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(i The name, telephone number, facsimile number, and e-mail address, if
available, of the person preparing the form on behalf of the provider;

(i) The month for which the charges are being reported;

{iv) The number of access lines being reported;

{v) The total surcharge amount collected for the month being reported;
(Vi) Adjustments to customer bills;

(vii) The vendor fee being withheld; and

{vili)y  The total remittance.

{B) The "Colorado Telecommunications Relay Service Surcharge” form must be
signed and dated by a company representative authorized to do so. The name
and telephone number of the most appropriate company representative to whom
questions may be directed must also be included on the form.

2828. - 2839. [Reserved].

High Cost Support Mechanism and High Cost Administration Fund

Basis, Purpose, and Statutory Authority

The basis and purpose of these rules is to establish the process used by the Commission to implement
and the provisions of the high cost support mechanism while remaining consistent with the relevant rules
and orders of the FCC.

The statutory authority for the promulgation of these rules is found at §§ 40-3-102, 40-15-208(2)(a), 40-
15-502, and 40-2-108, C.R.S.

2840. Applicability.

Rules 2840 through 2869 govern the operation of the Colorado High Caost Support Mechanism (HCSM)

and the Colorado High Cost Administration Fund and shall apply o all providers of intrastate

telecommunications services.

2841, Definitions.

The following definitions apply only in the context of rules 2840 through 2869:

(a) “Administrator” means the Commission, or a designee employed by the Commission, pursuant to
§ 40-15-208(3), C.R.8., that performs the administrative functions of the HCSM under the
direction of the Commission.

{b) "Average-schedule rural provider" means a rural telecommunications service provider that is an
average-schedule company as defined and used in 47 C.F.R. §§ 69.605 through 69.610.

CODE OF COLORADO REGULATIONS 4 CCR 723-2
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Decision No. C10-0768

BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF COLORADO

DOCKET NO. 10M-518T

IN THE MATTER OF ADJUSTMENT TO THE MONTHLY SURCHARGE FOR PROVIDING
TELECOMMUNICATIONS RELAY SERVICES FOR DISABLED TELEPHONE USERS.

ORDER SETTING THE UNIFORM CHARGE FOR
EACH APPLICABLE ACCESS LINE AT TWENTY CENTS
PER MONTH TO SUPPORT THE COLORADO
TELECOMMUNICATIONS RELAY SERVICES
FOR DISABLED TELEPHONE USERS

Mailed Date: August 20,2010
Adopted Date: August 18, 2010

I.  BY THE COMMISSION

A. Statement

1. The Colorado Telecommunications Relay Services for Disabled Telephone Users
(TRS) was established by the Colorado Legislature in 1989. See § 40-17-101 et seq., C.R.S.
The Commission, in 1994, adopted Rules Prescribing the Implementation of Article 17 of
Title 40, C.R.S. Telecommunications Relay Services for Disabled Telephone Users, now codified
at Rule 2800, et seq., of the Commission’s Rules Regulating Telecommunications Providers,
Services, and Products, 4 Code of Colorado Regulations (CCR) 723-2. Pursuant to
Rule 2827(a), 4 CCR 723-2, the Commission shall determine, and by appropriate order, impose a
uniform charge on each business and residential access line in a uniform amount in order to fund
the TRS program. Further, Rule 2827(b), 4 CCR 723-2, provides:

) The uniform charge imposed pursuant to § 40-17-103(3)(a), C.R.S., shall
be billed to each access line provided by each LEC.

(II)  The uniform charge shall not be included in each subscriber’s bill as part
of the subscriber’s base rate. The uniform charge shall be listed as a



Before the Public Utilities Commission of the State of Colorado
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separate item appearing on each customer’s monthly billing statement as
rendered by each local exchange provider. The charge shall be listed as
the “Colorado Telecommunications Relay Service Fund.”

2. Pursuant to Rule 2827(b)(IV), 4 CCR 723-2, every month each local exchange
provider shall submit to the Commission a completed “Colorado Telecommunications Relay
Service Surcharge” form. This form is available from the Commission on its website. See

Exhibit A to this Decision. This form is accompanied by a remittance to the Disabled Telephone

Users Fund (DTUF).

3. The current TRS uniform charge has been in effect since March 1, 2009. See
Decision No. C06-0080 in Docket No. 09M-028T. Since the current TRS uniform charge was
established, certain trends and events have taken place that have resulted in a lower than
acceptable fund balance. Specifically, some carriers have continued to lose telephone
subscribers and therefore serve fewer access lines. Additionally, the Legislature has appropriated
nearly $1,300,000 from the DTUF to fund the following programs: Reading Services for the
Blind; the Colorado Commission for the Deaf and Hard of Hearing; and the Colorado
Commission for the Visually Impaired. Captioned telephone relay services grew from some four

thousand minutes in FY 2004 to nearly one million minutes in FY 2010.

4. Considering the current fund balance, revenue, and expenditure projections for
FY 2011, and statutory fund balance requirements, the Commission finds it necessary to increase
the TRS uniform charge on each eligible access line beginning October 1, 2010. The current
uniform charge of 12 cents per access line per month shall be increased to 20 cents per access

line per month so as to maintain an adequate, but not excessive, fund balance.
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II. ORDER

A, The Commission Orders That:

1. Effective October 1, 2010, the uniform charge imposed upon each business and
residential access line to fund the Colorado Telecommunications Relay Services for Disabled
Telephone Users Program is increased from 12 cents per access line per month to 20 cents per

access line per month to comply with the requirements of § 40-17-103(3), C.R.S.

2. Every month, no later than the last day of the month, for the preceding month
each local exchange provider shall remit the amount due to the Commission and the completed
“Colorado Telecommunications Relay Service Surcharge” form available from the Commission’s

website.

3. The uniform charge of 20 cents per month shall be included in each applicable
subscriber’s bill as a separate line item and shall be listed as the “Colorado Telecommunications

Relay Service Fund.”

4, The 20-day time-period provided for by § 40-6-114(1), C.R.S., to file an
application for rehearing, reargument, or reconsideration begins on the first day after the mailing

of this Order.

5. This Order is effective upon its Mailed Date.
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B. ADOPTED IN COMMISSIONERS’ WEEKLY MEETING
August 18, 2010.

(SEAL) THE PUBLIC UTILITIES COMMISSION
OF THE STATE OF COLORADO

RONALD J. BINZ

JAMES K. TARPLY

ATTEST: A TRUE COPY

/@ /& MATT BAKER
017/ -24’7\/

Commissioners

Doug Dcan,
Director
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State of Colorado
Public Utilities Commission
Telecommunications Relay Services

Message from the State Relay Administrator
Joe Benedetto

State Relay Advisory Committee Meeting

Denver, Colorado
July 19, 2012






Welcome and Thank You

Welcome to our annual State Relay Advisory Committee (SRAC) meeting here at the Colorado
Public Utilities Commission. We are pleased that you could join us.

I would like to take this opportunity to extend our thanks and appreciation to our Interpreters and
our CART reporter for their professional services in today’s meeting. These earnest professionals
enable us to bridge the gap between two worlds and provide for effective communication.

And I thank you, the members of our State Relay Advisory Committee, for your magnanimous
and voluntary civic service to the State of Colorado.

The State Relay Advisory Committee is a Committee of wise and undaunted men and women
who, first and foremost, possess the highest integrity, and who are devoted to the noble service of
our Deaf, Hard of Hearing and Speech Challenged Citizens.

Appointment to the State Relay Advisory Committee is based upon merit. It is based upon the
willingness of the Members to share their wisdom and counsel with the State Relay
Administrator. It is based upon a spirit of service and generous commitment to the cause of
access to telecommunications for our citizens, who deserve no less than the very best
telecommunications services and technology.

A New Era
On Sunday, July 1%, 2012, a new era in Colorado Telecommunications Relay Services has begun.

The AT&T Corporation inaugurated their relay services in the State of Colorado with a pledge
and commitment to excellence.

We congratulate AT&T. We offer the AT&T Relay Team our complete support. We will do
everything possible to assist AT&T in achieving their goals and objectives for Relay Colorado.

AT&T is the largest telecommunications company in America. AT&T’s Bell Labs originally
developed relay services. Since 1987, AT&T has provided over 25 years of relay services to
America and has a demonstrated history of world class innovation and ingenious alternative
technology.

We are passing through a transition now. We are passing from Sprint Relay to AT&T Relay. We
are transitioning from a relay of the past to a relay of the future.

Change may be disconcerting to some, but it will be better and we shall adapt.






Progress is inevitable. Nothing shall stand in the way of technological development, except our
own imagination.

We know very well that we cannot rest upon the achievements of the past, for it is the collective
duty of this Committee to focus upon the relay of the future and to make this a reality, for our
citizens deserve no less.

A Special Note of Thanks

It is appropriate to note Sprint’s commitment to Colorado relay services for over twenty years.
We are profoundly grateful for their contribution and service. Sprint has brought us captioned
telephone TRS in 2004, which has enabled our Hard of Hearing citizens to effectively
communicate.

The Colorado Public Utilities Commission Relay Team and the Commissioners join me in
thanking our friends at Sprint and in wishing them the very best in their future endeavors.

I am pleased and most grateful for the support of Relay Colorado from the Commissioners. I am
appreciative of the support of Commission Chairman Joshua Epel, Commissioner James Tarpey,
and newly appointed Commissioner Pamela Patton.

Relay Colorado is most fortunate to have the benefit of effective leadership from our Director,
Doug Dean, from Ron Jack, our Transportation and Operations Chief, and from Chris Lowe, our
Fiscal Officer.

Indeed, the entire CO PUC staff has been most accommodating, cooperative and considerate in
working superbly as a team to make Relay Colorado effective.

We owe them all our thanks and gratitude for making Relay Colorado what it is today.
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TRS Statutory Authority and Mandated Services

The Americans with Disabilities Act of 1990, under Title IV, requires telecommunications access
to the telephone for those Americans who are Deaf, Hard of Hearing or Speech Challenged.

The Colorado Public Utilities Commission, by state statute, is the administrator of the
Telecommunications Relay Services (TRS) program in the State of Colorado, which is entitled,
Relay Colorado. Please see C.R.S. 40-17-101 thru 40-17-104, Telecommunications Relay
Services for Disabled Telephone Users.

The statute imposes a uniform monthly surcharge, set by the Colorado PUC, upon each landline
subscriber to fund the TRS program. The statute is not applicable to wireless subscribers.

It is important to note that the Colorado PUC has no statutory jurisdiction over Internet Protocol
relay services, such as internet relay and video relay.






The Federal Communications Commission oversees these IP relay services and reimburses
eligible telecommunications relay providers from the FCC’s Interstate Relay Fund.

However, state relay administrators throughout the United States have been informally advised
that individual states will eventually be required to fund these services, but only when the
technology is available to identify the origin of Internet Protocol calls.

Once this occurs, then it is understood that all legal and jurisdictional requirements must be met
before the State of Colorado can assume responsibility for IP relay calls. An FCC order must be
issued, and subsequently, Colorado relay statutes and P.U.C. relay rules must be amended.

The Colorado TRS surcharge monies that are collected monthly by the Local Exchange Carriers
(LECs) from each landline subscriber are deposited into the Disabled Telephone Users Fund
(D.T.UF.).

These LECs file a monthly TRS Return Form and remit the collection to the Commission. The
Commission Staff tracks these monies monthly.

At present, the uniform TRS surcharge on telephone access lines is set by the Public Utilities
Commission at 20 cents per access line to fund the Disabled Telephone Users Fund (DTUF).

The DTUF, by law, is used to fund TRS and program administration, the Colorado Commission
for the Deaf and Hard of Hearing, the Colorado Commission for the Visually Impaired and
Reading Services for the Blind.

The Commission initially set the monthly uniform charge in 1989 at 10 cents per telephone
access line.

The Commission reduced the monthly uniform charge to 06 cents per telephone access line,
effective November 1, 2003, in order to meet TABOR requirements in which the ending fund
balance of the Colorado Disabled Telephone Users Fund is not to be greater than 16.5 percent of
the prior year’s expenditures.

On May 10, 2006, the monthly uniform charge was set at the rate of 10 cents in order to meet
funding requirements of the program.

The Colorado General Assembly enacted SB 06 — 218, which exempted the Colorado Disabled
Telephone Users Fund from limitations imposed upon the uncommitted reserves of cash funds,
and thus the 16.5 percent target reserve requirement is no longer in effect.

Subsequently, the fund was permitted by this statute to build up a cash reserve.

On January 1, 2007, the monthly uniform charge was reduced to the rate of 07 cents to slow the
buildup in uncommitted reserves.

The monthly uniform charge was increased to 12 cents On March 1, 2009 in order to meet
funding requirements of the program.

The Commission set the existing rate of 20 cents, effective on October 1, 2010.







Disabled Telephone Users Fund

As you know, Colorado relay statutes require that the monthly TRS surcharge be deposited in the
Disabled Telephone Users Fund.

Commission rules intend that an annual review of the surcharge takes place.

Commission Staff reviews the activity of Disabled Telephone Users Fund, including the fiscal
year’s beginning balance, projected expenditures and projected revenues. If necessary, a
Commission Order is drafted by Staff for the consideration of the Commission to adjust the
surcharge.

Staff has noted the following extraordinary effects upon the fund balance over the years, such as:

Increases / Decreases in the number of telephone lines. Qwest previously noted a decrease in
the number of Colorado residential and business telephone lines due to wireless and cable
competitors. Century Link, which acquired Qwest, has recently reported an increase in the
number of lines. The rate of increase / decrease in the number of lines has a direct effect upon
the surcharge balance projection.

Other Legislatively Mandated Programs. Since the inception of the TRS Fund, the General
Assembly has mandated the addition of other programs and progressively imposed increases
in funding disbursements to these programs which subsequently required increases in the
surcharge. In Fiscal Year 2013, the Long Bill required $1.3 Million to be disbursed from the
fund to the following programs: Reading Services for the Blind, and the Commission for the
Deaf and Hard of Hearing.

TRS call volume. Regarding the relay program, there has been a significant increase in the
Captioned Telephone TRS call volume and Captioned Telephone TRS price per minute
(PPM), while traditional TRS has experienced a steady decline.

Price Per Minute Rate Increases.

o The PPM rate is offered to the State in competitive sealed proposals by competing
relay telecommunications companies in response to the TRS RFP. The RFP is issued
for three years, with two optional years at the discretion of the State. The PPM rate is
set in the relay contract. Due to the effects of economic inflation, every new TRS
RFP results in increased PPM rates. At the end of the three-year contract, should the
State elect to extend for an option year, the TRS provider may request an increase in
the price per minute for the option year. Per the terms, increases are limited to no
more than 5%.

o AT&T was selected by the Department of Regulatory Agencies as our new provider
and the PPM rate for the three-year relay contract is set at $1.53.

Commission Staff takes all of these factors into consideration during the annual review of the
Disabled Telephone Users Fund and, if necessary, in making a recommendation to the
Commission on rates.







Disabled Telephone Users Fund Projection

Commission Staff has informally projected a surplus in the ending fund balance, as of January
31,2013

This projected fund balance is calculated by retaining the TRS Surcharge at the existing rate of 20
cents per access line.

This ending fund balance on January 2013 includes projected expenditures for the AT&T Price
Per Minute rate, the legislatively mandated programs projections, and the program administration
projections.

At this time, ceteris paribus, all other things being equal, the ending fund balance is more than
adequate to cover projected expenditures, and Commission Staff may recommend an adjustment
the TRS surcharge rate.

Relay Colorado Outreach Program

Relay Colorado Outreach is required in the 2012 TRS RFP.

Per the terms of the 2012 TRS contract, our telecommunications provider, AT&T, will provide
$100,000 annually for relay outreach and the State will fund outreach up to $100,000 annually,
setting a program budget of some $200,000, depending upon the State’s share of outreach.

AT&T, in consultation with the State Relay Administrator and the CO PUC Relay Team, will
draft an outreach plan for each State Fiscal Year, which, as you know, begins July 1* and ends
June 30th.

AT&T has drafted a broad based plan in their response to the TRS RFP, and we have used this as
a guide in designing the 2012 -2013 outreach plan.

A typical plan could include, but is not limited to, TV media production, TV time slots, PSAs,
radio ads, print media, the Relay Colorado Website, promotions, exhibits, workshops, community
meetings, and our annual State Relay Advisory Committee meeting.

One very important initiative in the outreach plan is to develop awareness of captioned telephone
TRS and the distribution of Cap Tel units. Towards this end, for the past five years we have
conducted a major Cap Tel television media campaign to reach consumers in every major market
across Colorado.

One new idea that has proven to be successful in Pittsburg was AT&T’s Pennsylvania Relay
“Day at the Ballpark™ at a Pittsburg Pirates baseball game. AT&T is planning a similar event for a
Colorado Rockies game at Coors Field.

Once the annual Relay Colorado Outreach plan is approved by the SRA, in consultation with the
CO PUC Relay Team, AT&T will execute it.






During the year, the outreach plan and budget are monitored to insure vendor compliance.
Outreach expenditures are given prior review and approval by the SRA. AT&T will submit a
monthly outreach expenditure line item for reimbursement in the monthly TRS invoice.

We believe that all of these outreach efforts will help the public - and our relay consumer
community - to develop awareness of relay services and provide us with input into public trends
and insights on the relay.
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The Task Before Us

What is the immediate and supreme task before us today?

It is to provide the best possible relay services for our Deaf, Hard of Hearing and Speech
Challenged citizens at the lowest possible surcharge rate imposed upon our telephone subscribers.

The task before us is to work together to make Relay Colorado stronger, better and more
responsive. Our charge is to guide today’s existing relay into that of the relay of the future.

All of our Colorado citizens — whether Deaf, Hard of Hearing, Speech Challenged, including
those citizens with normal hearing - deserve no less.

I extend my gratitude to you, our advisors, for your dedicated commitment to public service as
Members of the State Relay Advisory Committee.

I thank you for your guidance and counsel during our annual meetings and for the opportunity to
exchange views with you throughout the year.

You have proven yourselves equal to the task. I have been blessed by your vision and optimism
for Relay Colorado. And I hope throughout the year to have personal meetings with each of you
on the future of the relay.

I look forward towards collaborating with you in achieving an exceptional year for Relay
Colorado under our new provider, AT&T.

Thank you for the opportunity to serve you as your State Relay Administrator. I have received a
deep sense of satisfaction from public service.

It has been, and continues to be, an honor and a privilege to serve you and our citizens.

Joe Benedetto

State Relay Administrator
July 19, 2012

Denver, Colorado






BYLAWS
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STATE RELAY ADVISORY COMMITTEE
TO THE
STATE RELAY ADMINISTRATOR






ARTICLE 1: ROLE AND FUNCTION

The purpose of the State Relay Advisory Committee (SRAC) is to advise the State Relay
Administrator (SRA) of the Colorado Public Utilities Commission (CO PUC) on
Telecommunications Relay Services (TRS) as provided for by the telecommunications
service provider. The SRAC is an internal CO PUC entity. The members informally
monitor relay industry developments, engage in consultations and are required to utilize
TRS. The primary role and function of the SRAC is to advise the SRA. The SRA will
take under advisement the views raised by the members on TRS, and implement those
which, in his or her judgment, are considered appropriate. The SRAC members, in the
course of their duties, may review and deliberate proprietary corporate information of the
service provider, as well as engage in confidential consultations with the other members
and the SRA. The SRAC citizen members are required to sign an affidavit of
confidentiality and independence. The members receive no paid compensation for their
service on the SRAC.

ARTICLE 11: MEMBERSHIP
The SRAC shall be composed of eight (8) members as follows:

An Official of the service provider

An Official of the CO PUC

A Citizen with professional ties to a CO Local Exchange Carrier
A Citizen who is Deaf

A Citizen who is Hard of Hearing

A Citizen or a Representative of those with a speech disability
A Citizen with normal hearing

The SRA, who shall serve as Chair of the SRAC

PN DD

Appropriate CO PUC Staff and service provider Staff may attend SRAC meetings in a

staff capacity. The service provider shall provide all necessary support and services to the
SRAC.

The State Relay Administrator shall appoint the SRAC members as designated in Article
II. SRAC members shall be appointed to a term of one year, from January 1* to
December 31%, and may be reappointed by the SRA. Interested citizens of Colorado who
possess the qualifications and experience criteria as determined by the SRA may apply
for appointment to the SRAC. The SRA shall post applications for vacancies for a two
week period. Annual appointments made by the SRA commence January 1%.

The Members may express their views and recommendations to the SRA at SRAC
meetings, and at other times by such means as U.S. mail, electronic mail, telephone calls,
instant messaging, or by appointment.






ARTICLE IlI: MEETINGS
The SRAC shall meet annually and as otherwise set by the Chair. The Chair shall set the
meeting agenda. The Chair calls SRAC meetings to order, presides, determines recess,
announces adjournment and otherwise provides for order.
ARTICLE IV: SUBCOMMITTEES
The Chair may appoint special subcommittees and charge the subcommittees with
specific tasks and/or functions.
ARTICLE V: AMENDMENTS
SRAC Bylaws shall be amended by a three-fourths vote of the membership of the SRAC
or by the Chair. Amendments are subject to ratification by the SRA. Bylaws may be
waived by the SRA whenever in his/her judgment the interests of the SRA’s office would
be served thereby.

ARTICLE VI: DISSOLUTION

The State Relay Administrator may dissolve the SRAC, whenever in his/her judgment the
interests of the State Relay Administrator’s office would be served thereby.

ARTICLE VII: EFFECTIVE DATE

The effective date of these SRAC Bylaws shall be January 1, 2012.
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Phone Service Pages

services for customers with disabilities

Qwest’s Center for Customers with Disabilities
Hours: 8 a.m, - 5:30 p.m., Monday - Friday, Mountain Time

Qwest provides telecommunication services for customers with mobility,

vision, speech and hearing disabilities.

LI 74«13 1800 223-3131
- R 1 866 826-4839

Qwest’s Disabilities Consultants Can:

« Explain the long-distance service for TTY users using Qwest long-distance
service. (Eligibility requirements must be met to qualify for discounts.)

+ Order or disconnect telephone service and answer billing questions.

« Handle Qwest repair requests.

» Establish Directory Listings for TTY users. Listings may appear with or
without an address and indicate a TTY is used.

» Establish non-published or information-only listings for TTY customers
at no charge.

Qwest’s Directory Assistance Service

» Qwest's Directory Assistance service is an automated voice response service.

« If a vision or mobility disability prevents you from using this automated
voice response service, press “0” (zero) at the beginning of the call to.
reach an agent.

« If a vision or mobility disability prevents you from using our automated
voice response directory assistance and operator services, we offer a
billing exemption for these services.

» Our Consultants can explain eligibility requirements.

Qwest Print Material

- Qwest offers selected customer billing material (excludes directories) in
alternate formats: farge print, Braille, email text and audiotape, upon request.

« Contact our representatives for more information. 1800 223-3131 (Voice/TTY)

Amplified Pay Phones

Many pay telephones are equipped with a volume control button,
located in the upper left corner of the phone.

AT&T’s Operator Service for TTY
(24-hOUrS)......ccoiiiiiiiiniiiiies e iinireseranniiiness 1 800 855-1155

Colorado Relay Service

Dial 7-1-1 or Special Toll Free Numbers

Telecommunications Relay Service (TRS) is a free service that connects
customers who are deaf, hard of hearing or have speech disabilities with
others, using either standard telephone equipment or telephone equipment
that has been specifically designed for individuals with disabilities. Making

a calt is simple: dial 7-1-1 or the toll-free Relay Colorado numbers listed
here. A trained Communications Assistant will answer your call and relay the
telephone conversation between you and the party you are calling. All call
information and conversations are confidential. Relay service is available 24
hours a day, 365 days a year. This service will handle local and long-distance
calls. Long-distance calls placed for you can be billed collect, or to a pre-paid
calling card, carrier calling card or third-party.

Telcphéne Numbers for Relay Colorado:

ASCH . it i e e e 1 800 659-4656
SPANISA ...ttt eaaae 1 800 337-3242
SpeechtoSpeech ........c.covvvvniiiiiiiiiiriinnerennnns 1 877 659-4279
1L £ N 1 800 659-2656
1€ T PPN 1 800 659-2656
R 1o T N 1 800 659-3656

Continued next column

© 2009 Dex

Colorado Relay Service (contd)

Customer Service

English V/TTY et es 1800 676-3777
SPANISh V/TTY i i ieiie e abaes 1 800 676-4290
Types of TRS Calls

» Computer (ASCIl) users can access Relay Colorado by setting the
communications software to the following protocols: speeds ranging
from 300 to 1200 bps: 8 Bits, No Parity; 1 Stop 8it; Full Duplex. For
speeds at or below 300 bps, follow the above using Half Duplex.
Hearing-Carry-Over: HCO allows hearing individuals with very

limited or no speech capability to type his or her conversation for the
Communications Assistant to read aloud to the hearing person. The
HCO user hears the other party’s response. HCO requires a specially
designed telephone.

Internet Relay' Connect to the relay using your computer or other web
device. The'Communications Assistant handles the call the same as a
traditional relay call - *voicing” or reading everything you type to the
other party - and typing everything the other party says for you to read
on your screen,

Spanish Relay: Spanish Relay is for Spanish speaking individuals with a
hearing or speech disability.

Speech-to-Speech: STS allows a person who has difficulty speaking or
being understood on the phone to communicate using his or her own
voice or voice synthesizer. The Communications Assistant revoices the
words of the person with the speech disability so the person on the call
can understand them. No special telephone is required.

Text telephone (TTY): Allows anyone who is deaf, hard of hearing or
speech disabled to use a TTY to communicate with anyone using a
standard telephone.

Voice-Carry-Over: VCO enables people who have difficulty hearing on
the phone to voice their conversations directly to the hearing person.
The Communications Assistant types the hearing person’s response to
the VCO user. VCO requires a specially designed telephone.

Captioned Telephone Service (CapTel™)

CapTel™ allows a person who has hearing loss to receive word-for-word
captions of their telephone conversations on the phone. To use captioned
telephone service, one must have a CapTel™ phone. The captions are
displayed on the telephone’s built-in display screen so that the user can
read the words while listening to the voice of the other party. If you wish to
contact a person who uses a CapTel” phone, dial 1 877 243-2823.

TTY Users and Emergency Assistance................ 9-1-1
TTY callers should dial 9-1-1 directly. All 9-1-1 centers are equipped to
handle TTY calls. Using Relay for 9-1-1 may result in a delay to getting
your urgent message through.

State of Colorado’s Telephone Equipment
Distribution Program (TEDP)

The Telecommunications Equipment Distribution Program (TEDP) makes
telecommunications equipment and accessories available to qualified
deaf and hard of hearing citizens in the state of Colorado. For more
information contact The Commission for the Deaf and Hard of Hearing at:

303-866-2097 (V)

303-866-2098 (TTY)

303-866-4734 (VP)

email at deaf.commission@state.co.us

visit www.coloradodeafcommission.com

Customers with Disabilities -
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Need anything? Sarvica 1 800~

Details of Your Internet and Home Phone Charges
{cont.)
Internet and Vojce Monthly Charges
internet and Homs Phone 80.00
Includes infernet service for thirty-five dolfers
inchides local phone service and features for thurty-fue doffars
includes long distance uniimited service for ten dollars
Internet and Home Phone
5-Year Pnce Lock Month8of 60 o _-15.05
Internet and Voice Monthly Charges Totai $64.956
Related Monthly Charges
Local Phope Service
303 936 A ,
Federal Access Charye 6,38 . ' '
Free Long Distance Alert{sm; 00 ' ,
Line-Backer™ Optional Inside Wire Repar Plar 2.99 ITSTIMETO GET
Access Recovery Charge B0
Long Distance Service EVEN MORE
Federal Regulatory Recovery 03 BANG FOR
303 938w
interstate Services Fee 2.80 ‘ YOUR BUCK
__ Federal Regulatory Recovery 01 - Call Cmmryi.mk today
Related Monthly Charges Total $12.90 ' fw a feee account 'me
Yaxes, Fees & Surcharges
Local Phone Service gau ‘80”9%63“2535
Federal Excise at 3% 1.33 spanel sut s d wass
State Sales at 2.9% $.08 Click centuryank.comfproducts
County Sales at 8% 34
City Sales at 3.41% 1.53
Special District Sales at 1.1% 50 Services and offers not available everywhers.
Local 917 at $0.50 per access live 50 Residential customers only. Terms and
Colorade Universal Service Chiarge 1,02 fmgg;‘igf apply Contact Centurylink
Federal Uruversal Serv Fund at 17.4% 1.20
Telephone Assistance Program at $0.07 per access line 07 Xwim" Wkgh“ *Psbbieci w %ﬁﬁtcmef
I . greemont, Calling Plan g cradit approval,
Colorado Tilecommumcatzoms Relay Service Fund at $0.20 .20 Notwork dotails and coverage maps at
per aceass une varizonwirsless.com,
City Oceupahon at 3.878% 1.38
DIRECTY - DIRECTY sarvive provided by
Long Distance Service DIRECTY and 1equires 2-year agreement.
State Sales at 2.9% 08 Recespt of DIRECTV programming subject to
; ; DIRECTY Customer Agreement; copy provided
Eoiorado Vn‘ve'sai Servioe Charge 09 at diractv.convisgat and in order confirmation
Courily Saies at 8% 02 DIRECTV and the Cyclons Design logo are
City Sales at 3.41% an tegntored wademarks of DIRECTV, LLE.
Speciat District Sales at 1.1% 03 ©2012 ConturyLing, Inc. Al Rights Reserved,
Fedaral Telecom Relay Service Fee .08 All othey matks are the prperty of their
Federal Universal Serv Fund at 17 d» V.22 Tespective Gwners
Federal Universal Ssrvice Fund 53
S P R
Centurylink  DiKECTV ;,Wwwzgg
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Public Utilities Commission
Joshua B. Epel, Chairman

James K. Tarpey, Commissioner
Vacant, Commissioner

Doug Dean, Director

John W. Hickenlooper
Governor

Barbara J. Kelley
Executive Director

June 15,2012

Marlene H. Dortch, Secretary

Federal Communications Commission
Office of the Secretary

445 12" Street, SW

Washington DC 20554

Mark Stone, Deputy Bureau Chief

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" Street, SW

Washington DC 20554

RE: Colorada TRS and Speech to Speech Services for Individuals with Hearing and Speech Disabilities:
Consumer Complaint Log Summaries for June 1, 2011 through May 31, 2012

Dear Ms. Dortch and Mr. Stone,

As you know, State and Telecommunications Relay Services (TRS) providers must submit annual consumer
complaint log summaries to the Federal Communications Commission on or before July 17,

Attached, for the State of Colorado, are four (4) copies of the annual complaint log summary for June 1, 2011
through May 31, 2012.

Under separate cover, a copy is provided for Mr. Stone.

If 1 can be of further assistance to you, please do not hesitate to contact me via TDD 303 894 2512 or email at
Joe Benedetto@Dora.State.Co.Us.

Sincerely,

Joe Benedetto
State Relay Administrator
Colorado Public Utilities Commission

Aftachments:
Ms. Dortch: Four Copies: Log Summary, June 1, 2011 - May 31, 2012

Mr. Stone: One Copy: Log Summary, June 1, 2011 - May 31, 2012
1560 Broadway, Suite 250, Denver, Colorado 80202 303-894-2000
TTY Users 711 (Relay Colorado) www dora state.co.us/puc Fax 303-894-2065
Barmit and Insurance {Outside Denver) 1-800-888-0170 Transportation Fax 303-894-2071 Comss.moer Protecting

Consumer Affairs  303-894.2070 Consumer Affairs (Outside Denver) 1-800-456-0858
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Complaint Tracking tor CO {86:0112011-05/31/2012). Total Customer Contacts: 16

Fally {0ats of Gompl Nature of Camplam Dale of Resolution réxpianaimn of Reso'ution

1 081011 A G = of Cap pping i the middle of a call 4672011% The Customer reportad an sotated where she d
Hoss of captions sad providesd speific call detall Tne mformation
provided was forwarded 1o call center managament for further
mveshgaton, Management then reported that the Operalors supenaser
would inform the Operator of the tustomers concern Call cemer
management agreed (o revisw captibning procedunes and trouble tcket
entry with Operator io bs sure that any techmes) issues on fulurs calls
are propary reported

2 Eﬁun The Customer stated, "} hed an ememency call and 1 cleady axplaines 0314118 in foliowang up with the Operatar, the outbound dig not nave 3 complste
the .agtructions 1o the sperafor and she was extramaly siow 1 was caling calhing from number. The Cperator was nol abie 1o process the calf
& TTY ussr. | ams not happy with now she handied my cafl.” There was without 2 cafling from number ard the party woult nol provide one The
irsufficent calng niormation from the aumber pravided, the Customer Qperator was cosched an calbng for a supeivisor wnen they are unable
hwould not provids full caliing detads for the number Ths Caller 10 cornplets 4 call for assistance
mentoned caling Customsr Service 1o make complaind as wel ho
folithw up was raquasted

3 0B Tne caphions g 100 far behind e voce, 2Iee The © shared fesdback regarding the delay of captions dunng

thew call The © Sarvice Rep POV for this
iacidence and thanked e for the feedback 3nd mf o them
1rat shus informanon wag shared with the appropriste caploning service
siaff for follow up The Operators superviser was sfarted (o ensurs that
his was not an ongoing oLturence

4 Rz A Customer calied in and asked the Opevator 1o ses if sha could read o941 A Trouble Ticket was o and 2 supsry pied to cortact
her messagas Then as soon ag the Operator dinfed aut the messege the customer lo mfarm af the of the Troubls Tickes and o touch base on
was el garbled aga n The Customar complams that this has been garbiing wsue buf thare was no answer by the cusiomer.
rappening a lo! and 1 very upsetf about it A Superviser submitled 8
ruuple tickel and apologzed forthe @ The wau'd
ithe foliow up by phone wilh 3 fesohulion 1o s Ssus

5 1053411 Yechnwsal - Genaral W03 A Caller to a CapTel user said whaa callmg the CapTel user s phone

nange ance and then goes 1o & busy signal, The Customer Serwce

Ry [ galed and suppon made an adusimant
o alow the call jo muts properdy The Cust Sarvice Rep
confirmed with the caier that iney a1e now able to disf o the CapTel
u58r successiuly

B 110819 Technisal - General 1281 A Lustomer reported that the las? call endad with ‘Geod ﬁyu;‘ repeated

over and over agan Tha £ Service Rap %ent the calt

fan 1 $he ing sere.ca i whia fulk u@ with
the Oparator it was determined that fus incioent was sotaed and was
caused by g g fowing ‘end of cult X1
well a5 the g sendag an atert to the ic
indivate the call was over which the Customer understond

7 DA A Customer sialed that this Operator die not follow the mstructions heted 12020011 The Operaior was hed on the § of foliowing sl
ort the note, The Cust was Apal d to for the nsiaucions verbally and (hose isted under tustonwy note’
inconvanience end no follow up was aseded

8 pun Consumar educaban - USB 12022i1 4 Cailer 1o  CopTel user said that she s not able to tonnest 1o the

CapTel phone. The € Bervice K 1 adwised the callar
Gn the proper daing procedure 1o call mto a t-4ne CapTel and upon
folioweup the C Sarvics Rap adwsed the customer io
have the caliar register thawr long distance camar of chade suce the
calter s dialing long d stence to reach the CaoTel user,

g ownne The Ci had 8 very call wath medical terms snd phons 1382 {Foliowsd up vath the Cperatar and the Operator steled that the she did
numbers The qualny of typing was nol scoeplable Tne customer was not expanence techmeat difficuibes at the tume of he calt and &t was
apologeed fo poriad i the sup dately Tne supervaor who was o duly

at tha Hime of the ngident reporiad that call was obssrved amd
determmed ihal there was nd gardiing and the qualdy of the Operators
teping wes axcalient

10 {P12YI2 Tochmcal - General Q120112 A Callar i dificuliies when cating to 8 CapTel user

using @ specific prepad long distance serucs ARer extensive
troublasheoting the Customser Service Repraseataiive determned that
the carner muy be sncountenng soma routing 13suss whan disung
through refay nes Techmcal support made an adiustmant lo alfow the
calier to dial wath this specfic prepaid nurabes through a ditferend nebtwork
for a more stable connechon

11 0122 A Calier reporied that the Qperator refused 16 repeat what was just saxd 0327412 TReviewed tho repor No fuliow up nesdad
10 the heanng party when the heanng party asked to "repeat” Instead
e Operator typed verbatyn whal the haannyg parly said to the TTY user
The TTY ugermstructsd the Operator to repsat what was yped sartier
back agam to the heanag paity The Operator rephed “the Cperator
cannot be past of e cell”, Customer Serace tanked the caller for
letiing us know but explared to e TTY uset thet the Operator was
foltowing FOC polities and procedures No fokow up requestad

12 a2 “This Oparater dd pot folfow my notes 1o noltype answanng machae, Q2 The Operator was cogched on e bnponiance of folowing customer
ned 1o nterupt hire but was nol peying attention to fus screen ™ An oot Follow up mada vie e-mal
apalogy was made 1o the caller and follow up was requested via s-mad




13 §0323492 Senice - Ganaral Q3INZ The Customer raported a stoppage of the transcoption in the rmuddis of &
conversation with the pharmacy The Cuslomer noted total sdence and
nothing corng trough The C Service Rap sord call
defads io the call center management nd they reported fintag no
tachnical causs nor was 8 rouble bokat logged for the caplion sloppage
The Ci Hervice Repe e the findmgs lo the
customar and noted that the call centar follow up with the caplioms( s
supervisor and the tap for sxira g of ths for
quality p ard The L Serviue
Feprasenistve apologized to the cusiomer for this expenence

FE RN KT ] A VOO customer was upse! that Operator dinled 2 wrong number 0323112 et vath the Operator and the Oparator thid, mdeed disf 3 numbsr The

resultng in lung distance charges The Customst wantad a ralund and Qperalor stated that no ares cods was given 50 the sams area code was

ihe Cusiomar sigted that instead of  getling Supsrviser, the Operaier used g3 Fom number which s protocol The Customer was unsat that

nung up The custormnsr was assured a Supsrvaor would msst with the wiong pumbes was dialed ano wanted immediate credit for the long

ppeator and offered customer sarvice and or an scoount mansger tor distance charges The Operator was Susiersd whan the customar

assntance became angry and sccdentally hung up on the inbound insisad of the
outboynd The Oparator stated that the call wos not answered and ao
ong distance charges were apphed as the phone was not answered The
Customer raguested calis from the Colerada Relay Accaunt Manage:
Tha Account Manages tned 1o contact the customsr but thare was nn
answey, they lefi 3 on the 5 G with
cantact informabons f they nsedsd more informaton

15 032912 The Oparatar duiad the weang area code and e custamar was charged Qaren2 The Operator was coachad by 5 Supanssor on makng sure (o antat the

fong distance The customer tolg the Operator tha number many tmes correct number before out-thaling The Operstor was alse educatad
because she tw'ad the wrong area code, This Oparsior did not hstan about the immediale credi procedure upon diating 2 wiong lorg distance
ansd did ot even offer (o give credt back mamber

18 (081712 A Customers helpsr reporied no sl tane on the CapTel phone [ EZF) The ¢ Semwice advised @ ths phone

provider (0 confirm that the service is functioning  This cuslomer
firmed that this tvad the ther




