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COLORADO RELAY USER CALLS DIRECTLY TO RELAY 
CUSTOMER CARE LIVE SERVICE TEAM 

Relay Customer Care Live Team Response: 

1. Document the customer's comments with as much detail as 
possible, requesting name, address and contact information. 

2. Respond to the contact- providing information as requested, or 
escalating as required. 

3. Provide response to customer after investigation is concluded. 

4. Document investigation, and resolution. 

5. Follow up with the customer as requested; provide written 
response to ensure satisfaction and closure of contqct. 

6. Enter contact into AT&T's database- Commendation Inquiry & 
Complaint System - for appropriate tracking and reporting purposes. 

As mentioned previously, AT&T's Customer Care Live team works to resolve each 

contact as soon as po~sibic, often being able to provide immediate resolution. Most 

contacts with customers are resolved within twcnt~-four hour~. Written responses are 
provided upon request, with most responses provided in the modality used to contact us. 

If desired by the Colorado SRA, we can provide a daily report of all customer care case 

records. These case records from the database can easily be sent to you via email for your 

convenience. Otherwise, AT&T will include a monthly customer care report with the 
monthly traffic and volume reports. Additionally, AT&T will pmvidc to 1111 

later than .hHH' 15111 a summary log of ali th(• customer l~omplaints for 

prcYious 12 monHts. 

RELAY CUSTOMER CONTACT DATABASE: AT&T has a special database which 

stores every customer contact received by the Relay Customer Care Team. Our database, 

the Commendation, Inquiry & Complaint System (CICS) houses all contacts received 
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from customers during a given month, enabling us to provide detailed monthly 
summaries to you regarding contacts received from relay customers in Colorado. The 
database captures all elements required by Colorado Relay. This will help you gauge how 
well AT&T Relay is providing relay to the constituents of Colorado. This database also 
assists us in preparing the FCC's TRS Annual Consumer Complaints Summary log each 
year. We are happy to provide you with examples of the CICS case documentation, and 

monthly reports we use elsewhere. AT-.~ T nctay "ill pare ncr with~ ou to pm' 
rnnhu:t in th<.' format you r('<Juin:. 

INFORMATION RETENTION: We will retain all customer contact information from 
Colorado for the life of the contract, and for a minimum of twelve months upon 
expiration of the contract. 

COMPLIANCE WITH FCC COMPLAINT REPORTING: AT&T's procedures for 
resolving customer complaints are in full compliance with the FCC's complaint reporting 
and resolution process as described in sections 64.604(c)(l), (2), and (6) of Part 64, 
Subpart F ofTitle 47 ofthe Code ofFederal Regulations. AT&T will comply with future 

FCC amendments. As required by FCC guidelines, AT&T will distribute information 
about the Commission and FCC's complaint process in all brochures, websites and other 
materials. 

AT&T will complaint process in all printed matcriah for Col1mulu Rcla~ 
Cohmulo website. 

Cap Tel 

Customers can also call AT&T Cap Tel Customer Service, which is available 24 hours a 

day seven days a week. We are always available to customers. 

CapTel Customer Service provides customer support to the nation's clientele by phone, 
email, Live Chat, fax and U.S. mail. This well trained, dedicated team provides 
education, troubleshooting, set up tips, carrier of choice registration, information and 
referral and any necessary follow up to assist callers remotely in achieving successful 
CapTel use. CapTel Customer Service is known to go "above and beyond" the norm of 

customer support with extensive follow up practices. All service contacts are 
documented in a CapTel Customer Database with reports generated monthly for state 

distribution. The department's philosophy is to provide immediate assistance and works 
to resolve issues the same day, when feasible for the customer. 
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AT&T and CTI will respond to all complaints and service, network or equipment 
inquiries from users and/or the PSC in a timely and professional manner. AT&T will 
maintain customer contact information for handling and escalating complaints and 
service, network or equipment failures. 

CTI has established procedures for handling complaints regarding CapTel Service and 
will report all complaints to us. 

The Cap Tel Customer Service Department receives expression of concerns and requests 
for assistance via email, phone, or fax. 

Each complaint is addressed promptly by one of CTI' s representatives with the goal of 
'same day service' when technically feasible. The CapTel Customer Service Department 
documents all follow-up information and resolution for any complaint that is not able to 
be handled within 24 hours or less. 

All complaints will be resolved- if CTS users contact the Cap Tel Customer Service 
Department directly, if they contact the AT&T Relay Customer Service Department, or 
the PSC. We'll ask the customer for all pertinent information regarding the complaint 
and will explain that Customer Service will contact them again after investigating the 
complaint. All complaints are logged in the Customer Service database and retained 
throughout the life of the contract or until the next application for certification is granted. 

AT&T is always available to customers-period! 

Some Cap Tel users will automatically contact CTI directly rather than our Customer 
Service Department. However, if aCTS customer contacts AT&T, we are committed to 
handling all CapTel complaints even after hours and will act immediately to revolve 
issues for Cap Tel users. 

All complaints, including their resolution, will be documented and kept on file basis. All 
complaint activity will be reported to the PSC on a monthly basis regarding the number 
of customer service inquiries categorized by topic areas, including a separate log of 
complaints and complements with the date the complaint or compliment was logged, the 
nature of the complaint or compliment, the date of resolution and how it was resolved. 

·--··---
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AT&T' s Complaint Resolution procedures and FCC complaint processes are described 

on all of AT&T's TRS websites and will also be included on the Colorado CapTel pages 
as well. 

4.1.1.2 Long distance calls. · · i\'• ! ; '11\ !'''· ,)i!;;:1 ,l :~ !!'1~,, j;,~f,J!'!'t,' ',,'~·, ...,' 
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AT&T has read and meets this requirement. 

With AT&T as your relay provider, Colorado Relay users will have access to more than 
through our carrier of choice platform. Our TRS product manager, Gail 

Sanchez, and our Director ofTechnology, Burt Bossi, were part of the original 
industry team that developed the Carrier of Choice industry requirements that were 
subsequently mandated by the Federal Communications Commission and implemented 
on our TRS platform. Requests to have a long distance call billed to a preferred carrier 
can be made on a per call basis or can be done for all long distance calls automatically 

through a Customer Profile. Calls completed through the Carrier of Choice platform will 
be billed by the user's carrier according to their subscriber plans. 

Following is a list of providers that currently' participate on the AT&T Carrier of Choice 
(COC) platform and may be available for Colorado Relay users2 

Adelphia LDDS 

1 List is current as of March 31, 2011 

2 Participation of Carriers in Colorado is dependent on whether carrier is authorized to provide service 
in Colorado and connectivity to the AT&T Access Tandem in the state. 
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Adelphia Business Solutions LDMS Systems 

Allegiance LightY ear 

Alliance Matrix Telecom 

Alliance Group Services MCI 

AmeriVision Communications Mcleod USA 

AT&T Metromedia 

Bell South Network 

Broadwing Communications North American Telephone 

Business Telecom One Call Communications 

Choice 5 Talk Open Band 

Citizen Communication Opex Communications Clear 

Close Call America Phone Tel Technologies 

ClearChoice5 Primus Telecommunications 

Com cast Qwest 

COMTECH21 SBC (Maine excepted) 

Core Communications Sprint 

Cox Residential Talk America 

Cox Business Telecom 

Eastern Telecommunications Telecom Management 

Easton Telecom Services Touch 1 Communications 

Excel Telecommunications Vartec 

Excel-1010 Verizon 

Frontier VSSI 

Global Crossing WilTel 

Hardy Tel Worldwide Network Services 

1-Link Communications WorldXchg 

Incomnet Communications Zone Telecom 

LD Wholesale Z-Tel 

Relay callers who request a long distance call but do not designate a particular carrier for 
their call will have their call defaulted and billed by AT&T Long Distance (AT&T Corp.) 
at a n~tt lcm nth: uf ~(UJ7 a minute. The TRS Rate Plan that AT&T would adopt allows 
any relay caller (hearing or TTY) to enjoy a flat rate of $0.07 per minute for any long 
distance call whether the caller subscribes to AT&T or not. Customers not subscribed 
to AT&T would not be assessed casual user fees, monthly recurring fees or any 

additional fees to place relay calls through AT&T. AT&T subscribers with optional 

calling plans would be billed according to their plans (i.e. Unlimited users would not be 

January 3, 2012 Page 20 

, at&t 



AT&T Response to RFP No. RFP-SGA-12-02-CO TRS 

billed for any calls). If a caller is a subscriber to an AT&T calling plan, then the rates in 
effect for that plan will take precedence. 

Callers may request that a specific carrier be used as long as the carrier is a participant in 
the industry's standard solution for carrier of choice calls. Upon receiving a request to 
use another carrier, theCA selects the caller's choice from an available menu and then 
hits the call completion keys, enabling the call to be carried and billed by the requested 
carrier's network. The AT&T Relay platform automatically routes the call to a LEC 
access tandem, which forwards the call directly to the chosen carrier's network along 
with billing information over a special Feature Group D type circuit. The chosen carrier's 
network completes the call and creates a billing record. When the call is connected to the 
called party, the end-user billing timer starts and theCA begins to relay the conversation. 

AT&T will work with all the registered carriers in Colorado to become industry 
participants for carrier of choice. This will be accomplished through: 

1. Educating carriers on the FCC Order 

2. Frequent and ongoing contacts (e.g. via phone, email, letter) 

3. Providing a collaborative effort and technical support, as needed 

The following diagram depicts AT &Ts Carrier of Choice platform. 
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Cap Tel 

If a voice user who calls a Cap Tel user does not let Cap Tel know their preferred long 
distance provider, any long distance captioned calls they place to a CapTel user will be 
charged on their phone bill under that state's TRS long distance carrier, at that state's 
long distance rate. Please see our special rate below. 

Customers can complete a paper copy of the CapTel Database Profile Request in order to 
specify their long distance carrier of choice. Customers can also designate their carrier of 
choice via the Cap Tel website or by calling Customer Service. Customers simply indicate 
which carrier they want to use. 

CTI does not bill any long distance calls and thus is not in control of other carrier's 
discounts for CapTel calls. 
Cap Tel is able to accurately determine call jurisdiction information in order to ensure that 
callers have access to extended community calling plans, optional calling plans and other 
special situations to the same extent provided by traditional relay service by delivering 
the call to the user's chosen IXC. 

4.1.1.3 Treatment ofTRS customer information. 1 .'! , , 111 ,\ ;. ·: >1 ' r;, ·!'Y· . ;~I 
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AT&T Response: 

AT&T has read and will comply with this requirement. 

We have experience both as an incoming relay provider who receives TRS Customer data 
from the outgoing provider and as an outgoing provider who transmits the TRS Customer 
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data to the new incoming provider. If we are selected as your provider, we will ensure 
that all TRS Customer Profile information is transferred in usable form at least 60 days 

before the expiration of the TRS contract. 

AT&T has a strong corporate history of protecting customer privacy and customer 

information. We believe that all TRS Customer Profile information is proprietary and 

confidential. Protecting customers and honoring their privacy is a value that is deeply 
embedded in all we do, in every job performed at AT&T. Our corporate guidelines for 
business ethics and behavior, called the AT&T Code of Business Conduct, specifically 
cite protection of customer information and privacy as a paramount responsibility of 
every employee. We re-train and re-commit every AT&T employee every year regarding 
the confidentiality of our customers' information; all our employees serving relay callers 

make this commitment. 

AT&T will never sell, distribute, share or reveal in any other way any customer data, 

TRS Customer Profile information or any information about any relay call without 

evidence of lawful authority. We will not use any information obtained from any relay 
calls to support other business interests. 

Cap Tel 

CapTel currently provides Captioned Telephone Service for the state. We will continue 
to use Cap Tel after AT&T is awarded the contract. 

4.1.1.4 Staffing. 1 ·, :rq ~1; ' ..... ro~ .1 ii 1i111 , I 
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AT&T has read and meets this requirement. 
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Our highly experienced Operations Planning team has carefully analyzed the call volume 
data provided by the state. They have years of experience in using historical data to 
forecast projected call volumes in order to estimate number of Relay Operators required 
to handle the volume of calls/minutes. Using your data, our algorithms, and historical 
trends, we estimate that at the highest point, we will only require an average of 4.0 full 
time relay operators in each year of the initial contract to handle all of Colorado's 
traditional relay calls. However, because of our overflow capabilities and staffing 
requirements, we find that we can easily absorb the estimated Colorado Relay call 
volume without having to add any additional CAs, shift supervisors, managers or clerical 
support. 

We have enough capacity and experienced personnel to handle twice as much traffic as 
what we expect from Colorado Relay users. While we do not anticipate a need to add any 
additional headcount to our relay call centers to support your calls and estimated volumes 
we have provided the following job descriptions and qualifications for the various relay 
personnel that we have in our call centers. A job description for the Outreach/Channel 
manager can be found in our response to section 4.1.7. 

Please see Appendix 1 for job descriptions of Relay Center Managers, Customer Care 
Specialists, and Communications Assistants. 

Captel 

CapTel will be provided from the CapTel Service Relay Center located at 5801 Research 
Park Blvd., Madison, WI 53717 and at 310 W. Wisconsin Ave. Suite 1200 West 
Milwaukee, WI 53203. AT&T will be responsible for coordinating and managing all 

aspects of Captel Service for Colorado and will be the state's single point of contact. 

4.1.1.5 Proficiency testing. '; \ ''-
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AT&T has read and meets this requirement. 

We use a rigorous pre-hire screening process and post-hire screening process to select 

only the best candidates to be CAs in our AT&T Relay Centers. And, because all of TRS 
CAs are AT&T employees, we are accountable to ensure they are qualified to perform 
the job of a Relay Operator. In this section, we will address both the pre-hire and post­
hire screening process. 

Pre-Hire 

Once a candidate submits an application for the position of Relay Operator, s/he is asked 

to complete a pre-screen questionnaire. Qualified candidates are then scheduled for 
testing. Part of our testing will include: 

• Telephone Ability Battery Test 

• Oral Proficiency Test 

• Oral Typing Test 

These tests are developed by teams of Psychologists who are experts in their field on 
work place testing and screening. The testing process is held under the strictest of 
environments to ensure that nothing is compromised. AT&T prides itself on the quality 
of its pre-hire testing and screening process. In approximately 2,000 candidates that were 
invited to take the test to become a Relay Operator, less than 4'~. were extended a 
<'mHiitional pending drug and background checks. 

The AT&T pre-hire tests are considered highly proprietary and while we cannot share 
copies of those tests, we have included 3 different Test Information Pamphlets that are 
provided to those candidates invited to take the pre-hire tests. 

Please see Appendix 2 for the Test Information Pamphlets. 
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Once a candidate has successfully completed the pre-hire screening, s/he is invited to a 
relay call center site visit where an in-depth interview is conducted to determine if the 
candidate is the right fit for the Relay Operator job. 

Candidates are then trained, coached, and mentored extensively during the initial training 
program as explained in our response to section 4.21. Upon completion of one of many 
initial training modules, the trainee is required to successfully pass a Relay Operator 
proficiency assessment called, "Hands On Diagnostics (HOD)." The HOD assesses 
proficiency for performing the Relay Operator job under simulated conditions. 
Following are examples of some ofthe HODs used to assess Relay Operator Proficiency. 
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Call S.t>t l"p Commnh 

( ) Prov1de-; CA ID and gender(l&2~ 

\ l Info= proce:;:;mg malmg call now H6) 

( ) Iufonn' :me rmgm: (16) 

( ) CA a:I:lloUD.ce:; call ongm3::y and when trmd'erred(S) 

I ) Inlo= TTY of Vou:e gender both llme~(J) 

{ ) (A offer:; Jccept;~.ble explm3tlon ofrelay (!:) 

Connr<;adon Commnh 

( ) C A venfi.e:; Op& phra:;e of bmmes:; ( 14 j 

( ) Fm!! or fewer typo:;'xx':; (4) 

( ) Prope1· mtonalion re;;:;ouab:ly natunl :;peech (~} 

( ) )peak~ under:;tmdable :;peed. meal!l1llgfiL pma:.e:; ((i} 

( ) Type:; :;moothly. :;pace:; between words ('1') 

{ ) Keep~ both ca:let:. 1Dformed of delay over 1()11 :5 :;ec. {81 

(. ) T ra~~::.parent dOi!:; &ot ;:m>mpt G-A (9} 

\ .l Rela:r:; ilioi-oughly VOICe~ m", m>g acclll311!ly (lJ) 

( ) Keep:; track D.mlle: u;.e~ :;cratd:pad ( 1~} 

I ) Kept :Jack voJ.Ced: reque~t cu::::t to ;:ow 3:; needed fl·O 

\ ) Prond>e:; Back pound nm:;e (16) 

C:tllWrap rp C.ommnn 

\ ) C A :;ay:; Thallk yO<u. bye to V mce (l Q) 

\ ) Drop Lme 2 (Sl 

(. ) Inform TTY hung up gaor :;l (AlI H) (l 0} 

( l Pre:;~ C TRL :;end bill( 6 J 

{ ) Inform TTY dunk you bye :;k:;k (ALI X) (10) 

( ) CTRL cirop 1 after complell! Alt X ha~ tran:;mitted (8) 

End to End Senict> QualitY C.ommuh 

( ) Re~pectful mel Pohll! (10) 

( ) Patient aa:.d did not ~h (ll) 

( ) Helped adequately wllh req~t (12) 

Fmormance SlUilman 

Op;:>Oltunlrie:; ~fet 

I otal Opportunl1le:; 26 
• o Opportllllltle:; ~!et 

AT&T P:ropnetary- Use pu'SUant to ComNny ins:trudiO"s 
HODO>C Evaluallon .x1s 

HOD 2006 
Perlofl"''\ance Assessrr.en~ Worlo:sheet 
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HQD 20M 

D. \·oice ro TIT lc~ ":un~ I 
Yerify;track names, Kept Track \"oicH. I Date I 1.-HI: I 

can Se-rrp Comuu!ah 

( .l CA pmnde:o ID (1) 

( ) Info:rm:> proce::.~lllg'd:ulmg call now (16) 

{ ) Inform.; rw.gmg (16l 

( ) Proude:;; cotl'~l ~tate ID and CA ID u'l.th gender (8) 

( ) Pro\'lde:i gender ofV"o1ce (!.) 

{ ) R.el.ay TTY': lllltla! g:reetmg U3l 

( ) (A rela:y:; an~ machwe and offen to lea;:e a =tt (14} 

( ) CA ~~bill a:cd d!a~ bad a:; 1eque:;ted (11) 

C OD\"f"f'l!lDOD Commt>ll'h 

( ) F 1\"e or &u"~e,r typo~ '::a::; ( 4) 

( ) Proper mtoru.tion. rea~onably natural speech!;) 

( ) Speak:; undentandable ~peed (6) 

( ) Types 5moothly space, betv;een v.·ord5 f"! 
( ) Keep:; boOth <.'ille1:. mformed of delay over 1().'1 5 oK (16) 

( ) RehyHhon:rughly: votee TTY m:;g accuutely (13) 

( ) Kept track ;·o1eed: reque~t c~t to :low a:; needed 114) 

( ) Keep~ track name~ Vertfied name:; (151 

( ) CA '\"le,l~d doEa: Yal~ ll4l 

c·an Wmp rp C'ommeh 

( ) Type: {hllllg up) thank you b:yl'! :;1.: ~ (10) 

( ) Drop Line 2 afte1 fuu1 m::.g h,a;:, b:'allsm~tted (8} 

( ) Say they have h1mg u:p· Thw you bye to vmce (10! 

( ) Pn!:;~ CTRL ;end bill (8> 

( ) CTRl. Dt·op Lme 1 (SJ 

End to End s~n:ire Quality Comm••ts 

( ) RespECtful md Poli:e (1 fl) 

l ) Paoent and did not rmlL (11) 

( ) Helped :wiequa~ly Wllh teqUH! (ll) 

Perlonaaace Summarv 

OpponuaiO.I ~!et 

T o1l!l Oppo:tmlltle> 15 
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HOD 2006 

m. m·- Toll free ~umbH lc .\ :'\ame I 
Kept Iaformed, Kept Track Voiced, U~ of PBD I Date I I.UI: I 

can S.t't r p <:ommeut> 

( ) CApnm.de: ID (1) 

<) CAg:~;-e~A1ti&AitJ(121 

( ) Info:rm:; proce~~mg·diai.mg ,:a;,; now tlCi) 

( ) Infonn~ rmg:tng: (Hi) 

() CA tdl!nnfie:; lme 2 ;~.:recorded me~:;ag:e Alt K (16} 

Conn·t";ation <:ommeah 

( ) Five or fewer typo~:xx: ~ ( .t) 

i' ) Type~ ~moothly: :;pace:; ~tweec 'illiorlb (i) 

( ) Keecp:_ ca:lernnfonned of delay over lfH 5 ;~ (16} 

( ) CA :elecct::. appropnate prompt::~:; directed ~121 

( ) C A mform:: TIY u::.er th!!y are :electing prompt ( 16) 

\ ) Kept track voiced: uttlize~ PBD U·H 
\ ) CA unllze; PBD effic1ertly tSl 
( ) CA ~tut'~top~ t1.mer appropnately (12) 

Can·wmp l"p CommeDh 

( ) CA g:tYe~ Alt H (hung up ga 01r ;k') (lt) 

( ) Drop Lme 2 (8) 

( ) CA wait:; for SK to b'ii! g:~veu & p10Y1.de~ Alt X msg (11) 

( ) Pre~~ C TRL ~end bill (!)} 

( ) CTRL Dn>p Lme lafte1 "thank you" ha::. tran::.mitted (8) 

End to End c;;enice Quant'.· C01111meah 

\ ) ?.~pi!Ctful and ?oli:e (lll) 

( ) Pa'!leut and dJ.d !lot rush (11) 

( ) Helped a.deq1.1:l:ely v:'i:ll request (12) 

Owo=.Je;. C\!et 

T mal Oppornm1ne~ 21 

•, Opporttmltle ~~et 

Dr. rdtr Opp: .'!Jtr ;y To::r) Ow: = ', Oppr .lit~r · = HOD ;oo~ ;con• 

HODOo!' Evaluaton ..11fs 3 
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Cap Tel 

All Cap Tel CAs are required to satisfactorily complete a series of skills assessments to 
achieve the expertise and knowledge to adequately and accurately caption in a 
professional manner the words spoken by the hearing party without intervening in the 
communication between the parties. The evaluation process includes the quality of voice, 
clarity of speech and correct use of words and sentence structure. 

CTI has a detailed CA training plan in place to ensure that all standards as applied by the 
FCC to the provision of Cap Tel are met by each Cap Tel CA. At any time if a prospective 
CA does not demonstrate the ability to achieve the expected standards, they may be 
removed from the training group. 

After initial training, CapTel trainees are tested through the administration of timing 
scripts in a test environment. Each CA is required to successfully pass two rounds of 
timings consecutively prior to handling live calls. In addition, trainees are required to 
meet specified monitor scores when being evaluated on live call processing. 

CTI will ensure that CapTel CAs receive all necessary ongoing training. CAs are 
monitored on each shift and if they are found to need additional training or re-training, 
they are taken off line and given the necessary training. In addition, CAs are retrained on 
new features and capabilities ofCTI's CapTel service platform including any new or 
improved voice recognition systems used in the platform. 

CAs are tested monthly through the administration of Timing Scripts in a test 
environment. In addition, CAs are periodically monitored while processing live calls. 

Only the scores of each CA are maintained in a database. No other information regarding 
conversations is kept at any time. 

CapTel CAs have access to counseling when needed. In situations that require counseling 
it is necessary that the confidentiality of each call remains intact. General call information 
will not be shared unless it is used to clarify, vent, or teach. A captionist may feel the 
need to "vent" about a call due to problems, complaints or stress from handling the call. 
The captionist may ask to speak to a Supervisor or other member of management in a 
private area. 
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CapTel Service CAs will adhere to the following minimum standards: 

• The CapTel CA shall be trained to caption the words spoken by the 

hearing party as accurately as reasonably possible without intervening in 
the communications. The CA is permitted to provide background noise 
identification; 

• The Cap Tel CA shall not maintain any records of conversation content 
and shall keep the existence and content of all calls confidential; 

• The CapTel CA shall be required to meet the FCC standards for TRS 
minimum transcription speed; 

• The Cap Tel CA shall not limit the length of a call and shall stay with the 

call for a minimum of ten minutes when answering and placing a call; 

• CapTel personnel will have the requisite experience, expertise, skills, 
education, knowledge and training to perform Cap Tel Services in a 

professional manner. 
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4.1.1.6 Independent Service Evaluation. I I· 

~ll'~ ~:-o-"'·1.:,.•,~, :"'~l<!ll. 

AT&T Response: 

AT&T has read and meets this requirement. 

We welcome the opportunity for the Colorado Public Utilities Commission to conduct 
random and independent service evaluations. We will use any results or reports provided 
to improve and reinforce methods and procedures, service requirements and overall 

quality assurance. 

AT&T will supplement the state's independent service evaluation with our own two 
prong approach to quality assurance. In the first approach, an experienced team of service 
quality evaluators place random TRS calls through each of our call centers. These 
evaluators use key attributes to measure the quality of a call. The MOQCs (measures of a 
quality call) include such things as typing speed, typing accuracy, attitude and tone in 
relaying from text to voice, accuracy in relaying a conversation from voice to text, and 
process for following standard methods and procedures, and other attributes. 

In the second approach, each CA is individually is monitored monthly for quality 
assurance. We give immediate and specific feedback that covers all areas of call 
processing. We tailor follow-up coaching and developing to individual CA needs. 

AT&T' s two prong approach will help identify any potential issues at the earliest 
opportunity without having to wait for the independent service evaluations to be 
conducted. 

------------------------------- --"·-
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AT&T has read and meets this requirement. 

Read what our Relay 
Service callers say 
about our 
Communication 
Assistants. 

From a caller in 
Pennsylvania, 

"The CA wasn't doing her 
job just to do it. She had 
excellent typing speed 
and was pleasant 
throughout my very long 
and rather boring call. She 
has wings and a halo." 

This comment was unsolicited. 

All of our TRS call centers are located within the United 
States. Additionally, all the CAs who process traditional 
relay calls are employees of AT&T. We do not use 
subcontractors to provide traditional relay services. This 
means that we are accountable for our employees including 
their training, their development and their performance. 

Deaf Cross Culture Training and ASL 

AT&T has an extensive Disability Awareness/Deaf Cross 
Culture Training program. All of our relay staff, including 

managt'mcnt, receive 20 hours of initial training devoted 
to disability issues including ASL "gloss," ASL style and 
grammar, tone of voice, hearing and speech disabled 
cultures, TTY etiquette, pertinent information about the 
needs of people who are deaf, hard-of-hearing or have 

difficulty speaking, This training is presented by AT&T deaf managers on our staff and 
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expert ASL users through face-to-face instruction, videos, participation in simulated role 
play calls, and various exercises to ensure learning has occurred. AT&T CAs are 
thoroughly trained to meet the communication needs of our relay customers. 

AT&T' s Deaf culture Training encompasses all requirements noted in the above question 
including topics of ASL "gloss" and grammar, deaf culture, and the special needs of hard 
of hearing, late-deafened, deaf-blind and speech disabled users. 

We implement our training programs to ensure objectivity, sensitivity, and confidentiality 
in relaying calls. Following please see the high-level outline ofthe DeafCulture/ASL 
training. 

Initial Training of Communication A!ssistants, Da~s One ~ Two 
I. Introduction to tile Deaf eillommunitj and Rela~: Da~ One 

"I 

A. The Role of theCA and Customer Diversity 
B. History of Deaf Culture, Education, and Sign Language 
C. In The Spotlight: 

Notable Deaf individuals and their accomplishments 
D. Common Questions about Deafness 
E. Americans with Disabilities Act (ADA) 
1 ADA & FCC Requirements for Relay Service 
2. FCC Requirements- 64.604 for Relay Personnel 

II. Methods of Communication: Da~ Two 
A. Introduction to American Sign Language (ASL) 
B. ASL Guidelines and Grammar Rules 
c. ASL Gloss 
D. Understanding ASL Translation/Interpretation 
1. ASL Translation/Interpretation as the Default 
2. Identifying Translation/Interpretation preferences - Relay Choice Profile 
E. Idioms in Deaf Culture - English and ASL 
F. Procedures for obtaining Relief 

Additional Resources: Books, Tapes and Websites Related to 
Deafness/Hard of Hearing 

At various points in our Deaf Culture training, written knowledge checks occur, ensuring 
that CAs have grasped the pertinent details of the module just covered. An ASL 
diagnostic is given and must be passed for a CA to process live calls. This diagnostic 
covers ASL translation and interpretation. AT&T will gladly share the specific test upon 
request. 
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This initial introduction into deaf culture is for two days. The focus of the initial training 

program then pivots to the "technical" portion of the training, i.e. how to successfully 

complete relay calls. The concepts introduced during deaf cross-cultural training are then 

integrated into and reinforced throughout the next eight days of procedural instruction. 

S~lell:uile ftnm Initial Sf raining o[ <.0ommunieation A..ssistants 
Day One Day Two Days Three through Ten 

Introduction to the Methods of Fundamental Instruction in Technology 

Communicatively Communication for and Procedures for Relay Service 

Challenged the Communicatively 

Community Challenged 

Community 

Our staff and CA training does not end with initial training. We provide on-going 

no Jess than i 2 hnun annually in ASL, deaf culture, needs of hearing loss 

community, speech loss and dual sensory users, as well as ethics and confidentiality. We 

have included an outline of a staff training plan indicating training topics and time frames 

as well as explaining how individuals or organizations (such as deaf service centers, state 

agencies and advocate groups, and universities, etc.) representing the hearing and speech 

impaired community would be used to assist with the training. Additionally, as 

previously mentioned,'' c have within our own manaf!.emcnl staff, mcmhcrs 

hearing community, who have hl'cn consulkd 
dcliH~f)· training. When it comes to discussing deaf culture, we 

always use one of our deaf managers to present the training. 

addition to the 12 uf on going training mentioned ahovc, we prm IW 

JU rs training em relay prncNiurcs. This additional training 

is provided to update relay CAs when necessary on software changes, revised call 

handling procedures, refresher training on disability awareness, and any other ongoing 

areas necessary for the relay CAs to effectively perform their responsibilities. 

It is easy to see that we make a significant investment in tie training of our relay center 

personnel and that is why we boast that we have the best trained employees. We recently 

hosted a week long visit from another state relay administrator team who reviewed our 

training records and our training packages. The feedback was extremely positive and they 

made no secret that they were impressed with the detail and the training logs we keep on 
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our employees. Colorado Relay users will get the same level of highly trained 
employees to facilitate their relay calls. 
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AT&T l~csponse: 

AT&T has read and meets this requirement. 

>', 

We welcome and support any and all consumer input on the operation and improvement 
of the Colorado Relay program. Our designated account manager, Kcn~·a '' 
('OIIaboratl~ as ncl·dcd with the State Relay Advisory Committel' ~md will serve a>. 
fir..,t puint uf contact to the State llci:&)' All complaints and 
suggestions provided and received from the Relay Advisory Committee will be noted and 
discussed with the appropriate AT&T team (i.e. Operations, Methods and Training, 
Technical, Service Management team, etc.). Suggestions that can be implemented 
quickly and will not increase billable minutes to the State or negatively impact other 
customers will be addressed. Suggestions that may increase billable minutes to the State 
will be discussed first with the State Administrator to obtain concurrence before 
implementation. 

Consumer input will in clued both TRS and Captel program and issues. 

AT&T will also use other mechanisms for consumer input such as customer contacts 
through Customer Care and contacts made through the website. These are effective ways 
to gauge customer satisfaction with the service being provided. When detailed 
information is provided by the customer such as CA# and date/time of call, AT&T is able 
to immediately follow up with the CA that handled the call regardless of whether the 
contact was a complaint or a commendation. If it is a complaint, the CA' s manager is 
involved and the CA is made aware of the specifics of the complaint and a plan is 
implemented to review the appropriate procedure and, if necessary, implement a 
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performance improvement plan. Customer contacts received through the Customer Care 
or Website are tracked and recorded in our database and reported on the monthly 
Customer Care report provided. Following is an example of the customer contact intake 
form used to record these customer contacts. 

AT&T Relay Services 

01XXXX 

' : ~ ~ ' > ' < ' ! > ~ ' ' ' ' '' : ' 12/7/2011 

12/9/2011 

Relay Cust Care C~;st Initiated ,,. co 

{NPA)598-4983 ' '\! 

Customer Information 

'(, ' l ,' 

Unknown 

, I\ co 

(NPA) 598-4'983 TTY ' I 's; 

Inquiry General Assistance Explanation of Relay/Services 

','j's (I 

ll/7/2011 7:20:47 PM cw3B8: VCO 12/7/115:30 PM- Per E. Culbertson 

Customer wanted to know how to place a VCO call. 

12/7/20117:20:47 PM cw3138: VCO 12/7/115;30 PM- Per E. (\,;lbert:son 
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Additionally, our designated account manager will partner and collaborate with the 
Advisory Committee and the State Relay Administrator in preparing and administering 
an annual customer S{'rvke survey where we will ask survey respondents to assess 
things such as: 

o Typing speed and accuracy 

o Speed of answer 

o Type of service used (TTY, HCO, VCO, STS, CTS) 

o Frequency in using the state relay service 

o Knowledge and awareness of the Relay Program 

o How the relay service is used (personal or business) 

o Things the provider does well 

o Things the provider needs to improve 

o Suggestions for new services and features 

The respondents will not be required to provide personal identifying information on the 
annual survey but will be given the option to provide it in the event the responder would 
like someone to follow up. The results of the annual survey will be shared with the State 
Administrator and the Relay Advisory Committee. 

Another mechanism that will be used to acquire and solicit consumer input will be 

Tuwn Hall meetings that will he bdd C\'(•t·y t1uartcr throughout the Stau.· of 
Colorado. These town hall meetings will provide an opportunity to not only educate 
users about the various feature of the Colorado Relay Service but also to gather valuable 
input, suggestions and feedback on how to improve the service. In the same way as 
feedback received through the Advisory Committee, the consumer input provided at 
Relay Town Hall meetings will be noted and discussed with the appropriate team 
(Operations, Methods and Training, Technical, Service Management, etc.) in order to 
determine best course of action. 

Lastly, another mechanism that AT&T uses and has access to is social media. We have a 
whole organization that is tasked with searching for, and responding to, inquiries, 
comments and complaints posted by relay users about the relay service. We also have a 
dedicated social media manager in-house that can provide support and expertise on 
managing social media for the Colorado Relay Service. We have used social media as an 
effective way for improving our services and obtaining customer feedback. 
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4.1.2 BILLING ADJUSTMENT FOR MISSING ASA AND 
BLOCKAGE RATE STANDARDS 
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AT&T has read and will comply. 

AT&T has an experienced Operations Force Management team that is tasked with 
ensuring we have the right amount of CAs on staff and scheduled to handle the forecasted 
volume of calls on any given day AND meet the service level requirement. Our goal is to 
have every caller answered as expeditiously as possible. For this reason, many of our 
user's calls are answered within a few seconds. 

We normally achieve an average of over 9S%, of our statl' relay calls answcn·d ·within 
i(·n <lS reflected in the following chart. 
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File Source: Answer Performance Summarv Reoott 

contract October 2011 -%Service Level Performance 
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 3() 31 

s s M T w T F s s M T w T F s s M T w T F s s M T w T F s s M 

AT&TLD 100 99 <;7 98 99 100 lOG lOJ 100 JO) 99 99 99 99 !GC 9910(; 99 99 100 99 !0:1 !DO 99 98 99 99 ·?) 100 !<:10 ]IX! 

AT&T1 96 96 91 91 97 97 99 99 99 100 97 95 90 94 99 95 96 04 96 99 97 100 98 98 ;s 96 96 96 08 !C.O 100 

AT&T2 99 96 92 89 94 98 99 98 99 JC() 96 93 8:1 94 96 95 96 94 95 99 Q6 99 95 97 Y2 96 95 ~ 9& 99 J:)j 

AT&T3 99 99 )9 99 99 100 100 100 99 100 100 99 99 100 Jf;O 100 100 l)j 100 1()) 100 100 98 991((, lOG 99 99 95 99 !X 

AT&T4 98 !GO PlOO 96 100 DO 100 100 !()) 100 100 98 100 100 100 10(.. 100 100 99 9t> 97 lOG 99 w: 100 95 99 9~ !((i l<X: 

OSD 99 98 :i13 99 98 -~" 100 100 100 100 lOG 99 95 97 J<:Xl 100 100 •)9 99 100 9) !OC. 100 99 95 •)9 97 90 lOG !00 Jr)) 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 ASA 

s s M T T T F s s M T w T F .5 s M T w T F s s M T w r F s s M 

AT&T5 0.2 1.2 3.1 3.9 !.5 07 04 02 0.4 0.9 o.r 2.7 7.3 G.9 0.3 1.2 0.3 J.::) 06 0.2 (.8 0.4 05 0.7 0.7 12 1.6 G" G.Q 02 G2 12 

AT&T Span 0.0 0.0 DC 0 :) 0.0 O<l 0.0 0.C 0.0 0.0 G.0 C!.O 0.1 0.0 D.O O.C· 0.0 0.0 0.0 0.0 (.,(; o.c 0.0 0.0 0.0 (:(; G.0 00 0.0 G.O oc: (,(1 

The£e are a::tua1 results from Octob er2011 ~·:mc.h cuns1dered norrnal month w1th 5 \Yeekends ar:d no ho!1da\S The actual s:tate name has been protecte-d 

The contract labeled "AT&T 5" has a more stringent answer requirement where all calls 
must be answered within 3 seconds. As illustrated on the chart provided, we averaged a 
1.2 second speed of answer for all calls in the month of October. 

These results are possible because of the vast experience of our Operations Force 
Management team which monitors service level results 24 hours a day on every quarter 
hour. Additionally, every center has access to a tool called, "TotalView." This tool 
allows the center personnel team to see how many relay operators are "active" and taking 
calls; how many are "available"; the number of relay operators that are scheduled; how 
many calls are in queue and amount of time a call has been waiting to be answered. 

In those rare instances when the service level is missed, we understand that there is a 
possibility that penalties assessed at the discretion of the State Relay Administrator. 

AT&T believes it is important to keep the State Administrator of events where the service 
level or blockage rate is missed as soon as it occurs. For this reason, the designated 
account manager will notify the State Administrator via phone call and in writing no 
later than the next business day of any incidents or days (if on the weekend) in which the 
service level was missed. We will also provide, to the best of our ability, a reason for 
missing the service level. This should assist the State Administrator in determining 
whether the assessment of any penalties is warranted. 
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4.1.3 CALL EFFICIENCY 
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AT&T has read and meets this requirement. 

Although there is one relay provider who likes to boast about their results from the 
annual Paisley Testing compared to the "other relay providers" we caution the State of 
Colorado to be leery of some of these claims. Of importance to note is that it is nearly 
impossible to fairly and equitably assess all three relay providers because often times, the 
providers are using Methods and Procedures that are particular for a specific state. The 
only way that Paisley can accurately and effectively assess and compare all three relay 
providers would be if all three providers were providing service in the same state under 
the same requirements. Since this is not the case, we caution the State of Colorado to be 
leery of claims of efficiency in using Paisley results when compared to other providers. 

We are pleased to explain what AT&T does to improve and maximize call efficiency and 
how this, coupled with our technology, results in the lo\\ rst amount t)f hiHable 

state. We will bring to Colorado the following features: 

• AT&T Upfront Automation®- the most functionally equivalent feature in the 
industry 

• Quick Launch® - Fastest way to connect to your party 

• Automatic activation of Carryover functionality 
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