"'Nom

F
lorida Relay is the communications
link for people who are Deaf, Hard of
Hearing, Deaf/Blind, or Speech
Impaired. Through the Florida Relay,
people who use specialized

telephones can communicate with people
who use standard telephones and vice versa.

Thousands of Floridians depend upon Florida
Relay every day to make both personal and
business phone caUs. Florida Relay offers a
variety of user features depending on the
individual's needs. A person who uses onB
feature may communicate with someone who
uses another feature. For instance, a person
using Voice Carry-Over (VCD) may
communicate with a person using a Text
Telephone (llY), Hearing Carry-Over (HCO), or
Speech-to-Speech (STS) through the relay
service.

Voice Carry-Over (VCO)
veo is for individuals who have good verbal
skills, but have difficulty hearing over the
phone. The VCO feature can be used with
either a VCO phone or a standard phone
with a TTY. See the following page for a
diagram of a VCO call.

How to Place VCO Phone Calls

Below is an example of how a VCO call is
made through Florida Relay:

1. Call Florida Relay by dialing 711 (or 1·800·
955·8771).

2. Arelay operator (OPR) will answer by typing
"VOICE PLS GA" (VOICE Please, Go Aheadl.

3. Voice or type the phone number with the area
code, followed by "GA," (It is important to sayar
type "GA" at the end of each thought. This lets the
other party know that he or she may begin to
speak or type.)

4. The OPR will type "VCO GA- when the call is
connected.

5. Speak directly to the hearing person.
6. The OPR will type the hearing person's response

to you.
7. The call will continue in this manner until the

conversation is finished.

Remember, with Florida Relay, it is
always YOUR call!

J~ ~.
~ ~1

! ~
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Using veo Relay Services

FTRI provides specialized
telephones and ring signaling
devices, at no charge, to
qualifying Florida residents
who are Deaf, Hard of
Hearing, Deaf/Blind, or
Speech Impaired. Floridians
are discovering communi­
cation freedom and are able
to make their phone calls
whenever they want. FTRI
not only provides specialized
telecommunications equip­
ment but also offers clients
equipment training and
maintenance, at nD charge.

The
Independence
Factor

FTRI Equipment
Distribution

Program

For more information about
the Equipment Distribution
Program, call FTRI at

1-800-222-3448 (Voice) or
'·888·447·5620 (TTYI.
Or, visit the FTR! Web site at
www.ftri.org

•
' Florida
~l Telecommunications

FTRI Relay, Inc.

For printed materials
or outreach presentations,
call FTRI at '·B66·FLRELAY
1'·866·357·35291.

.~...... '

""';".~
,..,

.....,J ..... , -"

Florida Relay ... User Friendly Features

Easy, toll-free 3·digit access number; dia1711.
Relay OPRs available 24 hours a day, 365 days a year.
No restrictions on the number or length of calls.
No charge for local calls.
Long distance pay phone calis may be collect. charged to the caller's
calling card, or processed with a debit carel.
Translation services for English from ASL-based text, Spanish, and
French Creole.
Permanent branding of relay user's phone number. Relay users who
wish to have their phone number permanently branded should call the
Relay Customer Service number. It usually takes 48 hours for
permanent branding to become effective.
Customer Profile for individual information, calling preferences, and
frequent phone numbers dialed. (Users who submit profiles save call­
time because the relay OPR automatically will know
how to handle their relay calL)

Permanent Branding

A VCO relay user can request permanent
branding. Branding allows the relay OPR to
automatically know what type of call feature is
being used, which saves call-time. This also means
that the user can speak to the aPR as soon as the aPR
answers the call.

Privacy Concerns Are No Problem

Relay OPRs cannot, by law, disclose the content
of any phone conversation.
Relay OPRs may not intentionally alter a phone
conversation.
Relay OPRs must relay phone calls word for
word.
All phone conversations are strictly confidential;
no records are kept.

Other
Party

~OICE

Other veo Options
• Two-Line yeo: This service allows real-time

conversations between veo and standard
telephone users. A person with two phone lines
or a computer uses one line for speaking directly
to the hearing person; the other line is used to
receive the hearing person's typed responses
through the relay OPR.
VeD to yeo: This service allows both the caller
and the person called to use a veo phone and
tt1!!ir own voices while the relay OPR types both
conversations.

• yeO to nv or m to yeo: Allows a veo user
to call a TTY user and vice versa through the
relay service.

The diagram below shows the process of
a common vco call between a VCO user
and a standard telephone user.

veo Users Include
Anyone who has difficulty hearing over the
phone but has good verbal skills.
Anyone who wishes to call a person who is a
veo user.
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access numbers

Dial 711 to use the Relay
anyWhere in the U.S.

or. continue using

1·800-955·8771
(TlY/vCOI

1-800-955·8770
(Voice)

1·800-955·1339
(ASCII)

1·877-955·5334
(STS)

1·877-955·8773
(Spanish)

1·877·955·8707
(French Creole) 8 a.m. to 2 a.m. daily

1·800-676·3777
(Customer Service-English)

1·800·676·4290
(Customer Service-Spanish)

IN AN EMERGENCY, DIAL 911.

REMEMBER
711-Relay Service

411-Directorv Assistance
911-l0CAl EMERGENCY ASSISTANCE

HCO
HEARING
CARRY-OVER

I • 'OJ

'2:::1~~.Iv -
711 ..

<~'''''''e· ,-mnmJ~i,-.1tic,r f,~e,1co

_I,Ll····· ...

!

I
lorida Relay is the communications
link for people who are Deaf, Hard of
Hearing, Deaf/Blind, or Speech
Impaired. Throogh the Florida Relay,
people who use specialized

telephones can communicate with people
who use standard telephones and vice versa.

Thousands of Floridians depend upon Florida
Relay every day to make hoth personal and
business phone calls. Florida Relay offers a
variety of user features depending on the
individual's needs. A person who uses one
feature may communicate with someone who
uses another feature. For instance, a person
using Hearing Carry-Over (HCO) may
communicate with a person using a Text
Telephone (TIY), Voice Carry·Dver IVCD), or
Speech-to-Speech ISTS) through the relay
service.

Hearing Carry-Over (HCO)
HCO is for individuals who have good
listening skills. but have difficulty speaking
over the phone. The HCO feature can be
used with either an HCO phone or a
standard phone with a ny. See the
following page for a diagram of an HCO call.

How to Place HCO Phone Calls

Below is an example of how an HCO call is
made through Florida Relay:

1. Call Florida Relay by dialing 711 (or
1-800-955-8771).

2. Type ·'HCO PlS GA" (HCO Please, Go Ahead) on
the keypad to request an HCO call. (It is important
to type "GA" at the end of each thought. This lets
the other party know that he or she may begin to
speak or type.)

3. A relay operator (OPR) will answer, "Florida Relay
OPR XXXX, may I have the number with the area
code you are calling? GA."

4. Type the phone number with the area code.
followed hy "GA."

5. listen while the call is connected.
6. Next. type the conversation.
7. The OPR will voice the typed message to the

person on the other end of the line.
a. listen to the other party's verbal response.
9. The call will continue in this manner until the

conversation is finished.

J·...iiJ'1·'.'.. .J .' ~
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Using the HCO Relay
The

Independence
Factor

For more information about
the Equipment Distribution
Program, call FTRI at

1-800-222-3448 (Voicel or
1·888·447.5620 (TTYj.
Or, visit the FTRI Web site at
www.ftri.org

FTRI provides specialized
telephones and ring signaling
devices, at no charge, to
qualifying Florida residents
who are Deaf, Hard of
Hearing, Deaf/Blind, or
Speech Impaired. Floridians
are discovering communi­
cation freedom and are able
to make their phone calls
whenever they want. FTRI
not only provides specialized
telecommunications equip­
ment but also offers clients
equipment training artd
maintenance, at no ch.u'ge.

FTRI Equipment
Distribution

Program

For printed materials
or outreach presentations,
call FTRI at 1·866·FLRElAV
11·866·357·3529).

•
' Florida
II Telecommunications

FTRI Relav, Inc.

-
~

".,k
\,........ ~

\;'_-.J L , .)

Florida Relay __ . User Friendly Features

Easy, toll-free 3-digit access number; dial 711.
Relay OPRs available 24 hours a day, 365 days a year.
No restrictions on the number or length of calls.
No charge for local calls.
long distance pay phone calls may be collect, charged to the caller's
calling card, or processed with a debit card.

• Translation seNices for English from ASl-based text, Spanish, and
French Creole.

• Permanent branding of relay user's phone number. Relay users who
wish to have their phone number permanently branded should caU the
Relay Customer SeNiee number. It usually takes 48 hours for
permanent branding to become effective.
Customer Profile for individual information, calling preferences, and
frequent phone numbers dialed. (Users who submit profiles save call­
time because the relay OPR automatically will know
how to handle their relay call.)

Permanent Branding

An HeO relay user can request permanent
branding. Branding allows the relay OPR to
automatically know what type of call feature is
being used, which saves call-time. This also means
that the user can hear the OPR as soon as the OPR
answers the call.

• Anyone who has difficulty speaking over the
phone but who can hear.

• Anyone who wishes to call a person who is
speech impaired.

Relay DPAs are patient and accept misspelled
words. No one needs to be a skilled typist to use
the relay service. Many Hen or TTY users type their
message using only one or two fingers.

Privacy Concerns Are No Problem

Relay GPRs cannot, by law, disclose the content
of any phone conversation.
Relay GPRs may not intentionally alter a phone
conversation.
Relay DPRs must relay phone calls word for
word.
All phone conversations are strictly confidential;
no records are kept.

HCO Users IncludeThe diagram below shows the process of
an HCO call between an HCO user and a
standard telephone user.

VOlr~

~
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access numbers

Dial 711 to use the Relay
anyWhere in the U.S.

or, continue using

1·800·955-8771
(TTYNCO)

1-800-955-8770
(Voice)

1-800-955-1339
(ASCII)

1-877·955-5334
(STS)

1-877-955-8773
(Spanish)

1·877·955-8707
(French Creole) 8 a.m. to 2 a.m. daily

1'800-676-3777
(Customer Service-English)

1,800-676,4290
(Customer Service-Spanish)

IN AN EMERGENCY, DIAL 911.

REMEMBER
711-Relav Sentiee

411-Dlreetory ASs'stanee
911-l0CAl EMERGENCY ASSISTANCE

"'",

...."'"
)"/'....... """"'-... . ".. ':,~ '~l.. - "\~....

TTY
TEXT
TELEPHONE

l?~
7i~

discover communication freedom

I
lorida Relay is the communications
link for people who are Deaf, Hard of
Hearing, Deaf/Blind, or Speech
Impaired. Throngh the Florida Relay,
people who use specialized

telephones can communicate with people
who use standard telephones and vice versa.

Thousands of Floridians depend upon Florida
Relay every day to make both personal and
business phone calls. Florida Relay offers a
variety of user features depending on the
individual's needs. A person who uses one
feature may communicate with someone who
uses another feature. For instance, a person
using a Text Telephone (TTY) mav
communicate with a person using Voice Carry­
Over (VCO), Hearing Carry-Over (HCO), or
Speech-to-Speech (STS) throngh the relav
service. .,

.~:~~~.. ;'t.'.:.::.....~'.!,9~.j.'~.....,'",', "'''''j")"
";'-<~j

llis for individuals who are Deaf, Hard of
~ring, Deaf/Blind, or Speech Impaired.
~TIY allows a person to type his or her
lversation through the relay operator
,~R), who then voices aloud the typed
~"ersatjon to a hearing person.

to Place TTY Phone Calls

,)W is an example of how a TTY call is
[ije through Florida Relay:

~II Florida Relav bV dialing 711 lor 1-800­
'.55-87711.
\relay operator (OPR) will answer by typing
:elav OPR XXXX" and "Number Calling. PLS GA"

~umber Calling. Please Go Ahead).
IYpe the phone number with the area code,
tbUowed by "GA:' {It is important to say or type
%;JA" at the end of each thought. This lets the other
·t rty know that he or she may begin to speak or
._ e.}
'l1e OPR will type "GA" when the call is
~ijnnected.
fVpe your conversation.
~e OPR voices your message to the hearing
"'I[5on and then types the other party's response
Ick to you.

'~he call will continue in this manner until the
nversation is finished.

ember. with Florida Relay. it is
!lays YOUR call!
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For more information about
the Equipment Distribution
Program, call FTAI at

1-800-222-3448 (Voice) or
1-888,44],5620 (TTY(
Or, visit the FTR I Web site at
www.ftri.org

FTRI Equipment
Distribution

Program

FTRI provides specialized
telephones and ring signaling
devices, at no charge, to
qualifying Florida residents
who are Deaf, Hard of
Hearing, Deaf/Blind. 01

Speech Impaired. Floridians
are discovering communi­
cation freedorn and are able
to make their phone calls
whenever they want. FTRI
not only provides specialized
telecommunications equip­
ment but also offers clients
equipment training and
maintenance, at flO charge.

For printed materials
or outreach presentations,
call HRI at 1-866-FLRELAY
{1-866-357-35291.

The
Independence
Factor ..

., Florida

..1Telecommunications
FTRI Relay. Inc.

relay user can request permanent
nding. Branding allows the relay OPR to
:omatically know what type of call feature is
iog used, which saves call-time. This also
Ians that the user can start typing as soon as
"!Jelay OPR answers the call.

\bo Code transmits signals at a speed up to 110 WPM (words per
inute) and allows callers to inform the relay OPR to shift the speed if the
.~nsmission of typed text is too fast or too slow. The Turbo Code Interrupt
~ture gives users the option to interrupt as if they were in a normal
~nversation. TIY users must turn the Turbo Code and Interrupt features
" order to access these options.

Florida Relay ... User Friendly Features
t
kEasy, toll-free 3-digit access number; dial 711.
[,:Relay DPRs available 24 hours a day, 365 days a year.
"No restrictions on the number or length of calls.

-lNa charge for local calls.
;~ong distance pay phone calls may be collect, charged to the caller's
":alling card, or processed with a debit card.
:ranslation services for English from ASl·based text, Spanish, and
,french Creole.

nnanent branding of relay user's phone number. Relay users who
;ish to have their phone number permanently branded should call the

)elay Customer Service number. It usually takes 48 hours for
~ermanent branding to become effective.
c'~ustomer Profile for individual information, calling preferences, and
~equent phone numbers dialed. (Users who submit profiles save call­
Jme because the relay OPR automatically will know how to handle

iJheir relay call. I

Anyone who is Deaf, Hard of Hearing, Deaf/Blind,
or Speech Impaired.
Anyone who wants to communicate with a
person who is Deaf, Hard of Hearing, Deaf/Blind,
or Speech Impaired.

Privacy Concerns Are No Problem

Relay OPRs cannot, by law, disclose the content
of any phone conversation.
Relay OPRs may not intentionally alter a phone
conversation.
Relay OPRs must relay calls word for word.
All phone conversations are strictly confidential;
no records are kept.

TTY Users Include

Relay
Operator

~

The diagram below shows the process of
a TTY call between a TTY user and a
standard telephone user.

, , ;" , :,: :' i ' , '

Usin'g TTY Relay Services
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~cSpeech-to-Speech (STS)

ISTS is for individuals who have a speech
~,'impairment and want to use their own voice
~.pr a voice synthesizer while utilizing the
~)~ssistanceof a specially-trained operator.

.,~,,,ow to Place STS Phone Calls
~!i!.

~i'~
~~elow is an examp.le of hoW an STS call is
~1!Jlade through Florida Relay:

'V"It. Cali Florida Relay by dialing 711 (or 1-877­
~.; 955·53341.
~:;:2~ A relay operator (OPR) will answer with "Florida
'!h Reiay OPR XXXX, Go Ahead:'
Vi Voice the phone number with the area code,

i':,'" followed by "Go Ahead."
fr:'~; The aPR will say "Go Ahead" when the call is

,~;" __ connected.

I
,\{i. Speak directly to the other party.
'16-;. The OPR will repeat the words (as speech
'.;,.interpreters do in a face~to-face setting) to the

,.~:: other party.
~~,~ The other party will verbally respond directly to

§"'"" you_
";~'8. The call will continue in this manner until the

~li conversation is finished.

1:'.
·r't,_.•JI•••..•••••• emember, with Florida Relay, it is, Iways YOUR call!

k'.:.,
L

~-j
"

Thousands of Floridians depend upon Florida
Relay every day to make both personal and
business phone calls. Florida Relay offers a
variety of user features depending on the
individual's needs. A person who uses one
feature may communicate with someone who
uses another feature. For instance, a person
using Speech-to-Speech (STS) may
communicate with a person using a Text
Telephone (TIY), Hearing Carry-Over (HCOI, or
Voice Carry-Over (VCOI through the relay
service.

~
~;;
1f;

I
lorida Relay is the communications

,H' link fnr penple who are Deaf, Hard of
.•... Hearing, Deaf/Blind, or Speech
t, Impaired. Through the Florida Relay,

L·. ,"0, people who use specialized
telephones can communicate with people
who use standard telephones and vice versa.

(j"covN cc>mmmcohon f:",dom

R~/:~~
71 ~J

Speech-to-Speech

STS

•FlO! i <1 a

~#{l
diswver communiC.nionlreffiom

access numbers

Dial 711 to use the Relay
anywhere in the U.S.

or. continue using

1·800·955·8771
lTTY/VCOJ

1·800·955·8770
(Voice)

1·800·955·1339
(ASCII}

1·877·955-5334 ~.
(5T5)

1-877-955-8773
(Spanish)

1-877-955-8707
(French Creole) 8 a.m. to 2 a.m. daily

1-800-676-3777
(Customer Service-English)

1-800-676-4290
(Customer Service-Spanish)

IN AN EMERGENCY, DIAL 911.

REMEMBER
7i1-Relav Service

411-Directory Assistance
911-LDCAL EMERGENCY ASSISTANCE

5/02
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FTRI Equipment
Distribution

Program

For printed materials
or outreach presentations,
call FTRI at 1-866-FlRElAY
(1-866-357-3529).

For more information about
the Equipment Distribution
Program, call FTRI at

1-800-222-3448 (Voice) or
1-888-447-5620 (TTYI.
Or, visit the FTRI Web site at
www.ftri.org

HRI provides specialized
telephones and ring signaling
devices, at no charge, to
qualifying Florida residents
who are Deaf, Hard of
Hearing, Deaf/Blind, or
Speech Impaired. Floridians
are discovering communi­
cation freedom and are able
to make their phone calls
whenever they want. FTRI
not only provides specialized
telecommunications equip­
ment but also oHers clients
equipment training and
maintenance, at no charge.

The
Independence
Factor ...

•
' Florida
~j Telecommunications

FTRI Relav, Inc.

Florida Relay .. _User Friendly Features

• Easy, toll-free 3-digit access number; dial 711.
Relay OPRs available 24 hours a day, 365 days a year.
No restrictions on the number or length of calls.
No charge for local calls.
Long distance pay phone calls may be collect, charged to the caller's
calling card, or processed with a debit card.
Translation services for English from ASl-based text, Spanish, and
French Creole.
Permanent branding of relay user's phone number. Relay users who
wish to have their phone number permanently branded should call the
Relay Customer Service number. It usually takes 48 hours for
permanent branding to become effective.
Customer Profile for individual information, calling preferences, and
frequent phone numbers dialed. lUsers who submit profiles save call­
time because the relay OPR automatically will know
how to handle their relay calL)

~permanent Branding

STS relay user can request permanent
branding. Branding allows the relay OPR to
automatically know what type of call feature is
being used, which saves call-time.

Anyone who has a speech impairment.
Anyone who wishes to call a person who is
speech impaired.

Relay GPAs cannot, by law, disclose the
content of any phone conversation.
Relay DPAs may not intentionally alter a
phone conversation.
Relay DPAs must relay calls word for word.
All phone conversations are strictly
confidential; no records are kept.

People who use other specialized
telecommunications equipment.
People with speech impairments who want to
call other speech-impaired people.

Other STS Options

Privacy Concerns Are No Problem

STS Users Include

er:a
i!S~J"!fi

~~~

"

Other
~OICE Party

Relay

1-:\.'.'.'
Speech

Impaired
Caller

The diagram below shows the process of
an STS call between an STS service user
and a standard telephone user.

Using STS Rel!ay Sef~ice~'

..:
~
~
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Who you talk to
is yourbUsinesS.
Become a Flo r I rio

Florida Relay Business Partner. R~ ~.

711 ,_ -



311

Appendix S

Would you be upset if you
tried to call a business
and they kept hanging
up on you?

\To become a Business Pal1ner,
call the FTRI Outreach DiVision
at(850) 216-1659, or visit us

on-line at www.ftri.org.

In addition, as a Business Partner, you will:
• Receive a camera-ready logo to let consumers

know you are "Relay Friendly."
• Have your business listed on the FTRI Web site

and in the newsletter.

Thousands of Floridians who are
Deaf, Hard of Hearing, Deaf/Blind,
or Speech Impaired experience
this frustration every day because
many businesses do not
understand how a
telephone call from the
Florida Relay works.

Become a
Business Partner.
Become "Relay Friendly" and take advantage of our
Business Partnership Program. This "Relay Friendly"
kit is designed to help you:
• Educate your employees on how to handle

telephone calls from the Florida Relay.
• Use the Florida Relay to call your customers who

are hearing or speech impaired.

presented by

., Florida
_I Telecommunications
FTRI Relay, Inc.



312

Appendix S

•

5•I
•In
OUC

through

Florida
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Florida

Hearing Loss Awareness
A Program for Grades 3 through 5

•
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Florida

Print Ads

Trade Show
Displays

Using Relay
tacallmy

grandmother
usually gets me

to the beach!

...., Florida
_J Telecommunications
PT'RI Relay, Inc.

1820 East Park Avenue, Suite 101
Tallahassee, FL 32301
1-800-222-3448 (Voice)
1-888-447-5620 (TTY)

Ij w~w:ftri.org
''t'' 'I,L"·~~~·--~~.:..:~"~~:::~g:~~;!2~r~~:?7"~T'!~~~'~?-;F:"Z;;r~~~·":_~:''':·~·~~·.;Mffi''''~:,~~

PUBLIC SERVICE ANNOUNCEMENTS
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Ifyou have questions, you may call the

Florida Public Service Commission at

1·800·342·3552,

fax your questions to

1·800·511·0809,

or contact the PSC via the

following E-mail address:
contact@psc.state.f1.us.

See our Internet home page at

www.flondapsc.com.

Orwritetothe

Florida Public Service Commission

Division ofRegulatory Compliance and

ConsumerAssistance

2540 Shumard Oak Boulevard

Tallahassee, Florida 32399-0850

FEB 2001
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HOW TO AVOID
BEING (RAMMED

It)

~

~
~

Thoroughly checkyourtele­
phone bill to make sure no
unauthorized charges have
been added. Cramming often
(but not always) falls into two
categories: charges for club
memberships, such as psychic
clubs, personal clubs or travel
clubs; and charges for telecom­
munications products or services,
such as voice mail, paging, calling
cards or Intemet services.

Avoid contests and sweep­
stakes entries that require
your signature. That could be
all acompany needs to sign you up
for new services without your
knowledge. (If you do sign a
sweepstakes entry, be sure to
read the fine print very carefully.)

Keep a record of all the tele­
communications services
you order. Remember the
dates you ordered them and how
much you agreed to pay.

If you receive a letter or
postcard "verifying" that
you have ordered new
services but you know you
didn't, notify the sending
company that you did not
authorize the change. Next,
call your local telephone company
to obtain a list of all services for
which you are being billed.

WHAT TO DO
IF YOU ARE (RAMMED

If you are billed for services or member­
ships that you didn't order, call the com­
pany that assessed the charge (if known)
and ask to have the charges removed.

The company's name is: _

Its phone number is: _

Notes: _

If you are billed for services or member­
ships that you didn't order, call your local
telephone company and ask to have the
charges removed.

My local phone company is: _

Its phone number is: _

Notes: _

If at any point your cramming complaint is
not resolved to your satisfaction, call the
PSG at 1-800-342-3552, or file an on-line
complaint at www.floridapsc.com.

Notes: _
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Orwritetothe

Florida Public Service Commission
Division ofRegulatory Compliance and

ConsumerAssistance
2540 Shumard Oak Boulevard

Tallahassee, Florida 32399·0850

If you have questions, you may call the

Florida Public SelVice Commission at
1·800-342·3552,

fax your questions to
1-800-511-0809,

or contact the PSC via the
following E-mail address:

contact@psc.state.fl.us.
See our Internet home page at

www.floridapsc.com.

. \I)\~
. \'I)~~W""\

M\\",t,,~~ \l\' . \""\,-,-~,,,
c\>;\\ ,,"'o"''''~\\~''

~

WHAT IS THE
PUBLIC SERVICE COMMISSION

DOING TO DETER
SLAMMING.

In 1998, the PSC toughened its slamming rules and began
bringing even harsher penalties against companies that continue
the practice. Florida's stamming rules are some ofthe most stringent
in the country, and have served asamodel for anumberofotherstates
as they created their own rules.

~
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WHAT THE PSC IS DOING
(ONTINUI.

JAr Only a customer, or other autho­
-.".. rized person 18 years of age or

older who lives in the household,
can authorize achange in residen­
tial phone service.

-* A company may not mail out
--pf "negative response~ cards. in

which a customer's service will be
changed unless he or she returns
a postcard to the company.

->!'r A company may not place a
~ consent form for changing service

on any inducement such as a
sweepstakes registration.

~Companies that practice slam­
-.".. ming can have their certificates to

practice business in Florida can­
celed and are subject to fines ofup
to $25,000 per day per infraction.

If at any point your slamming
complaint is not resolved to your
satisfaction, call the PSC at 1·80Q..
342·3552, You can also file an on·
linecomplaintatwww.fJoridapsc.com.

WHATTHEPSC
U DOING ABOUT

SLMtMItIG

My correct company is:

Notes: _

Their phone number is: _
Notes: _

Call your original company. Tell
them you were switched to another
company without your permission
and ask them to reconnect you at no
charge.

In 1998, the PSC adopted some of
the toughest rules in the nation to fight
slamming. Among those new rules are
the following:

~ The customer must be given no­
7f tice on the first or second page of

his or her next bill, in conspicuous
bold-face type, when the provider
of loeal, local toll, or long distance
service has changed.

Contact the company that slammed
you. Insist on paying only the
charges your original carrier would
have imposed. Call the PSC at
1·800·342·3552 if the carrier will not
adjust your charges.

Notes:

Their phone number is: _
Notes: _

Have your local telephone company
place a PC Freeze on your account.
This will prevent changes from
being made to your phone service
without your permission.

• WHAT TO DO IF YOU ARE SLAMMED·

My focal phone company is: _
Their phone number is: _
Notes: _

The company that slammed me is:

Call your local telephone company.
Let them know you did not request
service from your "new" phone
company and would like to be
switched back to your original
phone service provider. Have them
remove any switching fees from
your bill.

If a deal sounds too good to
be true, it probably is.

Call your local telephone
company and request a
Preferred Carrier or upC"
Freeze. This prohibits future
changes to your account without
your authorization.

Always carefully read the
fine print on everything.
This includes any checks, offers for
calling cards, sweepstakes or draw­
ings.

If you receive a call from a
telemarketer asking you to
change your long distance
service, and you are happy
with your current service,
just say that you are not
interested and hang up.
Don't verify your name, your
spouse's name, or your address,
and never give out your Social
Sect.lrity number to tetemarketers.

Thoroughlycheckyourtele­
phone bill monthly. Make
sure your phone company is listed
correctly.

r.M
~

~

~

HOWTOAVOID
BE1N6 SLAMMED

~

~

~
' Sign up for "No Sales

, Solicitation Calls" with the
Florida Department of Agri.
culture and Consumer Ser­
vices. This way, no one can call
you trying to sell you their products
and/or services. Call 1-8DO-HELP­
FLA (1-801)..435-7352) to find out
more. For Spanish translations call
1-8(l{}..352·9832.
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Ifyou have questions,

you may call the

Florida Public Service Commission at

1-800-342-3552,
fax your questions to

1-800-511-0809,

or contact the PSC via the

following E-mail address:

contact@psc.statefl.us.
See our Internet home page at

www.floridapsc.com.

Or write to the

Florida Public Service Commission

Division ofRegulatory Compliance and

Consumer Assistance

2540 Shumard Oak Boulevard

Tallahassee, Florida32399-0850

APRIL 2006 9 04

TITION
Ci

'N

~
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What should I do to
prepare if I learn my

area code is changing?

lIow do changes in
area codes happen?

Before telephone numbers in a given area

code are depleted, telecommunications
service providers attempt to reach an

agreement on how to address the
problem. If an agreement cannot be
reached or if there are objections to the

agreement by the affected parties, a
petition may be filed asking the Public

Service Commisson (PSC) to decide on
a relief plan that would best serve the

public interest. After the PSC approves
the plan, and an order is issued by the
Commission, the North American

Numbering PlanAdministration (NANPA)
assigns an area code. Thirteen area codes
have been assigned to the state ofFlorida
byNANPAsince 1995 to meet the state's
growing demands.

The PSC has received numerous requests
to approve area code reliefplans. In each

case, the PSC held service hearings to let
affected consumers express their views

and concerns, and used the following
standards to make its decision: impact on
consumers, impact on businesses, and

compliance to NANPAguidelines.

lIow willi know
if my area code

has been changed?
The PSC understands the impact that area
code changes may have on consumers
and their communities. To address these

concerns, the PSC has implemented an
area code education initiative. This

initiative has produced a series ofpublic
service announcements, news releases and

other media strategies to inform
consumers on how to prepare for area

code changes. We are also working with
the telecommunications industry to come
up with conservation measures to slow

down the process of implementing new
area codes.

What future changes
can be expected?

The PSC believes that there may be a
continued need for more area codes in
the future because the demand for

telephone numbers continues to grow. If

you have questions regarding area codes,
please call the PSC's Division of
Regulatory Compliance and Consumer

Assistance at 1-800-342-3552. You may
also contact us via Internet E-mail at
contact@psc.state.fl.us., or visit the
Commission's home page at http://
www.floridapsc.com.

~

t§)

t§)

~

Be aware of permissive

(during which either the old

area code or the new area

code can be dialed) and

mandatory (during which

the new area code must be

dialed) dialing dates.

Reprogram modems, fax

machines, automatic dial­

ers, burglar alarms, security

systems. cellphones, speed

call lists and any other sys­

tems and equipment that use

area codes.

Plan ahead when ordering

stationery, checks and other

supplies that list your area

code so that you will not

have leftover supplies with

your old area code.

Don't forget to tell your

friends, relatives and cus­

tomers about the change in

your area code.
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•••If you hove questions, you may call the
Florida Public Service Commission's
Division of Regulotory Complionce ond

Consumer Assistance at
1-800-342-3552,

fax your questions to 1-800-511-0809,
or contact the FPSC via the following E-mail address:

contact@pscstate.fl.us.
See our Internet home page at

WMN.f1oridapsc.com.

Or write to the
Florido Public Service Commission

Division of Regulotory Complionceand
Consumer Assistance

2540 Shumord Oak Boulevard
Tollahassee, FL 32399-0850

June 2004
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Which companies can I choose from?
There are nearly 700 long distance companies currently registered to
provide service in the state of Florida. To find out which companies provide
service in your area, check in the yellow pages listings under Telephone
Companies, or call your local telephone company for a complete list.

When shopping around for a long distance company, consumers may
consider comparing charges on a recent long distance bill with the rates
of the company being considered. When making the comparison, it is
important to notice the day of the week and time that calls were made.
Some companies may provide this comparison for you.

• What is the rate for state-to-state calls?

• What is the rate for calls made within Florida?

• Are there any time-of-day restrictions on those rates?

• Is this a promotional rate?

• Is there a monthly fee?

• Is there a monthly minimum-use requirement?

• Do you bill in full minute or in partial minute increments?

• What is the minimum Iwill be billed for a direct-dialed call?

• How will I be notified of rate changes?

• Willi be billed on my local telephone company bill or willi receive a bill
directly from my long distance company?

• Is there a charge to have the toll charges included on my local tele­
phone bill?

• Will your company cover the cost ofthe local telephone company switch­
ing me to your company?

• Do I have to call the local telephone company to make the change or
do you do that?

• How long will it be before my service is switched to the new company?

Should I use a
prepaid calling card?

Prepaid calling cards can be a great way to
save money on toll calls, especially when
you are away from home. It's a good idea
to keep one with you in case you need to
make a toll call, and you don't want to make
a collect call.

If you make few toll calls from home and
don't mind the inconvenience of having to
dial the extra numbers required when using
a prepaid calling card, it may be to your
advantage not to have a presubscribed long
distance carrier. A presubscribed carrier is
the company you have designated to carry
toll calls of one or both types in which you
dial "1" plus the 1O-digit number.

If you decide that you do not need a
presubscribed long distance company for
either type of toll call, inform your local
telephone company that you want no
presubscribed carrier.

What about those
10-10 numbers?

They are what is known as access codes.
Every long distance company has one. If
you dial an access code before dialing the
area code and telephone number, you are
directing the telephone switch to route your
call through that particular company. These
access codes are sometimes referred to as
"dial~around'l numbers since, by using one,
you are dialing around your presubscribed
long distance company.

Before using a dial~oround number, be sure
you know what the rate for the call will be
and whether there are any additional
charges involved. Some dial-around plans
include a monthly charge if you use the dial­
around number even once in a month. Some
plans bill for a certa'in number of minutes
even if you don't talk that long.
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Are the Link.tJp and lifeline programs Just for
senior adults? No. Adults of all ages may
qualify.

lUI; LINK-UP fLORIDA AND
LI~l;lINI; ASSISTANCI; PROGRAMS
are state programs approved by the
Florida Public Service Commission.
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In addition, if you live on a federally recognized tribal
land and are eligible for benefits through the Bureau
of Indian Affairs for Tribal Temporary Assistance for
Needy Families, Head Sfarl SUbsidy or the NSL, you
qualify for expanded Lifelin& assistance.

• Temporary Cash Assistance (TCA)
• FDod Stamps
• Medicaid
• Low~lncome Home EnergyAssistance Program

(L1HEAP)
• Supplemental Security Income (881)
• Federal Public Housing Assistance (Section 8)
• National School Lunch (NSL) Program's free

lunch program

$1,149

Total
Household

MONTHLY
Income'

$13,784

Total
Household
ANNUAL
Income~

INCOMf GUIDfLlnfS:

* 135% of U.S. Poverty Guidelines
** Foreach additional person, add $4,698

14m:

3 $23,180 $1,932

Number
of People

'0
Household

m. I> YOU
MmTlll;,..~

O~

STATf (;D ffDfRAL

UUP
.ROM,

I~ YOU Rt<tlVt

STAn (;D ftDfRALm. I. YOU
HCflH

lIj:tLlNt ASSISTANCt
gives a $13.50 credit per

month on local phone bills.
Over a year's time,
that is a savings of

$162.00.

help make telephone
service affordable to low-income

customers in our state.

Tut LINK-UP fLORIDA AND
LI~L1Nt ASSISTANCt

PROGRAMS

LINK-UP fLORIDA
gives a 50% rebate in the telephone

hook-up charge (up to $30.00).

Call 1-800-540-7039 (Office of Public Counsel in Tallahassee) and ask for help signing up for Link-Up Florida or
the Lifeline Program.

O~ Download an application at www.f1ondaopc.govlljfeljne.cfm and mail it to the Office of Public Counsel using the
address at the bottom ofthe application.

InCOMt GUIDfLlnfS:I~ YOU Mm TJ.I~

First, if you do not have phone service in your home, you will need to contact a local phone company in your
area to establish service and apply for the Link-Up Florida and Lifeline Assistance programs.

Already have phone service? Applying is easy. You can call your local phone company and ask for help
signing up forthe Lifeline Assistance Program.

O~ Visit the PSC's Lifeline Web page at www.f1oridapsc.com/utiljtjes/telecomm/lifelineto apply online or obtain a
printed application.

Want to apply online? Simply complete the online application using the Lifeline Automated Online
Application process and click Submit to send your application directly to your telephone company.

Want to apply by mall or fax? Simply print the Link-Up Florida and Lifeline Certification Form. Then,
complete the application form and mail or fax it to the address or fax number shown on the application for
your telephone company.

If you are a new applicant or re-certifying your eligibility at the Florida Department of Children and Families
(DCF) for: • Temporary Cash Assistance (TCA) • Food Stamps • Medicaid

TNfn You can choose to be automatically enrolled for Link-Up Florida or the Lifeline
program when you apply at the Department of Children and Families.

m

The Florida Public Service
Commission wants all eligible

low-income residents to

receive these discounts.

You NttD TO
SIGN UP TO IItNtm.

If you have further questions please
call the PSC at 1-800-342-3552.
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OPTIONAL SERVICES

~.,
NAVIGATING
~ 1f'o~

PHONE BILL

FCC LOCAL NUMBER PORTABILITY LINE CHARGE
Sometimes listed as Number Portability Surcharge or Service Provider Number Ponabifity Fee. Local phone

companies assess this fee to recover the costs associated with upgrading their systems to allow consumers to

retain their eXisting telephone numbers when switching to another local telephone company within the same

exchange. The Federal Communications Commission (FCC) allows the companies to charge this fee to cover
these costs, but does not require them to do so.

RESIDENTIAL LINE CHARGE
Sometimes listed as Local Phone Service or Residential Line. This is the basic monthly charge for local phone
service. It may be a f1atM rate fee or may be a flat rate plus usage charge.

EMERGENCY 91 I CHARGE
May also be listed as Emergency 911 Surcharge or Emergency Telephone Service. This fee is collected on

behalf of and paid to the city or county where a customer lives. The funds are used to pay for 911 emergencY

services regardless of whether a household has ever made a 911 call.

FCC CHARGE FOR NETWORK ACCESS
Also known as a Subscriber Line Charge or Interstate Access Surcharge. This is a fee that the Federal

Communications Commission allows local phone companies to charge its customers to compensate the local

phone companies for part of the cost of providing a phone line. The FCC does not require companies to charge

this fee to the consumer and the money does not go to the FCC.

lELECOMMUNICATIONS ACCESS SYSTEM ACT SURCHARGE
Also known as the Telecommunications Relay Surcharge or Telecommunications Relay Service. This fee is

used to provide telecommunications devices and relay services for Florida residents with hearing or speech

impairments. The entire fee, which is used to pay for the devices and services, is remitted to the nonprofit

corporation established by Florida law.

UNIVERSAL SERVICE FuND CHARGE
Sometimes listed as Federal Universal Service Fund (USFj or FED USF. The purpose of this charge is to ensure

affordable access to telecommunications services for telephone customers with low incomes or who live in areas

where the cost of providing telephone service is high. It also provides discounts on telecommunications and

Internet access for schools and libraries, and advanced services for rural health care providers. Congress has

mandated that all telephone companies providing interstate service must contribute to the USF. Although not

required to do so by the FCC, many telephone companies choose to pass this charge on directly to the consumer.

~
These are "add-on~ services chosen by the phone customer for

as call waiting, caller ID, call blocking, voice mail, etc.
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LONG DISTANCE CHARGES
Lists the total charges for all long distance calls. Itemized information on each call is usually provided on a

separate page. The long distance bill includes the dale of each call, the originating phone number, the long

distance number called, the city where the long distance number is located, the starting time of the call, the

number of minutes each call lasted, and the total charge for each call. Consumers may choose to be billed

directly rather than have the long distance charges appear on the local telephone bilL

UNIVERSAL SERVICE FUND CHARGE
Sometimes listed as Federal Universal Service Fund (USF) or FED USF. The purpose of this charge is to ensure

affordable access to telecommunications services for telephone customers with low incomes or who live in areas

where the cost of providing telephone service is high. It also provides discounts on telecommunications and

Internet access for schools and libraries, and advanced services for rural health care providers. Congress has

mandated that all telephone companies providing interstate service must contribute to the USF. Although not

required to do so by the FCC, many telephone companies choose to pass this charge on direCUy to the consumer.

MINIMUM USAGE CHARGE
Some long distance companies charge their customers a minimum monthly fee for long distance service, regard~

less of whether they make any long distance calls.

CALLING PLAN CHARGES
Most long distance companies offer calling plans ranging in price from a few dollars to $25 a month to give

consumers more options on long distance rates. Companies offering calling cards and dial~around plans (such

as those U1 O~10" plans you see advertised on TV) also may charge a monthly fee to use their services.

FEDERAL EXCISE TAX
This is a three-percent tax mandated by the federal government (not the Federal Communications Commission)

and imposed on local telephone service.

COMMUNICATIONS SERVICE TAX
This is a unified tax that replaced several local and state taxes that appeared previously on the telephone bill.
The Communications Services Tax appears on the bill as:

A. Loca' Communications Setvices Tax ~ This tax replaces what used to be billed as city'

local taxes, and franchise fees.

B. State Communications Setvices Tax - This tax replaces what used to be billed

as the Florida Gross Receipts Tax. state sales tax, and the local option tax.

Note: Some s/alaand federal statutes. rules and regulations require thatcettain taxes and fees be incfuded in the base rorolhertaxes and fees
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COMPETITION
CALLING
FLORIDA. PUGI.K URVl(E (OMMlmON

You may call the Florida Public Service Commission at

1-1100·342-3552,

or fax yOUf questions to 1-800-511-0809.

You may also contact the PSG via the following

E-mail address:contact@psc.state.fl.us

See OUf Internet home page at \y'w\ll(:~.9ri.g,PP0:r;: QQD:.

Or write to us:

Florida Public Service Commission

Division of Regulatory Compliance and Consumer Assistance

2540 Shumard Oak Boulevard

Tallahassee, Florida 32399-0850

APRI, 2007
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COMPETITION
CALLING......_ _.FLORIDA PUBU< IE....,.... __....a ..."

Prepaid
Phone
Cards

MAY 2003

Ifyou have questions, you may call the

Florida Public SelVice Commission at

1·800-342-3552,
fax your questions to

1-800-511-0809,

or contact the PSC via the

following E-mail address:

contact@psc,state.ff.us.

See our Internethome page at

www.fIoridapsc.com.

Orwrite lathe

Florida Public Service Commission
Division of Regulatory Compliance and

ConsumerAssistance

2540 Shumard Oak Boulevard

Tallahassee, Florida 32399-0850

. \~\~\
. ,,-~~t-.\""'\

""~",,,t ~\\~'"\ \)\' . ~,~\\.\.~\"
,,\>;\\" """",,'i>\\\
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,1re prepaid phone cards tile
sam!! iL~ credit calliug cards?
Prepaid phone cards and credit calling

cards are not the same. Prepaid

phone cards represent telephone

calling minutes that are paid forbefare

actually placing the calls. You will not

be billed later for the calls made with

your prepaid phone card. With a

traditional credit calling card, you

receive a bill and pay after making the

call.

What should you know before
purchasingaprepaid pllone card?
• How much does each minute of

the conversation time cost?

• Does it cost more to make an

international call?

• Will minutes be used for ring-time,
orconversation time? (You should
only be charged for conversation

time.)

• Will there be any additional fees

for each call?

• Is the card "rechargeable?" (Can
more minutes be purchased once
the initial amount is depleted?) If

so, will the per-minute rate be the
same as it was originally? Will

there be any additional fees for

each call once the card is

"recharged"? (Some cards can

be recharged through a credit

card, making the card even more

convenient.)

• Is there an expiration date on the
card? Be sure to use the minutes

before the expiration date. Some
phone cards expire, even ifthere

are unused minutes left on them.

• Is the Personal Identification
Number (PIN), which is printed on

the card, out of sight and hiddeQ

from view? Be sure that no one

has access to the PIN. This will

ensure that minutes have not

been used prior to purchasing the

card.

• Is there a toll-free customer

service number?

• What is the issuing company's

refund policy?

• Consider purchasing a card that

provides a small amount of

minutes. This will allow you to

sample the service and limit loss

should the card fail to operate

properly.

Wlt.v would someone want to ns!~

aprepaid phoDl~ rard'!

• Potential Savings
Regardless ofyour distance from

the person you are calling, the

prepaid phone card's price­

per-minute is usually the same.

• t;onn!nience
Prepaid phone cards provide a

convenient way to make long

distance calls from a payphone

without using coins, or from any

phone without being billed for the

call.

• S!'cRI'ity
If your prepaid phone card is lost

or stolen, the amount of loss is

limited to the value of the card.

With lostcredit calling cards, you

may be subject to additional

charges for calls made by others

prior to your cancelling the card.

1I0w do you use aprl!paid phone
card'!

1Dial the toll-free access number

printed on the card.

2 Enter your personal identification

number(PIN).

3 Dial the number of the person you

want to call.

Many prepaid phone cards give you

phone prompts at each step, telling

you how many minutes you have

remaining on your card. Most prompts

alert you when you are about to run out

of call time.

What if m.v card doesn't work1
• You may have used all the

minutes on the card.

• Check for an expiration date on

the card. The card may have

expired.

• Call the toll-free customer service

number printed on the card and

request assistance.

• Write to the company that issued

the card. The mailing address

should be printed on the card.

• Call the Florida Public Service

Commission a1 1·800-342·3552.
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14-ttOUR ON-lINf COMPLAINT fORMS

WWWJlORIDAPI(COMPay
Telephones
The Florida PubliC service Coml
qualify of PO'( phone serviCe in
motely 470 pay phone provider:
51,000 pay phones. By law, F3i"ido'S pay phones are
required to worle: property and to meet certain quality
standards.

Consumernps:
• Before making a phone coli. read the infOfm01lon on the

paypl100S to know howmuch a lOCal col will cost
• Lislen for the operator to identify which company Is

providing local Qr.d long distance service,
• Ask the operator hOW much t1's gOing to cost fOf special

services, such as collect or person-to-pel'SOf1 coils.
before phoning

A Pay Phone Should Provide:
1) a clear phone line. free of ncose and static
21 'II'l'!ttGn dicing InstltJclions thaI are clear and accurate
31 a claon and W9l-mo!rlta~ environment
41 a telephone dilectory and a bracket to hold tile directory

(If local directory assistance Is no! troo)
5) occasslblllly for a p9l'$on wItI1 dsablll1es
6) suffiCient fight 10 read Insnuctlons after dem:
7) a written statement of ony phone services lt1o1 ore not

<><>loble
8) a legible d~playof the numbe\ ond address 01 the pay

phooe
9) a Iegble d~playof the name. address. and phone number

of the company that provldes the pay phone serviCe
\01 a funcflonal automatic COin rellJm
111 a wrtifen phone runber and a free call for refunds and

repair service
121 the ability to receIVe incoming calls (unless a WI!lten

message is clearly displayed that Il1Comlng cets have
been blockedl

13) on oudible ring on incoming colis
1A) access to 911 emeryel1CY service at 00 cos!
15) access to olIlong distonce cQl'T1POl'lies ovoilobla in 1ha area
16) tree direct service to a local operator
17) access to local ood to~ directory assiStance
1B) tree access 10 loll frea numbers

..
".... ,
~

~..,
"1

1'')
I

If you have questions, you may call the

Florida Public Service Commission's

Division of Regulatory Compliance and

Consumer Assistance at

1-800~342~3552,

fax your questions to

1-800-511 M 0809,

or contact the FPSC via the

following EHnail address:

contact.@psc.state.fI.us.

Or write to the

Florida Public Service Commission

Division of RegUlatory Compliance and

Consumer Assistance

2450 Shumard Oak Boulevard

Tallahassee, Florida 32399·0850

See our Internet home page at

wwwfloddapsc com.

2/2005

t

Florida Public Servilll Commission's

•elephone
Service

wml Telepbone Servil'e

felluhu' Serviue

Pay Telephone,1
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Local
Telephone

Service
Both FIOfida and federal law allow competition for local
telephone services. Your local telephone company wiH not
change unless you choose to select a different company.
Vv'hen and If a competttive local telephOne company
begins to offer serviCe in your area, you will likely learn Of it
through tradtllorlal mar~tlng and advertising, You moyolsQ
locate a competitIVe local telephone company in the trent
portion of !tie telephone d~ectory.

What are some or the servlces local telephone compan_
Ies are required to provide?
Incumbent 01' trodltional local telephone companies ore
requiled 10 provide bask; local telephone service to bOth
res!dential and business customers; unlimited local cals
within a local calling area; and access to emergency
services. long distance companies, directory ass~ance.

operator services. telecommunications relay servlces ond
on alphabetical difectory listing. Competitive local tel&­
phone companies mayoffer different services.

Do rates and service tn local telephone service areas vary
be1ween local phone companles1
Yes. In odditton, your local coOIng area may vary between
companies. This means that calls mat were previously port
of your local Olea and inclUded as port of your monthly flat
rate charge may be long distance, or calls thotwere at one
time long distance may be considered focal when using a
differenllocol provider, Be sure that you ask. any telephone
company that you choose not only about Its rates, but also
its colling area.

Howcan I save money on mylocal service?
One option would be to ask your local telephone company
if it offers basic local telephone service as a measured rate
service. rat)")erthon at a flat role. \filth measured rate service.
you are limited to a certain number of loed colis or minutes

per month, and you incur additional charges for calls or
minutes above your limit Measured rate service is a great
way 10 save mOrley if you don1 make many local calls.
local telephone companies are not required to offer a
measured rate service option, so be sure to ask any local
telephone company that you choose about ttlis optional
billing plan foriocel calling.

The PSC will continue to ensure the i1ghts at all Florida
consumers to obtain basic bcol telephone service, ensure
service quality. and assist consumers who have complaints
about rates cmd services.

Below are some general questions YOu may wanlto ask
before you choose onother local lelephone-company:

lMlat ore your rates for local service?

Do you offer a measured rate service?

Are there any connection charges?

lNhat calling feorures
(e.g. caller ID or call woittngl
are included in the basic rate
and what features are available
as an extra option?

Can you tell me more about your
company and its services?

Cellular
Service

The Florida Public Service Commission (PSC) does not
regulate celular telephone companies. The PSC cannot
resolve consumers' complaints regarding cellular
telephone service. However, WIth the eV8l-lncleoslng
popularity of ceHulor telephones. if is important to menHon a
few things. Many customers choose cellular telephone
companies as an attematlve to a tradmonal telephone
company, like most telephone companies, cellular
telephone companles offer a variety of service plans.
CeUular service charges are gel1€folly based on minutes of
use, or 'olr time." and a fixed monthly fee. Roaming or long
distonce charges may also apply when you are away from
yourhomearoo.

Also, it is Important that you know wtlat is a local call and
what Is a long diStance cat. Many times, the locol service
area of the cellular company Is ""<01 the same os the local
telephone company's.

Cellular provjders offer a voilefy of packages to meet the
various needs of bUSiness ond residential customers. You
should discuss the various service pions wifh your cellular
telePhone cOfTlJOny. Here are some general questions you
may wontto ask the cellular providers:

l) What services or packages do yoo offer?
2} What Ole the per-minute and monthly charges far

these servlces?
3} Ale there any other charges I need to know about?
4) What areas can I call before incurring additional

charges or roaming lees?
5} 'MIl be able to Pick up a signal in the area where I will

use my phone the most?

Remember, the PSC does not regulate cellular telephone
companies. The Federal Comrr\unlcotions Commission
(FCC) does not regulate contractual anangements w1th
cellular providers, but does handle complaints about
wireless service. The FCC can be reached at 1-800-CAll­
FCC (1-800-225-5322).



333

A
ppendix S

The Florida Public Supice

Commission wants 10 ensure

that this transilion is as

smooth as possible and seeks

10 in/brm customers about
their rights (lnd choices,

Florida law now allows

competilion fin' local

telephone services,

FLORIDA PUBLIC SERVICE COMMISSION

COMPETITION
··CALLING

Y,I4) ~fs~tf AIt~
~ef"ltff'Uftfef Af A
Telee'",,,,l4ltfeAt'
'l4ft,,,,e)
fit Fl')f~A

Our toll-free number is

1-800-342-3552,
or fax us at 1-800-511-0809,

or contact the PSC via the following

E-mail address:

contact@psc.statejl.us.

See our Internet home page at

www.f1oridapsc.com.

Or write to the

Florida Public Service Commission

Division of Regulatory Compliance and

Consumer Assistance

2540 Shumard Oak Boulevard

Tallahassee, Florida 32399-0850

eALLINI PIC
~'~,e Y~14 ~et

lUNG UP

use your phone for lawful purposes only.

attempt to resolve disputes about billing or
service with your local telephone company
before contacting the Florida Public Service
Commission.

call the Florida Public Service Commission
at 1-800-342-3552 for answers to questions
or to have the Commission investigate a
complaint on your behalf.

access any available long distance service
provider.

access relay services for the hearing~

impaired.

expeel aprompt and thorough response from
your local telephone company when you
have questions or complaints.

examine the company's published rates,
services and service standards at any of its
business offices.

tt ,~ y~~) eU'~"~f,wty t~:

~ I check your phone bill for accuracy by
.... reviewing services. calls and charges.

i
~ II be careful about who uses your phone toa avoid unexpected charges,

".,."
".,.'

I

".,."
".,."
".,."

y~~ "~vt ~ efs~t t~:
~ be served by any local telephone company
A;I providing service in your neighborhood.

116"
-.il' I access operator services.

••••• I access emergency services such as 911.

".,."

8<1"
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I keep hearing about alternative local
telephone companies in my area. How
can Icontinue to receive local service from
the telephone company Ihave now?
Nothing will change unless you choose to
select an alternative local telephone company.

When can I choose an alternative local
telephone company?
As soon as an alternative local telephone
company begins offeringservice inyour area.
Florida law has allowed local phone
competition since January 1, 1996.

Will Ireceive aballot asking me to choose
alocal telephone company?
No. When andifan alternative local telephone
company begins to offer services in your area,
you will likely learn ofit through traditional
marketing and advertising method!.

How has the telecommunications
legislation of 1996 affected my phone
rates?
By and large, your telephone rates will
depend upon what company you select to
provide your local telephone service. Local
telephone companies in operation befiJre 1996
were not allowed to increase their rates for

basic telephone service until January 1, 1999,
except in extreme circumstances. Alternative
local exchange companies are expected to
price their service competitively, but are not
presently bound by any price caps.

How can I learu more about how
telecommunications legislation affects my
telephone senice?
This brochure is just one of the ways the
Florida Public Service Commission works to
keep you informed about changes in the
telecommunications industry and how they
affect you. Both the Commission and
telecommunications companies will provide

additional consumer information as needed
through bill inserts, local media, public
service announcements and customer
hearings.

Will my telephone number change ifl
select an alternative local telephone
company?
No, you may keep your existing telephone
number.

What are some of the services local
telephone companies are required to
pro\ide?

They mustprovide adial tone for voice-grade.
flat-rate residential and single-line business
services; unlimited local calls within a local
exchange area; access 10 emergency services.
long distance companies, directory ass istance.
operator services and relay services; and an

alphabetical directmy listing.

Where can I verify the rates, service
offerings, aud service standards ofthe local
telephone company that Ihave selected?
You can view your selected telephone
company's publishedrates, services offerings
andservice standards at any ofthe company's
business offices. In addition, alternative local

telephone companies are required to provide
quality-qf-service information to the customer
no later than the first bill.

Can I still contact the Florida Public
Service Commission if Ihave a problem
with my local telephone service?
Yes, the Public Service Commission will
continue to ensure the rights of' all Florida
consumers to obtain basic local telephone
service, ensure service quality, and assist
consumers who have complaints about rates
and service. y,)lt may call the Public Service

Commission toll:free at 1-800-342-3552.



335

Appendix S



336

A
ppendix S

WHICH UTILITIES ARE
REGULATED BY THE

COMMISSION?

The PSC regulates rates and services of investor­

owned electric, telephone, and natural gas utilities.

Privately owned water and wastewater utilities also

are regulated in the counties where the Board of

County Commissioners has officially transferred

jurisdiction to the Public Service Commission.

The Commission does not have authority to regulate

the rates established by municipal electric utilities

or electric cooperatives. However, it does have

limited jurisdiction to review the relationships

between the rates which a municipal or cooperative

electric utility charges its different classes of

customers to determine that the rate structure of the

utility is not discriminatory.

When there are disputes between utilities about

serving a particular area, the Commission has the

authority to consider the effect on the customers of

each utility and to detennine which utility should serve

in that area. The Commission also establishes

service standards which regulated utilities must meet.

UTILITY ACTION

If you have a problem with the rates or services

provided by your utility company, contact the

company and explain your problem. Make sure to

provide all the facts necessary to support your

The .utilitvcomoan

If you do not hear from the utility within a reasonable

time. or if you are not satisfied with the utility's action,

you may contact the Florida Public Service

Commission.

THE PSC'S
DIVISION OF REGULATORY

COMPLIANCE AND CONSUMER
ASSISTANCE CAN HELP

Consumer complaint analysts handle more than

70,000 calls a year and have saved Florida

consumers involved in utility-related problems

several million dollars.

Here are some examples of types of problems PSC

consumer complaint analysts can help you with:

• improper termination of your utility service

• charges on your utility bill that you believe are

incorrect or unauthorized

• problems with reading your meter

• customer deposits for utility services

• poor quality of service

• high bill complaints

• problems with delayed connection of service

• problems with back billing

FILING YOUR COMPLAINT

WITH THE COMMISSION

You may submit a complaint by visiting the PSC's

Internet home page at www.floridapsc.com and

completing an on-line complaint fonn. You may also

file a complaint by telephone at 1-800-342-3552, or

Service Commission, Division of Regulatory

Compliance and Consumer Assistance, 2540

Shumard Oak Boulevard, Tallahassee, FL 32399­

0850. You do not need an attorney to file your

complaint. Individuals having specific legal questions

may relerto Chapters 350,364,366, and 367, Florida

Statutes.

You can save time for yourself and the PSC staff by

providing complete infonnation about your complaint.

Before your complaint can be investigated, the staff

needs the following information:

• Your name, street address/or box number, city,

county, and zip code

• The name of the utility and your account number

• The names of company personnel you have

talked with

• The complete facts of your complaint

• The action the utility took on your complaint

• A brief explanation of the solution desired

ACTION ON YOUR COMPLAINT

The PSC staff will review your complaint and discuss

the problem with you. Though the PSC cannot

resolve every complaint to the customer's

satisfaction, it does act promptly on complaints and

makes every effort to see that they are handled fairly.

Most complaints are resolved in an informal manner

through discussions involving the customer, the utility,

and the PSC staff. However, if these efforts are not
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Calling instructions on the back. For additional assistance, call Relay
Customer Service at 1·800-676-3777.

Name: _

Phone: _

F I " , ' d :l

~

~~.
To communicate over the telephone I use a system
called Speech-to-Speech, which is provided by
Florida Relay. You may call me tbrough Florida
ReI,,,,1.817-955.5334

Florida Relay is available 24 hours,
365 days a year, There is no charge
and all calls are confidential.

When you call me through Florida
Relay, a specially-trained OPR
(Operator) will voice what I say every
three to four words. You just talk
normally to me,

o D;,11·817-955·5334.

e You will hear, "Florida Relay
Operator (number). May I have the
number you are calling, please?"

eGive the OPR my area code and
telephone number.

o The OPR will process the call.
o Please talk directly to me. Avoid

saying to the OPR "tell him/her."
The relay is only the communica­
tions link; the call is between you
and me,

b,m

Namc: _

Phone:...' _

Calling instructions on the back. For additional assistance,
call Relay Customer Service at I-HOO-676-:-l777.

@) Gh'e the OPR my area code
and telephone number,

6 The OPR will process the
call.

to Please talk directly to me
and say "GA" (Go Ahead) at
the end of your response, To
end the call, say "GA SKSK"
(Go Ahead/Good Bye/Stop
Keying), and wait for me to
do the same.

o Avoid saying to the OPR "tell
himiber." The OPR is only
the communication link; the
call is between you and me.

The Florida Relay is available
'24 hours, 365 days a year.
There is no charge and all
calls are confidential.

When you call me through
Florida Relay, the OPR
(Operator) types your spoken
words to me and voices back
my typed message to you.

o Dia171l.
@ You will hear, "Florida Relay

Operator (number). May I
have the number you are
calling, please?"

I use a TTY (Text Telephone) to communi­
cate orer the telephone, If you do not have a
Tn·, you can call me through Florida Relay
at 711.

drswver wmrnUnrCJltofl Ir~~dorn

R~.C6l.'-'.'._.'
7't~

f use a YCO (Voice Carry-Over) philne to
communicate over the telephone. You can call
me through Florida Relay at 71 L

Qi'm_ commt1OiG"io~~eedom

N,m" _

Pho"', _

Calling instructions on the back. For additional assistance, call Relay
Customer Service at 1·800.676-3777.

1.'0(,

Florida Relay is available 24 hours,
365 days a year. There is no charge
and all calls are confidential.

When you call me through florida
Relay, tbe OPR (Operator) types your
spoken words to me and you will hear
my voice.

ODi,171!.
e You will hear, "Florida Relay

Operator (number). May I have the
number you are calling, please?"

e Give the OPR my area code and

telepbone number. Tell OPR that I
am a yeO user.

o The OPR will process the call.
o Please talk directly to me and say

"GA" (Go Ahead) at the end of your
response. To end tbe call, say "GA
SKSK" (Go AJ,,,djGood Bye/Slop
Keying), and wait for me to say bye
before hanging up.

o Avoid saying to the OPR "tell
bim/her." The relay is only the
communications link; tbe call is
between you and me.
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THE CAPTIONED TELEPHONE

The Amplified Telephone that Includes Written,
Word-far-Word (options of Everything the (oller Says

I

~f1 calling

11

vu.J!'J,.Jl ;. 1. X

Who Benefits from CapTe/?

OJ Anyone with some degree of hearing
loss, who finds it difficult to
understand telephone conversations

.. People using hearing aids or
assistive listening devices

.. People who are deaf or hard of
hearing and voice for themselves

"{ love being able to hear the persons voice because I COil

ullderstalld alot of what they say... But the wptiollS are
,! f. ·r, I. I , f _ , Ijmere lor me 10 see If I f.iUllliJI UiwerS!alJa.

Idealforpeople with some degree a/hearing
loss, the Captioned Telephone (Cap Tel"')
works like any other telephone with one
important addition: it displays eve1]' word
the caller says throughout the conversation.
CapTel users can listen to the caller, and
can also read the written captions for
added clarity.

OK I'lr. Pat-ks I haue
~ou down for an 11
o~clock apPointment with

/

' [)t-, Smi th t"e do dsk

. that '::lOU an-i'.}€; about 15

Mt.Jifr;Jtcc

Written captions of everything the caller soys
appear in the CapTel phone display screen.

Benefits of CapTel

.. Calls are made in a natural manner ­
simply dial the telephone number
directly for the person you are calling

.. Users enjoy natural telephone
conversations, and can check the
captions for added clarity

.. Everyone can use the CapTel phone ­
simply turn off the captions feature
to use it as a traditional telephone

.. Captions appear nearly simultaneously
with the spoken words

.. CapTel includes an amplified handset
and tone control for clarity
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D ... for you to
read on the
(apTel display.

OTHER PARTY

o Everything they
say also goes
through a
Captioning
Service ...

•

CAPTIONING SERVICE

o ..,which transcribes
their words into
captions ...

D You talk to the other party ...

D ...who talks back for you to hear•..

How Does Cap Tel Work?

(APTEL USER

•
Cap Tel users place a Gill in the same way as dialing a traditional phone. As they dial, the CapTel automatically connects to a
captioning service. When the other party answers, the Cap Tel user hears everything that they say, just like a traditional call.

At the same time, a specially trained operator at the captioning service transcrihes every1hing the other party says into written
text, using the very latest in computerized voice-recognition technology. The text appears on a hright, easy-to-read display
window built into tbe Cap Tel phone. The captions appear almost simultaneously with the spoken word, allowing Ca/J7e!
users to understand every1hing that is said - either by hearing it or by reading it.

What Equipment/Services
are Needed?

1. A Captioned Telephone (CapTel)
Aspecialized telephone that interacts with
the captioning service to display captions.
The telephone does not translate spoken
words into written captions all by itself. It
can also be used as a traditional amplified
telephone.

2. Captioning Service
Captions are provided by the captioning
service throughout the conversation at no
cost to the Cap Tel user.

The (op Tel phone is currently available in
states that offer (ap Tel service as part of
their relay service or in states conducting
consumer trials.

Specifications

• Powerful amplification with volume
boost(up to 35dB) for maximum
volume

• Adjustable tone & volume control
for optimum sound clarity

• Ability to review captions during
or after a call (500 lines of memory
can be reviewed after hanging up)

• 5-line, contrast-controlled liqUid
crystal display (LCD) screen

• Speed dialing (3 programmable
numbers)

• Last number redial
• Adjustable ringer pitch on/off

Specificotions subject to change. One-year limited warranty.

• Sound monitoring (graphic meter
and signal indicator shows you the
loudness of your voice and sounds
during a captioned call)

• 3.5 mm audio jack (optional) for
use with neckloop, cochlear implant
patch cord, and other assistive
listening devices

• Spanish to Spanish captioning available
• Amplify always "'ON" option
• "Over the wire" software upgrades

(upgrades can be transmitted over
your phone line)

• Easy access to voice mail &
interactive telephone menu systems

• Ability to caption your external voice
answering machine messages

•
CapTel is the latest innovation by

~Ultratec
1·800·233·9130 (V"<E/TTY)

926 Colorado Ave,· Santa Monica, CA 90401-2717. www,weitbrecht.colll
(.1 10) (l5()-"f924 (\'.-TT'(I • (:110) 450-991R (f'o\X) • capte!@weilhrecht.co1Jl (FMAILI

Distributed by

III••wei
90JQ07802 il'05
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2-LINE CAPlEL •

Frequently AskedQuestions
Q. What is 2-Line Cap Tel?

A. Like standard Caple!. 2-line GiljiJl:! gives you live captions of everything your caller says
during a phone conversation. You can hear the caller and read captions of what they sav.
With 2-line Caple!, the conversation is carried on one telephllt1l, line and the captions
are provided on a second line. This gives 2-line CapTe! users the ability to caption any
phone call- incoming or outgoing - at any point in the conversation. 2 -line Cajile!
also supports enhancements that users have purchiLsed from their telephone service,
including call-waiting

Q. What are the benefits of 2-Line Cap Tel?

A. You receive captions on all incoming calls - your caller dials you directly, instead
of placing the call through the captioning service.
You can turn captions on (or off) at any point during a conversation.
There is no separate telephone number for callers to remember - they just dial
you directly
Captioning is available for every type of call, including emergencv calls and calls
through relay
Others can pick up an extension line and share the call without interrupting captions.
Enjoy call-waiting feature without interrupting captions (including getting captions
of the second call).

U The phone routes everything the caller
says to the captioning service...

OTHER PARTY

•

... who talks back lor
Cap Tel user to hear.

Talks to the
II other porty...

D ... which transcribes the caller's words into
text that appears on the Cap Tel display

t

(APTEl USER

CAPTIONING SERVICE

Q. How does 2-Line Cap Tel work?

A.
Cap Tel is on exciting
new service that lets
telephone users enjoy
phone conversations
complete with captions
of everything their coller
says. Cap Tel operates
in two different modes:
standard CapTel (1-linel
or 2-llne Cap Tel. Here
are some commonly
asked questions about
2-line Cap Tel

i,1
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Q. (an I just plug an extension line in my current Cap Tel phone?

A. No. Although your current CajJTel phone includes two telephone jacks, it is not
automatically configured for 2-line use. Your state relay service must support 2-line
Cap Tel and you must apply with CajJTel Customer Service for 2-line CapTel to be enabled.
Upon acceptance, you will receive instructions on how to enable this feature

Q. (an I use call-waiting with 2-line CapTer!

;L Yes. Call-waiting is supported by 2-line CClp71d When you hear (or read in the captions)
the "beep' telling you a second call is coming in, simply press the FLASH hutton on your
CCljJTel phone Your second caller will be on-line, and you will receive captions of the
conversation. You will still receive captions of your first conversalioll, if/when you return
to the first caller by pressing the FI1\SII button again.

Q. How do Iget captions with 2-line CapTer!

A. You can turn the CAPTION feature on or off at any point during your telephone
conversations. Simply press the CAPTION button to turn the feature ON or OFF while on a
call. When the red light above the CAPTION button is lit, you will receive captions. When
the light is off, the call will not be captioned. (The default setting is "ON") There will be
an initial delay before captions begin as the Captioning Service is connected to the call.

Note 2-line GClp7i;1 must be enabled to use this feature.

Q. How are incoming calls captioned?

A. When a caller dials your phone number, they connect directly to your CapTel on line 1.
As soon ~LS you answer, the phone automatically dials the Captioning Service on line 2 to
establish captions.

There is an initial delay between the time you answer the call and the time that captions
begin, because it takes time for the phone to connect to the Captioning Service and
initiate captions. During this time, your caller will hear everything you say You may
begin your conversation if you can hear the caller clearly enough. Or, you may ask your
caller to hold for a moment while captions are established.

Once captions begin, you'll find they keep a close pace with the speed of your caller's voice.

=Ultratec
li1lralec. Inc.• 4'iO Science Drive, Madison, Wisconsin 'i.'711 • (888) 269·7477 (CapTel!Voice) • (!J08) 2,,8·,,008 (Fax)

90l00Q 9U7 (/0')
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Standard CapTel (I-Line) 2-Line CapTel

Q. What are the differences between I-Line and 2-Line CapTel?

A.

Captions and voice are provided
across one telephone line.

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 interrupt
captioning support. You cannot use
call·waiting during a captioned call.

Automatic call·back (':'69) option
cannot be used.

Calls to 9·)· J and 7·)·) are treated
as Voice Carry Over calls ;ll1d routed
to 9·)·) and relay directly The 9· J.)

or relay operator's typed messages
appear on the CapTel display, but you
will not have sound over the phone
line while receiving captions.

Calls are auton1:ltically routed
through the Captioning Service on
outgoing calls only.

Requires one standard (analog)
telephone line

Conversation is carried on one line,
captions are provided on a second
telephone line

Captions can be turned on or off
on demand, at any point in a
conversation

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

You can use call·waiting during a
captioned call.

Automatic call·back ( '69) option
is supported

Calls to 9·)·[ and 7·)·] are
captioned through the Captioning
Service on the second line. Your
conversation is conducted on the
first line You get both sound and
captions of the call.

Calls are direct between parties.
On every call (outgoing or incoming),
the Captioning Service is connected
automatically through the second
telephone line.

Eequires two standard (analog)
telephone lines.
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Q. What is required for Hine Cap Ter?

A. Your state relay service must offer 2-line Caple! as part of its Cap7e! service.
ACapTe! telephone (Model 200).
'!wo analog telephone lines with separate telephone numbers are required in your
home or office. The second line cannot merelv be an extension line

What type of telephone lines are required?

A. Telephone lines lor Cap7i:lmust be analog, the same type of line that is used by a
standard telepholw or a stand-alone fax machine

Q. Are digital telephone lines compatible with 2·Line CopTer?

A. No. Digital telephone lines are not compatible with the CapTe! phone and may damage
the telephone or telephone network If yon are installing the Caple! in an office setting,
check with the telephone system administrator to ensure that an analog port is available
II digital subscriber line (DSL) may be used with an appropriate analog filter.

Q. How do Iget a second telephone line in my home?

A. If you don't already have a second telephone line, contact your telephone service provider
to make arrangements. Charges for a second line will apply and vary bv provider.

Note If vou alreadv have a second phone line in your horne or office (ie for a fax
machine or other family members) be sure that it is not in use when you place or answer
a 2-line CapTe! call [f the other line is already in LIse, the captions will not appear.

Q. If there are two phone jacks in my Cop Tel, do I have to use 2-Line CopTer?

A. No. CapTe! can be used in standard (I-line) mode. Using two telephone lines with
your CapTe! phone is optional When using CapTe! with one phone line, some of the
features listed above do not apply (See the chart listing the differences between 1-Line
and 2-line CapTe! above) With one line, your incoming calls will only be captioned if
your caller first dials the toll-free captioning service to reach YOLl.

Q. Are there any costs involved with 2-Line CopTer?

[f you do not already have two analog telephone lines in your home or office, your
telephone service provider may have fees lor setting up a new line, andlor monthly
charges on that line. Otherwise, there are no separate costs associated with 2-line Caple!

.Q. How do I update my current Cop Tel phone to 2-Line?

[f your state supports 2-Line (c/pTel, ami YOLI do not see the option in the menu, please
contact (,c/pTe! Customer Service. By (c{pTe! phone or voice dial 1-888-269-7477 or
email CapTel@CapTelMailcolll
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'lext 'lelephone (TTY)

., Florida
_J Telecommunications
FTRI Relay, Inc.

E'luip"",nt Distribution Program
Customer Service
1-800·222-3448 IVoicel

'-888-447-5620 lIDI
Mond~y-Friday,8:30 a,m.-5:00 p.m

www.ftri.org

o you know
someone who can
use Florida Relav?

Share this With
them.

Relay Access Numbers
Dial 711 to use the relay anywhere or
continue using

'-800-955-8770IVoicel - '-800-955-877' (TTYI
'-877-955.8260IveOl' • 1-877-955-5334 {STSl'
'-800-955_1339IASCIII • 1-877-955-8773 (Spani,"1
'-877.95S_87117IFrench Creolel 8 a,m. 10 2 a.m, daily
·Recommend <ii'ec!·<!i.1

Remember, it's YOUR call!
Florida Relay is the communications link for people who
are Dea( Hard of Hearing, Deaf/Blind, Of Speech
Impaired. Through Florida Relay, people who use
specialized telephones can communicate with people
who use standard telephones and vice versa.

~~~~\'f(
R E LAY

~~"....
Remember i
711-Relav Service \1'0 I
411-Directorv Assistance
911-Local Emergency Assistance

Relay Customer Service

'.800-676-3777IEn\jlish)
1-BOIl-676·4290 ISpanishl

User Friendly Features
Toli-free access caliing.
Available 24 hours a day, 365 days 8 year.
No restrictions on the number or length of calis.
No charge for local calls.

III.'.·,

For outreach
presentations or printed -......

materials, call FTRI at
1-888-292-1950,

ext. 232.

discover
communication

..·freedom

Florida

_o-LinevCO

e A ,"CWO w""'wo 9phone lines and a
computer can uSe one
line for speaking and the ;...... .
other line f"r rece,v,ng
typed messages

voice carry-Over (VCOI

(j) A VCO u,er speaks
'. direC.'t1y to a hearing

.... ..... ' person and reads
replies on rhe VCO
screen

How the Relay Works

~
The user Types
messages amI ,eads

'. . . . replie~ on the display
screen and/Or paper
printOLlt

Speech to speech (STSI
tft Speech-i,npaired usersV speak through The apR.

Hearing Carry-over (HCO)

e Speech·impaired users 0
.;~ ~::~~t~Il~~:':"~~~~elhey ,

therr messBges lISlIl!l

the HCO telephone


