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

Section 4 Statement of Work 
·.,t.lt ,, 

~-J~ ~~it~:;,~ :~'it!t:~.l\\,,~,.')t\')i. \,',:t -il,'!t :J" 

,-
rc·-:\· ·l. Ul)'· 

AT&T Response: 

AT&T has read and meets this requirement. 

Please see our responses for each section that follows. 

4.1 REQUIREMENTS FOR BOTH TRADITIONAL 
TRS AND CAPTIONED TELEPHONE SERVICES 

4.1.1 FUNCTIONAL STANDARDS 

:··,' 

'\' 

·I , ,. '~ '. • , l j \ 

,II,, ::{ 1;; ;,J!, 

J • , t. '-~ I , : \. ~ ! . j ~ t t: t ~ , ·. ' ! · . , 1 ! ' • 

,! 

,, 
.,:·· 

', \\ l ! I\~'!; 

l;, 

January 3, 2012 Page 12 

at&t 



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

' ',' 

'I ;_): ,~ \, ii :·\ ... ;~"\\ ' 1 :i~ \' \'\·ri 1 

'I 

i,,' ! '' '~ ! ! f! 1 :\ : j : : {. • 1 : I ) tlll \ ; , ~ \! ; ! t \.' '-·' ' ; ' ' , '' ~' l l J 

AT&T has read and meets this requirement. 
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AT&T has a dedicated and highly trained Customer Care team focused od responding, 
addressing and resolving customer inquiries, complaints and commendatiobs 24/7/365. 
We handle several thousand contacts each year, with the majority of our c~mmunication 
focuses on basic inquiries about relay, inquiries about state services, explahations of 
different equipment and services. We strive to close out each customer cori:tact within 24 
hours. For many customers, our Customer Care team provides their first le:~ing about 
relay. The smallest percentage of contacts involves (less than 1 %) involve~ complaints, a 
fact in which we take great pride. 

We are here to support the relay customers of Colorado, and will provide J caring 
environment to assist them during a transition to a new provider. 

i 

AT&T Relay always takes customer comments - questions, comments an4 concerns of 
every kind -very seriously, and provides several ways to access our dedicated customer 
service team, the Relay Customer Care Live team. We welcome feedback ~nd 
suggestions regarding the Relay Services we provide. We know that custotner feedback is 
a direct line to product and service enhancement and is responsible for mahy innovative 
ideas that shape our industry. 

REACH SUPERVISOR DURING A CALL: AT&T's architecture ena~les CAs to 
I 

transfer a caller to a supervisor while still on line during a relay call. There is no need for 
a caller to drop the line and dial back in to reach a supervisor. This feature! ensures that 
customers wishing to file a complaint are directly connected with a superv.sor. When the 
customer has completed their conversation with the supervisor, the supervJsor can then 
transfer the customer to an available CA for additional relay calls if reque~ed. 

January 3, 2012 Page 13 

, at&t 



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

DEDICATED RELAY CUSTOMER CARE LIVE TEAM: AT&T's Customer Care 
Team is comprised of highly-trained CAs who staff the Customer Service desk. Each 
member of the Customer Care team has successfully completed all required Relay 
training including of Speech-To-Speech. They have also demonstrated a high level of 
proficiency in processing every type of relay call including but not limited to VCO, HCO, 
calls to answering machines and voice processing systems, and all other call types. 
Additionally, they are knowledgeable about all Methods and Procedures, state relay 
requirements and federal relay requirements. This enables the Customer Care team to 
confidently respond to almost any type of relay customer contact. In the remote chance 
that they are not familiar with a particular issue or problem, the team has a list of people 
that can be tapped for additional support and resources. 

The Customer Care team has CA work stations available that allow them to respond to 
customers in a variety of communication modes when required to assist a caller trying to 
reach our Customer Service Team. AT&T has an established process for receiving and 
responding to customer complaints, inquiries and comments. 

MULTIPLE WAYS TO ACCESS CUSTOMER CARE TEAM: AT&T Customer 
Care for the TRS contract will be available to both English and Spanish-speaking 
customers. We provide 24-hour availability to respond to callers on a timely basis. 
Customers can contact an AT&T TRS Customer Service Representative in any of the 
following ways: 

TOLL FREE NUMBER: By dialing our designated Voice Customer Service Line at 
1-800-682-8706 

By Fax: 1-800-288-2184 

By Email: rm-attcustomercare@att.com 

By accessing Website: www.att.com/relay and filling out an E-feedback form 

AT&T provides excellent customer service to all relay callers. TRS customer contacts are 
answered quickly and efficiently by a knowledgeable representative sensitive to resolving 
the issue. In fact, our internal response times show the majority of contacts are resolved 
within 24 hrs! 

Responses will mirror a customer's mode of communication (i.e. If the customer contacts 
us via TTY, we respond to them via TTY, etc.) unless the customer requests a different 
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----------------------------------------- -----------+-------

I, 

manner of response. All signed letters of complaint will receive a written ttsponse within 
fifteen days as required. 

Here is our process for responding to customer requests: 

COLORADO RELAY USER REQUESTS SUPERVISOR DURIN~ A 
RELAY CALL i, 

! 
I' 

: 

AT&T Relay Center Service Supervisor Response 

i 
I 

1. Document the customer's comments in full on the Customer 
1: 

Contact form. 

i 

2. Consider the complaint from the customer's point of view. 
I 

I 
! 

' ! 

3. Resolve the criticism, issue, or problem as quickly and I 

satisfactorily as possible. I 

4. Escalate the complaint to the Relay Center Management Teami 
and to the Relay Customer Care Live Team. i 

5. Center Manager will address any training or coaching issue, ta'te 
appropriate action as required. 

l 
I' 

Most of our relay customer contacts are handled within the Relay Center indicated 
above. The Center documents the contact and sends it to the Relay Custo 
Team, who documents the information in the Relay database. 

If a relay user in Colorado chooses to call the AT&T Relay Customer Car~ Live desk 
directly, the process is similar and is handled as follows: 
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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 contact. 

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 

{'Ontact as soon as possible, often being able to provide immediate resolution. Most 

contacts with customers are resolved within twenty-four hours. 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 provide to the SRA 1w 

later than .huu.· 15111 a summary log of all the customer complaints rccci\·cd for 

previou~; 12 months. 

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 mo*hly 

summaries to you regarding contacts received from relay customers in Colorado. The 

database captures all elements required by Colorado Relay. This will help ~ou gauge how 

well AT&T Relay is providing relay to the constituents of Colorado. This tlatabase also 

assists us in preparing the FCC's TRS Annual Consumer Complaints Suffi!Plary log each 

year. We are happy to provide you with examples of the CICS case docunientation, and 

monthly reports we use elsewhere. AT ... ~T Relay ''ill partner" ith ~nu t9 prmidc 

"iummarh.·s in tlu: fHrmat ~·ou rcctuirc. 
~~ 

INFORMATION RETENTION: We will retain all customer contact in~rmation from 

Colorado for the life of the contract, and for a minimum of twelve monthslupon 

expiration of the contract. 
I ,, 

COMPLIANCE WITH FCC COMPLAINT REPORTING: AT&T's !lrocedures for 
•I 

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 of Title 47 ofthe Code ofFederal Regulations. AT&T will comply with future 

FCC amendments. As required by FCC guidelines, AT&T will distribute ~hformation 

about the Commission and FCC's complaint process in all brochures, web~ites and other 

materials. 

AT&T will 

Cap Tel 

complaint proccs1' in all printed mah:rials 

( 'olonuJo !{clay VI chsitc. 

,' 

II 

Customers can also call AT&T CapTel Customer Service, which is availa le 24 hours a 

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

CapTel Customer Service provides customer support to the nation's client le by phone, 

email, Live Chat, fax and U.S. mail. This well trained, dedicated team prdvides 

education, troubleshooting, set up tips, carrier of choice registration, infortnation 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 beyondl' the norm of 

customer support with extensive follow up practices. All service contacts ~re 

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. 

January 3, 2012 Page 17 

. at&t 



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

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, ifthey 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 al·way~ !Wailabh.· to customcr~--pcriod! 

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 CapTel 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 ~e 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.: n·· 'nn · ... ,.: :\]>·' :~·,· '''··', 
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AT&T 

AT&T has read and meets this requirement. 

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

Sanchez, and our Director of Technology, Burt Bossi, were part of the original 
industry team that developed the Carrier of Choice industry requireuients that were 
subsequently mandated by the Federal Communications Commission and bnplemented 

,. 

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 atitomatically 
through a Customer Profile. Calls completed through the Carrier of ChoicF platform will 
be billed by the user's carrier according to their subscriber plans. 1 

Following is a list of providers that currently1 participate on the AT&T C~ier of Choice 
(COC) platform and may be available for Colorado Relay users2 

. 

Adelphia LDDS 

1 List is current as of March 31, 20 II 

2 Participation of Carriers in Colorado is dependent on whether carrier is authorize4 to provide service 
in Colorado and connectivity to the AT&T Access Tandem in the state. ' 
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Adelphia Business Solutions 
Allegiance 
Alliance 
Alliance Group Services 
AmeriVision Communications 
AT&T 
Bell South 
Broadwing Communications 
Business Telecom 
Choice 5 Talk 
Citizen Communication 
Close Call America 
ClearChoice5 
Com cast 
COMTECH 21 
Core Communications 
Cox Residential 
Cox Business 
Eastern Telecommunications 
Easton Telecom Services 
Excel Telecommunications 
Excel-1010 
Frontier 
Global Crossing 
Hardy Tel 
I-Link Communications 
Incomnet Communications 
LD Wholesale 

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

LDMS Systems 
LightY ear 
Matrix Telecom 

MCI 
Mcleod USA 
Metromedia 
Network 
North American Telephone 
One Call Communications 
Open Band 
Opex Communications Clear 
Phone Tel Technologies 
Primus Telecommunications 
Qwest 
SBC (Maine excepted) 
Sprint 
Talk America 
Telecom 
Telecom Management 
Touch 1 Communications 
Vartec 
Verizon 

VSSI 
WilTel 
Worldwide Network Services 
WorldXchg 
Zone Telecom 
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 flat hm nate of S(U)7 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 
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billed for any calls). If a caller is a subscriber to an AT&T calling plan, th¢n 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 t 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 mtnu and then 
hits the call completion keys, enabling the call to be carried and billed by tlhe requested 
carrier's network. The AT&T Relay platform automatically routes the call!;to aLEC 
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 c(])nnected 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 in4ustry 
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. 

I 

I 

• 8CO Numhu 
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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 TreatmentofTRScustomerinformation.t ,n·;i"iu11 \\;~!. :{" ~· .:t;.·,!· n 
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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 a!ustomer 
information. We believe that all TRS Customer Profile information is pro}l>rietary and 
confidential. Protecting customers and honoring their privacy is a value t~at is deeply 
embedded in all we do, in every job performed at AT&T. Our corporate g"\lidelines for 
business ethics and behavior, called the AT&T Code of Business ConduCt, specifically 

cite protection of customer information and privacy as a paramount respmtsibility 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 servibg relay callers 
make this commitment. 

·: 

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

' 

TRS Customer Profile information or any information about any relay call without 
evidence of lawful authority. We will not use any information obtained frpm any relay 
calls to support other business interests. 

Cap Tel 

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

·-~~{i .i\."'l.!; '' ::t; '\ ·~ ,· ,"'>!',.',·~ ~ ·~,' i '\ l'!•,•!' ~- ,; .~ '~, :~t\,~ ·;~ '\ {\-;,'', '\'•il,('i'i\'t!' .t\l-~ :,(>~! 
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Response: 

AT&T has read and meets this requirement. 

January 3, 2012 Page 23 

:;/ at&t 



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

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. 
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AT&T has read and meets this requirement. 

,I: :1 ._,ill k· '!'·'.' 
I 

''··'- J'·?l-i .··1. 

We use a rigorous pre-hire screening process and post-hire screening proc~ss to select 
only the best candidates to be CAs in our AT&T Relay Centers. And, bec~use all of TRS 
CAs are AT&T employees, we are accountable to ensure they are qualifittd 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 sche~uled 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 th~ir field on 
work place testing and screening. The testing process is held under the sttjictest of 
environments to ensure that nothing is compromised. AT&T prides itself pn the quality 
of its pre-hire testing and screening process. In approximately 2,000 candikfates that were 
invited to take the test to become a Relay Operator, less than 44Y., wt'rc c~tendcd a 

job offer pending drug and background checks. 

The AT&T pre-hire tests are considered highly proprietary and while we ~annot share 
copies of those tests, we have included 3 different Test Information Pampll.lets that are 
provided to those candidates invited to take the pre-hire tests. 

Please see Appendix 2 for the Test Information Pamphlets. 

lire 

January 3, 2012 Page 25 ........... 
~at&t 



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

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 of the HODs used to assess Relay Operator Proficiency . 

. ,. ______ _ 
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HOD 2006 
"er'olfna!lce AssesSI'f'ent'Norllsheet 

I 

E:s.pbiu Rel:ty, Yerifr Opu Phr:ne ofbu:iuen 1.-\..\I: 

Call ':-t't l-p Cmamenn 

( ) P1ondi!~ CA ID and ~nder (!&::) 

( ) Infonn.:. ploce:;,mg d!a!mg call now (16) 

{ ) Inform~ :me rmgmg (16) 

( ) CA all.Iloiiil..:e:; call ongmaily md when trm:.fet:TI!od(S) !' 

!: 

\ ) Infonn.:. TTY of Vo1ce ~dn both t:Jme~(J) I, 
,, 

( ) C A offe1:; 3<:c:eptal:t:e expb.c.Jtlon ofreb.y (1!) 

I 

C on,·u-;arion C001mnn 

( ) CA vame~ Opn phraSE ofbu:;rrum (14) 

( ) Fn·e or fewer typo~·:a:':. (4} 

{ ) Proper mto~Uiion rea:;onably natw:a: :;peech i::;} 

( ) Speak~ under:.t.mdable :;peea meanmgful pma~e:; (6) 

( ) I;rpe::. :.moothly· :;pace:. between v."Ord:; 0') 

( ) Ke!!p:; both nller.; mforw.ed ofdel3yover 10:15 :.K. (S) 

( ) Tran'-parent: doe:; notpmmpt&A (9') 

( ) R.e:ay:. tl:.ol'OU~y: vo1ce:-. TTY\ m:;g accurate!-:;· (lJ) I 

( ) Keep: track :name>·u~> :.cratclpad (HI I 

( ) Kept tlac:k •·oJCI!d: reque:.t <:u:.t to ~low a:. needed (14) 

( I P1onde::. B3c:kpoULd not:.e fl6) 

CallWraprp Common I 

{ ) C A :; ay:; Thank you. bye to V mce (11.)> 

l ) Drop Lme ~ (8\ ! 

( ) Info~m TTY hung up ga or ;k (AL T H) (l 0) 

( l Pa~~ CTRl. ~nd blll(8} 
I 

( ) Inf01m TIY thank you bye ~hk (ALT X) (10) i 

( ) C TRl. drop l after complete Alt X h3: ttan:;lllltted 18) 
I 
I 

I. 

End to I:nd Senice Qualitv Comm~•h ! 

I 
( ) Re~pectful md Pohte {10) 

( ) Panent and dui not nd:. (ll) 

( ) Helpl!d adequately \'\"lth re.<lue~t ( 1::) 

P trformuce 51UIUIIIITY 

Opportumtte:; Met 

Total Opportumtie::. 26 
• ~ Opportumne:; Met 

AT&T Pl"QQPrietary · USE pu<Suanllo Company inSlnJ<:t'OI"S 
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'v HOD 20M 
Perforrrance A.ss.essrr,em Worksheet 

n. '"oke lO Tn· kA ~ame 1 
\'erify,'track IWilfl, Kept Track Voiucl IDllte I I Ali: I 

CaD St<r Cp Commuh 

( ) CA pronde:; ID (l) 
( ) Inform:; pioce:.~mg'chalmg call now (16) 

( ) Inform; rw.ging (16) 

( ) P:rou~ c~t ;tate ID and CA ID wrth gendet (8) 

( ) Prm'lde:. gewiel ofVoice(3} 

( ) Re!ay TTY'~ lllltulp-eeting (13) 

( ) CA relay; an" maclune md offer:; to ln;;e a Jll!:;g (14) 

( ) CA :;~bill and dtiili bad a~ Ieque:;ted (12} 

Conn·rsadon C01111mut:. 

( ) Fm! or fewer typo~'=~ (-I) 

( ) Propet mtcll!l.a1lon 1ea~onably natunl 5peech (5) 

( ) Speak~ Wider5ta&dable ~peed (6) 

{ ) Type:. ~moothly: ;pac:e5 between liWld: (''I 
( ) Keep> b-oth callEr• mfunued of dela)• o•;a l()il5 :;ec (16) 

( ) Relay> thonmghly' vo1ce TTY m>g accurately (13) 

( ) Kept tra~k Yoiced, reque:;t .:u~t to 5iow a; needed (1-ll 

( ) Keep~ track name~ V etmed names (15) 

I ) C A l."l!llll.ed doll a~ nlue; U 4) 

Call Wrap rp CliDimeat; 

()Type: {hungup)l:bankyoubye~k ~ (10) 

() DropLme:: afterfinalm:.gha~trammitted(S) 

( ) Say they have hur.g ap: Thank you bye to vmce 410) 

( ) Pl~~ CTRI. ;end bill (81 

( ) CTRI. D1op Lme 1 (SJ 

End to End ~enire Qualitv CliDimuts 

l ) Respe<:tful md Pcllie (10) 

( ) Panent md did 1101 rmli. (11) 

( ) Helped a.:iequall!ly wn:b re:pl!Bt (ll) 

Performmce Summa:rv 

Oppommine> !v!et 

T OOl1l Oppo.'11mlne~ :25 

t i Oppornmit:ie> ~!er 

AT&T Propnetlry- Us-e pursuant to Company 1nstructoos 
2 
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ill. TTY- Toll Fr~ );umbn 
Ktpt Informe4, Kept Track \'oited, 11~• of PBD 

(an S.t't rp 
I ) C A pro-..,.d.ec. ID (l) 

< ) CA ~.-e:; Alt I & A~t J (121 
( ) Infom.r.. proce~~m.g:dui.mg ;:a;lnow C 16) 

\ ) Infoam~ rmgmg ( 1 6) 

( ) CA tdennfie~ lme 2 "" re;:orded me~:age Alt K (16} 

( Oll'\'t'l'> n tion 
( ) F1ve or fewer typo~··xx·:; (.a) 

( ) Type~ ,mootbly: :.pace~ betv;ee;a:. worcb (":"') 

( ) Keep::. ;:a.ller:; mf'otllled of delay o..-er 10· 15 :~ (16) 

( ) C A :elect:; ap:pr<>pnate prompt 3:; dlre<:ted 1121 
( ) CA ILform' ITYu;er ~Yare :ele.:tmg prompt (16) 

( ) Kept ttack '\"'lced: ulilize~ PBD (14) 

( ) CA uti.ue~ PBD efficlently (8) 

( ) CA ~tart:.':-..top~ t1mer appropnately {12) 

CallWn1prp 
( ) CA gl";e:. Alt H (lum.g up ga onk) (10) 

( ) Drop Lme 2 (8) 

i ) CA w;ut:; for SK to be ~veu & pl0'\'lae1 A:t X m:;g (11) 

\ ) Pre~~ C TRL :.end bill (Sl 

( ) C TRL Dn>p Lme laftu 'thauk you" ha:. n-au;lllltted ( 8) 

End to End Senice QualitY 
( ) RespKtful md ?oll:e (I 0) 

( ) ?ane~~t md d!.d nm rmh (11) 

( ) Helped aGeq'WI:ely ~nth ~t (12) 

Ptrfonnance Summarv 

owortw11ne1 Mer 

Total OppommLtie~ 

•, Opportulline; ~tet 

Commeun 

ClJIIImeak 

Commean 

C01111meun 

:!1 

lc.\~:~me I 
I Dati! I 

HOD 2006 
Pe~ance Assess!T'en! Worksheet 

:: 
,, I.UI: I ': 

' 

!' 

" 
i 
' 

HODObl 1: 

HODOb2 

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. 

Cap Tel 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: 
I 

• The CapTel CA shall be trained to caption the words spoketJ. 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 conversa~ion content 

and shall keep the existence and content of all calls confide~tial; 
• The CapTel CA shall be required to meet the FCC standard~ for TRS 

minimum transcription speed; 

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

call for a minimum of ten minutes when answering and pla~ing a call; 

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

/ at&t 
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4.1.1.6 Independent Service Evaluation. : t: i , !,1L:\:' ~ ' < ,\. 
'< 
\~ \ • 1 ! 

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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4.1.1.7 Staff development and American Call Center(s). ~ 

\' ' 

'i 

. ~ ; :,','.~~~i;~::!j)jt' l:.\1,; •',! •! \1j). :\ ( ;!il'j!)~~-. ,11\i: !~!{~\ ,\· '' ... l·u . 
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AT&T 

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 wit~in the United 

States. Additionally, all the CAs who proces~ traditional 

relay calls are employees of AT&T. We do nbt use 

subcontractors to provide traditional relay services. This 

means that we are accountable for our employees including 

their training, their development and their petformance. 

Deaf Cross Culture Training and ASL 

AT&T has an extensive Disability Awarenes$/Deaf Cross 

Culture Training program. All of our relay staff, induding 

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 of the Deaf Culture/ ASL 

training. 

Initial Training of Communication Assistants, D~Jl[S One & 1'wo 
I. , Introduction to the Ilea£ Communi~ and Rela:y: Da'y ('Jne 

' 
A. The Role of the CA 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: Day 'I'wo 
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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i 
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 shccessfully 

complete relay calls. The concepts introduced during deaf cross-cultural tr~ining are then 

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

~h.ehelllule for Initial 'fraining of Communication Assistants 
Day One Day Two Days Three through Ten :1 

I, 

Introduction to the Methods of Fundamental Instruction ~n Technology 

Communicatively Communication for and Procedures for Relayii Service 

Challenged the Communicatively 
Community Challenged 

Community 

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

of no l<.>ss than 12 hours annuall~· in ASL, deaf culture, needs of hearing loss 

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

have included an outline of a staff training plan indicating training topics ~d time frames 
as well as explaining how individuals or organizations (such as deaf servi9e centers, state 

agencies and advocate groups, and universities, etc.) representing the hear~ng and speech 

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

previously mentioned, "' c c our on n m:magcmcnt staff, nu.>n1bl·rs l'n11n the 

f hard of hl•aring community, ·who have hccn l'onsulted in the ~lcsign, 

dcn:h11Hncnt ~md delivery of training. When it comes to discussing dea~culture, we 

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

on guing training mcntiom:d almn', , .. ('also prnvidc ~w 
<ummdl~· training on rcla~· pron·durcs. This additional training 

is provided to update relay CAs when necessary on software changes, rev~sed call 
handling procedures, refresher training on disability awareness, and any other ongoing 

,I 

areas necessary for the relay CAs to effectively perform their responsibili~es. 
! 

! 

It is easy to see that we make a significant investment in the training ofl~ur relay center 

personnel and that is why we boast that we have the best trained employe~s. We recently 

hosted a week long visit from another state relay administrator team who ~eviewed our 
I 

training records and our training packages. The feedback was extremely p~sitive and they 
made no secret that they were impressed with the detail and the training lqgs we keep on 

I 
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