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This Appendix contains Wyoming Relay Communication Assistants Training schedules for both Sprint and 
Hamilton.  Topics such as confidentiality, handling of emergency and crisis calls, consequences of non-
compliance to policies, and functions and roles of a CA are thoroughly explained.  Wyoming Relay Spanish 
and STS Communication Assistants must complete the same training as all traditional Communication 
Assistants.  Spanish CAs complete additional training specific to Spanish Relay Services.   STS CAs 
receive training where they learn about speech disabilities and are given specific strategies to use in order 
to facilitate calls between STS users and end users.  STS CAs also receive detailed training on STS 
policies and procedures.  As follow up to the initial training, the STS Supervisor and/or trainer continually 
educate all STS CAs on speech disabilities, their respective implications and etiquette.  CTS CAs receive a 
minimum of two (2) weeks of initial classroom training.  This training includes call center policies; 
confidentiality requirements; how the technology works; how the CapTel® phone works; developing a 
personal voice profile; re-voicing techniques; call handling; and observation of live calls.   
 
Communication Assistants conduct themselves in a professional manner at all times while representing the 
Wyoming Relay Service.  Through detailed procedures and a work environment and atmosphere which 
emphasize quality and professionalism, Wyoming Relay is able to maintain its outstanding reputation for 
quality relay services.   
 
Training Plan 
Wyoming Relay helps each Communication Assistant excel at his or her job as a result of its hiring and 
training procedures.  Before taking the first call, Communication Assistants are prepared to relay calls in a 
fashion that exceeds FCC standards.   
 
Time is allocated throughout the initial training process to instruct Communication Assistants on the proper 
phrasing of ASL “gloss”; ASL style and grammar; tone of voice; hearing and speech disabled cultures; TTY 
etiquette; pertinent information about the needs of deaf, hard-of-hearing and speech disabled users; the 
role of the CA (including training to relay the contents of a call as accurately as possible without intervening 
in communication); and operation of relay telecommunications equipment including answering machines 
and computerized services.  This is done through videos, training seminars with staff who are familiar with 
the deaf and speech-disabled communities, observation, participation in both simulated and live calls, and 
a variety of role-play scenarios.  Wyoming Relay CAs are well trained to effectively meet the specialized 
needs of hearing and speech disabled individuals as explained below.   
 
Wyoming Relay uses a variety of trainers throughout its training period.  Wyoming Relay has a training 
coordinator who is responsible for the overall program.  In addition, Wyoming Relay Supervisors, Deaf 
employees and Communication Assistants all play a role in training.  Deaf employees teach Deaf culture 
while Communication Assistants share general knowledge about the relay and assist with role-playing 
activities.    
 
Disability/Relay/Deaf Culture Training 
All relay service staff receive training devoted solely to disability issues, including:  ASL “gloss” and 
grammar;  Deaf culture;  issues relating to deaf, hard-of-hearing, late-deafened, speech-disabled, and dual-
sensory users; diversity issues; and ethics and confidentiality.  Wyoming Relay providers have several 
people on staff that are very familiar with the user communities.  Their expertise is shared during the 
training experience and is used on an on-going basis to refresh all Communication Assistants.   
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Sprint Training Schedules
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Sprint Training Schedules
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Sprint Training Schedules
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Sprint Training Schedules
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Sprint Training Schedules
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Sprint Training Schedules
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Sprint Training Schedules
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Sprint Training Schedules
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Hamilton Training Schedule
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