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EXECUTIVE SUMMARY

Convo Communications, LLC (“Convo”) herein respectfully requests a temporary waiver
of certain new video relay service (“VRS”) regulations adopted by the Commission in its April 6,
2011, Report and Order and Further Notice of Proposed Rulemaking in CG Docket No. 10-51,
Structure and Practices of the Video Relay Services Program (“VRS Order’). Convo is a deaf-
owned company that was founded in 2009 to provide VRS to the deaf and hard-of-hearing
communities. It filed an application (“VRS Application™) with the Federal Communications
Commission (“Commission”) in 2009 seeking certification as a VRS provider to enable Convo
directly to seek compensation from the Telecommunications Relay Services (“TRS”) Fund
Administrator for the VRS minutes that its communications assistants relay. However, the
Commission has not yet acted on Convo’s VRS Application and, as a result, Convo is required to
continue to submit its VRS relay minutes to the TRS Fund Administrator for compensation
through a certified VRS provider.

Since its inception, Convo has rapidly grown to become the fifth largest VRS provider by
number of minutes relayed and currently employs a workforce of sixty at its three call centers.
Further, Convo has developed several innovative and industry-leading VRS products and has
established a reputation among its customers for the superior quality and flexibility of its VRS
offerings. Led by its internal regulatory compliance team, Convo also has expended substantial
resources to develop a rigorous program of internal controls to ensure its compliance with the
Commission’s VRS rules. This has resulted in Convo having one of the lowest compensation
denial rates among VRS providers—the TRS Fund Administrator denied less than 0.05% of the

VRS relay minutes most recently submitted for compensation on behalf of Convo.
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Grant of this waiver, and certain other associated waivers set forth herein, will enable
Convo to continue to provide VRS to its thousands of deaf and hard of hearing customers’
without disruption until such time as the Commission acts on Convo’s pending application to
become a certified VRS provider (“Application”), which Convo filed in October 2009.* Such a
grant also will enable Convo to continue to serve as an effective and innovative competitor in the
VRS industry. By contrast, if the Commission were to refrain from timely granting the instant
Waiver Request, Convo will be unable to continue to be compensated from the
Telecommunications Relay Service (“TRS”) Fund for its provision of VRS and, as a result, will
almost certainly be forced to discontinue its operations, thereby stranding its customers and
causing the termination of its 59-person workforce.

As required by the VRS Order, Convo will update its pending Application by amending
the Application to demonstrate Convo’s compliance with the new VRS rules adopted in the VRS
Order and any additional rules and procedures adopted by the Commission in response to the
Further Notice of Proposed Rulemaking (“FNPRM") that the Commission issued in association

with the VRS Order.” Convo requests for the grant of the instant Waiver Request to remain in

effect until such time as the Commission acts on Convo’s amended Application.

/]

In this Waiver Request, Convo uses “[[ . . . ]]” to identify confidential and proprietary
information provided pursuant Convo’s Request for Confidential Treatment filed
contemporaneously with this Waiver Request.

4 See Application of Convo Communications, LLC for Certification as a Video Relay Service
Provider, Telecommunication Relay Services and Speech-to-Speech Services for Individuals with
Hearing and Speech Disabilities, CG Docket No. 03-123 (filed Oct. 29, 2009).

3 VRS Order, § 63 (“The waiver applicant must file for certification within thirty days after the
final certification rules become effective.”). Unless instructed by the Commission to file a new
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and San Ramon, California, and Mobile, Alabama, from which it offers VRS 24 hours per day,
365 days per year."? Further, at least two of Convo’s call centers are operational at all times to

revent a service interruption at one call center from disrupting Convo’s services. In addition
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Focus on Regulatory Compliance. Further, since its founding, Convo has placed a

premium on developing and implementing rigorous quality controls and regulatory compliance
mechanisms, which has enabled Convo to completely avoid the fraud, waste, and abuse that have
plagued other VRS providers." Convo’s operational procedures are among the strictest of any
VRS provider, which has enabled Convo to ensure that its reported VRS minutes are legitimate
and compliant with all applicable Commission regulations. For example, between August and
December 2010, significantly less than one twentieth of one percent of the VRS minutes that

Snap submitted on behalf of Convo to the TRS Fund for compensation were denied.'”

3 Convo previously also subcontracted additional CAs from third-party providers to staff a
Seattle call center and to handle overflow calls during times of high VRS usage from call centers
in Cedar Rapids, Iowa and San Antonio, Texas that are operated by a third party. However, to
comply with the Commission’s VRS Order, which prohibits VRS providers to subcontract “core’
VRS functions to non-certified companies, Convo is terminating these relationships and will rely
entirely on its own call centers going forward. See Section III(A)(8) herein. Convo will staff its
call centers as appropriate going forward to maintain Convo’s record of expedited VRS call
answering.

'4 See VRS Order, 1 4-5.

'* See, infra, note 118 and accompanying text.

?
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New VRS Product Offerings. In an effort to continue to advance the state of VRS

technology and to provide functional equivalency to the deaf and hard of hearing community,
Convo recently has added multiple new products to its VRS offerings: Convo Desktop, Convo
Mobile, and Convo Anywhere.'® Convo Mobile and Convo Desktop are video communications
applications that allow deaf and hard of hean'n;g, callers to make VRS calls from any computer
with a web camera (as well as Apple’s iPhone 4 and iPad 2) from any location with an Internet
connection, while providing full SIP/H.323 interoperability. Because Convo Desktop and Convo
Mobile are software applications that run on off-the-shelf laptops, these products enable VRS
users to avoid being tied to the traditional stationary and proprietary video devices required to
access the relay services of many VRS providers.

Convo’s latest product, Convo Anywhere, takes the concept of VRS mobility to a new
level. Until the introduction of Convo Anywhere, software-based VRS applications required
deaf and hard of hearing callers to download and install an application on their computers and
therefore only enabled users to place VRS calls from their own personal computers. Although
the mobility of laptop computers and the wide availability of WiFi hotspots make this a

preferable hardware solution relative to stationary, proprietary videophones, VRS users relying

solution); Comments of Convo Communications, LLC, CG Docket No. 03-123 (filed July 28,
2010) (acknowledging, supporting, and commenting on FCC’s determination that Interstate TRS
Fund payments may be suspended from providers failing to submit to audits and that
Commission has authority to audit VRS providers); Comments of Convo Communications, LLC,
CG Docket No. 10-51 (filed July 16, 2010) (commenting on petition filed by Purple
Communications, Inc. seeking waiver of Commission’s rules to enable company’s
implementation of call forwarding feature for point-to-point calls using company’s proprietary
gateway server IP address); Comments of Convo Communications, LLC, CG Docket No. 03-123
(filed May 14, 2010) (commenting on whether the Commission should adopt NECA’s proposed
rates for the 2010-2011 TRS Fund years).

'® These applications are an enhancement to Convo’s original, and still most popular, product:
Apple iChat-based VRS service.
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particular, Convo has focused its efforts on developing extensive internal controls to ensure
regulatory compliance and prevent waste, fraud, and abuse. These controls have resulted in one
of lowest TRS Fund compensation denial rates among VRS providcrs.29 Moreover, Convo is an
active participant in Commission proceedings aimed at improving regulatory oversight of the
VRS industry.30 This track record and the rigorous showings set forth herein strongly support

Convo’s Waiver Request.
q

GoAmerica’s January 29, 2009 petition describing the “‘white label” VRS market). By contrast,
the Commission has not hesitated to expressly mandate over the past several years that a variety
of other practices render a VRS provider ineligible for TRS Fund compensation. See, e.g., FCC
Enforcement Advisory: Enforcement Bureau Reminds Internet-Based Telecommunications Relay
Service Providers of Emergency Calling Requirements, Public Notice, 26 FCC Red 1870 (2011)
(holding that Internet-based TRS providers that are not “fully comply with the Commission's
emergency calling requirements™ are “ineligible for compensation from the interstate TRS
Fund™); Telecommunications Relay Services and Speech-to-Speech Services for Individuals with
Hearing and Speech Disabilities, Report and Order and Declaratory Ruling, 22 FCC Red 20140,
996 (2007) (holding that “providers . . . taking action that has the effect of providing consumers
incentives to make relay calls, or misusing customer information, [are]| ineligible for
compensation from the Fund™); Telecommunications Relay Services and Speech-to-Speech
Services for Individuals with Hearing and Speech Disabilities, Declaratory Ruling and Further
Notice of Proposed Rulemaking, 21 FCC Red 5442, 929 (2006) (holding that “any VRS
provider restricting the use of its service so that a consumer cannot use it to place or receive a
call through any of the VRS providers' relay service will be ineligible for compensation from the
Interstate TRS Fund™): Federal Communications Commission Clarifies That Certain
Telecommunications Relay Services (TRS) Marketing and Call Handling Practices Are Improper
And Reminds That Video Relay Service (VRS) May Not be Used As a Video Remote interpreting
Service, Public Notice, 20 FCC Red 1471 (2005) (holding that certain “improper marketing or
call handling practices |are] ineligible for compensation from the Interstate TRS Fund™);
Telecommunications Relay Services And Speech-to-Speech Services for Individuals with Hearing
and Speech Disabilities, Declaratory Ruling, 20 FCC Red 1466, 9 9 (2005) (holding that a “TRS
provider offering . . . incentives or rewards for the use of any of the forms of TRS [is] ineligible
for compensation from the Interstate TRS Fund”); Telecommunications Relay Services and
Speech-to-Speech Services for Individuals with Hearing and Speech Disabilities, Report and
Order, Order on Reconsideration. and Further Notice of Proposed Rulemaking, 19 FCC Red
12475. 9 60 (2004) (holding that “non-shared language relay service” is ineligible for TRS Fund
compensation).

? See infra note 118 and accompanying text.

30 See supra note 17.

12
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A. CONVO REQUESTS A WAIVER OF THE PROHIBITION ON SUBCONTRACTING SET
FORTH IN THE VRS ORDER

Convo herein requests the Commission to grant temporary waivers of certain new
requirements established by the Commission in the VRS Order as necessary to enable Convo to
maintain its VRS operations during the pendency of the Commission’s review of Convo’s VRS
Application. Specifically, Convo requests the Commission temporarily to waive the following
new requirements, each of which is further discussed below: (i) requirement that a VRS provider
be certified in order for the entity to hold itself out to the general public as providing VRS; and
(i1) requirement that VRS providers offer VRS under the name by which the provider was
certified. These waivers will enable Convo to maintain its arrangement with Snap pursuant to
which Snap submits VRS relay minutes to the TRS Fund Administrator on behalf of Convo.
Convo requests that these temporary waivers remain in effect until such time as the Commission
acts on Convo’s pending VRS zf’;ppli-::aticorn,31 which Convo will amend as appropriate within 30
days of the effective date of any new certification requirements established by the Commission
pursuant to the FNPRM. *2 1n addition, Convo requests shorter-term waivers of certain other new

VRS regulations adopted by the Commission in the VRS Order as set forth herein.

31 Although the VRS Order only envisions waivers of up to three months past the order’s
effective date with respect to certain of the new requirements adopted therein, the order is clear
that this time limit does not apply to the newly adopted, basic requirement that all VRS provider
become certified. See VRS Order, § 63 (requiring VRS providers to come into compliance no
later than 90 days after the order’s effective date with requirements established by the order
“other than the certification requirement”).

32 The FNPRM proposes to require all VRS providers to receive Commission certification and
proposes certain new certification requirements. See VRS Order, 1 96-98. To the extent that
the Commission requires Convo to file a new VRS certification application rather than amend its
existing VRS Application, Convo will do so in compliance with the deadline established by the
VRS Order. See VRS Order, Y 63 (requiring all waiver applicants to “file for certification within
thirty days after the final certification rules become effective”). Convo notes that this Waiver
Request provides all of the information about Convo and its operations that the Commission has
proposed to require to be provided by future VRS certification applicants, see id., § 97, except

13
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1 Convo Requests a Temporary Waiver of the VRS Certification
Requirement

The VRS Order requires an entity to be “an eligible VRS provider, as defined in
subsection (¢)(5)(iii)(F),” before the entity “may hold itself out to the general public as providing
VRS.™? Subsection (c)(5)(iii)(F) requires a provider to “become certified by the Commission”
to attain “eligible VRS provider” status.* As set forth above, Convo initially submitted its VRS
Application to the Commission in October 2009 and the Commission has not yet acted on the
application. As a result, despite Convo’s diligent, good faith efforts to become a certified VRS
provider, Convo currently is not certified. Therefore, absent Commission waiver of this new
requirement, Convo may be required to cease operations upon the effective date of the VRS
Order—June 1, 2011, This would result in abandonment by Convo of its thousands of VRS
customers and would require Convo to lay off its workforce. To prevent this result, Convo
herein requests the Commission to temporarily waive this requirement, which is consistent with
the Commission’s stated goal of the waiver criteria set forth in the VRS Order—to provide non-
certified VRS providers “an opportunity to continue to provide VRS as a subcontractor with an
eligible provider until such time as they obtain certification . . . A
2 Convo Requests a Temporary Waiver of the Requirement that VRS

Providers Offer VRS Under the Name by Which Such VRS Providers
Became Certified

The VRS Order requires “VRS service [to] be offered under the name by which the

eligible VRS provider offering such service became certified and in a manner that clearly

that the Commission also proposes in the FNPRM to conduct “on-site visits to the premises of
applicants.” See id., 9 98. Convo encourages the Commission to visit and inspect its
headquarters and any or all of its call centers.

33 See VRS Order, § 57; see also 47 C.F.R. § 64.604(c)(5)(iii))(N)(1)(i).
3% 47 C.F.R. § 64.604(c)(5)(iii)(F)(4).
3 VRS Order, § 62.

14
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identifies that provider of the service.”® Convo does not offer VRS under any name, brand, or
sub-brand other than “Convo” and has no intention of doing so in the future. However, Convo is
not a certified VRS provider and therefore is unable to comply with this requirement until such
time as the Commission acts on Convo’s pending VRS Application. Therefore, Convo herein
requests the Commission temporarily to waive application of this requirement to Convo to
enable Convo to continue to offer VRS under its own brand name.

3. Convo Requests Waiver of Certain New VRS Rules Until the Earlier

of Three Months or Such Time as Convo Can Come Into Compliance
With Such New Rules Using Diligent Efforts

Consistent with the waiver criteria set forth in the VRS Order, Convo requests certain
additional waivers of up to three months of new VRS requirements established by the order. >’
Specifically, Convo requests the following short-term waivers, each of which is further discussed
elsewhere in this Waiver Request:

e Waiver of the requirement that VRS providers only complete VRS calls placed by

their customers from foreign locations during the time periods in which their

36 See VRS Order, Y 57; see also 47 C.F.R. § 64.604(c)(5)(IIN)(N)(1)(ii). Any sub-brand(s) used
by the VRS provider must clearly identify the certified entity as the provider of the service and
the certified entity is required to route all VRS calls placed through each sub-brands through a
single URL address for that sub-brand. /d.

3" In the VRS Order, the Commission stated that it would be amenable to providing temporary
waivers of certain of the new VRS rules established by the VRS Order for up to three months
beyond the VRS Order’s effective date. VRS Order, § 63. Such temporary waivers are intended
to provide an opportunity for non-certified providers seeking waiver of the Commission’s
prohibition on subcontracting by certified providers to come into compliance with the new VRS
rules. /d., Y 62 (*“We recognize that some companies currently offering VRS through an
arrangement with an eligible provider . . . may require additional time to make adjustments to
their operations in order to come into compliance with the new requirements . . . .”). Most of the
new VRS rules promulgated by the VRS Order will become effective 30 days after the VRS
Order’s publication in the Federal Register. /d.,§ 116. The VRS Order was published in the
Federal Register on May 2, 2011. Structure and Practices of the Video Relay Service Program,
76 Fed. Reg. 24393 (May 2, 2011). Therefore, most of the VRS rules become effective on June
1, 2011, and the three-month limited waivers will expire on September 1, 2011.

15
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CAs from these call centers to provide VRS on an overflow basis to Convo’s VRS customers
because the VRS Order permits VRS providers to subcontract CA services to certified VRS
providers.®” If URrelay’s negotiations are unsuccessful, Convo will terminate its current
arrangement with URrelay.

URrelay also historically has provided Convo’s ACD platform and related technical
support services in exchange for fees tied to the number of total VRS minutes processed through
URrelay’s ACD system. Convo recently converted its ACD arrangement with URrelay into a
licensing agreement pursuant to which Convo will license URrelay’s ACD software and
purchase software support and hosting services from URrelay®® for a fixed fee that is not tied to

the number of minutes of VRS provided by Convo to its customers.*

B = oo ma. e e S

]I?{I

67 See VRS Order, 9 58.

% The VRS Order expressly permits VRS providers to purchase “licensing rights to use certain
technologies necessary to support call center functions.” See VRS Order, § 58 n. 164.

%9 See Exhibit 12 (URrelay, Inc. Licensing Agreement and Invoices). Although the VRS Order
only prohibits VRS providers from providing compensation to third parties on a per-VRS minute
basis if such third parties provide “services or functions related to marketing or outreach,” Convo
out of an abundance of caution nevertheless has determined not to offer such compensation to
any third parties under any circumstances. See VRS Order, § 61.

W Although Convo believes that the licensing agreement that it is negotiating with URrelay is
fully consistent with the requirements established by the VRS Order, to the extent that the
Commission reaches a different conclusion, then Convo hereby requests a temporary waiver of
the prohibition on subcontracting to third parties that are not certified VRS providers.

26
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Importantly, however, Convo will be unable operate ||| GcNEGT |

without direct access to the iTRS ENUM Database (“Database™). Without such direct access,
Convo will be unable to comply with certain Commission rules governing VRS without relying
on third-party subcontractors. For example, Convo will be unable to (i) assign its VRS
customers ten-digit telephone numbers, (ii) identify incoming calls by the ten-digit telephone
numbers associated with the [P addresses from which the calls were placed, (iii) effectively
utilize or forward to 9-1-1 emergency dispatchers Automated Number Identification information,
or (iv) access customers’ 9-1-1 addresses through the Database when handling 9-1-1 calls. On
March 23, 2011, Convo submitted to the Commission a waiver request seeking direct access to
the Database on an interim basis until the Commission acts on Convo’s pending Application.”"
Grant of this waiver is a necessary prerequisite to Convo’s ability [ [ || GGczcEIDE@INGGE
B (herefore, Convo requests the Commission to act on the Database waiver
request contemporaneously with its action on the instant Waiver Request.

A Sign Language Interpreting Resource, Inc. (“SignOn”).” SignOn operates a call

center in Seattle, WA (“Seattle Call Center”) on behalf of Convo and supplies all of the CAs that
staff the call center. SignOn is not a certified VRS provider and therefore Convo is prohibited
under the VRS Order from retaining SignOn to manage the Seattle Call Center. Despite Convo’s

attempt to negotiate an arrangement with SignOn that would enable Convo to directly manage

Specifically, Convo requests for the Commission to permit Convo to continue to utilize the
URrelay ACD software in conjunction with Convo’s call centers until the earlier of (i) the date
on which Convo migrates its call centers to its proprietary ACD software using diligent efforts or
(1) September 1, 2011. See supra note 37 and accompanying text.

" Convo Communications, LLC, Petition for Waiver, CG Docket Nos. 03-123, 10-51 (Mar. 23,
2011).

7 SignOn is based in Seattle, WA, and its mission is “to provide quality interpreting services to
the community and to foster continued growth and development in the profession of
interpreting.” See http://www.signonasl.com/about.html.

27
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certain redundancy and resiliency features to minimize the potential for an ACD failure. For
example, the data center in which the ACD system is hosted is housed in a secure, access-
controlled facility that is staffed at all times, contains a fire suppression system, and has
redundant electrical power (provided through a combination of an uninterruptible power system
and backup generator) and redundant and diverse network connectivity accomplished through
microwave links.

6. Caller ID

The Commission’s rules require that “[w]hen a TRS facility is able to transmit any
calling party identifying information to the public network, the TRS facility must pass through,
to the called party, at least one of the following: the number of the TRS facility, 711, or the 10-
digit number of the calling party.”m“j Convo currently complies with this requirement.

7. Complaints and Consumer Complaint Logs

The Commission has established specific complaint resolution and investigation
procedures applicable to TRS providers.'” It is Convo’s policy to comply fully with such
procedures, and Convo commits to cooperate with any investigation conducted by the

Commission or a state agency to resolve complaints or other disputes.'"’

19547 C.F.R. § 64.604(b)(6).
1% See 47 C.F.R. § 64.604(c)(6).

197 In its Application, Convo designated as its agent to respond to complaints:
Ed Bosson, Vice President of Regulatory Affairs
Madrone Office
706 FM 2325
Wimberley, TX 78676
Video Phone and Voice: 510-372-0431
Fax: 510-372-0431

Email: ed@convorelay.com
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APPENDIX - EXHIBITS TO THE CONVO WAIVER
REQUEST TABLE OF CONTENTS

DECLARATION
Exhibit 1 Declaration of Nathaniel Robin Horwitz, CEO, Convo Communications, LLC
VRS ORDER ¢ 63 DOCUMENTATION
(1) Deed or Lease for Each Call Center Convo Currently Owns or Plans to Acquire
Exhibit 2 Roseville Facility Lease — CONFIDENTIAL
Exhibit 3 Mobile Facility Lease — CONFIDENTIAL
Exhibit 4 San Ramon Office Lease — CONFIDENTIAL
(2) A List of Individuals or Entities that Hold at Least a 10 Percent Equity Interest in Convo, Have
the Power to Vote 10 Percent or More of the Securities of Convo, or Exercise De Jure or De
Facto Control Over Convo, a Description of the Conve’s Organizational Structure, and the
Names of Its Executives, Officers, Partners, and Members of Its Board of Directors
Exhibit 5 Description of Ownership and Control
Exhibit 6 Convo Organizational Chart - CONFIDENTIAL
Exhibit 7 Biographies of the Convo Management Team
Exhibit 8 Operating Agreement of Convo Communications, LLC — CONFIDENTIAL
Exhibit 9 Operating Agreement of Musano Communications, LLC —~ CONFIDENTIAL

(3) A list of the Convo’s Full-Time and Part-Time Employees

Exhibit 10  List of Convo’s Full-Time and Part-Time Employees and Independent Contractors —
CONFIDENTIAL

(4) Proofs of Purchase or License Agreements for the Use of Equipment and/or Technologies That
Convo Currently Uses or Intends to Use for Its Call Center Functions, Including But Not
Limited to, Call Distribution, Routing, Call Setup, Mapping, Call Features, Billing for
Compensation From the Fund and User Registration

(6) A List of Financing Arrangements Pertaining to the Provision of VRS, Including
Documentation for Financing of Equipment, Inventory, and Other Property

Exhibit 11 ~ Mirial Financing and Related Documents — CONFIDENTIAL
Exhibit 12 URrelay, Inc. Licensing Agreement and Invoices — CONFIDENTIAL

Exhibit 13 ~ Agreement for Billing Services Between Snap Telecommunications, Inc. and Convo -
CONFIDENTIAL
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Exhibit 14

Exhibit 15

Other Convo Financing Arrangements — CONFIDENTIAL

Convo Asset List —- CONFIDENTIAL

(5) Copies of Employment Agreements for Convo’s Executives and CAs

Exhibit 16

Exhibit 17

Convo CA Independent Contractor Agreements — CONFIDENTIAL

Convo Executive Employment Agreements - CONFIDENTIAL

OTHER COMPLIANCE DOCUMENTATION

Exhibit 18
Exhibit 19
Exhibit 20
Exhibit 21
Exhibit 22
Exhibit 23
Exhibit 24
Exhibit 25

Exhibit 26

Description of Convo Call Centers - CONFIDENTIAL

Convo Memo Dated Apr. 9, 2011 — CONFIDENTIAL
Screenshots of the 9-1-1 Hot Buttons on Convo’s Products
Convo VRS Call Manual - CONFIDENTIAL

Common Carrier Certification of Convo Communications, LLC
Convo Speed of Answer — CONFIDENTIAL

Convo Complaint Report

List of Convo Sponsorships - CONFIDENTIAL

Convo Reimbursement Denial Rate — CONFIDENTIAL
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EXHIBIT 5

DESCRIPTION OF OWNERSHIP AND CONTROL

Convo Communications, LLC (“Convo”) is a Texas limited liability company with five

members. (|GG | 1 cmbership interest in Convo as set forth in

Table 5.1.

Table 5.1: Convo Ownership

Member Ownership Interest
Nathaniel Robin Horwitz ([

Roy Ed Bosson ()

Wayne Betts [[-]]

Chad Taylor [[-]]

Musano Communications LLC [[-]]

(Jarrod Musano)'zs

No other individual or entity holds an ownership or voting interest in Convo or exercises de jure
or de facto control over Convo.

Pursuant to Section 5.1 of the Limited Liability Company Operating Agreement of
Convo Communications, LLC (“Convo Operating Agreement”), attached below as Exhibit 8, the
management of Convo is entrusted to the Managing Members who comprise the Convo Board of

Directors as set forth in Table 5.2.

128 Jarrod Musano is the sole member of Musano Communications LLC. See Operating

Agreement of Musano Communications, LLC, attached as Exhibit 9. No other individual or
entity holds an ownership or voting interest in Musano Communications LLC or exercises de
Jure or de facto control over Musano Communications LLC. See id.

5-1
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Table 5.2: Convo Board of Directors

Name

Nathaniel Robin Horwitz
Roy Ed Bosson (Chairman)

Wayne Betts
Chad Taylor

Jarrod Musano

Pursuant to Section 5.2 of the Convo Operating Agreement, the Managing Members may,
from time to time, appoint individuals (including themselves) as executive officers of the
company and delegate to those officers such duties and responsibilities as they deem advisable.

Convo’s current executive officers are set forth in Table 5.3.

Table 5.3: Convo Executive Officers

Name Position

Nathaniel Robin Horwitz Chief Executive Officer

Roy Ed Bosson Vice-President of Regulatory
Affairs

Wayne Betts Vice-President of Marketing

David Bahar Director of Government and
Regulatory Affairs

Jewel Jauregui Director of Call Center
Operations

Robert A. Farkas Chief Financial Officer

In addition, an organizational chart illustrating Convo’s structure and management is attached as
Exhibit 6. Finally, short biographies of Convo’s executives and key employees are attached

below as Exhibit 7.

5-2















Robin Horwitz, CEO, was born deaf, grew up in Rochester, NY and attended Rochester
School for the Deaf then Gallaudet University in Washington, D.C. He has also run the
American Velodrome Challenge, two years of Threshold Power training camps, the 2006
World Deaf Cycling Championships and served as the Director of both the Momentum
Cycling Team and the Riding for Deaf Schools organization.

Prior to founding Convo, Robin worked worked in an array of capacities for several
companies, including as a programmer for Discovery Health, Teamworks, and Epocrates
and as as Marketing and Customer Service Database Programmer for HOVRS. Robin also
served as the California Relay Service Specialist and Wireless Equipment Program Special
Projects Specialist for the Deaf and Disabled Telecommunications Program (DDTP).
Robin currently resides in San Francisco Bay Area with his wife, Maureen Klusza.

Joshua Shaffner is the Director of Engineering and Technology at Convo. Joshua leads the
company's engineers who write code. Prior to joining Convo this year, Joshua was co-
founder of Seadragon Solutions where he led Research & Development efforts. Before
starting Seadragon, Joshua's 12 years career in the area of web services, business process
automation and software development has included positions at Department of Health &
Human Services (public sector), Howrey (global law firm), and Goodwill International
Industries (nonprofit). He holds a Bachelor's in Computer Informations Systems from
Gallaudet University in Washington, DC.

Jarrod Musano, Chief Strategy Officer, is also CEO of Liberty Enterprises, a firm that
manages and maintains over 1,000 rental units in New York City. Jarrod also develops both
commercial and residential properties, one of which was built for Columbia Presbyterian
Hospital in 2003. He is currently working closely with HUD (Housing Urban Development)
to acquire and manage a 50M distressed property in Lloyd, New York. He is a Founder of
RentManhattan.com which employees 15-20 real estate agents which focuses on both
commercial and residential leasing. Jarrod has an investment in an east coast franchise
Frank Pepe Pizzeria Napoletana. Jarrod serves on the board of Camp Mark Seven, a not for
profit organization, and lives in Manhattan with his wife Jenny and three boys, all of whom
are New York Giants fans.

Bob Farkas, Chief Financial Officer, is a Senior Operations and Financial executive with 30
year track record with high tech, high growth companies. Bob has been CFO of three
companies which each achieved order of magnitude growth and reached revenue levels
above $100MM. Bob has strong experience in operations, manufacturing and financial
controls. Board member/ advisor to several growth companies in various industries.

Wayne Betts, Jr., Vice President of Creative, saw the movie "E.T." at the age of 2 and found
it so powerful he wanted to become a movie director. He went on a long academic journey
of his own first, starting at American School for the Deaf, then transferring to North
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Carolina School for the Deaf, then Austine School for the Deaf before returning to and
graduating from the American School for the Deaf.

Next stop was Gallaudet University, where he studied Television, Film and Photography for
a year before transferring to Rochester Institution of Technology's School of Film and
Animation. Wayne was drawn away from his studies by the lure of applying his by now
extensive knowledge, still possessing that original desire to create visual projects that
might impact others.

In 2005, along side Chad Taylor, Wayne established Mésdeux, a film production business,
focusing on high quality ASL entertainment. Their work, Vital Signs, was featured in the
PBS documentary History Through Deaf Eyes. Mosdeux has also produced three feature-
length films to date and looking to expand their business to a studio model in an effort to
support and showcase the work of other deaf filmmakers.

He was director of photography on three films “A Permanent Grave (2007), “The Deaf
Family (2008)", and most recently, an upcoming movie “The Caretaker”.

Chad Taylor, Vice President of Product Management, was born deaf, grew up in London,
Ontario, Canada, and attended Robarts School for the Deaf and Rochester Institute of
Technology in Rochester, NY. Chad grew up with keen interest in two things: Computers
and movies. This interest began at age 9 when he received a Commodore 64 computer as a
Christmas gift and grew exponentially from there. Chad majored into

Information Technology at Rochester Institute of Technology with concentration in
Computer Science.

Chad went on to develop an online scheduling tool for interpreters (not limited to sign
language interpreters) as part of his internship program for Lucent. After graduation, he
developed an Internet relay prototype for Sprint and became a Product Development
Manager there. He later joined the Hands On to develop the first and only Mac for VRS
solution.

In 2005, along side Wayne Betts, Jr., Chad established Mdsdeux, a film production business,
focusing on high quality ASL entertainment. Their work, Vital Signs, was featured in the
PBS documentary History Through Deaf Eyes. Mosdeux has also produced three feature-
length films to date and looking to expand their business to a studio model in an effort to
support and showcase the work of other deaf filmmakers.

Ed Bosson is Vice President of Regulatory Affairs and Chair of the Convo Board. Ed is also
one of the owners of Convo.

He is widely known as Father of Video Relay Service as he pioneered VRS in Texas with
trials in Texas mid-1990’s. Bosson worked for Texas Public Utility as Relay Texas
administrator for 19 years. He was Chair of National Association for State Relay
Administrators in 1994, 2002, and 2004.
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He has won numerous national awards: 1999 Weitbrecht Award from TDI, 1996
Recognition Award from Computerworld Smithsonian, and 2007 Laurent Clerc Award from
Gallaudet University Alumni. In 2008, Bosson was conferred honorary Doctorate of
Humane Letters from Gallaudet University.

As consequence, in the world of TRS, his name is widely recognized as one of the leading
authorities in relay service.

Jewel Jauregui is the Director of Call Center Operations. Born in San Francisco to Deaf
parents, Jewel grew up bi-lingual, bi-cultural in the Bay Area with her younger sister, Ruby.
Jewel gained operations experience with the the California State Deaf and Disabled
Telecommunications Program by establishing the customer service and outreach aspects of
Field Operations. The program provides assistive telecommunications equipment to Deaf
and disabled citizens of California. Jewel lives in Oakland with her husband and twin
daughters.

David Bahar is the Director of Government Affairs. Originally from Gig Harbor,
Washington, David graduated from the University of Puget Sound and the George
Washington University before joining the D.C. staff of of U.S. Representative Jay Inslee.
While on Capitol Hill, David handled disability issues for Rep. Inslee and pushed for
reforms to VRS, including the establishment of a ten-digit numbering system and the
adoption of measures to reduce fraud, waste and abuse in the industry. David lives in New
York City with his wife.

















































































CcCONvo

Access to 9-1-1 emergency is available by contacting 911.convorelay.tv on any
videophone and as a one-step action at all Convo products.

Products

» Convo Anywhere

» Convo Desktop

+ Convo Mobile

« ConvolM (AOL Instant Messenger, iChat)

Convo Anywhere

No sign-in: 9-1-1 emergency can be readily accessed via the red button at the lower
right corner.

[CONVO s e




After signing in: 9-1-1 emergency can be readily accessed via the red button near the
upper right corner.
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Convo Desktop

9-1-1 emergency can be readily accessed via the red button near the upper right corner.
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Convo Mobile

9-1-1 emergency automatically populates the contacts list (speed dial) as the top-most
entry.

parents

wayne

ConvolM

9-1-1 emergency can be readily accessed via inputting 911 as the number to dial.
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CONFIDENTIAL INFORMATION REDACTED FOR PUBLIC INSPECTION

EXHIBIT 24

CONVO COMPLAINT LOGS

Summary: This Exhibit is Convo’s complaint log summary covering the period from June 1,
2009 to May 31, 2010.



ONvo

FCC Compliant Log Summary
Convo Communication, LLC
June 1, 2009 to May 31, 2010

ek il Aug Sep Ot | Nov | Dec | Jan | Feb
| 2009 | 2009 | 2009 2009 2009 2009 2009 2010 2010
0 0 37 18 8 5 7 7 3 8 4 13 110
Compliments { Feedback General Interpreter Service e
21 4 2 9 26 45
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