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Appendix A Required Documentation 





  

STATE OF HAWAII 
STATE PROCUREMENT OFFICE 

CERTIFICATE OF VENDOR COMPLIANCE 

Status of Compliance for this Vendor on issue date: 

Status Legend: 

This document presents the compliance status of the vendor identified below on the issue date with respect to certificates 
required from the Hawaii Department or Taxation (DOTAX), the Internal Revenue Service, the Hawaii Department of Labor 
and Industrial Relations (DLIR), and the Hawaii Department of Commerce and Consumer Affairs (DCCA). 

Vendor Name: SPRINT COMMUNICATIONS COMPANY L.P. 
DBA/Trade 
Name: Sprint 
Issue Date: 03/29/2011 
Status: Compliant  
Hawaii Tax#: 2009321601
FEIN/SSN#: 43-1408007 
UI#: No record 
DCCA FILE#: 4698

Form Department(s) Status
A-6 Hawaii Department of Taxation Compliant 

 Internal Revenue Service Compliant 

COGS Hawaii Department of Commerce & Consumer Affairs Compliant 

LIR27 Hawaii Department of Labor & Industrial Relations Compliant 

Status Description
Exempt The entity is exempt from this requirement
Compliant The entity is compliant with this requirement
Pending The entity is compliant with DLIR requirement
Submitted The entity has applied for the certificate but it is awaiting approval
Not Compliant The entity is not in compliance with the requirement and should contact the issuing agency for more information
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STATE OF HAWAII
STATE PROCUREMENT OFFICE

CERTIFICATE OF VENDOR COMPLIANCE
This document presents the compliance status of the vendor identified below on the issue date with respect to 
certificates required from the Hawaii Department or Taxation (DOTAX), the Internal Revenue Service, the Hawaii 
Department of Labor and Industrial Relations (DLIR), and the Hawaii Department of Commerce and Consumer Affairs 
(DCCA). 

Vendor Name: Alerting Solutions, Inc.

DBA/Trade 
Name: Alerting Solutions, Inc.

Issue Date: 03/22/2011

Status: Compliant 

Hawaii Tax#:
FEIN/SSN#: 68-0423649 
UI#: No record 
DCCA FILE#:

Status of Compliance for this Vendor on issue date:

Form Department(s) Status
A-6 Hawaii Department of Taxation Compliant 

Internal Revenue Service Compliant 

COGS Hawaii Department of Commerce & Consumer Affairs Exempt 

LIR27 Hawaii Department of Labor & Industrial Relations Compliant 

Status Legend:

Status Description
Exempt The entity is exempt from this requirement
Compliant The entity is compliant with this requirement
Pending The entity is compliant with DLIR requirement
Submitted The entity has applied for the certificate but it is awaiting approval
Not 
Compliant

The entity is not in compliance with the requirement and should contact the issuing agency for more 
information
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To:  Sprint 
 
 
  
Date: March 20, 2011 
 
 
RE: Sprint Relay Services for Hawaii 
  
 
Alerting Solutions, Inc. is providing today the SMS emergency 
messages delivery from Hawaii State Civil Defense to the Sprint 
Emergency Notification System subscribers and is willing and ready 
to continue its services as a subcontractor to Sprint for the new 
contract period 
 
You may contact me via email (efraimp@alertingsolutions.com) or 
telephone (1-925-383-7435) 
 
Sincerely yours, 
Efraim Petel,  
President 
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GOVERNMENT TRS MASTER SERVICES AGREEMENT 
 
THIS GOVERNMENT TRS MASTER SERVICES AGREEMENT is made between Sprint Communications Company, L.P. 
("Sprint"), and State of Hawaii, Department of Budget and Finance, Public Utilities Commission (“Customer”).  

1. GENERAL. 

1.1 Applicability. This Agreement contains general provisions that apply to all Products and Services that Customer 
purchases from Sprint, including, but not limited to, TRS Services. “Agreement” refers to this written contract 
signed by Customer for the purchase of Products and Services, including all attachments, other documents 
incorporated by reference, and all related Orders.  

1.2 Rates and Conditions Website. Customer’s use of Sprint Products or Services is also governed by the 
applicable Product and Service annexes attached to this Agreement or accessible from the Rates and Conditions 
Website.  

1.3 Order of Precedence. Customer’s solicitation for proposals and Sprint’s response (if any) are incorporated into 
the Agreement by this reference. If a conflict exists among provisions within the documents that form the 
Agreement, the following order of precedence will apply: (a) this Agreement, including all relevant attachments; 
(b) posted or referenced terms; (c) Sprint’s response to Customer’s request for proposal or similar solicitation (if 
any); and (d) Customer’s solicitation (if any). Furthermore, specific terms will control over general provisions and 
negotiated, added, or attached terms, conditions or pricing will control over standardized, posted or non-
negotiated terms, conditions and pricing, to the extent permitted by law. 

1.4 Resale.  Customer acknowledges and agrees that this is a retail purchase agreement for use only by Customer 
and its other Sprint-authorized end users as set forth in this Agreement.  Except pursuant to a Customer 
Equipment Distribution Program, Customer may not resell or lease Products and Services under this Agreement. 
Notwithstanding the foregoing, Customer may participate in the Sprint Wireless Recycling Program.  

2. TERM. This Agreement is binding once signed by both parties. The initial term of the Agreement is ___ months/years 
(“Initial Term”), beginning on __________ and expiring on __________________(“Commencement Date”). Thereafter, 
this Agreement will automatically renew for up to ____ additional successive renewal terms of _____ months/years (each 
a “Renewal Term”) unless either Party provides written notice of termination not less than 120 days prior to the expiration 
of the then current Initial Term or Renewal Term, as applicable. The Initial Term and any Renewal Terms collectively 
make up the “Term.”  

3. ATTACHMENTS. The following attachments are incorporated into this Agreement by reference:  

Attachment A: TRS Services Pricing 
Attachment B: EDP Program Pricing & Policies & Additional Terms 
Attachment B-1: EDP End-User Application 

 
4. ORDERS AND CHARGES. 

4.1 Orders.  

A. Purpose and Effect. Orders describe the Products and Services being purchased, including quantity, 
delivery destinations, and any other information required by the Agreement. Except as required by 
applicable law or regulation, the terms and conditions appearing in an Order or in any acknowledgment or 
acceptance of an Order will have no force or effect other than to denote quantity, the Products or Services 
purchased, delivery destinations, requested delivery dates and any other information required by this 
Agreement.  

B. Issuance and Acceptance. Only persons authorized by Customer will issue Orders under the Agreement. 
Sprint may accept an Order by (1) signing and returning a copy of the Order to Customer; (2) delivering any 
of the Products or Services ordered; (3) informing Customer of the commencement of performance; or 
(4) returning an acknowledgment of the Order to Customer. 

C. Cancellation or Rejection. Customer may cancel an Order at any time before Sprint ships the Order or 
begins performance, but Customer must pay any actual costs incurred by Sprint due to Customer’s 
cancellation. Sprint may reject or cancel an Order for any reason, including Customer’s negative payment 
history with Sprint, failure to meet Sprint’s ongoing credit approval, or limited availability of the Product or 
Service ordered. Sprint will notify Customer of rejected or canceled Orders. 

4.2 Rates. 

A. Rates. During the Term, Customer will pay Sprint the rates and charges for Products or Services as set forth 
in this Agreement.  

B. Fixed Rates and Percentage Discounts. The rates and discounts identified in the pricing Attachments will 
remain fixed for the Term (unless stated otherwise in the applicable Attachment). Rates and discounts not 
fixed in the pricing Attachments will be based on then-current price lists at the time of purchase. If pricing in 
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this pricing Attachments are stated only as a percentage discount off of a list price, the percentage discount 
is fixed for the Term, but Sprint may modify the underlying rate or list price to which the percentage discount 
is applied on no less than one day’s notice.  

4.3 Rate Adjustments. Sprint may impose on Customer additional regulatory fees; administrative charges; and 
charges, fees or surcharges for the costs Sprint incurs in complying with governmental programs. These fees,   
charges or surcharges include, but are not limited to, state and federal Carrier Universal Service Charges 
(“CUSC”), Compensation to Payphone Providers, Telephone Relay Service, and Gross Receipts surcharges. If 
the Federal Communications Commission (“FCC”) requires that Sprint contribute to the Universal Service Fund 
(“USF”) based on interstate revenues derived from services that Sprint in good faith has treated as exempt, 
including but not limited to, information services, Sprint will invoice Customer the CUSC for such Services 
beginning on the date established by the FCC as the date such Services became subject to USF contributions.  
The amount of the fees and charges imposed may vary. Sprint may impose additional charges or surcharges to 
recover increased access costs imposed on Sprint as a result of Customer’s specific traffic patterns, network 
configuration or routing protocol.  

4.4 Taxes. 

A. Taxes Not Included. Sprint’s rates and charges for Products and Services do not include taxes. Customer 
will pay all applicable taxes including, but not limited to, sales, use, gross receipts, excise, VAT, property, 
transaction, or other local, state, or national taxes or charges imposed on or based on, the provision, sale or 
use of Products or Services.  Additional information on the taxes, fees, charges, and surcharges collected by 
Sprint is posted on the Rates and Conditions Website. 

B. Withholding Taxes. Notwithstanding any other provision of this Agreement, if a jurisdiction in which 
Customer conducts business requires Customer to deduct or withhold separate taxes from any amount due 
to Sprint, Customer must notify Sprint in writing. Sprint will then increase the gross amount of Customer’s 
invoice so that, after Customer’s deduction or withholding for taxes, the net amount paid to Sprint will not be 
less than the amount Sprint would have received without the required deduction or withholding. 

C. Tax Exemptions and Exclusions. Sprint will recognize and honor all validly and properly issued and 
executed tax exemption certificates delivered by Customer and statutory exemptions and will not bill 
Customer for any such exempted taxes. Customer will not be responsible for payment of Sprint’s direct 
income and employment taxes. 

5. BILLING AND PAYMENT. 

5.1 Invoicing. 

A. Commencement of Invoicing. Sprint may begin invoicing Customer in full for non-recurring and recurring 
charges on the later of:  
(1) the date the Products or Services are installed and made available; or 
(2) the first day of the first bill cycle after the Effective Date.  

B. Delays. If Sprint cannot install or make available the Product or Service by the delivery date specified in the 
Order due to a Customer-caused delay, Sprint may bill Customer as of the delivery date specified in the 
Order, or if no date is specified, any time 30 days or more after the Effective Date. 

C. Timing. In general, for recurring Services, Sprint bills fixed Service charges in advance and usage-based 
charges in arrears. 

5.2 Payment Terms.  Sprint will invoice Customer, and Customer will pay Sprint, in United States dollars (USD), 
unless otherwise mutually agreed in writing by the parties.  Payment terms are net 30 days from the date of 
invoice receipt. Invoices are deemed to have been received within 5 days of the invoice date. If Customer fails to 
make such payment within 15 days of receiving Sprint’s written notice of nonpayment, Sprint reserves the right to 
charge a late fee (up to the maximum allowed by law) or take other action to compel payment of past due 
amounts, including suspension or termination of Service, unless prohibited by an applicable state law or 
regulation. Customer may not offset credits owed to Customer on one account against payments due on the 
same or another account without Sprint’s written consent. Sprint’s acceptance of late or partial payments is not a 
waiver of its right to collect the full amount due. Customer’s payment obligations include late charges and third 
party collection costs incurred by Sprint, including but not limited to reasonable attorneys’ fees, if Customer fails 
to cure its breach of these payment terms. If Customer elects to participate in the Preferred Pay Program, 
Customer will remit payment using cash, check, or electronic funds transfer. 

5.3 Disputed Charges. If Customer disputes a charge in good faith, Customer may withhold payment of that charge 
if Customer (A) makes timely payment of all undisputed charges; and (B) within 30 days of the due date, 
provides Sprint with a written explanation of Customer’s reasons for disputing the charge. Customer must 
cooperate with Sprint to resolve promptly any disputed charge. If Sprint determines, in good faith, that the 
disputed charge is valid, Sprint will notify Customer and, within 5 business days of receiving notice, Customer 
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must pay the charge or invoke the dispute resolution process in this Agreement. If Sprint determines, in good 
faith, that the disputed charge is invalid, Sprint will credit Customer for the invalid charge.  

6. RESERVED. 

7. WARRANTIES. EXCEPT AS, AND ONLY TO THE EXTENT EXPRESSLY PROVIDED IN THIS AGREEMENT OR THE 
APPLICABLE SERVICE LEVEL AGREEMENT, PRODUCTS AND SERVICES ARE PROVIDED “AS IS.” SPRINT 
DISCLAIMS ALL EXPRESS OR IMPLIED WARRANTIES AND IN PARTICULAR DISCLAIMS ALL WARRANTIES OF 
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, AND WARRANTIES RELATED TO EQUIPMENT, 
MATERIAL, SERVICES, OR SOFTWARE.  

8. EQUIPMENT AND SOFTWARE. 

8.1 Equipment. Sprint does not manufacture Products and, except as provided in this Agreement, is not responsible 
for the acts or omissions of the original equipment manufacturer.  

8.2 Third-Party Equipment or Software. Customer is responsible for any items not provided by Sprint (including, 
but not limited to third party equipment or software) that impair Product or Service quality. Upon notice from 
Sprint of an impairment, Customer will promptly cure the problem. Customer will continue to pay Sprint for 
Products and Services during such impairment or related suspension.  

8.3 Software License.  

A. Licensing Requirements. Where software is provided with a Product or Service, Customer is granted a 
non-exclusive and non-transferable license or sublicense to use the software, including any related 
documentation, solely to enable Customer to use the Products and Services in accordance with the 
applicable licensing requirements. Software licensing terms and conditions of Sprint’s software 
vendors are provided by Sprint or posted at www.sprint.com/ratesandconditions or otherwise 
provided to Customer through click or shrinkwrap agreements. Sprint may suspend, block or terminate 
Customer’s use of any software if Customer fails to comply with any applicable licensing requirement. 

B. Prohibitions. Customer is not granted any right to use any software on behalf of third parties or for time 
share or service bureau activities. No rights are granted to source code and Customer agrees not to reverse 
engineer, decompile, modify, enhance, any software. Subject to the terms and conditions in the licensing 
requirements subsection above, Sprint or its suppliers retain title and property rights to Sprint-provided 
software.  Upon termination or expiration of this Agreement or the applicable Service, any applicable 
software license will be terminated and Customer will surrender and immediately return the Sprint-provided 
software to Sprint; provided that Customer is not required to return the software embedded in Products sold 
to Customer under this Agreement. 

8.4  Title to Equipment. Sprint or its suppliers retain title and property rights to Sprint-provided equipment 
(excluding equipment sold to Customer under this Agreement). Upon termination or expiration of the 
Agreement or the applicable Service, Customer will surrender and immediately return Sprint-provided 
equipment (excluding equipment sold to Customer under this Agreement) to Sprint.  

9. USE OF NAME, SERVICE MARKS, TRADEMARKS. Neither party will use the name, service marks, trademarks, or 
carrier identification code of the other party or any of its Affiliates for any purpose without the other party’s prior written 
consent. Notwithstanding the foregoing and subject to Customer’s written consent with respect to each use, Sprint may 
use the Customer’s name and contact information as a customer reference and may illustrate in the press release, 
advertising or written or video testimonial the applications and corresponding business benefit of the solution delivered by 
Sprint. 

10. CUSTOMER RESPONSIBILITIES. 

10.1 Installation. Customer will reasonably cooperate with Sprint or Sprint’s agents to enable Sprint or its agents to 
install the Products and Services. Customer is responsible for damage to Sprint-owned Products and Services 
located on Customer premises, excluding reasonable wear and tear or damage caused by Sprint.  

10.2 Use of Products and Services. 

A. Acceptable Use Policy. If Customer purchases Products or Services, Customer must conform to the 
acceptable use policy posted at http://www.sprint.com/legal/agreement.html, as reasonably amended from 
time to time by Sprint. 

B. Abuse and Fraud. Customer will not use Products or Services: (1) for fraudulent, unlawful or destructive 
purposes, including, but not limited to, unauthorized or attempted unauthorized access to, or alteration, 
abuse, or destruction of information; or (2) in any manner that causes interference with Sprint’s or another’s 
use of the Sprint network. Customer will cooperate promptly with Sprint to prevent third parties from gaining 
unauthorized access to the Products and Services via Customer’s facilities. 

C. Permits, Licenses and Consents. Customer will obtain all required permits, licenses, or consents that 
Customer is required to obtain to enable Sprint to provide (e.g., landlord permissions, tax exemption 
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certificates, software licenses, or local construction licenses) the Products and Services. This provision does 
not include permits, licenses, or consents related to Sprint’s general qualification to conduct business.  

11. PRIVACY, CONFIDENTIAL INFORMATION AND DISCLOSURE. 

11.1 Nondisclosure. Neither party may disclose the other party’s Confidential Information to any third party except as 
expressly permitted in this Agreement. This obligation continues for 2 years after this Agreement expires or 
terminates. Recipient may disclose Confidential Information to its Affiliates, agents and consultants with a need 
to know, if they are not competitors of Discloser and are subject to a confidentiality agreement at least as 
protective of Discloser’s rights as this provision. In addition, either party may disclose this Agreement to an entity 
that is an Affiliate of Customer on the Effective Date, provided that the Affiliate has signed (a) an Affiliate 
Enrollment Form or (b) a non-disclosure agreement reasonably acceptable to Sprint and Customer. The parties 
will use Confidential Information only for the purpose of performing under this Agreement or for the provision of 
other Sprint services.  

11.2 Exceptions. The restrictions on use and disclosure of Confidential Information do not apply to information that: 
(A) is in the possession of Recipient at the time of its disclosure and is not otherwise subject to obligations of 
confidentiality; (B) is or becomes publicly known, through no wrongful act or omission of Recipient; (C) is 
received without restriction from a third party free to disclose it without obligation to Discloser; (D) is developed 
independently by Recipient without reference to the Confidential Information; (E) is required to be disclosed by 
law, regulation, or court or governmental order (subject to the FOIA section of this Agreement); or (F) is 
disclosed with the advance written consent of Discloser.  

11.3 Injunction. The parties acknowledge that Recipient’s unauthorized disclosure or use of Confidential Information 
may result in irreparable harm. If there is a breach or threatened breach of this Agreement, the Discloser may 
seek a temporary restraining order and injunction to protect its Confidential Information. This provision does not 
limit other remedies available to either party. The party who has breached or threatened to breaches of its 
nondisclosure obligations under this Agreement will not raise the defense of an adequate remedy at law. 

11.4 Customer Proprietary Network Information. As Sprint provides Products and Services to Customer, Sprint 
develops information about the quantity, technical configuration, type and destination of Products and Services 
Customer uses, and other information found on Customer’s bill (“Customer Proprietary Network Information” or 
“CPNI”). Under federal law, Customer has a right, and Sprint has a duty, to protect the confidentiality of CPNI. 
For example, Sprint implements safeguards that are designed to protect Customer’s CPNI, including using 
authentication procedures when Customer contacts Sprint. For some business accounts with a dedicated Sprint 
representative, Sprint may replace standard authentication measures with a pre-established point of contact for 
Customer. 

11.5 Privacy. Sprint’s privacy policy, as amended from time to time, is available at www.sprint.com/legal/privacy.html. 
The privacy policy includes information about Sprint’s customer information practices and applies to the 
provisioning of the Products and Services. 

11.6 FOIA. Sprint acknowledges that the Agreement and the Confidential Information may be subject to disclosure in 
whole or in part under applicable Freedom of Information, Open Records, or Sunshine laws and regulations 
(collectively “FOIA”). Customer will provide Sprint with prompt notice of any FOIA requests or intended 
disclosures, citations to or copies of applicable FOIA for review, and an appropriate opportunity to seek 
protection of Sprint Confidential Information.  

12. LIMITATIONS OF LIABILITY.  

12.1 Direct Damages. Each party’s maximum liability for damages caused by its failure(s) to perform its obligations 
under this Agreement is limited to: (A) proven direct damages for claims arising out of personal injury or death, or 
damage to real or tangible personal property, caused by the party’s negligent or willful misconduct; or (B) proven 
direct damages for all other claims arising out of this Agreement, not to exceed in the aggregate, in any 12 month 
period, an amount equal to Customer’s total net payments for the affected Services purchased in the six months 
prior to the event giving rise to the claim. Customer’s payment obligations and Sprint’s indemnification 
obligations under this Agreement are excluded from this provision.  

12.2 Consequential Damages. NEITHER PARTY WILL BE LIABLE FOR ANY CONSEQUENTIAL, INCIDENTAL, 
OR INDIRECT DAMAGES FOR ANY CAUSE OF ACTION, WHETHER IN CONTRACT OR TORT. 
CONSEQUENTIAL, INCIDENTAL, AND INDIRECT DAMAGES INCLUDE, BUT ARE NOT LIMITED TO, LOST 
PROFITS, LOST REVENUES, AND LOSS OF BUSINESS OPPORTUNITY, WHETHER OR NOT THE OTHER 
PARTY WAS AWARE OR SHOULD HAVE BEEN AWARE OF THE POSSIBILITY OF THESE DAMAGES.  

12.3 Unauthorized Access / Hacking. Sprint is not liable for unauthorized third party access to, or alteration, theft, or 
destruction of Customer’s data, programs or other information through accident, wrongful means or any other 
cause while such information is stored on or transmitted across Sprint network transmission facilities or 
Customer premise equipment. 
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12.4 Content.  Sprint is not responsible or liable for the content of any information transmitted, accessed or received 
by Customer through Sprint’s provision of the Products and Services, excluding content originating from Sprint.  

12.5 Sprint Disclaimers. Sprint is not responsible for any loss, liability, damage, or expense, including attorney’s 
fees, resulting from any third party claims alleged to arise in any way from : 

A. The content of any information transmitted by, accessed, or received through, Sprint’s provision of the 
Products and Services to Customer, including, but not limited to, claims:  (A) for libel, slander, invasion of 
privacy, infringement of copyright, and invasion or alteration of private records or data; (B) for infringement 
of patents arising from the use of equipment, hardware or software not provided by Sprint; or (C) based on 
transmission and uploading of information that contains viruses, worms, or other destructive media or other 
unlawful content; 

B. Customer’s breach of the licensing requirements in the Software License section; 

C. Customer’s failure to comply with any provision of the Use of Products and Services section; or 

D. Sprint’s failure to pay any tax based on Customer’s claim of a legitimate exemption under applicable law.  

13. INDEMNIFICATION.  

13.1 Personal Injury, Death or Damage to Personal Property. Sprint will indemnify and defend Customer, its 
directors, officers, employees, agents and their successors against all third party claims for damages, losses, 
liabilities, or expenses, including reasonable attorney’s fees, arising directly from performance of this Agreement and 
relating to personal injury, death, or damage to tangible personal property that is alleged to have resulted, in 
whole or in part, from the negligence or willful misconduct of Sprint or its subcontractors, directors, officers, 
employees or authorized agents. 

13.2 Intellectual Property. Sprint will indemnify and defend Customer, Customer’s directors, officers, employees, 
agents, and their successors against third party claims enforceable in the United States alleging that Services as 
provided infringe any third party United States patent or copyright or contain misappropriated third party trade 
secrets. Sprint’s obligations under this section will not apply to the extent that the infringement or violation is 
caused by (i) functional or other specifications that were provided by or requested by Customer; or (ii) 
Customer’s continued use of infringing Services after Sprint provides reasonable notice to Customer of the 
infringement.  

For any third party claim that Sprint receives, or to minimize the potential for a claim, Sprint may, at its option and 
expense, either:  
(A) procure the right for Customer to continue using the Services; 
(B) replace or modify the Services with comparable Services; or  
(C) or terminate the Services. 

13.3 Rights of Indemnified Party. To be indemnified, Customer must (A) give Sprint prompt written notice of the 
claim, (B) give Sprint full and complete authority, information and assistance for the claim’s defense and 
settlement, and (C) not, by any act including but not limited to any admission or acknowledgement, materially 
prejudice Sprint’s ability to satisfactorily defend or settle the claim. Sprint will retain the right, at its option, to 
settle or defend the claim, at its own expense and with its own counsel. Customer will have the right, at its option, 
to participate in the settlement or defense of the claim, with its own counsel and at its own expense, but Sprint 
will retain sole control of the claim’s settlement or defense.  

13.4 Exclusive Remedy. The provisions of this “Indemnification” Section state the entire liability and obligations of 
Sprint and any of its Affiliates or licensors, and the exclusive remedy of Customer, with respect to any claims 
identified in this section. 

14. TERMINATION. 

14.1 Sprint Right to Terminate. 

A. Sprint may suspend or terminate Products or Services or this Agreement immediately if: (1) Customer fails 
to cure its default of payment terms of this Agreement; (2) Customer fails to cure any material breach of this 
Agreement within 30 days after receiving Sprint’s written notice of such breach; (3) Customer provides false 
or deceptive information or engages in fraudulent or harassing activities when ordering, using or paying for 
Services; (4) Customer fails to comply with applicable law or regulation and Customer’s noncompliance 
prevents Sprint’s performance under the Agreement; or (5) Customer fails to comply with the resell 
restrictions contained in Section 1.5 “Resale”.  

B. If Sprint terminates this Agreement under this Sprint Right to Terminate or Termination section, Customer 
will be liable for any Products and Services provided up to the date of termination, whether or not invoiced 
by the termination date, as well as any applicable charges identified in the “Effects of Termination” Section. 
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14.2 Customer Right to Terminate. 

A. Material Failure. Customer may terminate a Product or Service if Sprint materially fails to provide the 
Product or Service, Customer provides Sprint with written notice of the failure and a reasonable opportunity 
to cure within 30 days from receipt of notice, Sprint fails to cure the material failure within the 30-day cure 
period, and Customer provides Sprint with written notice of Sprint’s failure to cure and Customer’s election to 
terminate the affected Product or Service. Sprint’s material failure does not include a failure caused by 
Customer or a failure identified in the “Force Majeure” section.  

B. Termination for Convenience. Customer may terminate this Agreement during the Term by providing 30 
days’ written notice to Sprint. If Customer exercises its right to terminate for convenience, Customer must 
pay Sprint all fees and charges for Products and Services received up to the effective date of termination. 

C. Termination for Nonappropriation. Customer may terminate this Agreement at the end of the then-current 
fiscal period, without incurring any form of payment liability in excess of previously appropriated amounts, 
only when Customer is unable to secure or allocate sufficient funds in its operating budget to fulfill its 
financial obligations under the Agreement for the following fiscal year (“Termination for Non-appropriation”). 
Following Termination for Non-appropriation, Customer will not be obligated for payments for any fiscal 
period after the effective date of termination. Customer will give Sprint written notice of any termination for 
non-appropriation at least 30 days before the effective date of the termination. At Sprint’s request, Customer 
will provide supplemental documentation regarding the non-appropriation of funds. Customer must take all 
necessary action to budget and secure any funds required to fulfill its contractual obligations for each fiscal 
year during the Term, including the exhaustion of all available administrative appeals if funding is initially 
denied. If Customer terminates the Agreement in part or in whole under this nonappropriation provision, 
Customer will not obtain the Services or functional equivalents from any other provider for a period of 180 
days from after the effective date of termination. 

15. FORCE MAJEURE. Neither party will be responsible for any delay, interruption or other failure to perform under this 
Agreement due to acts or events beyond the reasonable control of the responsible party (a “Force Majeure Event”). Force 
Majeure Events include, but are not limited to: natural disasters (e.g. lightning, earthquakes, hurricanes, floods); wars, 
riots, terrorist activities, and civil commotions; inability to obtain parts or equipment from third party suppliers, cable cuts 
by third parties, a LEC’s activities, and other acts of third parties; explosions and fires; embargoes, strikes, and labor 
disputes; court orders and governmental decrees. 

16. DEFINITIONS. 

16.1 “Affiliate” is a legal entity that directly or indirectly controls, is controlled by, or is under common control with the 
party. An entity is considered to control another entity if it owns, directly or indirectly, more than 50% of the total 
voting securities or other similar voting rights. For purposes of this Agreement, Clearwire Corporation is not 
included as an Affiliate of Sprint. 

16.2 “Captioned Telephone Services” or “CapTel Services” is a form of TRS Services used by persons with a hearing 
disability but some residual hearing. It uses a special telephone that has a text screen to display captions of what 
the other party to the conversation is saying. A captioned telephone allows the user, on one line, to speak to the 
called party and to simultaneously listen to the other party and read captions of what the other party is saying. 
Unlike traditional TRS (where the CA types what the called party says), the CA repeats or re-voices what the 
called party says. Speech recognition technology automatically transcribes the CA’s voice into text, which is then 
transmitted directly to the user’s captioned telephone text display. 

16.3 “Confidential Information” means nonpublic information (A) about Discloser’s business, (B) given to the Recipient 
in any tangible or intangible form for Recipient’s use in connection with this Agreement, and (C) that Recipient 
knows or reasonably should know is confidential because of its legends and markings, the circumstances of its 
disclosure, or the nature of the information. Confidential Information includes but is not limited to: trade secrets; 
financial information; technical information including research, development, procedures, algorithms, data, 
designs, and know-how; business information including operations, planning, marketing plans, and products; and 
the pricing and terms of this Agreement including related discussions, negotiations, and proposals.  

16.4 “Discloser” means the party disclosing Confidential Information. 

16.5 “Domestic” means the 48 contiguous states of the United States and the District of Columbia, unless otherwise 
defined for a particular Product or Service in the applicable Product-specific Terms. 

16.6 “Equipment Distribution Program” or “EDP” means a program enacted and operated by Customer that provides, 
subject to eligibility requirements, specialized telecommunications equipment to residents of Customer’s State 
who are deaf, hard of hearing, deafblind, speech impaired or have a physical disability and need adaptive 
equipment in order to use basic telephone services. 

16.7 “Effective Date” is the date the last party signs this Agreement. 

16.8 “Network” or “Networks” means the wireless and wireline transmission facilities owned and operated by Sprint or 
on Sprint’s behalf by third parties under management agreements with Sprint. 
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16.9 “Order” or “Purchase Order” means a written or electronic order, or purchase order, submitted or confirmed by 
Customer and accepted by Sprint, which identifies specific Products and Services, and the quantity ordered.  
Verbal Orders are deemed confirmed upon Customer’s written acknowledgement, or use, of Products or 
Services. 

16.10 “Order Term” means the term designated for an individual Order.  

16.11 “Product(s)” includes equipment, hardware, software, cabling or other materials sold or leased to Customer by or 
through Sprint as a separate item from, or bundled with, a Service.  

16.12 “Product-specific Terms” means to separate descriptions, terms and conditions for certain non-regulated 
Products and Services.  Product-specific Terms are incorporated into this Agreement as the Effective Date.  
Product-specific Terms are not otherwise subject to change during the Term. 

16.13 “Rates and Conditions Website” means the website found at http://www.sprint.com/ratesandconditions/. 

16.14 “Recipient” means the party receiving Confidential Information. 

16.15 “Service(s)” means wireline and wireless business communications services, including TRS Services, basic or 
telecommunications services, information or other enhanced services, and non-regulated professional services 
provided to Customer by or through Sprint under this Agreement, excluding Products. 

16.16 “Sprint Wireless Recycling Program” provides two options for recycling used wireless devices, including 
accessories: (1) the Sprint buyback program provides Sprint customers with an account credit for returning to 
Sprint certain previously sold Sprint or Nextel wireless devices, and (2) the Sprint project connect program 
accepts any wireless device and uses the net proceeds that result from those devices to fund community-based 
initiatives such as Sprint’s 4NetSafety Program.  The 4NetSafety Program promotes Internet safety for children.  
For more information on the Sprint Wireless Recycling Program, including wireless devices eligible for the Sprint 
buyback program, go to Sprint.com/recycle. 

16.17 “TRS Services” or “Telecommunications Relay Services” means telephone transmission services that provide the 
ability for an individual who has a hearing or speech disability to engage in communication by wire or radio with a 
hearing individual in a manner that is functionally equivalent to the ability of an individual who does not have a 
hearing or speech disability to communicate using voice communication services by wire or radio. Such term 
includes services that enable two-way communication between an individual who uses a text telephone or other 
nonvoice terminal device and an individual who does not use such a device, speech-to-speech services, video 
relay services and non-English relay services.  

17. MISCELLANEOUS. 

17.1 Compliance with Law. Each party will comply with all applicable laws in performance of its obligations under 
this Agreement. 

17.2 Independent Contractor. Sprint provides Products and Services to Customer as an independent contractor. 
This Agreement does not create an employer-employee relationship, association, joint venture, partnership, or 
other form of legal entity or business enterprise between the parties, their agents, employees or Affiliates. 

17.3 No Waiver of Rights. The failure to exercise any right under this Agreement does not constitute a waiver of the 
party’s right to exercise that right or any other right in the future. 

17.4 No Third Party Beneficiaries. This Agreement’s benefits do not extend to any third party. 

17.5 Governing Laws. This Agreement will be governed by the laws of the state where Products or Services are 
received by Customer, without regard to its choice of law principles.  This English version of this Agreement will 
prevail over any foreign version. 

17.6 Dispute Resolution. 

A. Jury Trial Waiver. The parties mutually, expressly, irrevocably and unconditionally waive trial by jury and 
any right to proceed as lead plaintiff, class representative, or other representative capacity for any class 
action proceedings arising out of or relating to this Agreement or an Order. This subsection survives the 
termination of this Agreement. 

B. Arbitration. If the parties mutually agree, any dispute arising out of or relating to the Agreement may be 
finally settled by arbitration, including claims relating to the negotiations and the inducement to enter into the 
Agreement. However, if the jury trial waiver is held to be unenforceable by a court , then arbitration is 
mandatory. Any arbitration must be held in accordance with the rules of the CPR Institute for Dispute 
Resolution and governed by the United States Arbitration Act, 9 U.S.C. § 1 et seq. All arbitration 
proceedings for disputes relating to Domestic Products or Services will be held in Kansas City, MO 
metropolitan area. If the dispute relates to Sprint’s provision of Non-Domestic Products or Services, all 
arbitration proceedings will be conducted in the English language pursuant to the Rules of Conciliation and 
Arbitration of the International Chamber of Commerce. The place of arbitration for disputes related to Non-
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Domestic Products or Services in New York, NY, USA. No arbitration proceedings will not include class 
action arbitration.  

17.7 Assignment. Neither party may assign any rights or obligations under this Agreement without prior written 
consent of the other party, except that Sprint may assign this Agreement to a parent company, controlled 
Affiliate, Affiliate under common control or an entity that has purchased all or substantially all of its assets upon 
written notice to Customer. 

17.8 Amendments / Alterations. This Agreement may only be amended in a writing signed by both parties’ 
authorized representatives. Alterations to this Agreement are not valid unless accepted in writing by both parties. 

17.9 Notice. Notices required under this Agreement must be submitted in writing to the party’s address for notice 
listed in this Agreement or an Order and, in the case of a dispute, notices must also be sent to:  

 
 
Sprint: 
Attn: Legal Dept. – Public Sector 
12502 Sunrise Valley Drive 
Reston, VA 20196 
Fax:  __________________ 
 

Customer: 
State of Hawaii 
_____________________ 
_____________________ 
_____________________ 

 

17.10 Severability. If any provision of this Agreement is found to be unenforceable, this Agreement’s unaffected 
provisions will remain in effect and the parties will negotiate a mutually acceptable replacement provision 
consistent with the parties’ original intent. 

17.11 URLs and Successor URLs. References to Uniform Resource Locators (URLs) in this Agreement include any 
successor URLs designated by Sprint. 

17.12 Survivability. The terms and conditions of this Agreement regarding confidentiality, indemnification, warranties, 
nonappropriations, payment, dispute resolution and all others that by their sense and context are intended to 
survive the expiration of the Agreement will survive. 

17.13 Entire Agreement. This Agreement, including all referenced Attachments, documents, annexes, exhibits, and 
related Orders, constitutes the entire agreement and understanding between the parties and supersedes all prior 
or contemporaneous negotiations or agreements, whether oral or written, relating to its subject matter.  

 

State of Hawaii,  

Department of Budget and Finance,  

Public Utilities Commission 

SPRINT SOLUTIONS, INC.

By:   

as contracting agent on behalf of the applicable Sprint affiliated 
entities providing the Products and Services 

By:  

 Authorized Signature   Authorized Signature 

Date:   Date:  

Name and Title: 
 

 Name and Title: 
 

(please type or print) 
 

 (please type or print) 
 

Address: 
 

 Address: 
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ATTACHMENT A 
TRS SERVICES PRICING 

  

1. TRS SERVICES PRICING. 

 

   [TBD] 

 

2. CAPTEL SERVICES PRICING 

 

   [TBD] 



Contract #: ______________ 
Date: ______________ 

Template # Page 10 of 12 Template 18-May-2010 

Sprint Confidential and Proprietary Information 

ATTACHMENT B 
EDP Program Pricing & Policies & Additional Terms 

 
 

Sprint, through its affiliated Sprint and Nextel wireless entities, offers an Equipment Distribution Program in accordance with the following 
terms and conditions:   

 
[TBD]
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ATTACHMENT B-1 
Sample EDP End-User Application 

 

 

Application for Sprint Wireless Device 
 

 
Name:      __________________________________________________________________________  
 
Address: ___________________________________________________________________________  
 
City, State, Zip: _____________________________________________________________________  
 
 
Contact Information to best contact you:     (Phone)        (VP) 
________________________________ 
 
E-Mail: __________________________________________________________________________ 
 

 
Conditions of Acceptance for the Wireless Applicants. 
 
The purpose of the [_insert State name___] Equipment Distribution Program (“EDP”) is to provide 
equal access to telephone and emergency services for Deaf and Hard of hearing individuals. This 
program was established by Sprint Relay, with approval of the State of [_insert State name and 
applicable State agency (e.g., PUC)_].   
 
Eligibility Criteria for the EDP 
  
1.   Applicant must be a [_insert State name_] State Resident and complete this [_insert State 

name___] Equipment Distribution Application Form (“Application”). 
 
2.   Applicant must have a hearing loss of 75 decibels or greater as certified by a doctor or 

audiologist’s report, or have a communication disorder which severely interferes with 
communicating effectively over the telephone as certified by a physician or speech-language 
pathologist or other qualified individuals.  

 
3.   The wireless device may not be sold, loaned or transferred out of the possession of the Applicant.   

4.    Parents or legal guardian must apply for a wireless account for Applicants under the age of 18. 

5.   Applicant will be eligible for only one wireless device within a [_____] year period.  

6.   If the recipient should move to a different address, the Applicant must notify the EDP Equipment 
staff immediately via email at the following address: [insert email address]. 

7.   Individuals must qualify for a wireless account through Sprint.   The Application will be 
processed through a computer to determine credit eligibility for an account.  Depending on 
the results of the credit check, some individuals may be required to pay a deposit.   EDP 
Equipment staff  do not control this credit check. If the Applicant is unable to pay the 
deposit, the Applicant will not be eligible to receive a Sprint wireless device through the 
EDP. 
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8.   RESERVED. 

9.   This is a two-year DATA ONLY contract, designed exclusively for Deaf, Hard-of-Hearing or 
Speech impaired individuals.  NO VOICE service is included.   

10.  This DATA-only plan costs $_____ per month plus applicable taxes and surcharges. A $10.00 per 
month Premium Data Add-on charge will also apply on all smartphones (devices with robust 
operating systems bringing the full function of mobile applications and programs to life including 
Blackberry™, Android™, Windows Mobile®, Palm®, and the Instinct® devices). Insurance for the 
device is REQUIRED and costs $_____ a month.  (The first month invoice will be higher than 
normal, because it will include the following: (i) an activation fee ($___ per new account); (ii) 
shipping fee ($____); and (iii) monthly recurring charge for service, in addition to any partial 
current month charge for service). Sprint may change any part of this Application and/or the 
Terms and Conditions at any time, including, but not limited to, rates, charges, how we calculate 
charges, or your terms of Service. Sprint will provide you notice of material changes, and may 
provide you notice of non-material changes, in a manner consistent with the Terms and 
Conditions. 

 
11.  All maintenance or repair of wireless devices are the sole responsibility of the Applicant.  The 

[_insert State name_] Equipment EDP or its agents are not liable for any damage that may result 
from this equipment or its use.  

12.  Applicant may be required to participate in evaluations of the EDP, if requested by the [_insert 
State name_] Equipment staff. 

  

 By signing this Application, I agree to all terms and conditions on this Application, including 
payment to Sprint for monthly service, device insurance, taxes and surcharges for a period of two 
years or until written notice of cancellation is provided to Sprint. 

 In addition, by signing this Application, I understand that I agree to Sprint’s terms and conditions 
for service (“Terms and Conditions”), which are located 
at:http://shop2.sprint.com/en/legal/legal_terms_privacy_popup.shtml .  Upon my request, Sprint 
will provide me with a copy of the Terms and Conditions. 

 

Name  _________________________________________________________________________________       

Signature  ______________________________________________________________________________  

Date  __________________________________________________________________________________  

[_insert State name_] Equipment Program Witness  -
_______________________________________________  
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AGENT PERFORMANCE SURVEY (revised 6.28.06) 
 
Agent  ________________________________________ Supervisor ________________________________________________ Date ______________________________ 

Start Time ___________________________ End Time ____________________________ 

 
Correct Number Dialed* 
 1. Y   N   Was the correct number dialed within 5 seconds or  
appropriate message and seconds  used when dialing number? 

 
Billing procedures* 
 2. Y   N   Were billing instructions followed? 
 3. Y   N   Was branding information provided? 

 
Greeting / Announcement* 
 4. Y   N   Was the voice greeting typed verbatim? 
 5. Y   N   Was a prompt state-specific announcement/greeting 
                used and was the agent’s ID provided? 
 6. Y   N   Was familiarity of service determined? 

 
Call Processing Procedures* 
 7. Y   N   Was the call processed according to procedures? 
 8. Y   N   Were call procedures changed as directed by 
                customer? 
  9. Y   N  Was gender identification used when appropriate? 
10. Y   N  Was the call closed according to procedures?  

 
Person Request / Identification* 
11. Y   N   Was the customer prompted for a live person when 
                 reaching a recording. 
12. Y   N   Were TTY requests confirmed in parenthesis? 
13. Y   N   Was the Caller’s name used in the announcement? 
14. Y   N   Was the Called-to name used in the announcement? 
 

 
Service Explanation* 
15. Y   N   Was explanation used appropriate to call type? 
16. Y   N   Was explanation adjusted after standard  
                 explanation? 

            
Progress of Call / Customer informed* 
17. Y   N   Were the call steps relayed at time of occurrence? 
18. Y   N   Were call changes relayed at time of occurrence? 
19. Y   N   Were all appropriate macros used throughout the 
                  call? 

 
Technical / Information / Referral 
20. Y   N   Were complex system messages explained  
                 effectively? 
21. Y   N   Were complex directions followed? 
22. Y   N   Were appropriate referral / contact number offered? 

 
Accuracy / Spelling* 
23. Y   N   Was the message typed verbatim? 
24. Y   N   Were words spelled correctly? 
25. Y   N   Were standard abbreviations used? 
26. Y   N   Was the recorded message typed verbatim?           

 
Descriptive / Spirit / Background* 
27. Y   N   Were impacting and/or enhancing sounds and 
                 background info typed? 
28. Y   N   Were descriptive words used? 
29. Y   N   Was the typing style adapted to convey emotion   
                 (TTY)? 

 
Flow / Complete Message* 
30. Y   N   Was the complete message read?  
31. Y   N   Was a conversational flow maintained? 

 
Conversational English Translation* 
32. Y   N  Was ASL translated to grammatically correct English? 
33. Y   N   Was the message read verbatim if necessary? 

 
Spirit / Expression – Clarity / Enunciation 
34. Y   N   Was natural voice inflection used reading TTY  
                 message? 
35. Y   N   Was the voice clear and with accurate 
                 pronunciation? 

 
Caller Control* 
36. Y   N   Was transparency maintained? 
37. Y   N   Was an appropriate attempt made to redirect? 

 
Define Agent Role / Pacing 
38. Y   N   Were appropriate phrases used to redirect? 
39. Y   N   Were appropriate phrases used to educate caller? 
40. Y   N   Were appropriate phrases used to pace the  
                 customer? 
41. Y   N   Were the caller’s last thoughts conveyed as 

necessary? 
 

Operator Mode Composure/Etiquette 
42. Y   N   Was patience and flexibility demonstrated? 
43. Y   N   Was politeness, professionalism and friendly natural 
approach demonstrated? 
44. Y   N   Was responsiveness and focus maintained? 

Call # 1  ___TTY/V   ____V/TTY   ____VCO   ____HCO   ____Internet  ____AM  ____Rec  Call # 2  ___TTY/V   ____V/TTY   ____VCO   ____HCO   ____Internet  ____AM  ____Rec 

 
Agent Signature ______________________________________  Supervisor Signature ________________________________    Date/Time _________/__________     ADL_____  
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Call # 5  ___TTY/V   ____V/TTY   ____VCO   ____HCO   ____Internet  ____AM  ____Rec Call # 6  ___TTY/V   ____V/TTY   ____VCO   ____HCO   ____Internet  ____AM  ____Rec 
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NAME: ______________________________               DATE: __________________________ 
 
INSTRUCTIONS: Please read each question carefully, and write your answers clearly in the space 
provided. Take your time and trust your instincts. Good luck! 
 
TRUE OR FALSE: Ethics / Relay Terms / Abbreviations 
Read each statement carefully and write TRUE or FALSE on the line provided. 
 
1. __________   The agent can omit anything that s/he or the customer considers offensive. 
 
2. __________  The agent is not allowed to talk about the content of a call with another agent. 
 
3. __________  When the TTY user is ready to end the conversation, he/she may type GA TO SK.  
 
4. __________  The agent is not allowed to abbreviate, even if the TTY user abbreviates 
 
5. __________  It is OK to greet the customer with Hello, Hi, Good Morning, etc. 
 
MULTIPLE CHOICE 
Read each question carefully and circle the best answer. 
 

6. Which of the following is true about the inbound customer? 
a. The inbound customer is the customer that calls into the relay service. 
b. The inbound customer can be a TTY user. 
c. The inbound customer can be a Voice user. 
d. All of the above are true. 
e. None of the above is true. 

 

7. Which Call Handling key must you press first if a customer wants Customer Service? 
 

a. [COC] 
b. [TTY BRIDGE] 
c. [XFER] 
d. [REG 800] 
e. [EMER] 

8. Which of the following is true regarding Operator Mode? 
f. You may ask the Inbound to repeat the number to call. 
g. You may answer questions regarding the relay process. 
h. You may ask for clarification of instructions. 
i. All of the above are true. 
j. None of the above is true. 

 

 
Page 3



 

9. How many times are you required (at the request of the customer) to redial a number? 
a. Once. 
b. Twice. 
c. Three times. 
d. As many times as the customer wants. 
e. Never. 

 
10. After processing a call and the outbound Voice person hangs up, if the TTY user asked you to redial, 

how would you announce the call when a different voice person answers that second time? 
a. “Hello ma’am.  This is Relay again.  One moment please.” 
b. “Hello.  A person is calling you through (Name of Relay Service).  This is 

CA/Agent/Operator XXXX.  Have you received a relay call before?” 
c. “Hello.  A person is calling you through (Name of Relay Service).  This is CA/Agent/Opr 

XXXX.  One moment for your call to begin.” 
d. “Hello ma’am.  The person you were just talking to needs to ask something else.  One 

moment please.” 
e. Tell the TTY user they can’t make another call to that same number. 

 
11. In order to log out of the system, you must first press:  

a. <CTRL L>, then [MAKE BUSY]. 
b. <CTRL L>, then [ESC]. 
c. [MAKE BUSY], then <CTRL L>. 
d. [ESC], then <CTRL L>. 
e. [MAKE BUSY], then [ESC]. 

 
12. A call arrives as Voice and you say the greeting but don’t get a response.  You say the greeting again 

and get no response.  In this situation, you should: 
a. Press [HELLO]. 
b. Press [CTRL TTY/VOICE]. 
c. Press [HANG UP]. 
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MATCHING: FUNCTION KEYS 
Match each function key below with the most appropriate action. 
 
13. __________________  This key must be pressed to get paid. 

 
14. __________________ This key connects two TTYs. 

 
15. _________________  This key changes the data line to a voice line and vice versa. 

 

TTY BRIDGE 
 

 
TTY/VOICE 

 

 
HELLO 

 
 

DIAL WINDOW 
 

 
HANG UP 

 

 
ST TMG 

16. __________________This key releases the inbound/outbound line. 
 

17. _________________  This key brings up the field to enter the calling To number. 
 

18. __________________ This key resends the greeting. 
 

19. In the banner, this shows you the state relay service the customer has accessed. 
a. Elapsed Time (ET) 
b. STATE  (ST) 
c. Outdial Time (OT) 
d. Agent Identifier 
e. MACRO 

20. In the banner, this shows you how long you have been connected with the inbound customer. 
a. Elapsed Time (ET) 
b. STATE  (ST) 
c. Outdial Time (OT) 
d. Agent Identifier 
e. MACRO 

 
 
 
 
 
 
 
 
 
 
SCORE:  Number correct ___________ / Number Questions 20 = ________% 
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Name _____________________________________________________           Date ___________________________ 
 
MULTIPLE CHOICE  
Read each question carefully and circle the best answer. 

TTY TO VOICE 
 

1. Call processing expectations state that you are required to press [COMP]:  
a. Within five (5) seconds of the customer typing the number. 
b. Within six (6) seconds of the customer typing the number. 
c. Within five (5) seconds of the customer typing the GA. 
d. Within six (6) seconds of the customer typing the GA. 
e. Within ten (10) seconds of the customer typing the GA. 

 
2. A TTY customer asks you to call a Voice customer; you dial the number and send <ALT Z>.  The phone rings a few 

times and when the line is answered, you must: 
a. Press [TTY BRIDGE]. 
b. Press [BILLING]. 
c. Press [ST TMG]. 
d. Press [SPACEBAR]. 
e. Press [CANCEL] and [ST TMG]. 

 
3. If you do not remember how the Voice customer answered the line, you should: 

a. Paraphrase what the Voice customer said as you remember it. 
b. Type HELLO GA in order to get the conversation started. 
c. Ask the Voice customer to repeat what he/she said when they answered the phone. 
d. Type: (AGENT DOES NOT REMEMBER GREETING) GA. 
e. Send <ALT F/M> for gender, and type GA. 

 
4. A TTY customer calls in and types:  CALL 555 7654  ASK FOR TIM GA.  What would you type to the inbound to 

keep them informed that you were asking for Tim?  
a. ALT O (ONE MOMENT PLS) 
b. (LOOKING FOR TIM  PLS HD) 
c. ALT. (HOLDING…STILL HOLDING) 
d. ALT A (ASKING FOR   
e. Type nothing at all. 

 

 
Page 6



Sprint Relay New Hire Training  Test #2 
 

9/7/2009Revised                                                                                                                                                      2 

ANSWERING MACHINE 
 

5. If the outbound line disconnects while you are typing the answering machine message to the TTY user, you should: 
a. Stop typing the answering machine message and press [HANG UP]. 
b. Continue typing the answering machine message until finished. 
c. Inform the TTY user: (LINE DISCONNECTED) and press [HANG UP]. 
d. Inform the TTY user: (LINE DISCONNECTED) and continue typing the message. 
e. Log out and go home immediately. 

 
 

6. If the Voice customer wants to leave a message, what macro do you send to announce the message on the TTY 
answering machine? 

a. <ALT V>  (VOICE NOW) GA or (TALK NOW) GA 
b. <ALT 4> [Name of Relay] CA/Agent/Opr XXXX WITH A MSG 
c. <CTRL 3> (PLS VOICE UR MSG WHEN U SEE “GA”…REDIALING) 
d. <ALT 5> [Name of Relay] CA/Agent/Opr XXXX WITH A CALL 
e. <ALT 9> (UR MSG LEFT) CA/Agent/Opr XXXX GA 

 

RECORDING 
 

7. If you are typing a recording using [PAUSE/PLAY], how can you check to see if a person has answered the 
outbound line? 

a. Press the [END/RETURN] key. 
b. Press the [RECORD] key. 
c. Press the [PAUSE/PLAY] key. 
d. Press the [ENTER] key. 

 
8. After checking to see if a live person has answered the outbound line, what key must you press in order to return to 

the recorded message? 
a. Press the [END/RETURN] key. 
b. Press the [RECORD] key. 
c. Press the [PAUSE/PLAY] key. 
d. Press the [ENTER] key. 
e. Both A and C. 

 
9. A TTY customer wants to call the bank and check his account information; he gives you the account number.  In 

order to enter the account number when prompted, you must: 
a. Press <ALT D>. 
b. Press <CTRL D>. 
c. Press [DIAL WINDOW]. 
d. Press [BILLING]. 
e. Press nothing; just type the account number in the conversation area. 
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10. In order to make entries in the Touch-Tone window, you must use: 
a. The 10-key pad. 
b. The numbers at the top of the keyboard. 
c. The Function keys. 
d. Either A or B. 
e. Either B or C. 

 
11. On a Voice/TTY call, what key(s) are pressed if the inbound caller hangs up first: 

a. <ALT U> 
b. <ALT 0 > 
c. <ALT W> 
d. <HANG UP> 

 
12. On a Voice/TTY call, you have dialed a number and reached a busy signal, in this situation you: 

a. Press <HANG UP> and send the busy macro 
b. Press <HANG UP> and say “The line is busy” 
c. Type BUSY GA. 
d. Do nothing; let the voice caller hang up. 

ANSWERING MACHINE RETRIEVAL (AMR) 
 

13. On an AMR call, to instruct the customer to pick up their phone hand set and place it next to the voice answering 
machine and turn on, you should send: 
a. <CTRL X> 
b. <ALT X> 
c. <ALT 3> 

 
14. In order to process an AMR call, you must press _______ to initiate the recording of the inbound line. 

a. The [RECORD] key. 
b. The [PAUSE/PLAY] key. 
c. <CTRL M>. 
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MATCHING: CLOSING THE CONVERSATION 
Match each abbreviation with the correct phrase, writing the letter of the answer on the line provided 
 

 
15. _________  “The party is ready to hang up.”                                              

 
16. _________ “Go ahead.”                                                                              

 
17. _________  “Go ahead and the party is ready to hang up.”                        

 
18. _________ “The party is hanging up.”                                                       

A.  GA TO SK 
 
B.  SKSK 
 
C.  GA 
 
D.  SK

 

TRUE OR FALSE:   
Read each statement carefully and write TRUE or FALSE on the line provided. 
 

19. ________    The system indicates that the outbound line has disconnected by displaying a GREEN box. 
   

20. ________   The system indicates that the inbound line has disconnected by displaying a RED box. 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
SCORE:  Number correct ___________ / Number Questions ___________= ________% 
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Name ____________________________________________           Date ___________________________ 

 
MULTIPLE CHOICE   
Read the following questions and circle the best answer. 

 

VCO TO VOICE 
 

1. A VCO user calls in and voices the Calling To number to you, but you did not clearly understand the number given.  In 
this situation, you should: 

a. Send <ALT Q> and type (PLS REPEAT NUMBER) GA. 
b. Send <ALT Q> and type (PLS REPEAT) GA. 
c. Send <ALT Q>. 
d. Send <ALT V> and type (PLS TYPE NUMBER INSTEAD) GA. 
e. Press [VCO] and type (PLS REPEAT NUMBER) GA. 

 

2. If a customer types: PLS CALL 305 555 4567 I USE VCO GA, you should: 
a. Press <CTRL VCO>. 
b. Press <CTRL VCO> and <ALT V>. 
c. Enter the number and press [COMP]. 
d. Send <ALT V> and say, “Could you repeat the number please? Go ahead.” 
e. Press <CTRL VCO> and enter the number and press [COMP]. 

 

3. During a VCO call, the VCO customer says something that the Voice customer doesn’t understand.   The Voice 
customer says, “What the heck did he say?” In this situation, you should: 

a. Type WHAT THE HECK DID HE SAY QQ GA to the VCO customer. 
b. Attempt to translate the VCO customer’s conversation to the Voice customer. 
c. Type (PERSON DID NOT UNDERSTAND PLS REPEAT) GA. 

 
4. The Voice customer hangs up first on a VCO-Voice call.  After typing the Voice customer’s conversation, you must: 

a. Press [HANG UP], send <ALT V>, and send <ALT Ø>. 
b. Press [HANG UP] and say: “The person hung up.” 
c. Press [HANG UP], send <ALT Ø>, and send <ALT V>. 
d. Send <ALT W> and press [HANG UP]. 
e. Send <ALT Ø> and press [HANG UP]. 

 

VOICE TO VCO 
 
5. If the VCO customer hangs up first on a Voice-VCO call, you must: 

a. Press [HANG UP] and send <ALT Ø>. 
b. Press [HANG UP] and say: “The person hung up.” 
c. Press [HANG UP], send <ALT Ø>, and send <ALT V>. 
d. Send <ALT Ø> and press [HANG UP]. 
e. Send <ALT W> and press [HANG UP]. 
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2-LINE VCO / REVERSE 2-LINE VCO 
 

6. What should you do on a 2LVCO call if the Voice customer is speaking too fast?  
a. Pace the Voice customer. 
b. Type to the 2LVCO user: (PLS PACE VOICE CUSTOMER) 
c. Type to the 2LVCO user: (PERSON SPEAKING TOO FAST) 
d. Paraphrase the Voice customer’s conversation to the best of your ability. 
e. Stop typing completely. 

 
7. At what point should you hang up on a 2-Line VCO call? 

a. After the Voice customer disconnects. 
b. Before the Voice customer disconnects. 
c. When the 2-Line VCO customer wants you to make another call. 
d. After the inbound and outbound customers have said good-bye. 
e. After the inbound has closed the call with the agent.  

 

8. Of the following, what should you do on a 2-Line VCO call? 

a. Say or type “GA.” 
b. Pace the Voice customer. 
c. Announce the call to the Voice customer. 
d. Mute the microphone.   
e. Press [VCO]. 

 
9. In a 2-Line VCO call, you are typing the conversation of: 

a. The 2-Line VCO customer. 
b. The Voice/hearing customer. 
c. The interpreter. 
d. Both customers. 

 
10. On a 2-Line VCO call, you (the agent) will call the 2-Line VCO user back on their: 

a. TTY (or ASCII) line. 
b. Voice line. 
c. VCO line. 
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DEVICE TO DEVICE CALLS 
 

11. This call allows two deaf persons who speak to voice their conversation to the agent, who will type for both parties:  
 

_____________________________________ 
  
12. This call allows a deaf customer who cannot speak to type directly to a deaf customer who can speak. 
 

_____________________________________ 

13. Write in the space below a phrase you would use to pace the Voice customer if and when s/he is speaking too fast? 
 

______________________________________________________________________________  
fill in the blank  mark incorrect if inappropriate answer 

 
 

MISCELLANEOUS 
 

14. In order to open the Scratchpad you must:  
a. Open the Customer Database. 
b. Press <CTRL S>. 
c. Press [MAKE BUSY]. 
d. Close all windows, including the Customer Notes. 

 

15. If someone calls in and makes a bomb threat during a relay conversation, you should: 
a. Call a supervisor immediately. 
b. Fill out a bomb threat form as completely as possible. 
c. Remain transparent and continue relaying the call. 

 
16. If you suspect child abuse during the relay of a call: 

a. Call a supervisor immediately. 
b. Fill out a threat form as completely as possible. 
c. Remain transparent and continue relaying the call. 

 

17. If the TTY customer is typing in ASL and you understand what is being typed, you should: 
a. Relay the TTY customer’s message using conversational English.  
b. Read the TTY customer’s message verbatim.  
c. Type (PLS TYPE IN ENGLISH) to the TTY customer. 
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18. Which of the following is not processed through the regular state relay service?  
a. VCO to VCO calls. 
b. HCO to HCO calls. 
c. Voice-to-Voice calls. 
d. International calls. 
e. None of the above. 

 
19. The TTY customer types: SO HOW ARE UR KIDS QQ GA.  How must you voice this message to the Voice  

        customer? 
a. “So, how are your kids, Cue, Cue.  Go ahead.” 
b. “So, how are your kids, question.  Go ahead.” 
c. “So, how are your kids? Go ahead.” 
d. None of the above. 

 
20. If someone makes a suicide threat during the relay of a call you should: 

a. Call a supervisor immediately. 
b. Fill out an emergency form as completely as possible. 
c. Remain transparent and continue relaying the call. 
d. Do both A and B. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

SCORE:  Number correct ___________ / Number Questions ___________= ________% 
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NAME: ______________________________               DATE: __________________________ 
 
INSTRUCTIONS: Please read each question carefully, and write your answers clearly in the space 
provided. Take your time and trust your instincts. Good luck! 
 

MULTIPLE CHOICE 
Read each question carefully and circle the best answer. 
 

BILLING 
 

1. What must you do to open the Billing window? 
a. Press [BILLING]. 
b. Press [BILLING], press [ENTER]. 
c. Press [BILLING], press [SPACEBAR]. 

 

2. In order to process a call using a pre-paid calling card, you must: 
a. Open the Billing Window. 
b. Enter the pre-paid access number in the Dial Window and press [COMP]. 
c. Enter ‘0’ in the dial window 

 

3. A TTY customer wants to place a call using a different carrier.  After entering the number in the 
Dial window, what must you do to open the COC menu? 
a. Press [COC]. 
b. Press [COMP], and then press [COC]. 
c. Press [COC], then press [ENTER]. 
d. Press [BILLING], then press [COMP]. 

 

4. If a customer’s preferred long-distance carrier is not listed in the COC menu, you must: 
a. Select PAID in the Billing window. 
b. Select SPRINT in the COC menu. 
c. Select ALL OTHERS in the COC menu. 
d. Ask the customer for a different billing method for the call. 

 

5. For a Third Party call, what information should you ask for before placing the call? 
a. The inbound customer’s name. 
b. Whether someone will be at the billing number to accept the charges. 
c. Whether the billing number is TTY or Voice. 
d. All of the above. 
 

6. If a customer is calling from a cell phone and the call is not going through successfully, which of the 
following would be an appropriate way for you to handle the situation? 
a. Open the Billing Window and select Local Override. 
b. Inform the customer that you are unable to handle the request. 
c. Call a supervisor to activate Local Override. 
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7. What information do you need to process FON, LEC, or OTHER calling cards? 

a. Card type. 
b. Calling card number. 
c. 800 access number 
d. A and B 

 

MATCHING: BILLING WINDOW 
Match each customer request below with the most appropriate option from the Billing Window. 
 

8. ________ “Hi, my name is Joe and I need to call my      
 mom; she’ll pay for the call.” 

 
9. ________ “Put this on my Southwestern Bell card.” 

 
10. ________ “Please bill this through MCI.” 

 
11. ________ “Hi, please make this call and bill it to my      

 AT&T calling card.” 
 

12. ________ “I’m out of town but I need to call my brother     
 overseas. Bill this call to my home number ” 

 

A. Paid 
 
B. Collect 
 
C. Third Party 
 
D. FON Card 
 
E. LEC 
 
F. Other 

13. ________ “Operator, I want to bill this call with my Sprint card.”  
 

IMMEDIATE CREDIT 
 

14. If you dialed the wrong number for the customer and s/he wants immediate credit, what do you do 
after reaching the operator? 
a. Press [ST TMG]; relay the conversation between the customer and the operator. 
b. Don’t press [ST TMG]; speak directly with the operator, giving him/her the necessary 

information to give the customer immediate credit. 
c. Call a supervisor to give the customer immediate credit. 
d. All of the above. 

 
DIRECTORY ASSISTANCE 

15. A TTY customer calls in and types: PLEASE CALL DIRECTORY ASSISTANCE FOR AREA CODE 303 GA, 
which is different from their own area code.  What do you enter as the Calling To number? 
a. DA 
b. 411 
c. 303411 
d. 5551212 
e. 3035551212  
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16. A TTY customer calls in and types: PLS CALL DA FOR DALLAS TX GA.  You request the area 

code, but the TTY customer does not know the area code.  In this situation, you should: 
a. Inform the TTY customer that the call cannot be made without the area code. 
b. Call the Sprint Operator to find the area code. 
c. Call National Directory Assistance to find the area code. 
d. Ask the TTY user to call back when they have the area code. 
e. Call a supervisor to perform Local Call Override. 

 

REGIONAL 800 
 

17. When calling a toll-free number, the Regional 800 feature should be used when: 
a. When there is no successful out dial.   
b. You reach a fast or slow busy signal or you reach an all circuits busy recording. 
c. You reach a recording stating that your call cannot be made from outside a certain calling area. 
d. You call the correct number but you reach the wrong destination. 
e. Any of the above situations occur. 

 
18. When one of the above situations occur what is the correct way to re-route the toll-free number? 

a. Send <ALT O>, [HANG UP], then redial. 
b. Press [HANG UP], send <ALT O>, then [REG 800]. 
c. Press [HANG UP], <ALT 0>, then [REG 800]. 
d. Press [HANG UP], then <CTRL A>. 
e. Press [ST TMG], then [REG 800]. 

 
MISCELLANEOUS 
 

19. A customer uses profanity towards the other customer.  As the agent, you should: 
a. Discourage the customer from using profanity. 
b. Relay the conversation, including profanity. 
c. Omit the profanity, while continuing to relay the conversation. 
d. Call a supervisor. 
e. Remove your headset and quit immediately. 

 

20. A TTY user types: THANK U AGENT U DID A WONDERFUL JOB SKSK. Write in the space below 
how you would respond. 

 
 
 

 
 
 
 
 
 
 
SCORE:  Number correct ___________ / Number Questions ___________= ________% 
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