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Chameen Stratton 
Sprint Relay 
12657 Alcosta Blvd., Suite 300 
San Ramon, CA 94583 

Dear Office of Disability Services and Communication Access Council: 

On behalf of Sprint, I am submitting to you this fiscal year July 2006 to June 2007 annual 
report on Relay Nevada outreach education and statistics. As you will see from the 
highlights in this report, Relay Nevada continues to serve an important part in the education, 
awareness, and-most importantly-independence of all Relay Nevada users. 

Sprint is pleased to say that once again, it has been able to meet and exceed the 
Telecommunications Relay Services (TRS} requirements put forth by the State. Pages 7 & 8 
explain the outreach education performed and pages 12 to 16 display various TRS statistics. 

Sprint Relay Nevada is pleased to have completed its third year 
of CapTel® services and to have generated 205,693 CapTel® 
session minutes during this fiscal year. CapTel® requests con
tinue to come in and comments by users remain positive. Sprint is 
very pleased that the CapTel® contract extension was signed 
for an additional two years and we look forward to increasing 
awareness of this TRS-enhanced product and service. Pages 7 & 
8 explain the outreach education performed and page 15 
displays various CapTel® statistics. 

Sprint showed its commitment to provide the best customer care 
by presenting Relay Nevada a proposed boilerplate of over 1 00 

"Sprint showed its 

commitment to 

provide the best 

customer care ... " 

pages to complete the Federal Communications Commission-mandated TRS re-certification 
application. 



Sprint underwent a re-organization in March 2007 
and my title as Account Manager was changed to 
Relay Program Manager. While my job duties 
remained the same, Relay Nevada appreciated 
the extra support from the subcontractors to 
promote Relay services across the state. 

Sprint is glad to be given the opportunity to 
provide Nevada with quality telecommunications 
relay services. We would like to thank the Office of 
Disability Services and Communication Access 
Council members and the Deaf and Hard of Hearing 
Advocacy Resource Center for their ongoing support, 
teamwork and partnership between Relay Nevada and the 
State. 
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Chameen Stratton 

Relay Nevada Program Manager 



Relay Nevada 
Outreach and Marketing 

Relay Nevada Brochure 

To promote Relay Nevada services, a brand-new all-in-one brochure was created to explain the myr
iad Relay products and services including traditional and Internet-enabled. Relay Nevada is ex
tremely pleased with this eye-catching brochure that was first printed in January 2007. 
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Relay Nevada Web Site 

People depend on the Internet to access information instantly about a particular product or service. 
To meet the needs of customers who use the Internet, Relay Nevada provides relay information at their 
fingertips at: www.relaynevada.com. 

The Relay Nevada Web site not only provides information on 
Relay Nevada products and services in English and Spanish 
languages, but also includes other essential information such 
as: 

the Equipment Distribution Program which is managed by the 
Deaf and Hard of Hearing Advocacy Resource Center 
(DHHARC) captioned video clips of demonstrations on how to 
use various kinds of Relay services several links to other 
informative Web sites : a link to download flyers and 
brochures contact info to request for a free presentation or 
other free services. 



Public Service Announcements 

To increase awareness about Relay Nevada services, Relay Nevada aired a public service announce
ment (PSA) for 6 months in Year 2007 which totaled 7,746 spots. 

• From January to March, 3,144 PSA spots were aired on various Relay Nevada services. 
• From April to June, 4,602 PSA spots were aired about Relay Nevada's Speech-to-Speech 

service. 

I I 
Relay Nevada, in partnership with the Deaf and Hard of Hearing Advocacy 

Outreach Efforts Resource c_enter (DHHARC?), promoted re_lay serv1c~ awareness by_ prov1_di~g 
. . demonstrations, presentations and matenals to vanous groups dunng th1s fis

cal year. Products included all aspects of TRS as 
well as Cap Tel® , VRS, IP, and wireless relay. 

Highlights of outreach performed by the Relay Nevada key players 
include: 

July 2006 - Nevada Association of the Deaf ran a weeklong summer 
camp for deaf and hard of hearing children, their siblings, and children of 
deaf adults at Camp Ronald McDonald in Eagle Lake, CA. Sprint 
covered the printing cost of the 1 ,000 brochures and a Sprint representa-
tive from CA set up a booth to explain various Sprint Relay products and services as well to distribute 
Sprint freebies to 54 campers and some staff. 

October 2006 - University of Nevada-Reno (UNR) Disability Resource Center hosted a Special Accom
modations of the Deaf and Hard of Hearing Students event and DHHARC set up an exhibit to distribute 
Relay Nevada brochures. Sprint sponsored this event by providing lunch to the 150 attendees. 

October 2006 -On the same day after UNR's event as mentioned 
above, Sprint provided free pizzas at the Round Table parlor in Reno 
and a Sprint representative explained about the various relay 
services and wireless devices to the 15 participants. 



May 2007- DHHARC hosted a Deaf Awareness Day event at the Galleria Mall in Las Vegas. DHHARC 
set up an exhibit to distribute Relay Nevada brochures to the 150 attendees. 

June 2007- DHHARC hosted another Deaf Awareness Day event at a mall in Reno. DHHARC set up an 
exhibit to distribute Relay Nevada brochures to the 75 attendees. 

Also, as with every year, the Sprint Relay Program Manager closed and completed customer com
ments for the FCC filing. 

Public Education & Promotions 

In addition to the television public service announcement spots as mentioned earlier in this report, 
Relay Nevada literature and pens were distributed at various events, through non-profit agencies and 
organizations, and sent via mail. These included Sprint Relay materials such as: 

Sprint Relay DVDs 
Sprint IP using AIM wallet cards 
Sprint plastic bags 
Sprint VRS flyers 
Sprint IP flyers and postcards 

The charts on the next several pages indicate the trends of our annual 
call volume. The numbers reflect the availability and usage of the tech
nology that is provided by Sprint Relay Nevada. 



What is Relay? 

Relay is a free service that provides full telephone accessibility to 
people who are deaf, hard-of-hearing, deafblind, and speech
disabled. This service allows hearing callers to communicate with text 
-telephone (TIY) users and vice-versa through specially trained Relay 
Operators. Calls can be made to anywhere in the world, 24/7/365 
with no restrictions on the number, length, or type of calls. All calls are 
strictly confidential and no records of any conversations are main
tained. 

Improving the Customer Experience (ICE) 

Spnnt -~ 
Relay 

Anyone wishing to use Relay Nevada Service simply dials 711 to connect with a Relay Operator. The 
Relay Operator will dial the requested number and relay the conversation between the two callers. 

During Year 2006, Sprint continued its "Improving the Customer Experience, Voice and Signs of the 
Customer" (ICE) project that began in Year 2005. ICE was an ongoing and continuous project to im
prove the customer experience when using relay. 

Sprint hosted focus groups during 2006 and based on feedback and input received through the 
ICE program from both customers and internal staff, Sprint implemented the first set of improve
ments to Sprint Relay that began August 22, 2006. A few of these changes are internal, affecting 
the training and operations of Communication Assistants (CA) and some are external, improving 
the experience of the relay user. 

Relay Projects 



The following changes were implemented across the Sprint Relay network: 

A new procedure for when a relay 

call is answered by a recording. 
After it has been determined that 

the caller has reached an interac

tive or recorded message, the CA 
will hit a "hot key" which reads, 

"(RECORDING PLAYING)", to keep 
the caller informed of the call pro

gress. 

A new macro, "(HOLD FOR A LIVE 
PERSON QQ) GA", will follow to give 

the caller the choice to hold or in

put messages, receive the entire 
message or to hang up. 

RESULT: This feature greatly reduces 
the CA's work time and accord
ingly, time billed to the Contractor. 

A new macro, "(RELAYING UR IN
FORMATION)", will be sent when 
the TIY or Sprint IP user inquires 
what is happening on the call. 

RESULT: This keeps the caller in
formed of the call progress. 

Sprint revised its policy for an

nouncing relay calls to allow the 
CAs greater flexibility in how to an

nounce the relay call. TheCA's 

identification number and gender 
will still be provided with every call. 

The only change is that instead of 
using a pre-determined script, the 

CA is following a guideline and is 
free to voice the greeting so that it 

sounds more natural. The CA will 
also be allowed to add a courtesy 

such as "Have a great day." Addi

tionally, behind the scenes, Sprint 
has created a new training video 

that demonstrates a variety of call 

scenarios using the new greeting 
methodology. 

The video helps Sprint's relay 
agents understand how to explain 
relay without a script while using a 

friendly and natural tone of voice. 

RESULT: Our studies have shown 
that this new methodology results in 
fewer hang-ups and more ac
cepted calls. 

Also included in this new methodol
ogy for announcing a relay call is 
the use of the terms "deaf" and 
"hard-of-hearing" in the greeting to 
decrease the number of hang-ups. 
Sprint's tests showed that when the 
term "deaf or hard-of-hearing" was 
included in the explanation phrase 
to the hearing party, the number of 
times the use of the relay service 
had to be explained dropped from 
26% of the calls to 12%. 

RESULT: The number of hang-ups 
during or immediately after the 
greeting was reduced from 1 0% to 
2%. 

These new changes have greatly 
improved the customer experience 
when using Sprint Relay. 



During 1 Q2007, Sprint began to provide Sprint Relay accounts a new state-of-the-art Relay platform. 

Our improved platform incorporated the latest in telephone-switching and data-transport technology. 
This investment and platform plan will virtually replace the entire existing TRS platform with the best 
technology available for a Relay application. When combined with upgraded operator terminals and 
a new desktop call-processing application, the results are state-of-the-art, highly flexible, easily modi
fied combination to support Sprint's relay services using cutting-edge IP-based technology. 

This new Relay platform will be completed by mid-November 2007 for 10 call centers across the nation 

and for the remaining 3 call centers, by 2Q2008. 

These new changes will greatly improve the customer experience when using Sprint Relay. 

FCC Re-Certification Brojeet 

On June 22, the Federal Communications Commission (FCC) issued a Public Notice that required all 
Relay States to complete the FCC's TRS re-certification application by October 1. 

This re-certification determination must indicate that the Relay State 
program: 

../ met or exceeded all operational, technical, and functional minimum standards; 

../ had adequate procedures and remedies to enforce the requirements of the state 
program; 

../ had informational materials available to TRS users explaining state and 
commission procedures for filing complaints; and if that Relay State program 

../ exceeded mandatory minimum standards, it must indicate that it in no way con
flicted with federal law. 

"Sprint is pleased to 

show Relay Nevada its 

commitment to provide 
quality customer care 

services. " 

This re-certification must be completed by Relay States every five years since current certifications 
expire July 26, 2008. One year prior to expiration, a state may apply for renewal. During Sprint's an
nual State Telecommunications Administrators for Relay by Sprint (STARS) conference in June, Sprint 
announced to the State Relay administrators that it will take the initiative to assist all of its Sprint Relay 
states by developing a boilerplate of these TRS-required features. Sprint will respond to most of the 
directives, leaving the states-including Nevada-with fewer questions to answer. In addition, Sprint 
will provide additional answers and support when asked by the States. 

Sprint is pleased to show Relay Nevada its commitment to provide quality customer care services. 



Relay Nevada 
TRS Statistics 

Relay Nevada TRS Statistics 

The following charts indicate the trends of our annual total number of session minutes. The numbers re
flect the traditional relay services (e.g.: TIY, Voice, TIY and Voice Spanish, VCO, TeleBraille, STS, and a 
few others) that are currently provided by Relay Nevada. The session minutes continue to show a drop in 
calls over the past several years due to the latest technology such as email, video relay services, wireless 
pagers, and other technological advance
ments. 

The chart indicates the monthly billable session min

utes Relay Nevada generated, including Speech-to
Speech. The total for this fiscal year amounted to 

587,069. 
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The chart depicts the number of calls that 
were relayed by the operators for each 
month, not including Busy Ring/No Answer. 
The total for this fiscal year amounted to 
288,512 outbound calls relayed. 



Call Clrigination 

The chart indicates that most of the Relay Nevada 
calls are being originated by TurboCode users 

followed by TTY users. 

Speed of Answer 

July 2006 ·June 2007 
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The charts illustrate that Sprint has exceeded the speed of answer requirement throughout the year. 
"Average Speed of Answer" identifies the number of seconds required to answer a call. The daily re
quirement is 85% of all calls being answered within 10 seconds. The Average Speed of Answer (ASA) for 
July 2006 to June 2007 was 1. 92 seconds and the Service Level (SVL) was that 93.3% of calls were an
swered within 10 seconds. 
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Customer Service Contact Data 

Sprint Customer Service is responsible for handling customer requests such as: 

Registering Customer Database profiles 
Responding to reports of technical issues 
Sending relay information materials 
Receiving customer suggestions, commendations and complaints 

Each request from a relay user is given full attention and every effort is made to satisfy the customer. 
The following chart illustrates the number and call types that were received from customer requests in
cluding commendations and complaints. 

This information is shared with the FCC on a yearly basis. 

Commendations 

Complaints 

Commendations 

Complaints 0 0 

Total Commendations: 10 
Total Complaints: 6 

0 0 0 



Relay Nevada 
CapTel® Statistics 

Cap Tel® phone users place a call in the same manner they would when using a traditional phone

by dialing the number directly. The CapTel® phone automatically connects to Sprint's captioning re
lay service as the user dials. When the other party answers, the CapTel® user can hear as well as read 
the other person's spoken words on the CapTel® phone display screen. CapTel® with True Caller ID 

and Spanish-language captions are available 

CapTel® Enhancements through Sprint in 29 states, including Nevada. 
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In May 2007, a second Cap Tel® 
call center in Wisconsin was 
opened to meet increasing 
needs. 

Call Detail Record 

Sprint is pleased to offer Relay Nevada CapTel®-specific monthly Call 
Detail Record (CDR) reports. These reports allow Relay Nevada to receive 
a more detailed Cap Tel® calling data and trends without identifying 
individual users and their personal calling habits. This reporting feature 
was successfully enacted April2007. 

Cap Tel® is a registered trademark of Ultratec, Inc. 15 



This fiscal year generated a total of 142,087 billable Cap Tel® session minutes. A breakdown of monthly 
minutes is indicated below: 
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This fiscal year generated a total of 65,490 Cap Tel® 
calls. A breakdown of monthly call volume is indi
cated below: 
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The bar graph illustrates the outbound versus inbound 
Cap Tel® calls. The majority of these calls were made 

by Cap Tel® consumers for outbound calls. 

July 2006- June 2007 

CapTel® calls: 57,972 
VOICE calls: 7,518 



Sprint Video Relay Service 

Sprint Video Relay Service (VRS) is a free service that is available any time, 24/7/365. Sprint VRS enables 
users who use sign language to communicate using videoconferencing technology, with an inter
preter via the Internet. The interpreter relays the signed conversation over a standard phone in real 
time to the hearing caller. By using sign language over the full-motion video, the sign language user 
can communicate in their natural language and convey facial expression and cues to ensure nothing 
gets lost in the translation. The sign language user needs a videophone with a television or a Webcam 
with a computer. 

Additionally, the Sprint VRS Web site was updated, one can view it at: www.sprintvrs.com . 

NOTE: Video Relay Services 
(VRS) are authorized by the Fed
eral Communications Commis
sion (FCC). Relay providers are 
reimbursed by the Interstate TRS 
Fund for intrastate and interstate 

minutes generated. which is 
administered by the National 

Exchange Carriers Association 
(HECA). 

The State of Nevada does HOT 
payforVRS. 

Sprint Relay 
Product Enhancements 
(Available In Nevada) 
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Also, on July 31, 2006, Sprint launched MySprintVRS number. This number feature enables deaf and 
hard of hearing persons to receive incoming calls via a videophone. A hearing user dials one toll-free 
number and quickly reaches an interpreter who connects them to the deaf or hard of hearing VRS 
user. No other information needs to be supplied, such as an extension number. Some businesses use 
telephone numbers as account identifiers or for ordering items, and this MySprintVRS number makes 
this easily possible. 

Another feature that Sprint made available to deaf and hard of hearing persons is the Sprint VRSmail 
on October 28, 2006. VRSmail is the same as voicemail, only in visual and signing mode. One can 
retrieve VRSmail from wireless devices that have Windows Media Player capability. 

Sprint Internet Protocol Relay 

Sprint IP Relay is a free service that is available any time, 24 hours a 
day, 7 days a week, 365 days a year. Sprint IP allows people who 
are deaf or hard of hearing or who have a speech disability to 
enjoy the ease of communicating with hearing individuals from any 
computer. The process to place a Sprint IP call is very similar to a 
TIY call, only with Sprint IP, there is a split screen to view both 
conversations simultaneously. 

One can view the Sprint IP Web site at: www.sprintip.com. 

' 



Sprint launched Voice-to-AIM via Sprint IP Relay on April11, 2007. This is an access method for AIM 
(AOL Instant Messenger) users on a computer and wireless devices. It is a free service that is available 
any time, 24/7/365. The process is very similar to a TIY call. 

The press release, on following page, explains in further detail: NOTE: Internet Protocol Relay 
Services (IP) are authorized by 
the Federal Communications 

Commission (FCC). 
Relay providers are reimbursed 

by the Interstate TRS Fund for 
intrastate and interstate minutes 

generated. which Is 
administered by the National 

Exchange Comets Association 
(NECA). 

The State of Nevada does NOT 
pay for Internet Protocol Relay. 



Sprinf > 
Together with NEXTEL 

News Release 
Sprint Nextel 
6200 Sprint Parkway 
Overland Park, Kan. 66251 

Media Contact: 

Sprint IP Relay Gives Hearing Callers More Ways to Connect With Deaf or Hard-of-Hearing Individuals Via AOL's AIM 

OVERLAND PARK, Kan. -Aprilll, 

2007 --Sprint (NYSE: S) today an
nounced an upgrade to the Sprint IP 
Relay service to now enable hearing 
callers to use their telephone to con
tact individuals who are deaf, hard
of-hearing or who have a speech 
disability via operator-assisted instant 
messaging using AOL's AIM Relay 
service. 

In order to access the service, the 
hearing caller dials a toll-free num
ber 877-866-8057 (English) or 877-866-
8059 (Spanish) that is answered by a 
Sprint Relay operator. The operator 
will ask the caller for the AIM® 
screen name of the deaf or hard-of
hearing individual they are trying to 
reach. If the AIM® user is online, the 
operator will connect the call and 
begin relaying the conversation via 
instant message. If the AIM user is 
"away" or unavailable to receive 
the call, the hearing caller is able to 
leave a brief message through the 
Sprint Relay operator who will type 
an instant message to the AIM user. 
The deaf or hard-of-hearing AIM user 
must first send an instant message to 
the AIM® screen name "SprintiP" 
and type "Register" to begin receiv
ing calls from hearing callers. 

"We strive to offer a wide variety of 
relay solutions to meet the needs of 
individuals who are deaf and hard 
of hearing; this enhancement to 
Sprint IP Relay reinforces our ongoing 
commitment our customers and the 
deaf community," said Mike Ligas, 
director, Sprint Relay. 

Sprint IP Relay service via AIM has 
been available since early-2006 and 

also enables deaf and hard-of-hearing AIM 
users to send an instant message to the 
AIM screen name "SprintiP" to contact an 
operator. The operator would then place 
a telephone call to the hearing caller and 
relay the conversation between the two 
parties, reading the conversation/instant 
messages out loud to the hearing caller 
and typing the responses back via AIM to 
the deaf caller. The "SprintiP" Screen Name 
can be added to the AIM® Buddy List® 
feature, and deaf users can initiate Sprint IP 
Relay calls directly through the AIM® ser
vice. 

"We realize that AIM serves as a valuable 
communication tool for everyday interac
tions for many in the deaf and hard-of
hearing community," said Tom Wlodkowski, 
director of accessibility, AOL. "We are ex
cited to be able to work together with 
Sprint to further enhance the Sprint IP Relay 
service and broaden communications op
tions available through AIM." 

The Sprint IP Relay service is available from 
Sprint at no cost to users. The Sprint IP Relay 
and AIM Relay services are accessible on 
the Web through the AIM service, which is 
available as a free download at 
www.aim.com, as well as through the Ap
ple® iChat® client. 

Sprint Relay Portfolio of Services 

Sprint has 17 years of experience in provid
ing relay services to persons who are deaf, 
hard of hearing or deaf-blind or have a 
speech disability to communicate with 
hearing persons on the phone. Sprint's 
experience in the field assures users of 
Sprint Relay receive quality service no mat
ter what type of Relay service they are 

using. Relay service is available 24 
hours a day, 365 days a year, with no 
restrictions on the number of calls 
placed or call length. For more infor
mation, visit www.sprintrelay.com. 

About Sprint Nextel 

Sprint Nextel offers a comprehensive 
range of wireless and wireline com
munications services bringing the free
dom of mobility to consumers, busi
nesses and government users. Sprint 
Nextel is widely recognized for devel
oping, engineering and deploying 
innovative technologies, including 
two robust wireless networks serving 
53.1 million customers at the end of 
2006; industry-leading mobile data 
services; instant national and interna
tional walkie-talkie capabilities; and 
an award-winning and global Tier 1 
Internet backbone. For more informa
tion, visit www.sprint.com. 

About the AIM® Service 

The AIM® service (.b.t1R..1L. 
www.aim.com) is at the center of one 
of the largest and most dynamic 
online and mobile communities. 
It provides developers with an open 
and modular platform for develop
ment and access to millions of Ameri
cans at http://developer.aim.com. 
The AIM service is where users go to 
find their friends and manage their 
social lives through instant messaging, 
email and mobile texting as well as 
robust voice and video services. 



Sprint IP Relay offers an access 
method for AIM® (AOL Instant Messen
ger) users on a computer and wireless 

devices. It is a free service that is 
available any time, 24/7/365. 

The process is very similar to a TTY call. 

Sprint launched Sprint IP Wireless Relay 
via BlackBerry wireless devices. This 

free Sprint IP wireless application 
allows BlackBerry users to access Sprint 
IP Wireless Relay at any time, 24/7/365. 
The process is very similar to a TTY call. 



Sprint Relay 
Product Enhancements 
(Currently not available in Nevada) 

Relay Conference Captioning 

Relay Conference Captioning (RCC) uses the same 
high-quality captioning agents that provide closed
captioning for live news, sports and weather on televi
sion. Real-time text is streamed to an Internet
connected computer 
anywhere in the world, and does not require a high
speed Internet connection; dial-up (56k) will work. RCC 
has user-friendly features, including: 

• Background color options 
• Text color/size options 
• Text transcript of teleconference 

conversation 
• Online customer support 

To enable deaf and hard-of-hearing individuals to fully 
participate in conference calls, Sprint and Caption 
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Colorado jointly developed RCC, which combines real-time captioning with relay conference services. 

RCC is provided in Arkansas, New Jersey, North Carolina, and through the Federal Relay Service. 



During Year 2007, enhancements were made to the RCC service, which included: 

~ Increased dedicated Customer Service staffing levels as well 
as RCC captioning agents. 

~ Continued growth in hours. 
~ Created online training program for all captioning agents to 

complete and stay current with training. 
~ General Services Administration transition to the new agency 

list for FedRCC and all changes required. 
~ Increased customer satisfaction through better training, ser

vice and quality. 
~ Implemented Sprint-branded RCC ordering site and there

fore, increased security. 
~ Implemented two new Web sites to support ordering and bill

ing needs. 
~ Made cosmetic enhancements to the Web sites. 



Sprint Relay "Aae0unts 

Sprint currently provides relay services to 33 
states, the federal government, Puerto Rico 
and New Zealand. The map below indicates 
which states are served by Sprint Relay. 
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Sprint 
Government 

Systems 

TonyD'Agata 
Vice-President 1-
Public Sector 

Mike Ligas 
~ Director ofTRS 

Business Service 
Operations/ Sales & 

Distribution 

I Relay Pqn~m 
Management 

•John Moore 
Manager of RPM 

•Angie Officer 
Senior RPM 

•Ken Brown 1-

Relay Program Manager 
(July 2006- February 
2007) 

•Chameen Stratton 
Relay Program Manager 
(March 2007- Present) 

Corporate Sales 

•MikeJ. Ellis -
Manager 

Consumer Sales 

•Paul Rutowski 
Manager -•Todd Bader 
Consumer Sales Manager 
(March 2007- Present) 

Customer Services 

•Brian Adamson 1--

Supervisor 

Product Innovation 

•Paul Ludwick 1-" 
Manager 



;~Appendi_ces 

Relay Nevada TRS Traffic Report 

To: 
Betty Hammond, Contract Admintstrator 

3656 Research Way Suite 32 

Carson City, Nevada 89706 

775-687-3388 T1Y 
775-687-3292 FAX 

Sprint~ 
From: 
Chameen Stratton Relay Program Manager 

Spnnt 

12657 Alcosta Blvd 

San Ramon CA 94583 


