
complaint rracking for NJ 10610112010-,12lg,r/2010). Totar customer contacts: s6
Tally Date of

Comnleinl
Nature of Complaint Date of

Resohrtion
Explanationof f, e:ol-FE6iffii--

1 06104t10 DisconnecvReconnect during calls 06t04t10 uusromers 0aughter reported that customer,s capfionea
calls are being disconnected. Customer Service

Representative sent customer information explaining the
difference between a CapTel phone and a iraditioiat

.. phone. Also explained to customer why
disconnecureconnect might be occuning and sent a letter

with tips to reduce the disconnecting occurences.

2 o6t17 t10 uustomer said, "Operator is stupio ano tostl6GiiEiE
asked the Operator not to announce relay and got upset
that the outbound hung up. Supervisor thanked caller for

the feedback and will follow up with agent.

rorlowed up wrrh the Operator immediatety-ne-O!il6i
did not announce, per database and customer

instructions. When the oulbound answered, the Operator
. 
said,.'One moment please,, and the outbound hung up

immediately. Operator did not announce relay in thii call,
but supervisor reviewed the proper procedure with the

Operator.

06t17t10 customerasked,"Areattoperato-E-iEfrffi iifrio-?T
Operators and this one are slow and stupid.,,and got

upset when Operator jnformed her turbo code was-off
_ and Operator told her they were reading the notes.
Supervisor thanked the caller for feedback and will follow

up with Operator.

06t21t10 ouperyrsor oDServed call and followed up with Operator.
The Operator followed jnstructions and informed caller of

all call changes. Operatorfollowed procedure by
informing caller they were reading the notes.

4 o6/22t10 uusromer sard, "All Operators are new and bad-ht-
take all my money.,' Customer was upset that the

outbound hung up. Supervisor tried to explain Operator
doesn't have control over whether or not outbound

hangs up and informed the customer the information
would be forwarded to appropriate person

5upervrsor reviewed information wtttr.pEatol--O@i6i
demonskated correct procedure on a ,,do 

not announce
call" which is what the customer requested. The customer

did not hang up because of Operator enor

5 06/30/1 0

rumber. Apologized for the inconvenience and custoirer
did not request a follow up.

we do not have an oper"Tor wiiF'I6-fr-iGGiiiGi'ii-
the complaint. We tied to look up several variations of the

. lD number, think'ng numbers had possibly been
transposed, but couldn,t match it to a particula; Operator.

Unable to do follow up due to lack of informaiion
available

6 07/06/10 Afterlhe compiet'o@
the Operator did not follow the customers instruction to

"not type out an answering machine". Assured the
customer that Operator will be followed up with about
procedures. The customer did not request a follow up.

. 
Discussed issue *ith OpElli6E'iftlfiil-

acknowledged the jnstruction in the customer notes

7 07 t12t'to uperaror dtd not get business name on firstlEi-6ll-
Cuslomer requested the business name on first dial oul

and said "All operators are new and not paying
attention." Apotogized and thanked customer f6r

feedback; will forward to appropriate person Customer
would like a follow up call.

07 t12/10 operatorsard streoffi
. apologized for missing it. She was coached on always
being sure to keep the customer informed by either ty;ing
the information or, if it was a recording, to tet tfrem tnori
she missed some information. Follow up attempts made

_ _at 
4:25pm onTt't4tzjj1:5:32pm on 7/14t201O, and

7:51pm on 7li4l2T1o. Did not reach customer and option
to leave message is not available.

07 t13t10
.operatordialed w@
inconvenience. Customer would tike a fottow up cail.

rne uperator remembered the cafi andlneilf6EEGd--
incorrecty when she saw the dialing macro. Sfre nung up

to dial the correct number and the customer asked io
speaklo a supervisor. Operator was coached on being

sure to focus on the jnformation provjded by the custom;r
and keep them informed, if a error is made. Followed up
with customer on 71612010 al lO:Sgam, but there was no
answer. Made a second call on 7l14l2O1O at .l 

1 :4.l am;
reached customer. Customer was happy for the follow up.



I 07122110 Captions - sbP in middle of call 0712?110
-Gtomer reported that captions had stopped during a

call. Operator on the call reported that there was no audio

to the workstation and a supeNisor disconnected the call.

Customer Service Representative apologized to customer

for inconvenience and suggested she try make a call

again.

07 t28110 ffi;rb sister repo'led they were unable to reach the

CapTel user. Customer Service Representative

conducted test calls. Additional research identifled the

operator processing the call was experiencing technical

difficulty at the workstation. Supervisor assisted with

technical drfficulty. Renewed Customer SeNice

Reptesentative test calls were successful Customer's

sister also verifled she was able to reach the CapTel user

successfully and was thrilled wiih the resolution'

10 07128110 Technrcal

08117 110
-Glo_mer repo.tea aud'o, but no captions' on three calls

handled by a particular operator at 2 am Customer

provided specific call detailwhich was forwarded to Call

)enter management for investigation' then the supervisor

for further review with the Operator. Customer Service

Representative apologized io the cusiomer for the

nconvenience this caused and assured him the issue has

been addressed'

11 08112110

09/19/'10

-pl'vrsolnet'tth 
operator and coached on the

importance of informing a supervisor of any technical

ditficulties. The Operator was also coached on the

appropriate disconnect procedures'

1? 09/1 5/1 0 Customer said thatme uperalor nullg up urr urcrrr'

Apologized for the inconvenience and thanked the

customer for the feedback. The customer did not request

a follow uP.

09/1 6/1 0 dustomer reFotle-no captions, on one particular call' and

provided specific call detail This detail was fon/varded to

Call Center management, who found upon further

investigation that the Operatois workstation had technical

ditficulties, with no audio present at their end Customer

Service Representative apologized to customer for

inconvenience and thanked him for taking the time to

provide specific detail on the call Customer

acknowledged that he hung up after a minute and half and

redialed his call at time of incidence

09/1 6/1 0 Service - General

ost22t10 @ following Procedure for

the call14 09122110 Customer said Operator dld not dlal me cortecr nurrrusr

because they did not ask for the area code Supervisor

apologized and explained that if an area code is not

provided, Operator will use the calling from area code'

ialler said the Operator was Pathetic and the supervisor

did not know their job either. Caller wanted a follow-uP

but hung up before supervisor could get their contact

information.

1 0/05/1 0 ilaG6ntact the customer to get information on billing

and copies sent. Attempts to reach customer afterwards

to get this information were not successful Will open a

trouble ticket if customer contacts account manager'

15 1 0/05/1 0 Customer states that he ls Delng Dllleo long urs@rruc' vr!

his bill statement, every month when he places local

calls, from his number in New Jersey and to a local

number in New York. He wants credit at the time of his

relay calls, did not want follow-up or transfer to customer

service. Says his billing is CABLE-VISION' but getting

charged long distance for the local calls through Sprint



101?9110 @lit for an oPeratod' when

attempting to make a captioned call Customer Service

RepresenGttve apologized for this experience and noted

there was a technical difficulty' at the Call Center' that

caused calls not to ring through to waiting oPerator' An

equipment vendor conected the matter' Customer Service

Representative confirmed the customer is now able to

make their captioned call successfully' without delay

16 10129110 unable to make captoneo

11t10110 Th-e-Operator was not scheduled to work on this day or

time.1 11 t10t10 A NJ voice caller said that her daugnter was calrrng

through the relay, to her grandma, and that the OPerator

started saying that her daughter was talking in a different

volce and playing on the phone and to quit calling'

Customer Service apologized for ihe problem- The

customer did not request a follow up

12103t10 GdG-hareAieEaEck regarding captions lagging

and provided specific call data. Customer Service

Representative apologized for incidence and thanked

customer for the feedback. Call detail was shared with

Call Center management, for follow uP with lhe OPerator'

bY the suPervisor.

18 11 112110 Captions Lag

12t'11110 @eimPortanceof
accuiate typing and, if necessary' to correct the wording'19 12t11t10 Voice Carry-Over customer Placed a call ano salq rt wds

"one of thl worst relay calls" they had ever made The

spelling on the call was terrible as if "English was not the

opeiators first language or they were just hifting the

wrong keys without correcting themselves" At the end of

call when Voice Carry-Over asked the operator why

there had been so many errors' Operator apparenty

refused or did not respond. Frustrated, Voice Carry-Over

user called into customer service to issue complaint'

Voice Carry-Over user says it was not garbling because

the text was still sort of readable' but just plain bad

I tro'ns that made the call very confusing Customer

| .".i". R"pt"""ntative apologized and took complaint

I do*n. The customer did not request a follow up

12t21119 ffiomer reForteo seeing "captioning line is ringing"' on

her screen, when attempting a captioned call Customer

Service Representative apologized for this exp€rience

and noted there was a technical difficulty, at the Call

Center, causing calls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equiPment vendor corrected the

matter. Customer SeNice Representative confirmed the

customer is now able to make their captioned call

successfullY, without delaY'

20 12t20t10 Technical - General

12121110 @orcaPTel operatoi'

when attempting to place a captioned call Customer

Service Representative apologized for this experience

and noted there was a technical difficulty, at the Call

Center, causing calls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

matter. Customer Service Representative confirmed the

customer is now able to make their captioned call

successfullY, without delaY'

12120110 Technical - General



12t20na -ffier repo'leAihA' on the bottom of the capTel

screen, she received the prompt "Caption Service Line is

Ringing". Customer Service Representative apologized

fo-r tliis experience and noted there was a technical

difficulty, at tiTe Call Center, causing calls to be placed in

queue and experience unusually long wait times during a,

tive hour interval. An external equipment vendor corrected

the matter. Customer Service Representative confirmed

the customer is now able to make their captioned call

succ€ssfullY, without delaY

22 12/20114 Tmhnrcal - General

12121110 Effier tepo'teaJElive chat, inability to dial outwrth

captions. Customer Service Representative apologized

ior this experience and noted there was a technical

difficulty, at the Call Center, causing calls to be placed in

queue ind experience unusually long wait times during a,

five hour interval. An external equipment vendor corrected

the matter. Customer Service Representative confirmed

the customer is now able to make their captioned call

successfullY, without delaY

12t20110 echnlcal

12121110 6ffier repoA- no captions on the CapTel phone'

Customer Service Representative apologized for this

experience and noted there was a technical difficulty' at

the Call Center, causing calls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

mattef. Customer Service Representative confirmed the

customer is now able to make their captioned call

successf ullY' without delaY'

24 12t201'to Technical - General

12121110 affime-podel seeing waiting for capTel operator'

Customer Service Representative apologized for this

experlence and noted there was a technical ditficulty at

the Call Center causing calls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

matter. Customer Service Representative confirmed the

customer is now able to make their captioned call

successfullY without delaY

25 12t20110 Technrcal

1?121110 Gomer reporteaJ'a email, "Waiting for operatoi"
Customer Service Representative apologized for this

experience and noted there was a technical difficulty' at

the Call Center, causing c€lls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

matter. Customer Service Representative confirmed the

customer is now able to make their captioned call

successfullY' without delaY

26

27

12120110

12121t10

ecnnrcal

Technical - General 12t21t10 Customer's son reported seelng Hlease warl ror u rE I rE^r

available agent'. Customer Service Representative

apologized for this experience and noted there was a

tecnnicat ditficulty, at the Call Center, causing calls to be

placed in queue and experience unusually long wait times

during a five hour interval. An external equipment vendor

conJcted the matter. Customer Service Representative

confirmed the customer is now able to make their

captioned call successfully, without delay



28 12t21t10 Technical - General 12122110 ftofr6rffi ;a'€ po,iea th at the cu sto me r h ad d if f icu lty

making captioned calls in the evening of 12l20lZo10

Customer Service Representative apologized for this

experience and noted there was a technical difficulty' at

the Call Center, causing calls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

matter. Customer Service Representative confirmed the

customer is now able to make their captioned call

successfullY, without delaY'

29 12t21t10 Iechnical - General 12t21t10 -;s!omer reported thatwhen they tried to dial outwtth

captions they only saw a blank screen in the evening of

l 2iolzolo.iustomer Service Representative apologized

for this experience and noted there was a technical

ditficulty at the Call Center causing calls to be placed in

queue and experience unusually long wait times during a.

five hour interval. An external equipment vendor corrected

the matter. Customer Service Representiative confirmed

the customer is now able to make their captioned call

successfullY without delaY

30 1212111s Technical - General 12121110 -- Custorner reported the "Waiting for an operaior
message, on their screen, on the evening ol 12120h0'

Customer Service Representative apologized for this

experience and noted there was a technical difficulty' at

the Call Center, causing calls to be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

matter. Customer Service Representative conlirmed the

customer is now able to make their captioned call

successf ully, without delaY.

12121110 Ftome-dsT;GFter reported that, last night, they were

unable to reach the CapTel user. Customer Service

Representative apologized for this experience and noted

heie was a technical difficulty, at the Call Center' causing

lalls to be placed in queue and experience unusually long

wait times during a five hour ;nterval. An external

,quipment vendor corected the matter' Customer Service

Representaiive confirmed the customer is now able to

make their captioned call successfully, without delay'

31 12t21110 Technrcal - ueneral

12t21t10 fechnical - General 12t21t10 Custome{b frienO cattea, regarding not being able to

connectwith captions, on the evening ot 1212Q12o10'

Customer Service Representative apologized for this

experience and noted there was a technical dfficulty, at

the Call Center, causing calls 1o be placed in queue and

experience unusually long wait times during a five hour

interval. An extemal equipment vendor corrected the

matter. Customer Service Representative conflrmed all is

now well

33 1A21110 Technical - General 12121110 Cmer t€eoGAEing-unable to receive captions on

12l2Ol?010. Customer Service Representiative apologized

for this experience and noted there was a technical

difficulty, at the Call Center, causing calls to be placed in

queue and experience unusually long wait times during a

five hour interval. An external equipment vendor corrected

the matter. Customer Service Representative confirmed

the customer is now able to make their captioned call

successf ullY, without delaY.



34 12130110 Accuracy of caPtions 12t30110 Ar"omer 
'€ported 

an rnconect captioned word on a call'

resulting in a misunderstanding Customer Service

Representative thanked customer for reporling the

incrdent and apologized for the error made during the call'

Customer Service Representative reported call to the

Captioning Center Supervisor for review, with the

identified Operator, to instill the importance of accuracy'

35 01t'12t11 Gmer sard that the OPerator did not use the "hold

macro" and only typed HOLD. Supervisor observed on

the Operator's screen that the holding macro was used

correcty. Customer also said that the Operator kept

sending the wrong macro over and over and, again' the

supervisor observed that the macro was only sent one

time. Supervisor apologized for any inconvenience and

offered a follow up. The customer did not request a

follow uP

01t12t11 After following up was completed' the Operator lolloweo

all Procedures correcdY.

36 01 118111 ffier was upsea$at operator wasn't follciting their

directions. Customer asked Operator to use a specific

carrier and not to dial, until he said so Customer does

want a follow up, but did not want to give contact info'

Customer wanted us to forward this to the TX Program

Manager and ask them to contact the NJ Program

Manager, for contact information. Apologized and told

the customer the information would be forwarded to the

aPProPriate Person

01l18l'l1 Supervtsor Prerefleo
database and went through conecfly. Operator was

confused; customer typed their instructions "not to dial

until he said so" and then Proceeded to type "Go Ahead"'

Operator thought the "Go Ahead" meant he was ready for

the dial out. Operator was coached on getting clarification'

or calling over a suPervisor, if insttuctions provided by

customer are unclear. The customer did not provide any

further contact information, so follow up contact was not

available to be made

01t20111 ffi#e"s son reported trouble calling his mother and

received the "Waitlng for Captel Operato/' message on

screen during the call.

ffi iesentative apologized for this

I experience and assured the customer there are ample

I number of captionists available Technical support made

I a change on 1125t2011 to allow calls to be processed by

I available Operators. Customer's son confirmed this

I resolved their experience'

3E 01t26t11 -relerseiVoice carry-over used "71'1" and

complained of incomplete greeting, no "Go Ahead" from

Operator and the message garbles, leaving her unsure

when to sPeak.

01t26t11 npobgized for inconvenience Recommended nerIo rurn

off turbo code. use the dedicated Voice Carry-Over toll

free number and verified her profile preferences'

Submitted a trouble ticket. Customer does want a contact

with resolution. Follow up attempt was made Supervisor

caf led on 213t2011 al12.12 pm (ET) and lefi a message

informing caller that a ticket was submitted, to the

technician, regarding her problems with Voice Carry-Over
and the connec'tion.

39 02t02111 ffim* ted'1ea 
""ptitncing 

a' longer than normal,

wait for an OPerator.

oztozl11 @advised customerthat

on 2l2l2o1'l CapTel's statfing was affected by blizzard

conditions. Customer Service Representative apologized

for the inconvenience this caused and advised staying on

the line lor the next available operator' Center locations in

Madison and Milwaukee were under both a 'state of

emergency' and a 'civil danger" warning' declared by

Wisconsin Governor Scott Walker. Even though bus and

taxi services were shut down in both cities, and many

roads were impassable, the Milwaukee and Madison

centers both remained open and fielded calls non-stop'

Service levels were not met for the day due to delayed

answer time. The state of emergency ended oi 21212011

Staffing capacity was restored. Customer Service

Representative confirmed with customer they are able to

make and receive calls, in a timely manner'



40 02to2t11 Catter tepo*eA customer seeing "Captioning Service is

ringing" when trying to place calls
02t02t11 ffi mtE'vG-Rerisentative advised customer that

on 2l2l2}l1CapTel's staffing was affected by blizzard

conditions. Customer Service Representative apologized

for the inconvenience this caused and advised staying on

the line for the neld avallable operator. Center locations in

Madison and Milwaukee were under both a "state of

emergency" and a'civil danger" warning, declared by

Wisconsin Governor Scott Walker. Even though bus and

taxi services were shut down in both cities, and many

roads were impassable, the Milwaukee and Madison

centers both remained open and fielded calls non-stop'

Service levels were not met for the day due to delayed

answer time. The state of emergency ended on 2121201'l

Staffing capacity was restored. Customer Service

Representative confirmed with customer they are able to

make and receive calls, in a timely manner'

41 02to?t11 Gtomer repotl- seeing "Captioning Service is ringing

when trying to Place calls.

02102111 ffimei$ruGe R-aresentative advised customer that

on 212J11 CapTel's staffing was affected by blizzard

conditions. Customer Service Representative apologized

br the inconvenience this caused and advised staying on

he line for the ne)* available oPerator. Center locations in

Madison and Milwaukee were under both a "state of

emergency' and a'civil danger" warning declared by

Wisconsin Governor Scott Walker' Even though bus and

taxi services were shut down in both cities and many

roads were impassable the Milwaukee and Madison

centers both remained open and fielded calls non-stop'

Service levels were not met for the day due to delayed

answer time. The state of emergency ended on 22111

Staffing capacity was restored Customer Service

Representative confirmed with customer they are able to

make and receive calls, in a timely manner'

42 o2t02J11 3ustomer reported seeing "Captioning servlce Is nnglng

when trying to Place calls

o2t02111 tffim-erse'"vG-Rep"esentatveadvisedcustomerthal
on 2l2t2}11CapTel's staffing was affected by blizzard

conditions. Customer Service Representative apologized

for the inconvenience this c€used and advised staying on

the line for the next available operator. Center locatons in

Madison and Milwaukee were under both a "state ot

emergency" and a "civil danged warning, declared by

\Msconsin Governor Scott Walker. Even though bus and

taxa services were shut down in both cities, and many

roads were impassable, the Milwaukee and Madison

centers both remained open and fielded calls non-stop

Service levels were not met for the day due to delayed

answer time. The state of emergency ended on 2l2l2o1'l '

Staffing capacity was restored. Customer Service

Representative confirmed with customer they are able to

I make and rec€ive calls, in a timely manner'



*","r!&l*ag:'il,*jrM

02/02/11 Customer'soi@
receive captions on her CapTel phone

conditions. Customer Servici Re
ro r tne i n co n ueniei * ;;; ;; j J-JT:"jfi[:".ffi ff :ithe line for the nen available op€rator. Center iocations inMaorson and Milwaukee were under both a ,.t"t" oi 

"
emergency' and a 'civtl danoer" warning aectal OyWisconsin Governor Scott Wal-ker. even tnougn Ous a,nOtjaxi services were shut down in oottr cites a'no m-Jrf,roads were impassable the Milwaukee and Madisoncenters both remained open and fielded *lt;;;;;

Service levels were not met for the OaV Ore to Oefayli
""""y^"j!T The state of emergency ended on 2/2t11.

^yII esenEtove advised daughter thaton 212/11^CapTel,s staffing was affected by b'iizz;r; 
-'

-^_!9*"9 
capacity was restored. Customer SeJit{epresentative confirmed with customer they are abie tomake and receive calls in a timely ,"nn"r. 

- - '-

E, ,spurreq seelng uapTel line is ringing on hE
screen, but the captions did not appear. , \eprqrsn(auve aovtsed customer that

:::1,?::'t: capret's staffins was affected oy brizzaiJ

"n.::jjir" The state of emergency ended on 2t2t;01 j
_ JEntng capaclty was restored. Customer ServiceRepresentative confirmed with customer they are able tomake and receive calls, in a timely ,"nn"r. 

- - --

conditions. Customer Serviceir
f o'. th " n;;;;;;; ; ;;: ffi ;T:::"jjxL:x"#i:ff ::the.line for the next available operator. Center locations inMadison and Milwaukee were under both a "state ofemergency" and a -civil danoer- warning, O""f"i"O OyWsconsin Governor Scotr Wa]ker. even inough ous a,notaxi services were shut down in both cities. and manv

. 
roads were impassable, the tititwaufee anfi;a;;;;

centers both remained open and fi"fO"O 
"affs 

nJi_i"opService levels were not met for tne Oay Oue to Oefayei

reported experiencing a, lo-gm;
re,v,,Je, es, vrcc xepresentailve advised customEZi
on 2/211 CapTe|s staffing was affected Uy Of izzarOconditions. Customer ServicI Rr

ro, tt 
" 

in"o*"njln; ilH;:T:"jfln"ffff:l
the.line for the nen available operator. Center locations inMadison and Milwaukee were under both a .state of
,. 

emergency" and a ,civil 
danger" warning d""t"r"j luwi scon si n cove rnor Scott wjker' E v"; iil;il;: ""; 

otaxi services were shut down in Uottr cities a'nO riJr|
- lo:ds yere imp€ssable the Milwaukee and Madisori

Tjil.^?:ll,r-"r.ined open ano reraea caris non_liop.service revers were not met roi}rJil#;;:;])::
"n".y_"j,rir" The state of emergency ended on ?,211.
_ )rantng capacity was restored. Customer ServiceRepresentative confirmed with customer they are able tomake and receive calls, in a timely mjnner.



46 02102111 Customer repo'1ed seeing Captioning Service is ringing

when trying to Place calls.

02102111 Custorner Se.rvice Representative advised customer that

an 2t2t11 CapTel's staffing was affected by blizzard

conditions. Customer Service Representative apologized

for he inconvenience this caused and advised staying on

the line for the next available operator. Center locations in

Madison and Milwaukee were under both a 'siate of

emergency' and a'civil danger" warning declared by

Wisconsin Governor Scott Walker. Even though bus and

taxi services were shut down in both cities and many

roads were impassable the Milwaukee and Madison

centers both remained open and fielded calls non-stop.

Service levels were not met fo. the day due to delayed

answer time. The state of emergency ended on 212111

Staffing capacity was restored- Customer Service

I Representative confirmed with customer they are able to

I make and receive calls, in a timely manner'

47 02to2r11 Custonrers nusU'ana reported her inability to dial out in

Line mode.

oz02l11 Customer Service Representative advised customer that

on 21212011 CapTel's staffing was atfected by blizzard

conditions. Customer Service RePresentative apologized

for the inconvenience this caused and advised staying on

the line for the next available operator. Center locations in

Madison and Milwaukee were under both a 'state of

emergency" and a 'civil dange/'warning, declared by

Wisconsin Governor Scott Walker' Even though bus and

taxi services were shut down in both cities, and many

roads were impassable, the Milwaukee and Madison

centers both remained open and fielded calls non-stop'

Service ldvels were not met for the day due to delayed

answer time. The state of emergency ended on 2lA2U1'
Statfing capacity was restored Customer Service

Representative confirmed with customer they are able to

L make and receive calls, in a timely manner'

4E 02t02t11 -ustomer reporteO seeing 'CaPtioning Service is ringing"

when trying to Place calls

o2103t11 Cultomer Service RePresentative advised customer that

on ?12!2011 CapTel's staffing was affected by blizzard

conditions. Customer Service Representative apologized

for the inconvenienc€ this caused and advised staying on

the line for the next available oPerator. Center lopations in

Madison and Milwaukee were under both a "state of

emergency" and a "civil danger" warning, declared by

Wisconsin Governor Scoft Walker' Even though bus and

taxi services were shut down in both cities, and many

roads were impassable, the Milwaukee and Madison

centers both remained open and flelded calls non-stop'

Service levels were not met for the day due to delayed

answer time- The state of emergency ended on 21212011 '

Staffing capacity was restored. Customer Service

Representative confirmed with customer they are able to

make and receive calls, in a timely manner.

49 02t03111

-The 

Customer stated that this supeNisor (which he

provided by name), located in Texas, does not seem to

know what he is doing. Supervisor has a customer note

instructing the agent to use CABLE VISION on his long

distance call and it was defaulted to Sprint. Customer

then requested for a supervisor and the supervisor
proceeded to do, exactly, what the Operator did'

Customer then made some additional comment about

the supervisors, agents and service in general. The

supervisor apologized for the inconvenience. The

customer did not request a follow up'

o2t10t1'l ihe system identified the call as local and free. I he

customer continued to express her dissatisfaction, that

her instruction to process the call as long distance, using

the carrier instruction were not followed. Pflor to the

customer disconneciing from the call, the supervisor had

attempted to explain the local cell did not require a long

distance carrier and that the system was processing the

call as local and at no charge. Unfortunately the customer

did not accept the free call explanation.



50 02t03t11 Customer reported being unable to make and receive
calls on 21212011 statlng that she continuously saw
Caption Service Line is ringing throughout the day.

ov03t11 Customer Service Representative advised customer that
on 2l2l2011CapTel's staffing was affected by blizzard

conditions. Customer Service Representative apologized
for the inconvenience this caused and advised staying on
the line for the nelt available operator. Center locations in

Madison and Milwaukee were under both a 'state of
emergency" and a "civil danger" warning, declared by

Wsconsin Governor Scott Walker. Even though bus and
taxi services were shut down in both cities, and many
roads were impassable, the Milwaukee and Madison

centers both remained open and fielded calls non-stop.
Sewice levels were not met for the day due to delayed

answer time. The state of emergency ended on 2121201'1.
Straffing capacity was restored. Customer Service

Representative confirmed with customer they are able to
make and receive calls, in a timely manner.

5'r 03to6t1'l Customer experienced garbling issues and wanted to
know why. Customer was missing letters from Operator's

typing and doesn't understand the difference between
and extra "X" due to garbling issues and "XXX" to signafy

an error correction.

03/06/1 1 customer service representative and supervisor
apologized and attempted to educate and advise, but the

customer was not convinced and wants a call back. A
follow-up is requested anytime before '1pm, or leave a

message if after 1pm or if they are not there. Called
customer, as requested, and intormed him that the

information would be foMarded to our technician for
investigation.

52 o3t15t11 Customer reported general dissatisfaction with the
accuracy of her captions and noted receiving
inappropriate words on the display screen.

03/1511 Customer Service Representative explained to the
:ustomer how captions are produced and advised her tha
it is possible that she may receive an incorrect word, that
sounds similar to the intended word, and should then see

a correction in brackets. Customer Service
Representative apologized and advised customer that if

she reported the date, time, Operator lD number and
details of her experience on calls, this would allow us to
take more specific follow up with the Operator and their
supervisor. Customer's general feedback was passed to

Call Center managemeni.

03t28t11 Customer stated that the Operator did not follow the
customer instructions. The call was placed on a local

call, however, the customer insisted that the call is long
distance and that customer would be billed by Sprint, not

Cablevision, as her preferred long distance carrier.
Attempted to explain that the call was a tocal call thus no
long distance carrier is required and informed the caller

that a report will be completed and foMarded to
appropriate Sprint personnel for verification. The

customer became combative and eventually
disconnected.

03t28t1 Operator followed proper protocol since the computer
indicates it was a local call. Supervisor also attempted the

call themselves and achieved the exact same result.

54 03/30/1 1 Customer was upset due to the Operator not following
notes. Customer Notes indicated not to type out

answering machine recording. Operator did notfollow
notes and did both of these. Customer requested follow

up and requests this complaint to be sent to Program
Manager.

03t30t11 Coached the operalor on the importance of following
customer notes and instructions. A follow-up with the

customer is not possible due to an invalid phone number

46 03131t11 Customer shared feedback regarding accuracy of
captions.

03/31/'1 1 Customer Service Representative apologized for
incidence and thanked customer for bringing their

experience to our attention. Feedback was received and
passed on to Call Center Managemenl. Customer

Service Representative suggested customer document
the date, time, and Operator lD of any future calls to allow
us to take specific action with the Operator captioning the

call.



56 o4to7t11 AMR (answering machine retrieval) customer told

Jperator to check answering machine. Operator sent the
right information to do the call, "place your handset next

to answering machine and turn on". After that, the
customer did not see any typing from the Operator. The

Operator is to be coached on correct procedures.

o4t07t11 Superviso. met with Operator and \Ment over answering
machine retrieval procedures. Operator said recording

skipped and asked Voice Carry-Over to try again,
attempted a second time, and then the customer hung up.

Advised the operator to get a supervisor to help the
Operator through proper procedure if lhere is an issue.
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16/08/1 1 A customer stated that the Relay Operator typed June
instead of July. The customer was informed that the
Relay Operator was required to type the voice message
verbalim. Customer insisted thal the Supervisor was

wrong and wanled to file this complainl. No follow up
was necessary.

06/oE/1 Ihe Operator was met with regarding this complaint anc

stated that she was typing verbatim whal the voice
person said. Operator demonstrated awareness of the

importance of typing verbatim.

z )6t28t11 \ customer reported that a Relay operator used the

erm (SOUNDS NASTY) as the descriptive words sent

o the TTY user. The voice customer stated that they di(
rot want descriptive words sent on calls, as the TTY
rser will nol talk to him.

o6t28t11 A Supervisor apologized, and explained ihat the term
(SOUNDS NASry) is not on the approved list of

lescriptions. The Supervisor also explained that in ordet
to follow up with the Relay Operalor, an lD number
would be necessary. ll was explained that the Relay

Operalors must lype approved descriplive words,
however if the TTY user does not want to receive lhese

descriptions, an instruction can be added to the TTY
use/s profile.

)7t22t1 \ customer slaled thal there was a problem w[h the
accuracy of the caplions on their CapTel device.

07128t11 A cusiomer shared feedback regarding the accuracy ol
captions and provided specific call data. A Customer

Service Represenlative apologized for the incident and
thanked the customer for the feedback. Call detail was
shared with Call Center Managemenl for follow up with

the Relay Operator by the Supervisor. Call Center
Management has increased moniloring of the Relay
Operator in question lo ensure il is not an ongoing

concem.

4 lE/03/1',I \ customer slated that they lell thal the Relay operator
)ouldn't process their call at all and had no clue what to

lo right. The customer requested that this informalion
)e forwarded to the Program Manager.

08/03/1 1 customer service apologized for ihe inconvenience and
assured the customer that the matler would be

investigated. The customer requested follow up be senl
io the Program Manager. A Supervisor met with the
Relay Operator with regards to this matter and wenl
over proper procedures for calls that have specific

customer notes. The dial in and delay information will be

forwarded lo lhe Program Manager with follow uP

informalion. Wll forward dial in delay information to
Program Manager along with follow up informaiion. The
Account Manager could not reach the consumer, and

emailed the consumer as a follow up with a report
stating thal the Relay Operator had received training on

how to handle a call.

5 )9i03i 1 1 \ voice customer stated that they had received a call
rom their father who uses a TTY. The cuslomer was
rnhappy thal the Relay Operator tyPed "sounds

,nnoyed" to describe the voice tone. The customer
itated that at no time was she "annoyed" but rather ver)
'concerned." The cuslomer was informed that Relay

Jperators are encouraged lo use voice description. The

:ustomer understood but slated that they did not sound
'annoyed" at any time. Customer Service apologized to

he customer and informed her that a Supervisor would

'ollow up with the Relay Operator. No lollow up was
'equested.

09/03/1 1 This Relay Operator is no longer employed so the
Supervisor is unable to follow up.

6 )9i03l1 1 \ voice Customer called in and complalned lhat they
vere not able to place a long distance call even though

heir number is labeled under their carrier of choice. An

)rror message came up stating "Cannot proceed with
)ut dial, oul CC was noi found for Product lD:99 and
lanier lndex: 0386."

09/03/1 '1 Customer Service apologized for the tnconvenlence anc

set the custome/s long distance canier to "all others."
No follow up was requested.



)9t24t11 \ customer stated that the Relay Operator had no clue,
vas lost, and had no idea what to do when processing
he call. Cuslomer Service thanked the customer lor the
eedback, and assured them that proper procedures will
)e reviewed with the Relay Operator and the Supervisor
vill be in touch with them 10 tollow up. Email address
vas provided by the customer for follow up.

tJgt24t11 A Supervisor met wilh the Relay Operator aboul this
call, and the Relay Operator remembered thal this call

did not have an option for a live person and the
recording hung up. Vlien the Relay Operator informed
the customer that the recording hung up and that there
was no option for a live person the customer got upset
and thought that the Relay Operator didn't know how to

process the call. ln speaking with the Assistant
Supervisor which originally responded to the cuslomer

contact, they did observe that the Relay Operator
followed proper procedures when processing a call to a
recording that does not give an option for a live person.
fhe Supervisor sent a follow up email to the customer ir

regards to this complaint.

8 10t28t11 \ customer stated that the captions lag too far behjnd
he voicing.

10/28t11 A customer shared feedback regarding the delay of
captions during their call. Customer Service apologized
for the incidenl, thanked the cuslomer for the feedback
and informed him that information would be shared with

appropriate captioning service statf for follow up.
Customer Service also discussed ways that captions

can fall behind conversalions when callers speak
rapidly, without pausing or it the speaker is extremely
difficutt to undersland. The cuslomer slated thal they
understood reasons that captions can fall behind and

said thal in the fulure they would provide specitic repor!:
on calls where captions lagged wilhoul those reasons.

1t21t11 \ customer stated that a Relay Operator did not keep
he customer informed wilh regards to whether or not
he last words were relayed prior to the disconnection of
he oulbound line. Customer Service thanked the
)ustomer for taking the time to share this concern. No
ollow up was needed.

1t21t11 I he Relay Operator was coached on proper procedure!
in a situation such as this.

10 2lo4t11 ecnntcal - genera 12tO4t11 A customefs friend reported a busy signal when trying
to reach a customer through the captioning service.
Technical support provided lhe customer with the

remedy needed by re-routing lhe calle/s calls through a

difterent carrier. Customer Service confirmed thal this
adjustment resolved the calle/s experience.

11 12t08t11 -echnical - General 12t99t11 A cuslomer reported his inability to reach one specific
number through the c:ptioning service. One of the TRS
network carriers identified a configuration lssue and re.
routed calls temporarily through a differenl carier until
the original carrier was able to permanently resolve the
issue. Cuslomer Service confirmed that the issue has
been permanently resolved by the original carrier and

the customer is able to reach this number suc.essfully.

12 2t20t11 \ NJ VOo cuslomer stated that they are not receiving
laller lD iniormation when making calls through the
'elay service. Customer Service apologized for the
nconvenience and opened a trouble ticket. Follow up
,vas requested.

12120t11 q technrcjan dropped a call from this custome/s numbet
in to their testing position and dialed. The technician
verified that the Caller lD is passed. However il was

discovered thal the customefs Caller lD would not go
through while using Relay. The carrier replaced a
crossed battery on the line aerial, Following this

replacement further test calls were made, and it was
'ound that the Caller lO worked when using Relay. Tests
were made from several different numbers and all tests

were successful

1to3t12 \ cuslomer slated tha! their caller lD is not working
Mhen using the relay service. The customer stated that
he caller lD works fine when calling direct. She states
hal she cannot receive or make calls properly when thi:
s happening. Customer Service apologized for the
lroblem and assured the customer that a lrouble ticket
Mould be submitted.

01to3t12 Technicians inspected the customefs line and no
problems were found.



14 )2t16t1 \ customer stated that the Relay Operator dialed the
vrong number. Cuslomer Service was able lo verify tha'

he Relay Operator received and dialed the number

liven. No follow up was needed,

o2l16t't2 No follow up was needed as the I was conlrrmeo tnal
the Relay Operator dialed the conect number.

'15 J3tO1t12 \ customer stated that lhe Relay Operator dialed the
,vrong number. Apologized for the inconvenience. No
'ollow up was needed.

o3t01t12 A Supervisor coached the Relay Operator on tne
importance of proper procedures.

16 ,3t11t12 echnical - General o3t12t1 A customer reported that she was unable to reach a

specitic number with captions. After initial
troubleshooting Technical Supporl had lhe carrier open
r tickel for the situation and this resolved the customer'l

experience.

)3t26t1 \ customer was upset that the Relay Operator typed th(
nessage when the notes clearly say not to. The
)ustomer hung up before a Supervisor could respond.

03t26t12 A Supervisor followed up with the Relay Qperalor and
coached them on following cuslomer notes. The

Supervisor is confident that this Relay Operator will
follow proper procedure in the future.

18 )3t28t12 \ TTY customer was upset tnal Relay uperator
:onlinued to repeat thai the message was garbled. The
:ustomer felt that the Relay Operator was not being
ruthful and thai the Relay Operator hung up on the
)ustomer instead of getting a Supervisor as requesled.

o3t28t12 A Supervisor met with the Relay Operalor who
remembered the call. The Relay Operator staled that

lhe message was continually garbled and was garbled

enough that they were not able to ascerlain thal the
customer requesled a Supervisor. They Relay Operaior

slated that the cuslomer disconnecled the call. The
Relay Operalor demonslrated knowledge of the steps tc

lake to reduce garbling such as disabling turbo and
reducing typing speed and stated these are the steps

she took with this call.

19 )4to7 t12 \ customer stated lhat the Relay Operator did not folloM

he cuslomer notes. A Customer Service
lepresentative apologized for the inconvenience.

lustomer does want a follow up.

o4to7t12 The Relay Operator does not remember whrch nole wa!
not followed as there were a lol of notes on this

customeis prolile. A Supervisor coached the Relay
Operalor on checking and following up on customer

noles.

20 )4to9t12 \ customels daughter reported thal their CapTel devic(
tras not getting a dial lone.

o4t13/1 A Customer Service Representative advised lhe
customer to conlact their phone company to determine

the quality of lheir line. lt is now confirmed that the
customer is using CapTel successfully.

)4t29t1 \ customer stated that the Relay Operator didn't know
vhal they were doing and was not ready to service a

:all The customer fett that the Relay Operator does not
leed to be left alone while servicing a call, and would

ike a follow up from an Account l\4anager.

94t29t12 The Accounl Manager followed up with the customer.

22 )5t21t1 A customer slated that the Relay Operator did not
execute Answering i/achine Retrieval proPerly. The
cuslomer reported that a message was missed.

Customer Service apologized and told the customer tha
a Superuisor would be informed.

ost21t12 The Relay Operalor could not remember this call, so
their procedural knowledge was tesled. The Relay
Operator demonstrated knowledge of the conecl

procedures for Answering Machine Retrieval. The Rela)
Operator explained thal a Supervisor would have been
requested if the Relay Operator had been aware that
there were technical difficulties during this incidence.
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November 12, 2008 

 

IMPORTANT NOTICE -  

NEW “PAY-TO-PLAY” RESTRICTIONS TO TAKE EFFECT NOVEMBER 15, 2008 

 

Note:  This is for informational purposes only.  Certification is to be completed upon award. 

 

Governor Jon S. Corzine recently signed Executive Order No. 117, which is designed to enhance New Jersey’s efforts 

to protect the integrity of government contractual decisions and increase the public’s confidence in government.  The 

Executive Order builds on the provisions of P.L. 2005, c. 51 (“Chapter 51”), which limits contributions to certain 

political candidates and committees by for-profit business entities that are, or seek to become, State government 

vendors. 

 

Executive Order No. 117 extends the provisions of Chapter 51 in two ways: 

 

1. The definition of “business entity” is revised and expanded so that contributions by the following individuals 

also are considered contributions attributable to the business entity: 

 

 Officers of corporations and professional services corporations, with the term “officer” being defined in the 

same manner as in the regulations of the Election Law Enforcement Commission regarding vendor disclosure 

requirements (N.J.A.C. 19:25-26.1), with the exception of officers of non-profit entities; 

 

 Partners of general partnerships, limited partnerships, and limited liability partnerships and members of 

limited liability companies (LLCs), with the term “partner” being defined in the same manner as in the 

regulations of the Election Law Enforcement Commission regarding vendor disclosure requirements 

(N.J.A.C. 19:25-26.1); and 

 

 Spouses, civil union partners, and resident children of officers, partners, LLC members and persons owning 

or controlling 10% or more of a corporation’s stock are included within the new definition, except for 

contributions by spouses, civil union partners, or resident children to a candidate for whom the contributor is 

eligible to vote or to a political party committee within whose jurisdiction the contributor resides. 

  

2. Reportable contributions (those over $300.00 in the aggregate) to legislative leadership committees, 

municipal political party committees, and candidate committees or election funds for Lieutenant Governor are 

disqualifying contributions in the same manner as reportable contributions to State and county political party 

committees and candidate committees or election funds for Governor have been disqualifying contributions 

under Chapter 51. 

 

Executive Order No. 117 applies only to contributions made on or after November 15, 2008, and to contracts 

executed on or after November 15, 2008. 
 

The 2 year Certification of Compliance form for Chapter 51 & Executive Order No. 117 can be found here: 
http://www.state.nj.us/treasury/purchase/forms.htm    

 

http://www.state.nj.us/treasury/purchase/forms.htm
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1.0 INFORMATION FOR BIDDERS 
 

1.1 PURPOSE AND INTENT 
 

This Request for Proposal (RFP) is issued by the Purchase Bureau, Division of Purchase and 
Property, Department of the Treasury on behalf of New Jersey Board of Public Utilities (NJBPU or 
Board).  
The purpose of this RFP is to solicit bid proposals to engage a contractor(s) to make available a 
communications system to assist the hearing and speech-impaired community within the State of 
New Jersey.   
 
The intent of this RFP is to award a contract to that responsible bidder whose bid proposal, 
conforming to this RFP and providing all the FCC required services, is most advantageous to the 
State, price and other factors considered. The State intends to award a contract to a provider of 
Traditional Telecommunications Relay Service (TRS) and Captioned Telephone (CapTel) 
Service. The State seeks a New Jersey based in-state proposal for Traditional TRS, but will 
consider an out-of-state Traditional TRS proposal. The State, however, reserves the right to 
separately procure individual requirements that are the subject of the contract during the contract 
term, when deemed by the Director to be in the State’s best interest. 
 
The NJ Standard Terms & Conditions version 07/27/07 will apply to all contracts or purchase 
agreements made with the State of New Jersey.  These terms are in addition to the terms and 
conditions set forth in this RFP and should be read in conjunction with them unless the RFP 
specifically indicates otherwise.   

 
1.2 BACKGROUND  
 

TRS is a form of operator assistance that provides translator service between hearing and 
speech-impaired individuals with Text Telephones (TTYs) or computers and the general body of 
telephone users.  TRS allows those with hearing and/or speech impairments to access 
telecommunications services never before available to them.  The State seeks responses to this 
RFP of systems using any technology (not necessarily limited to traditional relay) which can 
provide access to the communications network for the hearing and speech-impaired.  
 
Effective  July 26, 1990, Congress enacted and the President signed the federal Americans with 
Disabilities Act (ADA), P.L. 101-336, 104 Stat. 327 (codified at 42 U.S.C. §12101 et seq. and 47 
U.S.C. §201 et seq.).  The ADA, among other things, amends Title II of the Communications Act 
of 1934 by incorporating provisions regarding telecommunications relay services for hearing-
impaired and speech-impaired individuals.  Subsequently, the FCC enacted rules regarding TRS 
and related customer equipment (See 47 C.F.R. §64.601 et seq.). 
 
On October 15, 1990, the NJBPU issued its first RFP for the provision of relay service.  After the 
bidding process, AT&T was selected, from a group of four bidders, as the relay Contractor for a 
three year period, which ended March 31, 1995.  AT&T also provided service through 
Pennsylvania’s relay center from December 1991 through March 31, 1992, as it prepared the New 
Jersey system.  In 1997, a second RFP was issued, and on July 30, 1997, the NJBPU selected 
AT&T as the relay Contractor, for a two year term, with the option for three additional one-year  
extensions.  The three extension options were each approved and exercised, extending the TRS 
contract to July 31, 2002. A third RFP was issued by NJBPU on March 6, 2002, and AT&T was 
selected by NJBPU  to provide service beginning on August 1, 2002 for a three-year term with the 
potential for two one-year extensions.  The contract was extended until January 31, 2006. On 
February 1, 2006, as a result of a competitive procurement process, a three year contract was 
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awarded to Sprint for both traditional TRS and CapTel service. The current contract’s initial period 
was to end January 31, 2009 and was extended for one year by NJBPU. 
 
This is a procurement of the TRS term contract, presently due to expire on January 31, 2010.  
Bidders interested in the current contract specifications and pricing information may review the 
current contract T2380 at http://www.state.nj.us/treasury/purchase/contracts.htm. 
 

1.3 KEY EVENTS 
 

1.3.1 ELECTRONIC QUESTION AND ANSWER PERIOD 
 
The Purchase Bureau will electronically accept questions and inquiries from all potential bidders 
via the web at http://ebid.nj.gov/QA.aspx. 
 
Questions should be directly tied to the RFP and asked in consecutive order, from beginning to 
end, following the organization of the RFP.  Each question should begin by referencing the RFP 
page number and section number to which it relates. 
 
Bidders must not contact the Using Agency directly, in person, by telephone or by email, 
concerning this RFP. 
 
The cut-off date for electronic questions and inquiries relating to this RFP is the end of the 
Mandatory EBid Pre-bid Conference which is indicated on the cover sheet.  Bidders should 
submit questions prior to the date of the Mandatory EBid Pre-Bid Conference to give the State 
enough time to prepare answers to the questions by the bidders conference. Addenda to this 
RFP, if any, will be posted on the Purchase Bureau website after the cut-off date.  (See RFP 
Section 1.4.1 for further information.) 
 

1.3.2 SUBMISSION OF BID PROPOSAL 
 
In order to be considered for award, the bid proposal must be received by the Purchase Bureau 
of the Division of Purchase and Property at the appropriate location by the required time.  ANY 
BID PROPOSAL NOT RECEIVED ON TIME AT THE LOCATION INDICATED BELOW WILL 
BE REJECTED.  THE DATE AND TIME IS INDICATED ON THE COVER SHEET.  THE 
LOCATION IS AS FOLLOWS: 
 
BID RECEIVING ROOM – 9TH FLOOR 
PURCHASE BUREAU 
DIVISION OF PURCHASE AND PROPERTY 
DEPARTMENT OF THE TREASURY 
33 WEST STATE STREET, P.O. BOX 230 
TRENTON, NJ 08625-0230 
 
Directions to the Purchase Bureau are available on the web at 
http://www.state.nj.us/treasury/purchase/directions.htm. 
 
Note:  Bidders using U.S. Postal Service regular or express mail services should allow additional 
time since the U.S. Postal Service does not deliver directly to the Purchase Bureau. 
 
Procedural inquiries concerning this RFP may be directed to RFP.procedures@treas.state.nj.us.  
The State will not respond to substantive questions related to the RFP or any other contract via 
this e-mail address. 
 
 

http://www.state.nj.us/treasury/purchase/contracts.htm
http://ebid.nj.gov/QA.aspx
http://www.state.nj.us/treasury/purchase/directions.htm
mailto:RFP.procedures@treas.state.nj.us
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1.3.4 MANDATORY PRE-BID CONFERENCE 
 
The State of New Jersey, Department of the Treasury, Division of Purchase and Property, 
Purchase Bureau is pleased to announce the Division’s electronic procurement 
modernization process. This RFP will allow bidders the opportunity to submit their bid 
proposal electronically. 
 
A new electronic bidding “eBid” application is being made available to vendors to promote 
an easier, more efficient method to submit bid proposals. The State would like to thank the 
bidder in advance for its anticipated participation.  
 
PLEASE READ THE IMPORTANT INFORMATION BELOW REGARDING THE eBid 
PROCESS AND THE REQUIREMENTS FOR THE MANDATORY PRE-BID CONFERENCE. 
 
The purpose of the Mandatory Pre-Bid Conference is to provide a structured and formal 
opportunity for the State to accept questions from vendors regarding this RFP. 
 
The pre-bid conference will be divided in two parts: 
 
1) The first part will walk bidders through the electronic bid process. Purchase Bureau 
staff will be on hand to provide a step by step demonstration at the pre-bid conference on 
how to navigate in the new eBid website. 
 
2) The second part will be devoted to answering questions bidders may have regarding the 
technical specifications or any other aspect of the RFP. 
 
Bidders who wish to submit electronically should bring a copy of their Business 
Registration Certificate with the Department of Revenue to the conference. This certificate 
may be obtained by visiting the following website: 
http://www.state.nj.us/treasury/revenue/busregcert.htm 
 
The question and answer period may be extended if necessary after the pre-bid conference 
to allow ample time to field any additional questions generated at the pre-bid conference. 
 
Any revisions to the RFP resulting from the Mandatory Pre-Bid Conference will be 
formalized by an addendum to this RFP. Answers to deferred questions will also be 
formalized by an addendum to this RFP. Addendum, if any, to this RFP will be posted to 
the Purchase Bureau website (see Section 1.4.1. of this RFP for further information). 
 
PLEASE READ THE IMPORTANT INFORMATION BELOW REGARDING THE eBID 
PROCESS AND THE REQUIREMENTS FOR THE MANDATORY PRE-BID CONFERENCE. 
 
The date, time and location of the Mandatory Pre-Bid Conference is indicated on the cover sheet. 
The location of the conference will be as follows: 
 
Department of the Treasury-Division of Purchase and Property 
33 West State Street-9th Floor Bid Room 
Trenton, NJ 08625-0230 
 
Directions to the Purchase Bureau can be found on the following website: 
http://www.state.nj.us/treasury/purchase/directions.htm 
 
Bid proposals will be automatically rejected from any bidder that was not represented or failed to 
properly register at the Mandatory Pre-Bid Conference. 

http://www.state.nj.us/treasury/revenue/busregcert.htm
http://www.state.nj.us/treasury/purchase/directions.htm
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An attendee may represent no more than one potential bidding entity. 
 
The purpose of the Mandatory Pre-Bid Conference is to provide a structured and formal 
opportunity for the State to accept questions from vendors regarding this RFP. 

 
1.4 ADDITIONAL INFORMATION 
 

1.4.1 ADDENDA: REVISIONS TO THIS RFP 
 
In the event that it becomes necessary to clarify or revise this RFP, such clarification or revision 
will be by addendum. Any addendum to this RFP will become part of this RFP and part of any 
contract awarded as a result of this RFP. 
 
ALL RFP ADDENDA WILL BE ISSUED ON THE DIVISION OF PURCHASE AND PROPERTY 
WEB SITE.  TO ACCESS ADDENDA, THE BIDDER MUST SELECT THE BID NUMBER ON 
THE WEB PAGE AT http://www.state.nj.us/treasury/purchase/bid/summary/bid.shtml. 
 
There are no designated dates for release of addenda.  Therefore interested bidders should 
check the Purchase Bureau "Bidding Opportunities" website on a daily basis from time of RFP 
issuance through bid opening. 
 
It is the sole responsibility of the bidder to be knowledgeable of all addenda related to this 
procurement. 
 

1.4.2 BIDDER RESPONSIBILITY 
 
The bidder assumes sole responsibility for the complete effort required in submitting a bid 
proposal in response to this RFP.  No special consideration will be given after bid proposals are 
opened because of a bidder's failure to be knowledgeable as to all of the requirements of this 
RFP. 
 

1.4.3 COST LIABILITY 
 
The State assumes no responsibility and bears no liability for costs incurred by a bidder in the 
preparation and submittal of a bid proposal in response to this RFP. 
 

1.4.4 CONTENTS OF BID PROPOSAL 
 
If no negotiations are contemplated, after bid opening, all information submitted by bidders in 
response to the bid solicitation is considered public information, except as may be exempted 
from public disclosure by the Open Public Records Act, N.J.S.A. 47:1A-1 et seq., and the 
common law.  Should the State, in advance of bid opening, determine to enter into negotiations 
with bidder(s), bid proposals will not be made public until the Letter of Intent to Award is issued. 
 
A bidder may designate specific information as not subject to disclosure when the bidder has a 
good faith legal/factual basis for such assertion.  The State reserves the right to make the 
determination and will advise the bidder accordingly.  The location in the bid proposal of any 
such designation should be clearly stated in a cover letter.  The State will not honor any 
attempt by a bidder either to designate its entire bid proposal as proprietary and/or to 
claim copyright protection for its entire proposal.  In the event of any challenge to the 
bidder’s designation of confidential/proprietary materials, the bidder shall be solely responsible 
for defending its designation and the State shall have no responsibility therefore. 
 

http://www.state.nj.us/treasury/purchase/bid/summary/bid.shtml
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By signing the cover sheet of this RFP, the bidder waives any claims of copyright protection set 
forth within the manufacturer's price list and/or catalogs.  The price lists and/or catalogs must be 
accessible to State using agencies and cooperative purchasing partners and thus have to be 
made public to allow all eligible purchasing entities access to the pricing information. 
 
All bid proposals, with the exception of information determined by the State or the Court to be 
proprietary, are available for public inspection after the Letter of Intent to Award is issued.  At 
such time, interested parties can make an appointment with the Purchase Bureau to inspect bid 
proposals received in response to this RFP.   
 

1.4.5 BID OPENING 
 
On the date and time bid proposals are due under the RFP, all information concerning the   bid 
proposals submitted may be publicly announced and those bid proposals, except for information 
appropriately designated as confidential, shall be available for inspection and copying.  In those 
cases where negotiation is contemplated, only the names and addresses of the bidders 
submitting bid proposals will be announced and the contents of the bid proposals shall remain 
confidential until the Notice of Intent to Award is issued by the Director.  
 

1.4.6 PRICE ALTERATION 
 
Bid prices must be typed or written in ink.  Any price change (including "white-outs") must be 
initialed.  Failure to initial price changes shall preclude a contract award from being made to the 
bidder. 
 

1.4.7 BID ERRORS 
 
In accordance with N.J.A.C. 17:12-1.22, “Bid Errors,” a bidder may withdraw its bid as described 
below. 
 
A bidder may request that its bid be withdrawn prior to bid opening.  Such request must be 
made, in writing, to the Supervisor of the Business Unit.  If the request is granted, the bidder may 
submit a revised bid as long as the bid is received prior to the announced date and time for bid 
opening and at the place specified. 
 
If, after bid opening but before contract award, a bidder discovers an error in its proposal, the 
bidder may make a written request to the Supervisor of the Bid Review Unit for authorization to 
withdraw its proposal from consideration for award.  Evidence of the bidder’s good faith in 
making this request shall be used in making the determination.  The factors that will be 
considered are that the mistake is so significant that to enforce the contract resulting from the 
proposal would be unconscionable; that the mistake relates to a material feature of the contract; 
that the mistake occurred notwithstanding the bidder’s exercise of reasonable care; and that the 
State will not be significantly prejudiced by granting the withdrawal of the proposal.  Note: A PB-
36 complaint form may be filed and forwarded to the Division’s Contract Compliance and Audit 
Unit for handling.  A record of the complaint will also be maintained in the Division’s vendor 
performance file for evaluation of future bids submitted. 
 
All bid withdrawal requests must include the bid identification number and the final bid opening 
date and sent to the following address: 
 

Department of the Treasury 
Purchase Bureau 
PO Box 230 
33 West State Street – 9th Floor 
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Trenton, New Jersey 08625-0230 
Attention:  Supervisor, Bid Review Unit 

 
If during a bid evaluation process, an obvious pricing error made by a potential contract awardee 
is found, the Director shall issue written notice to the bidder.  The bidder will have five (5) days 
after receipt of the notice to confirm its pricing.  If the vendor fails to respond, its bid shall be 
considered withdrawn, and no further consideration shall be given it. 
 
If it is discovered that there is an arithmetic disparity between the unit price and the total 
extended price, the unit price shall prevail.  If there is any other ambiguity in the pricing other 
than a disparity between the unit price and extended price and the bidder’s intention is not 
readily discernible from other parts of the bid proposal, the Director may seek clarification from 
the bidder to ascertain the true intent of the bid. 
 

1.4.8 JOINT VENTURE 
 
If a joint venture is submitting a bid proposal, the agreement between the parties relating to such 
joint venture should be submitted with the joint venture’s bid proposal.  Authorized signatories 
from each party comprising the joint venture must sign the bid proposal.  A separate Ownership 
Disclosure Form, Disclosure of Investigations and Actions Involving Bidder, Affirmative Action 
Employee Information Report, MacBride Principles Certification, and Business Registration or 
Interim Registration must be supplied for each party to a joint venture. 
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2.0 DEFINITIONS 
 

2.1 GENERAL DEFINITIONS 
 
The following definitions will be part of any contract awarded or order placed as result of this RFP. 
 
Addendum – Written clarification or revision to this RFP issued by the Purchase Bureau.  
 
All-Inclusive Hourly Rate – An hourly rate comprised of all direct and indirect costs including, but 
not limited to:  overhead, fee or profit, clerical support, travel expenses, per diem, safety 
equipment, materials, supplies, managerial support and all documents, forms, and reproductions 
thereof.  This rate also includes portal-to-portal expenses as well as per diem expenses such as 
food. 
 
Amendment – A change in the scope of work to be performed by the contractor.  An amendment 
is not effective until it is signed by the Director, Division of Purchase and Property. 
 
Bidder – An individual or business entity submitting a bid proposal in response to this RFP.  
 
Contract – This RFP, any addendum to this RFP, and the bidder’s proposal submitted in 
response to this RFP, as accepted by the State. 
 
Contractor – The bidder awarded a contract resulting from this RFP. 
 
Director – Director, Division of Purchase and Property, Department of the Treasury.  By statutory 
authority, the Director is the chief contracting officer for the State of New Jersey. 
 
Division – The Division of Purchase and Property 
 
Evaluation Committee – A committee established by the Director to review and evaluate bid 
proposals submitted in response to this RFP and to recommend a contract award to the Director. 
 
Firm Fixed Price – A price that is all-inclusive of direct cost and indirect costs, including, but not 
limited to, direct labor costs, overhead, fee or profit, clerical support, equipment, materials, 
supplies, managerial (administrative) support, all documents, reports, forms, travel, reproduction 
and any other costs.  No additional fees or costs shall be paid by the State unless there is a 
change in the scope of work. 
 
Joint Venture – A business undertaking by two or more entities to share risk and responsibility 
for a specific project. 
 
May – Denotes that which is permissible, not mandatory. 
 
Project – The undertaking or services that are the subject of this RFP. 
 
Request for Proposal (RFP) – This document which establishes the bidding and contract 
requirements and solicits bid proposals to meet the purchase needs of the using Agencies as 
identified herein. 
 
Shall or Must – Denotes that which is a mandatory requirement.  Failure to meet a mandatory 
requirement will result in the rejection of a bid proposal as materially non-responsive. 
 
Should – Denotes that which is recommended, not mandatory. 
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State Contract Manager – The individual responsible for the approval of all deliverables, i.e., 
tasks, sub-tasks or other work elements in the Scope of Work, as set forth in Sections 8.1, 8.1.1 
and 8.1.2. 
 
Subtasks – Detailed activities that comprise the actual performance of a task. 
 
State – State of New Jersey. 
 
Subcontractor – An entity having an arrangement with a State contractor, where the State 
contractor uses the products and/or services of that entity to fulfill some of its obligations under its 
State contract, while retaining full responsibility for the performance of all of its [the contractor's] 
obligations under the contract, including payment to the subcontractor.  The subcontractor has no 
legal relationship with the State, only with the contractor. 
 
Task – A discrete unit of work to be performed. 
 
Using Agency[ies] – The entity[ies] for which the Division has issued this RFP and will enter into 
a contract. 
 

2.2 CONTRACT-SPECIFIC DEFINITIONS 
 
711 - Abbreviated dialing code for accessing all types of relay services anywhere in the United 
States.  
 
American Sign Language (ASL) - Visual language based on hand shape, position, movement, 
and orientation of the hands in relation to each other and the body.  
 
ASCII - Acronym for American Standard Code for Information Inter-exchange which employs an 
eight bit code and can operate at any standard transmission baud rate including 300, 1200, 2400 
and higher.  
 
Baud - Measure of how frequently sound changes on a phone line. 
 
Baudot - Seven bit code, only five of which are information bits. Baudot is used by some text 
telephones to communicate with each other at a 45.5 baud rate using 1 start bit, 5 data bits, and 
1.5 stop bits. This is generally incompatible with standard modems.  
 
Call Release - TRS feature that allows the CA to sign-off or be released from the telephone line 
after the CA has set up a telephone call between the originating TTY caller and a called TTY 
party, such as when a TTY user must go through a TRS facility to contact another TTY user 
because the called TTY party can only be reached through a voice-only interface, such as a 
switchboard.  
 
CapTel – a Proprietary Voice Carry-Over (VCO) captioning type service using voice recognition 
software which requires specially trained operators to provide the Communications Assistant (CA) 
function of the service.  This service allows persons with partial hearing ability to hear the other 
party and see an electronic transmission of the incoming words in almost real time. 
 
Common Carrier or Carrier – Company engaged in the business of  interstate communications 
by wire or radio as defined in section 3(h) of the Communications Act of 1934, as amended (the 
Act), and any common carrier engaged in intrastate communications by wire or radio, 
notwithstanding sections 2(b) and 221(b) of the Act.  
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Communications Assistant (CA) – Person who transliterates or interprets conversation between 
two or more end users of traditional TRS or CapTel service. CA supersedes the term TDD 
operator.  
 
Extended Message Interface (EMI) - Standard format used for exchange of telecommunications 
message information among Local Exchange Carriers for billable, non-billable, sample, settlement 
and study data. EMR format is contained in Telcordia Technologies (formerly Bellcore) Publication 
BR-010-200-010 CRIS Exchange Messaging 
 
Extended Message Record (EMR) - Standard format used for exchange of telecommunications 
message information among Local Exchange Carriers for billable, non-billable, sample, settlement 
and study data. EMR format is contained in Telcordia Technologies (formerly Bellcore) Publication 
BR-010-200-010 CRIS Exchange Messaging. 
 
Hearing Carry Over (HCO) - Form of TRS where the person with the speech disability is able to 
listen to the other end user and, in reply, the CA speaks the text as typed by the person with the 
speech disability. The CA does not type any conversation. Two-line HCO is a HCO service that 
allows TRS users to use one telephone line for hearing and the other for sending TTY messages. 
HCO-to-TTY allows a relay conversation to take place between an HCO user and a TTY user. 
HCO-to-HCO allows a relay conversation to take place between two HCO users.  
 
Non-English Languages Relay Service -  Telecommunications relay service that allows persons 
with hearing or speech disabilities who use languages other than English to communicate with 
voice telephone users in a shared language other than English, through a CA who is fluent in that 
language.  
 
Qualified Interpreter - Interpreter who is able to interpret effectively, accurately, and impartially, 
both receptively and expressively, using any necessary specialized vocabulary.  
 
Public Safety Answering Point (PSAP) -  Facility that has been designated to receive 911 calls 
and route them to emergency services personnel as provided in 47 C.F.R. §64.3000(c).  
 
Speech-To-Speech Relay Service (STS) - Telecommunications relay service that allows 
individuals with speech disabilities to communicate with voice telephone users through the use of 
specially trained CAs who understand the speech patterns of persons with speech disabilities and 
can repeat the words spoken by that person.  
 
Speed Dialing - TRS feature that allows a TRS user to place a call using a stored number 
maintained by the TRS facility. In the context of TRS, speed dialing allows a TRS user to give the 
CA a short-hand name or number for the user's most frequently called telephone numbers.  
Telecommunications Relay Services (TRS) - Telephone transmission services that provide the 
ability for an individual who has a hearing or speech disability to engage in communication by wire 
or radio with a hearing individual in a manner that is functionally equivalent to the ability of an 
individual who does not have a hearing or speech disability to communicate using voice 
communication services by wire or radio. Such term includes services that enable two-way 
communication between an individual who uses a text telephone or other non-voice terminal 
device and an individual who does not use such a device, speech-to-speech services, video relay 
services and non- English relay services. TRS supersedes the terms dual party relay system, 
message relay services, and TDD Relay.  
 
Text Telephone (TTY) - Machine that employs graphic communication in the transmission of 
coded signals through a wire or radio communication system. TTY supersedes the term TDD or 
telecommunications device for the deaf, and TT.  For many users, a computer functions as their 
TTY. 
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Three-way Calling - TRS feature that allows more than two parties to be on the telephone line at 
the same time with the CA.  
 
Video Relay Service (VRS) - Telecommunications relay service that allows people with hearing 
or speech disabilities who use sign language to communicate with voice telephone users through 
video equipment. The video link allows the CA to view and interpret the party's signed 
conversation and relay the conversation back and forth with a voice caller.  
 
Voice Carry-Over (VCO) - Form of TRS where the person with the hearing disability is able to 
speak directly to the other end user. The CA types the response back to the person with the 
hearing disability. The CA does not voice the conversation. Two-line VCO is a VCO service that 
allows TRS users to use one telephone line for voicing and the other for receiving TTY messages. 
A VCO-to-TTY TRS call allows a relay conversation to take place between a VCO user and a TTY 
user. VCO-to-VCO allows a relay conversation to take place between two VCO users. 

 

 

 




