



































Standard: “No regulation set forth in this subpart is intended to discourage or impair the
development of improved technology that fosters the availability of telecommunications to
person with disabilities. TRS facilities are permitted to use SS7 technology or any other
type of similar technology to enhance the functional equivalency and quality of TRS. TRS
facilities that utilize SS7 technology shall be subject to the Calling Party Telephone
Number rules set forth at 47 CFR 64.1600 et seq.”
IWR Compliance: IWR has demonstrated its commitment to constantly developing and
improving technology. The company has aligned itself with telecommunications providers who
are capable of utilizing SS7 technology in accordance with the Calling Party Telephone Number
requirements set forth at 47 CFR 64.1600 et seq **

6. Caller ID. (47 C.F.R. §64.604(b)(6)).
Standard: “When 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.”
IWR Compliance: IWR transmits the 10-digit number of the calling party.

C. Functional Standards

1. Consumer Complaint Logs. (47 C.F.R. §64.604(c)(1)).
Standard (i): “States and interstate providers must maintain a log of consumer complaints
including all complaints about TRS in the state, whether filed with the TRS provider or the
State, and must retain the log until the next application for certification is granted. The log
shall include, at a minimum, the date the complaint was filed, the nature of the complaint,
the date of resolution, and an explanation of the resolution.”
IWR Compliance: IWR currently maintains and has submitted a complaint log to the
Commission associated with its VRS service.*® Users have, and will continue to have, the ability

to initiate complaints to a CA or CA supervisor, via electronic mail to the Company’s customer

service address, and via the Company’s web site. Complaints are logged into IWR’s complaint

47 C.F.R. §§64.1600 et seq.

# See, e.g. http://fjallfoss.fcc.gov/ecfs/comment/view?id=6016826226.
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tracking system. The CA who receives the complaint, or an assigned CA in instances where
complaints are not directed to an individual CA, will assign a complaint tracking number, will
investigate the issue, and will respond to the complainant in no more than 12 hours. The
response is recorded in the complaint log. A supervisor will monitor complaint status and will
ensure that action is taken within the specified period.

If the complaint entails a technical issue, then a trouble ticket is prepared, and the trouble
is immediately investigated and resolved by a technician. The technician is responsible for
responding to the assigned CA who then communicates with the complainant, and the result is
documented. After business hour technical issues are addressed immediately by an on call
technician.

IWR has pursued a proactive customer education initiative to assist customers in better
understanding how to use IWR’s service and minimize inquiries.

Standard (ii): “Beginning July 1, 2002, states and TRS providers shall submit summaries
of logs indicating the number of complaints received for the 12-month period ending May
31 to the Commission by July 1 of each year. Summaries of logs submitted to the
Commission on July 1, 2001 shall indicate the number of complaints received from the date
of OMB approval through May 31, 2001.

IWR Compliance: IWR agrees to submit complaint logs annually.

2. Contact Persons. (47 C.F.R. §64.604(c)(2)).

“Contact persons. Beginning on June 30, 2000, State TRS Programs, interstate TRS
providers, and TRS providers that have state contracts must submit to the Commission a
contact person and/or office for TRS consumer information and complaints about a
certified State TRS Program's provision of intrastate TRS, or, as appropriate, about the

TRS provider's service. This submission must include, at a minimum, the following:”

Standard(i): “The name and address of the office that receives complaints, grievances,
inquiries, and suggestions.”

IWR Compliance: The senior individual responsible to receive complaints, grievances,

inquiries, and suggestions for IWR is:
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call, the time of day, and the distance from the point of origination to the point of
termination.”

IWR Compliance: Inapplicable. IWR’s subscribers will not be charged for IWR’s VRS service.
See, Compliance with Types of Calls (47 C.F.R. §64.604(a)(3)), above.
5. Jurisdictional Separation of Costs. (47 C.F.R. §64.604(c)(5)(iii)(C)).*

Standard (1): “Data Collection and Audits from TRS Providers. TRS providers seeking
compensation from the TRS Fund shall provide the administrator with true and adequate
data, and other historical, projected and state rate related information reasonably
requested to determine the TRS Fund revenue requirements and payments. TRS
providers shall provide the administrator with the following: total TRS minutes of use,
total interstate TRS minutes of use, total TRS investment in general in accordance with
part 32 of this chapter, and other historical or projected information reasonably requested
by the administrator for purposes of computing payments and revenue requirements.

Standard (2): “Call data required from all TRS providers. In addition to the data requested
by section 64.604(c)(5)(iii)(C)(1), TRS providers seeking compensation from the TRS Fund
shall submit the following specific data associated with each TRS call for which
compensation is sought: (1) the call record ID sequence; (2) CA ID number; (3) session
start and end times noted at a minimum to the nearest second; (4) conversation start and
end times noted at a minimum to the nearest second; (5) incoming telephone number and
IP address (if call originates with an IP-based device) at the time of the call; (6) outbound
telephone number (if call terminates to a telephone) and IP address (if call terminates to an
IP-based device) at the time of call; (7) total conversation minutes; (8) total session
minutes; (9) the call center (by assigned center ID number) that handled the call; and (10)
the URL address through which the call is handled.

IWR Compliance: IWR has applied with and thus given notice to the Fund Administrator of its
intention to participate in the Fund. TWR affirmatively acknowledges its obligation to provide
the administrator with true and adequate data, and other historical, projected and state rate related
information reasonably requested to determine the TRS Fund revenue requirements and
payments in accordance with the requirements set forth in 47 C.F.R. §64.604(c)(5)(iii)(C)(1) and

(2), and any such additional procedures adopted by the administrator. All IWR call data is

* Standards (i), (i1), (iii)(A) and (iii)(B) require no response, and are acknowledged by Applicant.
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generated and stored by the ACD platform through its automated data recording program. At no
time are CAs able to manually initiate, end, enter, or otherwise alter such data. Furthermore,
IWR call data is duplicated on multiple backup servers. IWR has been providing such data to the
Fund Administrator through its certificated partner provider and is experienced in the reporting
process. A CA can however flag a call as incompensable if it is suspected that the call is VRI or
otherwise not eligible for reimbursement from the Fund.

Standard (3): Additional call data required from Internet-based Relay Providers. In addition
to the data required by section 64.604(c)(5)(iii)(C)(2), Internet-based Relay Providers
seeking compensation from the Fund shall submit speed of answer compliance data.

IWR Compliance: IWR affirmatively acknowledges its obligation to provide speed of answer
compliance data to the Fund administrator and Commission. *°

Standard (4): “Providers submitting call record and speed of answer data in compliance
with sections 64.604(c)(5)(iii)(C)(2) and (3) shall (i) employ an automated record keeping
system to capture such data required pursuant to section 64.604(c)(5)(iii)(C)(2) for each
TRS call for which minutes are submitted to the fund administrator for compensation; and
(ii)) submit such data electronically, in a standardized format. For purposes of this
subparagraph, an automated record keeping system is a system that captures data in a
computerized and electronic format that does not allow human intervention during the call
session for either conversation or session time.”

IWR Compliance: IWR affirmatively acknowledges its obligation to provide data through an
automated record keeping system which captures required data, formats for reporting, and
reports, as noted above.

Standard (5): Certification. The chief executive officer (CEQ), chief financial officer
(CFO), or other senior executive of a TRS provider with first hand knowledge of the
accuracy and completeness of the information provided, when submitting a request for
compensation from the TRS Fund must, with each such request,” certify the truth and
accuracy of the data and that such requests for compensation to not result from

“ Please refer to IWR Speed of Answer compliance, supra.
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expense data submitted in the annual relay service data request form, in an electronic format that
is easily retrievable, for a minimum of five years.
D.  Information filed with the administrator. (47 C.F.R. 64.604(c)(5)(iii)(I))*

IWR Compliance: IWR affirmatively acknowledges the obligation of its Chief Executive
Officer (“CEO”), Chief Financial Officer (*CFO™), or other senior executive to each instance,
certify, under penalty of perjury, that the minutes for which Fund compensation is requested are
in compliance with section 225 and the Commission's rules and orders, and are not the result of
impermissible financial incentives or payments to generate calls. The CEO, CFO, or other senior
executive will certify under penalty of perjury to the TRS Fund administrator that such
information is true and correct.

E. Procedures for the suspension/withholding of payment. (47 C.F.R.
64.604(c)(5)(iii)(L))

Standard (1): The Fund administrator will continue the current practice of reviewing
monthly requests for compensation of TRS minutes of use within two months after they are
filed with the Fund administrator.

Standard (2): If the Fund administrator in consultation with the Commission, or the
Commission on its own accord, determines that payments for certain minutes should be
withheld, a TRS provider will be notified within two months from the date for the request
for compensation was filed, as to why its claim for compensation has been withheld in
whole or in part. TRS providers then will be given two additional months from the date of
notification to provide additional justification for payment of such minutes of use. Such

% Sections 64.604(c)(5)(iii)(D)(Reserved), 64.604(c)(5)(iii)(E), Payments to TRS providers, 64.604(c)(5)(iii)(F),
TRS providers eligible for receiving payments from the TRS Fund, 64.604(c)(5)(iii)(G) intention to notify the Fund
Administrator of participation in the Fund, 64.604(c)(5)(iii)(H) Administrator reporting, monitoring, and filing
requirements, 64.604(c)(5)(iii)(J) The administrator's performance and this plan shall be reviewed by the
Commission after two years, and 64.604(c)(5)(iii)(K) All parties providing services or contributions or receiving
payments under this section are subject to the enforcement provisions specified in the Communications Act, the
Americans with Disabilities Act, and the Commission's rules, require no response, and are acknowledged by
Applicant.
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Jjustification should be sufficiently detailed to provide the Fund administrator and the
Commission the information needed to evaluate whether the minutes of use in dispute are
compensable. If a TRS provider does not respond, or does not respond with sufficiently
detailed information within two months after notification that payment for minutes of use
is being withheld, payment for the minutes of use in dispute will be denied permanently.

Standard (3): If, the VRS provider submits additional justification for payment of the
minutes of use in dispute within two months after being notified that its initial justification
was insufficient, the Fund administrator or the Commission will review such additional
Jjustification documentation, and may ask further questions or conduct further
investigation to evaluate whether to pay the TRS provider for the minutes of use in dispute,
within eight months after submission of such additional justification.

Standard (4): If the provider meets its burden to establish that the minutes in question are
compensable under the Commission’s rules, the Fund administrator will compensate the
provider for such minutes of use. Any payment by the Commission will not preclude any
future action by either the Commission or the U.S. Department of Justice to recover past
payments (regardless of whether the payment was the subject of withholding) if it is
determined at any time that such payment was for minutes billed to the Commission in
violation of the Commission's rules or any other civil or criminal law.

Standard (5): If the Commission determines that the provider has not met its burden to
demonstrate that the minutes of use in dispute are compensable under the Commission’s
rules, payment will be permanently denied. The Fund administrator or the Commission
will notify the provider of this decision within one year of the initial request for payment.

IWR Compliance: IWR affirmatively acknowledges, and commits to comply with, the
promulgated procedures for suspension/withholding of payment under amended Commission
Rules.

F. Whistleblower protections. (47 C.F.R. 64.604(c)(5)(iii)(M))

Standard: Providers shall not take any reprisal in the form of a personnel action against
any current or former employee or contractor who discloses to a designated manager of the
provider, the Commission, the TRS Fund administrator or to any federal or state law
enforcement entity, any information that the reporting person reasonably believes
evidences known or suspected violations of the Communications Act or TRS regulations, or
any other activity that the reporting person reasonably believes constitutes waste, fraud, or
abuse, or that otherwise could result in the improper billing of minutes of use to the TRS
Fund and discloses that information to a designated manager of the provider, the
Commission, the TRS Fund administrator or to any federal or state law enforcement
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entity. Providers shall provide an accurate and complete description of these TRS
whistleblower protections, including the right to notify the FCC’s Office of Inspector
General or its Enforcement Bureau, to all employees and contractors, in writing. Providers
that already disseminate their internal business policies to its employees in writing (e.g. in
employee handbooks, policies and procedures manuals, or bulletin board postings — either
online or in hard copy) must include an accurate and complete description of these TRS
whistleblower protections in those written materials.

IWR Compliance: IWR affirmatively acknowledges, and agrees to comply with the
Whistleblower protections promulgated under amended Commission rules. IWR further
commits that it shall not take any reprisal in the form of a personnel action against any current or
former employee or contractor who discloses to a designated manager of the provider, the
Commission, the TRS Fund administrator or to any federal or state law enforcement entity, any
information that the reporting person reasonably believes evidences known or suspected
violations of the Communications Act or TRS regulations, or any other activity that the reporting
person reasonably believes constitutes waste, fraud, or abuse, or that otherwise could result in the
improper billing of minutes of use to the TRS Fund and discloses that information to a
designated manager of the provider, the Commission, the TRS Fund administrator or to any
federal or state law enforcement entity. IWR provides an accurate and complete description of
its whistleblower protections, including the right to notify the FCC’s Office of Inspector General
or its Enforcement Bureau, to all employees and contractors, in writing.

IWR’s Manual of Policies and Procedures explicitly states as follows:

With regard to the Code of Ethics set forth within the IWR Call Center Manual of

Policies and Procedures the following Whistle Blower Policy is maintained. TWR

will not advance any reprisal, discrimination, or punitive action against any

current or former employee or contractor who discloses to IWR management or

owners, a violation of this Code of Ethics or discloses conduct that is reasonably

believed to result in waste, fraud, or abuse or otherwise may result in the improper

submission of minutes for reimbursement to the TRS Fund Administrator.

Further, this Whistle Blower Policy extends these same employment protections

to those who report allegations of violations to law enforcement or regulators in

regard to those policies, procedures, rules, laws, and orders implemented by local,
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IWR Compliance: IWR affirmatively acknowledges its responsibility to, and will make semi-
annual call center reports to the Commission and Fund Administrator on or before April 1 and
October 1 of each year.
(3) Compensation of CAs. VRS providers may not compensate, give a preferential work
schedule or otherwise benefit a CA in any manner that is based upon the number of VRS
minutes or calls that the CA relays, either individually or as part of a group.
IWR Compliance: IWR has never in the past, nor does it now, compensate, give a preferential
work schedule or otherwise benefit a CA in any manner that is based upon the number of VRS
minutes or calls that the CA relays, either individually or as part of a group.
(4) Remote training session calls. VRS calls to a remote training session or a comparable
activity will not be compensable from the TRS Fund when the provider submitting minutes
for such a call has been involved, in any manner, with such a training session. Such
prohibited involvement includes training programs or comparable activities in which the
provider or any affiliate or related party thereto, including but not limited to its
subcontractors, partners, employees or sponsoring organizations or entities, has any role in
arranging, scheduling, sponsoring, hosting, conducting or promoting such programs or
activities.
IWR Compliance: IWR affirmatively acknowledges that IWR employee VRS calls of any kind,
including those involving remote training session or a comparable activity, will not be
compensable from the TRS Fund. IWR states further that it has at no time sought Fund
compensation for such calls.
IV.  COMPLIANCE WITH THE WAIVED MANDITORY MINIMUM STANDARDS
FOR THE PROVISION OF FEDERALLY-FUNDED VRS (47 CF.R.
§64.606(a)(2)(ii))"’

IWR continues to comply with those MMS that have been waived for VRS subscribers,

as follows.

¥ See 2011 VRS Waiver Extension Order.
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