
TRAINING TOPICS 

DA City& State Given; Area Code Unknown Answered Foreign Language 
DA Variations Transfer Menu 
Sprint International 900 # Call Processing 
International Transfer Menu 211/311/511 Requests 
Call Processing - Calling to International Number 

Device to Device to Device lntro VCO to HCO and HCO to VCO 

Device Calls Function Keys and Banner Messages HCOto HCO 
VCO to TTY and TTY to VCO Device to Device Variations 
VCOtoVCO Alternate Call Type reaches recording 
TTY to HCO and HCO to TTY 

Call Processing CA information Request for Length of Call 

Variations Area Code Only In From Number Request Long Distance Information 
Conversational Flow T-V Call and V Requests Supervisor Call 
Static or Poor Connection Backs for TTYs 
Profanity towards Agent MuHiple Calls 
Redialing Sensitive Topics 
Young Children Suicide 
Inbound Does Not Connect Abuse 
Inbound ASCII Illegal Calls 
Charges Refused 800 Number Answering Machines 
Tone Judgments Hangs Up Before Message Left 
Repeating Information Do Not Type Recorded Messages 
Restricted Calls Answering Machine Full 
Two calling from numbers Change Answering Machine Message 
LEC Service Office VCO Requests Leave Message 1st out dial 
611/811 Leaving a Message V-TTY Ans V 
Double Letters Retrieving Messages from TTY V Ans Mach 
Call Waiting Feature TTY Screener 
Conference Calls Request to Leave TTY Message on Ans 
Party Line Calls Mach 
Three-Way Calling Recordings 
Hard of hearing Customer Ans TTY Line Regional 800 
Spanish Calls to TX Sp Speaking Agents TTY Requests "Dial That Number" 
Request for Alternate Language Recording with Relay Option 
Caller Types in Alternate Language Alternate Call Recording Reached 
Voice Customer Hangs Up During a Call English/Spanish 
Variable Time Stamp Pound 
Customer Misdialed Phrase Touch Tone Phone 
TTY Customer Hangs Up During a Call Advertisements 
Non Standard TTY Capability Do Not Type Recordings 
Relaying Internet Characters Get Live Person/Rep 
TTY User Does Not Type GA Conversation Being Recorded 
Dispatch Calls- Pizza, Taxi, Carry-out Dial Number from Recorded Announcement 
Customer Referral Guidelines vco 
V-T Calls answered by Fax Conference Calls 
Customer Requests Leave Relay Number 
Holding for Inbound prior to out dial Voice Mail Retrieval 
Request for Company Information VCO Types and Voices 
Request for Information Prompting 
Request forM or F Agent Data Transmission Box 
Request Specific Agent Prompting VCO on Hold 
Agent Knows Customer Requests VCO/HCO 
Request for Relay Number HCO 
Customer Requests to Call Relay Service Requests VCO/HCO 
Request for Calling From Number Alternate Call Type Recording 
Request Telephone Number Referral Bridge Left Open 
Request for Date/Time 
Customer Requests Agent to Modify Call 



TRAINING TOPICS 

Call Take Over FCC Rule VCO 

Procedures Protocol and process flow VCOtoVCO 
TTY-Voice and Voice-TTY HCO 
ASCII VCO-TTY and TTY-VCO 

Customer Functions Procedures 

Service Language Services 

OSD Operator Services for the Deaf {OSD) Functions OSD toTRS 
TRSto OSD 

Transparency Non-Emergency Calls Network Failure 
Emeroencv Center Evacuation 

Emergency Call Emergency Calls lntro TTY -Emergency TTY Call Release 

Procedures Emergency Services Internet-Emergency 
FCC Requirements Internet {IP) Emergency 
Emergency Call Processing Instant Messenger {IM) Emergency 
Emergency Reporting Emergency Call Processing Variations 
TTY -Emergency Emergency Form 
Voice-Emeroencv 

Federal Relay FRS lntro FRS Confidentiality Policy 

Service FRS Announcement FRS Customer Information Requests 
FRS Service Explanation FRS Customer Contacts 
FRS Relay Procedures FRS Reporting 
Federal Relav Service call tvoes 

STS {Speech- Speech To Speech Training Outline Ways to Reduce/Streamline Notes 

to-Speech) STS Introduction and History Standard Abbreviations {STS) 
STS Description STS-Voice 
Disabilities Voice-STS 
Characteristics of STS users STS VCO-Voice 
Stereotypes Voice to STS VCO {TTY answer r) 
Clarifying Phrases Voice to STS VCO {VCO answer) 
Phrases to Avoid STS VCO- 2 line VCO 
STS Phone Image TTY-5TS 
STS Agent Tools STS-TTY 
Consistency Non-branded HCO to STS 
Patience STS-HCO 
Ask Yes or No Questions STS Hold Message 
No Personal Conversation STS Call Takeover 
Phrases You Can Use Confidentiality and Transparency 
Speech to Speech Alphabet Personal Conversations requests 
Transparencv/Call Controi/Confidentialitv Speech to Soeech Variations 

Hea~hy HeaHhy Detachment lntro Perception 

Detachment Objectives Ways to Reduce Stress 
Survival Skills Hospitality 
RelavTraps Phrases 

Healthy Relay A healthy approach toward Relay Setting up Workstation 
Introduction GUAM - Get Up and Move 
Objectives Ergonomic Relief 
Ergonomics Slowing the Customer Down 
Stretching Exercises Overtime 
Agent Reinforcement Relaxation 
Eraonomic Review 

Adult Leamer Understanding the Needs of the Adu~ Learner Modeling 
The learning Continuum Checking For Understanding 
Use of Different Modalities Guided Practice 
Adult Learning - Edgar Dale's Cone of Experience Independent Practice 
Elements of Lesson Design Summary 
Focus Evaluation 
The Adult Learner How to Give Effective instruction 
Objective and Purpose Questioning Guidelines 
Input Feedback- Training and Coaching 



TRAINING TOPICS 

Technique 
Trust in Management 

Assessing The Assessment Process in Training Acceptable Time Frame 

Performance Assessment Time - What is involved? Acceptable Is Relative 
Practice Time Ways to "Coach" 
Spelling Test Feedback 
Written tests Maintain Self-esteem and Motivate 
Side by side evaluations Pass/Fail Guidelines 
Typing Introduce Assessment Form 

Form Set-Uo 

Introduction to Introduction to Diversified Culture Why is there Deaf Culture? 

Diversified Objectives Attachments: 

Culture Who Uses Relay What Do You Know About Deafness (Q) 
Understanding Our Customer What Do You Know About Deafness (A) 
Special Communication Needs Myths About Deafness 
Pathological vs. Cultural View of Deafness Two Views of Deafness 
Characteristics of Deafness Loudness Levels 
The Deaf Communitv 
History in Europe Edward Miner Gallaudet 

Deaf Heritage History in North America Oral/ Combined Debate 
Alexander Graham Bell 
Introduction to the Deaf Community American Athletic Assn. of Deaf 

The Deaf National Association of the Deaf National Theatre of the Deaf 
Community Contributions to Society Assistive Devices 

Mainstreamed Schools Gainino Acceptance in the Deaf Community 
Sign Language Interpreters Changes in the Deaf Community 

The Deaf 
Different Communication Systems Rules for Using a Sign Language Interpreter 
Exposure to English Interpreting Standards 

Community DEAF President Now 
Altitude Chances toward the Deaf Community 

American Sign What isASL? Rules of ASL 

Language Part History of ASL Five Parameters of ASL 

1 ASL Recognized as Language English vs. ASL Idioms 

American Sign Evolution of ASL Translate ASL to English and Vice Versa 

Language Part ASL Syntax 

2 

TTYPhony and 
First Teletypewriter TTY Courtesy 
Evolution of the TTY Development of Relay Service Market 

TTY Courtesy Telecommunications Laws of Accesslbilitv 

Hard of hearing 
Hard of hearing and Late Deafened Customers Establishment of Self Help for Hard-of-
Characteristics of Deaf Customers Hearing People (SHHH)(Now the 

and Late Assistive Devices for Deaf Customers 'Hearing Loss Association of America' 
Deafened (HLAA)) 
Customers Relavina for Deaf Customers 

Characteristics Establishment of Association of late-Deafened Deaf-Blind, Speech-Challenged, Spanish 

of late- Adults (ALDA) Speaking and Hearing Customers 

deafened Relaying for late-deafened Customers 

Customers 

Characteristics Assistive Devices for Deaf-Blind Customers Deaf-Blind Pacing - allows the CA to slow 

of Deaf-Blind Relaying for Deaf-Blind Customers down the transmission to the Braille 

Customers machine 

Characteristics Speech-Challenged Customers Hearing customers 
of Relaying for Spanish-Speaking Customers 

other users 

Ethics and Interpreting Standards TRS Rules - Operator Standards 

Confidentiality The ADA and FCC regulations for the Provision of Relay Center Agreement Regarding 
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Agreement Regarding Confidential Information 

SPRINT TRS RELAY CENTERS AGREEMENT REGARDING CONFIDENTIAL CUSTOMER INFORMATION 

IN CONSIDERATION of: (1) my employment with Sprint/United Management Company or any subsidiary, 

affiliate, or successor-in-interest of Sprint Corporation ("Sprint"), (2) my continued employment as long 

as mutually agreeable, and (3) the opportunity to receive Sprint confidential customer information or 

other good and valuable consideration: 

AS AN EMPLOYEE OF THE RELAY SERVICES ORGANIZATION, I UNDERSTAND THAT I AM BOUND BY ALL 

SPRINT POLICIES AND SPECIFICALLY, I AGREE AS FOllOWS: 

1. All TElECOMMUNICATIONS RELAY SERVICE CAll RELATED INFORMATION SHAll BE KEPT 

STRICTlY CONFIDENTIAL I will not reveal any information acquired during or observing a relay call. I 

will only discuss call-related questions or problems with management or Human Resources. I agree to 

keep confidential all information I learn in my position for the duration of and after my employment 

with Sprint ends. 

2. NO RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY TElECOMMUNICATIONS 

RELAY SERVICE CAll SHAlL BE KEPT BEYOND THE DURATION OF THE CAll, WITH LIMITED EXCEPTIONS 

FOR AUTHORIZED COMPANY PROCEDURES. I will not keep a record of any customer information or 

conversation content beyond the duration of the call except in accordance with company procedures for 

relaying Speech to Speech calls or for billing and customer profile purposes. I will destroy all such 

records in my possession immediately upon completion of their authorized use. 

3. NOTHING MAY BE EDITED OR OMITIED FROM THE CONTENT OF THE CONVERSATION OR THE 

SPIRIT OF THE SPEAKER. I will transmit exactly what is said in the way that it is intended in the language 

of the customer's choice. 

4. NOTHING MAY BE ADDED OR INTERJECTED INTO THE CONTENT OF THE CONVERSATION OR THE 

SPIRIT OF THE SPEAKER. I will not advise, counsel, or interject personal opinions, even when asked to do 

so by the customer. 

5. TO ASSURE MAXIMUM CUSTOMER CONTROl, I Will BE FlEXIBlE IN ADAPTING TO THE 

CUSTOMER'S NEEDS. 

6. I WILl STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED TRAINING, 

WORKSHOPS, AND READING OF CURRENT LITERATURE IN THE FIELD. 

7. ALL SPRINT MATERIALS IN MY POSSESSION PERTAINING TO ANY SPRINT CUSTOMER WILl BE 

DELIVERED UPON THE TERMINATION OF MY EMPLOYMENT. 

I have read and understand the Sprint Relay center Agreement Regarding Confidential Customer 

Information. I agree to comply and understand that failure to do so will lead to company disciplinary 

action that may result in my termination and/or criminal prosecution. I also understand that 



ascertaining damages resulting from a breach of this agreement would be difficult. I agree that Sprint 

shall have the right to an injunction against me, enjoining any such breach without any obligation to 

post bond. I agree that this will be in addition to and without limiting any other remedies or rights 

Sprint may have against me. 

EMPLOYEE SIGNATURE DATE 

MANAGER/SUPERVISOR SIGNATURE DATE 

CAPTEL CONFIDENTIALITY 

Information obtained during a Cap Tel call should not be shared with any person except a member of the 

Cap Tel management staff who has asked for specific information. This information may be needed to 

clarify technical, policy, emergency, venting, consumer or customer service issues. General call 

information will not be shared unless it is used to clarify, vent, or teach. Information about call content 

should be discussed in a private area only. 

Only information critical to resolving the situation will be disclosed. This may include consumer name, 

name of business/agency, gender of caller, type of call (voice in, Cap Tel in), day of week, time of day, 

city, state, or any other details that could in some way identify a consumer. 

A Captionist may feel the need to "vent" about a call due to problems, complaints or stress from 

handling the call. The Captionlst may ask to speak to a Supervisor or other member of management (as 

long as it wasn't their call) in a private area. Clarify before the conversation you wish to "vent" about a 

call. 

The success of Cap Tel depends on quality and complete confidentiality. Consumers will be less likely to 

use the service if they feel their personal and professional calls are not kept in the strictest confidence. It 

is very important all Captionists understand and abide by the confidentiality policy. Any Captionist who 

breaks this policy will be disciplined, up to and including termination. 

Confidentiality Policy 

• I will not disclose to any individual (outside of a member of the Cap Tel management staff) the 

identity of any caller or information I may learn about a caller (including names, phone numbers, 

locations, etc.) on any Cap Tel call. 

• I will not act upon any information received while processing a Cap Tel call. 

• I will not disclose to anyone the names, schedules, or personal information of any fellow worker 

at CapTellnc. 



o I will not share any information about Cap Tel calls with anyone except a member of the CapTel 

Inc. management staff in order to investigate complaints, technical issues, etc. 

o I will continue to hold in confidence all information related to the work and calls I have 

performed while at CapTellnc. after my employment ends. 

o I will never reveal my Captionist ID number in conjunction with my name unless asked by a 

member of the CapTellnc. management staff. 

o I will not share with anyone any technical aspect of my position at CapTellnc. unless asked by a 

member of the CapTellnc. management staff. 

o I will not talk about consumers or call content with any fellow Captionists. 

o I will not listen to or get involved in calls taken by fellow Captionists. 

I have read the above Confidentiality Policy and understand a breach of confidentiality will result in 

disciplinary action up to and including termination of employment at CapTellnc. I recognize the serious 

and confidential nature of my position and therefore promise to abide by these guidelines. 

Employee Name 

Date 
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Sprint .. 
Relay 

<insert date> 

<insert carrier name> 

<insert contact name> 

<insert tel nbr or fax nbr> 

<insert email address> 

Re: <insert customer (end user name)>, <insert telephone number> 

Thank you for your interest to complete <insert carrier name> Toll calls with Sprint Telecommunications 

Relay Service (TRS). As the default Toll carrier for processing relay calls in more than thirty-two states 

(32), Sprint currently transports the traffic of customers who have selected you as their Toll carrier. 

However, many of your customers would prefer to use <insert carrier name> LD for their toll calls. At 

present, Sprint TRS is unable to send the toll calls from the regional centers or state access tandem to 

your network. Hence, this letter is being written to make you aware of a potential service-impacting 

issue regarding TRS calls and measures your company can take to ensure your customers' toll calls are 

completed through TRS. 

The Americans with Disabilities Act of 1990 mandate TRS, and TRS standards are established and are 

monitored by the Federal Communications Commission (FCC). TRS is a service that links telephone 

conversations between standard (voice) telephone users and people who are deaf, hard of hearing, 

deaf-blind, or speech disabled using Text Telephone (TTY) equipment. The State Public Utilities 

Commission manages the day-to-day operations of TRS and has contracted with Sprint Corporation to 

provide relay service in their states. 

Both, the Americans with Disabilities Act of 1990 and FCC's Order 00-56 on TRS mandate that all states 

provide TRS and that TRS users shall have equal access to their chosen interexchange carrier and to all 

other operator services, to the same extent that such access is provided to voice users. In order to 

provide this access to your customers, your company is encouraged to submit a letter of authorization 

to accept TRS calls from Sprint. 

Attachment A lists the facility-based providers who currently participate at Sprint TRS Carrier of Choice 

program. If your company (or your facility based provider) is not currently listed, please review the 

following and determine the appropriate follow-up action needed to be taken: 



Facility-based provider 

1. If you are a participating member at Sprint Carrier of Choice program, please disregard. 

2. If you are not a participating member at Sprint Carrier of Choice program, you need to establish 

a network presence at the regional centers or state access tandem and accept calls from Sprint through 

the industry method of 557 trunking and TRS billing codes of Info Digit Pair 60, 66, and 67 (see below). 

You will need to provide Sprint with your toll carrier's 557 Network Transit Selector information. 

Non-facility based provider 

1. If your underlying toll carrier is a participating member at Sprint Carrier of Choice program, 

Sprint can implement the IXC brand name and pass the toll call information to the underlying carrier's 

CIC code and 557 Transit Network Selector information. Please submit a letter of authorization that 

would advise Sprint to implement the carrier brand name and to send the toll call information to its 

underlying toll carrier. 

2. If your underlying toll carrier is not a participating member at Sprint Carrier of Choice program, 

you will need to work with your underlying toll carrier to establish a network presence at the regional 

centers or state access tandem and accept calls from Sprint through the industry method of SS7 trunking 

and TRS billing codes of Info Digit Pair 60, 66, and 67 (see below). You will need to provide Sprint with 

your toll carrier's SS7 Network Transit Selector information. 

Before you submit a letter of authorization to Sprint TRS, please consider the following four factors: 

1. Your (or your underlying toll carrier) CIC codes and SS7 Transit Network Selector information 

associated with 1+, 0+, and 0- and International dialing must be loaded into the regional (and/or state) 

access tandems. 

2. You (or your underlying toll carrier) will need to support 557 tandem interconnection. 

3. You (or your underlying toll carrier) will need to ensure that your translation tables are updated 

in order to appropriately receive, rate, and bill Sprint calls per Bellcore industry standards. Sprint calls 

are designated as ANI II Digit Pair 60, 66, and 67. 

4. If you utilize more than one underlying toll carrier to carry the toll traffic, select a single toll 

carrier that will accept Sprint traffic. 

Note: For detailed information regarding access tandem interconnection and carrier of choice 

provisioning through Sprint, please refer to ATIS/NIIF-008, the "Telecommunications Relay service

Technical Needs" document. 

Attachment B lists Sprint TRS Access Tandem Interconnection locations. The best way to provide access 

to your Toll network through relay service for your customers is to designate the 8 Sprint Regional TRS 

center/Access Tandem combinations as the points at which Sprint will hand off Toll relay service traffic 

to you. In this manner, any relay caller that wishes to use your services may be efficiently, and with 



minimal time delay, routed to your network. Should you not have a presence at one or more of the 

Sprint regional center/access tandem combinations, the traffic may be handed off at one of the regional 

center's access tandem. 

Attachment Cis a sample letter of authorization. Once Sprint receives your written request to 

participate in the Sprint TRS Carrier of Choice program, Sprint will schedule translation updates in the 

next available release (usually 30 to 90 days). Information obtained from the carriers will be used solely 

for the purpose of providing equal access for <insert carrier name> LD customers and shall be held 

proprietary. 

Sprint welcomes your company's participation in our TRS Carrier of Choice program at no cost to you if 

your company has network presence at any of our listed regional center/state access tandem locations. 

Your participation at the Sprint Carrier of Choice program will create a win-win situation for our 

customers. Through Sprint, as the relay provider, customers will be able to enjoy uninterrupted service 

and your company will be able to generate additional revenue. 

Thank you for your prompt attention to this matter. If you have any questions concerning with the 

letter, please do not hesitate to call me at <xxx-xxx-xxxx> or email at <insert email address> 

Sincerely Yours, 

<insert name> 

Program Manager, <insert state(s)> 

Sprint Relay 

CC: Michael Fingerhut, Federal Regulatory, Sprint 

<insert name>, Program Manager, Sprint 
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Attachment B Disaster. ~ecovery Pia:n'llnd'!lle(WOij(,~'ittPiair•·. 

Sprint's comprehensive Disaster Recovery Plan details the methods Sprint will utilize to cope 
with specific disasters. The plan includes quick and reliable switching of calls, Sprint's TRS 
network diagrams identifying where traffic will be rerouted if vulnerable circuits become 
inoperable, and problem reporting with escalation protocol. Besides service outages, the 
Disaster Recovery Plan applies to specific disasters that affect any technical area of Sprint's 
Relay network. 

The first line of defense against degradation is the Sprint's Relay dynamic call routing that Sprint 
employs. During a major or minor service disruption, the Sprint's Relay dynamic call routing 
network feature bypasses the failed or degraded facility and immediately directs calls to the first 
available Relay Operator in any of Sprint's fully inter-linked TRS Call Centers. ROs are trained 
in advance to provide service to other States; the transfer of calls between Centers is transparent 
to users. 

Beyond the Sprint's Relay dynamic call routing network, Sprint's TRS Disaster Recovery Plan 
details the steps that will be taken to deal with any Relay problem, and restore 
Telecommunications Relay service to its full operating level in the shortest possible time. 

STATE NOTIFICATION PROCEDURE 

To provide the State with the most complete and timely information on problems affecting Relay 
service, the trouble reporting procedure will include three levels of response: 

}> An immediate report (as defined in the contract) 

}> A 24-hour status report 

> A comprehensive final report within 5 business days 

Sprint will notifY the designated representative of the State within fifteen minutes if a Relay 
service disruption of 30 minutes or longer occurs. The report will explain how the problem will 
be corrected and an approximate time when full service will be restored. Within 24 hours of the 
Relay service disruption, an intermediate report provides problem status and more detail of what 
action is necessary. In most cases, the 24-hour report reveals that the problem has been corrected 
and that full Relay service has been restored. The final comprehensive written report, explaining 
how and when the problem occurred, corrective action taken, and time and date when full 
operation resumed will be provided to the Contract Administrator within five business days of 
return to normal operation. Examples of Relay service disruption include: 

}> TRS Switching System failure or malfunction 

}> Major transmission facility blockage of the last-leg circuits to the Relay Call Centers 

> Threat to RO safety or other RO work stoppage 

}> Loss of RO position capabilities 



Performance at each Sprint Relay Center is monitored continuously 24-hours-a-day, seven-days
a-week from Sprint's Service Assurance Monitoring Center (SAMC) in Overland Park, KS. 

DISASTER RECOVERY PROCEDURES 

If the problem is within a relay center, maintenance can usually be performed by the on-site 
technician, with assistance from Sprint's SAMC. If the problem occurs during non-business 
hours and requires on-site assistance, the SAMC will page the technician to provide service 
remedies. Sprint retains hardware spares at each center to allow for any type of repair required 
without ordering additional equipment (except for complete loss of a center). 

TIME FRAMES FO~_§!:l~~~CE RESTORATI:::oO::_N:_____ 

Complete or Partial Loss of Service Due to Sprint Relay Equipment or Facilities 

Ci Sprint Relay Call Center Equipment 

A technician is on-site during the normal business day. The technician provides parts and I or 
resources necessary to expedite repair within two hours. Outside of the normal business day, 
a technician will be on-site within four hours. The technician then provides parts and /or 
resources necessary to expedite repair within two hours. 

Iii Sprint or Telco Network 

Facilities or an outage of facilities directly serving incoming TRS Relay calls will 
immediately be routed to one of the other Centers throughout the US. No inbound calls will 
be lost. Repair oflnterexchange and Local Exchange fiber or network facilities typically 
requires less than eight hours. 

ISil Due to Utilities or Disaster at the Center 

Immediate rerouting of traffic occurs with any large-scale Relay Center disaster or utility 
failure. Service is restored as soon as the utility is restored, provided the Sprint Relay 
equipment has not been damaged. If the equipment has been damaged the service restoration 
for Sprint equipment (above) applies. 

0 Due to Telco Facilities Equipment 

A Telco equipment failure will not normally have a large effect on TRS traffic within the 
state unless it occurs on Telco facilities directly connected to the relay call center. In this 
case, normal Sprint Relay traffic rerouting will apply. 



TROUBLE REPORTING PROCEDURES 

The following information is required when a user is reporting trouble: 
Service Description 
Callers N arne 
Contact Number 
Calling to/Calling from, if applicable 
Description of the trouble 

Service disruptions or anomalies that are identified by users may be reported to the Sprint Relay 
Customer Service toll-free number at any time day or night, seven days a week. The Customer 
Service operator creates a trouble ticket and passes the information on to the appropriate member 
of Sprint's Maintenance Team for action. Outside the normal business day, the SAMC will 
handle calls from the Customer Service RO 24 hours a day, 7 days a week. The Maintenance 
Team recognizes most disruptions in service prior to customers being aware of any problem. Site 
technicians are on call at each of Sprint's twelve sites across the United States TRS call centers 
to respond quickly to any event, including natural disasters. 

MEAN TIME TO REPAIR (MTTR) 

MTTR is defined and detailed in Tables I and 2: 

The time needed to detennine the existence of a problem and its scope. 

R.pajr time by Field 

From the time repair is completed to the time the customer is notified of repair completion. 

Table I -Time to Investigate+ Time to Repair+ Time to NotifY 

8 Hours 

8 Hours 

Table 2- Current MTTR Objectives 

Sprint's Mean Time to Repair is viewed from the customer's perspective. A critical element in 
the equation is the Time to NotifY, because Sprint does not consider a repair complete until the 
customer accepts the circuit back as satisfactory. 

ESCALATION PROCEDURES 

If adequate results have not been achieved within two hours, the Contract Administrator or a user 
may escalate the report to the next level. The table below details the escalation levels. 



. ·senior ~ager, '!'ecmricalStaJif 

Office Phone Number (913-794-1!30) 

Office Phone Number 913-794-3603 



Network Support Plan 

NETWORK DESIGN 

Sprint's service is provided over an all-fiber sophisticated management control networks that 
support backbone networks with digital switching architecture. These elements are combined 
to provide a highly reliable, proven, and redundant network. Survivability is a mandatory 
objective of the Sprint network design. The Sprint network minimizes the adverse effect of 
service interruptions due to equipment failures or cable cuts, network overload conditions, or 
regional catastrophes. 

A 100 percent fiber-optic network provides critical advantages over the other carriers. These 
advantages include: 

G Quality 

Since voice and data are transmitted utilizing fiber optic technology, the problems of 
outdated analog and even modem microwave transmission simply do not apply. Noise, 
electrical interference, weather-impacting conditions, and fading are virtually eliminated. 

Iiiii Economy 

The overall quality, architecture, and advanced technology of digital fiber optics make 
transmission so dependable that it costs us less to maintain, thereby passing the savings 
on to our customers. 

Iii Expandability 

As demand for network capacity grows, the capacity of the existing single-mode fiber can 
grow. Due to the architecture and design of fiber optics, the capacity of the network can 
be upgraded to increase 2,000-fold. 

1:;] Survivability 

Network survivability is the ability of the network to cope with random disruptions of 
facilities and/or demand overloads. 

Sprint has established an objective to provide 100 percent capability to 
reroute backbone traffic during any single cable cut. This is a si1:nific:11nt 

benefit to and a competitive 
differentiation of the Sprint network. 

--~~~~-~----~--~~--~---~-~~ 
Network switched services are provided via 49 Southern Telecom DMS-250/300 switches at 
29locations nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and 
Stockton, CA, serve as international gateways. The remaining 46 switches provide switching 
functions for Sprint's domestic switched services. 



Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that 
inter-machine trunk (IMT) groups connect each switch with all other switches within the 
network. Each of these IMT groups is split and routed through the Sprint fiber network over 
SONET route paths for protection and survivability. As an extra precaution to preclude any 
call blockage, Dynamically Controlled Routing (DCR) provides an additional layer of 
tandem routing options when a direct IMT is temporarily busy. 

Reliability is ensured through a corporate commitment to maintain or surpass our system 
objectives. Beginning with the network design, reliability and efficiency are built into the 
system. Sprint continues to improve the network's reliability through the addition of new 
technologies. 

The effectiveness of this highly reliable and survivable network is attributed to the redundant 
transmission and switching hardware configurations, SONET ring topology, and 
sophisticated network management and control Centers. These factors combine to assure 
outstanding network performance and reliability for the State. 

NETWORK CRITERIA 

ll1il System Capacity 

The Sprint network was built with the capacity to support every interLAT A and 
intraLATA call available in the US. With the continuing development of network fiber 
transmission equipment to support higher speeds and larger bandwidth, the capacity of 
the Sprint network to support increasing customer requirements and technologies is 
assured well into the future. 

liill Service Restoration 

Sprint provides for the restoration of service in the event of equipment malfunctions, 
isolated network overloads, major network disruptions and national/civil emergency 
situations. In the event of service disruption due to Sprint's equipment, service typically 
is restored within four hours after notification. Sprint does everything possible to prevent 
a total outage at its switch sites or at any of its' POPs through the use of advanced site 
designs. All processors, memory, and switch networks within our switches are fully 
redundant. All switch sites are protected by uninterruptible power supplies and halon 
systems planned in conjunction with local fire departments. Most of our new sites are 
earth sheltered to increase survivability. A multi-pronged program is used to minimize 
outages: 

liS! Minimized "single points of failure" including: 

)> Diversification of all facilities' demands between switch sites. All switch sites are 
connected to the long haul network over at least two separate Sprint fiber routes; many 
have three paths. 

)> Deployment of multiple switches at large switching Centers. This prevents a single 
switch outage from disabling the site. 



)> Have systems in place allowing for the rapid redeployment of network resources in case 
of a catastrophic outage. Fiber cuts, which can affect thousands of calls at several 
locations, are sometimes unavoidable. Response to these outages is maximized through 
the following procedures: 

)> Utilization of established plans to respond effectively to these outages. 

)> The capability to rapidly deploy network transmission facilities when needed. 

)> Immediate execution of alternate routing in the digital switches and cross-connect 
systems to assist in the handling of temporary network disruptions and forced overloads. 

The entire spectrum of survivability needs, expectations, and requirements can be met by 
the proper engineering of customer and Sprint switches and facilities. 

FIBER BACKBONE LOOP TOPOLOGY AND RECONFIGURATION 

Fiber optic cable routes are designed to include redundant capacity to insure survivable fiber 
optic systems. Sprint's SONET network, using four-fiber bi-directional line switched ring 
capability, allows automatic switching to alternate paths to provide for traffic rerouting in the 
event of a route failure. The SONET fiber optic backbone topology is currently designed 
with more than I 00 overlapping rings to ensure sufficient alternate paths for total network 
survivability. 

SPRINT ROUTE OUTAGE PREVENTION PROGRAMS 

llli Call Before You Dig Program 

This program uses a nationwide 1-800 number interlinked with all local/state government 
utility agencies as well as contractors, rail carriers, and major utilities. Sprint currently 
receives in excess of 60,000 calls per month for location assistance over the 23,000-mile 
fiber network. 

liiil Awareness Program 

This Sprint program proactively contacts local contractors, builders, property owners, 
county/city administrators, and utility companies to educate them on Sprint's cable 
locations and how each can help eliminate cable outages. 

l!i:t Route Surveillance Program 

This is a Network Operation's department program using Sprint employees to drive 
specific routes (usually 120 miles) and visually inspect the fiber cable routes. This 
activity is performed an average of 11.6 times per month or approximately once every 2-
3 days. 



~Ell Technician Program 

Technicians are stationed at strategic locations and cover an area averaging 60 route 
miles. Each technician has emergency restoration material to repair fiber cuts on a 
temporary basis. Other operations forces within a nominal time frame accomplish total 
repatr. 

~Ell Fiber/Switch Trending Program 

This includes a weekly summary of equipment failure events highlighting bit error rate 
(BER) and cable attenuation. As a result, Sprint identifies potential equipment problems 
and monitors performance degradation to establish equipment-aging profiles for 
scheduled repair, replacement, or elimination. Aging profiles are computer-stored 
representations of the characteristics of a fiber splice. The profile is stored at the time the 
splice is accepted and put into service. A comparison of the original profile and current 
profile are compared for performance degradation. Maintenance is scheduled based on 
this type of monitoring. 

NETWORK MANAGEMENT AND CONTROL SYSTEMS 

Surveillance for the Sprint network is managed by the Network Operations Center located in 
Overland Park Kansas. In the event of a network problem causing customer degradation of 
service, Network Operations will notifY the Service Assurance Management Center (SAMC) 
of Sprint's TRS Group. SAMC will then notifY the appropriate PSC with a description of the 
problem and an estimated time of repair. 

INBOUND CALL ROUTING 

Sprint incorporates a dynamic routing system that continuously monitors circuit and RO 
availability to ensure calls are answered within the required time frames. This includes 
reporting for the long distance network and equipment, which many Relay providers are 
unable to provide, as well as reporting for the Relay network. 

""·-~""""'~--~~~~-"'''~~"'---

Sprint's inbound configuration ensures that if an issue is identified anywhere 
in the network, it will be promptly addressed and reported. 

The Call Monitoring Architecture diagram in the figure below depicts the standard inbound 
call path to Sprint's Relay Center. Unlike other Relay providers, Sprint monitors each leg of 
the inbound call path at the points shown to ensure the call reaches the Relay Center with 
little to no blocking. 



Call Monitoring 
Architecture 
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Call Monitoring Architecture Diagram 

The Network Design Configuration for Outbound Calling in the figure below indicates the 
extensive complexity of Sprint's Relay platform, including standard call paths for local, 
intra-state, regional 800, and COC calls. 

CALL 
ROUTING 

Outbound Routing Diagram 



CapTel Disaster Recovery Plan 

CAPTEL OUTAGE PREVENTION STATUS 

Sprint will provide FCC compliant Cap Tel® service from the two CapTel call centers in 
Madison and Milwaukee, WI. Sprint's Cap Tel vendor Cap Tel Inc. (CTI) operates the two 
current CapTel and WebCapTel® call centers in the nation. These unique centers operate with 
enough terminals for 200 ROs each, along with support personnel, Technicians, and Supervisors. 

Both CapTel call centers are equipped with redundant systems for power, ACD/telecom 
switching equipment, call processing servers, data network servers, and LAN gear. Most 
equipment failures can be corrected without complete loss of service. 

Having two Cap Tel call centers ensures minimum interruptions in service if something 
unexpectedly halts operations in one center or the other such as a flood or a tornado. In those 
instances, traffic from one Center can automatically be routed to the other. 

SPRINT OUTAGE NOTIFICATION FROM CAPTEL CALL CENTER 

Performance at the Cap Tel call center is monitored continuously by CTI technicians 24 hours a 
day, seven days a week. Sprint will be notified by the Cap Tel Service Center Manager 
immediately upon determination of any type of natural or man-made problem that causes either: 

> A complete (100 percent) loss of the Cap Tel Service Center, OR 

> Any partial loss of service in excess of 15 minutes that is service affecting. 
Examples of such a loss in service include: 

\1'!1 An accidental switch rebooting 

I'll Loss of transmission facilities through the telephone network 

iii Terrorist attack 

Ill Bomb threat or other work stoppage 

Ill Sudden loss of agent position capabilities. 

m Impact to minimum ASA I Speed of Answer times 

II Acts of God 

Contact from the Cap Tel Service Center Manager or designated CTI contact person will be made 
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the 
above criteria, 24 hours a day, seven days a week including holidays with the following 
documentation: 

1.) What time did the outage happen in CENTRAL TIME? 



2.) What caused it? 

3.) Which customers are (or were) impacted? 

4.) What is (was) the solution to restore service? 

5.) What is the time that service will be (or was restored by) IN CENTRAL TIME? 

Sprint will internally escalate outages in the following manner: 

Table 44- Sprint CapTel Outage Escalation 

SPRINT PROCEDURE FOR OUTAGE NOTIFICATION TO CONTRACT 
ADMINISTRATORS 

Upon receiving notification from CTI, Sprint will have one of the below managers contact the 
Contract Administrator, depending on availability: 

Sprint Customer Notification Procedure 

Upon receiving notification from CTI, Sprint will assess the problem and contact will be made 
by email to the Contract Administrator. 



In cases of partial loss of service, such as several inoperable RO positions or, local area network 
outages, the CapTel Center on-site technician will notify Cap Tel Service Center to schedule 
repair. Only those partial losses of service that are service affecting in excess of 30 minutes will 
be emailed to the state Contract Administrator. 

If the problem is within the Cap Tel call center, maintenance can usually be performed by the on
site technicians. Hardware spares are retailed at the CapTel call center to allow for the most 
common type of repair required without the ordering of additional equipment. 

DISASTER RECOVERY FOLLOW -UP 

Upon notifying customers of an outage, Sprint's contact person will provide regular updates 
from CTI to all customers and internal team members. The follow up will be kept in sync with 
Cap Tel Customer Service so that the information shared with customers from CTI is the same as 
what customers receive from Sprint. 

DISASTER RECOVERY POST-MORTEM DOCUMENTATION 
-------------------

Within 72 hours (3 days) after the outage is resolved, CTI will provide a formal written analysis 
of the outage to the designated Sprint people (outlined above). 

Sprint will send a document with the analysis to the Contract Administrator. John Moore will be 
the primary point-of-contact for the letter to be shared with customers. If John Moore is not 
available, then Angie Officer will provide the letter directly to customers. 

I) What time did the outage happen in CENTRAL TIME? 

2) What caused it? 

3) Which customers are (or were) impacted? 

4) What is (was) the solution to restore service? 

5) What is the time that service will be (or was restored by) IN CENTRAL TIME? 

6) What will Cap Tel, Inc do to prevent this from happening again? 

CTI will be available to answer questions from Contract Administrators through Sprint. 

TIME FRAMES FOR SERVICE RESTORATION 

liili Complete loss of service due to equipment 

» Normal business day- A technician is on site during the normal business day. The 
technician will provide parts and/or resources necessary to expedite repair of the most 
common problems within two (2) hours. 



» Outside of the normal business day- A technician will be on-site within four ( 4) hours. 
The technician will then provide parts and/or resources necessary to expedite repair of the 
most common problems within two (2) hours. 

1111 Due to Utilities or Disaster at the Center- Service will be restored as soon as the utility is 
restored provided the equipment was not damaged. If the equipment was damaged then refer 
to the timing in the statement previous (Due to Equipment). 

l!li Due to Telco Facilities Equipment- A technician will be dispatched as necessary. The 
normal Telco escalation procedures for a partial outage will apply: 

> Two hours at first level, 

» Four hours at second level 

> Eight hours at third level 

These hours of escalation are all during the normal business day, so a trouble ticket may be 
extended from one day to the next. 

lid Partial loss of service - Due to Equipment 

> Normal business day- A technician is on site during normal business hours. The 
technician will provide parts and/or resources necessary to expedite repair of the most 
common problems within four ( 4) hours. 

> Outside of the normal business day- A technician will be on-site within eight (8) hours. 
The technician will then provide parts and/or resources necessary to expedite repair of the 
most common problems within four (4) hours. 

l'2ll Due to Position Equipment- A technician will be on-site within eight (8) hours, provided 
there are not enough positions working to process the forecasted traffic volumes. The 
technician will provide parts and/or resources necessary to expedite repair within 48 hours. 
If there are enough positions functional to process the forecasted traffic, the equipment will 
be repaired as necessary by Sprint. 

111 Due to Telco Facilities Equipment- A technician will be dispatched as necessary by Sprint. 
The normal Telco escalation procedures for a partial outage will apply: 

> Eight hours at first level 

> Twenty-four hours at second level 

These hours of Telco escalation are all during the normal business day, so a service request 
may be extended from one day to the next. 



TROUBLE REPORTING PROCEDURES (FOR INDIVIDUAL CUSTOMERS TO 
CUSTOMf:J~ SERVICE) _______________________________ _ 

All calls concerning customer service issues should be placed by dialing the Cap Tel Customer 
Service at 1-888-269-7477 (800-482-2424 TTY) in English (866-670-9134 for Spanish). A 
Customer Service agent will take information concerning: 

1!!! Callers Name 

!ll Contact Number 

r.1 Calling to I Calling from if applicable 

':l Description of the trouble 

r;; Customer service can also be reached by emailing captel@captelmail.com. 

Report service affecting trouble to Customer Service during normal business hours. Escalations 
of service affecting issues during normal business hours are followed below: 

Table 46 -Cap Tel Customer Service Escalation Procedures 

ALTERNATIVE USAGE FOR CAPTEL PHONE DURlNG OUTAGE FOR VCO USERS. 

CapTel phones are equipped with the capability to connect to traditional relay services even in 
the event that the captioning service is not available. 
In the event that a user cannot reach the captioning center, and the user desires to use any form of 
available relay to connect their call, the user can dial7-l-l (user must dial only 7-1-1 and not a 
relay 800 number in order to change to VCO mode) and be connected to the in-state relay call 
center. Their call will be processed via VCO instead of captions. In VCO mode, no audio from 
the called party will be processed- just like any other traditional VCO call 
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Complaint Tracking for WV (09/1612009-05/31/2010). Total Customer Contacts: 1 

Tally Date of Nature of Complaint Datec:l Explanation of Resolution 
Com pl. Resolution 

1 11/09109 Customer was upset and typed, "I waited and waited, rang 11111/09 The Relay Operator was not able to remember the call but 
two times, stopped, and no answer." The Customer Service has been coached on proper procedure. 
Representative tried to clarify with the customer if they were 
upset about not being kept informed of what was happening, 
but was unable to get a dear understanding of the exact 
issue. The Customer Service Representative apologized to 
the customer and ass...-ed the complaint wotJd be forwarded 
to the Relay Operators supervisor. Customer did not want 
follow up. 

Dale Generated: Mon. Jun. 7th, 2010@ 09:12:22 AM CT 
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Complaint Tracking for WV (06101/2010-05131/2011). Total Customer Contacts: 2 

Tally Date of Nat"e of Complaint Date of Resokrtion Explanation of Resolution 
Complaint 

1 06121110 West Virginia voice and TTY lines were not accessible. A 06/21110 The Relay Program Manager followed up with the customer 
customer received error messages that both numbers have to be sure the lines for West Virginia are working and they 
been disconnected. The Customer Service Representative currently are working. 
apologized fOr the problem and opened a trouble ticket. 

2 07/12110 A West Virginia voice customer has been unable to reach 7/16/2010 A technician did test cals and the cans went through. The 
West Virginia Relay via 711 or the relay number. The Relay Program Manager did a test cal and the call did not 
customer reaches a recording that says, "we're sorry, your go through. After a repeated try by the Relay Program 
cal cannot be completed as dialed.M The Customer Service Manager, the call did go through. The Relay Program 
Representative apologized for the Inconvenience. The Manager contacted the technician to reopen the trouble 
Customer Service Representative checked the number and ticket. The technician f~gured out that the root cause of the 
got the same result. A foaow-up has been requested. problem was a configuration Issue on the Avaya S\Wch Fix. 

The files were updated on July 16, 2010 'Mih the correct 
information. This issue has been closed and customers may 

now make cals. 

Date Generated: Thu, Jun. 2nd, 2011@ 02:20:19 PM CT 



Sprint~ 
Relay 

West Virginia FCC 
2011- 2012 

Complaint Log 



Complaint Tracking forWV (06101/2011..05131/2012}. Total Customer Contacts: 0 

Tally loateotComplaint INature of Complaint Date of Resolution IExplanation of Resolution 
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Website 

1-800-982-8771 
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Karl A. Ewan 
1324 Rutherford Lane 
Suite 120 
Austin, TX 78753 
karl.a.ewan@sprint.com 
(512) 354-2728 

David Howell, Utility Analyst 
Public Service Commission of West Virginia 
201 Brooks Street 
Charleston, WV 25323 

Dear Mr. Howell, 

Sprint) 
Relay 

The fiscal year of March 2010 to February 2011 has given Sprint Relay another opportunity to serve 
its West Virginia consumers with top-quality relay services, outreach education and dedication. 

As a Relay Program Manager, I work closely with a subcontractor who provides education about 
West Virginia Relay telecommunications relay services along with CapTel products and services. 
Our outreach efforts connected with businesses and consumers in the following towns: 

• Alderson • Hinton • Princeton 
• Barboursville • Huntington • Rainelle 
• Beckley • Hurricane • Ronceverte 
• Chapmanville • Logan • Spencer 
• Charleston • Martinsburg • Union 
• Fairmont • Maxwelton 
• Fayetteville • Oak Hill 

Additionally, to satisfy consumers' needs to keep up with changing trends and enhanced technology, 
the CapTel 200 phone was replaced with the newer CapTel 800 model. 

Sprint is pleased to receive a contract extension for relay service provision to West Virginia 
consumers until August 2011. Sprint thanks the West Virginia Public Service Commission, the 
West Virginia Association of the Deaf, state relay users and the community for the opportunity to 
provide quality relay services and outreach education. 

Sprint looks forward to continuing our working relationship. 

Sincerely, 

Karl Ewan 
Relay Program Manager 
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Outreach and Marketing 
The Relay Program Manager is assisted by a subcontractor in educating the public on relay services, 
as well as CapTel and Sprint Relay services. 

Outreach Activities 
Brochures about West Virginia Relay were dispensed at various locations, including: 

• Health and human resources offices 
• Public libraries 
• Audiology and hearing aid services 
• Vocational rehabilitation services 
• Community and technical colleges 
• West Virginia School for the Deaf and Blind 
• Nursing and health centers 
• Churches 
• Veteran Administration offices 

Website Statistics 
To monitor trends on the West Virginia Relay 
website at www.westvirginiarelay.com, the Relay 
Program Manager received a monthly report 
identifying the most accessed pages. During this 
fiscal year; there were 33,028 hits, representing 
requests made to the server. The chart at right 
shows a monthly breakdown. 

Marketing 
West Virginia Relay products and services continued to be promoted via brochures, instructional 
and marketing flyers, mass e-mails, and one-on-one settings. 

A newsletter offering CapTel tips, announcements, and other helpful CapTel information was also 
distributed to subscribers. 

4 
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Relay Enhancements 
20th AnniversaryTRS Enhancements 

Sprint'). 
Relay 

• • 
• Celebrates r (" Yam of • 
1990-2010 l.Uservice 

For the past 20 years, Sprint has provided simple, instant, 
enriching and productive relay experiences. To continue this 
legacy, Sprint is excited about enhancements offered to the State 
Telecommunications Administrators of Relay by Sprint (STARS) 
members at no additional charge. The enhancements, announced 
at the June 1-4, 2010, conference in Kansas, include speech-to
speech (STS) outreach and customer service, STS e-mail call set· 
up, and an enhanced customer database profile. 

Speech-to-Speech Outreach and Customer Service 
In 2010, Sprint launched www.SprintSTS.com to educate users about the 
availability and benefits of STS Relay. Sprint now has a dedicated, 24-hour 
toll-free STS customer service number as well as an STS customer service 
e-mail address. 

STS E-mail Call Set-Up 

-· ... 

-= == 

Originally launched for Sprint's New Zealand Relay customers, Sprint will Sprint Relay's 
make STS E-mail Call Set-Up available for STS users in the United States. STS website 
This enhancement makes completing a call easier by allowing an STS user 
to e-mail information before initiating the call, such as the number to be dialed, who the STS user 
wants to speak to, special instructions and subject matter. This feature cannot be used to request a 
specific communication assistant (CA), schedule an STS call or be used in lieu of placing a live call. 

Enhanced Customer Database Profile 
Originally developed for one of Sprint's states, Sprint now offers a new Enhanced Customer 
Database Profile, including: 

• Additional standard call-processing preferences 
• Added security to protect user information 
• Online access to view and update profiles 
• Ability to be used with any Sprint Relay state or Sprint IP relay service 

Additional TRS Enhancements 
Sprint continues to: 

• Provide monthly training updates to its relay operators, 
• Perform quarterly quality tests on its relay operators to ensure that all criteria for 

passing quality tests have been met, 
• Provide refresher training where needed, and 
• Develop enhancements on an as-needed basis. 



West Virginia 
Relay operator training for TRS enhancements included: 

• Confidentiality, detachment and desensitization refreshers 
• Desktop refresher training: Customer Database Profile/Preferences 
• Relay operator-initiated three-way calling refresher 
• STS: Customer-featured training video and training guide 
• STS: On-going skill training including hearing, understanding, and re-voicing for a variety 

of speech disabilities 

Additional features were an updated initial TRS training plan, monthly call center team conference 
calls with Sprint Quality Assurance Program Managers, and a monthly customer service initiative 
newsletter. 

CapTel Enhancements 
CapTel is a technology allows word-for-word captions of telephone conversations. The CapTel 
phone looks and works like any traditional phone, with callers talking and listening to each other, 
but with one difference: captions are provided live for every phone call. The captions are displayed 
on the phone's built-in screen so the user can read the words while listening to the other party's 
voice. If the CapTel phone user has difficulty hearing what the caller says, he or she can read the 
captions for clarification. Two improvements took place this fiscal year: 

• Replaced the standard CapTel 200 phone with the CapTel 800 phone 
• Improved jurisdiction and roaming capabilities to be more like TRS, such as being billing

based on the ANI of the originating call instead of a CapTel phone's ESN 

Sprint,~ 
cap Tel" 

CapTe/Logo 
In early spring 2010, to differentiate CapTel from Sprint and Sprint Relay, 
a stand-alone CapTel logo was created, shown at left. 
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West Virginia Relay Statistics 
The following charts indicate the trends in the annual total number of session minutes and calls, 
average speed of answer and service level, and contacts with customers. The numbers reflect 
the traditional relay services (such as TTY, Voice, Spanish TfY and Voice, VCO, Telebraille, and 
STS) currently provided by West Virginia Relay. 

See appendix for a complete statistics report. 

Session Minutes 
Figure 1 indicates the total monthly session minutes 
processed through West Virginia Relay. The total 
of 177,774 minutes includes all aspects of TRS 
services, except STS and CapTel. 

Relayed Call Volume 
Figure 2 depicts the total number of completed 
calls processed through West Virginia Relay. The 
calls include local, intrastate (both intralata and 
interlata), interstate, general assistance, toll-free, 
directory assistance, international, busy ring/no 
answer, and others. Relayed call volume totaled 
66,392 calls this fiscal year. 

Call Origination voice 
On average, TfY and TurboCode consumers 4.86% 
originated approximately 16 percent of the 
West Virginia Relay calls, with CapTel being the 
predominant figure at 69 percent. Figure 3 shows 
call type by percentage. 

Figure 3: 
Call Origination 

TIY 
9.52% 

Others 
.04% 
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Average Speed of Answer and Service Level 
Figure 4 illustrates that Sprint has once again exceeded the speed of answer requirement throughout 
the year. "Speed of answer" identifies the number of seconds required to answer a call. The daily 
requirement is that 85% of all calls are answered within 10 seconds. The Average Speed of Answer 
(ASA) for this fiscal year was 1.26 seconds and the Service Level (SVL) was that 94.4% of calls 
were answered within 10 seconds. 

FCC Annual Customer Contact Log 
West Virginia Relay Customer Service handled customer contacts regarding: 

• Customer database profiles 
• Technical issues 
• Operator performance 
• Informational materials 
• Customer commendations 

The Relay Program Manager prepares and submits the mandatory Federal Communications 
Commission (FCC) Annual Customer Contact Log Report for TRS and CapTel to the West Virginia 
Public Service Commission and the FCC. 
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West Virginia Cap Tel Statistics 
The following charts indicate the trends of the annual 
total number of session minutes. 

Session Minutes 
A breakdown of monthly minutes is shown in Figure 
5. This fiscal year's CapTel session minutes totaled 
294,541. 

Call Volume 
A total of 74,781 Cap Tel calls were generated in this 
fiscal year. A breakdown of monthly call volume is 
indicated in Figure 6. 

Figure 7: CapTel 
Call Origination 

Call Origination 

Annual Repor_~ 

Figure 7 indicates that most West Virginia Relay CapTel calls 
were initiated by CapTel users. 

FCC Annual Customer Contact Log 
The Relay Program Manager prepares and submits the mandatory FCC Annual Customer Contact 
Log Report for TRS and Cap Tel to the West Virginia Public Service Commission and the FCC. 
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Sprint Relay Enhancements 
VRS Software 
As of March 2010, Sprint Relay customers can 
download Sprint Video 4G software at no charge. 

FCC Updates 
Sprint continues to maintain open communication 
with FCC and NECA, and awaits an official 
announcement on potential billing changes. 

Video Mail 
There are three ways for relay users to access 
video mail messages. 

1. E-mail attachments (WMV and 3GP) 
2. Web-based customer profile 

a. Access to video mail via My Mail 
b. Default or customized text message 

for video interpreters 
3. Sprint Video 4G software 

a. Customized video greeting message 
b. Individual PIN to access mailbox 
c. Access to video mail messages via mailbox 

IP Relay 
During this fiscal year, Sprint added the following 
services and features: 

• Sprint IP using Google Talk. 
• Address book and speed dialing for Sprint 

IP using AIM and Sprint IP using Google 
Talk. 

• Website for users to register for service 
and local phone numbers for each product; 
this website is at www.mysprintrelay.com. 

• Voice-to-Sprint IP Relay customers via 
10-digit local phone numbers. 

• Voice-to-AOL AIM Relay customers via 
10-digit local phone numbers. 

• Voice-to-Google Talk Relay customers via 10-digit local phone numbers. 
• E911 service for Sprint IP, Sprint IP via AIM and Sprint IP via Google Talk. 
• Identity and address verification process for Sprint-registered users. 
• Systems that allow users who have registered with any relay provider to make non

emergency IP and IM relay calls. 


