Description of Arkansas Relay Service (“ARS”)

The Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation (“ADHITS”) was created pursuant to Act 1080 of 1997 (Ark. Code Ann. § 25-29-101, et seq.) by the Arkansas Legislature.  Pursuant to that Act, ADHITS was incorporated as a nonprofit corporation on August 12, 1997.  The Act (attached as Exhibit “A”) vested the responsibility for ARS in ADHITS.  Prior to that time ARS was provided by Arkansas Relay Services, Inc. under the auspices of the Arkansas Public Service Commission.


ADHITS’ initial contract for ARS was with MCI, which had provided service through a contract with Arkansas Relay Services, Inc. in effect when ADHITS was created.  Prior to the expiration of that contract, ADHITS submitted a Request for Proposal to all providers of relay service.  After a thorough review of all proposals, ADHITS selected Southwestern Bell Telephone (“SWBT”) as its provider.


The ARS contract with SWBT was for an initial term of three (3) years, commencing January 1, 1999, and provided an option to extend the contract for an additional two years.  That option was exercised by ADHITS and the contract will remain in effect through December 31, 2003.


Pursuant to ADHITS’ ARS contract with SWBT, SWBT agrees to at all times be compliant with FCC regulations.  Since the commencement of the contract, all FCC mandates, including the following, have been implemented and remain in effect:


 1.
Speech-to-Speech;


 2.
Spanish TRS;


 3.
900 Number Relay;


 4.
711 Access;


 5.
PSAP Transfer;


 6.
Emergency Number DB;


 7.
Typing Test Development;


 8.
Typing Test Additional;


 9.
Recording Devices; and


10.
VCO to VCO.


Ability of Arkansas Relay Service to meet or exceed all operational, technical, and functional minimum standards contained in 47 C.F.R. Section 64.604.
Note:
Abbreviations and terms used are as follows:



Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation (“ADHITS”)



Arkansas Relay Service (“ARS”)



Request for Proposal for relay services (“RFP”)



ADHITS’ contract  with SWBT (“Contract”)


The RFP (“Exhibit “B”) and Contract demonstrate that SWBT has contracted to meet the requirements as specified therein, as well as all additional FCC requirements.


The Subsection references below refer to the FCC's rules contained in 47 C.F.R. Section 64.604, Mandatory Minimum Standards.

(a)
Operational Standards:
1.
Communication Assistant (“CA”) Standards

All CAs must first complete an intensive three-week training course written by the Deaf staff, and taught by the ARS Deaf Support Specialists and Service Assistants.  The training sessions comprise small classes, seminars, briefing sessions and workshops.  CAs are trained in interpretation of typewritten ASL, deaf culture, languages and etiquette, and emergency call procedures, to name a few.  Topics of national and regional concern are also discussed to sensitize CAs to current trends, legislation and policy issues.  CAs are evaluated on a regular basis.


All CAs are required to meet all necessary proficiency requirements. CAs must be able to quickly and accurately type conversations. This includes but is not limited to:

CAs must pass a typing test of 60 words per minute prior to employment at the relay center.  In addition, proficiency in voice-to-text is required at the end of three months with a minimum of 60 words per minute.  This is assessed by timing a CA for 5 minutes while an instructor is voicing a message to him/her.  

CAs must meet or exceed the requirement for basic skills in English grammar as outlined by the RFP.  CAs are required to have a high school education or equivalent upon employment.

CAs must pass a spelling proficiency exam as specified in the RFP.  

CAs must be able to translate limited written English with 90% accuracy before they are considered fully trained.  Our vendor has found that actual experience in relaying calls drastically improves this skill; therefore, its current turnover rate (less than 10%) contributes heavily to the quality of calls relayed.

CAs must pass a test to be administered at the end of three months which will ensure a CA’s diction, clarity and formality of speech at a level appropriate to communication between business professionals.  In addition, CAs are trained in courtesy and customer service.

The vendor requires all prospective CAs to take and pass a quantifiable, performance‑based Relay CA Proficiency Examination.  Any CA who cannot pass this examination within a three‑month training period shall not be utilized as a relay CA. 

This exam was developed with the expertise of human resource personnel, Deaf culture specialists, certified interpreters and telecommunication experts.  It consists of three parts using a variety of question formats: multiple choice, true/false, fill-ins, and essay.  The exam is designed to ensure that only the most qualified employees retain the positions of Relay CAs.  The test material is confidential and is not available to the CA before testing time.  The test is changed periodically.

All ARS employees receive initial training, as well as ongoing training, in the area of disability awareness.  Deaf Support Specialists, a Community Relations Team, Deaf and Speech Impaired community leaders, and professionals in the field of disability awareness conduct this training.  

2.
Confidentiality and Conversation Content

Our vendor has developed several policies regarding confidentiality, which are strictly administered and inflexible.  Among them are:

1. Each employee will sign a confidentiality statement upon employment;

2. The confidentiality statement will be reviewed, discussed and signed by each employee quarterly;

3. The Code of Business Conduct will be reviewed and signed annually;

4. The importance of confidentiality will be stressed repeatedly during initial training as well as in all subsequent training and reviews.  Emphasis will be made to prevent unintentional disclosure of confidential information;

5. Confidentiality Awareness Training is given annually.  

6. Periodic reviews are conducted to ensure customer rights and the integrity of relay services;

7. Ergonomically designed workstations are provided which reduce environmental sound.  This ensures that conversations will not be easily overheard by other employees.


These factors, in conjunction with stringent security access to the Relay Office, ensure complete confidentiality.  Each CA is required to sign the following Confidentiality Statement upon employment as a CA.

Confidentiality Statement
Upon employment at the Arkansas Telecommunications Relay Service (ARS), I will keep any and all information learned during a relay call strictly confidential, including names of customers.  I will at no time, in any way, repeat any portion of any conversation relayed, or overheard, outside the confines of the CA room.  Neither will I disclose my CA number to anyone outside the employment of the ARS.  I realize that committing such a breach of confidentiality will result in disciplinary action up to and including termination of employment.

I understand and agree to abide by this confidentiality statement both during and after termination of my employment with the ARS.  Likewise, I realize that declining to sign this form will not exempt me from disciplinary actions should I commit a breach of the above Confidentiality Statement.

Employee’s Signature_______________________________________________

Supervisor’s Signature______________________________________________

Date______________

Confidentiality Violation Policy

Upon allegations of a confidentiality breach by either a CA or supervisor, the following policy is followed:

1. An investigatory meeting will held to determine if such a breach did in fact occur.

2. Upon confirmation of such a breach, a disciplinary meeting will be held informing the employee of the disciplinary action that is to follow.

3. Depending upon the severity of the allegations made, one of two courses of action will take place.

(a)
The employee will be informed of the severity of the situation and warned that another violation will result in termination.  This warning will go directly into the CA’s permanent personnel record.


(b)
The employee will be terminated immediately.


Confidentiality of Calls

All calls are totally confidential which means no written or electronic script shall be kept beyond the duration of the call.  CAs and supervisory personnel shall not reveal information about any call, except the minimum necessary for billing purposes, including the information below.  CAs must be required to sign a pledge of confidentiality promising not to disclose the identity of any callers or any information learned during the course of relaying calls, either during the period of employment as a CA or after termination of employment.


Not only are SWBT CAs required to review and sign a pledge of confidentiality as related to the relay service on a quarterly basis but, as a SWBT employee, they are also governed by SWBT’s Code of Business Conduct, which is based upon federal and state policies on privacy of communications.  SWBT rules for privacy are inflexible and strictly administered and adhered to.


Refresher training in confidentiality is given annually to all CAs.  


SWBT complies with all federal, state, and local laws and regulations regarding the confidentiality issue.


When training new CAs by the method of sharing past experience, trainers shall not reveal any of the following information:

i. names, genders, or ages of the parties of the call;

ii. originating or terminating points of the call;

iii. specifics of the information conveyed.


Confidentiality will be ensured during initial CA training because the trainers, either Deaf or hearing, are certified interpreters and/or evaluators bound by the Registry of Interpreters for the Deaf Code of Ethics, as well as the SWBT Code of Business Conduct.  Therefore, the trainers are well aware of the necessity for keeping all call-related information strictly confidential (i.e. names, gender, ages, call details, and any specific information conveyed).


CAs are prohibited from discussing, even among themselves or their supervisors, any names or specifics of any relay call, except in instances of resolving complaints. CAs may discuss the general situation that they need assistance with in order to clarify how to process a particular type of relay call. CAs are trained to ask questions about procedures without revealing names or specific information that will identify the caller. If a user is in an emergency or life‑threatening situation or causes an emergency situation to exist by threatening the CA or relay center, names and specific information may be disclosed by the CA to a supervisor to expeditiously address the situation.


SWBT, through the Code of Business Conduct, will not permit or tolerate any disclosure of confidential information from customer calls by anyone directly or indirectly associated with the company.


Watching or listening to actual calls by anyone other than the relay CA is prohibited except for training or monitoring purposes or other purposes specifically authorized by the ADHITS Board.


Under no circumstances will anyone other than the CA be allowed to watch or listen to an actual call except for the purpose of monitoring or training; however, under no circumstances are any records kept of call content.  The only personnel allowed access to the relay office are active employees such as communication assistants and managers/supervisors of the relay.  In addition, the entire building is secured with door codes and locks requiring security clearance for admittance.  When the need arises for service and maintenance, the following confidentiality statement will be required to be read and signed upon each admittance to the office.


“Upon entering the relay room, any information overheard or seen during the course of a relay call shall be kept strictly confidential and is not to be mentioned in any way outside the confines of the relay office:  ‘Unauthorized Disclosures of such information is a violation of law.  Violations can result in disciplinary action, including dismissal and criminal prosecution.’ (From SWBT’s Code of Business Conduct).” 


A CA or supervisor who, after investigation, is found to have violated the confidentiality rules and regulations shall either be terminated immediately, or proposals shall specify the policy for reviewing alleged violations of confidentiality. 


SWBT has a policy regarding breach of confidentiality.  Allegations of a confidentiality breach by either a CA or supervisor is very taken seriously.


The contractor shall be restricted to collecting only that personal information necessary to provide and bill for the relay service being rendered.  This information shall not be used for any other purposes.


No electronic or paper records of relay conversations are kept past the length of the call.  The only records kept will be for billing purposes, as outlined by the Arkansas RFP.  In addition, all information relayed will be kept strictly confidential and will not be used for any other purposes.


Commitment to providing confidential telecommunication services to all customers is a high priority to SWBT and is demonstrated by the above policies.  These policies exceed all requirements set forth by the Arkansas RFP.

3.
Types of Calls

The following are the various types of TRS calls which ARS will make for any customer:


1.
Baudot


2.
ASCII


3.
Voice Carry Over


4.
Hearing Carry Over


5.
Speech to Speech (English)


6.
Speech to Speech (Spanish)


7.
Spanish language


8.
900 Number (English)


9.
900 Number (Spanish)


Calls can be made in any of these types:


1.
Local


2.
IntraLATA


3.
InterLATA


4.
Intrastate


5.
Interstate


6.
International


The ARS handles all types of calls normally provided by common carriers, such as non-coin sent paid, third-party numbers, calling card, collect calls, mobile and cellular calls.  The ARS also handles coin-sent paid calls utilizing the alternative plan developed by the TRS Industry Team in accordance with FCC rules.


The ARS can provide full access to recorded messages, voice mail, remote polling of personal answering machines, 3-way calling, voice pagers, and any other service normally provided by common carriers.


The ARS does not refuse single or sequential calls, or limit the length of calls utilizing relay services.  The ARS has the technology and expertise to provide voice and hearing carryover service upon request of the TTY customer.


The ARS provides operator services and all directory assistance services.  For those operator services that are subject to special fees, such as Busy Line Verification or Interrupt, the charge is no greater than the rates for other customers who request these services.  The ARS also provides Speech to Speech, Spanish TRS, and 900# TRS services.


The ARS utilizes a database for handling and relaying all emergency calls.  CAs access the database containing the numbers for all emergency facilities and suicide prevention numbers in each exchange area.  All CAs are trained in emergency procedures, and are trained to expedite connection with the emergency facilities and relay the conversation after connection is made.


The ARS recognizes Extended Area Service (EAS) calling plans for local exchange carriers statewide and has not encountered any problems in correctly handling EAS calls for Arkansas TRS customers.


Emergency Calls


All TTY callers needing to call police, fire, ambulance, or sheriff should dial 9-1-1 directly as this will give them the fastest possible response time.  However, not every location in the state has 9-1-1 service, and those Public Safety Answering Points (PSAPs) who do have TTY access may not handle TTY calls in the most expeditious manner possible.  In addition, TTY callers not proficient in English may not be confident in their PSAP’s ability to communicate with them.


Because of this, Arkansas Relay Service accepts and expedites the handling of all emergency calls, medical or non-medical, that come into its TRS.  Examples of emergency calls range from persons fainting while on the line trying to reach their doctors, heating/cooling emergencies, wanting to interrupt a busy signal, or suicide attempts, etc.  CAs will relay calls to the caller’s local emergency numbers, be it 9-1-1, poison control, or whatever the situation demands.  


The Relay Center utilizes a hot key to access a database that instantly displays the appropriate local emergency numbers based on the caller’s ANI, giving the CA the ability to directly connect to the correct PSAP or other emergency facilities.  The ANI of the caller is immediately provided verbally to the emergency personnel after they have answered the call.  CAs relay calls to the caller’s local emergency numbers, be it 9-1-1, poison control, or whatever the situation demands.  The CA will still provide the caller’s number to the PSAP if the call should become disconnected or the caller is unresponsive.  


Arkansas Relay Service has a policy, listed below, which covers handling and relaying emergency calls.  ARS will continue to handle emergency calls in the most effective and efficient way possible.


Emergency calls:

· Calls to public agency such as police, fire, ambulance, or sheriff;

· Calls to regular telephones that are of emergency nature, such as death or serious illness.


Procedures:

· Obtain call-to number from customer, when possible (if 9-1-1, obtain details such as their telephone number, if not on ANI, address of emergency, and nature of emergency immediately);

· If a number is not given, press the hot key to immediately bring up the emergency number database to select the correct number that fits the emergency (i.e., police, fire, ambulance, sheriff);

· Establish connection as quickly as possible;

· Announce to the called party “This is the Relay CA with an emergency call;”

· Be directed by the agency (giving them the telephone number, address of emergency, and nature of emergency);

· Have the calling party stay on line and relay conversations between the calling party and the 9-1-1 dispatcher;
· Give the call your undivided attention.


Other Emergencies:

· Obtain call-to number when possible;

· Establish connection as quickly as possible without delaying advancement of the call to validate billing if it is a toll call.  Secure billing arrangements, if needed, after the call has been completed;

· Have the calling party stay on line;

· Give the call your undivided attention.


An outreach/education program component to educate TRS users regarding the use of E‑9-1-1, rather than relay, for emergency calls.

E-9-1-1 or emergency call information is an integral part of all presentations made in the TRS community outreach program.  It is included in the ARS brochure, and all 9-1-1 pages in SWBT telephone directories will indicate if the 9-1-1 PSAP is TTY accessible through a universally recognized TTY symbol next to it.  


In-Call Replacement of CAs

Changing of CAs during a relay call can be inconvenient for the TTY user; therefore, changing CAs during a relay call is kept to a minimum.  Only when the CA is scheduled for duty relief is it necessary to make such a change, unless the call has continued for an unusually long time.  Since the implementation of this procedure, there have been no comments or complaints from customers regarding CA transition. 


CA Gender Preferences

All CAs shall identify themselves to a TTY user by number and gender at the beginning of each call and by number to a voice caller.  Requests by users for a CA of a particular gender shall be honored, if available.


STS Called Numbers

Speech to Speech (English) number is 866-656-9823


Speech to Speech (Spanish) number is 866-656-9824

(b)
Technical Standards

(1)
Transmission Modes
ARS currently meets the FCC requirements for TTY (Baudot), ASCII and voice transmission.   ARS does not currently provide enhanced protocols such as TurboCode, VRS or IP Relay, which are not required in the current contract, which ends 12/31/03. 


(2)
Speed of Answer
Answer Time and Promptness of Service


ARS CAs answer 85% of all calls to the ARS within 10 seconds.  No more than 10 seconds shall elapse between receipt of dialing information or receipt of billing verification and the dialing of the requested number.  No calls placed on hold or queued are considered “answered.”


(3)
Equal Access & COC

The ARS offers carrier of choice on all interLATA intrastate, and interstate long distance calls.  In addition, under the constraints of the Modified Final Judgment (MFJ), SWBT is required to deliver interLATA calls (interstate or intrastate) to an IXC in the LATA where the call originated.  To provide this access, the ARS uses FX lines to each LATA in Arkansas.  All interLATA calls are dialed using a prefix to designate the carrier the ARS customer has chosen.  The use of FX lines also insures the ARS will be able to reach any regionally-restricted 800 number and the business offices of local telephone companies which have special prefixes.  


(4)
TRS Facilities

ARS provides a consistent level of service 24 hours per day, seven days per week, 365 days per year.  


The service is provided from the shared facility of the Kansas Relay Center, located in Lawrence, Kansas.


The relay center has an Uninterruptible Power Supply (UPS) that provides power for up to four (4) hours.  This is a true UPS that does not have momentary interruptions when the commercial power fails.


The building has a diesel turbine backup generator for longer outages.  The diesel turbine supplies power to both the relay center equipment and the Lawrence #5 ESS.

Disaster Recovery Plan


SWBT has designed its relay center in Lawrence, Kansas to be as failure-proof as possible.  


Southwestern Bell Telephone Company currently has disaster plans in effect for replacement of Central Office switches and facilities in the case of total loss of a Central Office building.  All equipment necessary for the operation of the relay center will be included in these plans.


Southwestern Bell Telephone Company also has disaster plans in effect for specific types of natural and man-made disasters.  In addition, the facility in which the Relay is housed contains several safety features that ensure prevention in and protection against, most disasters that could occur.  The building contains a central office within a reinforced structure that was designed as a bomb shelter site.


The chances of the building sustaining significant damage due to a natural disaster are highly unlikely.  The building is wired with state-of-the-art electronic sensors and alarms.  This ensures against undetected entry, fire, and/or equipment failure.  This system notifies both the on-duty supervisor and the Service Control Center.  In addition to the annual review of established plans, all employees participate in training and drills in case of natural and/or man-made disasters.  This includes fire, tornado, power failure, earthquakes and bomb threats.


A coordination effort between the 800-service provider and Southwestern Bell Telephone has established the ability to invoke Command Routing in the extraordinary event of switch failure.  Command routing would route incoming calls directly to the CA positions bypassing the switch to ensure continued service.


The relay center at Lawrence, Kansas is housed in the telephone central office building and on the same floor that has the #5 ESS that serves the city of Lawrence.


The building is specifically designed to withstand earthquakes and other natural disasters.


Incoming 800 Service

SWBT currently uses two (2) ISDN Primary Rate Interface (PRI) circuits purchased from its IXC provider to serve Kansas 800 traffic.  With the addition of Arkansas, additional PRI circuits have been added.  Two geographically diverse IXC switches serve the ISDN PRI lines.  


SWBT has purchased diverse routing of the ISDN PRI lines from its IXC provider.


SWBT has a number of local PBX trunks served from the Lawrence #5 ESS.  SWBT has purchased from its IXC provider the special option of routing 800 calls to the PBX over the local PBX trunks (i.e. DDD network) within minutes of notice.


Communications Assistant Positions

The current system design of the relay center CA workstation utilizes industry standard IBM compatible computers and interfaces with standard telephone lines using PC compatible modems.  


In the unlikely event of a disaster that causes total destruction of the telephone building, SWBT can reconstitute basic service for the relay center by obtaining new PCs, modems, and telephone lines.  Our emergency plans are designed to restore total service within hours.


(5)
Technology

SWBT participates in and sponsors several national forums hosted by TDI, NAD, etc. each year that are concerned with relay services.  The NASRA is an excellent forum for determining the industry needs and trends.  SWBT continuously evaluates overall directions of technology.


SWBT is also sensitive to the needs of the Deaf, Hard of Hearing and Speech Impaired users.  These user communities are entirely different from the much hyped hi-tech business user.  While the hi-tech community thinks nothing of writing off equipment purchases when technology moves on, the Deaf, Hard of Hearing and Speech Impaired communities often cannot afford to follow each new technology update.  This makes it imperative that any new technology deployed will be useful for a long period of time.  SWBT participates in national standards bodies in which these kinds of decisions can be addressed.  


When technologies are properly standardized and accepted by the Deaf, Hard of Hearing and Speech Impaired communities, SWBT will deploy them.


Voice Mail & Interactive Menus

Southwestern Bell Telephone Company’s current policy requires CAs to type all record and playback/type all recording/answering machine messages unless otherwise requested by the customer.  The customers are offered the option of leaving a message if an answering machine is reached.  The procedure includes the following steps:

· Use the macro/alt key to announce it is a recording message or answering machine;

· As the customer if s/he wants the full message, specialized information, or a live agent/representative;

· Must use the recording device to record the message;

· Must type the message to the customer verbatim unless other requests were made;

· Must erase the message from the recording device after the call is complete.

(c)
Functional Standards

(1)
Enforcement


Arkansas Relay Service provides a separate, dedicated TTY/V toll free number  (800-285-7192) for ARS customers to access customer service personnel on a 24-hour basis.  When reaching the customer service number, ARS customers will be able to report incidents which have occurred during relay calls or receive general information regarding ARS.  Trained personnel will document in written form each call received on the customer service toll free line.  The procedure and the toll free number are published in all forms of outreach materials.  Should the customer not be satisfied with the response from the relay center’s staff, the ADHITS Board number will be voluntarily provided.


Customers who would rather register commendations or complaints while still on line with the CA can also be assured that supervisory personnel will be available to handle any situation.  


Customers can file complaints through the CA, through toll-free line, by Fax, E-Mail, website or to ARS Outreach Manager.


All complaints and commendations documented, either through the center, via the toll free customer service number, or via the Outreach Manager, are reported monthly to the ADHITS Board.  This same documentation is used to prepare the annual FCC Complaint Report due in July of each year. 


Customer Complaint Procedures

The Arkansas Deaf and Hearing Impaired Telecommunications Corporation ( ADHITS) Board of Directors recognizes and supports the need for effective complaint processing for TRS customers in Arkansas.  In accordance with the recommended Federal Communications Commission regulations for TRS certification, complaints will be resolved within 180 days. The process is as follows:


STEPS FOR COMPLAINANT

1.
Contact Vendor Customer Service office.  The vendor which is contracted by ADHITS will maintain a customer service office which is readily accessible by TDD, voice, and or Telebraille callers.  For the current vendor the customer service office number is 1-800-285-7192.

2.
Contact the Vendor local Program Manager.  If the customer has contacted the Customer Service office and has not been satisfied with the results, the TRS Program Manager should be notified.  The vendor’s Program Manager provides a monthly report to the ADHITS Board and will report on all complaints and their disposition. The current contact is Tommy Walker, SBC, at 501-373-1341 (TDD) or 1-800-664-6275 (voice).

3.
Contact the ADHITS complaint line.  If the customer is still not satisfied, the ADHITS complaint line is the next contact.  The number is 501-296-1691 or 1-800-330-0632 Voice/TDD.  The ADHITS Complaint Committee will review the complaint, meet with the complainant, if necessary, and respond to the customer in writing within 30 days.

4.
Meet with ADHITS Board.  If after the response of the ADHITS Complaint Committee, the customer is still not satisfied, they may request a meeting with the full Board of Directors.  The Board will review all aspects of the complaint, insure that all procedures have been followed, and issue a written response within 30 days of the meeting.

5.
Written Complaint to Federal Communications Commission.  For the final step, if the customer is still not satisfied, the ADHITS Board will direct the customer to the FCC for filing of a formal, written complaint.


We file a Consumer Complaint Log annually as required by the FCC.


(2)
Public Access to Information


ARS utilizes a full-time, in-state community and business outreach program to educate all potential users throughout the state about the TRS.  The outreach program staff includes a resident full-time Deaf or Hard of Hearing employee whose primary job responsibility is to engage in outreach activities, promotional campaigns, and educate the public as to the benefits of the TRS.  SWBT provides contracted support staff to assure that efficient and effective interpreting services are available for this staff member.


The targets of the program include, but are not limited to, deaf, hard‑of‑hearing, older persons newly losing their hearing, speech impaired individuals as well as family and friends.  Businesses and professionals, trade shows, civic organizations, public schools and university classes are also among those who need knowledge of telephone relay services.


The ARS Advisory Panel (which meets quarterly) includes among its members a University Professor, a parent of two deaf children, a retired educator, Hard-of-hearing Federal program director, rehabilitation services secretary, retired deaf telephone installer, disabled deaf TTY consumer, deaf/blind consumer.


Outreach programs include, but are not limited to, media advertisements, demonstration of equipment and distribution of informational materials describing how to use the relay service

Consumer Evaluations Input


ARS has conducted ongoing evaluations of the relay service on an annual basis.  A survey/questionnaire that solicits anonymous opinions is sent to ARS customers selected on a random basis.  The results of the survey are shared with the ADHITS Board and Advisory Panel.  SWBT has worked closely with the Board and Advisory Panel to review any policy concerns or issues which may arise that will need to be incorporated into the relay service procedures.  During quarterly meetings of the Advisory Panel, all relevant reports and results of surveys (at least one annually) have been presented for discussion.    


The results of the annual Customer Perception Measurement (CPM) surveys have ranged from 97% to 99% customer satisfaction with the service.  This CPM has been sent to both Voice and TTY users of the relay service (see attachment #14 for a sample of past survey questions).  The majority of respondents have had numerous statements praising our service quality, and expressing the highest regard for the quality of the center’s CAs (every CPM reported has rated CAs at a 98 - 99% level for courtesy and politeness).  


Portability of Consumer Data


At such time as the relay service may be transferred to a new provider, ARS shall make every effort to ensure that the transfer takes place in a seamless manner which prevents relay users from experiencing an interruption in service. The Relay Center (pre-7-1-1) and Customer Service 800 contact telephone numbers shall be made available to the new provider.


(3)
Rates


ARS users shall pay rates no greater than rates paid for functionally equivalent voice communication services with respect to such factors as the duration of the call, time of the day and distance from point of origin to the point of termination.


ARS users can utilize any service plan which is may be available to non-relay users to make TRS calls at similar rates as paid by non-TRS customers.


Conflict with Federal Law

The Arkansas Deaf and Hearing Impaired Telecommunications Services Corporation is unaware of any requirements or standards in the Contract for the Arkansas Relay Service which conflict with federal law.
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